	Year 13 Term 2 – BTEC Business
	In Business and Economics our mission is to stimulate and challenge our students to excel and provide a desire for lifelong learning and pursue careers in the world of Business and Economics.

	Enquiry Questions: Does Sports Direct provide good customer service?

	Unit title: Unit 14: Investigating Customer Service  
Learners are to demonstrate the skills explored to perform different tasks in various customer service situation using real life scenarios and self-critique their performance identifying gaps and areas where they may improve in preparation for interviews for the application for this role from unit 8.



	Knowledge
Students will know about…
	Application/Skills
Students will be able to…
	Vocabulary

(Tier 2 and 3)
	Home Learning
	Assessment
	Extra Resources

Extended Reading
	Cultural Capital



	1. Demonstrate customer service in different situations using appropriate behaviours to meet expectations
2. Dealing with customer service requests and complaints
3. Individual skills audit and development plan

	Role play for different customer service scenarios

Self-assessment of performance in given role

Create an action plan


	Benchmark
Appraisal

Egotistic

Altruistic

Attrition

Client centric


	Students are expected to research the business stated by the teacher completing coursework to set deadlines
	Internally assessed by teacher and moderated 
	Bitesize

BBC News

Business review 

The Guardian 

Linked units notes 1,2,3, 4 & 6 

	Visits to John Lewis,
Tesco, Apple 
Ted Talks Taxi Service



	
	
	
	
	
	
	


