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AIM(S)
· To instil a critical understanding of quality systems and controls for customers.   

LEARNING OUTCOMES 
Upon the successful completion of this module, the student should be able to demonstrate the ability to:
1. evidence a critical understanding of quality process in the workplace;
2. analyse the customers’ experience of an organisation;
3. critically evaluate the benefits and challenges of developing and maintaining good customer relationships.
INDICATIVE CONTENT
· Quality modules and standards.
· Customer service.
· Customer centrality.
· Value and purpose of customer relationship management (CRM).
· Buyer seller relationships.
· Managing customer expectations.
· Buying decision making process: ethical considerations such as fair-trade, sustainable resources.
· Appreciation of the importance of quality control.
· Customer value.

Learning and Teaching Strategy
Through practical activities and seminar presentations, students will be introduced to appropriate theoretical models and methodological frameworks to inform personal experiences and examples drawn from the workplace. Critical reflection will be integral to each formative exercise which will challenge each student to demonstrate their knowledge and understanding in a variety of ways appropriate to the workplace.   

Allocation of teaching to deliver the module are:

	Activity type
	Hours
	Percentage

	Scheduled learning
	40
	20%

	Independent learning
	160
	80%

	Placement Learning
	
	

	TOTAL
	200
	100%





ASSESSMENT

Assessment component 1

Coursework 	

Essay or report format (4,000 words or equivalent)		 75%

Within this module, the assessment requires the student to identify and agree a specific organisational context in which they can demonstrate the importance of understanding and engaging in the customer experience.  The specific organisational context should be sufficiently complex so as to allow the student to demonstrate an evaluation of the agreed scenario.

Exemplar: Student working in retail

A large retail chain has a centralised staff development programme linked to customer care for its full-time staff delivered through its central office. However it is seeking to improve its customer relations, particularly from those part-time supply staff working on a weekend. As a local manager with limited access to, and a relatively large turnover of staff who work on the weekend, how might you devise an effective customer experience programme for the “Saturday staff” 

To complete this task you should:

Undertake an evaluation of a workplace quality system and controls, determining the impact on the customer experience.  Within this you should provide evidence of a critical understanding of a quality process in the workplace.  You should provide an analysis of the customer experience of an organisation.  You are also required to provide a critical evaluation of the benefits and challenges of developing and maintaining good customer relationships.

Assessment Component 2: 25%

An individual 10 minute presentation on the topic of the Customer Experience.  Evidence will include a PowerPoint presentation.


Assessment Summary
	Activity type
	Percentage

	Written
	

	Coursework
	 75%

	Practical
	25%

	TOTAL
	100%


















EDUCATION FOR SUSTAINABLE DEVELOPMENT (ESD)

	Does the module contribute to ESD?
	Yes


	
	No


	If yes please provide brief details (no more than 100 words):

Education for sustainable development is the process of equipping students with the knowledge and understanding, skills and attributes needed to work and live in a way that safeguards environmental, social and economic wellbeing, both in the present and for future generations.
This module aims to instil a critical understanding of quality systems and controls for customers.  Students should develop the ability to analyse customer experiences of an organization and to evaluate the benefits and challenges of developing and maintaining good customer relationships, with regard to sustainability issues within the context of the workplace.  Customer experience is based on interactions with an organisation’s products, services and representatives, therefore the sustainability of these experiences should be at the core of customer experience.
Students will also be encouraged to actively implement or contribute to changes that promote sustainable development within the scope of their own learning experience and study environment and effectively engage with real-life problems relevant to sustainable development.







