
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 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 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 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 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 
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 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. 

 

 

  

 



  1 

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. 

 

  



  3 

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 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 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.   
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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 304 Organise and deliver 
customer service 

 

UAN: L/506/2150 

Level: 3 

Credit value: 5 

GLH: 27 

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

 CFACSB10 Organise the delivery of 
reliable customer service 

 CFACSB2 Deliver reliable 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 organise and deliver 
customer service.  Upon completion of this 
unit, learners will be able to both plan and 
execute the delivery of customer service. 

 

Learning outcome 

The learner will: 

1. understand how to organise customer service delivery 

Assessment criteria 

The learner can: 

1.1 explain how different methods of promoting products and/or 
services impact on customer service delivery 

1.2 explain who should be involved in the organisation of 
customer service delivery 

1.3 explain the importance of differentiating between customers’ 
wants, needs and expectations 

1.4 explain different ways of segmenting customer groups 

1.5 explain how customer segmentation is used in organising 
customer service delivery 

1.6 explain how to analyse the “customer journey’. 

 

  



 

Assessment guidance 

Methods of promoting products and/or services:  
 advertising in press, TV, billboards 

 mailshots 

 flyers 

 Internet 

 PR 

 through offers 

 

Who should be involved: 

 self 

 management 

 other staff 

 other departments 

Wants: 

What the customer thinks they should have. 

 

Needs: 

What the customer must have/requires. 

 

Expectations: 

What the customer thinks they should experience or get. 

 
Customer segmentation: 
Is the division of customers into groups according to eg 

 age 

 income 

 gender 

 interests 

 spending habits 
 
Customer journey: 
The experience of your customer with your organisation, from 
beginning to end, through their eyes. This is the journey from first 
impression to final experience. 

 

Evidence for this element may be supplied by: 

 professional discussion 

 report on research into customer service delivery 

 questioning. 

 

  



 

Learning outcome 

The learner will: 

2. be able to plan the delivery of customer service 

Assessment criteria 

The learner can: 

2.1 identify customers’ needs and expectations 

2.2 map the “customer journey” 

2.3 confirm that systems and structures are in place to enable the 
delivery of agreed standards of customer service 

2.4 prepare the resources needed to deliver products and/or 
services to different types of customers 

2.5 plan how to deal with unexpected additional workloads 

2.6 allocate priorities to address points of service failure. 

 

Assessment guidance 

Systems: 

Processes and procedures. 

 

Structures 

Roles and responsibilities.  

 

Resources:  

eg 

 staff 

 rotas  

 schedules 

 documents 

 marketing materials 
 

Unexpected additional workloads: 

eg 

 staff absences 

 customer complaints 

 sudden increase in numbers of customers 

 resource failure 

 IT failure 

 human error 

Service failure  

eg 

 lack of resources 

 IT failure 

 customer complaint 

 human error 

 

Evidence may be supplied by: 

 observation 



 witness testimony 

 professional discussion 

 reflective account  

 report on research into customer service delivery 

 organisational processes and procedures* 

 organisation chart* 

 customer journey ‘map’. 

 marketing materials* 

 rotas* 

 schedules* 

 internal  documentation* 

 

Learning outcome 

The learner will: 

3. be able to deliver customer service 

Assessment criteria 

The learner can: 

3.1 take steps to ensure that the needs of customers are balanced 
with organisational objectives 

3.2 agree realistic and achievable actions with customers 

3.3 identify areas for improvement in their own customer service 
delivery 

3.4 adapt their own customer service delivery to meet customers’ 
changing expectations. 

  

Assessment guidance  

Organisational objectives: 

 service offer 

 customer service standards 

 targets 

 financial limits 
 

Customer service delivery: 

 behaviour 

 style 

 tone of voice 

 body language 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 questioning  

 reflective account  

 report on research into customer service delivery 

 service offer* 

 standards* 

 targets* 

 organisational processes and procedures* 



 internal documentation* 

 customer feedback* 

 appraisal 

 

Note:  

The candidate must be observed at least on one occasion showing 
competence in organising and delivering customer service.  Additional 
evidence must prove the candidate has shown competency in dealing 
with a range of customers in various situations over time through 
witness testimonies and other evidence from the examples above.  

 

*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 305/695 Understand the customer 
service environment 

 

UAN: Y/506/2152 

Level: 3 

Credit value: 5 

GLH: 40 

Assessment type: E-volve or portfolio of evidence 

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

 CFACSA7 Live up to the brand promise 
when delivering customer service  

 CFACSA14 Use customer service as a 
competitive tool 

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 the customer 
service environment.  Upon completion of 
this unit, learners will have developed an 
understanding of the structure of customer 
service and the key concepts and practices 
that underpin customer service delivery.  
Learners will be aware of the relationship 
between customer service and a brand and 
will understand the implications of 
legislation on customer service delivery. 

 

Learning outcome 

The learner will: 

1. understand the concepts and practices underpinning customer 
service delivery 

Assessment criteria 

The learner can: 

1.1 explain the value of customer service as a competitive tool 

1.2 explain the process of mapping the customer journey and its 
importance in delivering effective customer service 

1.3 describe techniques used to identify service failures 

1.4 explain the concept and importance of the service profit 
chain  

1.5 describe methods of measuring organisational effectiveness in 
the delivery of customer service. 



 

Assessment guidance 

Competitive tool: 

 a way in which an organisation meets or beats the service 
offers of competitors 

 a way an organisation can create support and loyalty and 
encourage retention 

 

Mapping the customer journey: 

 a way of gathering information to show customer interactions 
from the first instance through the entire customer transaction 

 a strategy to show how a customer experiences the 
organisation from first impressions to after service needs 

 

Techniques: 

 analysis of complaints 

 customer feedback 

 market research 

 sales figures 

 returns 

 staff monitoring 

 mystery shoppers 

 customer focus groups 

 

Service profit chain  - concept: 

 a service profit chain establishes relationships between 
service, customer loyalty, customer satisfaction and 
profitability 

 it shows how each link in the chain will affect the other 

 

Service profit chain – importance: 

 to understand how each part of the organisation effects the 
other 

 to increase customer satisfaction and loyalty through 
consistent service 
 

Methods: 

 performance review 

 KPIs 

 sales/performance targets 

 benchmarking against competitors 

 analysing data  ie customer feedback, reports 
 

 

  



 

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 customers and to an 
organisation 

2.2 explain how branding can influence customers’ perception of 
an organisation and its products and/or services 

2.3 explain the potential impact of good and poor customer service 
on a brand. 

 

Assessment guidance 

Brand: 

 the impression projected by an organisation 

 used to give customers an idea of how the service will be 
delivered and  what the organisation stands for 

 can include the way an organisation advertises, targets 
customers, displays products 

 

Influence customer perception: 

 affect the way in which a customer sees the organisation 

 affect a customer’s decision to buy products or use services 
either positively or negatively 

 

 

Learning outcome 

The learner will: 

3. understand the structure of customer service 

Assessment criteria 

The learner can: 

3.1 explain the features of different customer service models and 
customer service standards 

3.2 explain the relationship between customer service and 
operational areas of an organisation 

3.3 explain the relationship between customer service and 
continuous improvement processes 

3.4 explain the costs and benefits of customer service to an 
organisation 

3.5 explain the impact of organisational values on how customers 
create their expectations  

3.6 explain how organisational values impact on meeting 
customer expectations. 

  

  



 

Assessment guidance 

Customer service models: 

 customer focused model  

 sales focused model 

 customer experience model  

 price/convenience model 

 

3.2 Relationship: 

How customer service and its delivery effects the other areas of an 
organisation such as sales, marketing, finance, distribution. 

 

3.3 Relationship 

How customer service effects an organisation’s ability to improve. 

 

Continuous improvement processes: 

An ongoing effort to improve products, services and service offer. 
eg 

 reviewing performance 

 target setting 

 implementing changes 

 analysing feedback 

 

Organisational values: 

 a belief of how an organisation should be operated 

 principles of delivery and service upheld throughout the 
organisation 

 

 

Learning outcome 

The learner will: 

4. understand the implications of legislation on customer service 
delivery 

Assessment criteria 

The learner can: 

4.1 explain the implications of consumer-related legislation on 
customer service delivery  

4.2 explain the implications of confidentiality and data protection 
legislation for the collection, storage and use of customer 
information. 

  

  



 

Assessment guidance 

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 

 

Data protection legislation: 

 Data Protection Act 1998. 

 

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 3000 
words to a maximum of 5000 words based on their own organisation or 
organisation of their choice. Not all of the range shown in each learning 
outcome will be relevant to their organisation or the organisation they 
have chosen in the report. However, the report must show that 
candidates have developed an understanding of the key concepts and 
practices underpinning customer service and its delivery in relation to the 
business sector chosen. 

 

Candidates will also be required to show the relationship between 
customer service and brand as well as the implications of legislation on 
customer service delivery. 

 

Any necessary additional coverage could be generated through 
professional discussion. 

 

 



 

Unit 306/696 Understand customers and 
customer retention 

 

UAN: J/506/2910 

Level: 3 

Credit value: 4 

GLH: 35 

Assessment type: E-volve or portfolio of evidence 

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

 CFACSB14 Review the quality of 
customer service 

 CFACSB15 Build and maintain effective 
customer relations 

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 knowledge and 
understanding regarding customers and 
customer retention.  Upon completion of 
this unit, learners will have developed an 
understanding of Customer Relationship 
Management (CRM), customer retention, 
and the measurement of customer 
satisfaction. 

 

Learning outcome 

The learner will: 

1. understand Customer Relationship Management (CRM) 

Assessment criteria 

The learner can: 

1.1 explain the concept of the ‘customer experience’ 

1.2 explain different methods of segmenting and characterising 
customers 

1.3 explain the purpose and scope of CRM  

1.4 describe the features of an effective CRM system 

1.5 explain the uses of CRM data in customer service delivery. 

