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1 Introduction to the qualifications 
 

This document contains the imported units available within the following qualifications: 
 

Qualification title and level City & Guilds 
qualification number 

Qualification 
accreditation number 

Level 1 Award in Business Skills  7593-91 600/0462/9 

Level 1 Certificate in Business Skills  7593-91 600/0422/8 

Level 2 Award in Business Skills  7593-91 600/0423/X 

Level 2 Certificate in Business Skills  7593-91 600/0480/0 

Level 2 Diploma in Business Skills  7593-91 600/0481/2 

Level 3 Award in Business Skills  7593-91 600/0482/4 

Level 3 Certificate in Business Skills  7593-91 600/0483/6 

Level 3 Diploma in Business Skills  7593-91 600/0484/8 

 
For full information on the 7593 suite of Business Skills see the relevant qualification documentation 
available from www.cityandguilds.com 
 
Imported units from the following sectors skills council/standard setting body are included in this 
document.  Please note that whilst the Institute of Customer Service (ICS) and the Management 
Standards Centre (MSC) still exist the responsibility for the NOS within these sectors now fall within 
the Council for Administration’s (CfA) remit. 
 

Contacting the Sector Skills Councils/Standards Setting Bodies  

 
CfA  
Tel: 0207 091 9620  
Fax: 0207 091 7340  
Email: info@cfa.uk.com  
Website: www.cfa.uk.com 
  
e-skills UK  
Tel: 0207 963 8920  
Fax: 0207 592 9138 
Email: info@e-skills.com 
Website: www.e-skills.com 
 
  
 

http://www.cityandguilds.com/�
http://www.cfa.uk.com/�
http://www.e-skills.com/�


 

7593 Business Skills: Customer Service (A2) units 5 

Unit 110 Maintain a positive and customer-friendly 
attitude 

 

Level:  1 
Credit value:  5 
UAN: R/601/1209 
 
Unit aim 
This Unit the learner’s attitude and the way the learner behaves towards customers affects 
customer satisfaction. Simply following procedures may not be enough to provide good customer 
service. Customers like to deal with organisations whose staff show that they are willing and keen. 
Customers like to think that staff want to help and they can show this by being friendly and positive 
and giving customers complete personal attention. 
 
Learning outcomes 
There are three learning outcomes to this unit. The learner will: 
1 Be able to show the right attitude for customer service 
2 Be able to show appropriate and positive behaviours to customers 
3 Know how to maintain a positive and customer-friendly attitude 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit A1 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
 



 

6 7593 Business Skills: Customer Service (A2) units 

Unit 110 Maintain a positive and customer-friendly 
attitude 

Assessment Criteria 

Outcome 1: Be able to show the right attitude for customer service 
The learner can: 
1.1 speak to customers clearly and put them at their ease 
1.2 recognise how customers are feeling and establish a rapport with them 
1.3 show customers that you are willing and enthusiastic at all times 
1.4 recognise that each customer is different and treat them as an individual 
1.5 show customers respect at all times and under any circumstances 
1.6 show customers that you can be relied on 
1.7 show colleagues respect at all times and under any circumstances 
1.8 show colleagues that you can be relied on 
 

Outcome 2: Be able to show appropriate and positive behaviours to 
customers 

The learner can: 
2.1 recognise and respond when a customer wants or needs attention 
2.2 greet customers politely and positively 
2.3 focus on customers and ignore distractions which are not important to them 
2.4 react appropriately to situations that are important enough to interrupt their work with a 

customer 
2.5 thank customers for the information they have given or for doing business with your 

organisation 
2.6 help colleagues to provide good customer service 
 

Outcome 3: Know how to maintain a positive and customer-friendly 
attitude 

The learner can: 
3.1 identify signs that a customer gives when seeking attention 
3.2 describe what rapport looks, sounds and feels like 
3.3 identify what unimportant distractions are 
3.4 identify what is important enough to interrupt their work with a customer 
3.5 identify positive and negative body language and facial expressions 
3.6 state how people are different and have different expectations for many reasons such as 

their age, culture and personality 
 

Evidence requirements 
1 Wherever possible your evidence should be based on a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence based on a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any evidence within this Unit.  
(Guidelines for a Realistic Working Environment can be found in the Assessment Strategy for 
Customer Service S/NVQs at Levels 1,2,3 and 4 – February 2010) 
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2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your communication with customers may be face to face, in writing, by telephone, text 
message, e-mail, internet (including social networking), intranet or by any other method you 
would be expected to use within your job role. 

5 You need to include evidence that you are positive and customer-friendly with customers 
who are: 
a easy to deal with  
b difficult to deal with.  

6 You need to include evidence that you are positive and customer-friendly: 
a during routine delivery of customer service 
b during a busy time in your job 
c during a quiet time in your job. 
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Unit 111 Adapt your behaviour to give a good 
customer service impression 

 

Level:  1 
Credit value:  5 
UAN: L/601/1211 
 
Unit aim 
This unit is all about how the learner’s behaviour affects the way customers see them. Some 
customers expect different things from the service they offer but there are basic acceptable 
standards of behaviour and attitudes that they need to achieve. Their managers and supervisors 
also expect them to meet those standards. When they create the right impression and show a 
positive attitude they reduce the risk of somebody being upset or offended by the way they deal 
with them. This unit is appropriate for learners who have done jobs where they had limited contact 
with customers, are experiencing customer service work for the first time or are just starting their 
first job.  If a learner has already successfully done full or part-time work dealing directly with 
customers, this may not be the right unit for them and they should consider the unit - “Maintain a 
positive and customer-friendly attitude”. 
 
Learning outcomes 
There are three learning outcomes to this unit. The learner will: 
1 Be able to look and act the part in order to provide a good customer service impression  
2 Be able to relate to their customers and to colleagues effectively 
3 Know how to adapt their behaviour to give a good customer service impression 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to unit A2 of the Customer Service NOS. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 111 Adapt your behaviour to give a good 
customer service impression 

Assessment Criteria 

Outcome 1: Be able to look and act the part in order to provide a good 
customer service impression 

The learner can: 
1.1 dress for customer service work in the way their organisation expects 
1.2 show they are working hard and making efforts to impress customers 
1.3 be in the right place at the right time to give a good impression and deliver good customer 

service 
1.4 show good manners when dealing with customers 
 

Outcome 2: Be able to relate to their customers and to colleagues 
effectively 

The learner can: 
2.1 explain the benefits of dealing with customers face to face or by telephone rather than using 

text, e-mail or writing 
2.2 talk clearly to customers using words that they can understand 
2.3 talk to customers without using language that they would consider to be bad 
2.4 show a willing and friendly attitude when dealing with customers without being over-familiar 
2.5 help and cooperate with colleagues to give good service to customers 
 

Outcome 3: Know how to adapt their behaviour to give a good customer 
service impression 

The learner can: 
3.1 identify how the way they dress affects the way that customers react to the service they 

provide 
3.2 describe why customers may see particular types of dress as inappropriate and how their 

organisation expects them to dress 
3.3 state why it is important for customers to feel that they are working hard to give them an 

excellent service 
3.4 state why good timekeeping and making sure they are where they are expected to be is 

important to giving excellent customer service 
3.5 describe what behaviour is considered by most customers to be “good manners” and what 

is  considered to be “bad manners” or rudeness 
3.6 identify what customers and colleagues might consider to be bad language and why it may 

offend people 
3.7 identify why customers feel better about the service they receive if they have a willing and 

friendly attitude 
3.8 describe how to behave so that they appear to be willing and friendly with customers 

without being over-familiar 
3.9 identify what they can do to cooperate with colleagues in giving customer service and why 

that might be helpful 
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Evidence requirements 
1 Wherever possible your evidence should be based on a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence based on a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any evidence within this Unit.  
(Guidelines for a Realistic Working Environment can be found in the Assessment Strategy for 
Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your communication with customers may be face to face, in writing, by telephone, text 
message, e-mail, internet (including social networking), intranet or by any other method you 
would be expected to use within your job role. 

