Section B – Customer Service Guidance Sheet

Q4. Explain how Tesco meets its customer’s needs by doing the following:

1. Good value products – price check

2. rapid response to enquiries – feedback forms

3. clear and honest info - labelling

4. Help with individual issues – customer service desk

5. Care and attention – eye contact at till, friendly speak, bag packing

6. After sales service – money back guarantee, refunds and exchange.

Q5. Explain how Tesco provides good customer service using the following titles (REMEMBER – EXAMPLES ARE KEY HERE).  This question will be assessed by a presentation – see notes below for more details.  

· the products (eg quality, safety, packaging, clarity of information) 

· staff (eg helpfulness, dress, accuracy of information, communication skills such as telephone manner, managing a telephone conversation) 

· premises (eg clean, well-signposted, accessible for disabled, range of facilities) 

· delivery (eg availability, speed, reliability) 
· after-sales care (eg dealing with complaints, exchanging goods, guarantees and repairs) 

· other features (eg range of payment methods, customer care telephone lines, staff training). 

You need to consider how new technology, especially the use of email and business websites, can be used to improve and develop customer service. 

How to set this question out:

Products

Tesco aims to provide good customer service through supplying products.  There are a number of ways Tesco enhances the customer service provided including the following:

Quality – Tesco always aims to provide high quality products at value prices.  On the packaging of every product there is a customer helpline desk to phone, which customers are encouraged to use if they feel the product is not up to the quality standard they expected.  Tesco will in most cases offer a refund or exchange on the purchase if a customer is not happy with a products quality.  By providing this kind of service, customers feel confident to shop at Tesco’s knowing that quality standards are at their highest otherwise they can obtain a refund.  

PRESENTATION

Your presentation for this section need to describe what customer service features Tesco’s offer (5 bullet points above).  In order to do well at this section, you’re required to prepare a presentation.  Only the quality of information is marked and not the performance therefore don’t worry about animations and wasting time on items flashing up on screen.  Ensure you have slides and notes to hand in at the end of your presentation.  Your notes need to be as detailed as the example above.  

Q6. Use the information and explanation of each law using the dominoes given out in lesson.  Also use websites such as http://www.citizensadvice.org.uk/ and http://www.which.co.uk/ to explain how these organisations can also help to protect consumers. 

Question 6 & 7: Links to Customer Protection Legislation:

a. Health & safety at Work Act 1974 - http://www.bbc.co.uk/schools/gcsebitesize/design/textiles/consumersmaintenancehealthrev4.shtml 

b. Sale of Goods Act 1979 & 1995 - http://www.businesslink.gov.uk/bdotg/action/layer?topicId=1074027367 

c. Supply of Goods & Services Act 1982 - http://www.tutor2u.net/business/gcse/external_environment_legislation.htm 

d. Trade Description Act 1968 - http://www.bbc.co.uk/schools/gcsebitesize/design/resistantmaterials/designsocialrev3.shtml 

e. Data Protection Act 1998 - http://www.bbc.co.uk/schools/gcsebitesize/ict/legal/0dataprotectionactrev1.shtml
Question 8: Identify and explain how Tesco uses ICT to find out about the needs of customers.  

See Clubcard data capture article 

Also RFID tagging - http://news.bbc.co.uk/1/hi/business/4211591.stm 

Collect a ClubCard leaflet from instore to find out the type of information you give away when filling one in.  Also see the clubcard page at Tesco’s where it demonstrates how it meets customer needs (clubcard vouchers) - http://www.tesco.com/clubcard/clubcard/ 

Also see the article below on how Tesco’s collects customer information through its website:

Information collected

Tesco collects the details provided by you on registration together with information we learn about you from your use of our service and your visits to our web site and other sites accessible from them. We also collect information about the transactions you undertake including details of payment cards used.

We may collect additional information in connection with your participation in any promotions or competitions offered by us and information you provide when giving us feedback or completing profile forms. We also monitor customer traffic patterns and site use which enables us to improve the service we provide.

