S4 ADMINISTRATION (NATIONAL 4)
Homework 3 – Customer Service
1
Give an example of an Internal Customer.
2 Stewart Travel is a travel agency.  A travel agent is an example of a job which requires good customer service.  Give 2 features of customer service which would be evident in a Travel Agent like Stewart Travel.


3 Identify 2 other jobs where customer care is very important.

4 List 2 methods of communication which would be used in a Travel Agents.
5 You work at the Customer Services desk in Asda, Tescos or Morrisons – describe 3 tasks/duties you might have to undertake in this role.
Using the questions on the next page, assess your last experience as a customer.

ORGANISATION – 

PURPOSE OF VISIT – 

	

	In your most recent customer service experience, how did you contact the organisation?
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In Person 
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By Telephone 
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Internet 

Other __________________________________________________________

About how long did you have to wait before speaking to a sales assistant/representative?
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I was taken care of immediately 
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Within 3 minutes 
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3-5 minutes 
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5-10 minutes 
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More than 10 minutes 




		Strongly Agree

	Agree

	Neutral

	Disagree

	Strongly Disagree


	Sufficient information was available to allow you to make your purchase – no problems or issues. 

	[image: image9.wmf]
	[image: image10.wmf]
	[image: image11.wmf]
	[image: image12.wmf]
	[image: image13.wmf]

		

	

	
	

	 
Did the assistant (Select all that apply)
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Quickly identify any problems 
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Appear knowledgeable and competent 
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Appear courteous and professional 
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Handle problems and/or issues with courtesy and professionalism 




	

	
	Very Satisfied

Somewhat Satisfied

Neutral

Somewhat Dissatisfied

Very Dissatisfied

Overall, how satisfied are you with the customer service experience? 
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	 What could have been done to serve you better?
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