 

  



 

Range 

Customer experience: 
The customer experience is the sum of all the experiences a customer 
has with an organisation. Customers expect a good experience with an 
organisation from beginning to end. Any organisation that can do that 
can: 

 encourage customer loyalty 

 improve customer satisfaction 

 where relevant increase income 
 

Methods of segmenting customers: 

 geographic 

 demographic  

 gender 

 age 

 lifestyle 
 

Methods of characterising customers: 

 needs 

 wants 
 

Purpose of customer relationship management: 

 to build a relationship with customers 

 to maximise opportunities  

 to gather information and data for analysis 

 to log customer details and preferences 
 

Scope of customer relationship management: 

 customers 

 suppliers 

 owners/investors 

 employees 

 partners 
 

Features: 

 customer account management 

 reporting facility 

 can be bespoke to an organisation 

 creates customer records 

 enables analysis 

 

Uses to an organisation: 

 identify current customers 

 monitor profitability 

 log customer preferences 

 potential customer identification 

 highlight trends 

 report on performance 

 set targets for delivery 
 



 

Learning outcome 

The learner will: 

2. understand customer retention 

Assessment criteria 

The learner can: 

2.1 explain the term customer retention 

2.2 explain the benefits of customer retention to an organisation  

2.3 explain the factors that influence customer retention 

2.4 describe techniques used to attract and retain customers 

2.5 explain how to assess the extent of customer loyalty 

2.6 explain the factors involved in customer recovery. 

 

Range 

Benefits: 

 cost effective 

 maintains loyalty 

 increases profit 
 

Factors: 

 price 

 products/services offered 

 level of customer service 

 level of customer satisfaction 

 competition 
 

Techniques to attract customers: 

 promotions 

 advertising campaigns 

 Industry networking 

 excellent customer service  

 ensure staff are knowledgeable and well trained 
 

Techniques to retain customers: 

 develop a formal strategy 

 develop customer service standards 

 develop the service offer 

 respond to customer feedback 

 continue staff training and development 

 offer loyalty discount 
 

Factors: 

 why the customer left the organisation 

 what will make the customer return 
 

 

  



 

Learning outcome 

The learner will: 

3. understand the measurement of customer satisfaction 

Assessment criteria 

The learner can: 

3.1 describe techniques used to analyse performance data  

3.2 explain the factors to be taken into account in setting 
performance targets and objectives  

3.3 explain the features and uses of a range of techniques to 
measure customer satisfaction. 

  

Range 

Techniques: 

 qualitative analysis  

 quantitative analysis 

 

Factors: 

 organisational policy 

 SMART Target setting 

 

Techniques to measure customer satisfaction: 

 formal feedback 

 informal feedback 

 customer focus group 

 mystery shopper 

 customer survey 

 complaints data. 

 

 

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 3000 
words to a maximum of 5000 words.  

 

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

 

However, the key point of the report is to show the candidate’s 
understanding of each learning outcome and that they have developed an 
understanding of Customer Relationship Management (CRM), customer 
retention, and the measurement of customer satisfaction. 

 
Any necessary additional coverage could be generated through 
professional discussion. 

 



Unit 307/697 Principles of business 

 

UAN: D/506/1942 

Level: 3 

Credit value: 10 

GLH: 74 

Relationship to NOS: Business & Administration (2013) National 
Occupational Standards:  

 CFABAA112 Contribute to 
innovation 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 knowledge and 
understanding regarding business and 
introduces learners to the key principles of 
business. Upon completion of this unit, 
learners will develop an understanding of a 
variety of business principles, including 
business markets, business innovation and 
growth, and sales and marketing. Learners 
will also present knowledge of financial 
management and business budgeting. 

 

Learning outcome 

The learner will: 

1. Understand business markets. 

Assessment criteria 

The learner can: 

1.1 explain the characteristics of different business markets 

1.2 explain the nature of interactions between businesses within a 
market 

1.3 explain how an organisation’s goals may be shaped by the market 
in which it operates 

1.4 describe the legal obligations of a business. 

 

Range  

Characteristics: 

 purpose 

 finance 

 ethos 

 structure 



2   

 customers 

 ownership  

 

Different business markets: 

Public Sector: 

 Public Corporations 

 Hospital Trusts 

 Local Authorities and LEAs 

 

Private Sector: 

 Sole Traders 

 Partnerships 

 Private Limited Companies 

 Public Limited Companies 
 
Voluntary/not-for-profit Sector: 

 charities 

 non-profit-making organisations 

 

Industry: 

 service providers 

 retailers 

 wholesalers 

 manufacturers 

 extractive industries 

 

Interactions: 
 

 supply chain transactions  

 logistics 

 advertising 

 collaboration- eg  loyalty rewards, discounts, joint promotions 

 

Shaped: 

 climate change 

 resource scarcity 

 urbanisation 

 ageing population 

 competition  

 economy  

 

Legal obligations : 

 National Minimum Wage Act  

 Equality Act 

 Working Time Regulations Act 

 Data Protection Act 1998  

 Employment Rights Act 

 Human Rights Act 

 Health and Safety at Work Act 

 Companies Act 



 

 

Learning outcome 

The learner will: 

2. Understand business innovation and growth. 

Assessment criteria 

The learner can: 

2.1 define business innovation 

2.2 explain the uses of models of business innovation 

2.3 identify sources of support and guidance for business innovation 

2.4 explain the process of product or service development 

2.5 explain the benefits, risks and implications associated with 
innovation. 

 

Range  

Models: 

 reviewing systems 

 customer value proposition 

 innovation ecosystem  

 social innovations 

 USPs 

 

Learning outcome 

The learner will: 

3. Understand financial management. 

Assessment criteria 

The learner can: 

3.1 explain the importance of financial viability for an organisation 

3.2 explain the consequences of poor financial management 

3.3 explain different financial terminology. 

 

Range  

Financial terminology: 

 VAT (value added tax) 

 capital gains 

 expenditure 

 revenue 

 profit (gross/net) 

 turnover 

 cash flow 

 balance sheet 

 liquidity 

 debtors 

 creditors 

 capital 

 assets (fixed/current) 

 liabilities (fixed/current) 

 depreciation 
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 break-even 

 

Learning outcome 

The learner will: 

4. Understand business budgeting. 

Assessment criteria 

The learner can: 

4.1 explain the uses of a budget 

4.2 explain how to manage a budget. 

 

Range  

Budget: 

 capital  

 operational 

 master 

 

Learning outcome 

The learner will: 

5. Understand sales and marketing. 

Assessment criteria 

The learner can: 

5.1 explain the principles of marketing  

5.2 explain a sales process 

5.3 explain the features and uses of market research 

5.4 explain the value of a brand to an organisation 

5.5 explain the relationship between sales and marketing. 

 

Range  

Principles:  

 The 4 Ps/7 Ps 

 

Process: 

 7 step sales process 
 

Market research: 

 qualitative 

 quantitative. 
 

 

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 3000 words 
to a maximum of 5000 words based on their own organisation or 
organisation of their choice. Not all of the range shown in each learning 



outcome will be relevant to their organisation or the organisation they have 
chosen in the report. However, the key point of the report is to show the 
candidate’s understanding of each learning outcome and the relevance to 
the business sector chosen.  

 

Any necessary additional coverage could be generated through 
professional discussion. 
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Unit 308 Manage personal and 
professional development 

 

UAN: T/506/2952 

Level: 3 

Credit value: 3 

GLH: 12 

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

 CFAM&LFA5 Manage projects 

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 manage personal and 
professional development. Upon 
completion of this unit, learners will be able 
to identify personal and professional 
development requirements and fulfil a 
personal and professional development 
plan. Learners will also be able to maintain 
a personal and professional development 
plan ensuring its relevance. 

 

Learning outcome 

The learner will: 

1. be able to identify personal and professional development 
requirements 

Assessment criteria 

The learner can: 

1.1 compare sources of information on professional development 
trends and their validity 

1.2 identify trends and developments that influence the need for 
professional development 

1.3 evaluate their own current and future personal and professional 
development needs relating to the role, the team and the 
organisation. 
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Assessment guidance  

1.1  

Sources of information on professional development trends in their 
own profession/industry.  

Such sources could include publications  and other information from: 

 

 professional bodies 

 professional networks 

 trade associations  

 organisation's employee development department 

 training organisations  

 internet 

 

Any comparison would look at strengths/ weaknesses, 
advantages/disadvantages of each source. 

In this criterion the learner is required to compare sources of 
information on professional development trends, and their validity, 
using at least two sources of information. 

1.2 

Information on trends and developments in their own profession, 
industry or organisation that could influence the need for professional 
development. These could include changes in: 

 systems or technology 

 market changes 

 competition 

 legislation  

 

In this criterion the learner is required to identify at least two trends 
and/or developments that could influence the need for professional 
development. These should be described. 

1.3 

Information gathered in ACs 1.1 and 1.2 can be used to identify 
current and future knowledge, skills and experience needs relating to 
their role, team and organisation. Information sources on current and 
future needs could also include performance appraisals, job 
description, business plans, and team objectives. 

An evaluation would look at current knowledge, skills and experience 
levels and the extent to which they satisfy current and potential future 
needs. This will form the basis for the skills gap analysis in AC2.3 

 

In this criterion the learner is required to provide evidence of 
evaluating their own current and future personal and professional 
development needs relating to their role, the team and organisation. 
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Learning outcome 

The learner will: 

2. be able to fulfil a personal and professional development plan 

Assessment criteria 

The learner can: 

2.1 evaluate the benefits of personal and professional development  

2.2 explain the basis on which types of development actions are 
selected 

2.3 identify current and future likely skills, knowledge and experience 
needs using skills gap analysis  

2.4 agree a personal and professional development plan that is 
consistent with business needs and personal objectives  

2.5 execute the plan within the agreed budget and timescale  

2.6 take advantage of development opportunities made available by 
professional networks or professional bodies. 

 

Assessment guidance  

2.1 

Information gathered in the previous ACs can be used to identify the 
benefits of the personal and professional development required. An 
evaluation should include both the benefits and potential costs – 
financial, personal etc. 

 

In this criterion the learner is required to provide evidence of 
evaluating the benefits of personal and professional development. 

2.2  

Identify the different types of development  methods  available to 
address the needs identified in section 1.3 including: 

 training courses – including different providers  and different 
learning methods and technologies 

 coaching 

 mentoring 

 

Use those learning needs, learning and development opportunities  
and preferred learner styles to select the most appropriate training 
and development actions for the needs identified. 

 

In this criterion the learner is required to select the type of 
development action(s) required and explain the basis on which the 
selection was made. 

2.3 

Use information gathered on future and current skills, knowledge and 
experience to prepare a skills gap analysis. This will form the basis of a 
development plan (AC 2.4).  

