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Unit aim

This unit aims to introduce learners to customer service, including customer service terms and the customer service process.

Unit introduction

Learners who are interested in working in a customer service environment need to understand the importance of customers to a business and how customers form an impression of a business based on their experiences. 
In this unit learners will become familiar with customer service terms and with the customer service process and its significance. They will also have the opportunity to develop their understanding of customer expectations by recalling their own experiences of customer service.
Learning outcomes and assessment criteria
In order to pass this unit, the evidence that the learner presents for assessment needs to demonstrate that they can meet all the learning outcomes for the unit. The assessment criteria determine the standard required to achieve the unit.
On completion of this unit a learner should:
	Learning outcomes
	Assessment criteria

	1
Know basic customer service terms
	1.1
Describe the differences between an external and an internal customer
1.2
State how different services and products could relate to each other and assist in providing customer satisfaction
1.3
Identify regularly used customer service terms

	2
Know the customer service process and its importance
	2.1
Identify what is meant by customer expectations
2.2
Identify what is meant by customer satisfaction
2.3
State how customer satisfaction results from meeting customer expectations
2.4
State the consequences if customer service does not meet customer expectations
2.5
State why good customer service matters to organisations

	3
Be able to learn from own experience of customer service
	3.1
Identify situations when they are a customer
3.2
Describe what matters to them when they are a customer


Unit content

1
Know basic customer service terms
Internal customers: eg managers, colleagues, contractors, staff from other departments, staff at head office, staff at another branch

External customers: eg shoppers, business, private, groups of people, different nationalities,     ages, domestic or overseas customers, young children, the elderly, customers with disabilities
How services and products could relate to each other to provide customer satisfaction: eg recycling facilities in a supermarket car park, fitting rooms to try on garments, test driving vehicles, trying out electrical goods, offering a delivery service for large items such as furniture, fitting carpets, bespoke services such as wedding dress fitting, different payment options for a range of goods
Customer service terms: eg first impressions, assisting customers, offering help, communicating, providing products or services, delivery times/dates, responding to changes in customer needs, seeking assistance when required, keeping records and information, returns policy
2
Know the customer service process and its importance
Customer expectations eg good first impression, helpful staff, knowledgeable staff, variety of products, value for money, quick service 
Customer satisfaction: eg good service and care, the right goods at the right price, prompt     attention, good communications
Consequences of poor customer service: eg harm to reputation, complaints, customers go elsewhere; tell others
Importance of  good customer service: eg benefit to reputation, repeat business, increased business, staff are happier, more competitive
3
Be able to learn from own experience of customer service
Customer service: situations eg face to face, telephone, email; returning goods, complaining or querying, requesting information or/and to buy goods or services
Identify what matters in these situations: eg range of services or products, value for money, speed of service, product knowledge, add-on/link sales, variety of payment methods, attentiveness, attitude, selecting and providing the right information, exceeding expectations, fast delivery, clear assembly instructions, after-sales service
Essential guidance for tutors

Delivery

Tutors delivering this unit could arrange a visit to or from a customer service manager or key customer service supervisor at a local retailer. This would contribute some of the information learners need in terms of applying parts of the unit content. Discussions with learners and using pre-set questions could enable evidence to be captured for the majority of the unit.
Tutors need to draw on learners’ own experiences of customer service. Everyone knows how they like to be treated in a retail outlet and how it affects whether they shop at the outlet again. Discussions based on these experiences will help learners to understand the importance of good customer service.
For learning outcome 1, tutors need to discuss with learners what they understand by a variety of customer service terms. Tutors can use learners’ own experiences to build up a picture of the range of customer needs and how retail organisations meet these needs. Case studies may also be useful, particularly to identify a range of different customer types and what customers’ needs and expectations might be.

Tutors could also organise a discussion about how effective customer service contributes to the success of a retail organisation.
For learning outcome 2, tutors could arrange a visit to a local shopping centre so learners can assess their first impressions of a range of retail stores and observe how staff help different customers. Learners could conduct surveys to find out the expectations of other people, what generates customer satisfaction and how people respond to good and poor customer service. Learners could share their findings in a question and answer session. Other useful activities to support delivery include discussions, role plays, and other practical experience, including work placement.
For learning outcome 3, tutors could devise a set of scenarios based on situations in which learners are customers. Each learner will need to produce an individual set of answers.

A DVD on customer service is a useful resource. Learners could be given a checklist and asked to look for certain points, and this leads easily into a discussion of their own experiences. Learners could then role play dealing with enquiries, both face to face and by telephone. Tutors should ensure that scenarios come to a satisfactory conclusion.
Outline learning plan

The outline learning plan has been included in this unit as guidance.
	Topic and suggested assignments/activities

	Introduction to unit and structure of the programme of learning.

Tutor-led discussion – ‘What is customer service?’ to include:
· basic customer service terms

· identification of good and bad customer service

· individual experiences of both good and bad customer service
· consequences of good and bad customer service experiences.
Practical activity – prepare questions for guest speaker.
Guest speaker – customer service manager or key customer service supervisor.
Assessment – tutor-led question and answer session recorded individually.

Assessment – learners respond to questions covering their knowledge of customer service and its contribution to the success of a business. Lead on to giving examples of their initial impression of a business and how staff create a positive impression. (Learning outcomes 1 and 2)

	Tutor-devised scenarios based on customer service situations and how customer needs should be met. 

Assessment – learners write down answers on how they think customer needs should be met, based on these scenarios. (Learning outcome 3)

Tutor-led discussion – types of communication: written, spoken, body language, informative questions.

Activity – learners watch a customer service video or DVD and identify types of communication.

Role-play activities – learners practise scenarios provided by the tutor including answering telephone and face-to-face enquiries. 

	Assessment feedback, review and evaluation of unit.


Assessment

This unit is best achieved through practical activities. Assessment should be completed in a holistic manner, enabling learners to benefit most from their understanding.

Assessment criteria 1.1 and 1.3 could be assessed through a question and answer session. This will need to be recorded individually for each learner using witness statements. For assessment criterion 1.1, learners must describe two differences between internal and external customers. For 1.3, learners must identify five customer service terms. 

Assessment criterion 1.2 could be assessed using diagrams and other written evidence. 
Assessment criteria 2.1–2.5 could be assessed through a question and answer session. This will need to be recorded individually for each learner using witness statements.
For assessment criteria 3.1 and 3.2, learners must identify two or three situations where they are a customer, and describe what matters to them in each situation. Again, this could be assessed through a question and answer session, which will need to be recorded individually using witness statements.
Essential resources

There are no specialist resources required for this unit. However, it would be helpful if learners had access to a guest speaker working in customer service. Learners should also have access to  a range of retail organisations including hospitality outlets, financial services and those catering for a range of products and services such as travel, hair and beauty.
Indicative resource materials
TV programmes such as the Mary Portas: Secret Shopper programmes from Channel 4 and selected episodes of The Business Inspector from Channel 5 would be useful resources.
Websites

	http://customerservicezone.com/video
	The Customer Service Zone – includes links to free customer service videos

	www.instituteofcustomerservice.com
	Institute of Customer Service

	www.ons.gov.uk
	Office for National Statistics

	www.retailindustryabout.com
	Provides links to other websites giving advice about aspects of retail

	www.skillsmartretail.com
	The Sector Skills Council for Retail
































