Appendix 1 Unit recording forms
The following recording documentation has been made available for your use. These are examples and may be adapted to suit the needs of the centre
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Unit 301 Understand customer service to improve service delivery

	Standards
	Evidence Requirements
	Location ref:

	
	1
	2
	3
	4
	5
	6
	

	301.1.1 explain how your organisation builds a service offer that will meet customer expectations
	
	
	
	
	
	
	

	301.1.2 describe how the service offer is affected by financial and other resource limitations
	
	
	
	
	
	
	

	301.1.3 describe what effects the service offer may have on the service chain
	
	
	
	
	
	
	

	301.1.4 give examples of how customers may form their expectations of the services or products
	
	
	
	
	
	
	

	301.1.5 explain the importance of effective teamwork and service partnerships for the delivery of excellent customer service
	
	
	
	
	
	
	

	301.1.6 give examples of the similarities and differences in planning customer service offers for the commercial, public sector and private sector not-for-profit organisations
	
	
	
	
	
	
	

	301.1.7 explain how customer service can provide added value to a public sector or private sector not-for-profit organisation
	
	
	
	
	
	
	

	301.1.8 explain how customer service can provide a competitive advantage for a commercial organisation
	
	
	
	
	
	
	

	301.1.9 explain why your organisation must limit the level of customer service it gives in order to balance customer satisfaction with organisational goals
	
	
	
	
	
	
	

	301.1.10 explain how your behaviour and the behaviour of customers can influence the level of customer satisfaction achieved
	
	
	
	
	
	
	

	301.1.11 give positive examples of how you deal with different customer behaviours and personalities when managing problems and complaints
	
	
	
	
	
	
	

	301.1.12 explain the importance of effective communication in the delivery of excellent customer service
	
	
	
	
	
	
	

	301.1.13 give examples of how you ensure that communication with diverse groups of customers is effective and efficient
	
	
	
	
	
	
	


Unit 301 Understand customer service to improve service delivery

	Standards
	Evidence Requirements
	Location Ref:

	
	1
	2
	3
	4
	5
	6
	

	301.1.14 explain the significance of continuous improvement within customer service and the way that change and the management of change are central to ongoing customer satisfaction
	
	
	
	
	
	
	

	301.2.1 give examples of approaches different sectors may take to customer service
	
	
	
	
	
	
	

	301.2.2 explain your organisation’s policies and procedures for the delivery of services or products and why it is important to follow them
	
	
	
	
	
	
	

	301.2.3 give examples of the service offer of competitors of your organisation or explain how your organisation’s service offer is benchmarked if it is not in a competitive environment
	
	
	
	
	
	
	

	301.2.4 give examples of the essential features and benefits of your organisation’s services or products that influence customer service delivery and satisfaction
	
	
	
	
	
	
	

	301.2.5 describe how your organisation balances its needs with customer expectations and needs
	
	
	
	
	
	
	

	301.2.6 explain the ethical and values base of your organisation’s approach to customer service
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Unit 302 Know the rules to follow when delivering customer service

	Standards
	Evidence Requirements
	Location Ref:

	
	1
	2
	3
	4
	5
	6
	7
	

	
	
	
	
	
	
	
	a
	b
	c
	

	302.1.1 describe organisational policies and procedures that you would need to take into account to propose improvements or developments to customer service
	
	
	
	
	
	
	
	
	
	

	302.1.2 describe how you would obtain authorisation to change customer service practices
	
	
	
	
	
	
	
	
	
	

	301.1.3 explain the limits of your own authority and who else in the organisation would need to be involved if additional authority is needed for improvements or developments
	
	
	
	
	
	
	
	
	
	

	302.1.4 explain how you would involve colleagues or service partners in the implementation of improvements or changes
	
	
	
	
	
	
	
	
	
	

	302.2.1 explain relevant regulation and legislation relating to consumer protection
	
	
	
	
	
	
	
	
	
	

	302.2.2 describe relevant regulation and legislation relating to data protection
	
	
	
	
	
	
	
	
	
	

	302.2.3 explain relevant regulation and legislation relating to disability discrimination and equal opportunities
	
	
	
	
	
	
	
	
	
	

