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Message from the Chief Executive
Dear Learner,
Thank you for choosing to undertake a course of study towards an ATHE qualification.
ATHE qualifications have been developed by our team of experts with input from universities, other
higher education providers and professionals with experience in management, business, healthcare,
tourism, law, computing and other specialist areas. When developing the qualifications, we sought to
meet the needs of the learner in terms of the content of the qualifications, the range and choice of units
and the style of the assessment. In addition, we wanted to ensure that wherever possible learners could
demonstrate the grade at which they had achieved and there were clear progression routes.
We believe that your qualification will enable you to develop the knowledge, understanding and skills
required from today's professionals. The qualifications will also allow you to progress into employment,
higher education or to a higher level ATHE qualification.
I hope you find this handbook useful and supportive in helping you to benefit from your learning and
achieve your qualification.
With best wishes for success with your studies,

Alex Birks
Chief Executive Officer
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About Us
ATHE is committed to providing outstanding qualifications, customer service and support, enabling
centres to thrive and their learners to achieve and progress.
We will support this mission by:
•
•
•
•
•

providing qualifications which enable learners to fulfil their potential and make a positive
contribution both socially and economically
delivering the highest standards of customer service
delivering support and guidance which meet the needs of all centres and enables them to
improve performance
upholding and maintaining the quality and standards of qualifications and assessments
a commitment to lifelong learning and development

Every year, thousands of learners take qualifications leading to ATHE awards from over two hundred
recognised centres. These learners are studying in many different parts of the world, with ATHE
recognised centres in over 30 countries
ATHE is regulated by Ofqual (the Office of Qualifications and Examinations Regulation) which is the UK
Government’s independent regulator of qualifications, examinations and assessments in England and
Qualifications Wales which report to the National Assembly for Wales. This means you can be assured
that we are working to the highest standards.

Contact Details
Learners should always contact their centre if they have queries regarding ATHE qualifications, however
should you need to contact ATHE you can reach us by phone or email via the details below. We also
have a number of resources on our website to help learners, such as Registration Check and Certificate
Replacement – a link to these resources is also shown below. Please have your ATHE Learner ID
number to hand so we can find your details promptly.

Email:

info@athe.co.uk

Website:

https://athe.co.uk/learner-information/

Address:

ATHE
Clarence House
6 Clarence Road
Norwich
NR1 1HH
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Regulated Qualifications Framework
All ATHE qualifications sit on the Ofqual Regulated Qualifications Framework (RQF). The RQF is the
national qualifications framework for qualifications in England. Qualifications range in difficulty from Entry
level to Level 8.
These qualifications also have direct comparisons to other national and international qualifications, so a
qualification achieved through ATHE is recognised in countries across the world. This is important in
supporting mobility of labour and acceptance of the qualifications. This will provide you with
opportunities to apply for progression to other higher level qualifications or for employment in different
parts of the world.
Example ATHE
Qualifications

Regulated
Qualifications
Framework*

European
Qualifications
Framework

National
Framework of
Qualifications
for Ireland

Higher/Further
Education
Qualifications

8

8

10

Doctoral Degrees

ATHE Level 7 Qualifications

7

7

9

Master’s Degrees

ATHE Level 6 Qualifications

6

6

8

Bachelor’s Degrees

7
ATHE Level 5 Qualifications

5

5

Foundation Degrees
6

ATHE Level 4 Qualifications

4

ATHE Level 3 Qualifications

3

4

5

2

3

4

1

2

3

Higher National
Diplomas
Higher National
Certificates
A-Levels

2
1
* Also relates to Credit and Qualifications Framework for Wales.
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Your ATHE Qualification
ATHE qualifications are made up of units and each unit has a credit value. In order to achieve your
qualification, you will need to gain a certain number of credits. For example, to achieve the ATHE level 7
Extended Diploma in Strategic Management you will need to achieve 120 credits. The example here
refers to a qualification graded as pass/fail only.

Unit Structure

The unit aims show the overall
purpose of the unit.

This shows the level of
the RQF unit.

The table below shows the typical structure of an ATHE unit.

Unit code

Guided learning hours
are an indication of the
number
of hours
of staff
To develop an understanding of CSR
issues
and impacts
time
required
to
teach
a
of CSR policy.
qualification
or
support
4
your learning.
A/503/7082

GLH

60

Credit Value

15

Unit Grading Structure

Pass

Assessment Guidance
The Assessment Guidance gives
centres an overview of what you
are required to show in order to
achieve the unit.

Learners will be
required
demonstrate
evidence
of/ not
ATHE
units to
are
either achieved
(pass)
understandingachieved
corporate(fail)
social
responsibility
(CSR)or
or are
graded at merit
issues and thedistinction
impact of CSR policies on stakeholders of
organisations. They will make recommendations for
responsible business practice.

Learning Outcomes – The learner will:

Assessment Criteria – The learner can:

1 Understand current corporate social
responsibility issues facing business

1.1 define corporate social responsibility (CSR)
1.2 describe background and changing attitudes to CSR
1.3 describe the regulatory framework for CSR
1.4 explain environmental issues in CSR
1.5 explain economic and political issues in CSR
1.5 explain social and community issues in CSR

4.6 Corporate Social Responsibility
Unit Aims
Unit Level

These are statements of what you
can be expected to know,
understand or do as a result of a
process of learning.
2. Understand the impact of corporate
social responsibility policy on different
stakeholders
These are the specific standards that
you need to meet in order to show
that the learning outcome has been
achieved. Each standard starts with
a command verb and you must
3.adhere
Be abletotothese
makerequirements
recommendations
for responsible business practice

Credit value indicates the size of a unit and
how long it would normally take to complete.

