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Level 2 Certificate in Retail Knowledge

Unit F/506/2131: Understand Customers
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 after the session ‘Deliver Customer Service’ and as a result, refers to some of the elements delivered within that session.
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 different types of customer
· Activity 2 – Understand the value of customer loyalty
· Copy of matrix
· How cultural factors affect customer expectations handout
· Resolving customer service problems handout
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	Slide
	Content
	Tutor Guidance
	Handout/Resources Required

	1
	Title Slide
	Welcome the group to the session.
Explain that, successful organisations offer the right products and services to the right types of customer and in order to do this they need to understand their customer base and the needs and expectations of their customers. This session is about the different types of customer and how their needs and expectations may change depending on a number of factors.
Explain this session is designed to deliver a level of understanding on the different types of customer. Explain the students will complete activities throughout the session which will provide some 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 a customer?
	Ice breaker.
Split the group into pairs
Ask the group what their understanding of a customer is and to come up with a brief statement to demonstrate this.
Give 10 mins then feedback.
	

	5
	What is a customer?
	Read the definition and check the students understand.
	

	6
	Internal and external customers
	Ask the group what they understand by the term internal and external customers and what the main differences are between to two.
Read through the points on the slide and give further explanation if required
	

	7
	What is meant by the word ‘Culture’?
	Ask the group the question and expand to explain this has an impact on a customer’s individual expectations. Ask the open question – do they understand what this means. Allow people to shout out their understanding before bringing up the definition.
Read the definition and check if the group understand. You may have to provide further explanation and break it down but explain you are going to look at this further.
	

	8
	What are cultural factors?
	Bring each point up individually and provide the explanation. Explain these are only some of the different factors that might affect service expectations.
· Age – someone from an older generation is more likely to look for face to face contact with an organisation or the more ‘personal’ touch. They are likely to look for conversation etc. Some from a younger generation may be more likely to use digital interaction, taking away the need for the personal touch to replace by speed and efficiency of service.
· Religion – The religion someone comes from may have an impact on the level of service they expect. Think about the need for halal meat based on the beliefs of the Muslim community etc.
· Family – Your family experiences will shape your choices. If your family have never done something or eaten something you are less likely to do so.
· Ethics – A person’s individual ethics will shape how they select organisations they work with. They may look at elements such as sustainability policies, where products are sourced etc. to make their buying decisions.
· Gender – Again, the gender people belong to will shape their choice. Male shopping habits vary from female, a man may make a purchase based on price and look whereas a woman will take into account colour, shape, size, feel and colour.
Hand out – How cultural factors affect customer expectations
	Handout – How cultural factors affect customer expectations

	9
	How do cultural factors impact on customer expectations?
	Explain that a person’s cultural beliefs and experiences will mould their expectations of an organisation.
Bring up the list of expectations and check the group understand how these may be different for different people.
	

	10
	What is a challenging customer?
	Ask the group to work in pairs to identify what they believe a challenging customer is.
As them to give a brief description of a challenging customer and then to list how they think a challenging customer will behave.
Ensure each student has their own document as this will cover criteria 1.3.
	

	11
	What is a challenging customer?
	Read out the definition and ask the group to compare to their own definition.
Explain it is important to understand a challenging customer may not be one with a complaint, but could be one where there are language issues etc.
	

	12
	How do challenging customer behave?
	Again, bring up the list and ask the group to check their own lists.
	

	13
	What is a dissatisfied customer?
	Again, ask the group to work in pairs and identify a definition of a dissatisfied customers.
Give 10 mins then feedback.
Look for:
· Someone unhappy with a product or service
· Someone unhappy gives negative feedback
· Someone who does not make repeat purchases.
	

	14
	How do you know a customer is not satisfied?
	Ask the group the question, then bring up the points on the slide
	

	15
	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.
Hand out ‘resolving customer complaints’
	Handout – Resolving customer complaints

	16
	Understand different types of customers
	Hand out Activity 1 – Understand different types of customer.
Give 15 mines then feedback
	Activity 1 – Understand different types of customer.

	17
	Why is a service offer?
	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.
	

	18
	How does an organisation achieve its service offer?
	Ask the group to work in pairs.
Ask them to consider what a service offer is, and come up with a list of how an organisation can make sure it achieves this. 
Look for:
· Availability of products/services
· Pricing of products/services
· Standard of service delivery
· Ensuring customer satisfaction
Ensure all students keep a copy as this provides some of the answers to criteria 2.1
	

	19
	How does achieving the service offer contribute to customer loyalty?
	Ask the group the question and bring up each point, providing additional information on each point.
Increase customer confidence – If the customer knows the service and is certain this will be met they will develop confidence in the products and services on offer. As a result, they are more likely to return to the organisation
Positive recommendations – If a customer has a good experience they are likely to tell their friends and family. As a result, sales will increase
Trust – If the customer has increased confidence in an organisation, they are more likely to trust the service offer and as a result will continue to return to the business.
	

	20
	How does customer satisfaction relate to organisational performance??
	Ask the group to think back to the previous session, in particular on customer needs and expectations.
Ask the group to work in pairs to identify how they ensure customers are satisfied with the service that has been delivered and how this relates to the success of an organisation.
Give 15 mins then feedback
Look for:
· Needs and expectations are met
· Staff have gone the extra mile to help customers
· Products and services have been delivered in a timely manner.
· Customers return to the organisation
· Customer spend increases
· Performance targets are met or exceeded.
Ensure all students keep their own list as this meets criteria 2.2
	

	21
	How does an organisation build its reputation?
	Ask the group how they think an organisation builds a reputation and image. Ask them to think back to the previous session and the discussions about brand and brand values.
Bring up the points and provide an explanation on each.
Values – do they clearly identify their values. If an organisation states they invest in fair trade products and environmentally friendly products, what does this mean to customers? This will build on the reputation of the business as one that is good for the local area etc.
Standard/quality of products – If the products/services on offer are of poor quality, this will mean the organisation builds a poor reputation etc.
Price of products – have you ever thought of an organisation as over-priced? Making sure products and/or services are priced correctly for their quality will support the organisation to build their reputation.
Legal compliance – If you know an organisation has a poor record with regards following legislation, whether it be H&S, E&D or employment law, will this make you more or less likely to use them?
Reliability – An organisation will want its customers to think it is reliable so they use them.
Trustworthy – as with reliability, an organisation wants its customers to think it is trustworthy so they return.
	

	22
	What are the consequences of customer dissatisfaction?
	Read through the points on the slide and give an explanation if required
	

	23
	How do you attract new customers?
	Ask the group the question and flip chart their answers. Then bring up the points and see if any have been missed. Explain there will be many more than those listed.
	

	24
	How do you retain customers?
	Explain it is as important to retain customers as it is to attract new ones.
Again, flip chart answers then bring up the points on the slide.
	

	25
	Understand the value of customer loyalty
	Hand out Activity 2 – Understand the value of customer loyalty
Give 20 mins to compete the questions then feedback.
	Activity 2 – Understand the value of customer loyalty

	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 complete the unit.

	

	30
	Any questions
	Check if anyone has any additional questions.
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