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	Assignment title
	Exploring internal and external customer service

	

	Assessor
	

	

	Date issued
	

	Final deadline
	

	Duration (approx)
	4 hours over 2 weeks

	

	Qualification suite covered
	BTEC Level 1/Level 2 First Award in Public Services
BTEC Level 1/Level 2 First Certificate in Public Services
BTEC Level 1/Level 2 First Extended Certificate in Public Services
BTEC Level 1/Level 2 First Diploma in Public Services

	Units covered
	Unit 2: Working Skills in the Public Service Sector

	Learning aims covered
	Learning aim A: Explore working skills used in the public service sector

	

	Scenario
	You are working for a large employer in the public service sector that is planning to improve how it works with customers. The employer wants to know how other public services work with customers so that it can use best practice. You have been given the task of exploring both internal and external customer service in two contrasting public services.

Once this has been done, you must then look at the working skills used by the two contrasting public services. You will compile this information into a report for the management team to support their decision making.

The report will need to consider the different types of customer and the working skills used.

	

	Task 1
	Select two contrasting public services to focus your report on. Choose two of the following categories:
· Emergency services (Blue Light Services)

· Armed services

· Local authorities

· Central government

· Voluntary/Third sector services 
Once you have selected the services, prepare a report that assesses the working skills used in each public service to meet the needs of their customers.
Your report should include:

· a description of who the internal and external customers are

· an explanation of the working skills used by the two contrasting services

· a comparison of the working skills used across the services
· how and why the skills used may differ

· what the consequences may be if working skills are not used effectively

· what might happen to the integrity of the public service and their reputation if the working skills are not used effectively.


	Evidence you must produce for this task
	· Report for the management team, including an assessment of how customer needs are met within two contrasting public services and how working skills are used to achieve this.

· Research and preparation notes used to prepare the report.

	Criteria covered by this task:

	To achieve the criteria you must show that you are able to:
	Unit
	Criterion reference

	Describe internal and external customers of two contrasting public services.
	2
	2A.P1

	Explain working skills used with customers by two contrasting public services.
	2
	2A.P2

	Explain how customer needs are met in two contrasting public services.
	2
	2A.M1

	Compare working skills used with customers by two contrasting public services.
	2
	2A.M2

	Assess how working skills are used by two contrasting public services to meet customer needs.
	2
	2A.D1

	

	Sources of information
	Textbooks

Breeze, M. Cronin, M. and Spafford, A. (2010) BTEC Level 2 Public Services, London: Hodder Education, ISBN 978 1 44411 211 5.
Gray, D. (2014) BTEC First Public Services: Student Book, Harlow: Pearson Education, ISBN 978 1 44691 081 8. 
Jones, A. (1999) Team-building Activities for Every Group, Maryland: Rec Room Publishing, ISBN 978 0 96623 416 9.
Newstrom, J.W. and Scannell, E.E. (1998) The Big Book of Team Building Games, New York: McGraw Hill Professional, ISBN 978 0 07046 513 8.
Scannell, M., Mulvihill, M. and Schlosser, J. (2013) The Big Book of Team Coaching Games, New York: McGraw Hill Professional, ISBN 978 0 07181 300 6.
Websites

The British Army: www.army.mod.uk

The British Transport Police: www.btp.police.uk

The Fire Service: www.fireservice.co.uk

Her Majesty’s Revenue & Customs: www.hmrc.gov.uk

The Ministry of Defence: www.gov.uk/government/organisations/ministry-of-defence

The Prison Service: www.gov.uk/government/organisations/hm-prison-service
The Royal Air Force: www.raf.mod.uk

The Royal Navy and Royal Marines: www.royalnavy.mod.uk 
Civil service careers: www.civilservice.gov.uk/recruitment

NHS careers: www.nhscareers.nhs.uk

Public services recruitment agency: www.jobsgopublic.com

Public sector jobs at Reed recruitment agency: www.reed.co.uk/public
Note to assessors

We are committed to ensuring that teachers/tutors and learners have a choice of resources to support their teaching and study.

We would encourage them to use relevant resources for your local area such as local employers, newspapers and council websites.

Resources from various publishers are available to support delivery and training for all Pearson and BTEC qualifications so that learners and teachers/tutors can select those that best suit their needs.

Above are some examples of textbooks and websites. Further useful resources may be found at www.edexcel.com/resources.

	

	If you have not achieved the Level 2 criteria, your work will be assessed to determine if the following Level 1 criteria have been met. 

	To achieve the criteria you must show that you are able to:
	Unit
	Criterion reference

	Identify internal and external customers of two contrasting public services.
	2
	1A.1

	Describe working skills used with customers by two contrasting public services.
	2
	1A.2
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