2.1 assess the benefits of CSR to employees
2.2 analyse the impact of CSR on the supply chain
2.4 explain how a CSR policy impacts on business
performance
2.5 explain how CSR impacts on marketing strategy
2.6 assess the potential conflicts which may arise
between the needs and expectations of different
stakeholders
3.1 review the CSR policy of a specific business
3.2 assess the extent of voluntarism in CSR policy
3.3 recommend changes to CSR policy to benefit different
stakeholders
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Actions for Achieving Your ATHE Qualification
Listed below are six actions you should take, in order to help you successfully achieve your ATHE
qualification.
1. Develop your knowledge, understanding and skill.
During your programme of study towards your qualification, you must use different sources of
information to confirm and develop your knowledge of the topics you are studying. The sources of
information will be wide ranging and include books, the internet, periodicals, lecture notes. The
information will be a mixture of factual details and opinions. You must develop your understanding of the
topics you are studying, so you can write assignments in your own words and with clarity and authority.
You will need to use a range of skills to be successful in your qualification, for example analysis,
planning, synthesis, and communication both oral and written. You will already have developed some of
the necessary skills for success in the ATHE qualification, but all skills can be improved through practice
and repetition.
2. Achieve the learning outcomes at the standards set by each of the assessment criteria
listed in each unit you are studying.
You must ensure you understand the meaning and implications of the learning outcomes and the
assessment criteria for all of the units that make up your qualification. This includes any criteria you
need to achieve for merit and distinction grades, where this is applicable. Read them carefully. You will
need to demonstrate that your completed work achieves these learning outcomes and at the standards
stated by the assessment criteria. You will also need to be familiar with the qualification level expected
of you. You can find a description of each level offered in ATHE qualifications in this handbook.
3. Understand and take account of the command words in the assessment criteria.
The assessment criteria always begin with a command word. There is a large range of command words
and they vary between the different levels of qualification. They include evaluate, explain, review, plan,
report, assess and analyse. It is essential that you understand what these command words mean.
Check your understanding with your tutor. Your work must demonstrate that you have done what is
required by the command word in each criterion. The definitions of command verbs used in ATHE
qualifications on page 15 should help you understand these terms.
4. Achieving a higher grade
Many ATHE qualifications can be obtained at higher grades such as Merit and Distinction and there are
benefits to achieving individual units and the qualification at a higher level. The units are produced so
that the standards for a higher grade are clearly stated. This is linked to the ATHE sample assignments,
where there are extension tasks for you to complete. You will need to achieve all of the stated graded
standards to achieve a Merit or Distinction. If these standards are missed the work produced can be
used to help you achieve the Pass standards.
5. Take account of the feedback provided by lecturers and tutors.
You must do this in order to build on the successes you have made and improve on any aspects of your
work that do not meet the standards required. The feedback must be timely so that it allows you to
improve. If you are unsure about what the feedback is saying or it does not relate sufficiently closely to
the assessment criteria, you must seek clarification. General comments by a tutor such as ‘Good work’
are not sufficient and you need to be clear which learning outcomes have been achieved and at what
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grade where this is appropriate. Where learning outcomes have not been achieved or a grade has not
been given the feedback must clearly show why this is the case.
6. Review the way you work.
It is good practice for you to personally review on a regular basis how you are progressing on your
programme of study, in order to identify what works well and the issues which are impeding your
success. In your review, you should take account of information gained from your tutor and others. You
can then plan any improvements which are required.
Reviewing progress by individuals, teams and organisations in order to improve is not a new concept.
Ralph Coverdale, Head of Management Studies at Esso and founder of The Coverdale Organisation
developed and refined theories on how people work while he was studying at Oxford. He believed
strongly that skills could not be taught like knowledge, but rather developed through experience, ‘Life
has to be lived forwards but it can only be understood backwards’. Review is a way of helping you to
learn from your experience.
7. Produce successful assignments.
Use the information provided in the following section in this handbook to help you produce assignments
that meet the required standards.

© ATHE Ltd
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What makes a Successful Assignment?
The following is a list of general features which characterise successful assignments. They are provided
to help you reflect on what you need to do to achieve a pass standard in your work. However, each
assignment which is issued to you, as part of the assessment programme for your qualification, is
unique. So, you must use this information as a general guide and always follow the instructions given to
you by your tutors. You should also seek your tutor’s guidance if you are unsure how to proceed with an
assignment.
1. You must complete the tasks which are given in the assignment to the correct standard. Ignoring
the assignment and addressing only the individual assessment criteria provided in the ATHE
units is insufficient. Look at the completed assignment in Appendix 5, where a full response is
produced for the first section of a staff training manual.
2. Some assignments will have extension tasks to help you achieve higher grades. Your work will
need to be to a higher standard. Discuss with your tutor whether you should attempt these tasks.
3. You must plan your work carefully so that you are ready for the submission dates. Do not leave
things to the last minute as work completed quickly may not meet the standards required for
success. Unless your centre has granted any special considerations, you must submit your work
by the deadlines provided.
4. You must present the work appropriately so that it is easy for the assessor to read. In the
completed assignment in Appendix 5, the learner has produced work in a language which is
easy to read and appropriate for the staff in the hotel, which is the context for the assignment.
5. Some tasks in assignments expect work to be presented in a particular way. You may be asked
to draft a report, produce a booklet or prepare slides and other materials for a presentation. You
must follow the instructions in the task and present the work as required for the target audience.
The finished assignment in the appendix required the learner to produce a section of a staff
training manual and the learner has completed this task. If you are unsure about the features of
a report or how to produce slides or a booklet for a presentation, please ask your tutor for
guidance.
6. Fundamentally your completed work must show that you have achieved the stated learning
outcomes tested in the assignment. These learning outcomes must be achieved at the
standards set by the assessment criteria for that learning outcome.
Look at the unit specification for the assignment you have been given and you will see the link
between the specification and the tasks in the assignment. You must achieve the standards set
by the assessment criteria. Check that you have done this, as failure to do so will compromise
the success of your work.
7. In each assessment criterion there is a command verb such as ‘evaluate’, ‘analyse’ or ‘critically
assess’. You must follow the direction given by the command words. There are definitions of
command verbs in this handbook, but check with your tutor what these words mean if you are
unsure what is required.
In the completed assignment at the end of this handbook, the learner breaks down (analyses)
the role of customer service in creating a competitive advantage, writing two sections: ‘Making
and Generating Bookings and Sales’ and ‘Building a Reputation’.
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In each section, the learner provides a number of valid ways that competitive advantage can be
gained through the role of customer service, using paragraphs to distinguish different ideas.
For AC1.2 the learner has fully evaluated the implications for organisations of poor customer
service, and grouped the implications under logical subheadings, using paragraphs for individual
concepts.
8. The best work is produced from the synthesis of data and ideas. Data has been processed,
problems have been solved, decisions taken and the conclusions justified. In the completed
assignment in Appendix 5, the learner has referred to a range of up to date, relevant, original
and credible sources including books and websites.
9. The completed assignment must be coherent, have a logical development of information, ideas,
principles and concepts and demonstrate effective thinking. The learner has done this in the
completed sample assignment included in this Handbook.
10. Some tasks may require self-reflection and you need to produce a balanced analytical response
which is detailed, factual and wide ranging.
11. As stated above, all of your work must be planned and organised but large projects such as a
piece of research must also be managed carefully. You must gather sufficient and reliable
information and data to support your conclusions. Your plan must be able to accommodate any
unforeseen developments. You should evaluate the validity of results in assignments against
stated criteria.
12. Wherever possible you should try to apply innovative thought in your work. This can be applied
to a wide range of tasks but there are certain tasks in assignments which require creativity such
as the production of marketing materials or materials for a presentation. All of your work must
take account of the target audience and the communications must use appropriate media.
13. Your completed work must have a range of sources of information, which need to be relevant
and reliable. Where you are quoting specific sources, you must use a standard referencing
system and include a bibliography. Look at the completed assignment where the learner has
used an established referencing technique. Cited words are in quotation marks and diagrams
taken from sources are clearly referenced. As a reader, we are clear which words are the
learner’s own and which are attributed to particular sources. You should not copy large sections
of text written by others, even if you attribute this, unless there is a clearly justifiable reason for
doing so. Centres can use different referencing systems depending on what it considers best for
learners and tutors, so please follow the instructions provided.
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Guide to Referencing
When preparing for your assignment, you are more likely to be successful if you use a range of relevant,
reliable, up-to-date, credible sources to inform your thinking, such as books, journals and websites.
You should use sources in two ways: firstly, to absorb ideas and information; and secondly to cite short
relevant phrases or sentences to support your own thinking.
It is very important that you acknowledge your sources so your tutor knows which sources have
informed your thinking and so that you give credit to the writers who have provided you with the
information. By acknowledging your sources, you can also show your tutor that you have read widely on
the topic and that you are presenting credible information.
Failure to reference your sources may make your tutor think you are cheating by knowingly taking
another’s work and claiming it as your own. This is called plagiarism and is a serious offence. By careful,
honest and accurate use of referencing you can avoid plagiarism.
There are a number of established referencing systems and you should ask your tutor if there is a
preferred system for your centre. ATHE does not prescribe any particular referencing system, but
whichever one you use, you must use it consistently and with great attention to detail throughout the
assignment.
When you directly quote the exact words from sources, you must put the cited information in inverted
commas known as quotation marks to show that you are attributing the source to another person and
are not claiming that the words are your own. For example:
Schein (2009, p.79) argues that a culture cannot be measured through questionnaires as it might
only measure ‘superficial characteristics of the culture’.
Or you could begin the sentence with
The author states that ‘…………..’
In the following example, the student has written the sentence but the source is identified as the words
are paraphrased from the work of another person.
An organisation is composed of individuals that will interpret and attribute meanings to their
organisational life (Schultz, 1995).
For longer citations (where it is 50 words or more), you may also indent the quoted words. When you
incorporate graphs, pictures or diagrams from other sources you must give details of the sources.
When you quote, you should use the spelling of the original text. For example, if you cite from an
American English website you must retain the spelling in American English.
When you are preparing for the assignment, it is a good idea to keep a record of the sources as you use
them, listing for example the author name, year of publication, edition number, publisher name, title of
article, page number in journal, date website accessed, and type of electronic resource.
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At the end of your assignment, you should have a list of references and a list of the sources which have
generally informed your thinking in a Bibliography. This should be done in alphabetical order. Using the
examples above the entries would be as follows:
Schein, E.H. (2009) The Corporate Culture Survival Guide. San Francisco: John Wiley distributor.
Schultz, M. (1995) On Studying Organizational Cultures: Diagnosis and Understanding. Berlin: de
Gruyter.
This is only a brief guide to referencing and your college will undoubtedly provide you with more
information.

