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	unit 103 (1GEN3)

	Maintain Customer Care

	Successful assessment of the unit proves that the learner has achieved the national occupational standard to maintain customer care

	August 2010 Version 1.0


Maintain Customer Care


This unit is about providing a good level of service to your customers and helping to deal with any problems they may have.
This unit has four outcomes:
Outcome 1

Be able to deal with customers
Outcome 2

Understand how to deal with customers
Outcome 3
Be able to deal with customers’ problems
Outcome 4
Understand how to deal with customers’ problems
The typical day-to-day activities you might carry out for this unit include:

· meeting and greeting customers
· finding out what customers need and providing a service
· dealing with special requests

· recognising when customers have problems
· working to solve a customer’s problems as quickly as possible
· always checking that the customer is satisfied with what you have done
Maintain Customer Care


Evidence
This space is to record the evidence you need to do to complete this unit. The criteria that you should be able to complete are within the learning outcomes.
	No.
	Method*
	Summary of evidence or 
portfolio reference
	Assessor initials

	1
	
	
	

	2
	
	
	

	3
	
	
	

	4
	
	
	


Photocopy if required
*Assessment method key: O Observation; PD Professional discussion; Q Questioning; WP Work product; WT Witness testimony; Oth Other
Be able to deal with customers (Outcome 1)
	What you must do


	You must show that you can perform consistently to the same standard. This will be assessed by your assessor using various methods which must include observation of your performance.

	Shaded numbers must be observed

	1

	2

	3

	4


	1
	Follow organisational standards for dress and appearance
	(
	(
	(
	(

	2
	Establish and maintain a friendly and polite relationship with the customer
	(
	(
	(
	(

	3
	Maintain focus on the customer and their needs
	(
	(
	(
	(

	4
	Deal with customer requests according to organisational service standards
	(
	(
	(
	(

	5
	Anticipate and deal with any additional needs customers may have
	(
	(
	(
	(

	6
	Give customers the information they need without giving them any confidential information 
	(
	(
	(
	(

	7

	Provide the service correctly and check that the customer is satisfied

				
	8
	Find out if the customer needs any other help
	(
	(
	(
	(

	9
	Thank the customer when finished and give them a pleasant parting comment

				

	
	
	What you must cover
You must show that you have covered ALL of the following:
Customers
All must be covered. At least 1 of these must be observed by your assessor.
1
Customers with routine needs
(
(
(
(
2
Customers with non-routine needs
(
(
(
(



Be able to deal with customers’ problems (Outcome 3)
	What you must do


	You must show that you can perform consistently to the same standard. This will be assessed by your assessor using various methods which must include observation of your performance.

	Shaded numbers must be observed

	1

	2

	3

	4


	10
	Recognise when something is a problem from the customer’s point of view
	(
	(
	(
	(

	11
	Show concern for the customer’s problem and apologise for any inconvenience
	(
	(
	(
	(

	12
	Reassure them that it will be dealt with quickly
	(
	(
	(
	(

	13
	Explain what has caused the problem, if appropriate
	(
	(
	(
	(

	14
	Deal with customer’s problems quickly and calmly, following the correct procedures
	(
	(
	(
	(

	15

	Ask an appropriate member of staff to help if problem can not be solved by self

	(
	(
	(
	(

	16

	Let the customer know what is happening

	(
	(
	(
	(

	17

	Make sure the customer is satisfied with the way the problem has been dealt with

	(
	(
	(
	(


	
	
	18
Report customer problems to the appropriate member of staff when this will help improve customer care

(
(
(
(



	What you must know

	Evidence for this section can be collected in a variety of ways. Your assessor will discuss with you how to collect and record this information.


	Understand how to deal with customers (Outcome 2)
	Ref.

	K1  K
	Describe organisational standards for customer care and how to put these into practice
	

	K2 
	State the importance of customers and good customer care for self and organisation
	

	K3 K
	State organisational standards for dress and appearance and why these are important
	

	K4 K
	Describe how to make a good first  impression on the customer and why this is important
	

	K5 K
	State the importance of maintaining focus on the customer and their needs
	

	K6 K
	Describe how to help customers feel welcome and at ease
	

	K7 K
	Describe routine and special requests that customers may have and how to answer these
	

	K8 K
	State the types of questions that customers may have and how to answer these
	

	K9 
	State the types of information that should not be given to customers
	

	K10 
	Describe how to show consideration to customers when providing a service
	

	K11 
	State the importance of finding out if there are any other ways to help the customer
	


	K12 
	Describe how to be polite and helpful to customers and behave in a way that makes them feel valued
	

	K13 
	Describe the types of non-routine needs that customers may have and how to deal with these
	


	Understand how to deal with customers’ problems (Outcome 4)
	Ref.

	K14 K
	State the importance of seeing the problem from the customer’s point of view
	

	K15 
	State why it is important to show concern and apologise
	

	K16 K
	Describe the types of problems that customers may have and how to deal with these
	

	K17 K
	State the type of customer problems that should be passed on to another member of staff and who this should be
	

	K18 K
	Describe situations where it is important to explain to the customer what has caused their problem
	

	K19 
	State the importance of letting the customer know what is happening to solve their problem
	

	K20 
	State the importance of making sure that the customer is satisfied with the outcome
	

	K21 
	Describe how reporting customer problems can help to improve customer care in the future
	


	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	