 

In this criterion the learner is required to provide a skills gap analysis 
that will form the basis of their development plan. 
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2.4 

Agree with relevant parties such as line manager, training and 
development department and budget holder, a personal development 
plan which contains SMART objectives(see AC3.1), resources, 
timescales, and review mechanisms. 

 

In this criterion the learner is required to prepare and agree a correct 
and appropriate development plan and present this as evidence   

2.5 

Executing the personal development requires personal commitment to 
completing the personal development plan within agreed budget and 
timescales.  

 

In this criterion the learner is required to execute the 
development plan within the agreed budget and timescales. 

2.6 

Professional networks and other sources of support for development 
needs can be identified and used to support the development plan. 

 

In this criterion the learner is required to provide evidence of 
how they have used professional networks and other sources of 
support when completing their development plan. 

 

 

Learning outcome 

The learner will: 

3. be able to maintain the relevance of a personal and professional 
development plan 

Assessment criteria 

The learner can: 

3.1 explain how to set specific, measurable, achievable, realistic and 
time-bound (SMART) objectives 

3.2 obtain feedback on performance from a range of valid sources  

3.3 review progress toward personal and professional objectives  

3.4 amend the personal and professional development plan in the 
light of feedback received from others. 

 

Assessment guidance  

3.1 

Development objectives set should follow the SMART model 

 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 explain how objectives 
set in 2.4 satisfy the SMART model. 
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3.2  

Feedback from others is important to assess performance 
improvements achieved as a result of personal and professional 
development. This feedback could come from a number of sources 
including line manager, customers and team members. This feedback 
can be formal, as in a performance review, or informal, as in 
observations or comments made. Organisational performance 
indicators, customer/ employee surveys etc., could also be used. 

 

In this criterion the learner is required to provide evidence of feedback 
from at least two valid sources to demonstrate whether or not the 
training development plan that is being implemented is effective in 
improving performance. 

Review mechanisms in the development plan prepared and 
implemented in ACs 2.4 and 2.5 can be used to review progress 
towards personal and professional objectives. 

In this criterion the learner is required to provide evidence that 
progress against the development plan has been reviewed and the 
outcome of that review. 

The personal professional development plan being implemented will 
need to be amended in light of feedback received or learner’s own 
observations from the review. 

In this criterion the learner is required to provide evidence that they 
have amended their development plan in light of feedback received 
from others (See ACs 3.2. and 3.3). 

 



Unit 309 Develop resources to support 
consistency of customer 
service delivery 

 

UAN: Y/506/2166 

Level: 3 

Credit value: 5 

GLH: 21 

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

 CFACSA16 Build a customer service 
knowledge base 

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 develop resources to 
support consistency of customer service 
delivery.  Upon completion of this unit, 
learners will be able to create and maintain 
a customer service knowledge base and 
develop customer service resource 
materials. 

 

Learning outcome 

The learner will: 

1. understand how knowledge resources are used to support 
customer service delivery 

Assessment criteria 

The learner can: 

1.1 explain the structure of a customer service knowledge base 

1.2 explain the uses of a customer service knowledge base  

1.3 explain the use of customers’ frequently asked questions to 
support customer service delivery  

1.4 explain the input and update routines for adding to the 
knowledge base  

1.5 explain the content requirements of resource materials and how 
they should be expressed. 

 

 

 

 

 



Assessment guidance 

Uses: 

 allows staff to access information quickly to help improve their 
own knowledge 

 allows staff to answer any customer questions 

 covers frequently asked questions with answers that are 
available to customers 

 ensures consistency in knowledge and service 

 

Input and update routines: 

How additions/changes are made according to organisational 
requirements. 

 

How they should be expressed: 

 layout 

 format 

 house style 

Evidence may be supplied by: 

 professional discussion 

 reflective account  

 report on developing or maintaining a customer service 
knowledge base 

 questioning 

 frequently asked questions and answers (FAQ) 

 

Learning outcome 

The learner will: 

2. be able to create and maintain a customer service knowledge base 

Assessment criteria 

The learner can: 

2.1 identify the information that should be included in a customer 
service knowledge base 

2.2 confirm that a knowledge base is kept up to date  

2.3 promote the contents and use of a knowledge base. 

 

Assessment guidance  

Information: 

 frequently asked questions with answers (FAQ) 

 user manuals 

 processes and procedures 

 tutorials/training notes 

 new product/service information or updates 
 

Promote: 

eg: 

 presentation 

 newsletter 

 email 

 Intranet 



Evidence may be supplied by: 

 knowledge base content* 

 observation 

 witness testimony 

 professional discussion 

 reflective account  

 report on developing or maintaining a customer service 
knowledge base 

 questioning 

 presentation or other mode of communication 

 internal documentation* 

 

Learning outcome 

The learner will: 

3. be able to develop customer service resource materials 

Assessment criteria 

The learner can: 

3.1 describe the types of questions frequently asked by customers 

3.2 identify the types of resources needed to support customer 
service delivery from an analysis of customer needs 

3.3 identify who will use the resources and in what way  

3.4 develop resources that meet organisational requirements 

3.5 communicate the availability and nature of the resources to 
those who will use them  

  

Assessment guidance 

Resources: 

 frequently asked questions with answers 

 user manuals 

 processes and procedures 

 tutorials/training notes 

 new product/service information or updates 
 

Who: 

 internal customers 

 external customers 

 

Evidence may be supplied by: 

 evidence of questions asked 

 witness testimony 

 frequently asked questions 

 professional discussion 

 reflective account  

 report on developing or maintaining a customer service 
knowledge base 

 questioning 

 analysis of customer feedback/questions asked/information 
requested 

 knowledge base content* 

 analysis of usage 

 resources developed with reasoning 



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 
suitable knowledge base resources were developed to support 
consistency of customer service delivery (including witness 
testimonies). 

 

*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 310 Use service partnerships to 
deliver customer service 

 

UAN: D/506/2167 

Level: 3 

Credit value: 3 

GLH: 20 

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

 CFACSA16 Build a customer service 
knowledge base 

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 use service 
partnerships in the delivery of customer 
service.  Upon completion of this unit, 
learners will be able to utilise this 
knowledge when delivering customer 
service within a customer service 
partnership. 

 

Learning outcome 

The learner will: 

1. understand the use of a service partnership in customer service 
delivery 

Assessment criteria 

The learner can: 

1.1 explain the roles and responsibilities of the partners involved 
in a service chain  

1.2 explain the advantages and limitations of using a service 
partnership 

1.3 explain the use and value of formal and informal service level 
agreements. 

 

Assessment guidance/evidence 

The roles and responsibilities will vary according to the 
organisation. 

 

The service chain covers those involved from the forecasting of 
demand all the way through the delivery of the service to post service 
delivery.  



A service partnership is when organisations or departments work 
together to offer service delivery. 

 

Service level agreements are agreements where the actual service 
to be provided is detailed. It is the agreement between the 
organisation providing the service and the customer and will vary 
accordingly. 

 
Evidence may be supplied by: 

 professional discussion 

 reflective account  

 report on the use of service partnerships to deliver customer 
service 

 questioning 

 

Learning outcome 

The learner will: 

2. understand ways of building relationships within a customer 
service partnership 

Assessment criteria 

The learner can: 

2.1 describe effective communication methods for dealing with 
service partners  

2.2 explain how to develop positive relationships with service 
partners  

2.3 describe negotiating techniques for dealing with service 
partners  

2.4 describe actions that can be taken to resolve any conflict of 
interest with service partners  

 

Assessment guidance 

Service partners are those working together in the delivery of 
customer service. 
 

Negotiating techniques: 

 know what has to be achieved 

 prepare for any discussion  

 ask for what is needed 

 be confident 

 share information  

 offer and expect commitment 

 listen 

 be ready for compromise 

 close with  confirmation 

 

Actions: 

Be open and transparent and disclose the risk. This can then be 
assessed. The situation can be managed to find a solution be it 
withdrawing from the partnership, withdrawing from the situation 
causing the conflict or having it agreed in writing that it can be 
managed. 

 



Evidence may be supplied by: 

 professional discussion 

 reflective account  

 report on the use of service partnerships to deliver customer 
service 

 questioning 

 organisational policies and procedures* 

 

Learning outcome 

The learner will: 

3. be able to deliver customer service within a customer service 
partnership 

Assessment criteria 

The learner can: 

3.1 identify the levels of authority that exist within a service 
partnership 

3.2 keep service partnership colleagues up to date with progress, 
developments and issues that might affect the quality of delivery 

3.3 establish service procedures that are acceptable to all 
members of a service partnership  

3.4 agree with service partners priorities and resolutions relating 
to conflicts of interest  

3.5 identify areas for improvement from the analysis of a range of 
sources of information. 

  

Assessment guidance  

Levels of authority: 

These can vary.  One person’s level of authority may be that they are 
allowed to order goods or services to a certain amount beyond which 
they must ask for authorisation. At certain levels, decisions may be 
able to be made on behalf of the partnership but these will have been 
detailed in the agreement. 

 

Service procedures: 

The explicit details on what may or may not be done or offered. 

These could be: 

 details of what constitutes conflict of interest 

 that all parties should be open and transparent and disclose 
the risk 

 any risk will be assessed 

 that any situation will be assessed to see if it can be managed  

 where possible a solution found and agreed 

 the point at which withdrawal from the partnership will be 
necessary 

 withdrawing from the situation causing the conflict  

 having it agreed in writing that it can be managed 

 

Service partners: 
are those working together in the delivery of customer service. 

 

 



Areas for improvement:  

Note: these need not be put in place only identified. 

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 reflective account  

 report on the use of service partnerships to deliver customer 
service 

 questioning 

 organisational policies and procedures* 

 service partnership agreement* 

 knowledge base information* 

 updates 

 analysis of customer feedback – internal and/or external. 
 

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 
worked with and used over time service partnerships to deliver 
customer service (including witness testimonies). 

 

*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 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.   

 

 



Unit 312 Monitor the quality of 
customer service interactions 

 

UAN: K/506/2172 

Level: 3 

Credit value: 5 

GLH: 27 

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

 CFACSD13 Monitor the quality of 
customer service transactions 

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 monitor the quality of 
customer service interactions.  Upon 
completion of this unit, learners will be 
able to prepare to, and execute, 
monitoring of the quality of customer 
service interactions. 