Personal Development Planning
Many colleges and universities have processes in place to help learners recognise their strengths and
weaknesses and plan for their short term and long term future. Identification of personal strengths and
weaknesses and a clear ability to learn from experience and to plan for further improvements are highly
valued by employers looking for effective managers in their organisations. High value is placed on the
skill of being a reflective learner whether you are a student or in employment, as there is a focus on
learning and improvement. So, you should develop this skill now and





critically review and evaluate your learning on your programme of study including the skills you
used
identify areas of success and where you need further development
build on the successes and learn from the mistakes or areas of weakness
plan for future developments

If you complete the audit which is provided at the end of this handbook, this will help you to identify
where your strengths and weaknesses lie currently. You can then create an initial action plan which is
aimed at further improvement. This should focus on your academic and personal objectives and you
should decide what specific steps are needed in order to achieve the goals. In time, you may wish to
extend this into career objectives. Each objective needs to have clearly defined targets with associated
action points that are challenging but can be realistically achieved in a specified timescale. At the end of
the handbook there is a blank template and some examples to help you to get started with the action
plan.
As the learning on your ATHE programme of study towards your qualification proceeds, you can then
build on this information and plan for further improvement. As you progress through the units in the
qualification, you need to review regularly and ensure that this becomes a normal way of working. It
does not need to take long. The information obtained from the review will enable you to modify your
action plan for further development.
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Ofqual Level Descriptors Summary
The Ofqual level descriptors in the table below show what level of knowledge and understanding,
application and action and autonomy and accountability learners should be able to demonstrate relevant
to the level of qualification they are studying. It is important to take these into account when studying
towards ATHE qualifications.

Level

1

2

Knowledge descriptor
(the holder…)

Skills descriptor
(the holder can…)

Has basic factual
knowledge of a subject
and/or knowledge of facts,
procedures and ideas to
complete well-defined
routine tasks and address
simple problems; and

Use basic cognitive and
practical skills to complete
well-defined routine tasks
and procedures.

Is aware of aspects of
information relevant to the
area of study or work.

Identify whether actions
have been effective.

Has knowledge and
understanding of facts,
procedures and ideas in an
area of study or field of
work to complete welldefined tasks and address
straightforward problems.

Select and use relevant
cognitive and practical
skills to complete welldefined, generally routine
tasks and address
straightforward problems.

Can interpret relevant
information and ideas.

3

Identify, gather and use
relevant information to
inform actions.
Identify how effective
actions have been.

Has factual, procedural
and theoretical knowledge
and understanding of a
subject or field of work to
complete tasks and
address problems that
while well-defined, may be
complex and non-routine.

Identify, select and use
appropriate cognitive and
practical skills, methods
and procedures to address
problems that while welldefined, may be complex
and non-routine.

Is aware of the nature of
the area of study or work.

Example
General
Qualifications

Select and use relevant
information.

Is aware of a range of
information that is relevant
to the area of study or
work.

Can interpret and evaluate
relevant information and
ideas.

Example ATHE
Qualifications

ATHE Level 3
Diploma in Law

A Levels

Use appropriate
investigation to inform
actions.
Review how effective
methods and actions have
been.
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Is aware of different
perspectives or
approaches within the area
of study or work.
4

Has practical, theoretical or
technical knowledge and
understanding of a subject
or field of work to address
problems that are well
defined but complex and
non-routine.

Identify, adapt and use
appropriate cognitive and
practical skills to inform
actions and address
problems that are complex
and non-routine while
normally fairly well-defined.

Can analyse, interpret and
evaluate relevant
information and ideas.

Review the effectiveness
and appropriateness of
methods, actions and
results.

Is aware of the nature of
approximate scope of the
area of study or work.

ATHE Level 4
Diploma in
Computing

Has an informed
awareness of different
perspectives or
approaches within the area
of study or work.
5

Has practical, theoretical or
technological knowledge
and understanding of a
subject or field of work to
find ways forward in
broadly defined, complex
contexts.
Can analyse, interpret and
evaluate relevant
information, concepts and
ideas.
Is aware of the nature and
scope of the area of study
or work.

