Task Planning Sheet

Task 4 – A customer complaint
The Task Planning Sheet is designed to provide you with a clear list of the activities you will need to undertake to complete your assigned tasks. It is suggested that you complete the activities in the order they are listed.  You must submit your completed ‘Task Planning Sheet’ to verify completion of the competencies that form a part of this task. 

By submitting your completed sheet, you are confirming that you have undertaken all activities associated with the task.

In this task, you will need to develop an understanding of delivering a service to customers, communicating with customers and effective responses to customer complaints. You will also need to develop an understanding of environmental sustainability issues relating to the IT industry and develop policies to minimise environmental impacts of business operations.
In this task, you are to construct a digital portfolio that contains the work you are to present to your supervisor.
Develop a customer service policy for your business:
1. Access, read and print as necessary, the Learning Resources (Bookcase) and Your Task (Printer tray).
2. Work your way through the Communications learning activities (Bookcase).
Customer Service

· What is communication?

· The communication process

· Written communication

· Face-to-face communication

· Using the telephone

· Social interaction and interpersonal skills 

· Working in Teams
3. There are four activities in the Critical Aspects of Customer Service you are to complete. This work forms part of the portfolio you are to assemble for your supervisor in this task.

4. Develop a Customer Service Policy for RAMemberUS IT Services. This should include as a minimum: etiquette, punctuality, customer greeting, telephone answering protocol, dress and appearance. Do some web searching to see if you can find exemplar of this type of policy.
5. Write a script for your office’s telephone greeting and record this. It is recommended that you record this as an MP3 file. Download and install Free HiQ Recorder which will allow you to complete this task.
	What to submit
	Problems encountered and strategies used to overcome these

	RAMemberUS IT Service Customer Service Policy
	

	Script and recording of telephone greeting
	


Respond to a customer complaint: 
1. Read and print the email from Peter Williams, KMC Office Products (Computer).
Use the Internet links provided (Computer) to gather information on how customer complaints are best handled.
2. Design a Customer Complaints Record Form.
3. Use the form you have developed to record the customer complaint.
4. Consider actions appropriate to resolve complaint and list actions and any follow up actions which may be necessary.
5. Access the RAMemberUS IT Services letterhead template that you designed previously.
6. Draft a letter to the customer in response to the complaint.
	What to submit
	Problems encountered and strategies used to overcome these

	RAMemberUS IT Services Customer Complaint Record Form
	

	Completed Customer Complaint Record Form for complaint received
	

	Letter of response to client
	


Develop an understanding of environmental issues: 

· Read the email from KMC Office Products (Computer).
· Access the Environmental Sustainability in a Small Business (Bookcase).
· Read and print the email from GreenIT Certification (Computer).
· Access the Energy Audit document from GreenIT Certification (Attached to GreenIT email).
· Access the Microsoft Excel Energy Audit Template (Attached to GreenIT email).
· Conduct an energy audit of your home or work area.
· Access and print Environmental Sustainability Policy Template (Attached to GreenIT email).
· Conduct research on environmental areas as required (Internet links – Computer).
· Develop policy suitable for a small IT business.
	What to submit
	Problems encountered and strategies used to overcome these

	Energy Audit
	

	Environmental Policy Statement
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