	302.2.4 explain relevant regulation and legislation relating to diversity and inclusion and discrimination for reasons other than disability
	
	
	
	
	
	
	
	
	
	

	302.2.5 explain relevant regulation and legislation relating to health and safety of customers and colleagues
	
	
	
	
	
	
	
	
	
	

	302.2.6 explain the need to balance the requirements of regulation with the needs and objectives of your organisation
	
	
	
	
	
	
	
	
	
	

	302.2.7 describe how you would incorporate relevant regulation and legislation when planning and implementing improvements and developments
	
	
	
	
	
	
	
	
	
	


Unit 302 Know the rules to follow when delivering customer service

	Assessor signature
	
	
	
	Print name
	
	

	Date completed
	
	
	
	
	
	


Sampled by Internal verifier:  YES/NO

	Internal verifier signature
	
	
	
	Print name
	
	

	Date verified
	
	
	
	
	
	


Unit 205 Make customer service personal

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	

	
	a
	b
	c
	d
	e
	f
	g
	
	
	
	a
	b
	c
	a
	b
	a
	b
	

	205.1.1 identify which of your organisation’s systems or procedures allows you to add a personal touch to your service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.1.2 use the cues and information that your customer gives to develop the personal service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.1.3 let your customer know that you understand and that you are there to help
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.1.4 identify opportunities to help or direct your customer outside of normal routines and procedures
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.1.5 identify customers with particular needs who would especially appreciate personal service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.1.6 balance the time you take when giving individual attention to one customer with the needs and expectations of other customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.1.7 make extra efforts to show how willing and able you are to give a more personal service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.2.1 greet and deal with your customer in a way that respects them as an individual 
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.2.2 focus your attention on the customer you are dealing with
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.2.3 always communicate with your customer in a friendly and open way
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.2.4 use your customer’s name where it is known and appropriate
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.2.5 follow your organisation’s guidelines about giving your customer your own name and contact details
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	205.2.6 concentrate on building a ‘one to one’ relationship with your customer by making them feel valued and respected
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Unit 206 Go the extra mile in customer service

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	
	
	
	
	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	

	206.1.1 explain the service offer clearly and concisely
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.1.2 identify your customer’s expectations and needs
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.1.3 match the service offer with your customer’s expectations and needs and identify the key differences
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.1.4 identify options for other actions that will give added value customer service and might impress your customer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.1.5 choose actions that are most appropriate to impress your customer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.2.1 match your ideas for added value customer service against your authority to see them through
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.2.2 check that your ideas for added value customer service are possible within your organisation’s guidelines
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.2.3 check that your ideas for added value customer service are possible within regulatory boundaries
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.2.4 check that your ideas for added value customer service will not unreasonably affect the service to your other customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.2.5 explain your ideas for added value service to a senior colleague or other appropriate authority if necessary
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 206 Go the extra mile in customer service

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	
	
	
	
	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	

	206.3.1 take the appropriate action to go the extra mile
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.3.2 ensure that your customer is aware of the added value of your actions
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.3.3 monitor the effects of your added value actions to ensure that the service is given to your other customers is not affected unreasonably
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.3.4 note and pass on positive feedback from y our customer about your actions
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	206.3.5 suggest that an extra mile action becomes routine if you have seen it work several times and it could be accommodated within the service offer.
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Unit 207 Deal with customer in writing or using ICT

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	

	207.1.1 operate equipment used to communicate in writing or using ICT efficiently and effectively
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.1.2 ensure that the period of time between exchanges in writing or using ICT represents excellent customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.1.3 use language that is clear and concise
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.1.4 adapt your use of language to meet the individual needs of your customer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.1.5 ensure that the style and tone of your written or ICT communication follows your organisation’s guidelines and matches the service offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.2.1 Anticipate your customer’s expectations taking account of any previous exchanges you may have had
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.2.2 assemble all the information you need to construct the communication
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.2.3 plan the objective of your communication
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.2.4 format your communication following your organisation’s guidelines
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.2.5 open the communication positively to establish a rapport with your customer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.2.6 ensure that your customer is aware of the purpose of the communication as early as possible
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.2.7 summarise the key point of the communication and any actions that you or your customer will take as a result
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 207 Deal with customer in writing or using ICT

