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300 Management and Administration Core
3. Quality and compliance 
Worksheet 4: Approaches to improving and maintaining quality (tutor)
Task brief:

You work as a business support administrator in the quality and compliance department of a large online fashion retailer. 

The organisation is looking to improve the quality of its communication with customers. 

You have been asked to research ways in which it could improve communication with customers and any process improvements it could make to assist with this. 

You have also been asked to suggest how it could measure the impact that this could have with customers. 

You should document your findings aimed towards your manager in the form of a report. 

The report should not be greater than one side of A4 paper. 

Tutor guidance:

Learners should submit a report in the form of a one-page document. The report should include suggestions of how the organisation could improve its communication with customers. 
This could include:
· Review and improve any processes or procedure’s that are related to customer communication.
· Introduce a customer complaints process/procedure and review all customer complaints for any feedback relating to communication.
· Review the methods of communication available to customers. 

The report must also suggest how the organisation could measure the impact any changes may have: 
· Create a baseline of the current communication situation, ie how long it takes customer requests to be responded to and resolved.
· Review the changes after they are implemented and compare against initial baseline. 
· Ask customers for feedback in the form of a survey. 
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