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AT A GLANCE
This session is the first in the Customer Experience unit. It introduces learners to the 
concept of ‘customer experience’ using their own and others’ experiences. Learners 
consider what makes a good customer experience and what can prevent good 
customer experience being delivered. They are also given the opportunity to create and 
deliver their own presentation about the topic. This session was made in partnership 
with Meta. 

LLN OPPORTUNITIES
 Read different scenarios 

and identify and discuss 
key points

 Write and present an 
informative presentation

LEARNING OUTCOMES
 Know what customer experience means

 Understand the importance of good customer experience

ACTIVITIES
ACTIVITY TIME PAGE
Introduction 10-15 minutes 03

Different customer experiences 15-20 minutes 04

Providing a good customer experience 30-45 minutes 06

Wrap up 5 minutes 08

CURRICULUM LINKS
 Gatsby Benchmark 4 

(England)

 Career Education 
Standards 2-4 (Scotland)

 Learning for life and 
work; Employabilty 
(Northern Ireland)

 Employability (Wales)

QUALIFICATION 
OPPORTUNITIES
 Customer Experience 

- LO 1: Understand 
the features of good 
customer experience

MATERIALS
 The features of good 

customer experience 
worksheet and 
presentation 



Session plan: The features of good customer experience | 03

INTRODUCTION   
ACTIVITY STEPS
1. Introduce the session to learners by telling them that you will 

be exploring customer experience: what it means, what good 
examples of it look like and why it’s important. 

2. Encourage the learners to think of the words, phrases or feelings 
that come to mind when they think of customer experience. Record 
their responses on a mind map on a whiteboard/flipchart. 

3. In pairs, ask learners to discuss an example of customer 
experience they have experienced. You could give them the 
following questions to help generate discussion (also listed on the 
presentation): 
• Have you shopped online or been to a shop or restaurant 

recently? 
• Could you find what you needed? 
• Was it enjoyable? 
• If in person, were the staff polite and helpful? Was it decorated 

and laid out well? 
• If online, was the website easy to use? 

4. Encourage learners to share what they have discussed with their 
partner with the whole group.  

5. After these discussions, ask learners what they think customer 
experience might mean. You might want to come up with a group 
definition and record it on a  whiteboard/flipchart. 

TIME REQUIRED
10-15 minutes

MATERIALS
 Whiteboard/flipchart

 The features of good 
customer experience 
presentation



DIFFERENT CUSTOMER EXPERIENCES
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TIME REQUIRED
15-20 minutes

MATERIALS
 The features of good 

customer experience 
presentation

 The features of good 
customer experience 
worksheet (Customer 
scenarios section)

ACTIVITY STEPS
1. Explain to the learners that customer experience has changed and 

developed over time. Use the slide of the presentation to help you do 
this. 

 

 
2. Ask the learners whether they enjoy a particular type of customer 

experience more than others and why. For example, do they enjoy 
shopping online or talking to staff in store? 

 

 
3.  Share the 2 scenarios that are on the presentation and the ‘Customer 

scenarios’ section of the worksheet. Learners, in small groups or 
individually, need to record on the worksheet the ‘good’ and ‘bad’ 
customer experiences from each scenario. 

 You might want to do the first scenario together to model how it 
should be done and what to look out for. Suggested answers: 

Scenario 1 
•  Good customer experience: Easy to find website, well designed 

website, easy to find items 

•  Bad customer experience: Website doesn’t contain all the 
relevant  information, not a clear help/FAQ page or chat function 

Scenario 2 
•  Good customer experience: Polite staff, good customer service, 

fast check out, short queues/wait time 

•  Bad customer experience: Poorly laid out store, out of date 
information/signage, self-checkout counters not catering to their 
payment method 

 

OPTIONAL EXTENSION
Facilitate a discussion with the learners about what they
imagine customer experiences may look like in 10-20 years’ time. 

If you want to learn more about till-less shops, here are some
helpful links:
• https://www.youtube.com/watch?v=ETh4HdBCRKk
• https://www.mylondon.news/whats-on/shopping/tesco-

opening-supermarket-without-tills-21329178

https://www.youtube.com/watch?v=ETh4HdBCRKk
https://www.mylondon.news/whats-on/shopping/tesco-opening-supermarket-without-tills-21329178
https://www.mylondon.news/whats-on/shopping/tesco-opening-supermarket-without-tills-21329178
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4.   Once learners have completed the last step, encourage them to share their ideas to check their 
understanding of good and bad customer experience. From their responses, summarise what good 
and bad customer experience looks like. You might want to record this on a whiteboard/flipchart. 
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PROVIDING A GOOD CUSTOMER 
EXPERIENCE 

ACTIVITY STEPS
1. Encourage learners to think of a time they had a good customer 

experience and ask them how it made them feel.  
 
 Then discuss: 

• What do people think of businesses that always provide a good 
customer experience? 

• Why is important that businesses do provide a good customer 
experience? 

 Hopefully, the learners will understand that good customer 
experiences lead to repeat and loyal customers and new 
customers (from satisfied customers’ recommendations/word of 
mouth), which means the business does well and makes money. 

2. Ask the learners why it may not always be possible for a good 
customer experience to be delivered. What barriers might there 
be? You could prompt them with some initial suggestions, i.e. 
technology issues that result in a website not working, out of stock 
products, etc. 

3. In pairs or small groups, encourage learners to look at one of the 
three scenarios in the ‘Barriers’ section of their worksheet (also on 
the presentation). Each scenario has a different barrier to providing 
a good customer experience. Learners have to discuss (with the 
option of noting down) why these scenarios are barriers to good 
customer experience. 

 Suggested answers: 

1. An item has run out of stock – customers may not be able to 
purchase exactly what they wanted and either leave empty-
handed or compromise and buy something similar.

2. The payment option of a website is not working – customers 
cannot complete their customer journey and purchase what 
they want. This would result in them buying elsewhere. 

3. A shop is understaffed – customers have to wait longer than 
usual which may result in them leaving before purchasing. 

TIME REQUIRED
30-45 minutes

MATERIALS
 The features of good 

customer experience 
worksheet (Barriers 
section)

 Resources to complete 
output activity

QUALIFICATION 
OPPORTUNITIES
 State what is meant by 

customer experience

 Examples of benefits of 
delivering consistently 
high-quality customer 
experience

 Examples of barriers 
to providing effective 
customer experience
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4. To show their understanding of the assessment criteria, tell learners that they will be split into groups 
and ‘be’ the customer experience team at a business of their choice (real or fictional). They have to 
create and present training to young people who are on work experience with them. This could take 
the form of a presentation with a supporting PowerPoint presentation and resources, or anything else 
that would be suitable for your learners.  

 Their training has to include (the below is also listed on the presentation): 

• What customer experience means 

• Examples of the benefits of delivering consistently good/high-quality customer experience 

• Examples of barriers to providing effective customer experience (optional – only essential for 
Level 2/SCQF Level 5 learners) 

 

5. If you have time, it would be great if learners could present their training to the rest of the group. If 
they do this, encourage feedback and questions and answers. 

OPTIONAL EXTENSION
Discuss what the business can do to help in the scenarios where barriers are present, e.g. offer to
notify customers when an item is back in stock by email or telephone.
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WRAP UP
ACTIVITY STEPS
1. Tell the learners that in the following sessions, you will be 

continuing to explore customer experience. 
 
2.   Encourage learners to actively think about the customer 

experiences they have in shops, restaurants or on websites etc. 
between now and the next session. 

 
 Ask them what type of things they will have to look out for to 

decide whether their customer experience is good or bad. 

TIME REQUIRED
5 minutes


