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Level 2 Diploma in Customer Service[image: ]	
Principles of Customer Service (Activity 1)
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Unit J/506/2132: Principles of Customer Service
Activity 1 – Understand Customer Service (AC 1.1, 1.2, 1.3, 1.4, 1.5, 1.6, 1.7)
Within your role, it is important to understand the key aspects of service. Complete the following activities on customer service.
1. What is the purpose of customer service and when is customer service delivered?

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

2. What is a service offer? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

3. Why is a service offer important to an organisation? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

4. Why is it important an organisation consistently delivers high quality customer service? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

5. Why is it important an organisation keeps their knowledge of competitors’ activities up to date? 
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

6. What are the possible barriers to the delivery of effective customer service? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

7. What are the key features of effective follow up service? ………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

[bookmark: _GoBack]
Page 2 of 2

© Copyright 2016 Gateway Qualifications. Permission granted to reproduce for use with cohorts registered with Gateway Qualifications only. Commercial copying, hiring, lending is prohibited.


image1.png
gateway

qualifications





image2.jpeg
gateway

qualifications