5 You need to include evidence that you are positive and customer-friendly with customers 
who are: 
a easy to deal with  
b difficult to deal with.  

6 You need to include evidence that you are positive and customer-friendly: 
a during routine delivery of customer service 
b during a busy time in your job 
c during a quiet time in your job. 
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Unit 112 Recognise and deal with customer queries, 
requests and problems 

 

Level:  1 
Credit value:  5 
UAN: M/601/1508 
 
Unit aim 
No matter how good the learner is at providing consistent and reliable customer service, some of 
their customers will from time to time expect more.  They can signal this in various ways and when 
they do the learner must know how to handle it.  Sometimes customers ask different questions and 
request special treatment.  The learner may be able to help them and they certainly need to know 
who to ask for help if necessary.  Some customers may be dissatisfied with the service and may 
present a problem.  The learner’s job is to recognise that there is a problem and make sure that the 
appropriate person deals with it.  
 
Learning outcomes 
There are three learning outcomes to this unit. The learner will: 
1 Be able to recognise and deal with customer queries and requests   
2 Be able to recognise and deal with customer problems 
3 Know how to recognise and deal with customer queries, requests and problems 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit C1 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 112 Recognise and deal with customer queries, 
requests and problems 

Assessment Criteria 

Outcome 1: Be able to recognise and deal with customer queries and 
requests 

The learner can: 
1.1 deal with queries and requests from customers in a positive and professional way 
1.2 seek information or help from a colleague if they cannot answer their customer’s query or 

request 
1.3 obtain help from a colleague if they are not able to deal with their customer’s request 
1.4 always tell their customer what is happening 
 

Outcome 2: Be able to recognise and deal with customer problems 
The learner can: 
2.1 recognise when something is a problem from the customer’s point of view 
2.2 avoid saying or doing anything which may make the problem worse 
2.3 deal with a difficult customer calmly and confidently 
2.4 recognise when to pass a problem on to an appropriate colleague 
2.5 pass the problem on to their colleague with the appropriate information 
2.6 check that the customer knows what is happening 
 

Outcome 3: Know how to recognise and deal with customer queries, 
requests and problems 

The learner can: 
3.1 list who in the organisation is able to give help and information 
3.2 state the limits of what they are allowed to do 
3.3 identify what professional behaviour is 
3.4 describe how to speak to people who are dissatisfied 
3.5 describe how to deal with difficult people 
3.6 state what customers normally expect 
3.7 identify how to recognise a problem from what a customer says or does 
3.8 describe what kinds of behaviours/actions would make situations worse 
3.9 list the organisational procedures they must follow when they deal with problems or 

complaints 
3.10 identify the types of behaviour that may make a problem worse 
 

Evidence requirements 
1 Wherever possible your evidence should be based on a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence based on a realistic working environment or a work 
placement is permissible.  Simulation is also allowed for evidence within this Unit but ideally 
this should be based on either previous or existing experience from a work placement, a 
realistic working environment or real work. (Guidelines for the assessment of Simulated 
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Activities and a Realistic Working Environment can be found in the Assessment Strategy for 
Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your evidence must include examples of problems which are: 
a brought to your attention by customers  
b identified first by you and/or by your colleagues. 

5 The problems included in your evidence must include examples of: 
a a difference between customer expectations and what is offered by your 

organisation  
b a problem resulting from a system or procedure failure. 
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Unit 217 Follow the rules to deliver customer service  
 

Level:  2 
Credit value:  4 
UAN: L/601/1614 
 
Unit aim 
This unit requires the learner to and understand the all rules that apply to customer service 
delivered by their organisation and how they apply to the learner and their job. 
 
Learning outcomes 
There are two learning outcomes to this unit. The learner will: 
1 Be able to follow their organisation’s customer service practices and procedures 
2 Know how to follow the rules to deliver customer service 
 
Guided learning hours 
It is recommended that 30 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit F2 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 217 Follow the rules to deliver customer service 
Assessment Criteria 

Outcome 1: Be able to follow their organisation’s customer service 
practices and procedures 

The learner can: 
1.1 follow organisational practices and procedures that relate to their customer service work  
1.2 recognise the limits of what they are allowed to do when delivering customer service  
1.3 refer to somebody in authority when they need to 
1.4 work in a way that protects the security of customers and their property 
1.5 work in a way that protects the security of information about customers 
 

Outcome 2: Know how to follow the rules to deliver customer service 
The learner can: 
2.1 describe organisational practices and procedures that relate to their customer service work 
2.2 identify the limits of what they are allowed to do when delivering customer service  
2.3 explain when and how they should refer to somebody in authority about the rules for 

delivering customer service  
2.4 explain how they protect the security of customers and their property  
2.5 explain how they protect the security of information about customers 
2.6 describe their health and safety responsibilities as they relate to their customer service work  
2.7 explain their responsibilities to deliver customer service treating customers equally  
2.8 explain why it is important to respect customer and organisation confidentiality  
2.9 list the main things they must do and not do in their job under legislation that affects their 

customer service work  
2.10 list the main things that they must do and not do in their job under external regulations that 

affect their customer service work 
 

Evidence requirements 
1 Wherever possible your evidence should be based on a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation. 
However, for this unit, evidence based on a realistic working environment or a work 
placement is permissible. Simulation is not allowed for any performance evidence within this 
unit. (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 The ‘organisation’ from which you draw your evidence must be the organisation you work 
for or the organisation in which you have realistic work experience. The ‘organisation’ may 
be the whole of the organisation or the business unit, division or department with which you 
are involved. 
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5 You must provide evidence of following the rules to deliver customer service:  
a during routine delivery of customer service  
b during a busy time in your job 
c during a quiet time in your job 
d when people, systems or resources have let you down 
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Unit 218 Communicate effectively with customers 
 

Level:  2 
Credit value:  5 
UAN: R/601/1212 
 
Unit aim 
To provide good customer service the learner needs to understand what customers want and how 
they feel. This means that they need to share information with them and listen carefully to them. 
Customers need to understand what the learner is telling them and what they are able to do for 
them. Communication is an essential skill for delivering good customer service. 
 
Learning outcomes 
There are two learning outcomes to this unit. The learner will: 
1 Be able to communicate effectively with customers 
2 Understand how to communicate effectively with customers 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit A3 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 218 Communicate effectively with customers 
Assessment Criteria 

Outcome 1: Be able to communicate effectively with customers 
The learner can: 
1.1 listen actively to what customers are saying 
1.2 identify the most important things that customers are telling them 
1.3 respond appropriately to what customers are telling them 
1.4 check that they understand what customers are telling them and make sure it is really what 

they mean 
1.5 summarise information for customers 
1.6 explain in a way that is clear and does not cause offence when they cannot help a customer 
1.7 use appropriate body language when communicating with customers 
1.8 read customers’ body language to help them understand their feelings and wishes   
1.9 deal with customers in a respectful, helpful and professional way at all times 
1.10 help to give good customer service by passing messages to colleagues   
 

Outcome 2: Understand how to communicate effectively with customers 
The learner can: 
2.1 identify the difference between hearing and listening 
2.2 explain how to listen actively 
2.3 describe how to read both positive and negative body language 
2.4 explain how to use body language effectively 
2.5 state how to use questions to check that they understand what customers are telling them 
2.6 identify the difference between negative and positive language 
2.7 explain how to summarise 
2.8 explain why it is important to speak clearly 
2.9 explain why it is important to use words that the customer will understand 
2.10 describe how to communicate with customers who have language, dialect or accents that 

are different from theirs 
2.11 explain why the way things are said, and the tone of voice, affects the way a customer 

experiences customer service 
2.12 identify what information is helpful to pass on in messages to colleagues so that customers 

receive good service 
 

Evidence requirements 
1 Wherever possible your evidence should be based on a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence based on a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any evidence within this Unit.  
(Guidelines for a Realistic Working Environment can be found in the Customer Service 
Assessment Strategy for S/NVQ Level 1 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 
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4 Your communication with customers may be face to face, in writing, by telephone, text 
message, e-mail, internet (including social networking), intranet or by any other method you 
would be expected to use within your job role. 