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	

	207.3.1 read your customer’s communication carefully to identify their precise reason for contacting you
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.3.2 identify what they are seeking as the outcome of the contract
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.3.3 identify all the options you have for responding to your customer and weigh up the benefits and drawback of each
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.3.4 choose the option that is most likely to lead to customer satisfaction within the service offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	207.3.5 summarise the outcome of the communication and any actions that you or your customer will take as a result
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Unit 303 Use customer service as a competitive tool
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	c
	

	303.1.1 develop your own and colleagues’ understanding of the services and products offered by your organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.1.2 analyse your organisation’s service offer and the ways in which it compares with those of your competitors
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.1.3 set an example for colleagues and present an image to your customers that reinforces your organisation’s service offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.1.4 encourage customer service actions that create and develop customer loyalty
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.2.1 take positive actions and encourage colleagues to take actions that provide individual customers with added value within your organisation’s service offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.2.2 remind your customers about your service offer and the extra benefit it provides over those of your competitors
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.2.3 offer additional technical advice to customers within your organisation’s service offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.2.4 show awareness of the financial implications of any added value actions that you or your colleagues might offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.2.5 meet customer service targets to ensure that your customers see the benefit of dealing with you rather than with a competitor
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.2.6 re-direct customers to other service providers without offence when their expectations cannot be met by your organisation’s service offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 303 Use customer service as a competitive tool
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	c
	

	303.2.7 ensure that customers who have shown a previous interest in repeat and additional services are reminded of this
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	303.2.8 encourage colleagues to offer complementary services and products when customer satisfaction indicates that your customers would be interested in them
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Unit 304 Organise the promotion of services or products to customers

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	

	
	a
	b
	c
	d
	e
	
	
	
	a
	b
	a
	b
	c
	a
	b
	

	304.1.1 offer additional services or products to your customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.1.2 identify the benefits of offering additional services or products for your customers and the organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.1.3 explain the features and benefits of additional services or products to your customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.1.4 identify ways of encouraging customers to ask about additional services or products
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.2.1 discuss with others ways of promoting additional services or products to your customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.2.2 implement procedures to ensure that customers interested in additional services or products are dealt with promptly
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.2.3 promote services or products which will suit your customers but which are supplied from outside your own area of the organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.2.4 help customers to access services or products which are supplied outside of your own area of the organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.3.1 devise methods to inform customers about additional services or products
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.3.2 use different methods to inform customers about additional services and products and record successes and failures against each method
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.3.3 use your record of successes and failures to identify the best approach for offering additional services or products
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	304.3.4 share information with others regarding the best approach to take when offering additional services or products to your customers
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Unit 211 Deliver customer service on your customer premises

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	

	211.1.1 prepare for a visit to your customer’s premises and ensure they know when and why you will be there
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.2 identify yourself to your customer showing official identification whenever possible
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.3 show a positive and friendly approach to the service you are about to give
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.4 use appropriate language and behaviour and show your customer respect at all times
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.5 explain to your customer exactly what you are going to do and approximately how long you expect to take
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.6 listen to any concerns that your customer may have and acknowledge them
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.7 keep your customer informed of progress and about any cause for delay that might take place
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.8 keep your customer informed of any variation to the work that could involve additional time or cost
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.1.9 consult your customer when you will have to do work that they had not expected
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.1 show respect to your customer’s premises and possessions by treating them with care
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.2 consider the customer service implications of each action and, when appropriate, inform your customer of what will be involved
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.3 take the time to give your customer confidence in your knowledge and skills
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 211 Deliver customer service on your customer premises

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	
	
	
	a
	b
	c
	d
	a
	b
	a
	b
	a
	b
	

	211.2.4 inform your customer when you have finished and reinforce how the work has been handled professionally
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.5 check that your customer is satisfied with the work and listen carefully to any feedback
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.6 inform your customer of timescales if any follow up work is involved
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.7 ensure that timescales to follow up work are kept
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.8 keep your customer informed if timescales for follow up are not going to be met
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.9 explain clearly to your customer why you cannot do work that is not specified in the service offer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	211.2.10 ensure that your customer has the appropriate details to contact your organisation if they need to
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Unit 212 Recognise diversity when delivering customer service

