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	Title
	Principles of customer service

	Skills CFA Reference
	CS 1

	Level
	1

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Know the importance of customer service
	1.1 State why effective customer service is important to an organisation

1.2 Identify the job roles within a team in delivering effective customer service

1.3 Describe the connection between customer expectations and customer satisfaction

	2. Know the factors affecting customer service
	2.1 Outline the difference between an internal and an external customer

2.2 State how to identify customers’ needs and expectations

2.3 List information sources needed to deliver reliable customer service

2.4 Describe how their own behaviour affects customers’ experiences

	3. Know how to work in a customer service role
	3.1 State the standards of presentation and behaviour expected by an organisation’s customer service staff

3.2 State an organisation’s standards, practices and procedures that relate to a service offer
3.3 Identify behaviours that can affect customers’ perceptions of an organisation and its products and/or services

3.4 Give examples of how legislation and organisational requirements affect what can be promised or done in a customer service role

3.5 Describe the importance of and procedures for protecting customers’ personal information

3.6 Describe the importance of and procedures for protecting the safety of customers 

	4. Know how to refer customer queries and problems 

	4.1 Describe types of customer behaviour that show when a customer is dissatisfied
4.2 State the procedures to be followed when dealing with queries or problems
4.3 State to whom to refer complaints and problems


	Additional Information about the unit

	Unit purpose and aim(s)
	This unit concerns

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or other professional standards or curricula (if appropriate)
	

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from an SSC or other appropriate body (if required)
	Skills CFA

	Location of the unit within the subject/sector classification system
	

	Name of the organisation submitting the unit
	Skills CFA

	Availability for use
	Shared

	Unit available from
	


	Title
	Communication in customer service

	Skills CFA Reference
	CS 2

	Level
	1

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Know how to communicate in a customer service role
	1.1 Give examples of positive and negative customer service language 
1.2 Describe different methods of communicating with customers and when it is appropriate to use them

1.3 Describe the importance of speaking clearly
1.4 Describe how the tone of voice used can affect the way that customers perceive their experience

1.5 Describe how body language conveys what someone is thinking or feeling

1.6 Describe the meaning of “active listening”

1.7 List the types of information needed to deliver effective customer service

1.8 State when and why it is important to pass information and messages to colleagues

	2. Be able to communicate with customers
	2.1 Listen “actively” to what customers are saying
2.2 Check their own understanding of customers’ needs

2.3 Summarise information for customers

2.4 Check that the customer is satisfied with the information provided

2.5 Maintain organisational standards of behaviour and communication when interacting with customers

2.6 Adhere to organisational policies and procedures, legal and ethical requirements


	Additional Information about the unit

	Unit purpose and aim(s)
	This unit concerns

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or other professional standards or curricula (if appropriate)
	

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from an SSC or other appropriate body (if required)
	Skills CFA

	Location of the unit within the subject/sector classification system
	

	Name of the organisation submitting the unit
	Skills CFA

	Availability for use
	Shared

	Unit available from
	


	Title
	Take details of customer service problems

	Skills CFA Reference
	CS 3

	Level
	1

	Credit Value
	Must do either this unit or unit 3.  Could they do both? Yes

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Know how to take details of customers’ problems
	1.1 Describe how to recognise when customers are raising problems

1.2 State why reference codes are used to identify customers and specific transactions

1.3 Describe different types of questions to ask customers 

1.4 Describe how to behave and communicate with customers who are dissatisfied

1.5 Describe when, why and to whom to refer customers’ problems

	2. Be able to gather details from customers who raise a problem
	2.1 Respond to customers calmly and professionally

2.2 Take details that will identify individual customers

2.3 Identify the nature and likely cause of problems

2.4 Check their own understanding 
of what customers see as a problem

2.5 Adhere to organisational and legal policies and procedures, legal 
and ethical requirements

	3. Be able to refer details of customers’ problems to colleagues
	3.1 Refer customers’ problems to the right person

3.2 Explain to customers what is happening without making promises 


	Additional Information about the unit

	Unit purpose and aim(s)
	This unit concerns

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or other professional standards or curricula (if appropriate)
	

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from an SSC or other appropriate body (if required)
	Skills CFA

	Location of the unit within the subject/sector classification system
	

	Name of the organisation submitting the unit
	Skills CFA

	Availability for use
	Shared

	Unit available from
	


	Title
	Deal with customer queries, requests and problems

	Skills CFA Reference
	CS 4

	Level
	1

	Credit Value
	

	GLH
	Must do either this unit or unit 4.  
Could they do both? Yes

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Know how to deal with customer queries, requests and problems
	1.1 List queries and requests that customers are likely to have
1.2 Describe how to identify customers’ queries, requests and problems

1.3 Describe how to behave and communicate with people who are dissatisfied

1.4 Describe the kinds of behaviour and communication that could make a situation worse

1.5 Describe when, why and from whom to obtain information or help 
1.6 State to whom and when to refer problems

	2. Be able to deal with customers’ queries and requests
	2.1 Deal with queries and requests in a professional way
2.2 Provide customers with responses to their queries within the limits of their own authority

2.3 Obtain information or help when queries or requests cannot be answered
2.4 Keep customers informed of progress 

	3. Be able to deal with customers’ problems
	3.1 Identify the nature of customers’ problems
3.2 Communicate with customers calmly and confidently
3.3 Resolve problems within the limits of their own authority

3.4 Brief colleagues when referring problems

3.5 Check that customers are satisfied with the action taken
3.6 Adhere to organisational and legal policies and procedures, legal 
and ethical requirements


	Additional Information about the unit

	Unit purpose and aim(s)
	This unit concerns

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or other professional standards or curricula (if appropriate)
	

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from an SSC or other appropriate body (if required)
	Skills CFA

	Location of the unit within the subject/sector classification system
	

	Name of the organisation submitting the unit
	Skills CFA

	Availability for use
	Shared

	Unit available from
	


	Title
	Competence-based synoptic unit

	Skills CFA Reference
	CS 5 

	Level
	1

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Know
	1.1 

	2. Be able to 
	2.1  

	3. Be able to
	3.1  


	Additional Information about the unit

	Unit purpose and aim(s)
	This unit concerns

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or other professional standards or curricula (if appropriate)
	

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from an SSC or other appropriate body (if required)
	Skills CFA

	Location of the unit within the subject/sector classification system
	

	Name of the organisation submitting the unit
	Skills CFA

	Availability for use
	Shared

	Unit available from
	


�Could this be reworded?


�Could this be reworded – bit much for a level one to follow?


�Who’s understanding?


�Why legal twice?


�Do you mean unit 3? Same as unit above – do you need unit 4?


�Same as before why legal twice?
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