Guidelines for BK5003- Report or Essay Style approach: 100% of module mark. 
Choose any specific case study (either your current employers or if not currently working any organisation of your choice, for example an organisation that you have previously worked for) and: 
 
1) Critically analyse the factors that influence your organisations ability to maximise customer value. 
 (500- 1000 words)
2) Identify the systems that supports your organisations quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements. 
(2500-3000 words)
As a helpful approximate guideline, an indicative word count of about 4,000 -5000 words would be appropriate. 
Within this module, the assessment requires the student to identify and agree a specific organisational context in which they can apply critical thinking and evaluation in the context of beliefs, attitudes, value systems and management theories.  The student should demonstrate the application of an appropriate level of workplace critical thinking and to conduct an evaluation of the agreed scenario.  Relevant management theories must be identified, making clear why they are relevant to the student’s role. 
 
The learning should be related to either their current organisation, or if not currently working within an organisation, you may complete this task in relation to an organisation with which you are familiar. This could include experience working in a voluntary capacity. 
 Some points 
1. You can use an essay or report structure, however, be aware of the differences 
2. Structure the work e.g. a report should have an executive summary of about 100-200 words
3. Introduction should be about 2-300 words
4. [bookmark: _GoBack]Main body and sections should total about 2500 words broken into clear, logical and critical arguments for each point, your paragraphs should be structured very well e.g. one point per paragraph each paragraph should be sandwiched with evidence
5. Conclusion could be about 500 words
6. Use concepts, models and theory found in this modules and the indicative textbooks to apply to the case study e.g. applying the SERVQUAL attributes to analyse customers services (a minimum of 5 tools/models should be applied to the case study e.g. addressing question one and two effectively 
7. Consider new innovations and theories/thinking in customer service and engagement 
8. Include references a minimum of 15 from Journals, books and other sources, use the Harvard closed method (punctuations) 
