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	Title
	Manage customer service operations

	Skills CFA Reference
	CS 37

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand the management of customer service operations
	1.1 Explain the basis for the allocation of resources
1.2 Analyse the suitability of a range of monitoring methods
1.3 Explain the strategies needed to deliver “seamless” customer service

1.4 Explain techniques used to develop solutions to problems
1.5 Evaluate the validity of sources of information on customer performance data

1.6 Analyse the suitability of a range of techniques to identify patterns and trends in customer behaviour and customer service performance

1.7 Analyse a range of possible improvements to customer service operations

	2. Be able to plan customer service operations
	2.1 Define the service offer to meet identified customer expectations
2.2 Develop plans that will enable sustainable and consistent customer service operations to agreed standards
2.3 Develop contingencies that address identified risks
2.4 Specify targets, objectives, Key Performance Indicators (KPIs), monitoring and review arrangements

2.5 Brief staff on objectives, targets, standards and procedures


	3. Be able to manage customer service operations 
	3.1 Allocate resources according to agreed priorities  
3.2 Manage deviations from expected performance and service failures in accordance with contingency plans
3.3 Keep staff informed of developments and best practice

3.4 Maintain positive working relationships amongst staff

3.5 Carry out monitoring activities in accordance with plans

3.6 Use feedback from staff and customers to make improvements
3.7 Take action within the limits of their responsibility to make improvements to customer service performance

	4. Be able to measure customer service performance
	4.1 Ensure that systems to collect agreed performance data are in place
4.2 Identify trends by interpreting patterns of customer behaviour and customer service performance

4.3 Address identified anomalies and problems
4.4 Identify areas for improvement (resources, staff training, standards, systems, processes, products or services, service offer)
4.5 Benchmark performance against agreed measures (historical data, competitor performance and industry norms)


	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
	Champion customer service

	Skills CFA Reference
	CS 38

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand how to champion customer service
	1.1 Analyse the importance of viewing operations from the customer’s viewpoint
1.2 Analyse the role of service partners in providing customer service

1.3 Evaluate the effectiveness of information collection systems and reports
1.4 Describe decision-making processes and authorities
1.5 Analyse the suitability of a range of monitoring techniques to identify opportunities for customer service improvements
1.6 Describe activities that give added value to the service chain

	2. Be able to identify the scope for improvements to customer service 
	2.1 Monitor developments 
to identify issues that are important to customer service
2.2 Analyse the implications of customer service developments 
2.3 Identify the customer service issues relating to new products or services
2.4 Identify the strategic and managerial implications of changes to customer service and the service offer


	3. Be able to champion customer service

	3.1 Articulate the role of customer service within an organisation’s operational plans

3.2 Articulate the role of individual staff members and their position in championing customer service

3.3 Promote the benefits of effective customer service 
3.4 Provide validated customer service advice and information 

3.5 Help others to identify areas for improvements to customer service

3.6 Monitor the effectiveness of advice given

3.7 Use personal influence to ensure that customer service delivery meets agreed standards


	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
	Review the quality of customer service

	Skills CFA Reference
	CS 39

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	This unit should be optional because it is aimed at a specialist – critical minimum requirements on performance measurement included in following unit

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand how to review the quality of customer service
	1.1 Explain the value of measuring the quality of customer service

1.2 Analyse the criteria for and factors involved in setting customer service standards 
1.3 Explain how to construct samples that are representative

1.4 Analyse methods of validating information and information sources
1.5 Explain how to set and use customer service performance metrics 
1.6 Explain the use of customer feedback in the measurement of customer service 
1.7 Analyse the advantages and disadvantages of a range of data analysis methods

	2. Be able to plan the measurement of customer service

	2.1 Identify the features of customer service that measure customer satisfaction
2.2 Select information collection methods that are valid and reliable

2.3 Specify monitoring arrangements that measure the features of customer service that affect customer satisfaction
2.4 Establish evaluation objectives and Key Performance Indicators (KPIs)

2.5 Specify the information to be collected 


	3. Be able to evaluate the quality of customer service
	3.1 Validate the information collected to identify useable data
3.2 Use information analysis methods that are appropriate to the nature of the information collected
3.3 Identify instances of effective customer service, shortfalls and gaps against agreed criteria
3.4 Develop recommendations that address identified areas for improvement supported by evidence


	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
	Principles of customer service

	Skills CFA Reference
	CS 40

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand the principles underpinning customer service
	1.1 Analyse a range of theories and models of customer service
1.2 Analyse the way in which effective customer service depends on and underpins organisational systems and procedures

1.3 Assess the individual skills needed by those delivering customer service

1.4 Analyse the requirements of a customer service strategy and policies 

1.5 Evaluate the use of market segmentation and customer profiles

1.6 Analyse the relationship between customer service, marketing and sales
1.7 Evaluate the importance of customer service to brand and organisational values