 

Learning outcome 

The learner will: 

1.   understand how to monitor the quality of customer service  

  interactions 

Assessment criteria 

The learner can: 

1.1 describe techniques for monitoring the quality of customer 
service interactions 

1.2 explain organisational procedures and guidelines for customer 
service delivery 

1.3 explain the advantages and limitations of different methods for 
monitoring the quality of customer service interactions 

1.4 explain how to construct a representative sample of customer 
service interactions for monitoring purposes 

1.5 explain how data protection legislation applies to monitoring 
the quality of customer service interactions 

1.6 explain how monitoring actions taken can identify possible 
improvements in customer service interactions 

1.7 explain techniques to gather customer feedback. 

 

  



 

Assessment guidance 

Monitoring techniques: 

 listening to calls 

 reviewing written communication 

 getting direct feedback from customers 

 use of mystery shoppers 
 
Data Protection Principles cover the collection and use of the data. 
 
Techniques for gathering customer feedback: 

 email 

 short surveys 

 full-length surveys 

 online 

 face to face interviews 

 focus groups 

 comment boxes/cards 

 social media 

 telephone 

 text  
 
Evidence may be supplied by: 

 professional discussion 

 reflective account 

 questioning 

 report on monitoring the quality of customer service 
interactions 

 organisational procedures and guidelines* 

 

Learning outcome 

The learner will: 

2. be able to prepare to monitor the quality of customer service 
interactions 

Assessment criteria 

The learner can: 

2.1 identify the criteria against which the quality of customer 
service interactions will be monitored 

2.2 specify a sampling frame that would provide information to 
meet monitoring objectives 

2.3 select monitoring techniques that are capable of collecting the 
required information 

2.4 ensure that staff and customers are made aware of the fact that 
they will be monitored. 

 

Assessment guidance  

Criteria: 

 industry standards 

 codes of practice 

 organisational standards/service offer/customer charter 
 



Sampling frame: 
The source from which the sample is drawn. It is a collection of data 
from a sample.  
 
Monitoring techniques: 

 listening to calls 

 reviewing written communication 

 getting direct feedback from customers 

 use of mystery shoppers  

 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 questioning 

 reflective account 

 monitoring criteria 

 sampling frame 

 monitoring techniques 

 report on monitoring the quality of customer service 
interactions 

 organisational policies and procedures* 

 

Learning outcome 

The learner will: 

3. be able to monitor the quality of customer service interactions 

Assessment criteria 

The learner can: 

3.1 monitor the quality of customer service interactions with 
minimal disruption to business 

3.2 assess the quality of customer service interactions against 
agreed criteria 

3.3 identify patterns and trends in colleagues’ performance 

3.4 give constructive feedback to colleagues on the quality of 
customer service interactions. 

  

Assessment guidance  

Customer service interactions are either: 

 face-to-face 

 on the telephone 

 online 

 written 

 through social media 

Evidence may be supplied by: 

 observation 

 witness testimony 

 professional discussion 

 questioning 

 reflective account 



 report on patterns and trends 

 report on monitoring the quality of customer service 
interactions 
 

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 monitored the quality of customer service interactions. 

 

*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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Unit 313 Promote equality, diversity 
and inclusion in the workplace 

 

UAN: T/506/1820 

Level: 3 

Credit value: 3 

GLH: 15 

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 the knowledge 
and skills required to promote equality, 
diversity and inclusion in the workplace. 
Upon completion of this unit, learners will 
have developed an understanding of both 
the organisational and personal aspects of 
equality, diversity and inclusion in the 
workplace. Learners will utilise this 
knowledge in supporting equality, diversity 
and inclusion in the workplace. 

 

Learning outcome 

The learner will: 

1. understand the organisational aspects of equality, diversity and 
inclusion in the workplace 

Assessment criteria 

The learner can: 

1.1 explain the difference between equality, diversity and inclusion 

1.2 explain the impact of equality, diversity and inclusion across 
aspects of organisational policy  

1.3 explain the potential consequences of breaches of equality 
legislation 

1.4 describe nominated responsibilities within an organisation for 
equality, diversity and inclusion. 
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Assessment Guidance  

1.1 Equality is a quality of being the same in value or status among all 
people. In order to achieve equality, people must be fair and respect 
differences in their values and status.  
Equality in Employment is regulated by a combination of UK Laws and 
UK regulations leading to the Equal Opportunities and Discrimination 
(Equality Act 2010).The act contains a number of key concepts now 
known as ‘protected characteristics’: 

 Age 

 Disability 

 Gender reassignment  

 Marriage and civil partnership 

 Pregnancy and maternity 

 Race 

 Religion of belief 

 Sex  

 Sexual orientation  

The act and more recent amendments and provisions, sets out to 
eliminate unlawful discrimination against harassment and victimisation 
of these groups of people, and to advance equality among them.  

 

Diversity that we can all celebrate and embrace cannot be achieved 
without achieving equality first. Diversity is a state of having 
differences, whether it is age, condition, race, religion or belief, and 
sexual orientation. The Equality Act 2010 aims to promote diversity by 
fostering good relations between different groups of people. Valuing 
diversity is a bigger issue than just avoiding discrimination, even 
though that is very important.  

Inclusion is the practice of someone/groups of people being accepted 
for whom they are and changes made accordingly. It is often about 
removing the things that we cannot see, such as attitudes and 
prejudice.  These obstacles are sometimes called ‘barriers’ an example 
would be when a person with a visual impairment struggles to read the 
text in the company newsletter. By making the information available 
using a larger font size (a large print facility) the member of staff can 
access the same information as his or her colleagues.   

 

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

 explained the difference between the three areas of equality, 
diversity and inclusion. 

 identified an example in each of the three areas, of persons 
with protected characteristics and suggested how 
improvements can be made to meet equality, diversity and 
inclusion requirements. 

 

1.2 The ‘organisational policy’ is a way of describing a set of standards 
that every member of staff must adhere to.’ Impact’ describes the 
outcomes or results of implementing the standards on the ways 
individuals are treated and equality, diversity and inclusion issues are 
approached in the organisation.   
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In this criterion the learner is required to provide evidence that he or 
she has:  

 explained that certain rights and duties are protected by 
legislation regardless of the individual’s status within the 
organisation. 

 suggested examples of rights covered by organisational  policy 
explaining how they are applied eg maternity/paternity leave 

 

1.3 ‘Consequences’ are the effects of breaching or breaking the law 
that is described in the protected characteristics within the Equality 
Act. Direct discrimination means treating someone less favourably for 
a reason to do with one or more of the protected characteristics eg 
refusing to allow a person onto a building site just because she is a 
woman. 

Indirect discrimination occurs when an employer places an 
unnecessary condition or requirement on a job to prevent certain 
members of the community applying.   

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

 explained that direct and indirect discrimination is against the 
law and can lead to prosecution within the organisation.  

 suggested consequences of breaching equality legislation 
using work related examples.   
 

1.4 Nominated responsibilities are the specific areas that the employer 
has a legal duty to undertake. It is considered good practice on moral 
and ethical grounds to build on the legal requirements in order to 
develop codes of practice which extend above and beyond legal 
duties. Examples of good practice include more flexible working 
arrangements and the choice of full and part-time working.  

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

 described the nominated responsibilities for equality, diversity 
and inclusion. 

 suggested examples for each area of diversity and of inclusion 
showing the employer has applied the nominated 
responsibilities in order to improve the quality of working 
relationships. 

 

Learning outcome 

The learner will: 

2. understand the personal aspects of equality, diversity and 
inclusion in the workplace 

Assessment criteria 

The learner can:  

2.1 explain the different forms of discrimination and harassment 

2.2 describe the characteristics of behaviour that supports equality, 
diversity and inclusion in the workplace  

2.3 explain the importance of displaying behaviour that supports 
equality, diversity and inclusion in the workplace 
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Assessment Guidance 

2.1 Discrimination means treating one person less favourably than 
another person who has similar skills and qualifications. Four types of 
discrimination are recognised by the law: 

 Direct discrimination 

 Indirect discrimination 

 Harassment 

 Victimisation.  

Harassment takes place when a person suffers behaviour that affects 
their dignity because of their sex, marital status, gender reassignment, 
race, disability, sexual orientation, religion of belief. It is the feelings of 
the person who is offended by the unwanted attention that count.  

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

 explained the different forms of discrimination and harassment  

 suggested one example of discrimination and one example of 
harassment showing how in each case the individual was 
affected and the steps the employer took in response to the 
situation. 
 

2.2 The ‘characteristics of behaviour’ is one way of describing actions 
or personality traits that can be observed by others. There is a legal 
obligation within the organisation to examine who is likely to be 
discriminated against and what could and should be done to eliminate 
it. It is important where necessary to change behaviours and 
organisational culture in order to establish good practice.  

In this criterion the learner is required to provide evidence that he or 
she has: described actions, in each of the three cases, of observable 
behaviours in others that show that equality, diversity and inclusion 
issues are being considered and explained the effects of the 
behaviours on one group of people. 

 

2.3 In the workplace this can be seen as leading by example in order to 
remove barriers that might prevent certain people being employed by 
or progressing within their organisation.  Known as positive action, this 
effect happens when the employer thinks that people who share a 
particular characteristic are likely to suffer a disadvantage in the 
workplace. This may be as early as in the advertisement of job 
vacancies or access to in company training and methods of 
assessment.   

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

Explained, using one specific situation in the workplace, how particular 
behaviours have been adopted to support each of the three areas of 
equality, diversity and inclusion. 
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Learning outcome 

The learner will: 

3. be able to support equality, diversity and inclusion in the 
workplace 

Assessment criteria 

The learner can:  

3.1 ensure colleagues are aware of their responsibilities for equality, 
diversity and inclusion in the workplace  

3.2 identify potential issues relating to equality, diversity and 
inclusion in the workplace 

3.3 adhere to organisational policies and procedures, and legal and 
ethical requirements when supporting equality, diversity and 
inclusion in the workplace 

 

Assessment Guidance 

3.1 ‘Colleagues’ are other persons that you work with who are also 
employed by the same organisation. ‘Awareness’  could be described 
as not only knowing facts, but in using the information in such a way 
that it is applied in a beneficial way to every aspect of the work, 
including influencing others to follow good practice  and creating  a 
harmonious culture.  