Determine, adapt and use
appropriate methods,
cognitive and practical
skills to address broadly
defined, complex
problems.

ATHE Level 5
Diploma in
Management for
Health and
Social Care

Foundation
Degree

ATHE Level 6
Diploma in
Healthcare
Management

Bachelor’s
Degree

Use relevant research or
development to inform
actions.
Evaluate actions, methods
and results.

Understands different
perspectives, approaches
or schools of thought and
the reasoning behind them.
6

Has advanced practical,
conceptual or technological
knowledge and
understanding of a subject
or field of work to create
ways forward in contexts
where there are many
interacting factors.

Determine, refine, adapt
and use appropriate
methods and advanced
cognitive and practical
skills to address problems
that have limited definition
and involve many
interacting factors.
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7

Understands different
perspectives, approaches
or schools of thought and
the theories that underpin
them.

Use and, where
appropriate, design
relevant research and
development to inform
actions.

Can critically analyse,
interpret and evaluate
complex information,
concepts and ideas.
Reformulates and uses
practical, conceptual or
technological knowledge
and understanding of a
subject or field of work to
create ways forward in
contexts where there are
many interacting factors.

Evaluate actions, methods
and results and their
implications.

Critically analyses,
interprets and evaluates
complex information,
concepts and theories to
produce modified
conceptions.
Understands the wider
contexts in which the area
of study or work is located.
Understands current
developments in the area
of study or work.

Use specialised skills to
conceptualise and address
problematic situations that
involve many interacting
factors.

ATHE Level 7
Diploma in
Strategic
Management

Master’s
Degree

Determine and use
appropriate methodologies
and approaches.
Design and undertake
research, development or
strategic activities to inform
or produce change in the
area of work or study.
Critically evaluate actions,
methods and results and
their short- and long-term
implications.

Understands different
theoretical and
methodological
perspectives and how they
affect the area of study or
work.
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Command Verbs used in Units and
Assignments
The verbs used in the assessment criteria in ATHE units and assignments are very important. The
evidence you provide via your assignment needs to show that you have met the assessment criteria so it
is important that you understand what the criteria expect you to do.
Here is a list of verbs used in ATHE assessment criteria and assignments. The explanations for the
verbs provide alternative words or phrases that help to clarify the verb used. It is also important to take
into account the level of the unit when reviewing the command verbs.
For example, analyse at level 7 will be different to analyse at level 5, you can use the summary of the
qualification level indicators in the previous page to establish the correct standards.
Verbs

Explanation

Agree

Have the same opinion about something; concur

Analyse

Break the subject or complex situations into separate parts and
examine each part in detail; identify the main issues and show how
the main ideas are related to practice and why they are important;
reference to current research or theory may support the analysis

Apply

Explain how existing knowledge, practices, standards etc. can be
linked to new or different situations
Use information to determine outcomes/conclusions
/recommendations

Appraise

Assess the value or quality

Assess

Use available information to make a judgement; produce a convincing
argument for this judgement

Calculate

Determine or ascertain by mathematical methods

Carry out

Implement; do; execute

Close

Bring to an end

Collaborate

Work jointly with

Collate

Collect and present information arranged in sequence or logical order
which is suitable for purpose

Communicate

Convey or exchange spoken or written information

Compare

Examine the subjects in detail looking at similarities and differences
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Compare and contrast

Examine the subjects in detail, identify similarities and differences ,
consider these from different perspectives

Conduct

Carry out

Consider

Ponder, contemplate or study in order to make a decision

Construct

Form by bringing together various elements

Convey

Communicate (information)

Create

Bring something into existence

Define

State or show clearly and accurately

Demonstrate

Clearly show by giving proof or evidence; give a practical exhibition
and explanation

Describe

Provide an extended range of detailed factual information about the
topic or item in a logical way

Design

Decide on the look and function of something by making a detailed
visual or written document of it

Determine

Ascertain or establish exactly by research or calculation

Develop

Identify, build and extend a topic, plan or idea

Devise

Plan or invent (a complex procedure, system or mechanism) by
careful thought

Differentiate between

Discuss identified differences between more than one entity, item,
product, object or activity

Discuss

Give a detailed account including a range of views or opinions which
includes contrasting perspectives

Distinguish between

Discuss identified differences between more than one item, product,
object or activity

Document

Record something in written, photographic or other form

Draw conclusions

Arrive at judgements or opinions by reasoning

Establish

Set up; show something to be true by determining the facts

Evaluate

Examine strengths and weaknesses, arguments for and against
and/or similarities and differences; Judge the evidence from the
different perspectives and make a valid conclusion or reasoned
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judgment; Apply current research or theories to support the evaluation
when applicable

Examine

Inspect (something) thoroughly in order to determine its nature or
condition

Explain

Make something clear to someone by describing or revealing relevant
information in more detail

Explore

Investigate or examine a range of issues from different perspectives

Formulate

Draw together; put together in a logical way; express in systematic
terms or concepts

Identify

Ascertain the origin, nature, or definitive characteristics of

Illustrate

Explain or make something clear by using examples, charts, graphics
etc.

Interpret

Explain the meaning of something

Investigate

Carry out a systematic or formal inquiry to discover and examine the
facts

Justify

Give a comprehensive explanation of the reasons for actions and/or
decisions

Lead

Be responsible for taking people, organisation or a piece of work in a
direction

Make recommendations

Use conclusions to suggest ways forward. Revisit and judge the merit
of; endorse a proposal or course of action; advocate in favour of

Manage

Be in charge of; control or direct people/resources

Match

Correspond or cause to correspond (something with something else)

Measure

Assess the importance, effect or value of something

Monitor

Maintain regular surveillance

Negotiate

Discuss with a view to finding an agreed settlement

Outline

Identify accurately and describe clearly – the main points

Plan

Decide on something and make arrangements for it in advance;
Design or make a plan of something

Prepare

Make something or someone ready for use
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Present

Show for others to scrutinise or consider; Formally deliver (e.g. in
verbal, written or graphical format)

Produce

Make, create or form something

Propose

Put forward (a plan or suggestion) for consideration by others

Provide

Identify and give relevant and detailed information in relation to the
subject

Recommend / Make
recommendations

Use conclusions to suggest ways forward. Revisit and judge the merit
of; Endorse a proposal or course of action; Advocate in favour of

Record

Set down in writing or some other permanent form for later reference

Reflect

Consult with oneself or others, recognising implications of current
practice with a view to changing future practice

Reflect critically

Learners should consider their actions, experiences or learning and
the implications of these in order to suggest significant developments
for future action, learning or practice, producing a convincing
argument to support the conclusion or judgement.

