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Assessment Task 3	BSBCUS401 Coordinate implementation of customer service strategies
Support implementation of customer service strategies
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 the knowledge and skills required to support implementation of customer service strategies.
Assessment description
[bookmark: _GoBack]Using the workplace scenario and role-play information provided, you will explain an organisation’s customer service strategy to a colleague or colleagues (your assessor and/or other people chosen by your assessor will play the role of colleagues). You will explain opportunities to apply the strategy to customer service contact. You will also explain budget allocations for customer contact. 
Procedure
1. Review the CoffeeVille simulated business information in the Assessment Appendices document.
2. Review the scenario information attached to this task. 
3. Prepare a presentation to colleagues explaining the organisation’s customer service strategy. Arrange a suitable time to deliver your presentation with your assessor. Your presentation should:
a. discuss strategy in terms of organisational overall strategy
b. discuss examples and opportunities for customer service
c. discuss budget allocations
d. encourage questions and comments on strategy implementation from customer service team to gain feedback and support from the team.
Document your work group meeting with notes/minutes to refer to as you present and to provide evidence for assessment.
4. Collaborate with your team/work group, communicating effectively and appropriately to peers, making sure to:
a. lead (i.e. chair) the meeting in a friendly and professional way
b. ensure decisions are made and records are kept.
5. Submit the meeting agenda to your assessor in line with the specifications below. The agenda may be paper-based, a word-processed document or a PowerPoint presentation.
Specifications
You must:
· present customer service strategy to peers
· provide a meeting agenda
· submit notes/minutes of the group meeting.
Your assessor will be looking for:
· communication skills to:
· communicate effectively with personnel and clients at all levels
· articulate customer service strategies.
· literacy skills to read simulated business information to determine strategies.
Adjustment for distance-based learners
· no variation of the task is required
· the presentation may be conducted via video or teleconferencing
· 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 
Mary White, your manager, has asked you to lead a work group meeting to develop a customer service strategy to junior member/s of the sales and customer service team for the third quarter of 2012. Your meeting should cover the following points, recorded as meeting agenda items.
· Describe the importance of having a strategy.
· Focus on two to three strategies (included within already existing procedures for customer service) to maintain customer service quality.
· Include examples or demonstration of strategies to ensure team members understand how strategies could be applied in a real customer contact.
· Relate strategies to overall business goals and strategic directions.
· Note where team has deviated from budget and explain importance of budget compliance for achieving organisational goals.
· Allocate financial resources equally for a customer service team of four people for the third quarter. Assume that the third quarter budget is same as the budget for the second quarter.
· Include opportunity for consultation with team members on specific implementation of strategies to gain their support and reduce chances of non-compliance.
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