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	
	
	
	a
	b
	c
	a
	b
	c
	d
	e
	f
	g
	h
	i
	j
	k
	l
	a
	b
	

	212.1.1 observe verbal and non-verbal clues that provide information about your customer’s expectations and needs
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.1.2 identify reasonable assumptions you might make about your customer basing your judgement on your customer’s appearance and their communication with you
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.1.3 test each assumption about your customer against your own beliefs about various categories of people that might include your customer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.1.4 check your assumptions by questioning your customer to ensure that the impression you are forming is based on sound evidence from your customer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.1.5 adjust your assumptions about your customer’s expectations and needs as a result of further clues you have collected through talking with your customer
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.1.6 identify and avoid features of standard stereotypes that might be applied to your customer that could carry the risk of causing offence
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.2.1 follow organisational procedures and guidelines that seek to make customer service inclusive for diverse groups of customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 212 Recognise diversity when delivering customer service

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	
	
	
	a
	b
	c
	a
	b
	c
	d
	e
	f
	g
	h
	i
	j
	k
	l
	a
	b
	

	212.2.2 show respect for your customer’s individual beliefs, expectations and needs that may result from their membership of a particular group
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.2.3 vary your approach to your customer to take account of their beliefs, expectations and needs that result from their membership of a particular group
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	212.2.4 work with colleagues to identify consistent approaches that team members should adopt when dealing with particular groups
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Unit 305 Deliver customer service using service partnership
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	
	
	
	
	a
	b
	a
	b
	a
	b
	

	305.1.1 explain how the way you work with individual service partners represents a supplier/customer relationship
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.1.2 explain who is involved in the service chain that supplies your end user customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.1.3 identify which of these is internal and external to your organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.1.4 use the principles and practices applied to external customers to deliver excellent customer service to internal customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.1.5 work with internal customers and internal or external suppliers in the service chain to improve service to external customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.1.6 communicate effectively with internal customers to ensure that they are aware of any aspects of your work that might affect them
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.2.1 create a positive relationship between internal or external suppliers and customers by establishing rapport and showing understanding of everyone’s roles in the service chain
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.2.2 identify where power and authority exist within the service chain and agree on when and how they should be included
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.2.3 negotiate with internal customers and internal or external suppliers to establish service procedures that are acceptable to all and contribute to excellent customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 305 Deliver customer service using service partnership
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	
	
	
	
	a
	b
	a
	b
	a
	b
	

	305.2.4 develop positive relationships with an internal customer or supplier that are reflected in a service level agreement that makes a positive contribution to the relationship
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.2.5 work with colleagues to develop and maintain awareness that a team within a service chain cannot work in isolation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	305.2.6 agree with service partners how your work will be prioritised if there is a conflict of interest between the demands of internal and external customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


	Assessor signature
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Unit 306 Organise the delivery of reliable customer service
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	a
	b
	c
	d
	a
	b
	c
	a
	b
	
	

	306.1.1 plan, prepare and organise everything you need to deliver a variety of services or products to different types of customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.1.2 organise what you do to ensure that you are consistently able to give prompt attention to your customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.1.3 reorganise your work to respond to unexpected additional workloads
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.2.1 maintain service delivery during very busy periods and unusually quiet periods and when systems, people or resources have let you down
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.2.2 consistently meet your customers’ expectations
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.2.3 balance the time you take with your customers with the demands of other customers seeking your attention
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.2.4 respond appropriately to your customers when they make comments about the products or services you are offering
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.2.5 alert others to repeated comments made by your customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.2.6 take action to improve the reliability of your service based on customer comments
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.2.7 monitor whether the action you have taken has improved the service you give to your customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 306 Organise the delivery of reliable customer service
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	a
	b
	c
	d
	a
	b
	c
	a
	b
	
	