Report (on)

Give a spoken or written account of something that has been
observed, heard, done or investigated

Request

Politely or formally ask for

Research

Conduct a detailed study of a subject to discover new information or
reach a new understanding

Review

Revisit and analyse in detail the positive and negative aspects

Select

Make informed choices

Self-analyse

Examine methodically in detail to explain and interpret oneself and
one’s actions

Set up

Establish; place something in position

Specify

Identify clearly and definitely

Suggest

Put forward for consideration

Summarise

Give the main ideas or facts in a concise way

Synthesise

Combine into a coherent whole

Translate

Convert
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Validate
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Demonstrate or support the truth, accuracy or value of something
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The Assessment Process
ASSESSMENT

Assessment can be both formative and summative. In both cases your centre will
assess your work to ensure it has met the learning outcomes at the standard set by the
assessment criteria. In the assessment process, lecturers provide feedback to learners
on why they have met the standards or what needs to be done to achieve success. In
summative assessment a final judgement is made on whether your work meets the
standard and at what grade, where this is applicable.

INTERNAL VERIFICATION

After the assessment has been completed, Internal Verifiers at your
centre will check the assessment decisions made by the original
assessor to ensure they are valid and reliable. Changes to assessment
judgements can be made.

EXTERNAL VERIFICATION

Upon completion of the internal verification at your
centre, the centre will upload learners’ results to
the ATHE Portal.
ATHE will then arrange for an External Verifier to
visit your college. The purpose of this visit is to
make a judgement on whether the assessors
have assessed the learner work and internally
verified the decisions to the correct standards.
Once the visit is completed, the External Verifier
will provide a report which will have
recommendations on whether the centre has
passed the verification. If the centre has passed,
certificates will be issued for learners within 10
working days.

© ATHE Ltd 2019
Version 04-19

© ATHE Ltd 2015 – Learner Handbook

Page 21

Suggested Resources
The suggested resources below provide useful theory, statistics and case studies relevant to
management, healthcare management and tourism management. These resources can supplement the
resources provided by your college and resources suggested by ATHE for each unit. Always ensure you
reference correctly when using information from any source.
•

Please note this list of resources is not exhaustive however ATHE have a wide range of
suggested resources that are provided to your centre. Please speak to your centre
representative for access to these

Management
Burns T, (2012) Essential Study Skills: The Complete Guide To Success At University (Sage
Publications)
Godfrey J, (2013) The Student Phrase Book: Vocabulary for Writing at University (Palgrave Study Skills)
Greetham B, (2013) How to Write Better Essays (Palgrave Study Skills)
www.Businesscasestudies.co.uk
This website provides useful case studies from The Times.
www.ft.com
The Financial Times is one of the world’s leading business and finance newspapers. Its website contains
up to date financial and business information and news stories.
www.hse.gov.uk
The Health and Safety Executive is the UK's independent body watchdog for work related health and
safety, illness and sickness. Its website contains templates on workplace risk assessments.
www.mindtools.com
This website provides practical and straightforward information to improve management skills and
knowledge.

Healthcare Management
www.hsj.co.uk
The Health Service Journal is an online news and resource magazine for leaders in the Health and
Social care industry.
http://budgetresponsibility.org.uk/data/ The Office for Budget Responsibility website contains key
information on finance in the public sector.
www.who.int
The World Health Organisation is the directing and coordinating authority for health within the United
Nations system. Their website contains reports and statistics on the global health situation.
http://webarchive.nationalarchives.gov.uk/20130502102046/http://systems.hscic.gov.uk/ This National
Health Service website provides case studies, leaflets and guidance on NHS systems.
www.skillsforcare.org.uk
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Law
Charman, M. (2003), Law: A level study guide, Willan Publishing
Elliott, C and Quinn, F. (2015) English Legal System
McKendrick, E. (2014) Contract Law: Text, Cases, and Materials, OUP
Poole, J. (2014) Textbook on Contract Law, OUP
Sources of Law: www.e-lawresources.co.uk/Sources-of-law.php
The Law Society www.lawsociety.org.uk
The Bar Council www.barcouncil.org.uk
The International Bar Association www.ibanet.org

Computing
Steven Levy (2010) In the Plex: how Google thinks, works and shapes our lives, New York: Simon and
Schuster
David Leigh and Luke Harding, (2010) Wikileaks: inside Julian Assange’s war on secrecy, London:
Guardian Books
Big Data - A Revolution That Will Transform How We Live, Work and Think
Kenneth Cukier, Viktor Mayer-Schonberger
http://www.itandsociety.org/ - this website has lots of information about IT and Society and this paper is
quite useful:
Software Engineering 9th ed - NEERCI, Mastering the Requirements Process: Getting Requirements
Right, Suzanne Robertson and James Robertson

General
Brilliant interview: what employers want to hear and how to say it
Jay, Ros
Published Harlow: Prentice Hall 2011
Brilliant Intern
Scherer, Andrew
Published Harlow: Prentice Hall 2012
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After Achieving Your ATHE Qualification
There are many options available to you once you have achieved an ATHE qualification. These include
going to university or another higher education institution, progressing to an ATHE qualification at a
higher level, gaining promotion or starting a new job or business. The table below illustrates the different
options open to you when you have achieved an ATHE qualification.
Your Qualification

Employment Progression

Academic Progression

ATHE level 3 qualifications in:
Entry Level Role

•

Business/ Law / Health &
Social Care

Bachelor Degree
1st year entry

Small or large ATHE level 4
qualifications in:
Junior Management
Position

•
•
•

Management,
Management for Health &
Social Care
Management for Travel &
Tourism.

Bachelor Degree
Top-up 2nd year

Small or large ATHE level 5
qualifications in:
Middle Management
Position

•
•
•

Management,
Management for Health &
Social Care
Management for Travel &
Tourism

Bachelor Degree
Top-up 3rd year

Small or large ATHE level 6
qualifications in:
Middle Management
Position

•
•

Management
Healthcare
Management

Small or large ATHE level 7
qualifications in:
Senior Management
Position

•
•

Strategic Management
Healthcare
Management

Full MBA

MBA Top-up:
Some Universities also
require candidates to
possess managerial
experience.
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Going to University or Higher Education
If you are interested in progressing to a university degree, then your ATHE qualification and the level of
achievement will prove extremely useful as there are a wide range of progression routes to various
universities.
These include Bachelor’s Degrees and Master’s Degrees from a range of UK and international
universities with delivery options which include both online and campus based.
To see our full range of progression routes visit www.athe.co.uk/progression

