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Unit 104/654 Understand working in a 
customer service environment 

 

UAN: L/506/2083 

Level: 1 

Credit value: 3 

GLH: 25 

Assessment type:  E-volve or Portfolio of evidence  

Relationship to NOS: This unit is linked to the Customer Service 
(2013) National Occupational Standards: 

 CFACSA4 Give customers a positive 
impression of yourself and your 
organization 

 CFACSB2 Deliver reliable customer 
service 

 CFACSC1 Recognise and deal with 
customer queries, requests and 
problems 

 CFACSF3 Show understanding of 
customer service principles 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

N/A  

Aim: This unit aims to develop knowledge and 
understanding regarding working 
effectively in a customer service 
environment. Upon completion of this unit, 
learners will have developed knowledge of 
the importance of customer service and an 
awareness of the factors affecting 
customer service. Learners will also know 
how to work in a customer service role and 
will know how to refer customer queries 
and problems to others.  

 

Learning outcome 

The learner will: 

1. Know the importance of customer service. 

Assessment criteria 

The learner can: 

1.1 state what is meant by ‘customer service’ 

1.2 state why effective customer service is important to an 
organisation. 
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Learning outcome 

The learner will: 

2. Know the factors affecting customer service. 

Assessment criteria 

The learner can: 

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 the relationship between customer expectations and 
customer satisfaction. 

 

 

Learning outcome 

The learner will: 

3. Know how to work in a customer service role. 

Assessment criteria 

The learner can: 

3.1 identify personal behaviours that can positively affect customers’ 
perceptions of an organisation and its products and/or services 

3.2 identify the job roles within a team delivering customer service 

3.3 state the standards of personal presentation and behaviour 
expected by customer service staff in different organisations 

3.4 state standards and practices that relate to a service offer within 
different types of organisation 

3.5 describe how legislation and organisational requirements affect 
what can be promised or carried out in a customer service role 

3.6 describe the procedures for protecting customers’ personal 
information and safety 

3.7 state the importance of protecting customers’ personal 
information and safety. 

 

 

Learning outcome 

The learner will: 

4. Know how to refer customer queries and problems to others. 

Assessment criteria 

The learner can: 

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 customer 
queries or problems 

4.3 state to whom to refer customer queries and problems. 
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Additional Guidance if delivered as Portfolio based 

 

Candidates will be expected to have carried out research and produced 
either a report or answered (in writing or orally) appropriate questions. 

 

Any oral questioning must be recorded.  

 

The report and/or questioning must show coverage of all assessment 
criteria. 
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