5 You need to include evidence that you have communicated effectively with customers: 
a during routine delivery of customer service 
b during a busy time in your job 
c during a quiet time in your job. 

6 You need to include evidence that you have communicated effectively with different 
customers who: 
a have an easy-going attitude 
b have a difficult attitude 
c are easy to understand 
d are difficult to understand.  

7 The messages you pass on to colleagues may be verbal, in writing or passed on by any other 
method you would be expected to use within your job. 
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Unit 219 Give customers a positive impression of 
yourself and your organisation 

 

Level:  2 
Credit value:  5 
UAN: L/601/0933  
 
Unit aim 
Excellent customer service is provided by people who are good with people. The learner’s 
behaviour affects the impression that customers have of the service they are receiving. This Unit is 
about communicating with the customers and giving a positive impression whenever dealing with a 
customer. By doing this the learner can create a positive impression of the organisation and the 
customer service it provides. All of us enjoy the experience of good customer service if we feel that 
the person serving us really wants to create the right impression, responds to us and gives us good 
information. Every detail of the learners’ behaviour counts when dealing with a customer. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to establish rapport with customers 
2 Be able to respond appropriately to customers 
3 Be able to communicate information to customers 
4 Understand how to give customers a positive impression of themselves and the 

organisation 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit A4 of the Customer Service NOS. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 219 Give customers a positive impression of 
yourself and your organisation 

Assessment Criteria 

Outcome 1: Be able to establish rapport with customers 
The learner can: 
1.1 meet their organisation’s standards of appearance and behaviour  
1.2 greet their customer respectfully and in a friendly manner 
1.3 communicate with their customer in a way that makes them feel valued and respected 
1.4 identify and confirm their customer’s expectations 
1.5 treat their customer courteously and helpfully at all times 
1.6 keep their customer informed and reassured 
1.7 adapt their behaviour to respond to different customer behaviour 
 

Outcome 2: Be able to respond appropriately to customers 
The learner can: 
2.1 respond promptly to a customer seeking help 
2.2 choose the most appropriate way to communicate with their customer 
2.3 check with their customer that they have fully understood their expectations 
2.4 respond promptly and positively to their customer’s questions and comments 
2.5 allow their customer time to consider their response and give further explanation when 

appropriate 
 

Outcome 3: Be able to communicate information to customers 
The learner can: 
3.1 quickly find information that will help their customer 
3.2 give their customer information they need about the services or products offered by their 

organisation 
3.3 recognise information that their customer might find complicated and check whether they 

fully understand 
3.4 explain clearly to their customers any reasons why their expectations cannot be met 
 

Outcome 4: Understand how to give customers a positive impression of 
themselves and the organisation 

The learner can: 
4.1 describe their organisation’s standards for appearance and behaviour 
4.2 explain their organisation’s guidelines for how to recognise what their customer wants and 

respond appropriately 
4.3 identify their organisation’s rules and procedures regarding the methods of communication 

they use 
4.4 explain how to recognise when a customer is angry or confused 
4.5 identify their organisation’s standards for timeliness in responding to customer questions 

and requests for information 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence collected in a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any performance evidence within 
this Unit. (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service at S/NVQ Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your communication with customers may be face to face, in writing, by telephone, text 
message, e-mail, internet (including social networking), intranet or by any other method you 
would be expected to use within your job role. 

5 You must provide evidence of creating a positive impression with customers: 
a during routine delivery of customer service 
b during a busy time in your job  
c during a quiet time in your job 
d when people, systems or resources have let you down. 

6 You must provide evidence that you communicate with customers effectively by: 
a using appropriate spoken or written language 
b applying the conventions and rules appropriate to the method of communication you 

have chosen. 
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Unit 220 Deal with customers face to face 
 

Level:  2 
Credit value:  5 
UAN: T/601/1221 
 
Unit aim 
This unit is about the skills the learner needs to deal with their customer in person and face to face. 
When they are working with a customer in this way, good feelings about the way the learner looks 
and behaves can improve how their customer feels about the transaction and give them greater 
satisfaction. Whilst verbal communication is important, the learner focus on their customer and the 
relationship that is formed also depends on the non-verbal communication that takes place 
between them. The learner will have many opportunities to impress their customer and their 
behaviour in this situation can make all the difference to customer behaviour and the satisfaction 
that they feel. 
 
Learning outcomes 
There are three learning outcomes to this unit. The learner will: 
1 Be able to communicate effectively with their customer 
2 Be able to improve the rapport with their customer through body language 
3 Understand how to deal with customers face to face 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit A10 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 220 Deal with customers face to face 
Assessment Criteria 

Outcome 1: Be able to communicate effectively with their customer 
The learner can: 
1.1 plan a conversation with their customer that has structure and clear direction 
1.2 hold a conversation with their customer that establishes rapport 
1.3 focus on their customer and listen carefully to ensure that they collect all possible 

information they need from the conversation 
1.4 explain their services or products and their organisation’s service offer to their customer 

clearly and concisely 
1.5 adapt their communication to meet the individual needs of their customer 
1.6 anticipate their customer’s requests and needs for information 
1.7 balance conflicting demands for their attention whilst maintaining rapport with their current 

customer 
1.8 calm down situations when one customer is adversely affecting the customer service 

enjoyed by other customers   
 

Outcome 2: Be able to improve the rapport with their customer through 
body language 

The learner can: 
2.1 present a professional and respectful image when dealing with their customer 
2.2 show an awareness of their customer’s needs for personal space 
2.3 focus their attention on their customer so that non-verbal signs do not betray disinterest, 

boredom or irritation 
2.4 ensure that their customer focus is not disrupted by colleagues 
2.5 observe all customers and the total customer service situation whilst maintaining rapport 

with their current customer 
2.6 observe their customer to read non-verbal clues about the customer’s wishes and 

expectations 
 

Outcome 3: Understand how to deal with customers face to face 
The learner can: 
3.1 explain the importance of speaking clearly and slowly when dealing with a customer face to 

face 
3.2 state the importance of taking the time to listen carefully to what the customer is saying 
3.3 identify the organisation’s procedures that impact on the way they are able to deal with their 

customers face to face 
3.4 describe the features and benefits of the organisation’s services or products 
3.5 explain the organisation’s service offer and how it affects the way they deal with customers 

face to face 
3.6 explain the principles of body language that enables them to interpret customer feelings 

without verbal communication 
3.7 explain the difference between behaving assertively, aggressively and passively 
3.8 explain why the expectations and behaviour of individual customers will demand different 

responses to create rapport and achieve customer satisfaction 
3.9 describe the agreed and recognised signs in customer behaviour in their organisation that 

indicates that their customer expects a particular action by them 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence collected in a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any performance evidence within 
this Unit.  (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service at S/NVQ Levels 1, 2, 3 and 4 – February 2010 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your evidence must include examples of dealing with customers who: 
a have standard expectations of your organisation’s customer service 
b have experienced difficulties when dealing with your organisation 
c have made a specific request for information 
d need to be informed of circumstances of which they are unaware. 

5 Your evidence must include examples of dealings with customers that are: 
a planned 
b unplanned. 

6 You must provide evidence of dealing with customers face to face: 
a during routine delivery of customer service 
b during a busy time in your job  
c during a quiet time in your job 
d when people, systems or resources have let you down. 

