Minibasket
Customer Complaint (Determining Solutions)

Directions to the Student
In this assessment you will complete an activity designed to simulate a real work situation.  You are to perform this assessment as if you were an employee for the company named in the scenario.  Your evaluator will provide you with all necessary materials and instructions.  As you perform the assessment, the evaluator will observe your performance.  When you have completed the assessment, the evaluator will review your performance with you and answer any questions you may have.  The assessment scenario is as follows:
You work for:
JBL, Inc.

Your job title is:
Administrative Assistant

You are employed by JBL, Inc. as an administrative assistant working in quality control.  The director of the department left an email message for you to act on according to her directions.  She also provided you with a copy of a customer complaint letter, inspection report, and an illustration of the problem.  You will need to study the information and develop a list of alternatives for solving the problem.  You will be given one hour to complete this assignment.

Response from the Student
Your success in this assignment will be determined on your ability to:

Interprets and 

Communicates Information
Handle customer complaint

Reading
Review information

Writing
Prepare written plan of action

Creative Thinking
Develop corrective plan of action

Problem Solving
Generate alternative methods for handling customer complaint

Reasoning
Apply company policy and demonstrate good judgment

Business Technology Lab Content Standards and Performance Expectations

BTL 1
Fundamental Business Skills

BTL 1.1
Students use keyboarding skills to enter/format text and data.

BTL 1.1.1
Demonstrate basic keyboarding/formatting skills.

BTL 1.2
Students communicate in a clear, courteous, concise, and correct manner on personal and professional levels.

BTL 1.2.1
Select language appropriate to the situation.

BTL 1.2.4
Write logical, coherent phrases, sentences, and paragraphs, incorporating correct spelling, grammar, and punctuation.

BTL 1.4
Students select and use word processing, database, and spreadsheet software.

BTL 1.4.1
Use word processing software to create, modify, store, retrieve, and print documents.

BTL 2
Entry-Level Business Functions

BTL 2.2
Students apply appropriate communication skills in personal and professional situations.

BTL 2.2.3
Compose various business documents, such as letters, memos, and reports, demonstrating correct style, content, and format.

BTL 2.2.4
Proofread/edit business documents to meet established guidelines.

BTL 3
Technology Skills

BTL 3.1
Students select and use various business software applications, including personal information management and industry-specific software.

BTL 3.1.1
Use word processing, desktop publishing, database, and spreadsheet software to prepare usable business documents and to solve organizational problems.

BTL 5
Problem Solving/Decision Making/Reasoning

BTL 5.1
Students use critical thinking, decision-making, and problem-solving techniques to promote sound, effective business decisions.

BTL 5.1.1
Identify and apply problem analysis techniques in the workplace.

BTL 5.1.2
Apply decision-making techniques in the workplace.

BTL 6
Client/Customer Relations

BTL 6.1
Students understand the need for and apply positive, professional client/customer relations.

BTL 6.1.1
Demonstrate a client-/customer-service mindset.

BTL 6.1.5
Handle client/customer complaints.

NBEA Standards

Communication I:  Foundations of Communication

Communicate in a clear, courteous, concise, and correct manner on personal and professional levels.

C.
Written Communication

Level 1

· Write logical, coherent phrases, sentences, and paragraphs incorporating correct spelling, grammar, and punctuation

Level 2

· Use acceptable standards for grammar, mechanics, and word usage

Level 3

· Compose messages that promote positive human relations

· Compose a variety of business messages and reports using correct style, format, and content

Information Technology V:  Application Software

Identify, evaluate, select, install, use, upgrade, and customize application software; diagnose and solve problems resulting form an application software’s installation and use.

Level 2

· Select and apply the appropriate application software to common tasks (e.g., design a simple web page

Indiana Academic Standards

English/Language Arts

READING:  Word Recognition, Fluency and Vocabulary Development

10.1.1
Understand technical vocabulary in subject area reading.

10.1.2
Distinguish between what words mean literally and what they imply, and interpret what words imply.

WRITING:  Writing Process

12.4.9
Use technology for all aspects of creating, revising, editing, and publishing.

12.4.11
Revise, edit, and proofread one’s own writing, as well as that of others, using an editing checklist.

WRITING:  Writing Applications

10.5.5
Write business letters that:

· provide clear and purposeful information and address the intended audience appropriately.

· use appropriate vocabulary, tone, and style to take into account the nature of the relationship with, and the knowledge and interests of, the intended audience.

· emphasize main ideas or images.

· follow a conventional style with page formats, fonts (typeface), and spacing that contribute to the documents’ readability and impact.

WRITING:  Written Language Conventions

12.6.1
Demonstrate control of grammar, diction, paragraph and sentence structure, and in understanding of English usage.

12.6.2
Produce writing that shows accurate spelling and correct punctuation and capitalization.

Email Message 
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To:
adm.asst@jbl.com
From:
c.boxwell@jbl.com
Subject:
XYZ Corporation Problem

Date:
December 18, 2XXX

The attached letter and enclosures were received in yesterday’s mail.  Since I will be out of the office all day today, please review this information and make a list of several alternatives that we can take to solve this problem and regain the confidence of this valued customer.

I talked with the supervisor of the production line early this morning regarding the misprinting on the nameplates.  He provided me with the following information:

1.
Problem:  Blanking the HPO-624 part off center giving the appearance of printing off register.

2.
Root Cause(s): Random, unpredictable inconsistencies in the surface condition of the multi-image printed sheet (strips).  Inconsistencies can be micro spots of oil or very fine specks of dust not generally detectable by the human eye.  This process runs at the rate of 4500 pieces per hour.