	306.3.1 record and store customer service information accurately following organisational guidelines
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.3.2 select and retrieve customer service information that is relevant, sufficient and in an appropriate format
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.3.3 quickly locate information that will help solve a customer’s query
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	306.3.4 supply accurate customer service information to others using the most appropriate method of communication
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Unit 307 Improve the customer relationship
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	

	
	a
	b
	c
	d
	
	
	
	a
	b
	a
	b
	c
	

	307.1.1 select and use the best method of communication to meet your customer expectations
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.1.2 take the initiative to contact your customers to update them when things are not going to plan or when you require further information
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.1.3 adapt your communication to respond to individual customers’ feelings
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.2.1 meet your customers’ expectations within your organisation’s service offer
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.2.2 explain the reasons to your customers sensitively and positively when their expectations cannot be met
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.2.3 identify alternative solutions for your customers either within or outside the organisation
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.2.4 identify the costs and benefits of these solutions to your organisation and to your customers
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.2.5 negotiate and agree solutions with your customers which satisfy them and are acceptable to your organisation
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.2.6 take action to satisfy your customers with the agreed solution
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.3.1 make extra efforts to improve your relationship with your customers
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.3.2 recognise opportunities to exceed your customers’ expectations
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.3.3 take action to exceed your customers’ expectations within the limits of your own authority
	
	
	
	
	
	
	
	
	
	
	
	
	

	307.3.4 gain the help and support of others to exceed your customers’ expectations
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 307 Improve the customer relationship
	Assessor signature
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Unit 308 Monitor and solve customer service problems

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	
	
	
	a
	b
	a
	b
	c
	a
	b
	c
	a
	b
	

	308.1.1 respond positively to customer service problems following organisational guidelines
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.1.2 solve customer service problems when you have sufficient authority
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.1.3 work with others to solve customer service problems
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.1.4 keep customers informed of the actions being taken
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.1.5 check with customers that they are comfortable with the actions being taken
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.1.6 solve problems with service systems and procedures that might affect customers before they become aware of them
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.1.7 inform managers and colleagues of the steps taken to solve specific problems
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.2.1 identify repeated customer service problems
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.2.2 identify the options for dealing with a repeated customer service problem and consider the advantages and disadvantages of each option
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.2.3 work with others to select the best option for solving a repeated customer service problem, balancing customer expectations with the needs of your organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.3.1 obtain the approval of somebody with sufficient authority to change organisational guidelines in order to reduce the chance of a problem being repeated
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.3.2 action your agreed solution
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.3.3 keep your customers informed in a positive and clear manner of steps being taken to solve any service problems
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	308.3.4 monitor the changes you have made and adjust them if appropriate
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 308 Monitor and solve customer service problems

	Assessor signature
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Unit 309 Apply risk assessment to customer service

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	

	
	a
	b
	c
	d
	e
	f
	
	
	
	
	a
	b
	c
	a
	b
	c
	d
	a
	b
	c
	a
	b
	

	309.1.1 identify different steps and stages in the customer service process and the moments of truth that offer most opportunity to impress or to disappoint
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.1.2 identify the financial risks for each stage of the customer service process
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.1.3 identify the reputational risks for each stage of the customer service process
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.1.4 identify the health and safety risks for each stage of the customer service process
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.1.5 identify the risk of delivering sub-standard services or products for each stage of the customer service process
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.1.6 ensure that your customers are aware of any risks that might impact on them
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.1.7 develop staff awareness of the risks you have identified
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.2.1 assess probability of each risk that you have identified
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.2.2 assess the consequence of each risk in terms of finance, reputation and health and safety
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.2.3 classify each risk as high, medium or low taking into account its probability and consequences
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.2.4 work with colleagues to identify any actions that might be taken to reduce risk
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	309.2.5 take appropriate actions to minimise the overall customer service risk profile by adapting procedures
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 309 Apply risk assessment to customer service
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Unit 310 Process customer service complaints

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	j
	k
	l
	
	
	
	a
	b
	a
	b
	c
	d
	a
	b
	c
	a
	b
	c
	a
	b
	

	310.1.1 identify signs that a customer is becoming dissatisfied with the customer service of your organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.1.2 take action to change the situation so that the query or problem does not result in a complaint
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.1.3 take actions to change your customer service approach in order to a void future complaints when a justified complaint has been made
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.2.1 ensure that you have a clear understanding of the nature and details of the complaint
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.2.2 investigate the facts of the complaint in order to establish whether it should be dealt with as a justified complaint or an unjustified complaint
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.2.3 identify all the possible options for a solution and consider the benefits and drawbacks of each option for your customer and for your organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.2.4 assess the risks to your organisation of choosing each option
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 310 Process customer service complaints

