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Reliable and Relevant websites

* Produced by an expert in the field/reliable organisation?
* Fact or opinion?

* Sufficient evidence to back up opinions?

* Are the methods used to collect data appropriate?

* What am | being asked to think or believe — | am convinced
by the argument?

* Isthe source up-to-date?
* Does the source give me specific information on the topic |

am researching?



m = W http://en.wikipedia.org/wiki/Customer_service | k| 44 | X | E Eing

cyclope... l_l ﬁ - * [ @ * Pagew Safety> Toolsw

- Create account & Log
Is this
Read Edit View history |Search (
good or

Main page
Contents

Featured content ’
SCE vares

within a specified time
perform related functions

try and customer; defective or broken merchandise can be exchanged, often only with a receipt and
res often have a desk or counter devoted to dealing with returns, exchanges and complaints, or will
sale; the perceived success of such interactions being dependent on employees "who can adjust

Current events
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Some have argued™ that the quality and level of customer senice has decreased in recent years, and that this can be attributed to a lack c
support or understanding at the executive and middle management levels of a corporation and/or a customer senvice policy. To address this

argument, many organizations have employed a variety of methods to improve their customer satisfaction levels, and other key performance
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Eest Answer - Chosen by Voters

"Customer semvice” is the provision of service to customers before, during and after a
purchase.

“Customer sernvice is a series of activities designed to enhance the level of customer
satisfaction — that is, the feeling that a product or service has met the customer
expectation.”

lts importance varies by product, industry and customer; defective or broken
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Note [aking

Preparation

Use own words

Make a note of things you don’t understand
Leave space to return to a section
Abbreviate

Colour coding




Step 1 -Details for your reference list

Title: Author:

Year and place of publication:

Edition: lournal details: Pages read:

Any other bibliographic details:

Step 2 - Briefly describe the main point or argument the author is trying to make. Then add three
minor arguments that the author makes to support the main point.

Alternatively briefly summarise the text, remember summaries do neot include your epinion, try
using key words from the text to stay on topic.

Step 3 - Now write down any quotes or ideas from the text that
supports each argument or point in step 2.
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Less packets of Instant Whip
dessert are sold now than
were 30 years ago.




Less packets of Instant Whip
dessert are sold now than
were 30 years ago. “In
1980, 60 million units were
sold, in 2010 this had fallen
to 35 million” (Mintel, 2011,

P-45).
V4



It would appear that Instant Whip
has fallen out of fashion with
consumers.




It would appear that Instant Whip
has fallen out of fashion with
consumers. “57% of survey
respondents agreed with the
statement ‘Instant Whip is too
seventies’. Another common
complaint amongst consumers was
the lack of fresh ingredients anc
large amounts of sugar” (Mintel,

2011, P.134). /




Task:

Identify two social media platforms
and evaluate how effective these

would be when marketing a small
chain of bakeries.




| want top marks!
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Research
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Writing
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Define the term “credit crunch” and describe the effect of the “credit-
crunch” on Brtish businesses.

This question suggests a two-part structure

1) A clear definition of the term
2) A description of what has happened to British business

L oan money scarce
Interest rates high

Credit Crunch -~ ____, Bormowing difficult and expensive

Cufting staff
Bntish Business ____, Not able to borrow money and costs nsing
i: Fewer customers willing to spend money
Improving quality for less cost
More difficult to sell abroad
More targeted marketing

More business done through the internet



Plan:
Intro — Define the credit crunch — background of when it started in the UK

Conclusion — Brtish business have to change the way they have been working to survive in the
credit crunch. There have been some negative effects and businesses have had to be inventive in
their planning and working methods.

Points to make —

Businesses are no longer able to borrow money

It Is costing businesses more to make their products

It s more difficult to export

There are less customers

All the above have led to staff cuts

Some businesses have changed the way they operate — more of their business is internet
based to save money, they have changed their products, concentrating on one kind of

customer
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4 Essay Structure

Beginning
Body
Conclusion

- o .




4 Essay Structure
Introductlon

Main points that will be covered and why
these are important

* Brief account of current thinking/opinion

* Defining terms

* Making your position clear fro
outset




4 Essay Structure
Body

* Avoiding too much description unless
specifically requested in essay question
* Presenting a case or argument,
comparing viewpoints
* Providing evidence and
judgements/evaluation

\




4 Essay Structure
Body

Consider the flow and order - group
similar points together

* Signposting phrases to link paragraphs
and sections

* Be selective - cover most
important points and select
most compelling evidence




4 Essay Structure
Conclusion

* No surprises here!
* Drawing together of all the points made

to create an overarching conclusion
* Relate conclusion back to essay title
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| Draw a
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Task:
Make the sentences
sound more formal




