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Level 2 Diploma in Customer Service[image: ]	
Deliver Customer Service (Activity 1)
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Unit A/506/2130: Deliver Customer Service
Activity 1 – Customer Service Delivery (AC 1.1, 1.2, 1.3, 1.4, 1.5, 1.6)
Within your role, it is important to understand the key aspects of service delivery. Complete the following activities on the different aspects that effect service delivery.
1. What is the difference between a customer’s needs and expectation?

Customer needs ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
Customer expectations ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

2. What is the relationship between customer needs, customer expectations and customer satisfaction? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

3. Why is it important that you treat all customers as individuals? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

4. Why is it important that you balance promises you make to customers with the needs of your business? Give 2 examples of when you may need to do this.

i) ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

ii) ……………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………… 



5. In the table below, list some of the products and services offered by your organisation and identify the features and benefits of each.
	Product/Service
	Key Features
	Key Benefits

	


	
	

	


	
	

	


	
	

	


	
	



6. When might you need to escalate a customer problem to another person within your organisation? Give 3 examples.
…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………….......








7. In the table below, list different ways you can measure the effectiveness of customer service delivery and how you would use them.
	Method of measuring service
	How this can be used
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