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Assessment Task 4	BSBCUS401 Coordinate implementation of customer service strategies
[bookmark: _Toc220132937]Evaluate and report on customer service
Submission details
	Candidate’s name
	
	Phone no.
	

	Assessor’s name
	
	Phone no.
	

	Assessment site
	

	Assessment date/s
	
	Time/s
	


The assessment task is due on the date specified by your assessor. Any variations to this arrangement must be approved in writing by your assessor.
Submit this document with any required evidence attached. See specifications below for details.
Performance objective
For this task, you will demonstrate skills and knowledge required to evaluate and report on customer service.
Assessment description
Using the CoffeeVille simulated business documentation provided, you will review customer satisfaction with delivery of customer service. You will then prepare a management report to identify changes necessary to maintain service standards, provide recommendations for improvement of service delivery, and plan monitoring and reporting systems to compare changes in customer satisfaction.
Procedure
1. Review the CoffeeVille simulated business information provided in the Assessment Appendices document.
2. Review the scenario information attached to this task.
3. Using the survey results, analyse customer satisfaction with service delivery. Consider performance monitoring results.
4. [bookmark: _GoBack]Prepare a management report. Include:
a. identification of changes necessary to maintain customer service standards
b. two recommendations for improvement of service delivery 
c. explanation of how your recommendations reflect:
i. organisational needs and priorities
ii. principles of customer service
iii. consideration of organisational structure and operations.
d. a discussion of two or three possible future directions for customer service strategies. Explain how organisational needs and priorities will be met. 
e. a short explanation of planned monitoring and reporting system to compare changes in customer satisfaction.
f. an implementation schedule for customer service performance monitoring and reporting activities for the 2012/13 financial year. Schedule activities for treatment of data.
5. Submit your report to your assessor as per specifications below.
Specifications
You must provide:
· a report on customer service.
Your assessor will be looking for:
· communication skills to articulate customer service strategies
· literacy skills to:
· prepare general information and papers
· read a variety of texts.
· planning skills to develop implementation schedules
· problem‑solving skills to diagnose organisational problems relating to customer services
· self‑management skills to:
· comply with policies and procedures 
· consistently evaluate and monitor own performance
· seek learning opportunities.
· knowledge of business structure, products and services to plan and make suitable recommendations in report
· knowledge of customer service principles to inform recommendations.
Adjustment for distance-based learners
· no variation of the task is required
· a follow-up interview may be required (at the discretion of the assessor)
· documentation can be submitted electronically or posted in the mail.

Scenario – CoffeeVille 
In order to ensure customer satisfaction, CoffeeVille requires regular monitoring and reporting of customer service performance. 
It is the end of the fourth quarter for the 2012/2013 financial year. Your manager, Mary White, has asked you to review customer service information (customer satisfaction survey and performance information) and prepare a report containing:
· recommendations for changes to customer service strategies and practices 
· possible strategic future directions in customer service for the 2012/2013 financial year and beyond
· an implementation schedule for customer service monitoring and reporting activities for the 2012/2013 financial year – customer service performance is to be assessed quarterly in accordance with CoffeeVille commitment to continuous improvement. Implementation of policies regarding the use and storage of customer satisfaction data must be scheduled.
One risk that Mary has identified is the possible lack of employee and contractor knowledge of company policy with regard to the use and storage of customer satisfaction survey data, which contains names and contact details of respondents for verification purposes.
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