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	j
	k
	l
	
	
	
	a
	b
	a
	b
	c
	d
	a
	b
	c
	a
	b
	c
	a
	b
	

	310.2.5 report the findings of your investigation to your customer and offer your chosen solution
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.2.6 escalate the complaint by involving more senior members of your organisation or an independent third party if there is sufficient reason to do so
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.2.7 give feedback to other colleagues involved which will help them avoid future complaints
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	310.2.8 keep clear records of the way the complaint has been handled to avoid later misunderstandings
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Unit 311 Work with other to improve customer service
	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	

	
	a
	b
	c
	d
	e
	
	
	
	a
	b
	c
	d
	e
	a
	b
	c
	d
	e
	
	g
	

	311.1.1 contribute constructive ideas for improving customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.1.2 identify what you have to do to improve customer service and confirm this with others
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.1.3 agree with others what they have to do to improve customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.1.4 co-operate with others to improve customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.1.5 keep your commitments made to others
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.1.6 make others aware of anything that may affect plans to improve customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.2.1 discuss with others how what you do affects customer service performance
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.2.2 identify how the way you work with others contributes towards improving customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.3.1 discuss with others how teamwork affects customer service performance
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.3.2 identify with others how customer service teamwork could be improved
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	311.3.3 take action with others to improve customer service performance
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 311 Work with others to improve customer service
	Assessor signature
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Unit 312 Promote continuous improvement in customer service

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	

	
	a
	b
	c
	
	
	
	
	
	a
	b
	c
	a
	b
	c
	d
	
	
	

	312.1.1 gather feedback from customers that will help to identify opportunities for customer service improvement
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.1.2 analyse and interpret feedback to identify opportunities for customer service improvements and propose changes
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.1.3 discuss with others the potential effects of any proposed changes for your customers and your organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.1.4 negotiate changes in customer service systems and improvements with somebody with sufficient authority to approve trail or full implementation of the change
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.2.1 organise the implementation of authorised changes
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.2.2 implement the changes following organisational guidelines
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.2.3 inform people inside and outside your organisation who need to know of the changes being made and the reasons for them
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.2.4 monitor early reactions to changes and make appropriate fine-tuning adjustments
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 312 Promote continuous improvement in customer service

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	

	
	a
	b
	c
	
	
	
	
	
	a
	b
	c
	a
	b
	c
	d
	
	
	

	312.3.1 collect and record feedback on the effects of changes
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.3.2 analyse and interpret feedback and share your findings on the effects of changes with others
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.3.3 summarise the advantages and disadvantages of the changes
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.3.4 use your analysis and interpretation of changes to identify opportunities for further improvement
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	312.3.5 present these opportunities to somebody with sufficient authority to make them happen
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Unit 313 Develop your own and others customer service skills

	Standards
	U/K
	Evidence Requirements
	Location

Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	
	
	
	
	a
	b
	c
	d
	e
	
	
	
	

	313.1.1 agree with a manager or mentor the specific customer service skills you need in your customer service role
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.1.2 agree the actions you need to take to improve your customer service skills
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.1.3 draw up a personal development plan based on your agreed actions to improve your customer service skills
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.1.4 carry out your personal development activities and regularly review your progress
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.1.5 obtain feedback from your manager or mentor about your customer service performance and update your personal development plan
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.2.1 identify and agree with colleagues specific customer service skills and knowledge they need in their customer service role
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.2.2 identify opportunities for colleagues to take actions to develop their customer service skills
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.2.3 plan and organise activities and coaching sessions for colleagues to help them develop their customer service skills
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 313 Develop your own and others customer service skills

	Standards
	U/K
	Evidence Requirements
	Location

Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	8
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	
	
	
	
	a
	b
	c
	d
	e
	
	
	
	

	313.3.1 coach colleagues to develop specific and agreed customer service skills
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.3.2 give colleagues the opportunity to practise skills, apply knowledge and gain experience to develop customer service competence
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.3.3 regularly check the progress of colleagues and modify your coaching as appropriate
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.3.4 give regular feedback to colleagues about the progress they are making
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	313.3.5 explain clearly to colleagues how ongoing support will be provided
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Unit 314 Lead a team to improve customer service

