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Module Aims

1. To provide an introduction to the mastery of service in differing sectors of business activity
in the public, private and third sectors

2. To understand the impact of the customer experience on differing business sectors

3. Complaint handling and the impact of social media

4. To be able to analyse customer feedback and trends

Intended Learning Outcomes

Key skills for employability

KS1
KS2
KS3
KS4
KS5
KS6
KS7
KS8
KS9

Written, oral and media communication skills
Leadership, team working and networking skills
Opportunity, creativity and problem solving skills
Information technology skills and digital literacy
Information management skills

Research skills

Intercultural and sustainability skills

Career management skills

Learning to learn (managing personal and professional development, self-
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management)

KS10 Numeracy

At the end of this module, students will be able to Key Skills
KS1
1 | Understand and define the roles of customer service
. . e e KS3
Identify the expectations of customers within differing sectors
2 | of business activity and understand the methods of complaint
handling, including social media
KS2
3 Develop strong influencing and negotiating skills in order to
develop strong professional relationships
KS8 KS9
4 Evaluate and carry out reflective practice using case studies
to develop customer-focused thinking

Transferable skills and other attributes

Derogations

None
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Assessment:

Indicative Assessment One: Will allow students to research customer service citing
examples of good and bad practice. They will need to show an understanding of the origins of
modern customer service and the different methods of training and outcomes. They will be
expected to suggest ways in which standards of customer service can be improved. Practical
and current examples should be used to illustrate.

Indicative Assessment Two: As a group, students will create a training package for front of
house restaurant staff and implement the plan by means of a practical exercise in serving and
handling customer complaints as part of a front of house team. They will need to understand
each other’s role, why the complaints arose and how to handle them satisfactorily.

Marks will be a combination of a group mark for the overall event and individual marks for the
accompanying 1,500 word statement.

Assessment Learning Weighting Duration Word 'count'

number Outcomes to | Type of assessment (%) ) (or equivalent if
be met (if exam) appropriate)

1 1,2 Report 60 N/A 2500-3000

2 3,4 Presentation 40 N/A 1500

Learning and Teaching Strategies:

This is built on the learning and teaching strategy of the department. The delivery of the module
is based on 2 hour of lecture and 1 hour student-led seminar per week.

Some lectures will be provided to students digitally, a minimum of three working days before
the classroom tutorials. Others will be provided on a face-to-face environment and others still
during field trips. The classroom tutorials will facilitate interactive discussion and feedback on
the lecture material which forms a basis for group work through practical exercises.

The lecture sessions will be designed to provide students with sufficient underpinning theory
related to the module with a focus on actual examples to encourage independent exploration
of the topic and personal reflection and application.
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Students will be encouraged to contribute their own examples and identify elements of theory
to develop and strengthen their own learning through interpretation and exposure to guest
speakers from the sector.

There will be the opportunity for group discussions during tutorial sessions to explore the
concepts of the lectures, introduce the notion of reflective thinking and develop team work skills
and problem solving.

Practical development of learning and skills through delivery of an event will underpin the
lectures and tutorials.

Syllabus outline:

. Introduction to Customer Service Excellence

. Communication including non-verbal

. The guest experience

. Practical examples of training practices in Customer Service
. The art of complaint handling

. Negotiating skills

N o o~ WO N P

. Managing risk
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Websites

WWW. Visitbritain.org
www.visitwales.org
www.visitengland.org
www.visitmanchester.com
www.visitchester.com
www.wrexham.gov.uk/tourism
www.wrecsam.com
www.discoverhospitality.com
www.hospitalitandcateringnews.com
www.hospitalitynet.org
www.bighospitality.com
www.instituteofhospitality.org

www.conferenceandhospitalityshow.co.uk




