
Unit 201 Deliver customer service 

 

UAN: A/506/2130 

Level: 2 

Credit value: 5 

GLH: 27 

Relationship to NOS: Customers Service (2013) National 

Occupational Standards: 

 CFACSA1 Maintain a positive and 
customer-friendly attitude 

 CFACSA2 Behave in a way that gives 
a good customer service impression 

 CFACSA4 Give customers a positive 
impression of yourself and your 
organisation 

 CFACSA7 Live up to the brand 
promise when delivering customer 
service 

 CFACSA8 Make customer service 
personal 

 CFACSB1 Do your job in a customer 
friendly way 

 CFACSB2 Deliver reliable customer 
service 

 CFACSF2 Deliver customer service 
within the rules 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to deliver customer 
service.   Upon completion of this unit, 
learners will be able to prepare to deal with 
customers, provide customer service, and 
support improvements to customer service 
delivery. 

 

  



 

Learning outcome 

The learner will: 

1. understand customer service delivery 

Assessment criteria 

The learner can: 

1.1 explain the relationship between customers’ needs and 
expectations and customer satisfaction 

1.2 describe the features and benefits of an organisation’s 
products and/or services 

1.3 explain the importance of treating customers as individuals 

1.4 explain the importance of balancing promises made to 
customers with the needs of an organisation 

1.5 explain when and to whom to escalate problems 

1.6 describe methods of measuring their own effectiveness in the 
delivery of customer service. 

 

Assessment guidance  

Needs: 

What the customer must have/requires. 

Expectations: 
What the customer thinks they should experience or get. 
 
Satisfaction 
When an organisation meets or surpasses a customer’s expectations. 
 
Features and benefits: 
Feature – what a product or service does. 
Benefit – how the features meet the customer needs.  

 

Balancing promises:  

Deciding when the promises can be met by the organisation and when 
it is not viable for the organisation to do what the customer wants 
either financially or practically. 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 marketing materials 

 

  



 

Learning outcome 

The learner will: 

2. understand the relationship between customer service and a 
brand 

Assessment criteria 

The learner can: 

2.1 explain the importance of a brand to an organisation 

2.2 explain how a brand affects an organisation’s customer service 
offer 

2.3 explain the importance of using customer service language that 
supports a brand promise 

2.4 identify their own role in ensuring that a brand promise is 
delivered. 

 

Assessment guidance 

Brand: 

A brand is the way in which an organisation’s products, services are 
identified. 

 

Service offer: 

A service offer is what the organisation says it will offer its customers 
and is therefore what the customer comes to expect. A service offer 
covers eg the refund policy, its delivery times and the service it will 
offer. 

 

Brand promise: 

Branding is the way a product or service is recognised and is the 
promise made by the organisation to its customer. When a customer 
sees a particular brand they trust it assists them when making buying 
decisions as they know what to expect. If they do not recognise the 
brand they will have no clear expectations of the product or service 
and will almost be taking a risk on any purchase or usage. 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 marketing materials 

 brand 

 

Learning outcome 

The learner will: 

3. be able to prepare to deal with customers 

Assessment criteria 

The learner can: 

3.1 keep up to date with an organisation’s products and/or services 

3.2 prepare resources that are necessary to deal with customers 
before starting work. 



 

Assessment guidance 

Resources: 

eg: 

 marketing materials 

 manuals* 

 documentation* 

 schedules/rotas/daily plan 

 customer records* 

 any monetary requirements. 

  

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 knowledge base content* 

 service offer* 

 marketing materials 

 manuals* 

 documentation* 

 schedules/rotas/daily plan 

 legislative requirements and organisational ethical policies** 
 
 

Note:  this unit is about delivering customer service on a daily basis. 

Here the candidate will require to be observed over time preparing for 
and then dealing with a variety of customers. Witness testimonies can 
be added if necessary.   

 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

**Note: While the candidate can provide a copy of the organisational 
policies and of the organisational ethical policy/requirements (or refer 
to them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

 

 

Learning outcome 

The learner will: 

4. be able to provide customer service 

Assessment criteria 

The learner can: 

4.1 maintain organisational standards of presentation and 
behaviour when providing customer service 



4.2 adapt their own behaviour to meet customers’ needs or 
expectations 

4.3 respond to customers’ requests in line with organisational 
guidelines 

4.4 inform customers of the progress of their requests 

4.5 confirm that customers’ expectations have been met in line with 
the service offer 

4.6 adhere to organisational policies and procedures, legal and 
ethical requirements when providing customer service. 

 

] 

Assessment guidance 

Presentation and behaviour: 

 personal presentation/dress/uniform 

 presentation of work area 

 attitude 

 tone of voice 

 body language 

 

Organisational guidelines: 

 organisational policies/procedures 

 work instructions 

 scripts 

 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 
 

Legal requirements  

eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 
Regulations) 

 Trade Descriptions Act 

 Data Protection Act 

 Equality Act 
 

Ethical requirements: 

 organisational principles 

 values 

 fairness 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 



 work instructions/scripts* 

 organisational policies and procedures, legislative 

requirements and organisational ethical policies** 

Note:  this unit is about delivering customer service on a daily basis. 

Here the candidate will require to be observed over time preparing for 
and then dealing with a variety of customers. Witness testimonies can 
be added if necessary.   

 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

**Note: While the candidate can provide a copy of the organisational 
policies and of the organisational ethical policy/requirements (or refer 
to them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

 

 

Learning outcome 

The learner will: 

5. be able to support improvements to customer service delivery 

Assessment criteria 

The learner can: 

5.1 identify ways that customer service could be improved for an 
organisation and individuals 

5.2 share information and ideas with colleagues and/or service 
partners to support the improvement of service delivery. 

 

Assessment guidance 

Improvements: 

The candidate does not need to put improvements in place but make 
suggestions and then share these ideas and related information. 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account  

 service offer* 

 customer feedback. 

 organisational policies and procedures,  legal requirements 
and ethical policies** 

 

Note:   

This unit is about delivering customer service on a daily basis. 



Here the candidate will require to be observed over time preparing for 
and then dealing with a variety of customers. Witness testimonies can 
be added if necessary.   

 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

** Note: While the candidate can provide a copy of the organisational 
policies and of the organisational ethical policy/requirements (or refer 
to them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

 

 

 



Unit 202/662 Understand customers 

 

UAN: F/506/2131 

Level: 2 

Credit value: 2 

GLH: 17 

Assessment type: E-volve or Portfolio of evidence 

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

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 

Aim: This unit aims to develop the underpinning 
knowledge required to understand 
customers.  Upon completion of this unit, 
learners will have developed an 
understanding of different types of 
customers and will also know the value of 
customers and their loyalty. 

 

Learning outcome 

The learner will: 

1. understand different types of customers 

Assessment criteria 

The learner can: 

1.1 explain the distinctions between internal and external 
customers 

1.2 explain how cultural factors can affect customers’ expectations 

1.3 describe the characteristics of challenging customers 

1.4 explain how to identify dissatisfied customers. 

 

 

Range 

Distinctions 

 internal customers work for the same organisation as the 
candidate 
ie colleagues, supervisors, HR department, Finance 
department 

 external customers do not work for the same organisation as 
the candidate 
ie suppliers, general public, patients, service users 

 
 



 

Cultural factors 

 beliefs 

 moral values 

 laws and rules of behaviour 

 use of language 

 traditions 

 social standing 

 use of body language 
 

Characteristics 

 impatient customers 

 angry customers 

 the undecided  

 customers with special requirements 

 customers with a language barrier 
 

Identify dissatisfied customers 

 tone of voice  

 attitude  

 body language 

 through verbal communication 

 

 

Learning outcome 

The learner will: 

2. understand the value of customers and their loyalty 

Assessment criteria 

The learner can: 

2.1 explain how the achievement of the customer service offer 
contributes to enhancing customer loyalty 

2.2 explain the relationship between customer satisfaction and 
organisational performance 

2.3 explain how the reputation and image of an organisation affects 
customers’ perceptions of its products and/or services 

2.4 explain the potential consequences of customers’ 
dissatisfaction 

2.5 describe different methods of attracting customers and 
retaining their loyalty. 

 

Range 

Customer service offer 

 what the organisation says it will deliver 

 defines the extent and the limits of service eg refund policy 
 
Customer satisfaction is where the customer is happy with the 
product and service they have been supplied with. It is how the 
products and services provided by an organisation meet or surpass 
customer expectation.  

 



Organisational performance is how an organisation is measured. 
If customers are satisfied then organisational performance eg targets, 
KPIs will be met. 

 

The reputation of an organisation is what people think of it. 

The image of an organisation is how it presents itself through its 
products, services, staff etc. 

 

Potential consequences 

 customer will make a complaint 

 customer will tell others 

 customer will not return to the organisation 

 reputation will be damaged 

 customer will lose trust in organisation 
 

Methods to attract customers 

 advertising in the correct places 

 ensuring good customer service 

 having staff with good product knowledge 

 ensuring the correct pricing policy 

 developing a Unique Selling Point (USP) 

 

Methods to retain loyalty 

 by giving good customer service 

 by treating the customer as an individual 

 meeting changing needs 

 through the use of loyalty schemes. 
 
 

 

Additional Guidance if delivered as Portfolio based 

 

Candidates will be expected to have carried out research on the range 
stated in each of the above learning outcomes even though they might 
not be applicable to their own organisation.  

 

Candidates will be required to submit a report of a minimum of 2000 
words to a maximum of 3500 words. 

 

The report must show that candidates have developed an understanding 
of different types of customers and know the value of customers and their 
loyalty. 

 

Any necessary additional coverage could be generated through 
professional discussion. Examples of products where appropriate could 
also be used and cross-referenced into appropriate units.  

 

 

 



Unit 203/663 Principles of customer service 

 

UAN: J/506/2132 

Level: 2 

Credit value: 4 

GLH: 34 

Assessment type: E-volve or Portfolio of evidence  

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

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 

Aim: This unit aims to develop knowledge and 
understanding regarding the key principles 
of customer service.  Upon completion of 
this unit, learners will have developed an 
understanding of customer service and 
how to deliver it effectively.  Learners will 
also develop an awareness of how legal 
and ethical requirements relate to 
customer service and will understand the 
management of customer service 
information. 

 

 

Learning outcome 

The learner will: 

1. understand customer service 

Assessment criteria 

The learner can: 

1.1 explain the purpose and scope of customer service 

1.2 define the term “service offer” 

1.3 explain the value of a “service offer” to an organisation 

1.4 explain the importance of delivering consistently high quality 
customer service 

1.5 explain the importance of keeping up to date with knowledge of 
competitors’ activities 

1.6 explain barriers to providing effective customer service 

1.7 describe the features of effective follow-up service. 

 

  



 

Range 

Purpose 

 to ensure the needs and wants of customers are met by an 
organisation 

 meeting customer expectations and ensuring satisfaction 
 

Scope 

 what an organisation will offer in the way of customer service 

 what the limitations are 

 laid out in the customer charter 
 

Competitors activities 

 new products/services  

 prices  

 advertising campaigns 

 promotions 
 

Barriers 

 lack of product/service knowledge 

 limits of authority   

 lack of knowledge of responsibility 
 

Features  

 after sales service 

 help desk 

 after sales guarantee/warranty/returns policy 
 

 

 

Learning outcome 

The learner will: 

2. understand how legal and ethical requirements relate to customer 
service 

Assessment criteria 

The learner can: 

2.1 describe how sales and consumer related legislation and 
regulations affect the delivery of customer service 

2.2 describe how health, safety and environmental legislation 
affects customer service delivery 

2.3 explain how ethical considerations affect customer service 

2.4 explain how equality legislation affects customer service 

2.5 describe how legislation affects the use and storage of 
customer information. 

 

  



 

Range 

Consumer-related legislation 

 Consumer Credit Act 2006 

 Misrepresentation Act 1967 

 Sale of Goods Act 1979 and 2002 

 Consumer Protection Act 1987 

 Trades Descriptions Act 1968 

 

Health, safety and environmental legislation 

 Health and Safety at Work Act 1979 

 

Ethical considerations 

 courtesy 

 respect 

 commitment 

 honesty 

 

Equality legislation 

 The Equality Act 2010 

 

Legislation 

 The Data Protection Act 1998 

 

Learning outcome 

The learner will: 

3. understand how to deliver effective customer service 

Assessment criteria 

The learner can: 

3.1 explain the difference between customers’ wants, needs and 
their expectations 

3.2 explain how to identify customers’ needs and expectations 

3.3 explain the importance of managing customers’ expectations 

3.4 explain how to behave in a way that meets customers’ 
expectations 

3.5 describe techniques that can be used to put customers at 
ease and gain their trust 

3.6 explain the importance of following up actions and keeping 
promises when delivering customer service. 

 

Range 

Wants 

 based on emotional factors 

Needs 

 based on necessity 

 

Identify needs and expectations 



 questioning eg open and probing to identify needs and 
expectations and closed questions to confirm understanding 

 observe non- verbal cues eg body language 

 

Behaviours 

 offer a high standard of service 

 listen to customers 

 follow up issues 

 show knowledge of products/services 

 meet the standards of the organisation 

 

Techniques to put customers at ease 

 be approachable 

 actively listen to them 

  show interest 

 be patient 

 check understanding 
show respect 

 allow questioning 

 

The techniques to gain trust 

 be honest 

 show interest 

 use positive body language 

 be consistent  

 keep promises 

 show empathy 

 

 

Learning outcome 

The learner will: 

4. understand the management of customer service information 

Assessment criteria 

The learner can: 

4.1 explain how customer service information can be used 

4.2 explain the importance of systems to manage customer service 
information 

4.3 explain the uses of systems to manage customer service 
information 

4.4 identify the features of an effective customer complaints 
process 

4.5 describe the uses of a customer complaints process. 

 

  



 

Range 

Customer service information  

 customer records 

 complaint records 

 sales figures 

 product/service brochures 

 organisational data 
 

Systems 

 customer database 

 sales records system (ie CRM) 

 

Features 

 clear reporting process 

 staff training 

 commitment to resolution 

 formal recording process 

 

Uses 

 handle complaints efficiently 

 ensure complaints are recorded 

 ensure records are retained  

 monitor complaints to ensure customer satisfaction 

 recognise trends in complaints  

 identify improvements 

 Identify staff development needs 

 develop customer trust 

 ensure consistency 
 

 

 
Additional Guidance if delivered as Portfolio based 

 

Candidates will be expected to have carried out research on the range 
stated in each of the above learning outcomes even though they might 
not be applicable to their own organisation.  

 

Candidates will be required to submit a report of a minimum of 2000 
words to a maximum of 3500 words. 

The report must show that candidates have developed: 

 an understanding of customer service and its effective delivery 

 how legal and ethical requirements relate to customer service 

 an understanding of the management of customer service 
information  
 

Any necessary additional coverage could be generated through 
professional discussion. Examples of products where appropriate could 
also be used and cross-referenced into appropriate units.  
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Unit 204/664 Understand employer 
organisations 

 

UAN: A/506/1964 

Level: 2 

Credit value: 4 

GLH: 40 

Assessment type: E-volve or Portfolio of evidence 

Relationship to NOS: This unit is linked to the Business & 
Administration (2013) National 
Occupational Standards:  

 CFABAF174 Manage work in a business 
environment. 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

N/A 

Aim: This unit aims to develop knowledge and 
understanding regarding employer 
organisations. Upon completion of this 
unit, learners will have developed an 
understanding of organisational structures 
and the organisational environment. 

 

Learning outcome 

The learner will: 

1. Understand organisational structures. 

Assessment criteria 

The learner can: 

1.1 explain the differences between the: 

a. private sector 

b. public sector  

c. voluntary sector 

1.2 explain the functions of different organisational structures 

1.3 describe the features of different types of legal structures for 
organisations. 

 

Range  

Private:  

 sole trader 

 partnership 

 public limited company 

 private limited company 



2   

 franchise 
 

Public: 

 Government departments 

 local authorities 

 public corporations 

 

Voluntary: 

 not for profit  

 registered charities 

 trusts 

 

Organisational structures: 

 hierarchy/flat 

 centralised/de-centralised 

 

Features of legal structures: 

 formation 

 ownership and control 

 liability 

 obligation 

 

 

 

Learning outcome 

The learner will: 

2. Understand the organisational environment. 

Assessment criteria 

The learner can: 

2.1 describe the internal and external influences on organisations  

2.2 explain the use of different models of analysis in understanding 
the organisational environment 

2.3 explain why change in the business environment is important. 

 

Range  

Internal influences: 

 policies 

 procedures 

 systems 

 organisational and team structure 

 aims and objectives  

 culture 

 

External influences: 

 competitors 

 market share 

 PESTLE factors 



  3 

 

Models: 

 SWOT analysis 

 PESTLE analysis 

 

Change: 

 change in market share 

 new technologies 

 new competitors 

 staff/organisational structure 

 globalisation 

 sustainability. 