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

 ensured colleagues are aware that responsibility has been 
taken for all three areas of equality and diversity and inclusion, 
by providing evidence of following procedures which are 
supported by company documentation.  
 

3.2 There are many early warning signs in an organisation where 
issues and potentially harmful situations may arise. Examples may 
include a lack of or inadequate training; outdated policies which are no 
longer in line with new legislation or new customer requirements.  

 

In this criterion the learner is required to describe how he or she has:  

 identified issues which could potentially cause problems in the 
workplace in relation to equality, diversity and inclusion. 

 described what could be done to improve the situations for all 
parties, providing evidence of progress. 
 

3.3 ‘Adhere’ is a word used to describe the following of policies and 
procedures, not only to the actual wording as a matter of compliance, 
but also in the ‘spirit’ of the information, so that it is embedded in 
thoughts, words and actions of employees. These actions can be 
observed by all employees, third party suppliers, partnerships and 
customers. These behaviours are sometimes described as the ‘hearts 
and minds’ of the organisation. Legal requirements are enforceable by 
law and are to be considered as mandatory. Ethical requirements 
relate to moral judgments and are usually documented as part of the 
company Values Statements in larger organisations.  
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In this criterion the learner is required to describe how he or she has:  

 selected policies and related procedures and briefly described the 
key purpose of each policy. 

 identified how each policy has been followed and adhered to using 
a separate work place situation for each. 
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Unit 314 Manage team performance 

 

UAN: A/506/1821 

Level: 3 

Credit value: 4 

GLH: 21 

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 the knowledge 
and skills required to manage the 
performance of a team. Upon completion 
of this unit, learners will have developed an 
understanding of the management of team 
performance. Learners will be able to 
allocate and assure the quality of work and 
manage communications within a team. 

 

Learning outcome 

The learner will: 

1. Understand the management of team performance 

Assessment criteria 

The learner can: 

1.1 explain the use of benchmarks in managing performance  

1.2 explain a range of quality management techniques to manage 
team performance  

1.3 describe constraints on the ability to amend priorities and plans 

 

 

Assessment Guidance 

1.1 Benchmarking is the process of taking performance metrics from 
the team and comparing the results with those of other teams or with 
industry best practice. ‘Gaps’ or problems with performance can be 
identified and performance improvements achieved through 
investigating causes and identifying the best solutions.  Targets for 
performance improvement can be set and plans implemented to 
achieve those targets. 

In this criterion the learner is required to explain the use of 
benchmarking in managing performance. The explanation should 
include examples of performance measures that can  used as part of 
this process. 
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1.2 There are three basic principles that form the basis of a total 
quality management system:  

 focus on the customer 

 understanding the process 

 all employees committed to quality and excellence. 

 

Techniques designed to manage quality are based on those three 
principles. 

 

Focus on the customer 

 customers’ (internal and external) needs and expectations are 
identified. 

 performance standards are set that reflect those needs and 
expectations 

Understand the process 

 the process of producing the product or service the customer 
requires is understood  and there is a commitment to 
continuously improve that process 

All employees are committed to excellence and quality 

 employees are involved and committed to a culture of quality 

 communication and team work is effective 

 skills are developed. 

 

The organisation’s quality management system will set this out in 
detail and may also be externally accredited. 

 

There are a large number of techniques that can be used to manage 
quality. A few examples include:  

 performance measures and standards 

 benchmarking 

 process analysis and re-engineering 

 continuous improvement  

 employee involvement  

 Variation Risk Management 

 Six Sigma approaches 

 etc 

 

In this criterion the learner is required explain a range of quality 
management techniques and how they could be used in team 
performance management 

 

1.3 The team leader’s ability to manage and improve team 
performance will be limited by his or her own authority and ability to 
influence others. There may be restrictions in terms of organisational 
policy, there may be financial constraints and team members 
themselves may be reluctant to participate and to accept change. 

 

In this criterion the learner is required to describe constraints that 
could limit his or her ability to amend priorities and plan. 
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Learning outcome 

The learner will: 

2. Be able to allocate and assure the quality of work 

Assessment criteria 

The learner can: 

2.1 Identify the strengths, competences and expertise of team 
members  

2.2 Allocate work on the basis of the strengths, competences and 
expertise of team members 

2.3 Identify areas for improvement in team members’ performance 
outputs and standards  

2.4 Amend priorities and plans to take account of changing 
circumstances  

2.5 Recommend changes to systems and processes to improve the 
quality of work 

 

 

Assessment Guidance 

2.1 The following factors all affect team performance: 

 clarity of team objectives 

 how work is allocated 

 team dynamics – cohesion, working relationships, conflict 
handling 

 ability and willingness of team to self –manage 

 quality of leadership 

 level of skills 

 systems and resources available 

 

The team leader’s understanding of these factors forms a vital part of 
managing to assure quality.  

 

The team leader must be able to identify the competences and skills 
required of the job and identify the strengths, competences and 
expertise of team members in terms of those requirements. He or she 
should also be aware of team members’ experience, interest and 
motivation. 

 

Such judgments should be objective, fair and based on specific 
evidence. They may be incorporated into a team skills matrix or the 
individual’s appraisal. 

 

In this criterion the learner is required to provide evidence of 
identifying the strengths, competences and expertise of team 
members in relation to their team roles 

 

2.2 Work allocation should be fair and equal and may take into 
consideration  number of factors: 

 experience and ability 

 motivation and interest 

 availability 
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It is also important to consider what skills need to be developed and to 
allow opportunities for this.  Balancing interesting and boring jobs is 
important for motivation. 

When allocating work the team leader needs to clear instructions, and 
specific performance requirements including timescales. 

 

In this criterion the learner is required to provide evidence that work 
has been correctly and appropriately allocated on the basis of the 
strengths, competences and expertise of team members. 

 

2.3 Monitoring performance of the team against performance 
measures and standards should highlight any areas where team 
members’ performance does not meet output and standards. 

In this criterion the learner is required to provide evidence of 
identifying areas for improvement in team members’ performance 
outputs and standards. 

 

2.4 On the basis of areas for improvement identified in 2.3. The team 
leader may need to take corrective action including amending 
priorities and plans. Alternative approaches may be required to the 
system or process  being used through changing: 

 task method 

 work allocation  

 timescales  

 access and use of equipment or supplies  

 training 

 

In this criterion the learner needs to provide evidence of how plans 
and priorities have been amended to take into account changing 
circumstances. 

 

2.5 As a result of identifying the need for improvement. The team 
leader should involve the team in applying a simple improvement 
technique to: 

 identify the nature of the problem 

 gather information into the causes  and solutions to the 
problem 

 decide on the most suitable course of action 

 plan and implement the solution 

 decide how to monitor the outcome to ensure that the 
problem has been solve 

If outside the team leader’s authority to change, these 
recommendations should be made to the appropriate senior manager.  

 

In this criterion the learners needs to provide evidence of making 
recommendations for changes in systems and processes as identified 
in 2.3 and 2.4 to improve the quality of work. 
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Learning outcome 

The learner will: 

3. Be able to manage communications within a team 

Assessment criteria 

The learner can: 

3.1 Explain to team members the lines of communication and 
authority levels 

3.2 Communicate individual and team objectives, responsibilities 
and priorities 

3.3 Use communication methods that are appropriate to the topics, 
audience and timescales 

3.4 Provide support to team members when they need it  

3.5 Agree with team members a process for providing feedback on 
work progress and any issues arising 

3.6 Review the effectiveness of team communications and make 
improvements 

 

Assessment Guidance 

3.1 Communication plays a key role in effective team performance 
management in: 

 gaining commitment through the communication of the 
organisation’s vision and strategy 

 gaining commitment through communication of the teams 
objectives, targets and performance requirements 

 enable empowerment and involvement in performance 
improvement 

 enable more effective team working through greater 
cohesiveness and exchange of ideas amongst team members 

 enable coaching and mentoring to improve team skills 

 improve motivation 

 provide a stronger sense to leadership 

 

Organisations will have defined lines of communication with roles, 
responsibilities and authority levels.  

This is usually represented in diagrammatic form. 

 

In this criterion the learner is required to explain the team’s lines of 
communication and authority levels. 

 

3.2 Effective communication of individual and team objectives, 
responsibilities and priorities should show the use of effective 
communication techniques by communicating requirements: 

 at the right time 

 clearly and specifically   

 in language that can be understood by the receiver.  

 

Feedback should be sought to ensure that the communication has 
been understood.  

 

Communication may be in writing and/or through team or individual 
briefing, depending on situation and complexity, and objectives should 
be SMART. 
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In this criterion the learner is required to provide evidence of having 
correctly and appropriately communicated individual and team 
objectives, responsibilities and priorities. 

 

3.3 There are a number of written and verbal/spoken techniques that 
can be used.  

 

Non-verbal, visual material may also help to clarify the message. 

 

The technique to be used will depend on locations, complexity of 
information, normal company practice and the need for feedback. 

 

In this criterion the learner is required to provide evidence of how the 
communication methods they have used in 3.2 are appropriate to the 
topic, audience and timescales. 

 

3.4 As part of the managing team performance, the team leader is 
required to provide support to team members in achieving objectives 
and performance standards. This could take the form supporting team 
members to develop skills or to adapt to changes. This is often 
achieved through coaching or mentoring. 

Improving the dynamics of the team and listening to team needs are 
also important. 

 

In this criterion the learner is required to provide evidence of providing 
correct and appropriate support to at least two team members. 

 

3.5 The team leader needs to provide feedback to team members on 
work progress and other issues. Feedback from team members to the 
team leader is also required. This process could include the use of 
written performance data and/or spoken feedback on a one to one, or 
one full team basis. Feedback given should be objective and based on 
factual information.   

 

Feedback on performance on a regular basis is appreciated by all team 
members- especially positive feedback - so they know where they 
stand.  

 

In this criterion the learner is required to provide evidence that he or 
she has agreed with team members a correct and appropriate process 
for providing feedback on work progress and any issues arising. 

 

3.6 In order to improve performance, the team leader should review 
the effectiveness of team communications. Opinions of team members 
and line manager could be useful in doing this. 

