BTEC Business Level 2: Unit 11 Task P4
There are various different factors that contribute towards delivering consistent and reliable customer service, which leads to customer satisfaction.

For the following factors, explain how they lead to consistent and reliable customer service. Use examples at Chelsea FC:
An employee knowing the scope of their job role:

An employee having good knowledge of the products/services that they offer:

Good quality products/services on offer:

Staff having a good attitude and behaviour:

Staff having good timing when dealing with customers:

The stadium having good accessibility (disable access) and good availability (merchandise in stock):

Meeting specific customer needs:
Staff working well under pressure:

Ensuring that customer service meets needs and expectations:

Dealing with problems effectively:

Customers are satisfied when they receive the service they expected, Explain how the following either demonstrate customer satisfaction, or are a result of customer satisfaction. Use examples at Chelsea FC:

Confidence in the service:

Value for money:

Repeat custom:

Word of mouth reputation:

Internal customer satisfaction:

