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Gateway Qualifications Level 2 Diploma in Customer Service
Unit J/506/2132: Principles of 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.
This session is designed to be delivered following session 1 – Deliver Customer Service and Session 2 – Understand Customers, and as a result will refer to some of the activities completed within those sessions.
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 – Understand customer service
· Activity 2 – Understand how legal and ethical requirements relate to customer service
· Activity 3 – Understand how to deliver effective customer service
· Activity 4 – Understand the management of customer service information
· Copy of matrix
· Legislation protecting consumers’ handout
· Health and safety legislation 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, it is important Customer Service Assistants have an understanding of the key principles, concepts and practices of customer service as they form the basis of how they interact with customers.
Explain this session is designed to deliver a level of understanding on the key principles of customer service. Explain the students will complete activities throughout the session which will provide 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 is the purpose of customer service?
	Ask the group what they believe to be the purpose of customer service. Encourage them to shout out responses before bringing up the points on the slide.
Customer satisfaction – If good quality customer service is delivered, your customer is more likely to be satisfied with their interaction with your organisation.
Build a positive reputation – We discussed the building of reputations in the previous session. Having good quality customer service helps build the organisation reputation.
Customer loyalty – If a customer is happy with the level of service received, they are more likely to return to the organisation.
Achievement of sales targets – If customers are happy and return to the organisation it is more likely to achieve its sales targets and be successful.
	

	5
	When does customer service take place?
	Ask the question before bringing up the answers. Explain that this is not a trick question, but is something that people sometimes forget.
Before using an organisation, a customer will have an opinion of the business based on previous experiences and feedback from others. Also, the introduction to a business will have an impact on customer expectations. This is sometimes forgotten.
During the interaction with an organisation, the delivery of customer service is obvious.
	


	6
	What is a service offer?
	Explain this is a review of discussions held in the last session.
Ask the group if they understand what a service offer is. Allow them time to shout out answers before bringing up the points on the slide.
Explain that, previously you have discussed how an organisation achieves its service offer and how this promotes customer loyalty. Refer the group to their notes on this element of the previous session.
	

	7
	Why is the delivery of high quality customer service important?
	Explain that the delivery of high quality customer service is important to an organisation for a number of reasons.
Read through the points and give additional information if required.
	

	8
	How do you keep up to date with your competitors?
	Explain that, part of being able to deliver excellent customer service includes identifying the activities of your competitors and that there are a number of ways to go about doing this.
Bring up the points on the slide and provide an explanation if necessary.
Before moving on, ask the group if they understand why it is important to know what your competitors are doing. Explain you are going to look at this next.
	

	9
	Why is it important you know what your competitors are doing?
	Read through the points and give the additional info.
Competitive – By knowing what your competitor is doing or the prices they are charging; you can take appropriate actions to compete or exceed their offer. This in turn will mean that your customers will continue to believe you are reliable and will continue to use your organisation.
Identify changes to products or services – If your competitor is doing something well you may need to make changes to ensure your organisation remains competitive.
Secures and protects income – by knowing what your competitors are doing, and in turn taking action to be better, it is more likely your customers will continue to use your organisation and in turn you will be able to secure and protect your income.
Enable you to remain ahead of the game – by knowing what your competitor is doing, you can remain one step ahead.
	

	10
	What can prevent effective customer service?
	Ask the question, then bring up the points individually.
Inadequate service systems – lack of systems to record customer needs, poor policies and procedures etc.
Staff problems – lack of people, lack of staff understanding, use of jargon etc.
Poor communication – between colleagues and customers preventing customers receiving the service they require.
Lack of product availability – resulting in customers leaving unhappy.
	

	11
	What is follow up service?
	Explain that the delivery of effective follow up service is as important as the delivery of excellent customer service.
Bring up the points:
After sales service – after sales service includes checking the customer is happy with things and checking if there is anything else that they require.
Following up on questions – even if the customer has only half asked a question, by following up and providing them with any additional information you are delivering a follow up service they may not expect and in doing so will exceed their expectations.
Selling associated products – the customer may not have asked for the additional products or services, but by identifying additional elements they may require you will again exceed their expectations.
Resolving problems – after their initial interaction with your organisation, your customer may have problems. How you deal with these is part of your after sales service.
Collecting feedback – by identifying if there is anything you could have done better, you can make improvements in the future.
	

	12
	What are the key features of effective follow up service?
	Ask the group what they think are some key features of effective follow up service. Flip chart their responses and then bring up the list and see how many match up.
	

	13
	Understand Customer Service
	Hand out Activity 1 – Understand Customer Service.
Give 20 mins to complete, then feedback
	Activity 1 – Understand customer service

	14
	Consumer legislation
	Ask the group if they can list any of the consumer legislation protecting customers.
Bring up the different legislation on the list.
Hand out – Consumer legislation
	Consumer legislation handout

	15
	How does legislation affect the delivery of customer service?
	Ask the group how they think consumer legislation affects the delivery of customer service.
Bring up the points and provide additional info if required.
	

	16
	Health, Safety and environmental legislation?
	Ask the group if they can identify health, safety and environmental legislation.
Handout – Health and Safety legislation
	Health and safety legislation handout

	17
	Why is health, safety and environmental legislation important?
	Ask the group then bring up the points on the slide.

	

	18
	What ethical considerations must be made by organisations?
	Ask the group what ethical considerations an organisation must make when dealing with customers.
Bring up the points individually and provide additional information is necessary.
	

	19
	How does equality legislation affect customer service delivery?
	Ask the group if they can name the main equality legislation – the Equality Act 2010. Check they understand this protects people from discrimination based on the 9 protected characteristics: Age, Disability, Race, Religion, Sex, Sexual Orientation, maternity/paternity, marital status.
Bring up the points on the slide and provide additional information if required.
	