Preparing a CV
If you are venturing into the world of work after achieving an ATHE qualification, then preparing a good
CV is important in order to give you the best chance of success in gaining employment.
Here are ATHE’s top tips for CV writing:
1. Keep it short - most employers only spend a small
amount of time looking at any one CV, so to ensure
it gets read make sure that it is well presented and
written in chronological sections for ease of
understanding. Normally, this means starting with
the present date and working back in time. Two
pages are normally a suitable amount.
2. Your CV should normally include:
 Personal details e.g. your name, contact
details
 Personal profile and career objectives
 Education experience and achievements
 Business or other experience including positions of responsibility and achievements in
these roles
 Personal interests
 Names of referees
These sections should provide evidence for how and when you have demonstrated the skills you
possess. Saying that you have a skill or you are good at something is not enough.
3. Keep it up to date - even if you are not looking for employment, it is a good idea to keep your CV
relevant and up to date, so you do not forget important details later on.
4. Check for errors – most employers receive a large volume of CVs so do not give them an
excuse to dismiss yours by not checking for grammatical or spelling errors. Ask a friend or
relative to review for document for any errors.
5. Do not leave unexplained gaps – employers may get suspicious if there are gaps in dates. If you
have been out of work for a period of time, explain what you did during this period to keep up to
date. Were you doing voluntary work, a course or working on a personal project?
6. Make it look good – make sure it is laid out correctly and a clear font like Arial is used.
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7. Ensure you attach a personal statement to the CV which shows how your experience, skills and
qualities make you an ideal candidate for the job. This statement will also show that you
understand the specific role for which you are applying. In addition, the statement should
demonstrate that you have researched the company and wish to work there. In preparing this
personal statement, pay particular attention to the person specification attached to the job
description.

Drafting a Covering Letter
Employers may expect job applicants to complete a form for a specific post and to send a covering
letter. These kind of letters are also important if you decide to send some speculative job applications.
Finally, you may send a covering letter with your CV.

There is clearly little point having an excellent CV which is well
constructed if you then produce a poor covering letter, almost
as an afterthought. The employer may read the letter and
decide to go no further.
The CV and covering letter must complement one another.
Keep the letter short, ideally no more than one page and
ensure it does not simply repeat what is in the CV. Produce
about 4 paragraphs and use the following as a guide.

Points to consider for inclusion in the Covering Letter:
1. A clear statement about the job you are applying for. If you have a name of a relevant
person with whom you discussed the post or who referred, you to the role include it here.
2. Identify key aspects of the job and provide some examples of work you have done which
meet these requirements. You may wish to refer to grades you have achieved in certain
units as this will help to show your aptitude for certain areas of knowledge and skill.
3. You may refer to the personal skills and qualities you possess which are particularly relevant
to this role.
4. Ensure the tone of the letter is positive but do not come across as being arrogant. You need
to show that you are an interesting and personable individual.
5. Sum up by re stating your interest in the post and the business and thank the person
reading the letter for their time in considering your application.
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Preparing for Interviews
An interview is one of the most common ways used to recruit staff and its purpose is to assess the
applicant’s suitability for a role. Interviews take many different forms, for example they may be staged
with an informal interview first or there may be structured interviews with all candidates being asked the
same questions.
These structured interviews may in themselves lead to a
second stage of the selection process, reducing the number
of candidates down to those which are deemed particularly
suited to the role. Interviews are normally done face-to-face
but telephone or Skype interviews may be used sometimes
at an early stage in the selection process.
In addition, some employers will ask candidates to complete
tasks at the interview, which are directly related to the job
role. You should be prepared for a range of different types
of selection processes and the employer will not always
inform you what to expect beforehand.
Employers will note your level of professionalism in all communications they have with you. Always use
a formal style in your responses irrespective of whether this is by telephone, letter or email. Ensure you
respond promptly and to the named person who has contacted you.
Top ten tips:
1. Ensure you are clear about the venue, date and time for the interview and you are there in
good time.
2. Decide what to wear and ensure this is reasonably formal and typical business wear. If
employers have planned any specific tasks at interview which require any other types of
clothing, they will have informed you.
3. Take relevant information with you to the interview. This should include the job description
and person specification, your CV and any notes you have prepared for the interview.
Switch your mobile off when you enter the building.
4. Be clear about the job role including the person specification. Some interview questions will
be directly linked to this information.
5. Consider what other questions you may be asked. In addition, questions which emerge from
the job role and the person specification, you may also be asked questions on information
you have provided in your CV. Note down key points you wish to make.
6. Research the organisation thoroughly. Employers will expect that you have checked the
website as a minimum. Be clear about the mission and vision of the organisation, the
contents of annual reports. Know why you wish to work there and be able to explain this
clearly.
7. When you are asked questions listen carefully; give concise answers which directly address
the question asked, providing relevant examples where necessary. Sometimes, the
questions may come from different people in the room and be in different parts – answer all
sections. If you are unclear about the question, ask for clarification. Take a little time to think
about the question before you respond but you should not appear hesitant.
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8. Always speak clearly and at a pace which ensures the interviewer is able to understand
what you are saying. Often interviewers take notes while the interviewee is speaking, so
keeping to a moderate pace is important.
9. Be aware of the effects of your body language, be friendly and positive; keep good eye
contact with the person asking the question and other interviewers. Most people get nervous
before and during interviews but try to keep as calm as possible.
10. Think about any questions you wish to ask the interviewer(s) before you attend for the
interview. It is not compulsory to ask questions but candidates frequently seek clarification
on something about the role or the organisation.
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Appendix 1
Personal Skills Audit
Grading Criteria
1.
2.
3.
4.

I use this skill but I am not completely competent so I need more practice
I am able to do this but occasionally I need to seek assistance
I am competent without any assistance
I am competent and sufficiently confident to be able to help others

SELF
MANAGEMENT

1

2

3

4

Examples to support your
judgement

Manage your time effectively (meet
deadlines, get to appointments and
classes on time)
Set realistic objectives and priorities

Monitor, evaluate and adapt own
performance

Show flexibility and see that there
may be more than one way to solve
a problem
Behave in a professional/ethical
manner

Deal with criticism constructively

MANAGING YOUR LEARNING
Use a range of academic skills such
as analysis, synthesis, evaluation
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Take responsibility for your own
learning evaluating and adapting
how you work in order to achieve
your goals
Set yourself realistic objectives,
priorities and standards

Use learning in new or different
situations/contexts

Learn through collaboration with
others

PROBLEM SOLVING
Identify the key features of the
problem

Identify the options

Identify solutions and plan and
implement a course of action.

Carry out solutions, monitoring
progress

COMMUNICATION
Present oral / visual information
competently

Use appropriate language in a range
of different assignments with
accurate spelling, punctuation and
grammar
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Listen actively and effectively,
building on other peoples’ ideas and
offering constructive criticism
Speak fluently and confidently to a
variety of audiences

Produce a variety of written
documents using appropriate
formats
Use charts, diagrams and other
illustrations to support verbal and
written communication
Use appropriate technology and
media including IT

WORKING WITH OTHERS
Plan with others ensuring there are
clear goals, take responsibility and
carry out appropriate tasks

Respect the views and values of
others and adapt to the needs of the
group / team

Assist and support others in learning

Work to collective goals and agreed
plans.

