Gateway Qualifications Level 2 Diploma in Customer Service
Unit A/506/2130: Deliver Customer Service – Lesson Plan
Tutor Guidance	
This session is designed to provide some of the knowledge and understanding to support the completion of this unit of the Level 2 Diploma in Customer Service. As you work through the session, activities are provided to support the collection of evidence for the knowledge unit with guidance as to the criteria they cover
Although this lesson plan refers to ‘group’ the lesson may well be delivered to one learner at a time.
	Resources Required 	
	Handouts Required

	· Laptop and projector
· Pens and paper
· Copy of slides and procedures
· Highlighter pens and complaints
	· Activity 1 – Deliver customer service
· Activity 2 – What is a brand?
· Copy of matrix
· Customer needs and expectations handout
· Additional activities 
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	Slide
	Content
	Tutor Guidance
	Handout/Resources Required

	1
	Title Slide
	Welcome the group to the session.
Explain that, the delivery of customer service is an important part of any customer service role and needs to be carried out correctly. The effective delivery of customer service is about much more than meeting and greeting customers, as a Customer Service Assistant you will need to know about the features and benefits of products, the difference between customer needs, expectations and satisfaction and why you have to balance the needs of a customer with those of the organisation.
Explain this session is designed to deliver a level of understanding on the importance of good customer service delivery. Explain the students will complete activities throughout the session which will provide some practice for the unit and that there will be assignments to take away to gather the evidence for the unit.
Hand out a copy of the slides and the unit matrix
	Laptop and projector
Pens and paper
Copy of slides
Unit matrix

	2
	Aims of the session
	Discuss the aims of the session and agree these with the group.
	

	3
	Agenda
	Read through the points of the agenda. Explain the session is designed to develop an understanding of the key points contained within the unit.
	

	4
	What are the key requirements for excellent customer service?
	Split the group into pairs, ask them to consider what they believe are the key features of excellent customer service. Ask them to produce a list of these features.
Give 10 mins then feedback.
	

	5
	Key requirements of customer service
	Explain that the delivery of excellent customer service is about more than being polite to customers, it is about your ability to identify their needs and having the knowledge and understanding of the products and services available to be able to meet these needs. Ask the group if they have ever been somewhere and experienced a CSA who was the nicest person they could ask for but was unable to help them with anything, how did they feel?
Bring up the points individually and explain you will be going through each point in more detail. How does this list compare with the ones the group came up with?
	


	6
	What are customer needs and expectations?
	Ask the group the question before bringing up the points on the slide.
Explain that a customer’s needs could be tangible or emotional. Explain a tangible need is something specific for example a specific product or type of service which is easy to meet, if you know what a customer needs you can identify the product/service and pass it on to them. Explain that all customers also have an emotional need and this is what is often missed. All customers will also have a need to feel valued and respected when they are interacting with a business
Explain that customer expectations will often have been decided prior to any interaction with a business based on a number of factors including word of mouth, company reputation and product price. Examples of expectations include an expectation that a product will work or about the standard of customer service delivery. As a business, and as an individual, you have the ability to meet or exceed a customer’s expectations. If you are successful then the customer will have a good experience and is likely to return, but what happens if you fail to meet a customer’s expectations?
Hand out – Customer needs and expectations.
	Customer needs and expectations handout

	7
	What is customer satisfaction?
	Ask the group what they believe customer satisfaction is before bringing up the points.
Bring up each point and provide additional information if required.
	

	8
	What are features and benefits of products and services?
	Ask the group if they understand the difference between a feature of a product and a benefit. Bring up the two points and discuss with the group.
Activity
Ask the group to identify if each of the list below is a feature of a benefit of an item. Ask them to show their decision with a show of hands:
· The skirt is red (feature)
· The toaster has 4 slots (feature)
· The coat will keep you warm (benefit)
· The coat is waterproof (feature)
· The coat will keep you dry (benefit)
	

	9
	Why must you treat customers as individuals?
	Ask the group to consider why customers should be treated as individuals, what sort of things do they need to consider when dealing with customers.
Ask them to produce a list, give 10 mins then feedback.
	