 

Additional Guidance if delivered as Portfolio based 

 

Candidates will be expected to have carried out research on the range 
stated in each of the above learning outcomes.  

 

Candidates will be required to submit a report of a minimum of 2000 
words to a maximum of 3500 words based on their own organisation. 

Not all of the range shown in each learning outcome will be relevant to 
their organisation.  

The report must show that candidates have developed an understanding 
of organisational structures and the organisational environment in 
relation to the business sector in which their organisation sits. 

Candidates must also explain the differences between their sector and 
the remaining two sectors.  

 

Any necessary additional coverage could be generated through 
professional discussion. 
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Unit 205 Manage personal 
performance and 
development 

 

UAN: L/506/1788 

Level: 2 

Credit value: 4 

GLH: 18 

Relationship to NOS: Management & Leadership (2012) National 
Occupational Standards: 

• CFAM&LAA1 Manage yourself 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to manage personal 
performance and development. Upon 
completion of this unit, learners will be able 
to manage their own performance, time 
and workload. They will also be able to 
identify their own development needs and 
fulfil a personal development plan. 

 

Learning outcome 

The learner will: 

1. be able to manage personal performance 

Assessment criteria 

The learner can: 

1.1 agree specific, measurable, achievable, realistic and time-bound 
(SMART) objectives that align with business needs with line 
manager 

1.2 agree criteria for measuring progress and achievement with line 
manager 

1.3 complete tasks to agreed timescales and quality standards 

1.4 report problems beyond their own level of competence and 
authority to the appropriate person 

1.5 take action needed to resolve any problems with personal 
performance. 

 

  



2   

 

Assessment Guidance 

1.1  

Objectives are targets to be implemented or completed, or standards 
of performance to be achieved and maintained. 

 

Objectives provide focus and clear direction, and should be SMART: 

 Specific: Clear, unambiguous, straightforward, understandable 

 Measurable: Related to quantified or qualitative performance 
measures 

 Achievable: With known resources 

 Realistic: Linked to business needs 

 Time-bound: Building-in completion date and review dates 

 

In this criterion the learner is required to provide evidence that he or 
she has: 

 identified the relevant business needs of the organisation and 
agreed this with their line manager 

 agreed appropriate and correct SMART objectives with their 
line manager that support those business needs 

 

1.2 

It is important and necessary to measure, or monitor, progress 
towards objectives with the line manager for a variety of reasons: 

 It provides information to see if objectives are being achieved 

 It enables any adjustments or improvements to the task to be 
carried out if they are required 

 Monitoring performance with the line manager will provide 
valuable information for a ‘two-way’ appraisal or performance 
review. 

 

The criteria used for measuring progress and achievement will depend 
upon the SMART objectives, and these criteria will need to be agreed 
with the line manager. 

 

In this criterion the learner is required to provide evidence that he or 
she has agreed appropriate and correct criteria for measuring 
progress towards, and achievement of, SMART objectives with his or 
her line manager. 

 

1.3 

All tasks should be completed within the timescale agreed and to the 
quality standard required. 

 

Other quality standards make reference to ‘conformance with 
requirements’, but the basis of all the definitions of ‘Quality’ is that the 
features affecting quality are capable of being tested and are thus 
objective measures of performance. 

 

In this criterion the learner is required to provide evidence that tasks 
have been completed to agreed timescales and that they have also 
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been completed to agreed and objective (or measurable) quality 
standards. 

 

1.4 

‘Competence’ is the ability of an individual to carry out a task properly 
to the required standard, whilst ‘authority’ allows its holder to act in 
certain ways designated by the organisation and to directly influence 
the actions of others through instructions.  

 

Authority may be: 

 Line Authority - reflects the organisational hierarchy 

 Staff authority - the right to advise or assist those who possess 
line authority as well as other staff personnel 

 Functional Authority - given to individuals who, in order to 
meet responsibilities in their own areas, must be able to 
exercise some control over organisation members in other 
areas. 

 

In this criterion the learner is required to provide evidence that 
problems that are beyond both their own level of competence and 
their authority have been reported to the appropriate person. 

 

1.5 

Problems with personal performance may arise for a variety of 
reasons, such as: 

 Unfair or unclear expectations as to the task or the individual’s 
role 

 Medical issues 

 Personal or family issues 

 Job dissatisfaction 

 Workplace conflict 

 Inadequate knowledge or skills 

 etc. 

 

It is necessary to get to the root cause of any problem with personal 
performance, and to ensure that the action taken to resolve the 
problem is appropriate and within the organisation’s guidelines, 
policies and procedures, if applicable. 

 

In this criterion the learner is required to provide evidence that the 
root cause of any problems with personal performance is identified, 
and that appropriate action is taken to resolve the problems. 
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Learning outcome 

The learner will: 

2. be able to manage their own time and workload 

Assessment criteria 

The learner can: 

2.1 plan and manage workloads and priorities using time 
management tools and techniques 

2.2 take action to minimise distractions that are likely to limit the 
effective management of time and the achievement of objectives 

2.3 explain the benefits of achieving an acceptable “work-life 
balance” 

 

Assessment Guidance 

2.1 

Examples of time management tools and techniques include: 

 Covey Time (Task) Management Matrix 

 ‘To-do’ list (monthly, weekly, daily) 

 Scheduling tasks and activities 

 Diary, paper-based or electronic 

 Bespoke time-management documentation or software 

 etc. 

 

In this criterion the learner is required to provide evidence that he or 
she is managing workloads and priorities using appropriate time 
management tools and techniques. 

 

2.2 

Distractions that are likely to limit the effective management of time 
and the achievement of objectives include: 

 Telephone interruptions  

 Colleagues dropping in without appointments 

 Meetings, both scheduled and unscheduled 

 Lack of objectives, priorities, and deadlines 

 Cluttered desk and personal disorganisation (not having the 
tools/resources/supplies at your disposal) 

 Involvement in routine and detail that should be delegated to 
others 

 Unclear, or lack of, communication and instruction 

 Inability to say ‘no’ 

 etc. 

 

In this criterion the learner is required to provide evidence that he or 
she has taken appropriate action to minimise the effects of workplace 
distractions that are likely to limit the effective management of time 
and the achievement of objectives. 

 

2.3 

There are benefits to the employer and to the employee from 
achieving an acceptable “work-life” balance. 
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Employer benefits include: 

 reduced staff turnover 

 lower recruitment and training costs, due to decreased 
turnover 

 reduced absenteeism due to higher levels of well being 

 gaining a reputation as a good employer or an employer of 
choice 

 better attraction and retention of staff 

 reduced stress levels amongst staff 

 improved morale and job satisfaction 

 greater staff loyalty and commitment 

 improved productivity 

 

Employee benefits include: 

 a reduction in the impact of work on home and family life and 
vice a versa 

 reduced stress levels and higher levels of well being 

 control over time management in meeting work-life 
commitments 

 autonomy to make decisions regarding work-life balance 

 increased focus, motivation and job satisfaction knowing that 
family and work commitments are being met 

 increased job security from the knowledge that an 
organisation understands and supports workers with family 
responsibilities 

 

In this criterion the learner is required to explain how benefits for the 
employee or for the employer follow from having an acceptable “work-
life balance”; it is not acceptable to merely list a number of benefits. 

 

Learning outcome 

The learner will: 

3. be able to identify their own development needs 

Assessment criteria 

The learner can: 

3.1 identify organisational policies relating to personal development 

3.2 explain the need to maintain a positive attitude to feedback on 
performance 

3.3 explain the potential business benefits of personal development 

3.4 identify their own preferred learning style(s) 

3.5 identify their own development needs from analyses of the role, 
personal and team objectives 

3.6 use feedback from others to identify their own development 
needs 

3.7 agree specific, measurable, achievable, realistic and time-bound 
(SMART) development objectives that align with organisational 
and personal needs. 
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Assessment Guidance 

3.1 

Organisational policies relating to personal development will vary, 
depending upon the type and nature of the organisation. 

 

Examples include: 

 Staff Development Policy 

 Training and Development Policy 

 Professional Development Policy 

 Organisational and Professional Development Policy 

 etc. 

 

In this criterion the learner is required to identify organisational 
policies relating to personal development. 

 

3.2 

Feedback is important to keep colleagues informed as to how well they 
are doing and to help them improve. 

 

Properly given, feedback should be about performance, not 
personality, so the individual receiving the feedback should not allow 
emotions to be part of his or her reaction to feedback: a positive 
attitude is required in order to listen carefully to what is being said, to 
take the time to consider the value of the feedback, and to ask the 
person giving the feedback on how you can improve. 

 

In this criterion the learner is required to describe what is meant by a 
positive attitude in order to then explain why it is necessary to 
maintain a positive attitude to feedback on performance. 

 

3.3 

‘Personal development’ is taken here to include ‘professional 
development’ in the sense of undertaking personal development to 
build human capital, skills and knowledge. 

 

The potential business benefits of personal development include: 

 improved workplace performance 

 linking training and development activities to business needs 
and career development 

 identifying talent and potential in the organisation 

 improved staff morale and motivation 

 introducing fresh ideas in the organisation 

 linking training and development to SMART objectives and 
performance management 

 etc. 

 

In this criterion the learner is required to describe what is meant by 
personal development in order to then explain potential business 
benefits of personal development; it is not sufficient to merely list 
potential business benefits. 
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3.4 

Individuals differ in how they learn, and there are a number of learning 
styles models that can be used to identify an individual’s learning style, 
perhaps the most widespread being the Honey and Mumford 
adaptation of Kolb’s experiential model: 

 Activist 

 Reflector 

 Theorist 

 Pragmatist 

 

In this criterion the learner is required to provide evidence that he or 
she has correctly identified their own learning style using an 
appropriate model. 

 

3.5 

Analysing own role and personal and team objectives is undertaken in 
order to identify the future development needs that are required to 
acquire the skills and knowledge for career development and for 
effective performance in the workplace both now and in the future. 

 

Use will be made of internal documents such as job description, 
person specification, personal development plans, business plans, 
team plans and objectives, etc., and relevant documents will be 
analysed to identify development needs.  

 

In this criterion the learner is required to analyse relevant documents, 
where available, relating to own role and personal and team objectives 
in order to identify own development needs. 

 

3.6 

Feedback from others is important in identifying development needs 
as good feedback enables individuals and groups to be aware of what 
they do and how they do it, and helps individuals learn, grow and 
develop. 

 

Feedback may be formal, as in a performance review, or it may be 
informal, as in on-going advice or observations given outside the 
formal process. 

 

In this criterion the learner is required to provide evidence that he or 
she has used examples of formal or informal feedback from others to 
identify development needs. 

 

3.7 

Having identified development objectives from feedback and analysing 
own role and personal and team objectives, the next step is to turn 
them into SMART objectives that are agreed with the appropriate 
manager or supervisor. 

 

In this criterion the learner is required to provide evidence that 
appropriate and correct SMART development objectives that align 
with organisational and personal needs are agreed with the 
appropriate manager or supervisor. 



8   

 

Learning outcome 

The learner will: 

4. be able to fulfil a personal development plan 

Assessment criteria 

The learner can: 

4.1 agree a personal development plan that specifies actions, 
methods, resources, timescales and review mechanisms 

4.2 make use of formal development opportunities that are 
consistent with business needs 

4.3 use informal learning opportunities that contribute to the 
achievement of personal development objectives 

4.4 review progress against agreed objectives and amend plans 
accordingly 

4.5 share lessons learned with others using agreed communication 
methods. 

 

 

 

 

 

Assessment Guidance 

4.1 

The SMART objectives should now form part of an agreed personal 
development plan that sets out what needs to be done and how it is to 
be done, and provides details of the resources required, the 
timescales, and the review mechanisms. 

 

In this criterion the learner is required to provide evidence that he or 
she has agreed a correct and appropriate personal development plan 
that specifies actions, methods, resources, timescales and review 
mechanisms. 

 

4.2 

Formal development takes place in an organised and structured 
setting with explicit learning outcomes and objectives, and typically 
leads to certification or some other recognition that it has been 
completed to a certain standard. 

 

In this criterion the learner is required to provide evidence that he or 
she has made use of formal development opportunities that are 
consistent with business needs. 

 

4.3 

Informal learning results from daily activities related to work, family or 
leisure, and is not organised or structured in terms of learning 
outcomes and objectives. 

 

In this criterion the learner is required to provide evidence that he or 
she has used informal development opportunities that contribute to 
the achievement of personal development objectives. 
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4.4 

Agreed objectives and review mechanisms are addressed in 
assessment criteria 3.7 and 4.1.   

 

In this criterion the learner is required to provide evidence that he or 
she has correctly and appropriately reviewed progress against agreed 
objectives and amended plans accordingly. 

 

4.5 

Reflecting on personal development provides an opportunity to ask 
such questions as ‘What went well?’, ‘What didn’t go well?’, and ‘What 
would I do differently next time?’ 

 

Sharing ‘lessons learned’ with others enables successes to be built 
upon and previous mistakes to be avoided, and may take place, for 
example, in a performance review or appraisal interview, a learning 
community, or as part of a review of a development activity. 

 

In this criterion the learner is required to provide evidence that he or 
she has shared lessons learned from own personal development with 
others using agreed communication methods. 

 

 



Unit 206 Communicate verbally with 
customers 

 

UAN: D/506/2119 

Level: 2 

Credit value: 3 

GLH: 14 

Relationship to NOS: Customers Service (2013) National 
Occupational Standards: 

 CFACSA3 Communicate effectively 
with customers 

 CFACSB6 Use questioning techniques 
when delivering customer service 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA  
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to communicate 
verbally with customers.  Upon completion 
of this unit, learners will be able to use 
customer service language to 
communicate with customers. 

 

Learning outcome 

The learner will: 

1. understand how to communicate verbally with customers 

Assessment criteria 

The learner can: 

1.1 explain the importance of effective communication in customer 
service 

1.2 explain how tone of voice, choice of expression and body 
language can affect the way customers perceive their 
experience 

1.3 explain why ‘customer service language’ is used  

1.4 describe different questioning techniques that can be used 
when communicating with customers 

1.5 describe verbal and non-verbal signals that show how a 
customer may be feeling 

1.6 describe the types of information needed when communicating 
verbally with customers. 

 

  



 

Assessment guidance 

The tone of voice, choice of expression and body language used 
when dealing with customers can show: 

 confidence or lack of it 

 anger or aggression 

 nervousness 

 abruptness  

 boredom 

 interest or disinterest  

 empathy 

 compassion 

Customer service language needs to be: 

 positive 

 able to put customers at ease 

 empathetic 

 clear 

 professional 

 easily understood 

 controlled 

‘Customer service language’ needs to be used in all customer service 
situations for example: 

 handling a basic customer enquiry where it needs to be clear, 

easily understood and  puts customers at ease  

 handling a customer complaint where it needs to be 

empathetic, controlled and professional. 

 

Questioning techniques: 

 open  

 probing 

 closed 

 leading 

Verbal signals: 

 positive -questions being asked, asking for clarification, use of 
key words 

 negative – lack of questions, use of negative words 

 positive and negative – tone of voice 

Non-verbal signals:  

 positive – smiling, nodding 

 negative – being easily distracted  

 positive and negative – eye contact, posture 

Evidence may be supplied by: 

 professional discussion 

 reflective account 

 questioning 

 



Learning outcome 

The learner will: 

2. be able to use customer service language to communicate with 
customers 

Assessment criteria 

The learner can: 

2.1 Identify customers’ wants and priorities 

2.2 listen “actively” to what customers are saying 

2.3 communicate clearly, concisely and professionally with 
customers 

2.4 use a tone of voice and expression that reinforces messages 
when communicating with customers 

2.5 use language that reinforces empathy with customers 

2.6 adapt their response in accordance with customers’ changing 
behaviour 

2.7 provide information and advice that meets customers’ needs 

2.8 maintain organisational standards of behaviour and 
communication when interacting with customers 

2.9 check that customers have understood what has been  
communicated 

2.10 adhere to organisational policies and procedures, legal and 
ethical requirements when communicating verbally with 
customers. 

 

 

Assessment guidance  

Listen actively: 

We all hear what is going on around us. Actively listening is when you 
do more than listen. You listen carefully and acknowledge you are 
listening by eg nodding, saying yes/no. 

