Customer Service &

Consumer Protection

Task B checklist

1. Define customer service (Grade U)
2. Explain the difference between internal and external customers (Grade U)

3. Explain why good customer service is so important for your company and what will happen if the service is poor. (Grade G)
4. Create a Powerpoint presentation on how Tesco manage the factors listed below to ensure good customer service:  (Grade G)

a. The products

b. The staff

c. The premises

d. Delivery

e. After-sales care

5. Draw a spider diagram to show how Tesco collects customer satisfaction and feedback (including using ICT).  (Grade F)

6. Describe the following legislations and explain how Tesco abides by these: (Grade E)

a. Health & safety at Work Act 1974

b. Sale of Goods Act 1979 & 1995

c. Supply of Goods & Services Act 1982

d. Trade Description Act 1968

e. Data Protection Act 1998

7. Why do these laws need to exist i.e. how do they protect the customer? (Grade D)
8. Identify and explain how Tesco uses ICT to find out about the needs of customers. (Grade C)                                 

9. Design a survey to examine the effectiveness of Tesco customer service using the headings in question 5. (Grade B/A)

10. Based on your survey findings make recommendations about how the service can be improved especially using ICT. (Grade A/A*)
