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ASSIGNMENT DETAILS

	Module Title:
	Strategic Customer Engagement

	Module Code:
	MARK5053

	Assignment Title:
	Individual Report

	Weighting:
	100%

	Module Leader:
	Dr. Nurdilek Dalziel

	Length:
	3,500 words (+/- 10%)

	Assignment Timetable:
	

	Date Set:
	20 January 2021

	Submission Date and Time:
	Friday, 21st May 2021 at 12:00 (via Turnitin)

	Expected Return:
	22 June 2021

	Learning Outcomes (LO) to be Assessed:




Assess organisational competence in customer management
Identify weaknesses in customer management performance
Make recommendations on how an organisation can improve its CRM performance and profitability
Develop problem solving and decision-making skills

 


Instructions to Students

This is an individual report of 3,500 words (+/-10%) plus references, tables, graphs and appendices (if applicable), which is to be submitted via Turnitin. The title of your report is:  


Sustainable Engagement with Customers:
A case study of Fferal Clothing     


Fferal Clothing (https://fferal.com/) was launched as an antidote to fast fashion in 2017. Fferal was founded by Helen Tarratt who is a sustainable fashion designer. Starting out as a machinist in a factory in Leicester at the age of 16, she went on to study Textile Design at university before spending 35 years designing clothes for well-known high street brands. Becoming more aware of the damage the fashion industry was doing to our planet, Helen was driven to seek a sustainable alternative. Becoming a mother to a child with autism and Down syndrome gave Helen the push to do something about it. 

Throughout the journey from cotton field to customer doorstep, Helen Tarratt worked hard to minimise her impact on the environment. All of her cotton is vegan and sustainably sourced in India. Her pieces are made in Portugal by people earning a proper living wage. Today, Fferal's clothing has become known for their comfort and style, owing to being well-designed, long-lasting and intentionally gender neutral. 

Being a new retailer, Fferal Clothing is still at the stage of recruiting and developing their customers. the company needs guidance on how to develop sustainable customer relationships by building a mutually beneficial relationship with its customers. In your coursework, you will write a report for Fferal Clothing by focusing on the four elements of IDIC framework.

The structure of your report is as follows:


Title Page (title of the report, student number, module name & code, tutor name, submission date, word count) (Title page is excluded from word count.)  

Table of Contents (excluded from word count)

Section 1: PESTLE Analysis (750 words; 20 points)
A short paragraph highlighting the purpose of your report, and introducing Fferal Clothing including its mission, its unique selling point, its target market and close competitors 
PESTEL analysis of the company



Section 2: Applying IDIC Framework to Fferal Cothing (1500 words; 40 points)

Apply IDIC to Fferal Clothing, and discuss how the retailer can implement sustainable customer relationships by developing a discussion around the four elements of the framework. 

Section 3: Customer Service Metrics Analysis (500 words; 15 points)

Organisations use a number of metrics to evaluate the success of their customer service. Most commonly used metrics are: 

1. Net Promoter Score (NPS)
2. Customer Acquisition Cost (CAC)
3. Customer Lifetime Value (CLV)
4. CAC-to-CLV
5. Customer Satisfaction Score (CSAT)
6. Customer Effort Score (CES)
7. Customer Retention Rate
8. Revenue Churn
9. First Contact Resolution
10. Average Ticket Time

Write a brief to your team members highlighting the value of tracking these key metrics periodically. Your answer should NOT be limited simply defining the metrics. You will need to consider the value of these metrics for businesses. You are expected to include five of these metrics in your brief.  

https://offers.hubspot.com/customer-service-metrics?hubs_post-cta=anchor&hsCtaTracking=e24dc302-9dc2-466f-a5ca-ab4e08633c0f%7C5b77f5a2-d8cb-4de3-a66b-79f344865937 


Section 4: Recommendations (750 words; 25 points)

This section should be built upon the Sections 1 to 4 above. By integrating the case study with knowledge acquired from your research, you are expected to offer recommendations to Fferal Clothing. Your recommendations should be in relation to how Fferal Clothing can improve its customer relationships. In this section, we expect to see frequent references to the case study and the literature to support your argument. 