	10
	Why treat customers as individuals?
	Bring up each point individually and provide a brief explanation. 
Once complete, compare to the lists the group came up with and check if there is anything they are unsure of.
Customer satisfaction – Each customer has their own needs and expectations, by treating them as an individual you can exceed these and ensure customer satisfaction.
Customer loyalty – By treating meeting the needs and expectations, and as a result ensure customer satisfaction, it is more likely the customer will return to your business and also promote your business to others.
Customer retention – You want to retain the customers you have as well as build new business. By treating a customer as an individual they are likely to return time and time again.
Compliance with legislation – the Equality Act. Explain that the Equality Act is not about treating everyone the same, but about ensuring everyone has the same opportunities by making reasonable adjustments. By identifying an individual’s specific needs, you can ensure you are not only ensuring you are complying with equality legislation. 
	

	11
	Why must you balance the needs of the customer with those of the business?
	Ask the group if they know why they must balance the needs of their customer with those of the business. 
Bring up the points and provide an explanation.
Financial restrictions – It is possible that the customer expects something that is not financially possible – for example they want a large item posting to them and the business to pick up the cost, this would not be financially viable for the business, especially if it not a regular service offered by the business
Organisational objectives – the customer may expect something to be done that needs to be balanced with the organisational objectives. There could be a time or resource implication to meeting the customers’ expectations that means it is not a viable option – for example a customer expects someone to meet them at a location but there are only 2 people available in store, this would mean only 1 person would be left meaning operational targets could not be met.
Legislation – thinking of the previous example, if only 1 person is left in a large store, this would have health and safety and security implications. This could result in certain laws being broken.
Consistency of organisational practices – you cannot do something for one customer you are not prepared to do for another, think again about equality legislation.
	

	12
	What is a customer service problem?
	Explain that all customer service organisations have customer complaints – the only business with no customer service complaint is one with no customer! 
A customer service problem is anything where a customer feels their needs and expectations cannot be met. It is not always the case that the problem is a reasonable one, if a customer has misunderstood what is available this could cause a problem for them that you cannot resolve, however it is the steps taken to resolve problems that supports the delivery of good customer service. If you fail to deal with a problem this will have a negative impact on customer service and customer loyalty.
	

	13
	What are the main causes of customer service problems?
	Ask the students to work in pairs to come up with a list of the most common causes of customer complaint and problems.
	

	14
	How do you resolve a customer complaint?
	Explain it is not always the responsibility of the staff member to resolve a customer complaint depending on the company policy and the severity of the problem. However, as the customer has approached you with their complaint, you must still ensure you are following the company process to deal with the issue.
Read through each point individually and check the students understand.
	

	15
	When should you escalate a problem?
	Ask the question then bring up the points on the slide. Provide a brief explanation of each on.
Company procedures – it may be the case that company procedures dictate that all customers’ problems and complaints automatically be escalated to a member of the management team.
Level of authority – It could be the case that you can deal with some small problems but anything over a certain value has to be escalated to a higher level of authority. Make sure you pass the customer on as quickly as possible.
Lack of knowledge or understanding – There may be occasions when you are not able to help a customer because you do not have the levels of knowledge and understanding about the issues to be able to help them effectively. In this case you will need to ensure you pass the customer on to someone who does have a sufficient level of expertise to help them.
Customer Request – It could be the case that you have helped a customer to the best of their ability, however they may request to speak to a more senior person. In this instance you will need to pass them on to you line manager.
Remember – when passing a customer on to a colleague, make sure you explain what you are doing and why you are doing it so they are kept informed and reassured.
	

	16
	Who do you escalate problems to?
	Ask the group to work in pairs and identify who they would escalate problems to and in what situation.
Give 10 mins then feedback. Look for: Managers, supervisors, suppliers, manufacturers.
Ensure all students keep their own copy of the list as this will cover part of criteria 1.5
	

	17
	Why is it important to measure the effectiveness of service delivery?
	Bring up the points on the side and discuss each one individually.
What is going well – how do you know what your customer likes about your service if you don’t ask them?
If something is not working – you need to know what isn’t working so you can make the required changes and improve service delivery
Changes to needs and expectations – it is possible the needs and expectations of your customer has changed. If it has does your service delivery still meet/exceed their needs and expectations? If it doesn’t you may need to make some changes.
Can something be done differently – Just because something is working doesn’t mean it can’t be improved. By reviewing the effectiveness of service delivery you may be able to identify changes before your customer realises anything needs to be improved.
To stay ahead of the competition – If you are ahead of the others in your industry you are more likely to attract and retain customers to your business. It is better to be known as the best and lead the way than to try and catch up with your competitors!
	

