
Skills for the Workplace
Module Assignment Submission 

Student Name:	Uzma Hussain
Student Number:	1714319
Module No:	BMSK4003_LON
Module Title:	Digital Skills and Research methods 
Lecturer:	Anupam Mazumdar


Statement of Confirmation of Authenticity
By the act of making this submission, the student declares that this is the work of the student named above. The work has not, in whole or in part, been knowingly presented elsewhere for assessment, or where assessment has been built on a previous assessment, this has been identified. Where materials have been used from other sources it has been properly acknowledged. If this statement is untrue, the student acknowledges that an assessment offence has been committed.
Attention is drawn to the plagiarism and unfair practice policies of both the University and of ILM.

Contents list
Table of Contents
Contents list	2
Introduction	3
Literature Review	3
Research Methodology	5
Findings	6
Summary of Findings	11
Conclusion	12
References	13

 



[bookmark: _Toc456901515][bookmark: _Toc456977339][bookmark: _Toc534925589]Introduction 

This report will be based on a customer service satisfaction survey on a driving school. 
In this report, first Literature review will be explained why customer satisfaction is important and what can be done to improve it, it will also provide a list of all the factors satisfying customers. Followed by literature review, Research methodology will be explained the method used to collect data. Finally, this report will show the primary data and the findings of the data will be shown through graphs and a final summary will be shown through a graph and percentages, followed by conclusion. 
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Literature review is identifying, evaluating and critically assessing, what you have published on your chosen topic. Establishing the most recent state of your findings is to carry out a literature review. Review is a way to categorise your own thoughts and holds a record of the evidence you have gathered through your findings. 
(Maund et al, 2017).

Why customer satisfaction is important is to measures how your products and services meets or exceeds customers expectation or falls short. This is a basic method to measure if the customers are satisfied with the products or services, and are the products and services meeting their expectation, this then gives you an understanding of where you need to improve if you fall short of customer satisfaction. Plan and take action on how you can improve to ensure customers will be satisfied. Continue with the exceeded areas where customers are satisfied at your products/services. 
If the products and services are meeting the customer satisfaction, then then you are doing well in your business and if the products and services are falling below customer expectations and satisfaction then in order to keep the business going areas fallen short need to be improved. 

According to (Heppell, 2015) “the secret isn’t in the knowing, its in the doing it” take action to improve customer satisfaction, picking simple ideas and putting in to action having a smile welcoming tone of voice, saying please and thank you can lead you to five-star service. Retain existing customers and attract new ones improve the customer service, offer excellent services to customers for them to rate your school the best.


Factors satisfying customers 
Customers should be able to access us easily without any frictions, business should be easily assessible when searched online. The faster the service is the happier the customers will be, speak to the customer in their language or the language they best understand as if the customer isn’t understanding the information or benefits of the product or service you provide they will not be interested. 
Customers look to pass as soon as possible with a minimal amount to spend, they want freedom and that freedom is for them to obtain their driving license. 
Customers get frustrated if they have to repeat themselves ensure you are listening to your customers query when they are seeking your attention. Discuss all the possible offers and discounts available, ensure the customer has trust in you for them to be able to feel relaxed and comfortable with their purchase. Offer online and over the phone support to your customers for them to feel at ease in case they haven’t fully understood or asked all the questions they had in mind, inform help and support is always available. Customers are kept up to date and informed of their progress. Help with theory is also available online. 
Offer services such as online chat with an advisor for immediate response, offer call back services this will enable the customer to speak with confidence and not having to worry about phone bill costs.
Ask the customers what products or services they would like to see in the future, what service will help them such as i.e. online tools to prepare for theory tests, hazard perception video clips that will give the customers the understanding of hazards which is good for both on road training and for their theory test. 
Offer online account set up to log in to check progress, customers receive feedback for the lessons and can ask any questions relating to driving via online portal. 

[image: Synergy] According to Asrar, (2013). Using synergy to make 1=1+ 3, when two or more individuals work together you produce a result to achieve the whole which is greater then the individual effect. 
When trying to improve to sell a product or service it is important to keep your customers happy. When you and the customers both work together the business will thrive to succeed for the better. 
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Quantitative data is based on facts on figures which you can measure or quantify, this method involves the process of collecting and analysing and interpreting, it is also an approach for testing the objective theories by assessing the link between variables. Particular methods remain in both surveys and primary research that describe to identifying a sample and population. 
Variables can be measured generally on implement so that numbered data can be investigated by using numerical procedures. 

Qualitative data is word of mouth, it is an approach for understanding and exploring the meaning specifics or groups attribute to a community or human problem. The procedure of exploration involves emerging query and procedures. 
Data generally gathered in the business setting, data research basic building from particulars to general themes, and the investigators making judgment of the meaning of the data. Qualitative is open ended data 
Creswell. J.W, Creswell. D.J. (2018)
Sample size is 50 from which the data will be collected for the findings and graphs to work out the percentage. 
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Sample size: 50 
Q1: Do you think Red driving school is good value for money?