 

The tone of voice and expression and body language used when 
dealing with customers can show: 

 confidence or lack of it 

 anger or aggression 

 nervousness 

 abruptness  

 boredom 

 interest or disinterest  

 empathy 

 compassion 

 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 

 

 

 



Legal requirements: 

eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 

Regulations) 

 Trade Descriptions Act 

 Data Protection Act  

 

Ethical requirements: 

 organisational principles 

 values 

 fairness 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 reflective account  

 questioning 

 organisational policies and , legal and ethical requirements* 

 

Note: this unit is about communicating verbally and not 
communicating in writing which is covered in unit 207. 

Here the candidate will require to be observed communicating 
verbally with a number of customers over time.  In addition to 
observations, witness testimonies and other forms of evidence can be 
used. 

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 

 



Unit 207 Communicate with customers in 
writing 

 

UAN: T/506/2126 

Level: 2 

Credit value: 3 

GLH: 20 

Relationship to NOS: Customers Service (2013) National 
Occupational Standards: 

 CFACSA13 Deal with customers in writing 
or electronically 

Assessment 
requirements specified 
by a sector or 
regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge and 
skills required to communicate with 
customers in writing.  Upon completion of 
this unit, learners will be able to both plan 
and produce written communications. 

 

Learning outcome 

The learner will: 

1. understand how to communicate with customers in writing 

Assessment criteria 

The learner can: 

1.1 explain why it is necessary to use different forms of written 
communication for different purposes 

1.2 describe practices for producing different forms of written 
communications 

1.3 describe the potential benefits and limitations associated with 

communicating with customers in writing 

1.4 explain the implications of confidentiality and data protection in 
communicating with customers in writing. 

 

Assessment guidance 

Written communication is needed when: 

 the communication must be in writing eg legal documents, 
policies, instructions 

 when a customer complains and a written response is required 

 when clarification is needed to ensure no misunderstanding 
 
 
 



Benefits: 

 is useful for reference in the future 

 can be checked by others, including more senior staff, to check 
accuracy and that the message is clear 

 is necessary where there are legal implications when a document 
is needed 
 

Limitations: 

 takes time to produce 

 requires resources eg computer, paper 

 is not immediate 

 poor completion can mean communication is not clear or correct 
which  can mean it is not effective and may cause problems for 
the organisation  

 may not be taking account of those with limited reading skills, or 
writing skills if a response is needed 
 

Evidence may be supplied by: 

 professional discussion 

 reflective account  

 questioning 

 organisational policies and procedures* 

 

 

Learning outcome 

The learner will: 

2. be able to plan written communications to customers 

Assessment criteria 

The learner can: 

2.1 Identify the objective(s) of the communication 

2.2 gather the information needed to draft the communication 

2.3 select the form of written communication that is most likely to lead 
to customer satisfaction within the service offer. 

 

 

Assessment guidance 

Communication: 

eg 

 letters 

 emails 

 reports 

 other written communication appropriate to the learner’s 
workplace 

 

Service offer: 

This details what an organisation will do for a customer, what level of 
customer service will be on offer and the limit of what will be offered. It 
also ensures consistency in the service offered 

 

 



Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 letters/emails or other relevant documentation 

 customer data/records.* 

 

Learning outcome 

The learner will: 

3. be able to communicate with customers in writing 

Assessment criteria 

The learner can: 

3.1 produce communications that recognise customers’ points of view 
in accordance with organisational standards, styles and tone 

3.2 use language that is clear and concise, adapting it to meet identified 
customer needs 

3.3 record decisions and actions taken and the reasons for them 

3.4 adhere to organisational policies and procedures, legal and 
ethical requirements when communicating with customers in 
writing. 

 

Assessment guidance  

Organisational standards, styles and tone: 

 limits of authority  

 house styles 

 use of templates 
 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 

 house style 

 use of templates 
 

Legal requirements: 

 eg 

 Data Protection Act  

 Equality Act 
 

Ethical requirements: 

 organisational principles 

 values 

 fairness 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 letters/emails or other documentation 

 customer data/records* 



 organisational policies and procedures.* 
 

This unit is about communicating in writing and not communicating 
verbally which is covered in unit 206.  

Here the candidate will require to be observed communicating in writing 
with a number of customers over time.  In addition to observations, 
witness testimonies and other forms of evidence can be used. 

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to them), 
this on its own is not sufficient. The candidate will require to demonstrate 
their application and be able to discuss them, showing understanding of 
how they are applied. This also applies to legal requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 

 



Unit 208 Deal with incoming telephone 
calls from customers 

 

UAN: H/506/2154 

Level: 2 

Credit value: 3 

GLH: 16 

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

 CFACSA11 Deal with incoming 
telephone calls from customers 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to deal with incoming 
telephone calls from customers.  Upon 
completion of this unit, learners will be 
able to establish the purpose of incoming 
customer calls and deal with customer 
questions and requests. 

 

Learning outcome 

The learner will: 

1. understand how to deal with incoming customer calls 

Assessment criteria 

The learner can: 

1.1 explain why an organisation should have guidance on dealing 
with 

telephone calls 

1.2 explain why an organisation should have an identity checking 
process 

1.3 explain the importance of keeping customer information up to 
date 

1.4 explain the importance of keeping customers informed of the 
progress of their call 

1.5 describe how body language and facial expressions can be 
detected over the telephone 

1.6 describe different questioning techniques used when dealing 
with incoming calls 

1.7 explain how to handle abusive calls. 

 

  



 

Assessment guidance 

Body language and facial expressions used when dealing with 
customers can show: 

 confidence or lack of it 

 anger or aggression 

 nervousness 

 abruptness  

 boredom 

 interest or disinterest  

 empathy 

 compassion 
 
Questioning techniques 

 open  

 probing  

 closed 
 
Abusive  
eg customer shouting or swearing, making lewd comments, being 
aggressive. 
 
Evidence may be supplied by: 

 professional discussion 

 reflective account  

 questioning 

 organisational policies and procedures* 

 service offer 

 legislative and regulatory requirements  

 

 

Learning outcome 

The learner will: 

2. be able to establish the purpose of incoming customer calls 

Assessment criteria 

The learner can: 

2.1 verify the identity of callers in line with organisational guidelines 

2.2 speak clearly, concisely and politely using speech and tone to 
create a rapport 

2.3 adapt their own communication style to meet customers’ needs 

2.4 listen actively to what customers are saying to collect as much 
information as possible 

2.5 use questioning techniques that are appropriate to the 
conversation 

2.6 record information in line with organisational guidelines. 

 

Assessment guidance  

Questioning techniques: 

 open  

 probing  

 closed  



 
Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 customer data/records*  

 organisational policies and procedures*. 

 

Learning outcome 

The learner will: 

3. be able to deal with customer questions and requests 

Assessment criteria 

The learner can: 

3.1 respond in a way that best meets customer and organisational 
requirements 

3.2 give clear and concise information that meets customers’ needs 

3.3 manage the length of the conversation  

3.4 confirm that the customer is satisfied with the outcomes of the 
conversation 

3.5 complete agreed post-call follow up actions. 

 

Assessment guidance  

Post call follow up actions: 

eg 

 complete administration 

 update records 

 pass information on to others 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 customer records* 

 organisational documentation* 

 organisational policies and procedures*. 

 

Note:   

This unit is about dealing with incoming telephone calls and not 
outgoing which is covered in unit 209  

Here the candidate will require to be observed dealing with incoming 
calls.  Witness testimonies can be used to ensure the evidence is over 
time. 

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 



Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 



Unit 209 Make telephone calls to 
customers 

 

UAN: K/506/2155 

Level: 2 

Credit value: 3 

GLH: 16 

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

 CFACSA12 Make telephone calls to 
customers 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to make telephone calls 
to customers.  Upon completion of this 
unit, learners will be able to plan, and 
make, telephone calls to customers. 

 

Learning outcome 

The learner will: 

1. understand how to make telephone calls to customers 

Assessment criteria 

The learner can: 

1.1 Explain the legislation and regulations relating to the use of 
customer information when planning to make calls 

1.2 explain the importance of keeping customer information up to 
date 

1.3 explain the reasons for organisational guidance on dealing with 
telephone calls 

1.4 explain the reasons for organisational identity checking 
processes 

1.5 explain how body language and facial expressions can be 
detected over the telephone 

1.6 describe different questioning techniques when dealing with 
customers 

1.7 explain organisational guidelines for what can and cannot be said 
or promised 

1.8 explain how to handle abusive calls from customers. 

 

  



 

Assessment guidance 

Legislation and regulation to include: 

 Data Protection Act 

 Communications Act 

 Telephone Preference Service. 
 

Reasons 

eg: 

 legislative 

 regulatory 

 consistency 

 service offer 

 

Body language and facial expressions used when dealing with 
customers can show: 

 confidence or lack of it 

 anger or aggression 

 nervousness 

 abruptness  

 boredom 

 interest or disinterest  

 empathy 

 compassion 

Questioning techniques: 

 open 

 probing 

 closed 

Evidence may be supplied by: 

 professional discussion 

 reflective account  

 questioning 

 organisational policies and procedures* 

 legislative and regulatory requirements  

 

Learning outcome 

The learner will: 

2. be able to plan telephone calls to customers 

Assessment criteria 

The learner can: 

2.1 identify the objective(s) of calls 

2.2 prepare the information needed to make calls 

2.3 plan the structure of calls 

2.4 identify customers’ likely responses and how they can be dealt 
with 

 

 

 



Assessment guidance 

Information: 

 call list 

 customer records 

 data needed for call eg promotion details, information on 

products/services being sold, follow up call 

Structure: 

 introduction 

 reason for call 

 call content 

 close call by summarising, checking details and completing 

administration 

Likely responses: 

eg objection handling 

 listen 

 empathise 

 check understanding of objection 

 offer solutions 

 remain patient 

 close and confirm 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 organisational policies and procedures* 

 call list 

 customer records* 

 

Learning outcome 

The learner will: 

3. be able to make telephone calls to customers 

Assessment criteria 

The learner can: 

3.1 use telecommunications equipment in accordance with 
organisational standards 

3.2 confirm the identity of customers in line with organisational 
guidelines 

3.3 make the customer aware of the purpose of the call as early as 
possible 

3.4 speak clearly, concisely and politely, using speech and tone to 
create rapport 

3.5 adapt their own communication style to meet customers’ needs 

3.6 listen actively to what customers are saying to collect as much 
information as possible 

3.7 give clear and concise information that meets customers’ needs 

3.8 record information in line with organisational guidelines 



3.9 complete agreed follow up actions after closing the telephone 
call. 

 

Assessment guidance  

Post call follow up actions 

eg 

 complete administration 

 update records 

 pass information on to others 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 organisational policies and procedures* 

 equipment manuals* 

 legislative and regulatory requirements*  

 customer records* 

 organisational documentation* 

 

Note:   

This unit is about dealing with outgoing telephone calls and not 
incoming which is covered in unit 208 

Here the candidate will require to be observed dealing with outgoing 
calls.  Witness testimonies can be used to ensure the evidence is over 
time. 

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 
 



Unit 210 Promote additional products 
and/or services to customers 

 

UAN: L/506/2133 

Level: 2 

Credit value: 2 

GLH: 14 

Relationship to NOS: Customers Service (2013) National 
Occupational Standards: 

 CFACSA5 Promote additional 
services or products to customers 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to promote additional 
products and/or services to customers.  
Upon completion of this unit, learners will 
be able to promote additional products 
and/or services to customers. 

 

Learning outcome 

The learner will: 

1. understand the promotion of additional products and/or services 
to customers 

Assessment criteria 

The learner can: 

1.1 describe organisational policies and procedures on the 
promotion of additional products and/or services 

1.2 explain the importance of keeping product/service knowledge up 
to date 

1.3 explain how to match products and/or services to customer 
needs 

1.4 describe techniques to promote additional products and/or 
services. 

 

Assessment guidance 

Additional products and/or services: 

 cross selling – to suggest a related product or service eg a 
toothbrush when the customer is buying toothpaste 

 up-selling eg when you try to sell a more expensive product or 
service than the one the customer was originally interested in 
 



 
Techniques: 

 listening to customer needs 

 at point of sale 

 to existing customers 
 
Evidence may be supplied by: 

 professional discussion 

 reflective account  

 questioning 

 organisational policies and procedures 

 

Learning outcome 

The learner will: 

2. be able to promote additional products and/or services to 
customers 

Assessment criteria 

The learner can: 

2.1 identify opportunities to promote additional products and/or 
services that are likely to improve the customer experience 

2.2 promote the benefits of additional products and/or services that 
are likely to be of interest to customers 

2.3 provide information to customers that will help them to decide 
whether to select additional products and/or services 

2.4 adhere to organisational policies and procedures, legal and 
ethical requirements when promoting products and/or 
services. 

 

 

Assessment guidance 

Opportunities: 

 acting on information given by customers 

 selling to existing customers 

 explaining how it will enhance the product/service 

 at point of sale 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customers 

Legal requirements: 

eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 

Regulations) 

 Trade Descriptions Act 

 Data Protection Act  

 Equality Act 

 

 



 

Ethical requirements: 

 organisational principles 

 values 

 fairness 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 product/service information* 

 service offer* 

 customer feedback* 

 organisational policies and procedures* 

 organisational ethical policies* 
 
 

Note: this unit is about promoting additional products and/or 
services to customers.  

Here the candidate will require to be observed carrying out the task 
with a number of customers over time.  In addition to observations, 
witness testimonies and other forms of evidence can be used. 

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 

 



Unit 211 Process information about 
customers 

 

UAN: R/506/2134 

Level: 2 

Credit value: 3 

GLH: 14 

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

 CFACSA6 Process information 
about customers 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to process customer 
information.  Upon completion of this unit, 
learners will be able to process customer 
information. 

 

Learning outcome 

The learner will: 

1. understand how to process customer information 

Assessment criteria 

The learner can: 

1.1 describe the functions of customer information systems 

1.2 explain the way in which legislation and regulatory 
requirements affect the processing of customer information 

1.3 explain different responsibilities and levels of authority for 
processing customer service information 

1.4 explain the reliability of sources of customer information 

1.5 explain the validity of customer information. 

 

  



 

Assessment guidance 

Functions: 
eg  

 retain customer information 

 manage information 

 engage/make contact with customers 

 create reports. 
 
Customer information systems: 

 bespoke systems 

 customer relationship management system (CRM) 

 management information system 
 

Legislation and regulatory requirements: 

 Data Protection Act 

 Principles of Data Protection Act 

 Equality Act 

 internal policies and procedures 
 
Reliability: 

 up to date 

 checked and confirmed 

 accurate 
 
Validity: 

Checking information is authentic/genuine 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective accounts 

 

Learning outcome 

The learner will: 

2. be able to process customer information 

Assessment criteria 

The learner can: 

2.1 record information about customers in line with organisational 
standards and procedures 

2.2 keep customer information up to date  

2.3 respond to requests for customer information from authorised 
people in a timely manner 

2.4 retrieve customer information that meets the requirements of 
the request 

2.5 supply customer information in a format appropriate for the 
recipient 

2.6 adhere to organisational policies and procedures, legal and 
ethical requirements when processing customer information. 

 

 



Assessment guidance 

Organisational standards and procedures: 

They will be different according to the organisation and will relate to 
the information to be retained, how it will be collected and used. 

 

Authorised people: 

Those within the organisation who have authority to access and/or use 
the data. 

 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 handling of data, including collection and usage 

 data protection and confidentiality policy 

Legal requirements eg 

 Data Protection Act 

 Equality Act 

Ethical requirements 

 organisational principles 

 values 

 fairness 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 customer records/database* 

 organisational policies and procedures, legislative 

requirements and organisational ethical policies. ** 

 
Note: this unit is about processing information about customers. 

Here the candidate will require to be observed processing information 
about customers over time. Witness testimonies can be added if 
necessary.   

 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

** While the candidate can provide a copy of the organisational 
policies and of the organisational ethical policy/requirements (or refer 
to them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

 

 



Unit 212 Exceed customer expectations 

 

UAN: Y/506/2135 

Level: 2 

Credit value: 3 

GLH: 15 

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

 CFACSA9 Go the extra mile in customer 
service 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to exceed customer 
expectations.  Upon completion of this 
unit, learners will be able to exceed 
customer expectations at work. 

 

Learning outcome 

The learner will: 

1. understand how to exceed customer expectations 

Assessment criteria 

The learner can: 

1.1 explain how customers form expectations of the service they 
will receive 

1.2 explain legislation, organisational policies and procedures 
that can limit or vary the service offer 

1.3 explain the types of actions that customers are likely to perceive 
as adding value 

1.4 explain how to recognise when actions taken to offer added 
value could be built into the service offer. 

 

Assessment guidance 

Expectations: 
What the customer thinks they should experience or get. 
 

Legislation: 

eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 

Regulations) 

 Trade Descriptions Act 



 Equality Act 

 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 

 customer service policy 

Service offer: 

A service offer is what the organisation says it will offer its customers 
and is therefore what the customer comes to expect. A service offer 
covers eg the refund policy, its delivery times and the service it will 
offer. 