3.
Interim Corrective Action(s): There is no interim action in place.

4.
Permanent Corrective Action(s): Attempt to remove any contaminants which contribute to this “misreading” or punch press photo electric eye.

5.
Verification of Action(s): On going.

6.
Recurrence Prevention: Instruct all personnel to maintain strips clean and contamination free to the extent practicable.

Please plan to meet with me at 8:00 a.m. tomorrow so that we can go over your list of alternatives.  Action concerning this problem needs to be taken ASAP to minimize long-term negative feelings by one of our best customers.
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Telephone 783-123-4567
423 N. Lexington Avenue
Portland, OR 87432

December 15,

Mr. John Jones

JBL, Inc.

1211 Meridian Street

Indianapolis, IN 46302

Dear John

Enclosed is our Inspection Report #4321 covering a shipment of HPO-624, Nameplates.
The attached sample illustrates the problem found in initial sampling of the 50,000 piece
shipment. As you can tell from the sample, the printing is excessively off center.
Rather than reject the entire shipment, we rejected the box in which the part was found.
Corrective action is required on this shipment. Please advise as soon as possible.

Very truly yours

W Ao

Jeftrey B
Director of Purchasing

JB/mc
Enclosures

cc: David House
Sales Representative
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Directions to the Evaluator
This Proficiency Assessment is to determine whether the student Interprets and Communicates Information by performing the scenario in the Directions to the Student and completing the tasks listed in the Response from the Student.  This procedure is to be performed in a simulated office environment representing JBL, Inc.
Observing the Assessment
Provide the student with:

· Email message

· Customer complaint letter

· Inspection report

· Illustration of problem

When the workstation has been set up, provide the student with the Directions to the Student and Response from the Student.  Explain that the assessment will be based on the ability to perform the scenario and the skills identified.  Allow the student to begin when ready and provide information as to the amount of time available to complete the assessment.  Instructions for completion of the assessment will be delivered to the student in a manner appropriate to the individual student’s abilities.  

Response from the Evaluator
Customer Complaint (Determining Solutions)
Evaluation Checklist

Student 












Date Started 




Date Completed 



Point Value 
      
Points Earned 


	SCANS

Competencies
	Performance Indicators
	Yes

(
	No

(

	Interprets and Communicates Information
	Handle customer complaint (O004)
	
	

	Reading
	Review information
	
	

	Writing
	Prepare written plan of action
	
	

	Creative Thinking
	Develop corrective plan of action
	
	

	Problem Solving
	Generate alternative methods for handling customer complaint
	
	

	Reasoning
	Apply company policy and demonstrate good judgment
	
	

	Business Technology Lab
Content Standards
	Performance Expectations
	Yes

(
	No

(

	BTL 1.1 Students use keyboarding skills to enter/format text and data.
	BTL 1.1.1 Demonstrate basic keyboarding/ formatting skills.
	
	

	BTL 1.2 Students communicate in a clear, courteous, concise, and correct manner on personal and professional levels.
	BTL 1.2.1 Select language appropriate to the situation.
	
	

	
	BTL 1.2.4 Write logical, coherent phrases, sentences, and paragraphs, incorporating correct spelling, grammar, and punctuation.
	
	

	BTL 1.4 Students select and use word processing, database, and spreadsheet software.
	BTL 1.4.1 Use word processing software to create, modify, store, retrieve, and print documents.
	
	

	BTL 2.2 Students apply appropriate communication skills in personal and professional situations.
	BTL 2.2.3 Compose various business documents, such as letters, memos, and reports, demonstrating correct style, content, and format.
	
	

	
	BTL 2.2.4 Proofread/edit business documents to meet established guidelines.
	
	

	BTL 3.1 Students select and use various business software applications, including personal information management and industry-specific software.
	BTL 3.1.1 Use word processing, desktop publishing, database, and spreadsheet software to prepare usable business documents and to solve organizational problems.
	
	

	BTL 5.1 Students use critical thinking, decision-making, and problem-solving techniques to promote sound, effective business decisions.
	BTL 5.1.1 Identify and apply problem analysis techniques in the workplace.
	
	

	
	BTL 5.1.2 Apply decision-making techniques in the workplace.
	
	

	BTL 6.1 Students understand the need for and apply positive, professional client/customer relations.
	BTL 6.1.1 Demonstrate a client-/customer-service mindset.
	
	

	
	BTL 6.1.5 Handle client/customer complaints.
	
	


Customer Complaint (Determining a Solution)

Evaluation Checklist

Name_______________________________________________________________________

Date Started________________________

Date Completed_____________________

	Performance Indicators
	Yes
(
	No
(
	Comments

	Developed reasonable alternatives to handling customer complaint
	
	
	

	Included possible reasons for production problems
	
	
	

	Keyed list of alternatives in an acceptable format
	
	
	

	Work Habits Observation
	
	
	

	Completed project in acceptable amount of time
	
	
	

	Remained on task
	
	
	

	Worked independently
	
	
	


Customer Complaint (Determining a Solution)

Example Output/Solutions

Corrective plan of action will vary depending upon the individual student’s perceptions.  Plan should reflect realistic alternatives for handling the customer’s complaint.  Plans should be keyed.

Plans should include possible reasons for production problems and possible alternatives for handling complaint.
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