	Year 13 Term 1 – 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: Is the customer, always right?

	Unit title: Unit 14: Investigating Customer Service  
Learners are to explore how excellent customer service contributes to a business success, providing students opportunities to develop their communication skills and confidence in preparation for unit 8 to apply for a role.



	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



	Customer service in business
Customer expectations and satisfaction
Benefits of customer service
Customer service legislation and regulations

Monitoring and evaluating customer service provision

Indicators in improved performance
 
	Market research investigate, analyse and manipulation of data.
Interpretation of date to make informed decisions


	Credibility 
Integrity

Interpersonal

Formal

Informal

Ombudsman

Ofcom

Stereotyping

Non-tangible

Passive-aggressive

Quantitative

Qualitative

Strapline

Empathy

Liquidate

Public domain


	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 


	
	
	
	
	
	
	