Negotiate with individuals / groups
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DATA HANDLING
Use appropriate sources of
information e.g. library, retrieval
systems, IT, people etc.
Handle large amounts of information
and data effectively interpreting
results
Use appropriate numerical
information

Use information critically and
innovatively and in support of
argument

Appendix 2
Example Action Plan
Area for
improvement

Action(s) to be
taken

By when

I lack confidence
with oral
communication
skills and get very
nervous. I usually
read the notes /
slides rather than
referring to them
and I speak too
quickly.

Ask the tutor for
some advice on
presentation
skills.

Presentation
scheduled
for 6 weeks.

Practice the
presentation
before delivering
it to the rest of
the class
Prepare a
feedback sheet
for the class so I
can make
further
improvements

Ask tutor for
advice this
week.
Practice
presentation
at least 4
days before
event.

Monitoring
of
progress

Evidence of
improvement/succe
ss

Further
Action

I was more confident
with this presentation
and the speed was
good. The feedback
sheet was very
useful. The main
feedback was that I
had poor eye contact
with the audience and
I relied too heavily on
the notes.

Prepare
notes
with key
headings
and
bullet
points.
Know
what I
plan to
say for
each
heading.
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Appendix 3
Action Plan
Area for
improvement

Action(s) to
be taken

By
when

Monitoring of
progress

Evidence of
improvement/
success

Further Action
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Appendix 4
Learner Achievement Tracking Sheet
You can use the tracking sheet to make sure you have completed work at the right standards for each of
the learning outcomes.

How to use the tracking sheet
An electronic copy of this sheet is available on the ATHE website for you to download. You will find it at
www.athe.co.uk/lts
Then:
1. Check the unit specification and/or the assignment for the number of learning outcomes in the
unit. You should also take account of the assessment criteria.
2. Delete or insert rows in the grid so that there is one row for each learning outcome.
3. Number each row with the number of learning outcomes, as shown in the example below.
4. Look at the assignment and note the kind of evidence you are required to produce for each
task, and which assessment criteria the evidence relates to. The type of evidence might be for
example a report, a presentation, a handbook or a brochure. Fill in the type of evidence you will
produce next to the relevant learning outcome and note the assessment criteria it covers.
5. If your tutor asks you to complete a first draft or conduct prior research, fill in the date you
completed this in the third column. If you do not need to do this, fill in ‘Not applicable’.
6. In the fourth column, fill in the date you passed the work to your tutor for formal assessment.
7. When your assessor has assessed your assignment, read the assessor’s feedback and find out
if your work has achieved the learning outcome at the right standards.
8. Check the grid to see if there are any learning outcomes which have not been achieved. If this
is the case, use the sixth column to note the action required to amend or re-do that part of your
assignment, so that it can meet the standards.

Learner Achievement Tracking Sheet
Learner name:

ATHE Learner ID:

Centre:
Qualification:
Unit:
Unit number:
Guidance: Delete/insert further rows in the table below as required so there is one row for each
Assessment Criterion.
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Learning
Outcome

Evidence

If appropriate:
Date first draft
completed or
prior research
conducted

Date work
formally
submitted

Date assessor/IV
judged work
(assessed
evidence) has
met Assessment
Criteria

Action for work
which does not
meet the standards

e.g. LO1

1.1/1.2

Not applicable

16.05.14

30.05.14

Not applicable LO
achieved

12/11/14

1/12/14

16/12/14

LO achieved at the
required standards

Brochure for
clients
LO2

2.1/2.2/2.3
Report

LO3
LO4

Before submitting your work check you have:










Completed the tasks or activities as required by the assignment
Labelled or numbered each task or activity
Understood and responded to the command verbs in the Assessment Criteria
Produced the tasks or activities in the required format
Presented your work clearly
Referenced sources you have used and cited from
Put cited material in quotation marks
Checked for any spelling or grammatical errors
Added a footer with page numbers and your ATHE learner ID number
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Appendix 5
Example Learner Assignment
Here you can see an assignment task completed by a learner for part of an imaginary unit, unit 4.11
Building Customer Relationships. The work meets the standards set out in the learning outcome and
assessment criteria which are as follows:

Unit 4.11 Building Customer Relationships
Learning outcome. The learner will:

Assessment criteria. The learner can:

1. Understand the link between
customer relationships and business
performance

1.1 Analyse the role of customer service in creating a
competitive advantage
1.2. Evaluate the implications for an organisation of poor
customer service

This is the assignment task:

U ni t 4.1 1

Bu i ld ing Cu stom er Re lation s hi ps

L ev e l 4

1 5 Cr edits

A ss ignm en t
Scenario
You have started working in the HR department of Carmichael Sports Hotel. The hotel has tennis, golf,
spa and gym facilities as well as three bars, a restaurant and conference facilities. The hotel is based in
the countryside and offers regular transfers for hotel guests to the nearby town which has historical
buildings, museums, theatres and shops.
Your line manager has formed a team of staff to develop a range of training materials. These materials
will help colleagues across the organisation build stronger customer relationships.
Activity 1
Your task is to develop the first section of a staff training manual on Building Customer Relationships.
Write the first section of the training manual which must include:
•
•

An analysis of the role of customer service in creating a competitive advantage
An evaluation of the implications for an organisation of poor customer service

Assessment Criteria 1.1, 1.2
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S amp le L e arn er W o rk
Learner name: J. Kumar
Centre: Southern Hotel Management College
Unit: Building Customer Relationships
Unit number: 4.11
Activity 1: Section 1 of Staff Training Manual on Building Customer Relationships