7 You must include examples of how you have made use of : 
a verbal communication skills 
b non-verbal communication skills. 
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Unit 221 Deliver reliable customer service 
 

Level:  2 
Credit value:  5 
UAN: J/601/1210 
 
Unit aim 
This Unit is about how the learner delivers consistent and reliable service to customers.  As well as 
being good with people, the learner needs to work with their organisation’s service systems to meet 
or exceed customer expectations.  In the learners’ job there will be many examples of how they 
combine their approach and behaviour with their organisation’s systems.  The learner will need to 
prepare for each transaction with a customer, deal with different types of customers in different 
circumstances and check that what they have done has met customer expectations.  To meet this 
standard they have to deliver excellent customer service over and over again. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to prepare to deal with customers 
2 Be able to give consistent service to customers 
3 Be able to check customer service delivery 
4 Know how to deliver reliable customer service 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit B2 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 221 Deliver reliable customer service 
Assessment Criteria 

Outcome 1: Be able to prepare to deal with customers 
The learner can: 
1.1 keep their knowledge of their organisation’s services or products up-to-date 
1.2 ensure that the area they work in is tidy, safe and organised efficiently 
1.3 prepare and arrange everything they need to deal with customers before their shift or 

period of work commences 
 

Outcome 2: Be able to give consistent service to customers 
The learner can: 
2.1 make realistic customer service promises to customers   
2.2 ensure that their promises balance the needs of their customers and their organisation 
2.3 keep their promises to customers 
2.4 inform their customers if they cannot keep their promises due to unforeseen circumstances 
2.5 recognise when their customers’ needs or expectations have changed and adapt their 

service to meet the new requirements 
2.6 keep their customers informed if delivery of the service needs to involve passing them on to 

another person or organisation 
 

Outcome 3: Be able to check customer service delivery 
The learner can: 
3.1 check that the service they have given meets their customers’ needs and expectations 
3.2 identify when they could have given better service to customers and how their service could 

have been improved 
3.3 share information with colleagues and service partners to maintain and improve their 

standards of service delivery. 
 

Outcome 4: Know how to deliver reliable customer service 
The learner can: 
4.1 describe their organisation’s services or products 
4.2 explain their organisation’s procedures and systems for delivering customer service 
4.3 describe methods or systems for measuring an organisation’s effectiveness in delivering 

customer service 
4.4 explain their organisation’s procedures and systems for checking service delivery 
4.5 explain their organisation’s requirements for health and safety in their area of work 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence collected in a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any performance evidence within 
this Unit. (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 You must provide evidence that you have worked with different customers who have 
different needs and expectations. 

5 You must provide evidence of delivering reliable customer service: 
a during routine delivery of customer service 
b during a busy time in your job  
c during a quiet time in your job 
d when people, systems or resources have let you down. 
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Unit 222 Resolve customer service problems 
 

Level:  2 
Credit value:  6 
UAN: M/601/1511 
 
Unit aim 
This unit is about what to do when it is difficult to meet customer expectations.  Even if the service 
the learner gives is excellent, some customers experience problems.  Part of the learner’s job is to 
help to resolve those problems.  There is likely to be a problem if customer expectations are not 
met.  This may be because the customer’s expectations involve more than the learner can offer or 
because service procedures have not been followed.  Some problems are reported by customers 
and sometimes the learner will spot the problem first and resolve it before their customer has even 
noticed.  As soon as the learner is aware of a problem, they need to consider the options and then 
choose a way to put it right.  This unit is particularly important in customer service because many 
customers judge how good the customer service of the organisation is by the way problems are 
handled. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to spot customer service problems 
2 Be able to pick the best solution to resolve customer service problems 
3 Be able to take action to resolve customer service problems 
4 Know how to resolve customer service problems 
 
Guided learning hours 
It is recommended that 40 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit C3 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 222 Resolve customer service problems 
Assessment Criteria 

Outcome 1: Be able to spot customer service problems 
The learner can: 
1.1 listen carefully to customers about any problem they have raised  
1.2 ask customers about the problem to check their understanding 
1.3 recognise repeated problems and alert the appropriate authority 
1.4 share customer feedback with others to identify potential problems before they happen 
1.5 identify problems with systems and procedures before they begin to affect customers  
 

Outcome 2: Be able to pick the best solution to resolve customer service 
problems 

The learner can: 
2.1 identify the options for resolving a customer service problem   
2.2 work with others to identify and confirm the options to resolve a customer service problem 
2.3 work out the advantages and disadvantages of each option for their customer and the 

organisation 
2.4 pick the best option for their customer and the organisation 
2.5 identify for their customer other ways that problems may be resolved if they are unable to 

help 
 

Outcome 3: Be able to take action to resolve customer service problems 
The learner can: 
3.1 discuss and agree the options for solving the problem with their customer 
3.2 take action to implement the option agreed with their customer 
3.3 work with others and their customer to make sure that any promises related to solving the 

problem are kept 
3.4 keep their customer fully informed about what is happening to resolve the problem 
3.5 check with their customer to make sure the problem has been resolved to the customer’s 

satisfaction 
3.6 give clear reasons to their customer when the problem has not been resolved to the 

customer’s satisfaction 
 

Outcome 4: Know how to resolve customer service problems 
The learner can: 
4.1 describe organisational procedures and systems for dealing with customer service problems   
4.2 explain how to defuse potentially stressful situations 
4.3 describe how to negotiate 
4.4 identify the limitations of what they can offer their customer 
4.5 describe types of action that may make a customer problem worse and should be avoided 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence collected in a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any performance evidence within 
this Unit. (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your evidence must include examples of resolving problems involving each of the following: 
a a problem first identified by customers  
b a problem identified within the organisation before it has affected your customer 
c a problem caused by differences between your customer’s expectations and what 

your organisation can offer 
d a problem caused by a system or procedure failure  
e a problem caused by a lack of resources or human error. 

5 You must provide evidence that you: 
a supplied relevant information when customers have requested it 
b supplied relevant information when customers have not requested it 
c have used agreed organisational procedures when solving problems 
d have made exceptions to usual practice with the agreement of others. 
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Unit 223 Deliver customer service to difficult 
customers 

 

Level:  2 
Credit value:  6 
UAN: T/601/1512 
 
Unit aim 
Many organisations have a significant proportion of difficult customers.  The customer’s attitude 
may be difficult simply because they believe that a threat or problem exists before they contact the 
organisation.  They may become difficult or even aggressive when they discover that their 
expectations are not going to be met by the organisation.  They may be very concerned or nervous 
about the outcome of dealing with the organisation.  In either case, they are difficult to deal with 
and need the learners’ understanding.  This unit is about dealing directly with these customers and 
trying to reach a resolution that satisfies everybody or at least reduces the risk of dissatisfaction.  
The learner should choose this unit only if they recognise the content as applying to a reasonable 
proportion of their exchanges with customers.  Do not choose this unit if it will be hard to find 
evidence because the learner only occasionally deals with a difficult customer. 
 
Learning outcomes 
There are three learning outcomes to this unit. The learner will: 
1 Be able to recognise when customers may be difficult to deal with 
2 Be able to deal with difficult customers 
3 Understand how to deliver customer service to difficult customers 
 
Guided learning hours 
It is recommended that 40 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit C4 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 223 Deliver customer service to difficult 
customers 