The review should be structured around the criteria for good team 
communications including: 

 team members receive all organisational  information in  line 
with organisational policy 

 individual and team objectives, responsibilities and work plans 
are communicated clearly to the team and at the correct time 

 communication principles are followed in the presentation of 
information and appropriate communication techniques are 
used. 
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 feedback on work progress is sought and given  following 
good practice guidelines 

 communication is used to support team members by 
answering  queries, addressing issues of team dynamics and 
providing coaching and mentoring support as required. 

 

In this criterion the learner is required to provide evidence of 
completing a review of the effectiveness of team communications and 
making improvements. 
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Unit 315 Manage individuals’ 
performance 

 

UAN: J/506/1921 

Level: 3 

Credit value: 4 

GLH: 20 

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

 CFAM&LDB4 Manage people’s 
performance at work 

 CFAM&LDC2 Support individuals’ 
learning and development 

 CFAM&LDC3 Mentor individuals 

 CFAM&LDC5 Help individuals 
address problems affecting their 
performance 

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 manage individuals’ 
performance. Upon completion of this unit, 
learners will have developed an 
understanding of the management of 
underperformance in the workplace and 
will be able to manage individuals’ 
performance in the workplace. 

 

Learning outcome 

The learner will: 

1. understand the management of underperformance in the 
workplace 

Assessment criteria 

The learner can: 

1.1 explain typical organisational policies and procedures on 
discipline, grievance and dealing with underperformance  

1.2 explain how to identify causes of underperformance 

1.3 explain the purpose of making individuals aware of their 
underperformance clearly but sensitively 

1.4 explain how to address issues that hamper individuals’ 
performance 

1.5 explain how to agree a course of action to address 
underperformance. 
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Assessment Guidance 

1.1 

Performance management is a holistic process of bringing together 
many activities that collectively contribute to the effective 
management of individuals. The process covers the broader issues of 
the organisation and long term goals.  

Performance appraisal is part of performance management; it is 
operational, uses data and information and relates to individuals. In 
the case of underperformance, can involve specific policies on 
discipline and grievance. It is usually within the role of the line 
manager to deal with issues relating to the individual. 

Underperformance means that agreed targets and objectives, and 
behaviour and attitudes are below or against the standards required 
by the organisation.   Examples could include poor timekeeping, lack 
of respect of others or failure to carry out instructions which could 
have serious implications.  

There are many policies within the organisation, these are regularly 
updated in line with current legislation and good practice. Employees 
are provided with access to key policies usually through the use of 
the shared drive and this information is commonly used as part of 
staff induction.  

Disciplinary and grievance policies and procedures are frameworks 
providing clear information for dealing with difficulties which may 
arise as part of the working relationship from either the employer’s or 
employee’s perspective. The policies let employees know what is 
expected and provide courses of action (steps) to follow with key 
contacts. It is very important to  follow the stages carefully and to 
keep good records, these might include minutes of meetings, emails, 
attendance notes, notes of telephone calls, letters etc.  

 

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

 Explained using an example for each of the disciplinary and 
grievance policies of when each policy would be used and the 
type of evidence that would be needed before, during and 
after the process.  

 Identified the key steps for each of the policies and described 
a work related outcome for the individual and the 
organisation of using each policy together with supporting 
information of each stage. 

 

1.2 

Formal and informal feedback provides the line manager with 
information from systems, processes individuals and teams which 
can be used to show gaps between what you have planned or could 
have achieved and actual achievement. These ‘gaps’ which are below 
what is expected can be called indicators of underperformance.  

 In order to identify causes of underperformance, feedback 
from the individual in the form of words, behaviour or attitude 
may give an early indication of performance gaps.   

 Feedback from others, including the team, other departments 
and customers may also be of a formal or informal nature. 

 An increased number of customer complaints, for example, 
are a significant indicator.     
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 Informal meetings provide an ongoing method of feeding 
back and ascertaining impact assessment, where individuals 
can discuss how their attitude and standard of work affects 
outcomes and standards.  

 Formal appraisal/ performance review meetings where data 
and information is brought by both parties to review 
progress.  

 

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

 explained the methods used to identify underperformance 
using reliable sources of information. 

 

1.3 

Clear lines of communication are very important when working with 
others and early indicators based on evidence, enable parties to 
agree and make changes accordingly.  As good use of interpersonal 
skills is essential when working with others, it is very important to be 
sensitive to the needs of others as messages can be interpreted 
differently from the sender to the receiver and levels of co-operation 
and motivation can be affected.  

 

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

 explained why a clear and sensitive approach is important 
when dealing with underperformance. 

 

1.4 

Wherever possible one -to -one meetings should be undertaken in a 
quiet and confidential setting without interruptions from mobile 
phones or visitors. Feedback should be two way and both speaking 
and listening are important for both parties. Events, observed 
behaviours and actions are described rather than judged.  

 

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

 explained to an individual that there are underperformance 
issues to address.  

 described how the approach was made, if agreement was 
reached and the outcomes for both parties. 

 

1.5 

Individuals are encouraged to come to their own conclusions about 
what has been going wrong (ownership), with a clear understanding 
of how to move forwards and take corrective action.   

Changes to other areas of work which are outside the scope of the 
individual may also need to take place in the future and there is also a 
need to agree individual responsibilities and set new targets. It is 
advisable for both parties to have a written record of the new 
outcomes with agreed timescales and opportunities for review.  
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In this criterion the learner is required to provide evidence that he or 
she has: 

 explained how a new course of action was agreed and 
providing examples of documentation which both parties can 
access and refer to.  

 

Learning outcome 

The learner will: 

2. be able to manage individuals’ performance in the workplace 

Assessment criteria 

The learner can: 

2.1 agree with team members specific, measurable, achievable, 
realistic and time-bound (smart) objectives that align to 
organisational objectives 

2.2 delegate responsibility to individuals on the basis of their 
expertise, competence, skills, knowledge, and development 
needs  

2.3 apply motivation techniques to maintain morale  

2.4 provide information, resources and on-going mentoring to help 
individuals meet their targets, objectives and quality standards  

2.5 monitor individuals’ progress towards objectives in accordance 
with agreed plans  

2.6 recognise individuals’ achievement of targets and quality 
standards 

2.7 adhere to organisational policies and procedures, and legal and 
ethical requirements when managing individuals’ performance in 
the workplace. 

  

Assessment Guidance  

2.1 

Objectives are targets to be implemented or completed, or standards 
of performance to be achieved and maintained. These objectives or 
courses of action need to be going in the same direction in the as the 
organisation has decided to go. 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 priorities for action to address issues of 
underperformance.  

 agreed two SMART objectives with their line manager that 
support the improvement required. 
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2.2 

‘Delegation’ means that you are able to trust someone with appropriate 
levels of expertise, competence, skill, knowledge and development 
needs to undertake specific tasks or duties on your behalf. However, 
individuals still require support and resources to be able to complete 
set tasks. 

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

 delegated responsibility to two individuals for a specific task 
each, having clearly explained outcomes required. 

 identified the key factors for each individual that were used to 
ensure that both parties were suitable for the tasks undertaken. 

 

2.3 

‘Motivation’ is a word used to describe an inner drive to behave or act 
in a certain manner. There are many theories and most describe a goal 
or reason to do something that will produce a desired result. 
Individuals have their own ‘intrinsic’ or inner motivation and ‘extrinsic’ 
motivation comes from others. Line managers often encourage and 
inspire others to maintain or improve morale.  

‘Morale’ describes the mood and feelings of goodwill which inspire 
others to maintain or increase their outputs and contribute to 
harmonious working relationships. Getting to know people is vital and 
involvement and ownership of responsibility for achieving targets, 
quality standards and good customer feedback is critical. Techniques 
include daily conversations with individuals, organising team events, 
sharing collective performance data, celebrating achievement and 
rewarding effort.   

 

In this criterion the learner is required to identify how he or she has: 

 applied motivation techniques, explained, how, when and 
where they were used.  

 described what happened as a result of using the techniques 
and the effects on individuals, the team and customers. 

 

2.4 

‘Mentoring’ is a relationship between an experienced person and less 
experienced person for the purpose of helping the one with less 
experience. This help can be in various forms and good examples are in 
the provision of information and resources to help the person complete 
their tasks. The help is provided in a non- threatening way, in a manner 
that the recipient will appreciate and value and will empower them to 
move forward with confidence towards what they want to achieve.  

 

In this criterion the learner is required to identify how he or she has: 

 provided resources (as a mentor) and information and 
resources to an individual (as a mentee).  

 described how one target/ goal has been met, explaining why 
meeting the target/ goal was important and the implications of 
not meeting the target/goal. 
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2.5 

‘Monitoring ‘ is the process of checking progress on an ongoing basis in 
order that there can be an early indication of when the product, 
process or service is not meeting or not likely to meet pre-agreed 
standards of quality and performance. This system of regular checks 
can save on wasted, time, effort, resources and employee energy and 
motivation levels.  

In order to check for negative outcomes plans should be agreed in 
advance of actions being undertaken.  

 

In this criterion the learner is required to describe how he or she has: 

 monitored two individuals describing what expected and what 
was actually happening. 

 described the actions that were undertaken where 
discrepancies were found and the impact on the individuals 
concerned. 

 

2.6 

When individuals meet or exceed the expected standards/ targets 
‘recognition’ provides a way of thanking or rewarding all parties. 
Rewards  can be financially linked in the form of bonuses or 
performance related pay, but more commonly other forms of 
‘recognition’ may include, time off in lieu, thanking and publicising 
individual and team efforts in data displayed in work areas or in 
company newsletters. Feedback and compliments from customers and 
the recording of achievements in information used for individual 
performance monitoring and review.  

 

In this criterion the learner is required to describe how he or she has: 

 demonstrated recognition, for at least two members of staff, by 
explaining what actions were taken and provided information 
about the specific targets/ quality standards involved. 

 

2.7 

‘Adhered’ means followed closely, in this case the rules and guidance 
provided by policies and procedures as produced by the organisation 
and circulated to members of staff. As individuals we also have to make 
judgments, not only about legal implications i.e. obeying the law, but 
also using our values to make ethical judgments when managing 
individual levels of performance. When there is a positive working 
relationship, levels of trust can build and shared values are conveyed.  