C arm i c hae l Sp or ts Ho te l
S taff Tr aining Manu al: Bui ld ing Cu s to me r R e la ti on shi ps
Mission Statement:
Carmichael Always Delivers Excellence
Section 1
1. An analysis of the role of customer service in creating a competitive advantage
At Carmichael it is important that all staff know, understand and deliver the sentiments in the company
mission. Statistically we know that it always takes more effort to win new customers than to get repeat
business, so looking after our customers is of utmost importance. By providing excellent customer
service we believe that we can deliver the mission, create a competitive advantage, improve income and
grow the business.
Making and Generating Bookings and Sales
Our customers buy our services via a number of routes: they book rooms via internet search engines
and hotel-finder websites which act as our agents; they phone us with questions about room availability
and the services we provide; they book face to face at reception, with some customers turning up on
spec; and some repeat bookings are taken face to face while the customer is staying with us. We also
have customers in our bars, restaurant, conference and sports facilities: some of these are also staying
with us but some are day customers staying or elsewhere living locally and paying to use our facilities for
part of the day.
Each time a customer books a room, buys a drink or books a tennis court you should:
1. remember that it is not only a monetary transaction but an opportunity to establish a relationship
and create customer loyalty
2. go the ‘Xtra Inch through our Service’ (De Vere Hotels and Resorts Employee Handbook’)
3. listen to the customer so you provide exactly what is required in a prompt and efficient manner
4. gather and pass on any feedback from customers so that we can improve the quality of our
services
By keeping customers happy, we retain or even grow our share of the market, and we operate at a
profit, meaning that we can pay our staff a competitive salary and invest in maintaining and upgrading
our facilities and in staff training. We thus retain high quality, loyal staff who are familiar with our
business. Staff turnover remains low and we have minimal recruitment costs.
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When customers are happy they often give positive feedback which in turn builds staff confidence:
‘When staff receive positive customer feedback, they feel proud which in turn motivates them to deliver
even better customer service.’ (http://businesscasestudies.co.uk/morrisons/developing-competitiveadvantage-through-customer-service/the-benefits-of-customer-service.html#axzz49m8v88wR)
Good customer service also benefits the hotel when we are able to up-sell and cross-sell to existing
customers. Up-selling is when you persuade a customer to buy a product or service of higher value and
price than they had intended: for example, if a customer asks for a basic room and we persuade them to
buy a mid-range room we have gained more income for the hotel. Cross-selling is when you sell the
customer something else as well: for example if they want to buy a round of golf and you also persuade
them to buy a golf T-shirt. Up-selling and cross-selling are ways of keeping the customer happy by
meeting needs and also bringing in income for the hotel.
Building a Reputation
We gain a competitive advantage when satisfied customers tell their friends about their experience at
Carmichael Sports Hotel and our reputation grows. Last year, 20% of bookings were from
recommendations, which meant that we spent 0% of our marketing budget to gain 205 customers. By
serving customers well, we build customer loyalty and many will want to come back. Richard Branson,
whose Virgin Group companies are renowned for their excellent customer service, said ‘Our emphasis
on service… has helped us to build relationships with our customers. Over the years, we have won their
trust, and their confidence gives us added impetus to give back in return.’ (Branson R, 2012).
The reputation of the hotel should be built on excellent customer service and help to foster the brand
and brand loyalty. Today brand loyalty is increasingly difficult to maintain as so much information is
readily available about alternative products and services. In a recent study by PricewaterhouseCoopers
it was claimed that 80% of customers use online reviews before making major purchases. Carmichael
Sports Hotel is not the only sports hotel in the area. The pool of customers who have the disposable
income to stay with us and to use our facilities is not infinite. If reviews start to become negative,
potential customers will quickly choose a competitor. By offering excellent customer service we can
make sure that our customer reviews are positive, helping us to keep and grow our share of the market.
In summary, customer service plays a key role in creating competitive advantage as customer loyalty
creates a virtuous circle of improved profit, reinvestment, training, competitive staff pay and quality of
services and products. It is not the only method of delivering competitive advantage but in a service
industry such as Carmichael Sports Hotel it is key.
2. An evaluation of the implications for organisations of poor customer service
If we were to provide poor customer service at Carmichael Sports Hotel, it would have a number of
serious implications for the company.
Loss of Customers
Estimates put it that when a customer experiences good customer service, he tells one friend about his
experience, but when he experiences poor customer service he tells ten friends about it. Thus, a
company’s reputation can quickly go downhill through word of mouth, especially if the word of mouth is
through digital media. In fact, ‘TARP, a behavioural research company, found that customers who have
a negative experience…tell an average of 12 people, and that those people tell an average of 72 more.’
(Whetten, B. 2014).
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Maxim Wheatley, a US business owner, states ‘Although many businesses tend to think that price is the
most critical factor in terms of customer loyalty, …research shows that customer service is generally the
most pivotal component.’ (Wheatley, M. 2013). Wheatley has compiled research which shows that the
main reason customers leave a vendor is because of customer service:

(Source: http://www.alleywatch.com/2013/08/why-service-is-the-new-competitive-advantage/.
Author: Wheatley, M.)
Complaints and Damage to Reputation
When a customer receives poor service from us, there is an internal complaints process. If a customer
makes a complaint to us, whether verbal or written, formal or informal, it takes time and resources for us
to deal with it. We need to listen to the complaint, consider the customer’s point of view, investigate,
resolve the problem, respond, apologise where appropriate and possibly compensate the customer. We
may need to make a loss with this customer, which will affect profits.
The customer has the right to complain to the hotel ombudsman. The ombudsman will investigate and
ask the Hotel and the staff questions. This takes time and attention away from the business of looking
after our customers. We will need to work with the ombudsman to resolve the complaint.
The customer may choose to take legal action against the Hotel. Litigation can be very costly and time
consuming. If we lose the case the Hotel may be required to pay a fine as well as legal costs.
A dissatisfied customer may choose to go public with his complaint, which is easy and cheap to do via
social media, blogs, internet sites such as TripAdvisor and traditional media such as newspapers, radio
and television. Where the customer can hide behind an alias, comments can be particularly vitriolic.
Often when a message is posted there is no way of controlling it or of responding. Bad publicity such as
this leads to loss of reputation and this can be very difficult to regain.
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Reduction in Income and Profit
When business is lost due to poor quality of service customers simply move to a competitor so the
competitor has gained customers at no cost to them. If this happens on a large scale the Hotel will lose
market share.
This diagram shows that the demand and supply of hotel bedrooms
and tables in the restaurant were in equilibrium at x.
The demand has fallen from D to D1. This means that the price that
the Hotel can charge falls and the quantity supplied also contracts to
y.
In these circumstances Carmichael Sports Hotel is earning less
income.

The number of hotel rooms and tables are fixed so there is an on-going cost when rooms and tables are
not booked and they remain empty. This will include staffing and premises costs. The hotel has a high
level of staffing costs so the company will be forced in to considering reducing the hours that part time
staff work, not filling vacancies as they arise or redundancies. The staff training budget may be cut.
Maintenance and refurbishment of the hotel and the other facilities could also be reduced or deferred.
This leads to a downward spiral: less investment in our facilities means they become out of date or
broken, damaging our reputation still further.
Low Staff Morale
Poor customer service is likely to lead to staff, and others, spending significant time listening to customer
problems and dealing with them. There is an opportunity cost associated with this work so it will leave
less time to provide good customer service to remaining customers. Dealing with angry customers can
lead to low morale and high staff turnover. Good quality staff may defect to competitors who have a
better reputation, working atmosphere and pay.
Increased Recruitment and Training Expenses
If we provide poor customer service we will need to find the financial resources and time to train our staff
on improving customer service. If there is high staff turnover we will also need to spend time and money
on the recruitment and training of new staff.
Thus continued poor customer service leads to a vicious circle, where the impact on Carmichael Sports
Hotel would have more and more serious implications for the company over time.
Strategy to Address the Issues
The CEO and senior managers will produce a strategy to overcome the problems in the short and longer
term. In preparing the strategy the managers will consider the exact cause of the problems and training
implications, cost/benefit analysis, market intelligence, timescales and the staff currently in post to lead
the recovery. There will costs associated with both the time spent on producing the strategy and its roll
out.
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