 
Adding value: 
Where the customer receives something they see as adding to the 
value of the product or service eg the offer of a two year free product 
guarantee can be seen by the customer as adding value to the product 
they are buying. 
 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 legislation, organisational policies and procedures* 

 

 

Learning outcome 

The learner will: 

2. be able to exceed customer expectations 

Assessment criteria 

The learner can: 

2.1 Identify differences between customers’ expectations and 
needs and the service offer 

2.2 explain the service offer clearly and concisely to customers 

2.3 identify options that offer added value without affecting other 
customers adversely 

2.4 make offers to customers within their own authority levels 

2.5 take action to ensure that customers are aware that offers made 
to them have added value and exceed the service offer 

2.6 record agreements made and actions taken. 

 

 

Assessment guidance 

Expectations: 
What the customer thinks they should experience or get. 
 

Needs: 

What the customer must have/requires. 

 



Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 marketing materials 

 documentation 

 legislation, organisational policies and procedures* 

 

Note: this unit is about delivering customer service that exceeds 
customer expectations. 

Here the candidate will require to be observed over time delivering 
customer service that exceeds customer expectations but is within the 
limits of their authority. Witness testimonies can be added if 
necessary.   

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 



Unit 213 Deliver customer service 
whilst working on customer’s 
premises 

 

UAN: T/506/2143 

Level: 2 

Credit value: 4 

GLH: 20 

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

 CFACSB3 Deliver customer service on 
your customer’s premises 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to deliver customer 
service whilst working on customers’ 
premises.  Upon completion of this unit, 
learners will be able to deliver customer 
service whilst working on customers’ 
premises. 

 

Learning outcome 

The learner will: 

1. understand how to deliver customer service whilst working on 
customers’ premises 

Assessment criteria 

The learner can: 

1.1 describe the preparations that need to be made prior to a visit 

1.2 explain the importance of being positive about the product 
and/or service 

1.3 explain organisational standards of presentation, 
behaviour and communication 

1.4 explain the purpose of advising customers why work cannot be 
carried out that has not been previously agreed 

1.5 explain how to identify possible risks relating to the work to be 
carried out 

1.6 explain the way in which legislation affects the work to be 
carried out. 

 

  



 

Assessment guidance 

Preparations: 
eg  

 preparing paperwork and/or materials 

 making a pre-call to confirm the visit 

 checking the schedule 

 packing materials for delivery 
 

Organisational standards of presentation, behaviour and 

communication: 

 dress code 

 uniform to be worn 

 any special dress  code when entering a customer’s premises 
eg shoes, gloves, PPE 

 behaviour including language to be used and what should not 
be used 

 
Legislation: 

 Health and Safety at Work  Act 

 Equality Act 

 Data Protection Act 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 organisational standards of presentation, behaviour and 
communication. 

 

Learning outcome 

The learner will: 

2. be able to deliver customer service whilst working on customers’ 
premises 

Assessment criteria 

The learner can: 

2.1 Identify themselves to customers  

2.2 take action to ensure that customers know when, why and for 
how long work will be carried out on their premises 

2.3 confirm with customers the nature of work to be carried out on 
their premises 

2.4 keep customers informed of progress, delays, variations to work 
to be carried out and follow up needed 

2.5 treat customers, their premises and property with consideration 

2.6 confirm that the customer is satisfied with the outcome 

2.7 maintain their own personal safety and security and that of 
customers whilst on customers’ premises.  

 

  



 

Assessment guidance 

Identify themselves to customers: 

It is important to ensure customers are correctly greeted and shown 
personal credentials/identity card or similar. 

 

Personal safety and security: 

The candidate should ensure they are aware of all health and safety 
requirements including that of a lone worker if appropriate. 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 marketing materials 

 manuals* 

 documentation* 

 schedules/rotas/daily plan 

 legislative requirements and organisational policies and 

procedures* 

Note: this unit is about delivering customer service whilst working on 
customers’ premises which could be residential or business premises. 
The candidate could be eg carrying out work on the premises, caring 
for a customer in their premises or delivering goods into the premises. 

Here the candidate will require to be observed preparing for a visit(s) 
and then delivering customer service on customer’s premises. This 
requires to be carried out on more than one occasion. Witness 
testimonies can be added if necessary.   

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 



Unit 214 Carry out customer service 
handovers 

 

UAN: T/506/2157 

Level: 2 

Credit value: 3 

GLH: 15 

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

 CFACSB16 Deliver seamless customer 
service with a team 

Assessment 
requirements specified 
by a sector or 
regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge and 
skills required to carry out customer service 
handovers.  Upon completion of this unit, 
learners will be able to plan and carry out 
customer service handovers. 

 

Learning outcome 

The learner will: 

1. understand the customer service handover process 

Assessment criteria 

The learner can: 

1.1 explain an organisation’s customer service handover procedures 

1.2 explain why it is appropriate to pass responsibility for completing 
particular customer service actions to colleagues 

1.3 explain why, when and how to set reminders to follow up on actions 
handed over to others 

1.4 explain levels of their own responsibility in the customer service 
handover process. 

 

Assessment guidance 

Handover: 

The process of transfer without loss of service to the customer. 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 organisational policies and procedures* 



 

Learning outcome 

The learner will: 

2. be able to plan customer service handovers 

Assessment criteria 

The learner can: 

2.1 identify the steps in the customer service delivery process that rely 
on exchanges of information among team members 

2.2 agree with colleagues when to pass customer service issues from 
one person to another 

2.3 agree methods of information exchange. 

 

Assessment guidance 

Methods of information exchange:  

 formal (in writing) written messages, emails, report 

 informal (verbal) telephone, face to face, text 
  

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 documentation* 

 legislative requirements and organisational policies and 

procedures* 

 

Learning outcome 

The learner will: 

3. be able to carry out customer service handovers 

Assessment criteria 

The learner can: 

3.1 explain to customers to whom and why a handover is being made 

3.2 exchange information with colleagues in line with organisational 
procedures 

3.3 check that actions required by others following handovers have 
been completed 

3.4 identify further actions when the activities required by others have 
not been completed 

3.5 share feedback with colleagues to make improvements to handover 
processes. 

 

  



 

Assessment guidance 

Organisational procedures: 

 roles and responsibilities covering limits of authority 

 communication policy 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 documentation* 

 legislative requirements and organisational policies and 

procedures* 

 

Note: this unit is about the candidate carrying out customer service 
handovers.  Here the candidate will require to take action, to exchange 
information and ensure a smooth handover for customers to others. This 
is required to be carried out on more than one occasion. Witness 
testimonies can be added if necessary.   

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to them), 
this on its own is not sufficient. The candidate will require to demonstrate 
their application and be able to discuss them, showing understanding of 
how they are applied. This also applies to legal requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 

 



Unit 215 Resolve customer service 
problems 

 

UAN: A/506/2158 

Level: 2 

Credit value: 5 

GLH: 22 

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

 CFACSC3 Resolve customer service 
problems 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to resolve customer 
service problems.  Upon completion of this 
unit, learners will be able to resolve 
customer service complaints and manage 
unresolved customer service problems. 

 

Learning outcome 

The learner will: 

1. understand the resolution of customer service problems 

Assessment criteria 

The learner can: 

1.1 describe an organisation’s customer service and complaints 
procedures 

1.2 describe techniques to identify customer service problems and 
their causes 

1.3 describe techniques to deal with situations where customers 
become agitated or angry 

1.4 explain the limits of their own authority for resolving customers’ 
problems and making promises 

1.5 explain the purpose of encouraging customers to provide 
feedback 

1.6 describe methods used to encourage customers to provide 
feedback. 

 

  



 

Assessment guidance 

Techniques: 

 remain calm 

 listen 

 talk clearly and confidently 

 remain in control 

 let them speak without interruption when they are angry 

 ask questions and speak slowly and with concern in tone when 
they are confused 

 alter communication to suit the customer 

 ask for assistance from others where necessary 

 if an angry customer try to move them from other customers 
but do not allow yourself to be alone with them and out of 
sight of colleagues 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 legal and ethical requirements and organisational policies and 

procedures* 

 

Learning outcome 

The learner will: 

2. be able to resolve customer service problems 

Assessment criteria 

The learner can: 

2.1 identify the nature and cause of customer service problems 

2.2 identify workable options for resolving problems within 
organisational guidelines 

2.3 use the most appropriate method of communication for dealing 
with customers 

2.4 agree with customers the option that best meets their needs and 
those of the organisation 

2.5 keep customers informed of progress 

2.6 fulfil promises made to customers during the resolution 
process 

2.7 share customer feedback with others to improve the resolution 
of customer service problems 

2.8 Adhere to organisational policies and procedures, legal and 
ethical requirements when resolving customer service 
problems. 

 

Assessment guidance 

Workable options: 

are options that balance the needs of the customer and the 
organisation. 

 



Resolution process: 

is the process carried out to solve the customer service problem which 
may require some form of negotiation and compromise. 

 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 

Legal requirements: 

eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 

Regulations) 

 Trade Descriptions Act 

 Data Protection Act 

 Equality Act 

Ethical requirements: 

eg 

 organisational principles 

 values 

 fairness 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 documentation* 

 legal and ethical requirements and organisational policies and 
procedures* 

 

Learning outcome 

The learner will: 

3. be able to manage unresolved customer service problems 

Assessment criteria 

The learner can: 

3.1 explain to customers the reasons why problems cannot be 
resolved 

3.2 refer customers to other sources of help if their problems 
cannot be resolved. 

 

  



 

Assessment guidance 

Sources of help: 

 internal – colleagues, management 

 external – experts, specialists 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 documentation* 

 legal and ethical requirements and organisational policies and 

procedures* 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 

 



Unit 216 Deliver customer service to 
challenging customers 

 

UAN: F/506/2159 

Level: 2 

Credit value: 3 

GLH: 16 

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

 CFACSC4 Deliver customer service 

to challenging customers 

Assessment 
requirements specified 
by a sector or 
regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence  units 
(S/NVQ) 

Aim: This unit aims to develop the knowledge and 
skills required to deliver customer service to 
challenging customers.  Upon completion of 
this unit, learners will be able to deal with 
challenging customers. 

 

Learning outcome 

The learner will: 

1. understand the delivery of customer service to challenging customers 

Assessment criteria 

The learner can: 

1.1 describe different types of challenging customers in the customer 
service environment 

1.2 explain an organisation’s procedures and standards of 
behaviour for dealing with challenging customers 

1.3 explain behaviours that make it challenging to deal with customers 

1.4 explain the difference between assertive and aggressive 
behaviour 

1.5 describe techniques to deal with customers’ challenging 
behaviour 

1.6 explain their own levels of authority for agreeing actions outside 
the service offer 

1.7 explain why it is important that colleagues are informed when 
challenging customers re-open or escalate matters. 

 

  



 

Assessment guidance 

Challenging customers: 

eg 

 angry 

 aggressive 

 abusive 

 confused 

 having special requirements 
 
Organisation’s procedures: 

 service offer 

 customer service policy 

 policy on abusive behaviour 
 
Standards of behaviour will relate to the standards of behaviour of 
both the staff and customer. The organisation could have a: 

 policy on abusive behaviour 

 point at which the challenging customer should be referred to 
others 

 set procedure for the way in which staff handle such customers 
and the support that can be offered in their handling 

 
Behaviours: 

 unreasonable attitude 

 unwilling to listen 

 aggression 

 lack of understanding 

 frustration 
 
Assertive and aggressive behaviour:   

 assertive behaviour is where customer is confident and self- 
assured but not aggressive 

 aggressive is where the customer is very unpleasant and most 
likely threatening or even abusive or violent.  It is likely the 
organisation will have a policy on how such people should be 
handled 

 
Techniques to deal with customers’ challenging behaviour: 

 remain calm 

 listen 

 talk clearly and confidently 

 remain in control 

 let them speak without interruption when they are angry 

 ask questions and speak slowly and with concern in tone when 
they are confused 

 alter communication to suit the customer 

 ask for assistance from others where necessary 

 if an angry customer try to move them away from other 
customers but do not allow yourself to be alone with them or out 
of sight of colleagues 

 
 



Levels of authority: 
The level at which a candidate can operate and make decisions.  
 
Re-open or escalate matters: 

 re-open means when customers reappear or make contact asking 
for the same problem or complaint to be looked at again. 

 escalate means where they either ask for management to be 
involved or they contact management direct. 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 legal requirements and organisational policies and procedures* 

 

Learning outcome 

The learner will: 

2. be able to deal with challenging customers 

Assessment criteria 

The learner can: 

2.1 identify the signs that indicate that a customer is challenging 

2.2 express understanding of customers’ point of view without 
admitting liability 

2.3 explain to customers the limits of the service they can offer 

2.4 explain to customers the reasons for an organisation’s position 
and policy 

2.5 agree a way forward that balances customer satisfaction and 
organisational needs 

2.6 obtain help from colleagues when options for action are beyond 
their level of authority 

2.7 Adhere to organisational policies and procedures, legal and 
ethical requirements when dealing with challenging customers. 

 

Assessment guidance 

Challenging customers: 

 eg 

 angry 

 aggressive 

 abusive 

 confused 

 having special requirements 

 

Admitting liability: 

Admitting that you or the organisation was at fault. 

 

Limits of the service: 

The point at which the organisaton can offer no more. 

 

Organisation’s position: 

The decision the organisation has taken. 



Balances customer satisfaction and organisational needs: 

Where the learner has to come to a decision on the point when the 
organisation cannot meet the customer’s expectations. It is often the 
point at which it is not financially viable for the organisation to meet what 
the customer wants or not possible to do so.  It may also be that giving in 
to one customer means others will want the same and so cause more 
problems for the organisation. 

 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 

 customer service policy and procedures* 

Legal requirements: 

eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 

Regulations) 

 Trade Descriptions Act 

 Data Protection Act 

 Equality Act 

 Health and Safety at Work Act 

Ethical requirements: 

 organisational principles 

 values 

 fairness 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 documentation* 

 legal and ethical requirements and organisational policies and 

procedures* 

Note: this unit is about delivering customer service to challenging 
customers. It is not about delivering customer service in normal 
situations.  The candidate will require to be observed dealing with at 
least three challenging customers. Witness testimonies can be added if 
necessary.   

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to them), 
this on its own is not sufficient. The candidate will require to demonstrate 
their application and be able to discuss them, showing understanding of 
how they are applied. This also applies to legal requirements. 



Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 



Unit 217 Develop customer relationships 

 

UAN: Y/506/2149 

Level: 2 

Credit value: 3 

GLH: 18 

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

 CFACSD1 Develop customer 
relationships 

Assessment 
requirements specified 
by a sector or 
regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge and 
skills required to develop customer 
relationships.  Upon completion of this unit, 
learners will be able to develop relationships 
with customers. 

 

Learning outcome 

The learner will: 

1. understand how to develop customer relationships 

Assessment criteria 

The learner can: 

1.1 describe the importance of developing relationships with customers 

1.2 explain the value of customer loyalty and retention 

1.3 explain how customers’ expectations may change over time 

1.4 explain the use of customer feedback as a means of developing 
customer relationships 

1.5 explain the limits of their own authority to make alternative 
service offers to customers 

1.6 describe the use of Customer Relationship Management 
systems and processes to meet customers’ expectations 

1.7 explain the importance of regular communication in the 
development of both internal and external customer relationships. 

 

  



 

Assessment guidance 

Customer loyalty and retention: 

Customer loyalty is important as it means customers return and are a 
captive market. It is important to keep/retain customers as it can be 
cheaper than having to work at finding and winning new customers. If 
there is a good existing customer base you can use them to sell to, gain 
feedback from etc.  

 
Expectations: 
What the customer thinks they should experience or get. 

 
Customer feedback: 
Can be obtained through surveys, questionnaires, forums, social media, 
comment cards, customer comments.  
 
Alternative service offers: 
eg  

 discounts 

 replacement products 

 reduction 
 
Customer Relationship Management systems: 

The uses of an effective CRM system are it: 

 allows access across operations within an organisation eg it can 

be accessed by marketing to gain an insight into customer needs, 

likes etc  but can also be accessed by sales to get details on 

customers to target by looking at past purchases, profitability 

 allows greater customer contact and communication through the 

information held and so can improve the customer service offered 

by all departments with access. Customers can also freely offer 

information they want to be held again improving the potential to 

build the customer relationship 

 allows control of sales and marketing by giving more specific 

information that has been gathered over time 

 is used to monitor customers, their behaviour, needs, purchases 

etc and so aids forecasting of future needs, purchases etc. 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 organisational policies and procedures.* 
 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

Note: while the candidate can provide a copy of the organisational 
policies and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

 

 



Learning outcome 

The learner will: 

2. be able to develop relationships with customers 

Assessment criteria 

The learner can: 

2.1 give help and information that meets or exceeds customers’ 
expectations 

2.2 identify new ways of helping customers based on their feedback 

2.3 share feedback from customers with others 

2.4 identify added value that the organisation could offer customers 

2.5 bring to customers’ attention products or services that may interest 
them. 