Assessment Criteria 

Outcome 1: Be able to recognise when customers may be difficult to deal 
with 

The learner can: 
1.1 recognise types of customer behaviour that are difficult to deal with 
1.2 identify aspects of their organisation’s services or products that make it difficult to deal with 

customers 
1.3 identify the signs and signals that indicate a customer may be difficult to deal with  
1.4 put themself in their customer’s position and see the situation from the customer’s point of 

view 
1.5 identify reasons why their customers may be behaving in a way that is difficult to deal with 
1.6 recognise the limits of difficult customer behaviour that their organisation will tolerate 
1.7 identify things that they may do or say that will provoke difficult responses from their 

customer 
 

Outcome 2: Be able to deal with difficult customers 
The learner can: 
2.1 listen patiently to what their customer wants to tell them 
2.2 use direct and factual questions about their customer’s feelings and what has happened to 

identify what might satisfy the customer 
2.3 check their understanding of their customer’s concerns by describing their view of the 

situation and options that might be available 
2.4 express empathy with their customer without necessarily admitting fault on the part of their 

organisation 
2.5 give clear statements or explanations of their organisation’s position 
2.6 agree a way forward that balances customer satisfaction with the needs of their 

organisation 
2.7 enlist help from colleagues if options for action are outside of their authority 
2.8 summarise clearly actions to be taken and reasons for those actions to complete the 

customer transaction 
2.9 advise their manager or the appropriate colleagues if the customer is likely to re-open the 

matter with them 
2.10 take any necessary action to protect their own safety or that of other customers or 

colleagues from a difficult customer 
 

Outcome 3: Understand how to deliver customer service to difficult 
customers 

The learner can: 
3.1 describe the types of customer behaviour that they personally find difficult to deal with  
3.2 identify reasons why some aspect of their organisation’s services or products may provoke 

difficult behaviour from customers 
3.3 identify reasons why their customer’s own actions may cause them to behave in a way that 

is difficult to deal with 
3.4 explain the meaning of having empathy for a customer’s feelings 
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3.5 identify who can be asked for help when dealing with a difficult customer 
3.6 explain the difference between assertive, aggressive and passive behaviour 
3.7 describe the importance of not simply quoting their organisation’s rules and procedures to 

counter their customer’s difficult behaviour 
3.8 state their organisation’s limits of what will be tolerated from difficult customers before the 

transaction or relationship is closed 
3.9 explain the importance of giving their manager or the appropriate colleagues notice of any 

further approaches from a difficult customer 
3.10 identify when it might be necessary to take action to protect their own safety or that of other 

customers or colleagues from a difficult customer 
 

Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation. 
However, for this Unit, evidence collected in a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any performance evidence within 
this Unit. (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 You must provide evidence of delivering customer service to difficult customers: 
a during routine delivery of customer service 
b during a busy time in your job  
c during a quiet time in your job 
d when people, systems or resources have let you down. 
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Unit 224 Develop customer relationships  
 

Level:  2 
Credit value:  6 
UAN: T/601/1526 
 
Unit aim 
When the learner deals with their customers regularly, they want to make each occasion a good 
customer experience. The impression the learner creates and the way the service is delivered 
affects this in just the same way as when they deal with a customer only once. However, a longer-
term relationship with a repeat customer also depends on building up their customer’s confidence 
in the service that the learner offers. Loyalty and a long-term relationship rely on the customer 
having a realistic view of the organisation’s service and being comfortable with it. The learner’s 
customer will return to their organisation if they feel confident that they will receive excellent 
service because they have enjoyed good customer experiences with the learner before. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to build their customer’s confidence that the service they give will be excellent   
2 Be able to meet the expectations of their customers 
3 Be able to develop the long-term relationship between their customer and their 

organisation   
4 Know how to develop customer relationships 
 
Guided learning hours 
It is recommended that 40 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit D1 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 224 Develop customer relationships 
Assessment Criteria 

Outcome 1: Be able to build their customer’s confidence that the service 
they give will be excellent 

The learner can: 
1.1 show that they behave assertively and professionally with customers  
1.2 allocate the time they take to deal with their customer following organisational guidelines 
1.3 reassure their customer that they are doing everything possible to keep the service 

promises made by the organisation 
 

Outcome 2: Be able to meet the expectations of their customers 
The learner can: 
2.1 recognise when there may be a conflict between their customer’s expectations and your 

organisation’s service offer 
2.2 balance their customer’s expectations with their organisation’s service offer by offering an 

alternative or explaining the limits of the service offer 
2.3 work effectively with others to resolve any difficulties in meeting their customer’s 

expectations 
 

Outcome 3: Be able to develop the long-term relationship between their 
customer and their organisation 

The learner can: 
3.1 give additional help and information to their customer in response to customer questions 

and comments about their organisation’s services or products   
3.2 discuss expectations with their customer and explain how these compare with their 

organisation’s services or products 
3.3 advise others of feedback received from their customer 
3.4 identify new ways of helping customers based on the feedback customers have given them 
3.5 identify added value that their organisation could offer to long-term customers 
 

Outcome 4: Know how to develop customer relationships 
The learner can: 
4.1 describe their organisation’s services or products  
4.2 explain the importance of customer retention 
4.3 explain how their own behaviour affects the behaviour of the customer 
4.4 describe how to behave assertively and professionally with customers 
4.5 describe how to defuse potentially stressful situations 
4.6 identify the limitations of their organisation’s service offer 
4.7 compare how customer expectations may change as the customer deals with their 

organisation 
4.8 identify the cost and resource implications of an extension of the service offer to meet or 

exceed customer expectations  
4.9 explain the cost implications of bringing in new customers as opposed to retaining existing 

customers 
4.10 identify who to refer to when considering any variation to their organisation’s service offer 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence collected in a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any performance evidence within 
this Unit.  (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your communication with customers may be face to face, in writing, by telephone, text 
message, e-mail, internet (including social networking), intranet or by any other method you 
would be expected to use within your job role. 

5 You must provide evidence of taking actions to meet the needs and expectations of your 
customer and of your organisation: 
a without being asked by your customer   
b at your customer’s request. 

6 You must include evidence that you have balanced the needs of your customers and your 
organisation by:  
a making use of alternative products or services offered by the organisation 
b varying the service you would normally offer within organisational guidelines 
c saying ‘no’ to your customer and explaining the limits of your organisation’s service 

offer. 
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Unit 225 Support customer service improvements 
 

Level:  2 
Credit value:  5 
UAN: A/601/1530 
 
Unit aim 
Organisations change the way they deliver service to their customers because customer 
expectations rise and because other organisations improve the services they offer. Often the most 
important ideas about how to improve customer service come from people dealing directly with 
customers. The learner’s job involves delivering customer service. If the organisation has decided to 
make changes, it is the learner’s job to support them and to present them positively to customers.  
Also, by listening to customer comments the learner may have their own ideas about how the 
service they deliver could be improved. This unit is about how the learner provides support for 
changes that their organisation has introduced. In addition, it covers how the learner presents their 
own ideas for improvements to someone in their organisation who can authorise trying out the 
change. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to use feedback to identify potential customer service improvements 
2 Be able to implement changes in customer service 
3 Be able to assist with the evaluation of changes in customer service 
4 Know how to support customer service improvements 
 
Guided learning hours 
It is recommended that 33 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit D2 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 225 Support customer service improvements 
Assessment Criteria 

Outcome 1: Be able to use feedback to identify potential customer service 
improvements 

The learner can: 
1.1 gather informal feedback from their customers 
1.2 use their organisation’s procedures to collect feedback from their customers 
1.3 use the information from their customers to develop a better understanding of their 

customer service experience 
1.4 identify ways the service they give could be improved based on information they have 

gathered 
1.5 share their ideas for improving customer service with colleagues 
 

Outcome 2: Be able to implement changes in customer service 
The learner can: 
2.1 identify a possible change that could be made to improve customer service 
2.2 present their idea for improving customer service to a colleague with the appropriate 

authority to approve the change 
2.3 carry out changes to customer service procedures based on their own idea or proposed by 

their organisation 
2.4 keep their customers informed of changes to customer service 
2.5 give customers a positive impression of changes that have been made 
2.6 work positively with others to support customer service changes 
 

Outcome 3: Be able to assist with the evaluation of changes in customer 
service 

The learner can: 
3.1 discuss with others how changes to customer service are working 
3.2 work with others to identify any negative effects of changes and how these can be avoided 
 

Outcome 4: Know how to support customer service improvements 
The learner can: 
4.1 explain how customer experience is influenced by the way service is delivered 
4.2 identify how customer feedback is obtained 
4.3 explain how to work with others to identify and support change in the way service is 

delivered 
4.4 describe why it is important to give a positive impression to their customer about the 

changes made by the organisation even if the learner disagrees with them 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
However, for this Unit, evidence collected in a realistic working environment or a work 
placement is permissible.  Simulation is not allowed for any performance evidence within 
this Unit. (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1, 2, 3 and 4 – February 2010) 

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 You must provide evidence that you have: 
a contributed to improving customer service through your own efforts  
b contributed to improving customer service by working with others. 