 

In this criterion the learner is required to describe how he or she has:  

 followed an established policy or procedure with an individual 
in order to manage their underperformance. 

 explained what happened at each of the key stages and 
described one outcome of the process for the both line 
manager and the individual concerned. 
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Unit 316 Collaborate with other 
departments 

 

UAN: M/506/1931 

Level: 3 

Credit value: 3 

GLH: 14 

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

 CFAM&LBB2 Develop, maintain and 
evaluate business continuity plans 
and arrangements 

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 collaborate with other 
departments. Upon completion of this unit, 
learners will understand how to collaborate 
with other departments and be able to 
identify opportunities for collaboration and 
consequently collaborate with other 
departments. 

 

Learning outcome 

The learner will: 

1. understand how to collaborate with other departments 

Assessment criteria 

The learner can: 

1.1 explain the need for collaborating with other departments  

1.2 explain the nature of the interaction between their own team and 
other departments 

1.3 explain the features of effective collaboration 

1.4 explain the potential implications of ineffective collaboration with 
other departments 

1.5 explain the factors relating to knowledge management that 
should be considered when collaborating with other 
departments. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 
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Learning outcome 

The learner will: 

2. be able to identify opportunities for collaboration with other 
departments 

Assessment criteria 

The learner can: 

2.1 analyse the advantages and disadvantages of collaborating with 
other departments 

2.2 identify with which departments collaborative relationships 
should be built 

2.3 identify the scope for and limitations of possible collaboration. 

 

Assessment Guidance 

Evidence may be supplied by: 

 report 

 professional discussion 

 questioning 

 

Learning outcome 

The learner will: 

3. be able to collaborate with other departments 

Assessment criteria 

The learner can: 

3.1 agree service level agreements (SLAS), objectives and priorities 
of collaborative arrangements 

3.2 work with other departments in a way that contributes to the 
achievement of organisational objectives. 

 

Assessment Guidance 

Evidence may be supplied by: 

 professional discussion 

 questioning 

 witness testimony 

 product. 
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Unit 317 Negotiating, handling 
objections and closing sales 

 

UAN: F/502/8612 

Level: Level 3 

Credit value: 4 

GLH: 22 

Relationship to NOS: This unit is linked to Council for 
Administration Sales NOS: SLS76 Handle 
objections and close sales.      

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 objections and negotiate with the 
customer 

Assessment criteria 

The learner can: 

1.1 describe the scope of authority and responsibility when dealing 
with objections  

1.2 identify the resources available to counter the sales objections  

1.3 describe how to plan and prepare for negotiation 

1.4 describe how to use testimonials to progress a sale 

1.5 explain the advantages and disadvantages of different methods 
of closing a sale 

1.6 explain organisational procedures for documenting the 
negotiated sale. 

 

Assessment Guidance 

Evidence may be supplied by: 

 reflective account 

 professional discussion 

 questioning 
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Learning outcome 

The learner will: 

2. be able to prepare for objections and negotiation with the 
customer 

Assessment criteria 

The learner can: 

2.1 identify possible sales objections and appropriate responses 
prior to dealing with the customer 

2.2 confirm authorisation to negotiate 

2.3 prepare a negotiation plan that is capable of providing a mutually 
acceptable outcome. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 

  

Learning outcome 

The learner will: 

3. be able to handle objections 

Assessment criteria 

The learner can: 

3.1 identify customer needs and wants in relation to objections by 
using a variety of questioning techniques 

3.2 identify and prioritise customers’ concerns 

3.3 provide evidence to the customer of the strengths of the 
organisation’s products or services 

3.4 confirm with the customer that the objection(s) have been 
overcome 

3.5 identify and respond to verbal and non-verbal buying signals in a 
way that is consistent with the nature of the signals. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 observation 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 

  

 



 3 

   

Learning outcome 

The learner will: 

4. be able to negotiate with the customer 

Assessment criteria 

The learner can: 

4.1 carry out negotiations according to negotiation plan 

4.2 promote the benefits of what is being offered to the customer 

4.3 explain to the customer when and why no further adjustment is 
possible  

4.4 obtain support to progress negotiation that is outside own level 
of authority 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 observation 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 

 

Learning outcome 

The learner will: 

5. be able to close the sale following negotiation 

Assessment criteria 

The learner can: 

5.1 apply a trial close in accordance with the negotiation plan 

5.2 respond to any further objections and concerns 

5.3 identify and make use of potential add-on, up-selling or cross-
selling opportunities  

5.4 summarise agreements made in accordance with organisational 
procedures and close the sale. 

    

Assessment Guidance 

Evidence may be supplied by: 

 product 

 observation 

 professional discussion 

 questioning 

 reflective account 

 witness testimony. 

 



 

Unit 318 Obtaining and analysing sales-
related information 

 

UAN: R/502/8615 

Level: Level 3 

Credit value: 4 

GLH: 24 

Relationship to NOS: This unit is linked to Council for 
Administration Sales NOS: SLS11 Obtain 
and analyse sales-related information.      

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 
and 

skills needed to obtain and analyse 

information that helps to understand the 

markets for products and/or services and 
the 

volume, mix and value of the products or 
services sold. 

 

Learning outcome 

The learner will: 

1. understand the uses of sales-related information 

Assessment criteria 

The learner can: 

1.1 explain the importance of up-to-date information for sales 
planning purposes 

1.2 explain the benefits and risks of using a range of information 
sources to support sales activities 

1.3 explain the limitations of sales-related information 

1.4 explain the importance of reviewing sales data requirements for 
current and future use. 

 

Assessment Guidance 

Evidence may be supplied by: 

 reflective account 

 professional discussion 

 questioning 
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Learning outcome 

The learner will: 

2. understand how to use tools and methods to analyse sales-related 
information 

Assessment criteria 

The learner can: 

2.1 explain the advantages and disadvantages of different systems 
to gather sales-related information  

2.2 explain how to use different software packages for analysing and 
presenting sales-related information. 

 

Assessment Guidance 

Evidence may be supplied by: 

 reflective account 

 professional discussion 

 questioning 

  

 

Learning outcome 

The learner will: 

3. be able to obtain sales-related information about customers, 
markets and competitors 

Assessment criteria 

The learner can: 

3.1 specify the information needed to develop an understanding of 
customers, competitors and markets 

3.2 identify sources that are capable of providing the required 
information about the organisation’s markets, customers and 
competitors  

3.3 collate sales-related information using planned systems and 
taking ad hoc opportunities to gather information, in a way that 
enables data manipulation, analysis and interpretation. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 

 

Learning outcome 

The learner will: 

4. be able to use tools and methods to analyse sales-related 
information 

Assessment criteria 



 

The learner can: 

4.1 select analytical tools and methods that are capable of providing 
the required degree of analysis of sales-related information 

4.2 define the information needs of the target audience for different 
types of sales-related information 

4.3 use the analytical protocols that are appropriate to the selected 
tools and methods 

4.4 identify issues, trends, themes, linkages and interdependencies 
from an analysis of sales-related information 

4.5 validate the reliability and validity of the findings of the analysis 

4.6 provide sales-related information to the target audience within 
the agreed timescale and budget. 

    

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 observation. 

 



 

Unit 319 Buyer behaviour in sales 
situations 

 

UAN: K/502/8622 

Level: Level 3 

Credit value: 3 

GLH: 27 

Relationship to NOS: This unit is linked to Council for 
Administration Sales NOS.      

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, 
understanding and skill necessary to 
enable the sales person to respond to 
different members of the decision-making 
unit, whether in consumer markets or 
organisational markets. 

 

 

Learning outcome 

The learner will: 

1. understand the impact of different models of buyer behaviour on 
the sales cycle 

Assessment criteria 

The learner can: 

1.1 explain the consumer buying decision-making process 

1.2 explain how the consumer buying decision-making process 
affects the sales cycle 

1.3 describe the influences that affect the consumer decision-making 
process  

1.4 explain the organisational buying decision-making process 

1.5 explain how the organisational buying decision-making process 
affects the sales cycle 

1.6 describe the influences that affect the organisational buying 
decision-making process  

1.7 explain the impact of the different roles within the decision-
making unit on the sales cycle. 

 

Assessment Guidance 

Evidence may be supplied by: 

 reflective account 

 professional discussion 



 

 questioning 

  

 

Learning outcome 

The learner will: 

2. be able to respond to the buyer at each stage of the decision 
making process 

Assessment criteria 

The learner can: 

2.1 use the methods for contacting customers, influencers and 
decision-makers appropriate to different stages of the buying 
decision-making process 

2.2 respond to different decision-makers in a sales situation in a way 
that is appropriate to their role 

2.3 use objections as buying opportunities 

2.4 confirm solution(s) offered meet the needs and wants of 
decision-makers. 

  

Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 observation. 

 

 



  

Unit 320 Manage incidents referred to 
a contact centre 

 

UAN: K/503/0418 

Level: 3 

Credit value: 6 

GLH: 30 

Relationship to NOS: This unit is linked to Contact Centre NOS 
39.  

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 manage 
incidents through a contact centre, provide 
support to colleagues on incident 
management and understand 
management of incidents reported to a 
contact centre 

 

 

Learning outcome 

The learner will: 

1. be able to manage incidents through a contact centre 

Assessment criteria 

The learner can: 

1.1 respond to incoming contacts relating to incidents in accordance 
with organisational procedures 

1.2 select resources that are available to deal with reported 
incidents 

1.3 inform the selected personnel of their responsibilities in 
accordance with organisational procedures 

1.4 specify the action needed from personnel that are deployed to 
deal with the incident in accordance with organisational 
procedures 

1.5 monitor the management of the incident in accordance with 
organisational procedures 

1.6 ensure that the correct decision paths have been followed to 
manage reported incidents 

1.7 deal with queries and/or complaints about incident handling in 
accordance with organisational procedures. 

 

 

 



Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 observation 

 

 

Learning outcome 

The learner will: 

2. be able to provide support to colleagues on incident management 
in a contact centre 

Assessment criteria 

The learner can: 

2.1 agree with colleagues the areas in which they need support and 
guidance in incident management 

2.2 agree with colleagues the type of support that will provide them 
with support that is capable of meeting their identified needs 

2.3 identify actions to improve team performance in incident 
handling from a review of incident management results. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 observation 

 

 

Learning outcome 

The learner will: 

3. understand how to manage incidents reported to a contact centre 

Assessment criteria 

The learner can: 

3.1 explain the incident management services offered by the contact 
centre 

3.2 describe the strengths and weaknesses of methods of assessing 
the validity and priority of the potential incident 

3.3 explain the importance of clear communication using the most 
appropriate channel with those dealing with incidents 

3.4 describe the strengths and weaknesses of ways of monitoring 
the actions of those deployed to deal with the incident 

3.5 describe the strengths and weaknesses of different types of 
support for colleagues 



  

3.6 explain the importance of reviewing incident management 
results. 