[bookmark: _GoBack]Reference List (excluded from word count)
A full list of references of all sources (academic and industry-based) must appear at the end of your assignment, written in DMU Harvard Referencing Style. Further information can be found here: https://library.dmu.ac.uk/harvardguide 

Sources must also be indicated clearly in the main text, as they arise. You must not copy material directly from any source word for word without acknowledgement, and neither must you paraphrase material from any source (academic or business) without acknowledgment. To do so is ‘plagiarism’, which is a serious academic offence. 
Very important: this report must be entirely your own work and no-one else’s.  


Appendices (optional) (excluded from word count)



Other Guidance Notes

We are looking for evidence that you have understood and integrated the module content and are able to apply that knowledge to the construction of coherent arguments in the analysis of the organisation you have chosen to focus upon.

Please use 1.15 line spacing and 11-point Calibri. 
Report needs to be structured well, professional looking, clearly expressed points in English, adopt careful punctuation and appropriate use of paragraphs (including the choice of terminology, spelling and grammar).
The appendices you include in the report should be relevant. Materials that appear in the appendices must be referred to and commented upon in the main text, otherwise they will not be counted towards your grade. Appendices should not be treated as an extension of the main report.

Note: Proposed word count for each section is indicative. However, total word count should not exceed 3,500 words (+/-10%) excluding title page, table of contents, reference list, appendices, tables, graphs and figures used within the main body of the report. 

Feedback 
You will receive written feedback on your individual report. It will consist of a feedback to your marked work, with a comment on each of the main tasks, plus an overall evaluation.  

Re-assessment 
If your assignment does not achieve a pass grade of 50%, there will be ONE further opportunity to resubmit. Details on re-assessment are issued by the Assessment Board.  




Please also refer to the faculty grade descriptors below:
	Mark Range
	Criteria

	90-100%
Distinction
	Demonstrates an exceptional ability and insight, indicating the highest level of technical competence.
The work has the potential to influence the forefront of the subject, and may be of publishable/exhibitable quality. 
Relevant generic skills are demonstrated at the highest possible standard.

	80-89%
Distinction
	Demonstrates an outstanding ability and insight based on authoritative subject knowledge and a very high level of technical competence. 
The work is considered to be close to the forefront of the subject, and may be close to publishable/exhibitable quality.
Relevant generic skills are demonstrated at a very high level.

	



70-79%
Distinction
	
Demonstrates an authoritative, current subject knowledge and a high level of technical competence. 
The work is accurate and extensively supported by appropriate evidence.  It may show some originality.  Clear evidence of capacity to reflect critically and deal with ambiguity in the data.
Relevant generic skills are demonstrated at a high level.

	60-69%
Merit
	Demonstrates a sound, current subject knowledge.  No significant errors in the application of concepts or appropriate techniques.  May contain some minor flaws.
The work is well developed and coherent; may show some originality.  Clear evidence of capacity to reflect critically.
Relevant generic skills are demonstrated at a good level.

	50 – 59%
Pass
	Demonstrates satisfactory subject knowledge. Some evident weaknesses; possibly shown by conceptual gaps, or limited use of appropriate techniques. 
The work is generally sound but tends toward the factual or derivative.  Limited evidence of capacity to reflect critically.
Relevant generic skills are generally at a satisfactory level.

	40 -49%
Fail
	Demonstrates limited subject knowledge.  Some important weaknesses; possibly shown by factual errors, conceptual gaps, or weak use of appropriate techniques. 
The work tends toward the factual / derivative, or lacks sound development.  Little evidence of capacity to reflect critically.
Relevant generic skills do not meet the requirements of the task.

	30-39%
	Demonstrates inadequate subject knowledge.  
The work lacks coherence and evidence of capacity to reflect critically.
The quality of the relevant generic skills do not meet the requirements of the task.

	20-29%
	Demonstrates seriously inadequate knowledge of the subject. 
The work contains minimal evidence of awareness of relevant issues or theory.
The quality of the relevant generic skills do not meet the requirements of the task.

	10-19%
	The work is almost entirely lacking in evidence of knowledge of the subject.  No evidence of awareness of relevant issues or theory.
The quality of the relevant generic skills do not meet the requirements of the task.

	0-9%
	The work presents information that is irrelevant and unconnected to the task.
No evident awareness of appropriate principles, theories, evidence and techniques.
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