5 Your evidence must cover two changes with which you have been actively involved.  In each 
case you must be able to identify the part you played in; 
a linking customer feedback with the reasons for the change 
b implementing the change 
c gathering customer reactions to the change. 

6 Your evidence for each change must show how: 
a the change has improved customer service 
b your customers have reacted to the change. 

7 Each change that is part of your evidence must be significant enough for a regular customer 
to notice that the services or products you are delivering are different or that the way you 
and your colleagues deliver the services or products is different. 
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Unit 316 Deal with customers in writing or 
electronically 

 

Level:  3 
Credit value:  6 
UAN: R/601/1226 
 
Unit aim 
Some customer service delivery involves communicating with a customer in a way that creates a 
permanent record either in writing or electronically. This form of communication carries risks and 
implications that are less likely to apply to a conversation held with a customer face to face or on 
the telephone. This unit is all about how written or electronic communication can be made effective 
and can contribute to excellent customer service. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to use written or electronic communication effectively 
2 Be able to plan and send an effective written or electronic communication 
3 Be able to handle incoming written or electronic communications effectively 
4 Know how to deal with customers in writing or electronically 
 
Guided learning hours 
It is recommended that 40 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit A13 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 316 Deal with customers in writing or 
electronically 

Assessment Criteria 

Outcome 1: Be able to use written or electronic communication 
effectively 

The learner can: 
1.1 operate equipment used to communicate in writing or electronically efficiently and 

effectively 
1.2 ensure that the period of time between exchanges in writing or electronically represents 

excellent customer service 
1.3 use language that is clear and concise 
1.4 adapt their use of language to meet the individual needs of their customer 
1.5 ensure that the style and tone of their written or electronic communication follows their 

organisation’s guidelines and matches the service offer 
 

Outcome 2: Be able to plan and send an effective written or electronic 
communication 

The learner can: 
2.1 anticipate their customer’s expectations taking account of any previous exchanges they may 

have had 
2.2 assemble all the information they need to construct the communication 
2.3 plan the objective of their communication 
2.4 format their communication following their organisation’s guidelines 
2.5 open the communication positively to establish a rapport with their customer 
2.6 ensure that their customer is aware of the purpose of the communication as early as 

possible 
2.7 summarise the key point of the communication and any actions that they or their customer 

will take as a result 
 

Outcome 3: Be able to handle incoming written or electronic 
communications effectively 

The learner can: 
3.1 read their customer’s communication carefully to identify their precise reason for contacting 

you 
3.2 identify what they are seeking as the outcome of the contact 
3.3 identify all the options they have for responding to their customer and weigh up the benefits 

and drawbacks of each 
3.4 choose the option that is most likely to lead to customer satisfaction within the service offer 
3.5 summarise the outcome of the communication and any actions that they or their customer 

will take as a result 
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Outcome 4: Know how to deal with customers in writing or electronically 
The learner can: 
4.1 explain the importance of using clear and concise language 
4.2 explain the additional significance and potential risks involved in committing a 

communication to a permanent record format 
4.3 describe the effects of style and tone on the reader of a written or electronic communication 
4.4 explain the importance of adapting their language to meet the needs of customers who may 

find the communication hard to understand  
4.5 describe their organisation’s guidelines and procedures relating to written and electronic 

communication  
4.6 explain how to operate equipment used for producing and sending written or electronic 

communications 
4.7 explain the importance of keeping their customer informed if there is likely to be any delay in 

responding to a communication 
4.8 explain the risks associated with the confidentiality of written or electronic communications 
 

Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
Evidence collected in a realistic working environment or a work placement is not permissible 
for this Unit.  Simulation is not allowed for any evidence within this Unit.  

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your communication with customers may be in writing, by text message, e-mail, internet 
(including social networking), intranet or by any other method you would be expected to use 
within your job role providing that there is a permanent record of your communication with 
your customers. 

5 Your evidence must include examples of dealing with customers who: 
a have routine expectations of your organisation’s customer service 
b have experienced difficulties when dealing with your organisation 
c have made a specific request for information 
d need to be informed of circumstances of which they are unaware. 

6 The style and tone of your communication must follow organisational guidelines and you 
must provide evidence that you have taken account of: 
a your job role and position in your organisation 
b the personal style and preferences of your customer 
c the conventions of the medium of communication you are using. 

7 You must show that you have communicated with customers when: 
a you have initiated the contact 
b you are responding to a customer. 
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Unit 317 Organise the delivery of reliable customer 
service 

 

Level:  3 
Credit value:  6 
UAN: Y/601/1230 
 
Unit aim 
This unit is about how the learner delivers and maintains excellent and reliable customer service The 
role of the learner may or may not involve supervisory or management responsibilities but they are 
expected to take some responsibility for the resources and systems they use which support the 
service that they give. In the learner’s job they must be alert to customer reactions and know how 
they can be used to improve the service that they give.  In addition, customer service information 
must be recorded to support reliable service. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to plan and organise the delivery of reliable customer service 
2 Be able to review and maintain customer service delivery 
3 Be able to use recording systems to maintain reliable customer service 
4 Understand how to organise the delivery of reliable customer service   
 
Guided learning hours 
It is recommended that 40 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit B10 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 317 Organise the delivery of reliable customer 
service 

Assessment Criteria 

Outcome 1: Be able to plan and organise the delivery of reliable customer 
service 

The learner can: 
1.1 plan, prepare and organise everything they need to deliver services or products to different 

types of customers  
1.2 organise what they do to ensure that they are consistently able to give prompt attention to 

your customers 
1.3 reorganise their work to respond to unexpected additional workloads 
 

Outcome 2: Be able to review and maintain customer service delivery 
The learner can: 
2.1 maintain service delivery during very busy periods and unusually quiet periods    
2.2 maintain service delivery when systems, people or resources have let them down 
2.3 consistently meet their customers’ expectations 
2.4 balance the time they take with their customers with the demands of other customers 

seeking their attention 
2.5 respond appropriately to their customers when customers make comments about the 

products or services they are offering 
2.6 alert others to repeated comments made by their customers 
2.7 take action to improve the reliability of their service based on customer comments 
2.8 monitor the action they have taken to identify improvements in the service they give to their 

customers 
 

Outcome 3: Be able to use recording systems to maintain reliable 
customer service 

The learner can: 
3.1 record and store customer service information accurately following organisational 

guidelines 
3.2 select and retrieve customer service information that is relevant, sufficient and in an 

appropriate format 
3.3 quickly locate information that will help solve a customer’s query 
3.4 supply accurate customer service information to others using the most appropriate method 

of communication 
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Outcome 4: Understand how to organise the delivery of reliable customer 
service 

The learner can: 
4.1 describe organisational procedures for unexpected situations and their role within them  
4.2 describe resource implications in times of staff sickness and holiday periods and their 

responsibility at these times 
4.3 explain the importance of having reliable and fast information for their customers and their 

organisation 
4.4 evaluate the organisational procedures and systems for delivering customer service 
4.5 identify useful customer feedback and explain how to decide which feedback should be 

acted on 
4.6 describe how to communicate feedback from customers to others 
4.7 evaluate the organisational procedures and systems for recording, storing, retrieving and 

supplying customer service information 
4.8 explain the legal and regulatory requirements regarding the storage of data 
 

Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation. 
Evidence collected in a realistic working environment or a work placement is not permissible 
for this Unit.  Simulation is not allowed for any performance evidence within this Unit.  

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 You need to include evidence that you have dealt with a variety of customers including: 
a customers who are easy to deal with 
b customers who are difficult to deal with  
c existing customers  
d new customers. 

