Gateway Qualifications Level 2 Certificate in Retail Knowledge
Unit M/502/5821: Understand Customer Service in a Retail Business
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 retail knowledge qualification. 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 – Features of customer service 
· Activity 2 – Customer feedback
· Activity 3 – Standards, policies and procedures
· Activity 4 – Customer problems and complaints
· Copy of matrix
· Effective questioning handout 	
· How does communication affect customer service handout
· Resolving customer service problems handout 
· Collecting Customer Feedback
· Additional Tasks
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	Slide
	Content
	Tutor Guidance
	Handout/Resources Required

	1
	Title Slide
	Welcome the group to the session. 
Explain that competition is high within the retail industry and as a result, the delivery of excellent customer service is key to the success of a business. You could have the best product to sell but if no-one comes into your store to buy it because of the lack of customer service then the business is unlikely to be successful. 
Hand out copies of the unit matrix and session slides to the students
	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 your experience of customer service?
	Split the students into small groups.
Ask them to identify their best and worst customer service experience. Give 10 mins and feedback. Discuss why they were good experiences or bad experiences and explain you are going to look at how some of the events could have been avoided.
	

	5
	What is a customer?
	Ask the group to shout out what they think a customer is.
Explain a customer is defined as anyone you supply with something they want or need, this can be internal or external to the business.
	


	6
	Why is customer service important?
	Ask the group if they know why customer service is important before bringing up the points on the slide. After a brief discussion, bring up the points:
· Customer is the most important person – ask the group who pays their wages. When they say the company, ask about where the company makes their money and explain that, without customers, the business will not be able to pay the salaries
· Businesses need to retain and attract customers – ask the group where they go shopping usually, and why. Ask if they try new places and what attracts them to new places. Finally, ask the group if they have ever gone somewhere because someone told them about the standard of products and service. Explain that good customer service is important to keep people coming back. A 5% increase in customer loyalty can increase profits by 25% - 85%.
· If a customer is not happy they will go elsewhere – ask the group if they have ever left a shop and commented ‘I’m not going in there again’ - why was this? Did they tell anyone and what do they think that will do for the reputation of the business? Word of mouth is key and can have up to times more impact that other advertising means.

	

	7
	Would does good customer service look like?
	Before bringing up the points on the slide, ask the group what they think is key to good customer service.
Bring each point up individually and explain in more detail.
· Customer not kept waiting – when a store is busy, a queue will be inevitable, however, as long as actions are taken to reduce waiting times, the customer will be accepting of this. Ask the group if they have ever been in a queue and frustrated with staff not helping out – how did they feel and do they remember this when they are working in store? Also point out that there may be occasions when other staff cannot help – the customer will not know about this so may become frustrated/angry and it is up to the individual staff member to apologise and deliver good customer service.
· Staff have knowledge of products and services – ask the group to consider how they feel if they ask someone in a shop to tell them about a product and they can’t, what does this make them think? Explain it is important for all staff members to ensure they are up to date with the products and services available or ensure they have the information they require to help customers.
· Staff have knowledge of special offers – it is important you are aware of the special offers in the store so that you can provide guidance to customers
· Staff tell customers about special offers – what is the point in a special offer if no-one knows about them? Ask the group how they feel when they are informed something is on offer when they get to the till point? This is a key feature of good customer service that customers remember.

Hand out the Effective Communication handout.
	Effective communication handout

	8
	What are the key features of excellent and poor customer service?
	Ask the group to consider the points discussed on the previous slides. Ask them to come up with a list of examples of actions/features of customer service that demonstrate good/bad customer service and how this impacts on the business. Give 10 mins then feedback.
Once complete, hand out Activity 1 – Features of customer service, and ask them to complete the activity.
	Activity 1 – features of customer service

	9
	How do businesses build and maintain customer service?
	Working in groups, ask the students to list the ways retail businesses encourage loyalty from their customers and describe what they are. Ensure each person produces their own list as this can reference to criteria 1.5.
Look for the following:
· Discounts
· Loyalty cards
· Special offers
	