	Strongly Agree
	Agree
	Don’t know
	Strongly Disagree
	Disagree

	15
	20
	5
	5
	5







Strongly Agree: 30%
Agree: 40%
Don’t know: 10%
Strongly Disagree: 10%
[bookmark: _Hlk531938549]Disagree: 10%

Analysis and Discussion: Customers feel Red driving school is good value for money, customers are happier to pay less for the products and services. 


Q2: Do you think all Red driving school instructors have a 100% pass rate?

	Strongly Agree
	Agree
	Don’t know 
	Strongly Disagree
	Disagree

	1
	3
	5
	26
	15






Strongly Agree: 2%
Agree: 6%
Don’t know: 10%
Strongly Disagree: 52%
Disagree: 30%

Analysis and Discussion: According to the research customers do not feel that Red driving school Instructors have 100% pass rate. 

Q3: Do you think Red driving school is the best rated school?

	Strongly Agree 
	Agree
	Don’t know 
	Strongly Disagree 
	Disagree

	7
	10
	18
	11
	4






SA: 14%
A: 20%
Don’t know: 36%
SD: 22%
D: 8%

Analysis and Discussion: According to the findings 14% customers strongly agree that Red driving school is the best rated, 20% agree that it is the best rated school, 36% customers are unsure if Red driving school is the best rated school, 22% customers strongly disagree and 8% disagree 

Q4: Do you think Red driving school has good customer service?

	Strongly Agree
	Agree
	Don’t know 
	Strongly Disagree
	Disagree

	6
	11
	21
	9
	3






SA: 12%
A: 22%
Don’t know: 42%
SD: 18%
D: 6%

Analysis and Discussion: According to the findings during research majority of the customers are unsure if the service provided by Red driving school is good or not, between the agreement and disagreement more customers agree that the service provided by Red driving school is good. 


Q5: Do you think Red driving school has good discounts for block bookings?

	Strongly Agree 
	Agree
	Don’t Know 
	Strongly Disagree
	Disagree

	5
	11
	12
	14
	8






SA: 10%
A: 22%
DN: 24%
SD: 28%
D: 16%

Analysis and Discussion: 32% customers feel that Red driving school has good discounts available on block booking 24% are unsure and 44% believe that the discount provided by Red driving school on block bookings is not good enough. 
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SA: 68%
A: 110%
DN: 122%
SD: 130%
D: 70%

Analysis and Discussion: According to the research and findings 68% customers strongly agree with the products and services provided to them by Red driving school are very good. 110% customers believe that they are happy with the products and services provided by Red driving school. 122% are unsure therefore did not agree or disagree,130% customers strongly disagree that the products and services provided by Red driving school are good and 70% customers disagree that the services provided by Red driving school are good. Overall 200% disagree or strongly disagree and 178% agree or strongly agree that the services provided by Red driving school are good. 
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Summarising the report and understanding that acknowledging the importance of what keeps the customers satisfied and the customers and what their expectation is, is what will keep the business successful. After the research and findings there are so many customers that are unsure of what they think of the services provided by Red driving School, regular surveys will improve the companies selling point and will also give Red driving school the opportunity to improve on the areas that need attention, which then means more happy customers and better feedback and reviews. 
Involving the customers to have a say as to what they would like to see Red driving school improver or offer is in the best interest of Red driving school more then the customers whivh means more success and more happier customers who are satisfied with the products and services that are offered. 
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Do you think Red driving school is good value for money?


Strongly Agree 	Agree	Don't Know 	Strongly Disagree 	Disagree	
Strongly Agree 	Agree	Don't Know 	Strongly Disagree 	Disagree	15	20	5	5	5	Opinions  


Options 


Do you think all Red driving school Instructors have 100% pass rate? 


SA	A	DN	SD	D	1	3	5	26	15	
SA	A	DN	SD	D	Opinions 


Options



Do you think Red driving school is the best rated driving school?


SA	A	DN	SD	D	7	10	18	11	4	
SA	A	DN	SD	D	Opinions 


Options 



Do you think Red driving school has good customer service?


Strongly Agree	Agree	Don't Know	Strongly Disagree	Disagree	
Strongly Agree	Agree	Don't Know	Strongly Disagree	Disagree	6	11	21	9	3	Options


Opinions


Do you think Red driving school has good discount for block bookings?


Strongly Agree	Agree	Don't Know	Strongly Disagree	Disagree	
Strongly Agree	Agree	Don't Know	Strongly Disagree	Disagree	5	11	12	14	8	Options 


Opinions 



Summary of Findings


Strongly Agree	Agree	Don't Know	Strongly Disagree	Disagree	
Strongly Agree	Agree	Don't Know	Strongly Disagree	Disagree	34	55	61	65	35	Options


Opinions
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