5 Your evidence must show that you have: 
a taken responsibility for your own actions in the delivery of customer service 
b used spontaneous customer feedback to improve customer service 
c used customer feedback that you have requested to improve customer service 

6 The system you use for recording data can be manual or electronic. 
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Unit 318 Improve the customer relationship 
 

Level:  3 
Credit value:  7 
UAN: H/601/1232 
 
Unit aim 
To improve relationships with their customers, learners need to deliver consistent and reliable 
customer service. In addition, customers need to feel that the learner genuinely wants to give them 
high levels of service and that the learner makes every possible effort to meet or exceed their 
expectations. This encourages loyalty from external customers or longer-term service partnerships 
with internal customers.  The learner needs to be proactive in their dealings with their customers 
and to respond professionally in all situations. The learner needs to negotiate between their 
customers and their organisation or department in order to find some way of meeting their 
customers’ expectations. In addition the learner needs to make extra efforts to delight their 
customers by exceeding customer service expectations. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to improve communication with their customers 
2 Be able to balance the needs of their customer and their organisation 
3 Be able to exceed customer expectations to develop the relationship 
4 Understand how to improve the customer relationship 
 
Guided learning hours 
It is recommended that 47 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit B11 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 318 Improve the customer relationship 
Assessment Criteria 

Outcome 1: Be able to improve communication with their customers 
The learner can: 
1.1 select and use the best method of communication to meet their customers’ expectations 
1.2 take the initiative to contact their customers to update them when things are not going to 

plan or when they require further information 
1.3 adapt their communication to respond to individual customers’ feelings 
 

Outcome 2: Be able to balance the needs of their customer and their 
organisation 

The learner can: 
2.1 meet their customers’ expectations within their organisation’s service offer    
2.2 explain the reasons to their customers sensitively and positively when customer 

expectations cannot be met 
2.3 identify alternative solutions for their customers either within or outside the organisation 
2.4 identify the costs and benefits of these solutions to their organisation and to their customers 
2.5 negotiate and agree solutions with their customers which satisfy them and are acceptable to 

their organisation 
2.6 take action to satisfy their customers with the agreed solution when balancing customer 

needs with those of their organisation 
 

Outcome 3: Be able to exceed customer expectations to develop the 
relationship 

The learner can: 
3.1 make extra efforts to improve their relationship with their customers 
3.2 recognise opportunities to exceed their customers’ expectations 
3.3 take action to exceed their customers’ expectations within the limits of their own authority 
3.4 gain the help and support of others to exceed their customers’ expectations 
 

Outcome 4: Understand how to improve the customer relationship 
The learner can: 
4.1 describe how to make best use of the method of communication chosen for dealing with 

their customers 
4.2 explain how to negotiate effectively with their customers 
4.3 explain how to assess the costs and benefits to their customers and their organisation of any 

unusual agreement they make 
4.4 explain the importance of customer loyalty and/or improved internal customer relationships 

to their organisation   
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
Evidence collected in a realistic working environment or a work placement is not permissible 
for this Unit.  Simulation is not allowed for any performance evidence within this Unit.  

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your evidence must include examples of using:  
a organisational procedures 
b exceptions to standard practice that are legal and benefit your organisation. 

5 You need to provide evidence that you have dealt with customers who: 
a have different needs and expectations 
b appear angry or confused 
c behave unusually. 
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Unit 319 Monitor and solve customer service problems 
 

Level:  3 
Credit value:  6 
UAN: J/601/1515 
 
Unit aim 
The learner’s job involves delivering and organising excellent customer service.  However good the 
service provided, some of their customers will experience problems and the learner will spot and 
solve other problems before their customers even know about them.  This Unit is about the part of 
their job that involves solving immediate customer service problems.  It is also about changing 
systems to avoid repeated customer service problems.  Remember that some customers judge the 
quality of their customer service by the way that the learner solves customer service problems.  The 
learner can impress customers and build customer loyalty by sorting out those problems efficiently 
and effectively.  Sometimes a customer service problem presents an opportunity to impress a 
customer in a way that would not have been possible if everything had gone smoothly. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to solve immediate customer service problems 
2 Be able to identify repeated customer service problems and options for solving them 
3 Be able to take action to avoid the repetition of customer service problems 
4 Understand how to monitor and solve customer service problems 
 
Guided learning hours 
It is recommended that 40 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit C5 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 319 Monitor and solve customer service problems 
Assessment Criteria 

Outcome 1: Be able to solve immediate customer service problems 
The learner can: 
1.1 respond positively to customer service problems following organisational guidelines  
1.2 solve customer service problems when they have sufficient authority 
1.3 work with others to solve customer service problems 
1.4 keep customers informed of the actions being taken 
1.5 check with customers that they are comfortable with the actions being taken 
1.6 solve problems with service systems and procedures that might affect customers before 

customers become aware of them 
1.7 inform managers and colleagues of the steps taken to solve specific problems 
 

Outcome 2: Be able to identify repeated customer service problems and 
options for solving them 

The learner can: 
2.1 identify repeated customer service problems 
2.2 identify the options for dealing with a repeated customer service problem and consider the 

advantages and disadvantages of each option 
2.3 work with others to select the best option for solving a repeated customer service problem, 

balancing customer expectations with the needs of the organisation 
 

Outcome 3: Be able to take action to avoid the repetition of customer 
service problems 

The learner can: 
3.1 obtain the approval of somebody with sufficient authority to change organisational 

guidelines in order to reduce the chance of a problem being repeated 
3.2 action their agreed solution 
3.3 keep their customers informed in a positive and clear manner of steps being taken to solve 

any service problems 
3.4 monitor the changes they have made and adjust them if appropriate 
 

Outcome 4: Understand how to monitor and solve customer service 
problems 

The learner can: 
4.1 describe organisational procedures and systems for dealing with customer service problems     
4.2 describe the organisational procedures and systems for identifying repeated customer 

service problems 
4.3 explain how the successful resolution of customer service problems contributes to customer 

loyalty with the external customer and improved working relationships with service partners 
or internal customers 

4.4 explain how to negotiate with and reassure customers while their problems are being solved 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
Evidence collected in a realistic working environment or a work placement is not permissible 
for this Unit.  Simulation is not allowed for any performance evidence within this Unit.  

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your evidence must include examples of problems which are: 
a brought to your attention by customers  
b are identified first by you and/or by a colleague. 

5 The problems included in your evidence must include examples of a: 
a difference between customer expectations and what is offered by your organisation  
b problem resulting from a system or procedure failure 
c problem resulting from a shortage of resources or human error. 

6 You must show that you have considered the options for solving problems from the point of 
view of: 
a your customer 
b the potential benefits to your organisation 
c the potential risks to your organisation. 

7 You must provide evidence that you have made use of options that:  
a follow organisational procedures or guidelines 
b make agreed and authorised exceptions to usual practice. 
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Unit 320 Work with others to improve customer service 
 

Level:  3 
Credit value:  8 
UAN: D/601/1553 
 
Unit aim 
Teamwork is a key component of delivering and improving excellent customer service. The people 
the learner works with to improve customer service may include one or more of the following:  team 
members; colleagues; suppliers; service partners; supervisors; managers; team leaders. The 
delivery of excellent customer service depends on their skills and those of others. It involves 
communicating with each other and agreeing how they can work together to give a more effective 
service. They all need to work together positively. The learner must also monitor their own and the 
team’s performance and change the way they do things if that improves customer service. This unit 
is about how the learner develops a relationship with others to improve their customer service 
performance. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to improve customer service by working with others 
2 Be able to monitor their own performance when improving customer service 
3 Be able to monitor team performance when improving customer service 
4 Understand how to work with others to improve customer service 
 
Guided learning hours 
It is recommended that 53 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit D8 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
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Unit 320 Work with others to improve customer service 
Assessment Criteria 

Outcome 1: Be able to improve customer service by working with others 
The learner can: 
1.1 contribute constructive ideas for improving customer service 
1.2 identify what they have to do to improve customer service and confirm this with others 
1.3 agree with others what they have to do to improve customer service 
1.4 co-operate with others to improve customer service 
1.5 keep their commitments made to others 
1.6 make others aware of anything that may affect plans to improve customer service 
 

Outcome 2: Be able to monitor their own performance when improving 
customer service 

The learner can: 
2.1 discuss with others how what they do affects customer service performance   
2.2 identify how the way they work with others contributes towards improving customer service 
 

Outcome 3: Be able to monitor team performance when improving 
customer service 

The learner can: 
3.1 discuss with others how teamwork affects customer service performance 
3.2 work with others to collect information on team customer service performance 
3.3 identify with others how customer service teamwork could be improved 
3.4 take action with others to improve customer service performance 
 

Outcome 4: Understand how to work with others to improve customer 
service 

The learner can: 
4.1 describe who else is involved either directly or indirectly in the delivery of customer service 
4.2 describe the roles and responsibilities of others in their organisation 
4.3 describe the roles of others outside their organisation who have an impact on their services 

or products 
4.4 evaluate what the goals or targets of their organisation are in relation to customer service 

and how these are set 
4.5 evaluate how their organisation identifies improvements in customer service 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
Evidence collected in a realistic working environment or a work placement is not permissible 
for this Unit.  Simulation is not allowed for any performance evidence within this Unit.  

