
 LEARNING SESSION CONTENT 

 

 Promoting The Deep including social 

media, our brand and the impact of 

customer care 

 Who is involved in customer care 

 The importance of customer care 

 Differentiating between customers 

wants, needs and expectations 

 Customer segmentation 

 How we deal with customer 

complaints 

 The customer journey 

 Legislation and the implications of 

customer service 
 Monitoring and evaluating our 

standards of customer care 

 Staff recruitment and training 

 

PRE & POST VISIT ACTIVITIES 

 

Teachers and tutors are encouraging to 

look at The Deep’s web site and social 

media feeds with the students, before they 

visit.  

We suggest that students are asked to 

assess the customer care given from 

beginning to end of their time at The Deep.  

Evaluating how we deal with customers with 

additional needs will stretch those students 

looking to achieve the higher grades.  

 

On the day of the visit the teacher/tutor will 

be given a paper copy of the presentation to 

take away.  

We suggest that students consider what 

they expect in advance of their visit as a 

‘pretend’ visitor and then evaluate 

afterwards if we delivered that level of care.    

OVERVIEW & CURRICULUM LINKS  
 
The delivery of customer care at The Deep, is linked 
to the curriculum requirements of those studying 
GCSEs, A levels and BTEC Levels 1-3 in Customer 
Service, Travel & Tourism and Business Studies.  It 
also forms a useful resource for those considering 
careers in animal care and the tourist industry. 
 
 Students will understand the importance of 

customer care within the service sector 
 Look at the provision made for external and 

internal customers 
 Learn who our customers are and how best to 

serve them 
 Understand how customer service is monitored 

and evaluated 
 Recognise the challenges faced and how to best 

overcome them. 
 
OBJECTIVES  
 
The students will learn to understand the importance 
of customer service at The Deep, within all 
departments and they’ll understand the difference 
between operating in a service sector compared with 
a product-based organisation.  
 
We’ll use real examples of how we go that extra mile 
to deliver top customer care to both external and 
internal customers and look at how and why we 
monitor and evaluate our service and highlight the 
challenges we face.    
 

40 Minutes POST 16 Customer Care 

This presentation looks at how The Deep plans, delivers 

and monitors its customer care 

The talk is delivered by a senior manager at The Deep 

who has first hand knowledge of why the organisation is 

so successful at delivering high levels of customer care. 
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