	18
	What are the key features of excellent customer service?
	Hand out Activity 1 – Deliver customer service.
Give the group 20 mins to complete the activities then feedback.
	Activity 1 – Deliver Customer Service

	19
	What is a brand?
	Ask the group what they understand by the brand. 
Explain you are going to show them some images and you want to know what is the first thing they think of when they see the picture.
Look for comments such as:
· Expensive
· Reliable
· Affordable
· Etc.
Explain that each image is easily identifiable and is recognised as part of a brand. Marketing of the individual company has been designed so that you automatically have an opinion of the product or service based on an image you see.
	

	20
	What is a brand?
	Read from the slide
	

	21
	Why is a brand important?
	Ask the group the question before bringing up the points on the slide.
Legal protection – by using a registered brand name your products features can be legally protected so others cannot copy what you have done. This provides reassurance to a customer about the product/features and also protects the brand name.
Creates perception of a product – By having a specific brand, a customer will build a perception of a product based on their previous experiences. Remember the previous activity, the brand jaguar is identifiable with prestigious cars so you would have an expectation of a car if you have purchased it from Jaguar.
Makes the organisation or product recognisable – did you know each item/business from its picture? That is the purpose of a brand image.
Distinguishers your product from competitors – why would you buy from one company rather than another? It is all about the brand image and what you will get from one company that you won’t from another.
Builds a reputation – whether it be about the reliability of a car of the feel of a t-shirt, you will have an opinion about a product based on the brand. Have you ever used the phrase ‘I don’t want that it was by…. So it will be rubbish’? The brands reputation has impacted on your opinion of the product without you even using it.
Encourages loyalty – how many of you have an I-phone? Will you ever have another make of phone? If not, why not? You are being loyal to the brand. What would make you change your mind? (what about if the phone always breaks? Relate back to reputation)
	

	22
	How does a brand affect the service offer?
	Bring up each question and ask the group to consider what impact it will have on the organisation.
1. If you are having to deal with a large number of complaints it will tarnish your image and give the business a bad reputation. You will have to ensure your service offer is able to prevent your reputation being damaged too badly.
2. You will have increased sales and people will think positively about your organisation based on your relationship with the brand. You will need to ensure you are delivering the standard of service required of the brand to maintain this.
	

	23
	What is a brand promise
	Explain that the brand promise is often a tag line found alongside a brand logo.
The brand promise is sometimes identified as the mission statement of an organisation. This is the commitment the organisation makes to its customers.
	

	24
	Why is a brand promise important?
	Ask the group to shout out reason they think a brand promise is important before bringing up the points on the slide.
	

	25
	What is your role in ensuring a brand promise is delivered?
	Ask the group to think about their roles within their organisation, and to consider their organisations mission statement.
Ask them to list how their role relates to the organisation mission statement and what they need to do to ensure the brand promise s delivered.
Ensure all students have their own copy as this will cover criteria 2.4.
	

	26
	Why is brand image important?
	Hand out activity 2 – What is a brand?
Give 15 mins to complete and feedback.
	Activity 2 – What is a brand?

	27
	How do you prepare to deal with customers?
	Ask the group the question before bringing up the points on the slide.
Read through each one and provide additional information if required.
	

	28
	How do you keep your product knowledge up to date?
	Ask the group to work in pairs to identify ways they can keep up to date with products and services.
Give 10 mins to complete then feedback. Look for answers including asking colleagues, reading instructions, POS.
	

	29
	Aims of the session
	Review the session aims and agree if these have been met.
Explain that the activities completed can be referenced into the student portfolio and a few additional activities will be required to complete the unit. 
Hand out the Assignment Brief for this unit.
	Assignment Brief

	30
	Any questions
	Check if anyone has any additional questions.
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