Cookies

"Cookies" are small pieces of information sent by a web server to a web browser, which enables the server to collect information from the browser. You can find out more about the way cookies work on http://www.cookiecentral.com. Tesco uses cookies for a number of purposes, for instance to enable us to simplify the logging on process for registered users, to help ensure the security and authenticity of registered users, to provide the mechanisms for online shopping and to enable traffic monitoring.

Non-registered visitors of the site are sent anonymous cookies to keep track of their browsing patterns and build up a demographic profile. In addition, any visitor who has clicked on a Tesco.com advertisement on another site that links to Tesco.com will be sent a semi-persistent (e.g. two weeks lifetime) anonymous cookie that will allow us to analyse advertising effectiveness and manage our relationship with affiliate sites.

Whilst you do not need to allow your browser to accept cookies in order to browse much of our web site or to access many of our services, you must have cookies enabled if you wish to shop online at any of our stores or access any areas reserved for registered users.

Most browsers allow you to turn off the cookie function. If you want to know how to do this please look at the help menu on your browser. As described above this will restrict the online Tesco services you can use.

Q9.  Your survey should look something like the following:

Include comments about:

· the products (eg quality, safety, packaging, clarity of information) 

· staff (eg helpfulness, dress, accuracy of information, communication skills such as telephone manner, managing a telephone conversation) 

· premises (eg clean, well-signposted, accessible for disabled, range of facilities) 

· delivery (eg availability, speed, reliability) 
· after-sales care (eg dealing with complaints, exchanging goods, guarantees and repairs) 

· other features (eg range of payment methods, customer care telephone lines, staff training). 

	1 = Poor
	
	3 = Average
	
	5=Excellent 


	Customer Service Feature/Score 
	1 


	
	3 


	
	5

	Products
	
	
	
	
	

	Quality of products on the shelves
	
	
	
	
	

	Quality of store layout
	
	
	
	
	

	Quality of hygiene in and outside of store
	
	
	
	
	

	Labelling on products i.e. traces of nuts, gluten
	
	
	
	
	

	Labelling of prices
	
	
	
	
	

	Labelling of special offers
	
	
	
	
	

	Is signage clear?
	
	
	
	
	


Etc……..

You also need to comment on:  

· How the business competes through its quality of service, i.e. does every supermarket have the same policy on refunds and exchanges? Does every company provide parking spaces for mother and child etc. 

· how the business identifies the needs of different kinds of customers, for example, disabled toilets, baby changing rooms (male and female toilets), product ranges – value to finest (different customer tastes and income levels), 

· what the business includes as part of its customer service, i.e. Customer service desk, chat at till, bag packing, friendliness, name badges – are these all the same features you get in other shops?

· how it can make good use of employees and technology to improve the service i.e. use of Clubcard – focusing particular offers to particular customers, delivery service – elderly/disabled people.  
Therefore this section needs to be set out like the following:

Customers are the most important part of any business and therefore organisations like Tesco’s need to provide an effective service to keep customers loyal.  I have investigated the effectiveness of customer service at Tesco’s and can conclude the following:

Products 

All Tesco’s products are clearly labelled.  Fig A. you can see an example of a Tesco Baked Beans Packaging, the packaging clearly identifies a number of key features to help customers i.e. no. of calories, fat content, gluten, nut content, average daily portions, sugar level etc.  This is useful to customers as it provides them with specific information if they have a particular diet or allergy.  This example of customer service shows that Tesco is meeting the individual needs of its customers through providing detailed advice and guidance on its product lines. 
Etc.. for Staff, Premises, Delivery, After sales……. And for the bullet points above

Q10. Based on what you have found above – any that you rated under 3 could be a recommendation on how to improve the business.  

Also think of factors such as:

· Online shopping: using a service like Ask Anna (see IKEA website www.ikea.co.uk)

· Mobile internet service

· Virtual store browsing online

· Any activities that ASDA, Morrison’s or Sainsbury currently do that Tesco does not (if any!!!)