 

Assessment guidance 

Expectations: 
What the customer thinks they should experience or get. 

 

Feedback: 
Can be obtained through surveys, questionnaires, forums, social media, 
comment cards, customer comments.  

 

Added value: 
Where the customer receives something they see as adding to the value 
of the product or service eg the offer of a two year free product 
guarantee can be seen by the customer as adding value to the product 
they are buying 
 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 service offer* 

 feedback 

 documentation* 

 legislation, organisational policies and procedures**. 

 

Note: this unit is about developing customer relationships. 

Here the candidate will require to be observed over time developing 
relationships with customers. Witness testimonies can be added if 
necessary.   

 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

**Note:  While the candidate can provide a copy of the organisational 
policies and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

 



Unit 218 Support customer service 
improvements 

 

UAN: T/506/2160 

Level: 2 

Credit value: 3 

GLH: 12 

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

  CFACSD2 Support customer 
service improvements 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to support customer 
service improvements.  Upon completion 
of this unit, learners will be able to identify 
the potential for improvements to 
customer service and support the 
implementation of improvements to 
customer service. 

 

Learning outcome 

The learner will: 

1. understand how to support customer service improvements 

Assessment criteria 

The learner can: 

1.1 describe different sources of information that may help 
identify ways of improving customer service 

1.2 describe the constraints on suggesting improvements to 
customer service  

1.3 explain the limits of their own authority in implementing 
improvements. 

 

Assessment guidance 

Sources of information: 

 customer feedback 

 sales 

 complaints 

 returns 

 staff feedback 
 



Constraints: 

 level of authority 

 level of experience 

 cost 

 lack of resources 
 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 organisational policies and procedures.* 

 

 

Learning outcome 

The learner will: 

2. be able to identify the potential for improvements to customer 
service 

Assessment criteria 

The learner can: 

2.1 use information from a range of sources to understand the 
customer experience 

2.2 identify potential areas where customer service could be 
improved from an analysis of information  

2.3 make recommendations for improvement that are based on 
evidence from analysed information 

 

Assessment guidance 

Range of sources: 

eg 

 customers 

 formal and informal feedback 

 staff 

 sales figures 

 response times 

 

Analysis of information will be from a range of sources.  

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 implementation plans 

 service offer* 

 feedback and analysis 

 documentation* 

 organisational policies and procedures* 



 

Learning outcome 

The learner will: 

3. be able to support the implementation of improvements to 
customer service 

Assessment criteria 

The learner can: 

3.1 implement agreed improvements within the limits of their own 
authority 

3.2 inform customers of improvements to customer service 

3.3 identify the impact of improvements to customer service and 
feedback to relevant people. 

 

Assessment guidance 

Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 implementation plans 

 service offer* 

 feedback 

 documentation* 

 organisational policies and procedures*. 

 

Note: this unit is about supporting customer service improvements. 

Here the candidate will require to be observed over time not just 
identifying the potential for customer service improvements but also 
supporting the implementation of those improvements. Witness 
testimonies can be added if necessary.  

 

 * While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 

 



Unit 219 Support customers through 
real-time online customer 
service 

 

UAN: A/506/2161 

Level: 2 

Credit value: 3 

GLH: 15 

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

 CFACSD4 Support customers using 
on-line customer services 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to support customers 
through real-time online customer service.  
Upon completion of this unit, learners will 
be able to establish the customer service 
support needed by customers and support 
online customer service in real-time. 

 

Learning outcome 

The learner will: 

1. understand how to support customers through real-time online 
customer service 

Assessment criteria 

The learner can: 

1.1 explain how an organisation’s online customer service 
system works 

1.2 explain how to navigate their own customer service site 

1.3 describe the questioning techniques that may be used when 
supporting customers through real-time on-line customer 
services 

1.4 explain how to adapt their own communication style to meet 
customers’ ability to use online systems. 

 

  



 

Assessment guidance 

Online customer service systems: 

Can be any system being used by the organisation including live chat, 
video etc.  

 

Questioning techniques: 

 open – to obtain information 

 probing – to obtain further information or clarify information 

given 

 closed – what, where, why, when – which give answers of yes, 

no or very short responses. It is used for confirmation of 

understanding. 

 

Communication style: 

May mean adapting from a style that suits someone with the ability to 

use the service, to one who needs some help, to one never having 

used the service before. This will mean adapting the use of technical 

language depending on who they are dealing with and spending more 

time explaining the service to those who have not used it before. 

 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 organisational policies and procedures* 

 

Learning outcome 

The learner will: 

2. be able to establish the customer service support needed by 
customers 

Assessment criteria 

The learner can: 

2.1 identify customers’ familiarity with the site 

2.2 identify the difficulties faced by customers when navigating 
websites 

2.3 identify the support for customers that will meet their needs. 

 

Assessment guidance 

Difficulties: 

eg 

 lack of confidence 

 lack of IT knowledge 

 poor communication skills 

 technical issues 

 

Evidence may be supplied by: 

 observation 

 witness testimony 



 customer records* 

 professional discussion 

 questioning 

 reflective account 

 frequently asked questions* 

 manuals* 

 service offer* 

 documentation* 

 legislation, organisational policies and procedures* 

 

Learning outcome 

The learner will: 

3. be able to support online customer service in real-time 

Assessment criteria 

The learner can: 

3.1 step through screen sequences while the customer operates the 
system 

3.2 communicate with customers in terms they can understand 

3.3 inform customers of what is happening and why certain steps are 
required  

3.4 adhere to organisational policies and procedures, legal and 
ethical requirements when supporting customers through on-
line customer service. 

 

Assessment guidance 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 data protection and confidentiality policy 

 communication policy 

 IT policy 

 social media policy 

 handling of customer issues 

 customer service policy and procedures 

 

Legal requirements: 

eg 

 Data Protection Act 

 Equality Act 

 Health and Safety at Work Act 

 

Ethical requirements: 

 organisational principles 

 values 

 fairness 

Evidence may be supplied by: 

 observation 

 witness testimony 



 customer records* 

 professional discussion 

 questioning 

 reflective account 

 frequently asked questions* 

 manuals* 

 service offer* 

 documentation* 

 legislation, organisational policies and procedures*. 

 

Note: this unit is about supporting customers through real-time online 
customer service. 

Here the candidate will require to be observed supporting a number of 
customers through real-time online customer service over time. 
Witness testimonies can be added if necessary.   

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 



Unit 220 Support customers using self-
service equipment 

 

UAN: H/506/2977 

Level: 2 

Credit value: 3 

GLH: 18 

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

 CFACSD4 Support customers using 
on-line customer services 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to support customers 
using self-service equipment.  Upon 
completion of this unit, learners will be able 
to identify the help needed by customers 
using self-service equipment and 
consequently provide help to customers 
using self-service equipment. 

 

Learning outcome 

The learner will: 

1. understand how to support customers using self-service 
equipment 

Assessment criteria 

The learner can: 

1.1 explain how the self-service equipment works 

1.2 describe problems that are commonly encountered by 
customers when using self-service equipment 

1.3 explain demonstration techniques to use when supporting 
customers using self-service equipment 

1.4 explain organisational procedures for the use of equipment 
and fault reporting. 

 

Assessment guidance 

Problems can include: 

 no knowledge of what to do 

 rejection of details 

 lack of confidence often resulting in panic 

 machine refers the customer to ask for assistance 
 



Demonstration techniques: 

 showing the customer what to do 

 allowing the customer to watch and then carry out the task 

 allowing them to do it themselves and offer advice and 
guidance as needed 

 
Organisational procedures will be centred on the use of the 
equipment backed by user manuals and instructions. 
 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 reflective account 

 organisational policies and procedures* 

 

Learning outcome 

The learner will: 

2. be able to identify the help needed by customers using self-service 
equipment 

Assessment criteria 

The learner can: 

2.1 identify signs that show when a customer is having difficulty with 
the self-service equipment 

2.2 Identify a style and level of intervention that meets customers’ 
needs. 

 

Assessment guidance/evidence  

Signs that show when a customer is having difficulty are when they: 

 look around for someone to help 

 ask for assistance 

 are struggling to use it or have a problem 

 look at it and obviously don’t know where to start 

 have experienced a problem and have signalled for help 

 have details rejected. 

 

Intervention: 

Is when assistance is offered. It is approaching the customer in a non-
threatening manner and to get them to accept assistance. 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 questioning 

 reflective account 

 service offer*  

 customer records* 

 instruction manual* 

 documentation* 

 organisational policies and procedures* 

 



Learning outcome 

The learner will: 

3. be able to help customers to use self-service equipment 

Assessment criteria 

The learner can: 

3.1 maintain a professional, polite and approachable manner while 
monitoring customers’ use of equipment 

3.2 use staff override functions to enable self-service equipment to 
be used by customers 

3.3 explain to customers how to use the equipment and complete 
the transaction 

3.4 report equipment-related errors and issues to the right person. 

 

Assessment guidance 

Override functions will vary according to the purpose of the 
equipment and the organisation. 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 questioning 

 reflective account 

 service offer*  

 customer records* 

 instruction manual* 

 documentation* 

 problem logs 

 organisational policies and procedures* 
 

Note: this unit is about supporting customers using self-service 
equipment.  

 

Here the candidate will require to be observed over time supporting 
customers using self-service equipment. Witness testimonies can be 
added if necessary.   

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 



Unit 221 Use social media to deliver 
customer service 

 

UAN: J/506/2163 

Level: 2 

Credit value: 3 

GLH: 18 

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

 CFACSA19 Deal with customers 
using a social media platform 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required when using social media 
to deliver customer service.  Upon 
completion of this unit, learners will be able 
to deal with customers using social media. 

 

Learning outcome 

The learner will: 

1. understand social media in a business environment 

Assessment criteria 

The learner can: 

1.1 explain how different social media platforms can be used for 
customer service 

1.2 describe different audience groups for a range of social media 
platforms 

1.3 explain the importance of monitoring customer posts in social 
media networks 

1.4 explain organisational policy and guidelines for the use of 
social media for customer service purposes 

1.5 explain the etiquette of communication within different social 
media platforms 

1.6 explain the importance of security settings and how they are 
used on different social media platforms 

1.7 identify the information that can be shared when colleagues are 
involved in exchanges using social media. 

 

  



 

Assessment guidance 

Social media platforms: 
There are many social media platforms which are used by 
organisations to promote their products and services and 
communicate with customers. These are regularly being added to or 
changing in amount of usage. You will be required to explain how 
three of them can be used for customer service. 
 
Audience groups: 
Are the target markets that you want your message to get to.  
Different audience groups will use different social media platforms.  
Audiences will be grouped by 
 eg 

 age 

 gender 

 interests 
  
Customer posts: 
Are what the customer has written and placed on a social media 
platform. 
 
Organisational policy and guidelines for the use of social 
media: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customers 

 IT policy 

 Use of social media 

 
Etiquette of communication is how you behave when you 
communicate on social media. 
You need to for example to: 

 think before you post anything or respond 

 use common sense 

 be polite 

 remember your posting is likely to be seen by many 

 consider the language you use and your tone 

 remember it is not your profile but your organisation’s 
 
Security settings: 
eg  two-step verification helps to protect your account by making it 
more difficult for a hacker. 
 
 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 report 

 

 

  



 

Learning outcome 

The learner will: 

2. be able to deal with customers using social media 

Assessment criteria 

The learner can: 

2.1 monitor social media to identify customer questions, requests 
and comments 

2.2 make responses that are appropriate to posts made by 
customers on social media networks 

2.3 take action to ensure that customers are satisfied before closing 
dialogue 

2.4 adhere to organisational policies and procedures, legal and 
ethical requirements when dealing with customers using social 
media. 

 

Assessment guidance 

Customer posts: 
Are what the customer has written and placed in a social media 
platform. 
 
Social media networks:  
Those networks relevant to your organisation using at least one. 
 
Closing dialogue: 
Is when you finish the communication. Before that you will check the 
customer is satisfied, you will confirm understanding and only then 
close the conversation. 
 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 

 customer service policy and procedures 

 IT policy 

 social media policy 

 

Legal requirements: 

eg 

 Data Protection Act 

 Equality Act 

 Health and Safety at Work Act 

 Legislation referring to libel 

 

Ethical requirements: 

 organisational principles 

 values 

 fairness 

 

 

 



Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account 

 customer feedback 

 service offer* 

 feedback 

 documentation* 

 organisational policies and procedures* 
 

Note: this unit is about using social media to deliver customer service. 

Here the candidate will require to be observed over time actively using 
at least one form of social media to deliver customer service. Witness 
testimonies can be added if necessary.   

 

* While the candidate can provide a copy of the organisational policies 
and of the organisational ethical policy/requirements (or refer to 
them), this on its own is not sufficient. The candidate will require to 
demonstrate their application and be able to discuss them, showing 
understanding of how they are applied. This also applies to legal 
requirements. 

Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 



 

Unit 222 Provide post-transaction 
customer service 

 

UAN: K/506/2978 

Level: 2 

Credit value: 5 

GLH: 22 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to provide post-
transaction customer service. Upon 
completion of this unit, learners will be 
able to provide post-transaction customer 
service.  

 

 

 

 

 

Learning outcome 

The learner will: 

1. understand post-transaction customer service 

Assessment criteria 

The learner can: 

1.1 explain organisational policies and procedures for post-
transaction customer service 

1.2 explain the purposes and range of post transaction activities 

1.3 explain the implications of sales contracts, guarantees and 
warranties to post transaction customer service 

1.4 explain how legislation and regulation affect customers’ rights 

1.5 explain the advantages and disadvantages of post-transaction 
customer service programmes. 

 

Assessment guidance 

Range of post-transaction activities: 
eg 

 warranties 

 guarantees 

 help desks 

 follow up calls 
 



Legislation and regulation: 

eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 

Regulations) 

 Trade Descriptions Act 

 Data Protection Act 

 Equality Act 

 

Learning outcome 

The learner will: 

2. be able to provide post-transaction customer service 

Assessment criteria 

The learner can: 

2.1 Implement a programme of planned post-transaction 
interventions in line with organisational guidelines 

2.2 use unplanned opportunities post transaction to provide 
customer service 

2.3 identify reasons for contacting customers post-transaction 

2.4 confirm customers’ levels of satisfaction post-transaction 

2.5 make recommendations to decision makers to enhance 
customer satisfaction 

2.6 present a professional and helpful image. 

 

Assessment guidance 

Planned post –transaction interventions: 

eg 

 warranties 

 guarantees 

 help desks. 

 

Unplanned opportunities: 

eg 

 help desks 

 follow up calls 

 customer calls for assistance 

 

Note: this unit is about providing post-transaction customer service. It 
is not about delivering customer service in normal situations but is 
about after purchase or after service usage.  The candidate will require 
to be observed providing post-transaction customer service with at 
least three customers over time. Witness testimonies can be added if 
necessary.   

 



Unit 223 Health and safety procedures 
in the workplace 

 

UAN: T/505/4673 

Level: 2 

Credit value: 2 

GLH: 16 

Aim: This unit aims to develop the knowledge 
and skills required for learners to follow 
Health and Safety procedures in the 
workplace.  

 

Learning outcome 

The learner will: 

1. Know health and safety procedures in the workplace. 

Assessment criteria 

The learner can: 

1.1 define the main responsibilities for health and safety in the 
workplace of the following: 

a. employers 

b. employees 

1.2 describe two health and safety laws affecting the workplace 

1.3 define the importance of following health and safety procedures 
in the workplace 

1.4 define the types of information or support available in relation to 
a specified aspect of health and safety in the workplace. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 

 

  



 

Learning outcome 

The learner will: 

2. Be able to carry out tasks with regard to health and safety in the 
workplace. 

Assessment criteria 

The learner can: 

2.1 carry out a risk assessment of a specified workplace activity 

2.2 use equipment or tools safely in the workplace 

2.3 describe how to prevent accidents in the workplace 

2.4 assess how own health and safety practices could be improved. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 

 observation 

 product 

 witness testimony. 

 

 



   

Unit 224 Manage diary systems 

 

UAN: L/506/1807 

Level: 2 

Credit value: 2 

GLH: 12 

Relationship to NOS: This unit is linked to the Business & 
Administration (2013) National 
Occupational Standards:  

 CFABAA431 Use a diary system. 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to manage diary 
systems. Upon completion of this unit, 
learners will be able to manage diary 
systems. 