	20
	Data Protection
	Read points and ensure everyone is familiar with the 8 principles of data protection. Once complete, ask if they understand how this may relate to customer service.
EEA – European Economic Area
1. Processed fairly and lawfully.
2. Processed only for one or more specified and lawful purpose.
3. Adequate, relevant and not excessive for those purposes.
4. Accurate and kept up to date - data subjects have the right to have inaccurate personal data corrected or destroyed if the personal information is inaccurate to any matter of fact.
5. Kept for no longer than is necessary for the purposes it is being processed.
6. Processed in line with the rights of individuals - this includes the right to be informed of all the information held about them, to prevent processing of their personal information for marketing purposes, and to compensation if they can prove they have been damaged by a data controller's non-compliance with the Act.
7. Secured against accidental loss, destruction or damage and against unauthorised or unlawful processing - this applies to you even if your business uses a third party to process personal information on your behalf.
8. Not transferred to countries outside the European Economic Area - the EU plus Norway, Iceland and Liechtenstein - that do not have adequate protection for individuals' personal information, unless a condition from Schedule four of the Act can be met.
	

	21
	How do legal and ethical requirements relate to customer service?
	Activity 2 – Understand how legal and ethical requirements relate to customer service.
Hand out the activity and give 25 mins for completion, then feedback.
	Activity 2 – Understand how legal and ethical requirements relate to customer service

	22
	What is the different between customer needs, wants and expectations?
	Explain that customer needs and expectations were discussed in session 1 and students should refer back to handouts and notes from this session.
Ask the group if they understand the difference between customer needs, wants and expectations before bringing up the points.
Explain that it is possible a customer’s wants will not meet their neds, i.e. the product they think they want will not actually meet their needs, and as a result it is the responsibility of the CSA to identify the appropriate product or service to meet the needs of the customer
	

	23
	How do you identify a customers’ needs and expectations?
	Ask the group to work in pairs and identify how they identify a customer’s needs and expectations.
Ask them to produce a list, give 10 mins then feedback.
Look for:
· Using open and closed questions
· Listen to the customers
· Complete questionnaires/surveys
· Collect customer feedback
Ensure all students have a copy of the answers as this covers criteria 3.2
	

	24
	Why is it important to manage customers’ expectations?
	Again, ask the group to work in pairs to answer the question.
Give 10 mins then feedback.
Look for:
· Ensure customer satisfaction
· Reduce complaints
· Maintain the organisation reputation
Ensure all students keep a copy as this covers criteria 3.3
	

	25
	How do you behave in a way that meets customer expectations?
	Ask the group to shout out ways they should behave to meet customers’ expectations.
Bring up the points and read through.
In addition to these points, explain that points including ensuring your appearance is appropriate, your tone of voice is appropriate and you are professional at all times.
	

	26
	How do you put customers at ease and gain their trust?
	Again, in pairs, ask the group to identify ways they can put customers at ease and gain their trust.
Give 10 mins the feedback.
Look for:
· Listen, ask questions, build rapport, use open body language, be friendly and approachable.
· Remain impartial, be open to suggestions from the customer, don’t make promises you cannot keep
Ensure all students have a copy of the answers as this meets criteria 3.5
	

	27
	Why must you keep promises to customers?
	Ask the group the question and bring up the points on the slide. Provide additional explanation if required.
	

	28
	How do you deliver effective customer service?
	Activity 3 – How do you deliver effective customer service?
Hand out the activity and give 15 mins to complete

	Activity 3 – How do you deliver effective customer service

	29
	What are the different types of customer information available?
	Explain that there are many different types of customer service information available to organisations.
Working in pairs, ask the group to list different types of information available to them. Give 10 mins then feedback.
Look for:
· Financial data
· Compliments and complaints
· Personal data
· Purchase history
· Shopping trends – times etc.
	

	30
	How can customer service information be used?
	Explain that, the different types of information listed in the previous activity can be used in a number of ways. A few of these ways are listed on this slide, although there are many more.
Bring the points up and provide additional information is required.
Finish by reminding the group that all customer information MUST be used in accordance with data protection legislation.
	

	31
	Why are customer service information management systems important?
	Ask the group what customer service information systems are available.
Bring up the points and give an explanation if required
	

	32
	What are the different uses of systems to manage customer service information?
	Ask the group to work in pairs and identify all the different uses of customer information systems.
Give 10 mins then feedback.
Look for:
· Target specific customers for marketing purposes
· Monitor spending habits
· Review sales of specific products
Ensure all students have their own list as this meets criteria 4.3
	

	33
	What are the key features of an effective complaints process?
	Working in pairs, ask the group to list all the features of a good complaints process.
Give 10 mins then feedback.
Look for:
· Consistent handling of complaints
· Timescales for resolution identified
· Clear lines of responsibility
· Compliance with consumer legislation
· Respects statutory rights
Ensure each student has their own copy as this covers criteria 4.4
	

	34
	What are the different uses for a complaints process?
	Working in pairs, ask the group to identify the uses for a complaints process.
Give 10 mins then feedback.
Look for:
· Customers can be confident complaints will be dealt with
· Builds the organisations reputation
· Consistent approach to dealing with complaints
Ensure each student keeps a copy as this covers criteria 4.5
	

	35
	Understand the management of customer service information
	Activity 4 – Understand the management of customer service information.
Hand out the activity and give 10 mins to complete.
	Activity 4 – Understand the management of customer service information

	36
	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 to complete the unit.

	

	37
	Any questions
	Check if anyone has any additional questions.
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