	Standards
	U/K
	Evidence Requirements
	Location

Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	
	a
	b
	c
	d
	a
	b
	c
	d
	a
	b
	c
	

	314.1.1 treat team members with respect at all times
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.1.2 agree with team members their role in delivering effective customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.1.3 involve team members in planning and organising their customer service work
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.1.4 allocate work which takes full account of team members’ customer service skills and the objectives of the organisation
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.1.5 motivate team members to work together to raise their customer service performance
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.2.1 give team members support and direction when they need help
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.2.2 encourage team members to work together to improve customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.2.3 check that team members understand what they have to do to improve their work with customers and why that is important
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.2.4 check with team members what support they feel they may need throughout this process
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 314 Lead a team to improve customer service

	Standards
	U/K
	Evidence Requirements
	Location

Ref:

	
	
	1
	2
	3
	4
	5
	6
	7
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	
	
	
	
	a
	b
	c
	d
	a
	b
	c
	d
	a
	b
	c
	

	314.3.1 provide sensitive feedback to team members about their customer service performance
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.3.2 encourage team members to discuss their customer service performance
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	314.3.3 discuss sensitively with team members action they need to take to continue to improve their customer service performance
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Unit 315 Gather, analyse and interpret customer feedback

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	j
	
	
	
	a
	b
	a
	b
	a
	b
	

	315.1.1 identify the options available for collecting customer service feedback
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.1.2 evaluate the costs and benefits of each option for collecting customer feedback
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.1.3 select one or more methods for collecting customer feedback
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.1.4 plan in detail what information you will collect from customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.1.5 ensure the information you collect is centred around customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.1.6 plan in detail how you will collect information from customers using your chosen  method
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.2.1 use your chosen method and detailed plan to collect customer feedback
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.2.2 monitor the collection of customer feedback to ensure it is falling within your chosen sampling frame
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.2.3 monitor the collection of customer feedback to ensure it focuses on customer service issues
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.2.4 record the data you collect in a way that makes analysis and interpretation easy
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.2.5 respect your customers’ rights to confidentiality if they do not want their comments to be identified
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Unit 315 Gather, analyse and interpret customer feedback

	Standards
	U/K
	Evidence Requirements
	Location Ref:

	
	
	1
	2
	3
	4
	5
	6
	

	
	a
	b
	c
	d
	e
	f
	g
	h
	i
	j
	
	
	
	a
	b
	a
	b
	a
	b
	

	315.3.1 collate data collected from customers in order to identify patterns and trends in customer service
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.3.2 perform appropriate calculations to summarise patterns and trends in the data
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.3.3 present your analysis in a form that is easily understood
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.3.4 link your analysis with your knowledge of your organisation’s service offer and customer service processes in order to interpret the meaning of the data
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.3.5 make recommendations for changes in your organisation’s service offer or customer service processes in response to the views of your customers
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	315.3.6 identify ways in which customer feedback can be used to inform customers and develop the customer relationship
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Appendix 2 Generic recording forms
The following recording documentation has been made available for your use. These are examples and may be adapted to suit the needs of the centre
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Assessment report

Level 3 N/SVQ in Customer Service

	Candidates name
	
	

	Assessors name
	
	

	Unit
	
	

	Skills/Knowledge
	
	


	
	
	Yes or no
	
	Are more skills and techniques evidence required?
	
	Is more knowledge evidence required?
	
	Is more portfolio evidence required?

	Have all the skills and techniques/competencies been met?
	
	
	
	
	
	
	
	

	Have the knowledge and understanding requirements been met?
	
	
	
	
	
	
	
	

	Is the portfolio evidence valid, sufficient, current and authentic?
	
	
	
	
	
	
	
	

	Has the evidence been properly authenticated?
	
