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Learning Aim A: Explore how effective customer service contributes to business success
P1 - Describe the different approaches to customer service delivery in contrasting businesses
· Give definition of customer service
· Explain what it means to the two different businesses (use the videos provided)
· Compare how businesses from different industries would need different skills or knowledge to provide good customer service (sales, hospitality, office)
· Detailed knowledge needed to suit the customer requirements
· Is the communication face-to-face, online, written, verbal 
· Describe the approaches your two contrasting businesses take (videos)

P2 - Examine ways that customer service in a selected business can meet the expectations and satisfaction of customers and adhere to relevant current legislation and regulations
· How does your selected business deal with internal and external customers
· What are the differences in their approach?
· How would they handle different people or difficult customers? What would their approach be?
· Explain some of the special requirements that their customers may have and how they deal with these needs.
· What is their procedure for dealing with complaints? 
· What do their customers expect from them? E.g. to be treated well, to be given reliable information
· Describe why is it important: 
· to ‘go the extra mile’ and exceed customer expectations
· that they help people with special requirements?
· deal promptly with problems?
· What would happen if they didn’t deal with their complaints?
· What are the benefits of building customer relationships? For each of the following  explain and then give an example:
· Enhanced reputation of the business 
· Repeat business 
· Increased customer confidence in the business 
· Job satisfaction for employees 
· What specific legislation / regulations does your business need to adhere to?
· Explain at least 3 in detail, e.g. Codes of practice written by the organisation, equality, health and safety, data protection, food hygiene, data protection, safeguarding, The Care Act, etc.

M1 – Analyse how legislation and regulation impacts on the customer service provision in a selected business.
· For the 3 laws / regulations in your selected business that you have described, demonstrate the impact on the business’s customer service
· For the 3 laws / regulations in your selected business that you have described, demonstrate the impact on the business as a whole
· What are the risks and implications to customer service and the business are of failing to follow regulations?
· What are the risks and implications to customer service and the business are of failing to follow regulations?
· Back all of this up with research

D1 - Evaluate the importance for a selected business of providing excellent customer service and adhering to relevant current legislation and regulations.
For the Distinction, you need to research ‘a number of businesses’ so use the one you have focused on for P2/M1 and two others. For the additional 2 choose:
· one that you feel already gives excellent customer service and meets the needs of their customers in an exceptional way ensuring that they are following legislation and regulations
· another could be one that’s failing to meet current legislation and regulations

· Using this information you could then comment on your selected business (one business) and how they compare, what they could do differently based on this research to ensure that they are a successful business.
Based on your research of these 3 businesses,
· Explain the negative impact of failing to follow procedures and the impact this would have
· Explain the negative impact of failing to provide excellent customer service
· Explain the good things that happen if they provide excellent customer service and adhere to laws and regulations i.e. Greenview won an award (see video).
· Summarise how important it is to provide good customer service and following procedures. 
