
CUSTOMER SERVICE 

Business Week begin 22 March – Customer Service 

 

Learning Intention: 

• By the end of these lessons you will understand customer service 

 

Success Criteria: 

• You must be able to understand the term customer service 

• You should be able to describe how to achieve good customer service 

• You could state advantages and disadvantages of good customer service 

 

Lesson Information 

The lesson contains information about customer service 

 

Pupil Task:  

• Attend the Live Lesson (watch the posting of the Live Lesson on Teams) 

• Read the theory notes 

• Complete the questions 

 

 

  



CUSTOMER SERVICE 

 
 

Customer service is all about looking after your customer. 

 

Internal customers are your colleagues, the people you work with.  It is important that 

Administration staff are always polite, helpful, friendly, and supportive to the people they 

work with so that everyone can work in a calm and 

positive work environment.  This helps improve the 

quality of work everyone achieves. 

 

External customers are the customers who BUY the 

organisations’ products and services.  To make 

sure customers continue to buy from the business 

it is important that all staff, including Administration staff, are polite, helpful, friendly, and 

knowledgeable when dealing with external customers. 

 

Customer Service Policy 

 

A Customer Service Policy is a written statement of the organisation’s policy and their plans 

for dealing with their customers.  This document is produced to ensure that customers get: 

 

• The product/service they want 

• The standard they want 

• A price that is acceptable 

 

Policies don’t need to be long or complicated – a couple of sentences is all that is needed for 

each policy area. 

 

A customer service procedure describes the way the policy will be put into practice – who 

will do what, the order in which it will be done and what documentation is required. 
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Key Features 

 

Good communication – employees respond to customers’ letters and e-mails quickly and 

should answer the phone promptly and politely with an agreed number of rings.  Customers 

may get fed up waiting and go elsewhere – no-one likes to feel invisible and be ignored. 

 

Make promises you can keep – being reliable is one of the keys to having good customer 

relations.  Customers will become frustrated and angry if their expectations are not met.  

For example, don’t promise next day delivery if this can’t be achieved. 

 

Go the extra mile – if customers get more than they expect they will remember this in the 

future.  For example, if the item the customer wants is not in stock then offer to order it for 

them or check if another store has the item they need.  They will remember how helpful you 

were and hopefully continue to buy from your store in the future. 

 

Staff training in customer care – it is important that all staff are given customer care 

training.    Staff should be helpful, polite, knowledgeable about the products they sell and 

the business they work for.  Staff should all have a copy of the customer care policy. 
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Allow opportunities for customers to provide feedback on their experience – customers 

will appreciate being asked their opinion.  Customer feedback can be collected from 

customer comment cards in shops, online surveys, postal or telephone surveys, customer 

reviews on website, text/email messages to grade customer service etc.   An organisation 

could use a mystery shopper or monitor the use of customer loyalty cards. 

 

Dealing with customer complaints and resolving problems quickly – staff should follow 

company procedures for dealing with complaints and make sure all complaints are given 

attention and none are ignored.   

 

Provide good after-sales service – this will encourage the customer to buy the product, for 

example, if you buy a bike you might get free bike maintenance for a number of weeks. 

 

 
 

Benefits of Good Customer Service 

 

Satisfied customers will be loyal customers – customers will come back and buy again.  It 

costs at least 5 times as much to gain a new customer than it does to keep an existing one. 

 

Happy customers will recommend the organisation to others – word-of-mouth 

recommendations bring in new customers for free, helping the business to grow. 

 

Recommendations from existing customers will improve the image of the organisation 

and give it a good reputation – customers will choose that organisation rather than a 

competitor. 

 

More customers will mean more sales – and therefore increase the organisation’s profits.  

The company will also have a bigger share of the market. 

 

Satisfied and motivated employees – less complaints to deal with and staff will be 

motivated and take pride in providing good customer service. 

 

Lower staff turnover – employees are not stressed and will stay with the organisation.   

Reduced costs – the cost of recruiting new employees is not necessary. 
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Impact of poor Customer Service 

 

Dissatisfied customers – if customers are unhappy about the products or services being 

provided, they will not return and will tell others of their dissatisfaction. 

   

Loss of customers – customer numbers will drop if the customers are not happy with the 

service. 

 

Bad publicity – customers who are not happy about the level of service will talk to others 

and leave bad reviews. 

 

Demotivated employees – employees who are having to deal with lots of customer 

complaints, are not properly trained in customer care, might become stressed and 

demotivated.  

 

High staff turnover – unhappy employees will leave to work elsewhere. 

 

Increased costs – costs of recruiting and training new staff will be high. 

 

Poor reputation – bad publicity will lead to a poor reputation for the business. 

 

Poor competitive edge – customers will be likely to choose a competitor as they are 

performing more effectively. 

 

Decreased sales/profits – less customers and not attracting new customers will lead to 

lower sales and therefore lower profits. 

 

Legal action – employees not complying with consumer legislation may lead to customers 

taking legal action. 
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Question 1 

 

Copy and complete the following sentences using the key words in the box below.   

collecting survey external 

complaints staff emails 

after-care knowledgeable promises 

 

INTERNAL customers are members of ……………………… who work for a business. 

Customers who buy goods and services are known as …………………………….. customers. 

A mystery shopper is a method of …………………………………….. information about the 

customer service provided by a business. 

Customer letters and …………………………………. should always be dealt with quickly and 

efficiently to achieve good communication with customers. 

To keep the customer satisfied it is important to always make ………………………… you are 

able to keep. 

Customer feedback could be collected by carrying out a phone …………………………… 

It is important to always deal with customer ……………………………….. as quickly as possible 

to make sure the customer continues to buy from your business. 

Good ……………………………………. service is another way to encourage the customer to 

continue to buy from your business. 

Staff should always be friendly, helpful, polite and …………………………………….. about the 

products and services when dealing with customers. 
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Question 2 

 

Read the paragraphs below and answer the following questions. 

 

Mystery Shopper 

A mystery shopper is someone who is employed to act as a customer in order to experience 

the service and care ordinary shoppers receive.  They will record their experiences and then 

feed back to the company either to praise or to reinforce any concerns regarding poor 

standards. 

Benefits of using a mystery shopper –  

• It gives a clear idea of what a real customer might experience 

• It is good for identifying staff training needs 

 

Loyalty Cards 

Loyalty Cards reward regular customers.  When customers buy goods or services they gain 

points on their card which they can put towards the purchase of more goods and services.  

Rewards such as these are aimed at retaining customers by showing that the organisation 

values and cares about them.  Furthermore, organisations use these cards to gather very 

valuable information on the spending habits of their customers, allowing them to alter 

prices and extend special offers. 

 

1 Who employs a mystery shopper? 

2 What type of “experience” might a mystery shopper report on? 

3 What is a benefit of using a mystery shopper? 

4 Why would a customer use a loyalty card? 

5 Why does a business use a loyalty card? 

6 Name 3 businesses that you know have a loyalty card. 

 

Question 3 

 

a) Define an internal and an external customer (2) 
b) Describe what a customer service policy is (1) 
c) Name methods of collecting customer feedback (3) 
d) State 3 benefits of good customer service (3) 
e) State 3 impacts of poor customer service (3) 
 

Question 4 

 

Your task 

Create a poster about how Good Customer Service can be achieved at Wester Hailes 

Education Centre eg how should we behave, how should we treat each other????? 