	2. Understand the design of customer service procedures and processes

	2.1 Analyse the requirements of customer service procedures and processes
2.2 Evaluate the factors to be taken into account in the design of post-transaction procedures and processes

2.3 Explain how to carry out a risk assessment of customer service
2.4 Explain how process designs facilitate the customer journey

2.5 Analyse the factors to take into account when designing management controls of customer service delivery
2.6 Explain customer service feedback mechanisms


	3. Understand the measurement of customer service

See notes on previous unit
	3.1 Evaluate the advantages and disadvantages of different ways of measuring customer service

3.2 Analyse the criteria for and factors involved in setting customer service standards 

3.3 Analyse the requirements for reviewing and updating customer service procedures and processes

3.4 Evaluate the relationship between customer service and quality improvement

3.5 Explain how to set and use customer service performance measures
3.6 Explain the use of customer feedback in the measurement of customer service

	4. Understand service partnerships within customer service

	4.1 Explain how to identify organisations with whom a service partnership would be valuable
4.2 Analyse the internal and/or external service chain that supplies end users
4.3 Explain how to create positive relationships within a customer service partnership
4.4 Explain how to identify where power and authority exist within a customer service partnership
4.5 Explain the importance of establishing mutually acceptable service procedures

4.6 Evaluate the basis for agreeing priorities, ways of working and resolving conflicts of interest within a service partnership


	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
	Build and maintain effective customer relations

	Skills CFA Reference
	CS 41

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand how to build effective relationships with customers
	1.1 Analyse stakeholder mapping techniques

1.2 Analyse the features of influencing techniques

1.3 Explain how influencing techniques can be used to improve the relationship with customers

1.4 Analyse the benefits and value of relationships with customers and customer loyalty

1.5 Explain how expectation management techniques are applied to the management of customers
1.6 Explain different types of acceptable compromises
1.7 Assess the benefits of adopting a ‘customer-centred’ approach 

	2. Be able to determine the scope for building effective relationships with customers
	2.1 Identify the customers with whom relationships should be developed

2.2 Identify the interests and concerns of customers with whom relationships should be developed
2.3 Evaluate the scope for and limitations of building relationships with different types of customer

	3. Be able to develop effective relationships with customers
	3.1 Behave in a way that creates mutual trust and respect
3.2 Provide information and perform actions within agreed timescales
3.3 Take account of the feedback provided by customers

3.4 Keep customers up to date with new products or services and developments
3.5 Assess regularly the extent to which customers’ expectations are met
3.6 Use personal influence and authority to ensure that customer needs are met or exceeded

	4. Be able to review and improve relationships with customers
	4.1 Monitor customer relationships and developments

4.2 Ensure that others complete agreed actions within agreed timescales

4.3 Address changes that may have an effect on customer relationships

4.4 Collect feedback from customers on their levels of satisfaction 
4.5 Recommend improvements to customer service based on analyses of the effectiveness of customer relationships 


	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
	Develop a customer service strategy

	Skills CFA Reference
	CS 42

	Level
	4 or 5?

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand the development of a customer service strategy
	1.1 Explain the link between a customer service strategy and an organisation’s overall business strategy

1.2 Assess sources of information about customers and their expectations
1.3 Analyse the value of customer loyalty
1.4 Evaluate practices that can help build customer loyalty
1.5 Explain the components of an effective customer service strategy

1.6 Explain the relationship between customer expectations and the service offer as defined in the business strategy

	2. Be able to develop a customer service strategy
	2.1 Evaluate latest thinking on good practice in customer service from research

2.2 Identify organisational values, aims and objectives

2.3 Identify the implications of legal and regulatory requirements, codes of practice and ethical considerations for customer service

2.4 Develop a strategy that is consistent with best practice and organisational values, aims and objectives

2.5 Identify the roles of those responsible for achieving different parts of the customer service strategy

2.6 Specify mechanisms to evaluate the customer service strategy

2.7 Evaluate the implications of a customer service strategy for the organisation

2.8 Obtain approval for the customer service strategy from decision makers


	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
	Manage a customer service award programme

	Skills CFA Reference
	CS 43

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	This unit should be optional

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand the purpose of a customer service award programme
	1.1 Analyse the reasons for the award programme
1.2 Explain how to make use of a customer service award programme as a promotional tool

1.3 Explain the likely impact of organisational culture on a customer service award programme

1.4 Explain the requirements of a convincing business case for a customer service award programme

	2. Be able to plan a customer service award programme
	2.1 Define Specific, Measurable, Achievable, Realistic and Time-bound objectives for the award programme

2.2 Evaluate the benefits, drawbacks and costs of different options for a customer service award programme
2.3 Select the option that best meets the objectives of the award programme
2.4 Develop a plan that specifies roles, responsibilities, actions, resources, contingencies and timescales
2.5 Develop award criteria that are transparent and fair