 

Learning outcome 

The learner will: 

1. Understand the management of diary systems. 

Assessment criteria 

The learner can: 

1.1 explain the importance of keeping diary systems up to date 

1.2 describe the basis on which bookings and changes are 
prioritised 

1.3 explain any constraints relating to making bookings for people 
or facilities 

1.4 describe the types of problems that can occur when managing 
diaries. 

 

Assessment Guidance 

Diary systems:  

 paper-based 

 electronic 

 wall chart 

 

Prioritised: 

 urgent and important 

 non-urgent but important 

 urgent but not important 

 non-urgent and not important 



   

Constraints: 

 availability of room(s) 

 costs involved 

 availability of attendees 

 

Evidence may be supplied by: 

 professional discussion 

 reflective account 

 questioning 

 

Learning outcome 

The learner will: 

2. Be able to manage diary systems. 

Assessment criteria 

The learner can: 

2.1 obtain the information needed to make diary entries  

2.2 make accurate and timely diary entries 

2.3 respond to changes in a way that balances and meets the needs 
of those involved 

2.4 communicate up-to-date information to everyone involved 

2.5 keep diaries up-to-date 

2.6 maintain the requirements of confidentiality 

 

Assessment Guidance 

Diary entries: 

 paper based 

 electronic 

 

Confidentiality: 

eg show how passwords can be used, especially when dealing with 
sensitive or confidential information; follow organisational procedures 
and Data Protection Act. 

 

Evidence may be supplied by: 

 observation 

 professional discussion 

 witness testimony 

 diary entries 

 organisational policies and procedures. 
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Unit 225 Provide reception services 

 

UAN: H/506/1814 

Level: 2 

Credit value: 3 

GLH: 15 

Relationship to NOS: This unit is linked to the Business & 
Administration (2013) National 
Occupational Standards:  

 CFABAC312 Provide reception 
services. 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to provide reception 
services. Upon completion of this unit, 
learners will be able to provide reception 
services. 

 

Learning outcome 

The learner will: 

1. Understand reception services. 

Assessment criteria 

The learner can: 

1.1 explain the receptionist’s role in representing an organisation 

1.2 explain an organisation’s structure and lines of communication 

1.3 describe an organisation’s standards of presentation 

1.4 explain the: 

a. health 

b. safety  

c. security  

implications of visitors to a building 

1.5 explain how to deal with challenging people. 

 

Assessment Guidance 

Receptionist’s role: 

 security 

 first impression of organisation  

 deal with/greet visitors 

 answer the telephone/transfer calls 

 data input 
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 receive mail/packages 

  

 Organisation’s structure: 

 

Presentation: 

 

Challenging people: 

 

Evidence may be supplied by: 

   

 

 

Learning outcome 

The learner will: 

2. Be able to provide a reception service. 

Assessment criteria 

The learner can: 

2.1 welcome visitors in accordance with organisational standards 

2.2 direct visitors to the person they are visiting in accordance with 
organisational standards 

2.3 record visitors’ arrivals and departures in accordance with 
organisational procedures 

2.4 provide advice and accurate information within organisational 
guidelines on confidentiality 

2.5 keep the reception area tidy and materials up-to-date 

2.6 answer and deal with telephone calls within organisational 
standards 

2.7 adhere to organisational procedures on: 

a. entry 

b. security 

c. health  

d. safety. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 case study/reflective account 

 witness testimony. 
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Unit 226 Contribute to the organisation 
of an event 

 

UAN: L/506/1869 

Level: 2 

Credit value: 3 

GLH: 23 

Relationship to NOS: This unit is linked to the Business & 
Administration (2013) National 
Occupational Standards:  

 CFABAA311 Support the organisation 
and co-ordination of events. 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to contribute to the 
organisation of an event. Upon completion 
of this unit, learners will be able to carry 
out pre-event actions, set up an event and 
then carry out post-event actions.  

 

Learning outcome 

The learner will: 

1. Understand event organisation. 

Assessment criteria 

The learner can: 

1.1 explain the: 

a. roles 

b. responsibilities  

c. accountabilities  

 

of individuals involved in the event 

 

1.2 explain the purpose and features of different types of events 

1.3 describe the type of resources needed for different types of 
events 

1.4 describe the different needs attendees may have and how to 
meet these 

1.5 explain the requirements of: 

a. health 

b. safety  

c. security  
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when organising events 

 

1.6 describe the types of problems that may occur during events 
and how to deal with them. 

 

Assessment Guidance 

Types of Events: 

 eg 

 Annual General Meeting (AGM) 

 a trade show 

 a training conference 

 an academic conference 

 a team building event 

 an awards ceremony 

 a seminar 

 a wedding 

 

Resources: 

These will depend on the type of event, choose at least two from the 
list above and detail what resources would be required for each one. 

 

Needs of attendees may include: 

 overnight accommodation 

 car parking permits 

 special dietary requirements 

 disabled access to venue 

 

Problems: 

eg 

 equipment breakdown 

 speaker is late 

 refreshments late 

 power cut 

    

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 

 

 

Learning outcome 

The learner will: 

2. Be able to carry out pre-event actions. 

Assessment criteria 

The learner can: 

2.1 identify venue requirements for an event 

2.2 obtain resources within the agreed timescales 
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2.3 distribute pre-event documentation to delegates in accordance 
with the event plan 

2.4 co-ordinate attendee responses within the agreed timescale 

2.5 identify any special requirements of event attendees. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 witness testimony 

 professional discussion 

 questioning 

 observation 

 

 

Learning outcome 

The learner will: 

3. Be able to set up an event. 

Assessment criteria 

The learner can: 

3.1 set up layout and resources in accordance with the event plan 

3.2 confirm that all identified resources are in place and meet 
requirements 

3.3 behave in a way that maintains organisational values and 
standards. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product 

 witness testimony 

 questioning 

 

 

Learning outcome 

The learner will: 

4. Be able to carry out post-event actions. 

Assessment criteria 

The learner can: 

4.1 ensure the venue is restored to the required conditions in 
accordance with the terms of the contract 

4.2 carry out follow-up actions in accordance with the event plan and 
agreements made at the event. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product 



4   

 professional discussion 

 witness testimony. 
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Unit 227 Buddy a colleague to develop 
their skills 

 

UAN: M/506/1895 

Level: 2 

Credit value: 3 

GLH: 19 

Relationship to NOS: This unit is linked to the Business & 
Administration (2013) National 
Occupational Standards:  

 CFACSD5249 Buddy a colleague to 
develop their customer service skills. 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to buddy a colleague to 
develop their skills. Upon completion of 
this unit, learners will be able to develop a 
plan to buddy a colleague and then put 
that plan into action by supporting a buddy 
colleague in carrying out work activities. 

 

Learning outcome 

The learner will: 

1. Understand how to buddy a colleague. 

Assessment criteria 

The learner can: 

1.1 describe what is expected of a buddy 

1.2 explain techniques to give positive feedback and constructive 
criticism 

1.3 explain techniques to establish rapport with a buddy. 

 

Assessment Guidance 

Buddy: 

The role may be to show a new member of staff where different 
departments are within the building, how to complete certain regular 
tasks etc. 

 

Feedback:  

eg 

 information specific 
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 issue focused 

 based on observations 

 ‘sandwich’ strategy ie positive/negative/positive 

 person to person 

 timely 

 

Techniques: 

 be approachable 

 look for things you have in common 

 hone your listening skills 

 develop active listening 

 have empathy 

 reflect and clarify 

 use open body language 

 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 

 

 

Learning outcome 

The learner will: 

2. Be able to plan to buddy a colleague. 

Assessment criteria 

The learner can: 

2.1 agree which aspects of a colleague’s work may benefit from 
buddying 

2.2 confirm organisational requirements for: 

a. standards of behaviour 

b. presentation 

c. communication  

d. performance  

 

of a buddy colleague 

 

2.3 agree a schedule of meetings that minimise disruption to 
business 

2.4 agree: 

a. specific 

b. measurable 

c. achievable 

d. realistic  

e. time-bound  

 

(SMART) buddying objectives. 

 

Assessment Guidance 

Evidence may be supplied by: 
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 observation 

 witness testimony 

 professional discussion 

 reflective account 

 

 

Learning outcome 

The learner will: 

3. Be able to support a buddy colleague carrying out work activities. 

Assessment criteria 

The learner can: 

3.1 remain unobtrusive while a buddy colleague carries out their 
work activities 

3.2 provide examples of how to carry out tasks correctly 

3.3 identify instances of good practice and areas for improvement 
through observation 

3.4 praise a buddy colleague on well completed tasks 

3.5 give constructive feedback on ways in which a buddy could 
improve performance 

3.6 offer a buddy hints and tips based on personal experience. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 reflective account. 
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Unit 228 Employee rights and 
responsibilities 

 

UAN: L/506/1905 

Level: 2 

Credit value: 2 

GLH: 16 

Relationship to NOS: N/A 

 

Assessment type: Short Answer Questions (C&G) 
Assignment or Skills CFA on-line ERR 
workbook 

Assessment 
requirements specified 
by a sector or 
regulatory body: 

N/A 

Aim: This unit aims to develop the knowledge 
needed to understand their employee 
rights and responsibilities. Upon 
completion of this unit, learners will have 
developed an understanding of the role 
of organisations and industries, as well as 
gaining an understanding and awareness 
of employers’ expectations and 
employees’ rights and obligations. 

 

Learning outcome 

The learner will: 

1. Understand the role of organisations and industries. 

Assessment criteria 

The learner can: 

1.1 explain the role of their own occupation within an organisation 
and industry  

1.2 describe career pathways within their organisation and industry 

1.3 identify sources of information and advice on an: 

a. industry 

b. occupation 

c. training  

d. career pathway 

1.4 describe an organisation’s principles of conduct and codes of 
practice 

1.5 explain issues of public concern that affect an organisation and 
industry 

1.6 describe the: 

a. types 
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b. roles  

c. responsibilities  

 

of representative bodies and their relevance to their own role. 

 

 

Learning outcome 

The learner will: 

2. Understand employers’ expectations and employees’ rights and 
obligations. 

Assessment criteria 

The learner can: 

2.1 describe the employer and employee statutory rights and 
responsibilities that affect their own role 

2.2 describe an employer’s expectations for employees’ standards 
of: 

a. personal presentation 

b. punctuality  

c. behaviour 

2.3 describe the procedures and documentation that protect 
relationships with employees 

2.4 identify sources of information and advice on employment rights 
and responsibilities. 
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Unit 228 Employee rights and 
responsibilities 

Supporting information 

Evidence requirements 

5528-227 Employee rights and responsibilities must be assessed by one 
of the versions of the short answer question assignments provided by City 
& Guilds, available from the City & Guilds website and marked internally by 
the centre.  
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Unit 229 Develop working relationships 
with colleagues 

 

UAN: R/506/1789 

Level: 2 

Credit value: 3 

GLH: 19 

Relationship to NOS: Management & Leadership (2012) National 
Occupational Standards: 

 CFAM&LDD1Develop and sustain 
productive working relationships 
with colleagues 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to develop working 
relationships with colleagues, and 
introduces learners to the key principles 
underpinning effective team working. Upon 
completion of this unit, learners will be able 
to maintain effective working relationships 
with colleagues and work collaboratively to 
resolve problems. 

 

 

Learning outcome 

The learner will: 

1. understand the principles of effective team working 

Assessment criteria 

The learner can: 

1.1 outline the benefits of effective team working 

1.2 describe how to give feedback constructively 

1.3 explain conflict management techniques that may be used to 
resolve team conflicts 

1.4 explain the importance of giving team members the opportunity 
to discuss work progress and any issues arising 

1.5 explain the importance of warning colleagues of problems and 
changes that may affect them. 

 

Assessment Guidance 
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1.1 Benefits of effective team working include: 

 greater flexibility within the team 

 high morale 

 increased efficiency 

 mutual support 

 better ideas from the team 

 etc. 
 

In this criterion the learner is required to provide an outline of the main 
features of benefits of effective team working; it is not acceptable to 
merely list benefits. 

 

1.3 Conflict may be defined as the internal or external discord that 
occurs as a result of differences in ideas, values or beliefs of two or 
more people. 

 

Conflict management is important in order to: 

 maintain morale 

 maintain performance standards 

 minimise absenteeism 

 promote a safe working environment 

 maintain group cohesion 

 etc. 

 

Conflict management techniques that may be used to resolve team 
conflicts include: 

 Win-Win (collaborating) 
o Attempting to identify the underlying concerns in 

order to find an alternative that satisfies everyone 

 Compromise 
o Working to a mutually-acceptable solution that 

partially satisfies everyone 

 Forcing 
o Using formal authority or coercion to get one’s own 

way at the expense of others 

 Avoiding 
o Not addressing the conflict, withdrawing from a 

threatening situation 

 Accommodating 
o  Neglecting own concerns to satisfy others 

 

In this criterion the learner is required to explain how conflict 
management techniques may be used to resolve team conflicts. (Using 
examples may make this more relevant.) 

 

1.4 Discussing work progress and any issues arising with team 
members provides an opportunity to: 

 acknowledge team achievements and celebrate success 

 discuss strengths and identify areas for improvement 

 clarifying and agreeing any steps required to improve 
performance 

 identify how systems, procedures, work methods might be 
improved etc. 

In this criterion the learner is required to describe reasons that explain 
the importance of giving team members the opportunity to discuss 
work progress and any issues arising. (Using examples may make this 
more relevant.) 
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1.5 Warning colleagues of problems and changes that may affect them 
allows issues to be addressed before they get out of hand and are still 
manageable, and allows possible solutions to be explored as opposed 
to merely reacting to a situation. 

 

Failure to warn might also threaten the trust relationship with 
colleagues, who will typically assume the worst if there is a failure to 
communicate. 

 

In this criterion the learner is required to describe reasons that explain 
the importance of warning colleagues of problems and changes that 
may affect them. (Using examples may make this more relevant.) 

 

 

 

Learning outcome 

The learner will: 

2. be able to maintain effective working relationships with colleagues 

Assessment criteria 

The learner can: 

2.1 recognise the contribution of colleagues to the achievement of 
team objectives 

2.2 treat colleagues with respect, fairness and courtesy  

2.3 fulfil agreements made with colleagues  

2.4 provide support and constructive feedback to colleagues. 

 

Assessment Guidance 

2.1 Colleagues want to be appreciated, and recognising their 
contribution to the achievement of team objectives lets them know 
that their efforts are noticed and valued.  

 

Praise should be timely, direct, personal and specific, with colleagues 
being told exactly what they do well and why their contribution is 
appreciated. 

 

There are numerous ways to recognise an colleague’s contribution, 
and the praise must be given in a way that is meaningful to the 
colleague: some colleagues may prefer to be praised in public, for 
example, whilst others may be more comfortable with being praised in 
private, and some colleagues will find it more meaningful to have their 
contribution recognised by a higher-level manager.   

 

In this criterion the learner is required to provide evidence that he or 
she has recognised in an appropriate and meaningful way the 
contribution of colleagues to the achievement of team objectives. 

 

2.2 Colleagues will be better motivated to complete allocated tasks if 
they feel they are being listened to and that they are appreciated as 
part of a team.  

 

Treating colleagues with respect, courtesy and fairness is fundamental 
in creating a positive climate within the team in order to influence 
team members to feel motivated.   
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In this criterion the learner is required to provide appropriate evidence 
that he or she has treated colleagues with respect and fairness and 
courtesy.  

 

2.3 Fulfilling agreements is one way to ensure you develop working 
relationships with colleagues, within your own organisation and within 
other organisations, which are productive in terms of supporting and 
delivering your work and that of your organisation. 

 

Colleagues should be informed when agreements have been fulfilled, 
or advised promptly of any difficulties or where it will be impossible to 
fulfil agreements. 

 

In this criterion the learner is required to provide evidence of correctly 
and appropriately fulfilling agreements made with colleagues. 

 

2.4 Providing support to colleagues might include: 

 explaining policies, procedures, task requirements 

 helping with their workload 

 problem-solving 

 obtaining additional resources 

 providing encouragement 

 providing constructive feedback that focuses on issues and 
solutions, not personalities or blame 

In this criterion the learner is required to provide evidence of 
appropriate support to colleagues and constructive feedback to two or 
more colleagues. 

 

Learning outcome 

The learner will: 

3. be able to collaborate with colleagues to resolve problems 

Assessment criteria 

The learner can: 

3.1 take others’ viewpoints into account when making decisions 

3.2 take ownership of problems within own level of authority  

3.3 take action to minimise disruption to business activities within 
their own level of authority 

3.4 resolve problems within their own level of authority and agreed 
contribution. 