	
	
	
	
	
	
	


	Assessors comments

	


	Assessor questions
	
	Candidate answers

	
	
	


	Outcome of assessment

	


	Assessor signature
	
	
	
	Date
	
	


	Candidate signature
	
	
	
	Date
	
	


Assessment action plan
Level 3 N/SVQ in Customer Service

	Candidates name
	
	

	Assessors name
	
	

	Unit
	
	

	Skills/Knowledge
	
	

	Venue
	
	

	Date and time
	
	


Evidences Assessed by

	Direct /e-Observation
	
	
	
	Projects and assignments
	
	

	Oral questioning
	
	
	
	Professional discussion
	
	

	Witness testimony
	
	
	
	Portfolio evidence
	
	

	Case study
	
	
	
	Supplementary evidence
	
	

	Written questions
	
	
	
	Accredited prior achievement
	
	

	Work products
	
	
	
	
	
	


	Action plan/evidence requirements

	


	Feedback arrangements

	


	Assessor signature
	
	
	
	Date
	
	


	Candidate signature
	
	
	
	Date
	
	


Observation records
Level 3 N/SVQ in Customer Service

	Candidate name
	
	


	Assessor name
	
	


	Please record what you saw the candidate do
	
	Reference to standards

	
	
	


Supplementary evidence (please attach to record or indicate its location. Ensure authentication.)
	Work products (eg documents, reports etc)
	
	
	Tick as 

many as 

appropriate

	Photographs
	
	
	

	E-evidence (video, audio, MP3 etc)
	
	
	

	Confirmation by third party (witness testimony etc)
	
	
	


	Candidates signature
	
	
	
	Date
	
	


	Assessors signature
	
	
	
	Date
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Action plan and feedback to candidate
Level 3 N/SVQ in Customer Service

	Candidates name
	
	

	Assessors name
	
	

	Unit
	
	

	Skills/Knowledge
	
	


	Feedback to candidate

	


	Outcome of assessment

	


	Assessor signature
	
	
	
	Date
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Witness status list
Level 3 N/SVQ in Customer Service

	Candidate name
	
	


	Name and contact address of witness
	
	Witness status
	
	Professional relationship
	
	Units witnessed
	
	Witness signature
	
	Date

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	


Include all witnesses who have signed candidate evidence or witnessed a report.  Ensure that the witness signs the details as correct.

Witness status list (continued)
Level 3 N/SVQ in Customer Service

	Name and contact address of witness
	
	Witness status
	
	Professional relationship
	
	Units witnessed
	
	Witness signature
	
	Date

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	


Include all witnesses who have signed candidate evidence or witnessed a report.  Ensure that the witness signs the details as correct.

	Assessor name
	
	
	
	Date
	
	


Witness Status Categories.

1. Occupational expert and A1, A2 / V1, V2 Assessor
2. A1, A2 / V1, V2 Assessor without occupational experience 

3. Occupational expert familiar with standards
4. Occupational expert not familiar with standards

5. Non expert not familiar with the standards 
Record of expert witness
Level 3 N/SVQ in Customer Service

	Expert witness name
	
	


	Name of assessment site
	
	


	Expert witness should at least:
	
	Reference to standards

	Have a minimum of 2 years supervisory, managerial or training experience in the unit(s) for which they are providing evidence.
	
	

	Demonstrate a working knowledge of the National Occupational Standards unit(s) they are attesting to
	
	

	Demonstrate clear evidence of appropriate continuous professional development
	
	


In addition it would be desirable for the expert witness to hold or be working towards an appropriate unit of competence in the assessment of workplace performance. If this is not the case, they should hold a post that involves responsibility for the quality of work performed by those for whom they are acting as an expert witness

	Witness signature
	
	
	
	Date
	
	


	IV signature
	
	
	
	Date
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Expert witness statement
Level 3 N/SVQ in Customer Service

	Candidates name
	
	

	Assessors name
	
	

	Unit
	
	

	Skills/Knowledge
	
	

	Venue
	
	

	Date and time
	
	


	Candidate statement

Description of activity to be assessed by the witness

	


	Witness statement

Give a description of, and authenticate, the activity undertaken by the candidate and confirm the extent to which you consider the candidate to be competent.

	


	Witness details
	
	

	Name
	
	

	Position/job title
	
	

	Relationship to candidate
	
	

	Contact details
	
	


	Witness signature
	
	
	
	Date
	
	


	Candidate signature
	
	
	
	Date
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