	3. Be able to manage a customer service award programme
	3.1 Promote the award programme with the dual purpose of motivating team members and engaging customers 

3.2 Recognise award winners in a way that demonstrates organisational commitment to excellent customer service
3.3 Evaluate the effectiveness of the customer service award programme 


	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
	Manage the use of technology to improve customer service

	Skills CFA Reference
	CS 44

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand the management of technology to improve customer service
	1.1 Analyse developments in information and communication technology as they relate to customer service
1.2 Analyse the features, functions and implications for customer service delivery of new technology

1.3 Explain the use of monitoring techniques to identify opportunities for improvements to customer service

	2. Be able to identify opportunities for customer service improvement through the use of technology
	2.1 Review the effectiveness of customer service delivery in context of the use of technology
2.2 Identify how customer service delivery could be improved by the introduction or adaptation of technology
2.3 Assess the costs of changes in the use of technology

2.4 Make recommendations for changes in the use of technology through a costed business case

	3. Be able to implement changes in technology to improve customer service
	3.1 Plan the implementation of changes in the use of technology in a way that minimises disruption to business
3.2 Brief colleagues on the implementation and expected benefits
3.3 Provide staff with training in the use of new technology

3.4 Monitor the implementation of changes in the use of technology in line with the plan
3.5 Evaluate the effectiveness of changes in the use of technology against agreed evaluation criteria


	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
	Develop a social media strategy for customer service

	Skills CFA Reference
	CS 45

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	See M&L suite – strategy development takes place at levels 5 and 7


	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand the development of a customer service social media strategy 

1.4 requires definitions in the guidance
	1.1 Explain the role of social media within an organisation’s customer service strategy and business plans

1.2 Analyse the components and scope of a social media strategy and its links with other aspects of an organisation

1.3 Explain the importance of marketing and brand values for the organisation’s strategy 

1.4 Identify the functionality and features of external social media tools

1.5 Analyse media management tools in relation to social networking 
1.6 Evaluate the way in which an organisation’s use of social media contributes to business performance

	2. Be able to develop a customer service social media strategy 
	2.1 Evaluate the factors affecting the development of a customer service social media strategy
2.2 Analyse different methods of engaging customers using social media
2.3 Assess the suitability of a range of different social media 
2.4 Create a digital crisis plan that addresses identified risks
2.5 Analyse competitor presence and activity in social media
2.6 Formulate a vision for a social media strategy that takes account of an organisation’s operating environment and practical constraints
2.7 Develop a viable strategy that is consistent with an organisation’s overall business strategy and objectives and addresses identified risks
2.8 Evaluate the extent to which existing organisational structures and processes are capable of delivering the strategy

	1. Be able to promote the benefits of social media networking to customer service
	1.1 Explain how a social media strategy fits into different parts of the organisation
1.2 Analyse the benefits and consequences of encouraging social media amplification

1.3 Analyse the benefits and consequences of social media engagement with customers
1.4 Promote on-going dialogue with customers through social networking  
1.5 Act as a social media ‘champion’ within an organisation

1.6 Identify the nature of the risks attached to the use of social media


	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
	Develop customer service through social media 

	Skills CFA Reference
	CS 46


	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand social media in a business environment 
	1.1 Explain the role of social media in achieving organisational objectives

1.2 Describe how mainstream and niche social media platforms are used by customers
1.3 Explain the legislation and regulations that affect the use of social media

1.4 Explain the etiquette that needs to be employed when engaging customers via different social media platforms
1.5 Explain how to establish Key Performance Indicators (KPIs) to measure improvements in customer service performance

	2. Be able to identify the scope for improvements to customer service through the use of social media
	2.1 Identify social media platforms that are most likely to be used by an organisation’s customers

2.2 Identify developments within an organisation that could benefit from promotion through social media networks
2.3 Identify how an organisation and its competitors use social media 
2.4 Develop profiles of how customers and potential customers use social media 
2.5 Define improvements to customer service that could be achieved through the organisation’s use of social media
2.6 Specify objectives and organisational policy for participating in social media networks

	3. Be able to develop customer service provision through social media  networks
	3.1 Develop a plan for the enhanced use of social media to deliver customer service based on analyses of data gathered and profiles
3.2 Allocate responsibilities for making improvements to customer service through the use of social media 
3.3 Develop procedures for providing customer service to customers and social media networks in line with organisational guidelines
3.4 Measure the impact and effectiveness of the use of social media through customer service networks against agreed criteria


	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 47

	Level
	4

	Credit Value
	

	GLH
	

	Unit Reference No.
	

	Learning Outcomes
	Assessment Criteria

	The learner will:
	The learner can:

	1. Understand 
	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
	


�Is this the correct word? Surely it’s monitoring normal CS and then once developments are in place introducing developments.


�I think some of the content here should be in element 2 above.


�For others more up to date on social media than me.


�As above