	10
	How do you find out your customers’ needs?
	Ask the group how they find out their customer’s needs. Explain this may seem an obvious question but is something that can be missed. Bring each question up individually and discuss in more detail.
Explain that needs can be separated into the product and the service and both are key to ensure customer satisfaction.
Do they need a product – this can be quite straight forward and a simple question such as – did you find everything you need? or are you looking for something in particular? -  can find the answer. Be careful with your questioning technique as both questions are examples of closed questions so don’t allow the opportunity for additional sales.
Do they need information or advice? – some customers may need information and advice to enable them to make their purchase. It is key you are up to date with the products and services available and how these relate to customers. You will need to ask a number of open questions to ensure you fully understand the customers’ needs and may have to complete some brief demonstrations of products.
Do they need a particular service? - Some customers may need a particular additional service for example they may need help around the store and time should be taken to ensure they receive the service they require, no matter how busy you may be.
It is vital when delivering customer service that you focus your attention on the customer whenever they ask you a question. If they ask the location of something, take them to the product rather than pointing – ask the group if they understand why they should do this (to ensure the customer gets what they require and as a result make a purchase)
Hand out Effective Questioning handout
	Effective Questioning handout

	11
	How does communication impact on customer service?
	Ask the group to consider the different methods of communication that can be used when communicating with customers and explain why these are important. Give 10 mins and then feedback.
Look for:
· Verbal – speaking directly and over the phone etc.
· Non-verbal – by letter, email etc.
Once complete hand out the ‘Collecting Feedback’ handout
	Collecting Feedback handout

	12
	How do you identify improvements to customer service?
	Explain to the group that it is important to continually improve customer service, ask if they understand why and if they are not sure, ask if them to consider how they shop compared to their parents and grandparents. Explain that over time, the customers’ needs and expectations change and as a result the business needs to change in order to maintain its customer base and its success.
Ask the students to work in groups to list how they can identify where changes or improvements are required.
Once the activity is complete, discuss the impact customer feedback has on a business. Explain that many businesses collect customer feedback in a number of ways to identify any improvements required to the business to improve service and identify if there are any gaps in the products available. 
Hand out activity 2 – Customer Feedback and ask them to consider the different methods of collection of customer feedback and how this can be used. Look for questionnaires, telephone surveys, mystery shoppers
	Activity 2 – Customer Feedback

	13
	What is the difference between a customer service standard, policy and procedure?
	Explain that all companies have set customer service standards, policies and procedures that should be followed by all members of staff and it is important to understand what these are and why they are important
Hand out activity 3 – Policy, Standard, Procedure and ask the group to fill in what they think each is and why it is important then feedback to the group.
If the group is struggling provide the following guidance:
Standard – a level of service expected – consider when you go to a certain store (insert example if you wish) what level of service do you expect?
Policy – the company policy on how something should be dealt with, for example, customer will be contacted by close of play even if the required information has not been located.
Procedure – will be a fully documented process of how something should be dealt with – this could be in a flow diagram or numbered list.
	Activity 3 – Policy, Standard, Procedure

	14
	What are the benefits of customer service standards, policies and procedures?
	Now the group is clear as to what the company standards, policies and procedures are, ask them to consider why these are important.
In groups, ask them to list the benefits of customer service standards, policies and procedures for the customer and business – ensure each student makes their own record as this covers criteria 3.2 and 3.3.
If the group is unsure, prompt them to consider things like how do they know what to expect of a business, how do they know how to help customers, customer loyalty
	

	15
	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/have not been 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 support 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.
	

	16
	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.
Ensure each student keeps their own list as this will support criteria 4.1.
	

	17
	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 Service Problems handout
	Resolve Customer Service Problems handout

	18
	How do you resolve customer problems and complaints?
	Hand out activity 4 – problems and complaints. Ask the group to think of some common causes of complaints and provide detail of how to deal with the problems.
Allow 10 mins and feedback
	Activity 4 – Problems and complaints

	19
	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 only a small amount of additional work is required to complete the unit.  Hand out the additional task and ask the group to complete the additional questions.
	Assignment brief

	20
	Any questions
	Check if anyone has any additional questions.
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