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 Your evidence must include examples of agreeing customer service roles and 
responsibilities which are: 
a part of your own role 
b part of other people’s roles. 

5 You must provide evidence that you have worked with two of these groups of people: 
a team members or colleagues 
b suppliers or service partners 
c supervisors, team leaders or managers. 

6 Your evidence must show that your work with others involves communication by two of 
these methods as expected within your job role: 
a face to face 
b in writing 
c by telephone 
d using text messages 
e by e-mail 
f using the internet (including social networking) 
g using an intranet. 
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Unit 321 Promote continuous improvement 
 

Level:  3 
Credit value:  7 
UAN: H/601/1554 
 
Unit aim 
This unit covers the key competence of the customer service professional. The learner must be 
dedicated to the continuous improvement of customer service and this involves organising changes 
in the way customer service is delivered over and over again. The learner will need to identify 
potential changes, think through their consequences and make them work. Above all, this unit 
covers the competence of organising and seeing through change that is sustainable and is in the 
spirit of continuous improvement in customer service. 
 
Learning outcomes 
There are four learning outcomes to this unit. The learner will: 
1 Be able to plan improvements in customer service based on customer feedback 
2 Be able to implement changes in customer service 
3 Be able to review changes to promote continuous improvement 
4 Understand how to promote continuous improvement 
 
Guided learning hours 
It is recommended that 47 hours should be allocated for this unit, although patterns of delivery are 
likely to vary. 
 
Details of the relationship between the unit and relevant national occupational standards 
This unit directly relates to Unit D9 of the Customer Service NOS 2010. 
 
Support of the unit by a sector or other appropriate body 
This unit has been developed by the Institute of Customer Service.  
 
Assessment 
This unit will be assessed by portfolio of evidence, as specified in the Institute of Customer Service 
(ICS) Customer Service Assessment Strategy 2010. 
 



 

7593 Business Skills: Customer Service (A2) units 57 

Unit 321 Promote continuous improvement 
Assessment Criteria 

Outcome 1: Be able to plan improvements in customer service based on 
customer feedback 

The learner can: 
1.1 gather feedback from customers that will help to identify opportunities for customer service 

improvement 
1.2 analyse and interpret feedback to identify opportunities for customer service improvements 

and propose changes 
1.3 discuss with others the potential effects of any proposed changes for their customers and 

their organisation 
1.4 negotiate changes in customer service systems and improvements with somebody with 

sufficient authority to approve trial or full implementation of the change 
 

Outcome 2: Be able to implement changes in customer service 
The learner can: 
2.1 organise the implementation of authorised changes  
2.2 implement the changes following organisational guidelines 
2.3 inform people inside and outside their organisation who need to know of the changes being 

made and the reasons for them 
2.4 monitor early reactions to changes and make appropriate fine-tuning adjustments 
 

Outcome 3: Be able to review changes to promote continuous 
improvement 

The learner can: 
3.1 collect and record feedback on the effects of changes   
3.2 analyse and interpret feedback and share their findings on the effects of changes with others 
3.3 summarise the advantages and disadvantages of the changes 
3.4 use their analysis and interpretation of changes to identify opportunities for further 

improvement 
3.5 present these opportunities to somebody with sufficient authority to make them happen 
 

Outcome 4: Understand how to promote continuous improvement 
The learner can: 
4.1 review how service improvements in their area affect the balance between overall customer 

satisfaction, the costs of providing service and regulatory requirements   
4.2 explain how customer experience is influenced by the way service is delivered 
4.3 explain how to collect, analyse and present customer feedback 
4.4 explain how to make a business case to others to bring about change in the products or 

services they offer 
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Evidence requirements 
1 Your evidence should be collected when carrying out a real job, whether paid or voluntary, 

and when dealing with real customers, whether internal or external to the organisation.  
Evidence collected in a realistic working environment or a work placement is not permissible 
for this Unit.  Simulation is not allowed for any performance evidence within this Unit.  

2 You may collect the evidence for the Unit through work in a private sector organisation, a 
not-for-profit organisation or a public services organisation. 

3 You must provide evidence that shows you have done this over a sufficient period of time 
with different customers on different occasions for your assessor to be confident that you 
are competent. 

4 You must provide evidence that you have organised changes over a period of time which 
have resulted in sustainable continuous improvement in customer service. 

5 You must show that your proposals for improvements: 
a are based on planned and analysed customer feedback  
b take into account all relevant regulations 
c take into account the costs and benefits to the organisation. 

6 You may carry out this work alone or with colleagues. However, you must provide evidence 
that you have taken an active role in: 
a collecting and analysing feedback  
b proposing initiatives for change  
c implementing the change 
d evaluating and reviewing the change. 

7 Your evidence must clearly show the part you have played in each step of the continuous 
improvement process. 

8 The changes that you propose and initiate may be changes in how services or products are 
supplied or in how you and your colleagues behave when delivering services or products. 



 

  
 

Useful contacts 
 

Type Contact Query 

UK learners T: +44 (0) 844 543 0033 
E: learnersupport@cityandguilds.com 

 General qualification information 

International 
learners 

T: +44 (0)20 7294 2885 
F: +44 (0)20 7294 2413 
E: intcg@cityandguilds.com 

 General qualification information  

Centres T: +44(0) 844 543 0000 
F: +44 (0)20 7294 2413 
E: centresupport@cityandguilds.com 

 Exam entries  

 Registrations/enrolment  

 Certificates  

 Invoices  

 Missing or late exam materials  

 Nominal roll reports  

 Results 

Single subject 
qualifications 

T: +44 (0)20 7294 8080 
F: +44 (0)20 7294 2413 
F: +44 (0)20 7294 2404 (BB forms) 
E: singlesubjects@cityandguilds.com 

 Exam entries  

 Results  

 Certification  

 Missing or late exam materials  

 Incorrect exam papers  

 Forms request (BB, results entry)  

 Exam date and time change 

International 
awards 

T: +44 (0)20 7294 2885 
F: +44 (0)20 7294 2413 
E: intops@cityandguilds.com 

 Results  

 Entries  

 Enrolments  

 Invoices  

 Missing or late exam materials  

 Nominal roll reports 

Walled Garden T: +44 (0)20 7294 2840 
F: +44 (0)20 7294 2405 
E: walledgarden@cityandguilds.com 

 Re-issue of password or username  

 Technical problems  

 Entries  

 Results  

 GOLA  

 Navigation  

 User/menu option problems 

Employer T: +44 (0)121 503 8993 
E: business_unit@cityandguilds.com 

 Employer solutions  

 Mapping  

 Accreditation  

 Development Skills  

 Consultancy 

Publications T: +44 (0)20 7294 2850 
F: +44 (0)20 7294 3387 

 Logbooks  

 Centre documents  

 Forms  

 Free literature 

If you have a complaint, or any suggestions for improvement about any of the services that City & Guilds 
provides, email: feedbackandcomplaints@cityandguilds.com  
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