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Sample Scheme of Work and Lesson Plan

GCE in Applied Business
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OCR Advanced Subsidiary GCE in Applied Business (Double Award): H226


OCR Advanced GCE in Applied Business: H426


OCR Advanced GCE in Applied Business (Double Award): H626


Unit F243: The impact of customer service
This Support Material booklet is designed to accompany the OCR GCE in Applied Business specification for teaching from September 2009.
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A Guided Tour through the Scheme of Work
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	OCR GCE in Applied Business Unit F243:  The impact of customer service

	Suggested teaching time
	8 hours
	Topic
	How organisations gather information on customer needs and the issues surrounding the storing of this information

	Topic outline
	Suggested teaching and homework activities 
	Suggested resources
	Points to note

	Introduction to the topic
	· General  discussions:

- Why businesses need to know their customers’ needs.
- Why customers need businesses.
	http://www.businesslink.gov.uk/bdotg/action/layer?topicId=1073897627 Business link guide to knowing your customers.

	Candidates should develop two arguments which conclude with an understanding that the relationship between businesses and customers is mutually beneficial.
This activity could be adapted so that small groups consider each of the discussion points and then a general discussion held as a plenary.
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Customer feedback
	In small groups candidates are to devise a list of questions they would ask a customer of, for example, a retail business or a leisure centre.

As a class, produce a list of the ten best questions.
Homework question:

- Why is it important for all businesses to obtain feedback from their customers?
	Flipchart paper and pens to record questions.
	Additional types of businesses could be included if class size permits.
All candidates must leave the session with a common list of questions they would ask a customer of any business as this will be needed in later sessions.
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The importance of customer feedback and how to obtain it
	Discussion:

- A review of the homework question of obtaining customer feedback.
Homework:

- Candidates are to ask family and friends if they have been asked to provide feedback recently, and if so, which method was used by the business.
	http://managementhelp.org/mrktng/mk_rsrch/needs.htm lists some methods of gathering information.
http://www.thetimes100.co.uk/theory/theory--establishing-customer-needs--345.php a revision document that emphasises the need to meet customer needs.
	Candidates should be encouraged to consider how they have been asked for feedback.  They should be able to identify the common methods as shown in the unit specification.  The teacher should ensure that those methods in the unit specification are provided to each candidate at the end of the session

The teacher could provide a grid to help the candidates focus their homework activity.

	Gathering feedback
	Field trip:

- Candidates are to approach customers of a business or businesses to obtain feedback


	The list of questions devised from the customer feedback section.
http://www.tutor2u.net/business/marketing/research_sampling.asp candidates could be directed to this site to consider the sample they will question.

	This activity will require prior planning.  The teacher will need to identify a business or number of businesses that would be willing to partake in the activity.  The business owner/manager must be informed that the research is for educational purposes only and will not be shared with any other organisation.  Also consider the ethics of storing customer information.
The information gathered could be used within Unit F240 Creating a marketing proposal.
This information will be required in a later session for this unit.
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Other research methods in detail
	Internet research.
Advantages and disadvantages of the different techniques.
	http://www.allbusiness.com/marketing/market-research/1287-1.html this site will give some guidance on the advantages and disadvantages.
http://fycs-swisher.ifas.ufl.edu/OTS/A%20Brief%20Guide%20to%20Research%20Instruments.pdf this could be used as a handout.
	Candidates must be supported in their research into the advantages and disadvantages of the techniques shown in the unit specification.
This activity could be done in small groups with a discussion as a plenary.  The teacher is to ensure that the main advantages and disadvantages are identified.


	The most appropriate method
	Facilitated activity

Candidates should be provided with a range of business types, e.g. a garage, a hairdresser, an on-line retailer, a bank, a leisure centre, a café etc. The candidates must identify the most appropriate technique(s) for gathering feedback for the specific business type.  They must be able to justify their decisions.
	A large grid could be devised by the teacher that shows the techniques.

Cards could be created that show the business types.
The business types could then be placed in the correct segment of the grid.
	If the teacher knows the names of a variety of local/regional/national/international businesses then they could be used to add a sense of realism to the activity.


	Customer databases
	General discussion:

- What do we do with customer information?

- How should the information be stored?

Homework:

- Candidates are to read the case study on Aberdeen Football Club and suggest how the same benefits could be gained by other businesses.
	http://www.businesslink.gov.uk/bdotg/action/layer?topicId=1073906150 managing a customer database.
http://www.green4solutions.com/downloads/Casestudy_Aberdeen.pdf a case study on the additional benefits of customer databases.
	Candidates should be asked to consider how they would use the feedback to improve customer service and how important the accuracy of the information is.
The use of customer databases as a tool to develop business activity as well as a location of information should be developed in the discussion.
The teacher must emphasise the importance of safe storage of customer information.

	The implications of storing data
	General discussion

- What legal and ethical issues do we need to consider?

Article review:

- Candidates are to review the article on HSBC and identify where legal and ethical issues have been breached.
Review in a plenary session.
	http://www.ico.gov.uk/what_we_cover/data_protection.aspx the DPA.
http://www.is4profit.com/business-advice/general-advice/data-protection-act.html# a guide to the DPA.
http://news.bbc.co.uk/1/hi/business/8162787.stm a good article on HSBC.
	Candidates may need a prior understanding of business ethics.


OCR GCE in Applied Business Unit F243: The impact of customer service
Customer Service and Ethics
OCR recognises that the teaching of this qualification above will vary greatly from school to school and from teacher to teacher. With that in mind this lesson plan is offered, as a possible approach but will be subject to modifications by the individual teacher.

Lesson length is assumed to be one hour.
Learning Objectives for the Lesson
	Objective 1
	Candidates will understand what ethics are

	Objective 2
	Candidates will be able to provide examples of good and bad ethical behaviour 

	Objective 3
	Candidates will be able to suggest how good/bad ethical behaviour will influence customer service levels

	Objective 4
	Candidates should be able to recognise which pieces of legislation protect customers from certain types of bad/unethical behaviour


Recap of Previous Experience and Prior Knowledge
Candidates should already be aware of legislation relevant to customer service and the consequences of not complying with such legislation from the previous session.
Content

	Time
	Content

	5 minutes
	Recap relevant legislation and the consequences of non-compliance.

	10 minutes
	Group discussion – What are ethics?  What is ethical behaviour?

Candidates to identify the key drivers of ethical behaviour (e.g. values, beliefs, culture, etc).

Teacher to record these on board.

	10 minutes
	Breakout groups – candidates are to suggest good and bad examples of ethical behaviour and consider how this will influence customer service levels.

	10 minutes
	Group discussion to identify the most common good examples and bad examples of ethical behaviour.

	10 minutes
	Using the list of relevant legislation from the review candidates are to suggest which pieces of legislation are linked to the bad examples of ethical behaviour.


Consolidation

	Time
	Content

	5 minutes
	Small groups of candidates are to create three questions that they want to ask the other candidates in the class.  This is most effective when an element of competition is included.  Each small group is encouraged to create questions that they do not think the rest of the class will know the answers to.  This will facilitate some deeper learning as well as acting as a consolidation activity.  The questions are to be taken from the content of the lesson.

	10 minutes
	Each small group takes it in turn to ask their questions to the class.


= Innovative Teaching Idea


This icon is used to highlight exceptionally innovative ideas.





= ICT Opportunity 


This icon is used to illustrate when an activity could be taught using ICT facilities.
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