 

Assessment Guidance 

3.1 Empathy is the ability to identify and understand another's 
situation, feelings and viewpoints, and to ‘put yourself in the other 
person's shoes’. 

 

Successful leaders and managers work hard to understand others’ 
viewpoints in a particular situation. They acknowledge others’ 
viewpoints when making decisions and consider the impact of their 
choices on the wellbeing and interests of others. 

 

In this criterion the learner is required to provide evidence that he or 
she understands the viewpoints of colleagues in particular situations 
and has taken their viewpoints into account when making decisions on 
those situations. 
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3.2 ‘Level of authority’ refers to the different hierarchical management 
levels in an organisation and the duties and responsibilities assigned to 
each of those levels. 

 

The more senior roles in an organisation will have greater authority to 
give instructions and make decisions and to ensure compliance with 
organisational policies and procedures, and problems that lie outside 
own level of authority must be referred to a more senior manager at 
the appropriate level. 

 

The authority given to a role is usually formalised in a job description, 
which will generally include the roles and responsibilities of the job as 
well as the job-holder’s direct report. 

 

In this criterion the learner is required to provide evidence that he or 
she has taken ownership of problems within own level of authority. 

 

3.3 Business activities are activities that provide a product or service 
that customers require, and a disruption to business activities could 
have far-reaching consequences for the organisation, such as: 

• loss of income 

• loss of reputation 

• loss of customers 

• penalty payments for not meeting deadlines 

• failure of the business 

 

It is therefore the responsibility of everyone in an organisation to take 
appropriate and effective action, within their own level of authority, to 
minimise disruption to business activities. 

 

In this criterion the learner is required to provide evidence that he or 
she has taken effective and appropriate action, within own level of 
authority, to minimise disruption to business activities. 

 

3.4 ‘Resolve problems’ is taken here to mean the resolution of 
problems relating to working relationships with colleagues.  

 

To resolve a problem is to find an effective and satisfactory answer or 
solution, and a problem with working relationships with colleagues 
may be resolved formally or informally, depending upon the nature 
and extent of the problem. 

 

If the problem with a working relationship is a relatively minor issue, 
then an informal resolution may be possible. 

 

If, however, the problem is more serious, then it may be necessary to 
use the organisation’s formal disciplinary or grievance procedures.  

 

If the formal procedures are used, then each procedure should specify 
the level of authority appropriate to each stage.  

 

In this criterion the learner is required to provide evidence that he or 
she has appropriately resolved, either formally or informally, problems 
relating to working relationships with colleagues. The evidence should 
additionally demonstrate the learner’s agreed contribution within the 
learner’s own level of authority.   
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Unit 230/680 Principles of equality and 
diversity in the workplace 

 

UAN: J/506/1806 

Level: 2 

Credit value: 2 

GLH: 10 

Assessment type: E-volve or portfolio of evidence 

Relationship to NOS: Management & Leadership (2012) National 
Occupational Standards: 

 CFAM&LBA7 Promote equality of 
opportunity, diversity and inclusion 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop knowledge and 
understanding regarding equality and 
diversity, and will introduce learners to the 
key principles underpinning equality and 
diversity in the workplace. Upon 
completion of this unit, learners will 
understand the implications of equality 
legislation and will understand 
organisational standards and expectations 
for equality and diversity in the workplace. 

 

Learning outcome 

The learner will: 

1. understand the implications of equality legislation 

Assessment criteria 

The learner can: 

1.1 define the concept ‘equality and diversity’ 

1.2 describe the legal requirements for equality of opportunity 

1.3 describe the role and powers of organisations responsible for 
equality  

1.4 explain the benefits of equal opportunities and diversity  

1.5 explain the potential consequences for an organisation of failing 
to comply with equality legislation. 

 

Assessment Guidance  

1.2       The Equality Act 2010 legally protects people from 
discrimination and helps achieve equal opportunities in the 
workplace and in wider society 
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o It replaced previous anti-discrimination laws with a 
single Act, making the law easier to understand and 
strengthening protection in some situations 

o It sets out the different ways in which it is unlawful to 
treat someone. 

 

1.3       The Equality and Human Rights Commission (EHRC) has ‘a 
statutory remit to promote and monitor human rights; and to 
protect, enforce and promote equality across the nine 
"protected" grounds - age, disability, gender, race, religion 
and belief, pregnancy and maternity, marriage and civil 
partnership, sexual orientation and gender reassignment’. 

 
The Commission has responsibility for the promotion and 
enforcement of equality and non-discrimination laws in 
England, Scotland and Wales. In Northern Ireland, there is a 
separate Equality Commission (ECNI) and a Human Rights 
Commission (NIHRC). 

 

1.5       The Legal Enforcement Powers available to the EHRC are 
Inquiries, Investigations, Unlawful Act notices, Agreements, 
Public Sector Duty Assessments and Compliance notices. 

 

 

 

Learning outcome 

The learner will: 

2. understand organisational standards and expectations for equality 
and diversity and context in the workplace 

Assessment criteria 

The learner can: 

2.1 explain how organisational policies on equality and diversity 
translate into day to day activity in the workplace 

2.2 describe their own responsibilities for equality and diversity in 
the workplace 

2.3 describe behaviours that support equality, diversity and inclusion 
in the workplace. 

 

Assessment Guidance 

2.1       Organisations should demonstrate good practice by having a 
written statement on equality and diversity, and this may be 
called a ‘policy’, a ‘strategy’, or something similar. 

 
The policy is a statement of intent to guide decision making, 
and how this intent is carried out in practice, in day-to-day 
operations, will be stated in relevant organisational 
procedures. 

 

2.2       Employees are responsible for supporting the aims of their 
organisation’s equality and diversity policies and for 
conforming to organisational procedures; responsibilities for 
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equality and diversity in the workplace will generally be 
specified in these documents.  

 

2.3       Organisations expect high standards of behaviour from 
employees, and all employees need to be aware how their 
behaviour can affect others. Discriminatory behaviour is not 
acceptable, and all employees should treat others with 
courtesy, respect and consideration. 

 

 

Additional Guidance if delivered as Portfolio based 

 

Candidates will be expected to have carried out research on the range 
stated in each of the above learning outcomes.  

 

Candidates will be required to submit a report of a minimum of 2000 
words to a maximum of 3500 words, to include the following: 

 

 the meaning of both equality and diversity ensuring the difference 
between the two is made clear. 

 the legal requirements for equality of opportunity as set out in the 
Equality Act 2010. 

 the role and powers of the EHRC, the ECNI, or the NIHRC, as 
appropriate. 

 how ‘diversity management’ and promoting ‘equality of 
opportunity’ work to benefit an organisation in terms of improving 
productivity, raising the profile of the organisation, entering new 
markets, or widening the pool of talent available for promotion. 

 explanation of each of the following:   
o Inquiries 
o Investigations 
o Unlawful Act Notices 
o Agreements 
o Public Sector Duty Assessments 
o Compliance notices 

 how equality and diversity is essential to organisational 
procedures. 

 description of your responsibilities for equality and diversity in the 
workplace, in accordance with your organisation’s policies and 
procedures. 

 description of behaviours, or ways in which employees interact 
with each other, which support equality, diversity and inclusivity 
in the workplace.   

 

Any necessary additional coverage could be generated through 
professional discussion. 
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Unit 231 Processing sales orders 

 

UAN: M/502/8587 

Level: Level 2 

Credit value: 2 

GLH: 17 

Relationship to NOS: This unit is linked to Council for 
Administration Sales NOS: SLS83 Process 
customer orders and payments.  

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by the Council for 
Administration, the standard setting 
organisation for business skills. 

Aim: For those assessment criteria which are 
performance related the most likely form 
of evidence is assessor observation. 

 

 

Learning outcome 

The learner will: 

1. understand how to process and follow up sales orders 

Assessment criteria 

The learner can: 

1.1 explain the importance of sales order processing  

1.2 describe organisational processes for ordering products and/or 
services 

1.3 describe different sources of information used to check 
customer credit 

1.4 describe the different payment methods accepted by sales 
orientated organisations 

1.5 explain the role of the despatch function  

1.6 describe service standards relating to sales order completion 

1.7 explain the importance of storing information securely. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 

 

 

Learning outcome 

The learner will: 

2. be able to process sales orders 

Assessment criteria 



The learner can: 

2.1 identify customer sales order requirements 

2.2 check that the credit status of the customer meets organisational 
standards 

2.3 confirm the availability of products and/or services to the 
customer 

2.4 ensure that information given to the customer about delivery, 
timing and price is accurate 

2.5 ensure that the sale is authorised following the organisation’s 
procedures 

2.6 finalise the transaction in accordance with organisational 
procedures 

2.7 ensure that the customer is aware of the terms and conditions of 
sale 

2.8 ensure that the customer’s requirements are communicated to 
those responsible for fulfilling sales orders 

2.9 identify who to go to when in need of support with sales order 
processing problem 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 witness testimony 

 product 

 questioning  

 

Learning outcome 

The learner will: 

3. be able to follow up sales order processing 

Assessment criteria 

The learner can: 

3.1 keep the customer informed of the sales order progress and any 
problems with the sale order 

3.2 advise the customer of current discounts and special offers 

3.3 check all information is stored securely 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 witness testimony 

 product 

 questioning  
 



Unit 232 Meeting customers' after 
sales needs 

 

UAN: R/502/8601 

Level: Level 2 

Credit value: 3 

GLH: 14 

Relationship to NOS: This unit is linked to Council for 
Administration Sales NOS: SLS85 Meet 
your customer’s after sales service needs.      

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by the Council for 
Administration, the standard setting 
organisation for business skills. 

Aim: This unit aims to provide the knowledge of 

how after-sales service is provided in a way 

that meets your customer’s needs. 

 

 

Learning outcome 

The learner will: 

1. be able to investigate customer after sales needs 

Assessment criteria 

The learner can: 

1.1 establish the nature of customers’ after sales needs 

1.2 communicate with customers in a way that conforms with quality 
and customer service standards at all times. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 witness testimony 

 product 

 questioning  
 

 

 

Learning outcome 

The learner will: 

2. be able to handle customers’ after sales needs 

Assessment criteria 

The learner can: 



2.1 deal with customers’ after sales needs following organisational 
customer service standards and procedures 

2.2 balance customers’ needs with those of the organisation 

2.3 explain when to refer to someone in authority if the problem 
cannot be resolved within the limits of own authority 

2.4 fulfil commitments made to customers in accordance with quality 
and customer service standards 

2.5 Record commitments made to customers 

 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 witness testimony 

 product 

 questioning  
 

 

 

Learning outcome 

The learner will: 

3. be able to review the after sales process 

Assessment criteria 

The learner can: 

3.1 obtain customers’ comments on service reliability from 
customers 

3.2 analyse and report the findings to the relevant person in the 
organisation 

3.3 make recommendations for improvements to after sales service 
provision in the light of customer feedback. 

   

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 witness testimony 

 product 

 questioning. 
 

 

 

 



Unit 233 Handling objections and 
closing sales 

 

UAN: M/502/8606 

Level: Level 2 

Credit value: 3 

GLH: 22 

Relationship to NOS: This unit is linked to  

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by the Council for 
Administration, the standard setting 
organisation for business skills. 

Aim: For those assessment criteria which are 
performance related the most likely form 
of evidence is assessor observation. 

 

 

Learning outcome 

The learner will: 

1. understand how to handle sales objections 

Assessment criteria 

The learner can: 

1.1 explain the difference between standard and non-standard sales 
objections 

1.2 explain how to clarify objections and identify potential sales 
opportunities from them 

1.3 describe how to use questioning techniques to explore and 
resolve customer issues 

1.4 explain how to empathise with and reassure the customer 

1.5 explain the difference between hypothetical and real objections 

1.6 explain how knowledge of products and services can be used to 
answer objections 

1.7 explain how competitor activity may affect the potential sale 

1.8 describe how industry/sector pricing structures may have an 
impact on sales objections 

1.9 explain the scope of authority and responsibility when dealing 
with objections 

1.10 state who to go to when in need of support to overcome 
objections. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 



 

 product 

 professional discussion 

 questioning  
 

 
 

Learning outcome 

The learner will: 

2. understand how to close the sale 

Assessment criteria 

The learner can: 

2.1 explain how to identify verbal and non-verbal buying signals as 
signs of whether to move towards closing the sale 

2.2 explain how to perform a trial close  

2.3 explain how to identify further potential add-on, up-selling or 
cross-selling opportunities prior to closing the sale  

2.4 explain potential barriers to closing the sale 

2.5 explain a range of ways to close the sale. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 product  

 professional discussion 

 questioning  
 

 

 

Learning outcome 

The learner will: 

3. be able to handle objections 

Assessment criteria 

The learner can: 

3.1 clarify the nature and extent of objections 

3.2 explain to the customer the concessions available within the 
scope of authority 

3.3 follow organisational procedures for dealing with objections 

3.4 promote the benefits of products and/or services to overcome 
objections 

3.5 use testimonials to overcome objections 

3.6 refer to those in authority when dealing with objections outside 
the scope of own authority. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  

 professional discussion 

 questioning  



 witness testimony 
 

 

 

Learning outcome 

The learner will: 

4. be able to close the sale 

Assessment criteria 

The learner can: 

4.1 perform a trial close and ask for the order when objections have 
been met 

4.2 make use of add-on, up-selling or cross-selling opportunities 

4.3 follow organisational procedures for accepting confirmation of 
an order. 

   

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  

 professional discussion 

 questioning  

 witness testimony. 
 

 



Unit 234 Deal with incidents through a 
contact centre 

 

UAN: K/503/0421 

Level: 2 

Credit value: 7 

GLH: 40 

Relationship to NOS: This unit is linked to Contact Centre NOS 
38.  

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Cfa, the Sector 
Skills Council for Administration 

Aim: This unit concerns being able to deal with 
incidents through a contact centre, use 
contact centre communications systems to 
deploy incident management resources 
and understand how to deal with incidents 
in a contact centre 

 

 

Learning outcome 

The learner will: 

1. be able to deal with incidents through a contact centre 

Assessment criteria 

The learner can: 

1.1 respond to incoming calls in a calm and professional manner 

1.2 maintain control of the conversation 

1.3 record the contact and information in an incident log in 
accordance with organisational procedures 

1.4 assess and prioritise reported incidents in accordance with 
organisational procedures 

1.5 pass accurate and concise contact information to those 
responsible for taking action in accordance with organisational 
procedures 

1.6 provide information, advice and support in response to requests 
in accordance with organisational procedures 

1.7 escalate incident responses in accordance with organisational 
procedures. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  



 

 professional discussion 

 questioning  

 witness testimony 
 

 

 

Learning outcome 

The learner will: 

2. be able to use contact centre communications systems to deploy 
incident management resources 

Assessment criteria 

The learner can: 

2.1 communicate with external organisations in accordance with 
organisational procedures 

2.2 use the most efficient means (voice or data options) to 
communicate with those dealing with the incident  

2.3 use agreed conventions of wording, style and approach 
appropriate for different communication media. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  

 professional discussion 

 questioning  

 witness testimony 
 

 

 

Learning outcome 

The learner will: 

3. understand how to deal with incidents in a contact centre 

Assessment criteria 

The learner can: 

3.1 describe the incident management services offered by the 
contact centre 

3.2 describe the impact of regulation or legislation on incident 
management  

3.3 describe the purpose and use of decision trees  

3.4 describe how to determine the appropriate allocation of 
resources to incidents  

3.5 describe the boundaries of a contact incident that justify actions 
being escalated to different levels of response  

3.6 describe the nature and limits of instructions and advice that can 
be passed on to a contact reporting an incident 

3.7 describe standard wording and codes used by the organisation 
when dealing with incident management 

3.8 describe the type and extent of resources available for 
deployment in incident management. 

 



Assessment Guidance 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning. 
 

 



Unit 235 Carry out direct sales 
activities in a contact centre 

 

UAN: L/503/0394 

Level: 2 

Credit value: 5 

GLH: 15 

Relationship to NOS: This unit is linked to Contact Centre NOS 
19.  

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Cfa, the Sector 
Skills Council for Administration 

Aim: This unit concerns being able to gather 
information needed for direct sales 
activities in a contact centre, carry out 
direct sales to customers, keep direct sales 
records, comply with regulations and 
legislation during direct sales and 
understand how to conduct sales activities 
in a contact centre 

 

Learning outcome 

The learner will: 

1. be able to gather information needed for direct sales activities in a 
contact centre 

Assessment criteria 

The learner can: 

1.1 assemble information about products and/or services that 
support direct sales 

1.2 obtain from customers sufficient information to support direct 
sales activities 

1.3 create sales opportunities by making links between information 
provided by customers and products and/or services 

1.4 find potential new customers for products and/or services. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  

 professional discussion 

 questioning  

 witness testimony 
 



 

 

Learning outcome 

The learner will: 

2. be able to carry out direct sales to customers through a contact 
centre 

Assessment criteria 

The learner can: 

2.1 establish customers’ identity in accordance with organisational 
procedures 

2.2 check customers’ wishes and needs 

2.3 identify possible matches with products and/or services from 
information provided by customers 

2.4 explain to customers the features and benefits of products 
and/or services for sale 

2.5 adapt their sales approach and style to meet customer 
preferences  

2.6 maximise opportunities for cross-selling and up-selling 

2.7 complete the authorisation or payment in accordance with 
organisational procedures. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  

 professional discussion 

 questioning  

 witness testimony 
 

 

 

Learning outcome 

The learner will: 

3. be able to keep direct sales records within a contact centre 

Assessment criteria 

The learner can: 

3.1 identify the information about customers, products and/or 
services that should be recorded during the sales process 

3.2 record customer, product and/or service information in 
accordance with organisational procedures. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  



 professional discussion 

 questioning  

 witness testimony 
 

 

 

 

Learning outcome 

The learner will: 

4. be able to comply with regulations and legislation during direct 
sales in a contact centre 

Assessment criteria 

The learner can: 

4.1 identify the regulatory requirements that have an impact on 
direct sales activities through a contact centre 

4.2 ensure compliance with regulations during direct selling through 
a contact centre. 

 

Assessment Guidance 

Evidence may be supplied by: 

 observation 

 product  

 professional discussion 

 questioning  

 witness testimony 
 

 

Learning outcome 

The learner will: 

5. understand how to conduct sales activities in a contact centre 

Assessment criteria 

The learner can: 

5.1 describe the features and benefits of the products and/or 
services offered or supported by the contact centre 

5.2 describe the organisational policies and procedures for direct 
sales through a contact centre 

5.3 describe the organisational requirements and regulation or 
legislation that have an impact on direct sales activities 

5.4 describe the common objections and questions raised by 
customers during direct selling 

5.5 explain how to identify cross-selling and up-selling opportunities 

5.6 describe different methods of researching potential new 
customers 

5.7 explain how to retrieve information from organisational sales 
records 

5.8 describe the organisational procedures for ensuring compliance 
with relevant regulation and legislation that have an impact on 
direct selling. 

 



 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning.  
 

 



Unit 236 Bespoke software 

 

UAN: F/502/4396 

Level: 2 

Credit value: 3 

GLH: 20 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit will be assessed as specified in the 
e-Skills IT User Assessment Strategy. 

Aim: This is the ability to select and use a 
suitable bespoke software application to 
carry out an appropriate data processing 
task. It includes understanding the 
capabilities of the software and the types 
of tasks for which it is suitable, as well as 
the skills and techniques needed to use the 
software application appropriately and 
effectively.  
On completion of this unit a candidate 
should be able to select and use a wide 
range of intermediate bespoke software 
tools and techniques for information that is 
at times non-routine or unfamiliar. Any 
aspect that is unfamiliar may require 
support and advice from others.  
Bespoke software tools and techniques will 
be defined as ‘intermediate’ because:  

 the software tools and functions 
involved will at times be non-
routine or unfamiliar  

 the choice and use of input, 
manipulation and output 
techniques will need to take 
account of a number of factors or 
elements and at times be multi-
step; and  

 the user will take some 
responsibility for inputting, 
manipulating and outputting the 
information.  

 

 

 

 

 

 

 



 

 

Learning outcome 

The learner will: 

1. Input and combine information using bespoke applications. 

Assessment criteria 

The learner can: 

1.1 input relevant information accurately so that it is ready for 
processing 

1.2 select and use appropriate techniques to link and combine 
information of different forms or from different sources within 
the software 

1.3 respond appropriately to data entry error messages. 

 

Learning outcome 

The learner will: 

2. Use appropriate structures to organise and retrieve information 
efficiently. 

Assessment criteria 

The learner can: 

2.1 describe what functions to apply to structure and layout 
information effectively 

2.2 select and use appropriate structures and/or layouts to organise 
information 

2.3 apply local and/or legal guidelines and conventions for the 
storage and use of data where available. 

 

Learning outcome 

The learner will: 

3. Use the functions of the software effectively to process and 
present information. 

Assessment criteria 

The learner can: 

3.1 select and use appropriate tools and techniques to edit, process 
and format information 

3.2 check information meets needs, using IT tools and making 
corrections as necessary 

3.3 select and use appropriate methods to present information. 

 

 



Unit 302 Gather, analyse and interpret 
customer feedback 

 

UAN: D/506/2170 

Level: 3 

Credit value: 5 

GLH: 22 

Relationship to NOS: Customers Service (2013) National 
Occupational Standards: 

 CFACSD12 Gather, analyse and 
interpret customer feedback 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to gather, analyse and 
interpret customer feedback. Upon 
completion of this unit, learners will be able 
to plan the collection of customer 
feedback, gather customer feedback, and 
analyse and interpret customer feedback 
to inform recommendations for 
improvements. 

 

Learning outcome 

The learner will: 

1. understand how to gather, analyse and interpret customer 
feedback 

Assessment criteria 

The learner can: 

1.1 describe methods of collecting data for customer research 

1.2 explain random sampling techniques used to collect data 

1.3 explain how to evaluate bias in non-random samples 

1.4 explain the principles of questionnaire design 

1.5 assess the suitability of a range of techniques to analyse 
customer feedback 

1.6 explain techniques used to monitor the quality of data collected 

1.7 explain the use of software to record and analyse customer 
feedback 

1.8 explain the validation issues associated with customer 
feedback 

1.9 explain the importance of anonymising comments from 
customers who do not wish to be identified. 



Assessment guidance  

Methods of collecting data: 

 telephone 

 online 

 mail 

 face to face interview 

 text 

 social media 

 

Random sampling: 

 systematic 

 stratified 
 

Non-random sampling: 

 quota 

 convenience 

 judgement 

 volunteer 
 
Principles of questionnaire design: 

 consider what needs to be found out 

 consider the target audience 

 consider the length of questionnaire 

 decide on the type of questions 

 choose the right vocabulary 

 avoid bias 

 place the questions with care 
 
Analysis techniques: 
eg 

 cross tabulation 

 dashboard 

 comments 
 
Validation issues: 
Is the feedback 

 honest? 

 accurate? 

 genuine? 
 
Anonymising: 

 more likely to get an honest result  

 the customer has requested this and has the right to this 
There are disadvantages here as you do not know if the people are 
genuine. 
 

 
Evidence may be supplied by: 

 professional discussion 

 reflective account 

 questioning 



 report on gathering, analysing and interpreting customer 
feedback. 

 

Learning outcome 

The learner will: 

2. be able to plan the collection of customer feedback on customer 
service issues 

Assessment criteria 

The learner can: 

2.1 Identify the objectives of collecting customer feedback 

2.2 justify the reasons for selecting different data collection 
methods 

2.3 develop a data collection and analysis plan that specifies the 
sampling frame, data collection and recording methods and 
timeframe. 

 

Assessment guidance  

Data collection methods: 

 telephone 

 online 

 mail 

 face to face interview 

 text 

 social media 

 

Sampling frame: 

This is the source from which the sample is drawn. It is a collection of 
data from a sample. 

  

Evidence may be supplied by: 

 witness testimony 

 professional discussion 

 questioning 

 reflective account 

 report on gathering, analysing and interpreting customer 
feedback 

 data collection and analysis plan 

 

Learning outcome 

The learner will: 

3. be able to gather customer feedback 

Assessment criteria 

The learner can: 

3.1 collect customer feedback using the sampling frame identified 
in a customer service plan 

3.2 record data in a way that makes analysis straightforward 

3.3 verify that all data is handled in line with legal, organisational 
and ethical policies and procedures. 

 



  

Assessment guidance  

Sampling frame: 

Is the source from which the sample is drawn. It is a collection of data 
from a sample.  

 

Legal requirements: 

eg 

 Data Protection Act  

 

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer data and feedback 

 

Ethical requirements:   

 organisational principles 

 values 

 fairness 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 data collection and analysis plan 

 data records* 

 customer feedback* and analysis 

 professional discussion 

 questioning 

 reflective account 

 report on gathering, analysing and interpreting customer 
feedback 

 legal, organisational and ethical policies and procedures.* 
 

 

Learning outcome 

The learner will: 

4. be able to analyse and interpret customer feedback to recommend 
improvements 

Assessment criteria 

The learner can: 

4.1 use data analysis methods to identify patterns and trends in 
customer feedback 

4.2 use the findings of a data analysis to identify areas for 
improvement to customer service 

4.3 present the findings of an analysis in the agreed format 

4.4 recommend improvements in response to the findings of an 
analysis. 

  



 

Assessment guidance 

Data analysis methods eg: 

 frequency distribution 

 descriptive statistics 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 data analysis findings and recommendations 

 professional discussion 

 questioning 

 reflective account 

 report on gathering, analysing and interpreting customer 
feedback. 
 

Note: here the candidate may prefer to produce a report that outlines 
how they worked their way through the unit. This report will require to 
be backed by additional evidence that provides confirmation that they 
competently gathered, analysed and interpreted customer feedback.  

 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   

 

 



  1 

Unit 303 Negotiate in a business 
environment 

 

UAN: H/506/1912 

Level: 3 

Credit value: 4 

GLH: 18 

Relationship to NOS: This unit is linked to the Business & 
Administration (2013) National 
Occupational Standards:  

 CFABAG124 Negotiate in a business 
environment. 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

All Assessment Criteria must be met and 
assessed in line with Skills CFA Assessment 
Strategy. 

Aim: This unit aims to develop the knowledge 
and skills required to negotiate in a 
business environment and introduces 
learners to the principles underpinning 
negotiation. Upon completion of this unit, 
learners will be able to prepare for 
business negotiations and carry out 
business negotiations. 

 

Learning outcome 

The learner will: 

1. Understand the principles underpinning negotiation. 

Assessment criteria 

The learner can: 

1.1 describe the requirements of a negotiation strategy 

1.2 explain the use of different negotiation techniques 

1.3 explain how research on the other party can be used in 
negotiations 

1.4 explain how cultural differences might affect negotiations. 

 

 

Assessment Guidance 

Strategy: 

 plan 

 tactic 

 approach 
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Techniques:  

 ‘The Persuasion Tools Model’ 

 Win-Win 

 ‘Lewicki & Hiam’  

 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 

 

 

 

Learning outcome 

The learner will: 

2. Be able to prepare for business negotiations. 

Assessment criteria 

The learner can: 

2.1 identify the: 

a. purpose 

b. scope  

c. objectives  

of the negotiation 

2.2 explain the scope of their own authority for negotiating 

2.3 prepare a negotiating strategy 

2.4 prepare fall-back stances  and compromises that align with the 
negotiating strategy and priorities 

2.5 assess the likely objectives and negotiation stances of the other 
party 

2.6 research the strengths and weaknesses of the other party. 

 

Assessment Guidance 

Fall-back stances:  

Eg A last ditch compromise. 

 

Evidence may be supplied by: 

 report 

 product 

 professional discussion 

 questioning 
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Learning outcome 

The learner will: 

3. Be able to carry out business negotiations. 

Assessment criteria 

The learner can: 

3.1 carry out negotiations within responsibility limits in a way that 
optimises opportunities 

3.2 adapt the conduct of the negotiation in accordance with 
changing circumstances 

3.3 maintain accurate records of: 

a. negotiations 

b. outcomes  

c. agreements made 

3.4 adhere to: 

a. organisational policies and procedures 

b. legal and ethical requirements  

 

when carrying out business negotiations. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 product 

 professional discussion 

 questioning 

 witness testimony. 
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Unit 303 Negotiate in a business 
environment 

Supporting information 

Guidance 

Whilst working through this unit, any report at this level would need to be 
in excess of 500 words. The report can be holistic and supported by other 
methods of evidencing ie observation report, product etc.  

 



Unit 311 Resolve customers’ 
complaints 

 

UAN: R/506/2151 

Level: 3 

Credit value: 4 

GLH: 22 

Relationship to NOS: Customers Service (2013) National 
Occupational Standards: 

 CFACSC7 Process customer service 
complaints 

 CFACSC8 Handle referred customer 
complaints 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit is endorsed by Skills CFA 
Assessment Strategy Competence 

units (S/NVQ) 

Aim: This unit aims to develop the knowledge 
and skills required to resolve customers’ 
complaints.  Upon completion of this unit, 
learners will be able to deal with 
customers’ complaints. 

 

Learning outcome 

The learner will: 

1. understand the monitoring and resolution of customers’ 
complaints 

Assessment criteria 

The learner can: 

1.1 assess the suitability of a range of monitoring techniques for 
customers’ complaints 

1.2 explain how to identify those complaints that should prompt a 
review of the service offer and service delivery 

1.3 explain negotiating techniques used to resolve customers’ 
complaints 

1.4 explain conflict management techniques used in dealing with 
upset customers 

1.5 explain organisational procedures for dealing with customer 
complaints  

1.6 explain when to escalate customers’ complaints 

1.7 explain the cost and regulatory implications of admitting liability 
on the basis of a customer complaint  

1.8 explain the advantages and limitations of offering compensation 
or replacement products and/or services. 



 

Assessment guidance 

Monitoring techniques: 

 customer feedback 

 customer records 

 sales  

 returns  

 

Service offer: 

This details what an organisation will do for a customer, what level of 
customer service will be on offer and the limit of what will be offered. It 
also ensures consistency in the service offered. 

 

Service delivery: 
This is about getting the goods or services to the customer in the 
optimum or agreed timescale eg from the number of people who can 
be waiting in a queue at the till before assistance must be requested to 
the length of time callers should be waiting before answered or 
keeping to an agreed product delivery time. 
  
Negotiating techniques: 

 know what has to be achieved 

 prepare for any discussion  

 be confident 

 share information  

 listen 

 be ready for compromise 

 close with  confirmation 

 

Conflict management techniques: 

 listen 

 be assertive – not aggressive 

 remain calm 

 show understanding and be prepared to seek a solution 

 consider a compromise 

 recognise when it is not working and when to involve others 

 
Evidence may be supplied by: 

 professional discussion 

 reflective account  

 questioning 

 organisational policies and procedures* 

 conflict management techniques 

 service offer 

 refund policy 

 knowledge base content* 

 

  



Learning outcome 

The learner will: 

2. be able to deal with customers’ complaints 

Assessment criteria 

The learner can: 

2.1 confirm the nature, cause and implications of customers’ 
complaints 

2.2 take personal responsibility for dealing with complaints 

2.3 communicate in a way that recognises customers’ problems and 
understands their points of view 

2.4 explain the advantages and limitations of different complaint 
response options to customers  

2.5 explain the advantages and limitations of different complaint 
response options to the organisation 

2.6 keep customers informed of progress 

2.7 agree solutions with customers that address the complaint and 
which are within the limits of their own authority 

2.8 record the outcome of the handling of complaints for future 
reference 

2.9 adhere to organisational policies and procedures, legal and 
ethical requirements when dealing with customers’ 
complaints. 

 

Assessment guidance  

Personal responsibility: 

Here you will be required to show you have taken responsibility for 
each of the complaints you have dealt with. You are not required to 
have resolved them all yourself but to take responsibility by eg 
escalating the issue, keeping the customer informed of progress and 
following up with the customer to ensure the complaint has been 
resolved. Resolved does not mean the customers’ complaints have all 
been upheld but that the customer has been satisfied the complaints 
process has been carried out. 

  

Organisational policies and procedures which relate to: 

 roles and responsibilities showing limits of authority 

 service offer 

 handling of customer issues 

Legal requirements: 

 eg 

 Sale of Goods Act (Sale and Supply of Goods to Consumers 
Regulations) 

 Trade Descriptions Act 

 Data Protection Act. 

Ethical requirements: 

 organisational principles 

  values 

 fairness 
 



Evidence may be supplied by: 

 observation 

 witness testimony 

 customer records* 

 professional discussion 

 questioning 

 reflective account  

 organisational policies and procedures* 

 knowledge base content*  

 service offer* 

 refund policy* 
 

Note: This unit is about resolving complaints, not customer problems 
which are covered in unit 323. Here candidates are required to 
recognise when a problem becomes a complaint and deal with it 
accordingly. 

Here the candidate will require to be observed resolving customer 
complaints. Where complaints have arisen and the assessor has not 
been available, witness testimonies and other forms of evidence can 
be used. 

*Internal/organisational documentation need not be held in the 
candidate’s portfolio but held in the workplace with reference made to 
where it can be found and its relevance to the criteria.   
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