 

Assessment Guidance 

Evidence may be supplied by: 

 reflective account 

 professional discussion 

 questioning. 

  



  

Unit 321 Lead direct sales activities in a 
contact centre team 

 

UAN: D/503/0397 

Level: 3 

Credit value: 4 

GLH: 8 

Relationship to NOS: This unit is linked to Contact Centre NOS 
20.  

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 carry out 
sales activities in a contact centre, analyse 
contact centre sales data, lead a team 
involved in direct sales activities and 
understand sales activities in a contact 
centre team 

 

 

Learning outcome 

The learner will: 

1. be able to carry out sales activities in a contact centre 

Assessment criteria 

The learner can: 

1.1 prepare for a direct sales activity in accordance with 
organisational procedures 

1.2 establish customer wishes and needs 

1.3 offer options to customers by linking their wishes and needs to 
products and/or services 

1.4 adapt their sales style and techniques to mirror customer wishes 
and behaviour 

1.5 close the sale by agreement with the customer during the 
customer contact 

1.6 record the confirmed order in accordance with organisational 
procedures 

1.7 ensure compliance with relevant regulation and legislation that 
has an impact on direct sales through a contact centre 

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

 

 

 



  

Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 observation 

 

 

Learning outcome 

The learner will: 

2. be able to analyse contact centre sales data 

Assessment criteria 

The learner can: 

2.1 collate sales data from direct sales activities in a format that 
enables data manipulation 

2.2 analyse sales performance against market and customer trends 

2.3 summarise the results of the sales analysis to enable the 
formulation of a sales plan. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 observation 

 

 

Learning outcome 

The learner will: 

3. be able to lead a team involved in direct sales activities in a contact 
centre 

Assessment criteria 

The learner can: 

3.1 identify sales activities which are capable of fulfilling the sales 
plan 

3.2 agree realistic and achievable team sales targets including cross-
selling and up-selling  

3.3 monitor the team’s sales performance against agreed targets 

3.4 identify opportunities for improving sales performance through a 
review of contact centre team sales performance and approach 

3.5 provide encouragement and guidance to team colleagues during 
sales activities. 

 

Assessment Guidance 



  

Evidence may be supplied by: 

 product 

 professional discussion 

 questioning 

 reflective account 

 witness testimony 

 observation 

 

 

Learning outcome 

The learner will: 

4. understand sales activities in a contact centre team 

Assessment criteria 

The learner can: 

4.1 explain the features and benefits of the products and/or services 
offered or supported by the contact centre 

4.2 explain the organisational and regulatory requirements of direct 
sales activities 

4.3 explain the techniques for overcoming objections and questions 
from customers during sales activities 

4.4 explain the importance of adapting their style and approach to 
mirror customers’ style and perspective 

4.5 explain the importance of setting a good example in a contact 
centre team 

4.6 explain how to set sales targets including cross-selling and up-
selling. 

 

Assessment Guidance 

Evidence may be supplied by: 

 reflective account 

 professional discussion 

 questioning. 
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Unit 322 Bespoke software 

 

UAN: J/502/4397 

Level: 3 

Credit value: 4 

GLH: 30 

Relationship to NOS: This unit is linked to the Level 3 IT User NOS 
devised by Tech Partnership. 

Assessment 
requirements 
specified by a sector 
or regulatory body: 

This unit will be assessed as specified in 
the e-Skills IT User Assessment Strategy 
2009. 

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 range of advanced bespoke software 
tools and techniques for complex or non-
routine information. 

 

Learning outcome 

The learner will: 

1. Input and combine information using bespoke software. 

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 within the application and across different software 
applications. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 expert witness testimony 
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Learning outcome 

The learner will: 

2. Create and modify appropriate structures to organise and retrieve 
information efficiently. 

Assessment criteria 

The learner can: 

2.1 evaluate the use of software functions to structure, layout and 
style information 

2.2 create, change and use appropriate structures and/or layouts to 
organise information efficiently 

2.3 manage data files effectively, in line with local and/or legal 
guidelines and conventions for the storage and use of data 
where available. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 expert witness testimony 

 

 

Learning outcome 

The learner will: 

3. Exploit 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, analyse 
and format information 

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

3.3 identify and respond appropriately to quality problems to ensure 
that outcomes are fit for purpose and meet needs 

3.4 select and use presentation methods to aid clarity and meaning. 

 

Assessment Guidance 

Evidence may be supplied by: 

 product 

 expert witness testimony. 

 

 

 

 



  3 

Unit 322 Bespoke software 

Supporting information 

The following guidance is not a prescriptive list of activities; they are 
suggested areas that a learner could show competence in to achieve this 
unit. Centres may use some or all these activities or some of their own 
devising to teach and help learners complete this unit successfully. 

 

Outcome 1 Input and combine information using bespoke 
software 

 

The learner should be able to and understand: 

 

Types of bespoke information: 

Information will vary according to the software for example, text, 
numbers, photos, scanned images, graphic elements, digital recorded 
sound, graphs, charts, tables. 

 

Inputting information: 

 Inputting tools and techniques will vary according to the 
technology being used for example: 

o interface devices (eg keyboard, mouse, stylus, touch 
screen) 

o microphone (eg headset, built-in) 

o camera (eg web cam, video camera, mobile phone 
camera) 

o shortcuts, customise keys. 

 

File types and software: 

 Text (eg rtf, doc, pdf). 

 Images (eg jpeg, tiff, psd). 

 Charts and graphs (eg xls). 

 Sound (eg wav, MP3). 

 

Combining information techniques: 

 Insert, size, position, wrap, order, group. 

 Links and references to external data. 

 Version control. 

 Import data, export data. 
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Outcome 2 Create and modify appropriate structures to organise 
and retrieve information efficiently 

 

The learner should be able to and understand: 

 

Structures, layouts and conventions: 

 Apply and change existing templates, set up templates for 
common information. 

 Apply or change existing styles, set up styles for information. 

 

Manage data files: 

 File storage, data import and export, restore lost data. 

 Identify ineffective backup storage. 

 

Guidelines for the storage and use of data: 

 Set by employer or organisation or centre. 

 Policies relating to security, backup and data protection. 

 Guidelines for data format. 

 Compliance, audit and reporting requirements. 

 File management will vary according to the application. 

 

Outcome 3 Exploit the functions of the software effectively to 
process and present information 

 

The learner should be able to and understand: 

 

Editing, analysis and formatting techniques: 

 Techniques will vary according to the software and task, for 
example: 

o Editing: select, insert, delete, cut, copy, paste, drag and 
drop, find, replace, page layout, labelling, alignment, 
orientation, colour, resolution, size, pitch. 

o Analysis: design queries, mathematical, logical or 
statistical functions. 

o Formatting: characters, lines, paragraphs, pages, file type. 

 

Check information: 

 Checks will vary according to the type of information and 
software, but could include: 

o spell check, grammar check 

o accuracy of figures 

o labelling and size of images 

o volume of sound 

o quality of images and sound 

o line, paragraph and page breaks fall appropriately 

o formatting is consistent, the use of headings and 
subheadings aid clarity 

o the placing of images or sound clips. 
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Quality problems with outcomes: 

 Will vary according to the content, for example: 

o text (eg formatting, structure) 

o images (eg size, position, orientation) 

o numbers (eg decimal points, accuracy of calculations) 

o sound (eg volume, sound clip out of sync). 

 

Presentation methods: 

 Methods will vary according to the software and task, for 
example: 

o on screen display, publishing on a web site, hard copy 
print out, digital file. 

 Organisational house style, branding. 

 

 



 

 

Unit 323 Resolve customers’ problems 

 

UAN: K/506/2169 

Level: 3 

Credit value: 4 

GLH: 19 

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

 CFACSC5 Monitor and solve 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 customers’ 
problems.  Upon completion of this unit, 
learners will be able to deal with 
customers’ problems. 

 

 

Learning outcome 

The learner will: 

1. understand the monitoring and resolution of customers’ problems 

Assessment criteria 

The learner can: 

1.1 assess the suitability of a range of techniques for monitoring 
customer problems 

1.2 explain how to use the resolution of customers’ problems to 
improve products and/or services 

1.3 explain how the successful resolution of customers’ problems 
contributes to customer loyalty and enhanced business 
performance 

1.4 explain the features of negotiating techniques used to resolve 
customers’ problems. 

 

Assessment guidance  

Monitoring techniques: 

 customer feedback 

 customer records 

 sales 

 returns  
 

Enhanced business performance includes: 



 

 

eg: 

 meeting of targets 

 improved sales figures 

 reduction in complaints 
 
Negotiating techniques: 

 know what has to be achieved 

 prepare for any discussion  

 be confident 

 share information  

 listen 

 be ready for compromise 

 close with  confirmation 
 

Evidence may be supplied by: 

 professional discussion 

 reflective account 

 questioning 

 

Learning outcome 

The learner will: 

2. be able to deal with customers’ problems 

Assessment criteria 

The learner can: 

2.1 confirm the nature and cause of customers’ problems 

2.2 explain when customers’ problems should be treated as 
complaints 

2.3 explain the benefits to customers and the organisation of the 
options available to solve problems  

2.4 explain the drawbacks to customers and the organisation of the 
options available to solve problems 

2.5 explain to customers the options for resolving their problems 

2.6 agree solutions that meet customers’ and organisational 
requirements within their own levels of authority 

2.7 inform colleagues of the nature of problems and actions taken 

2.8 evaluate the effectiveness of the resolution of customers’ 
problems 

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

 

 

Assessment guidance  

Problems: 
Candidates must show evidence of having dealt with a number of 
customers and a number of problems over time.  
 
Evaluate: 
Evaluation of the effectiveness of the resolution of customers’ 
problems will require to be clearly evidenced on each occasion. 
 
 



 

 

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 

 knowledge base content.* 

 service offer* 

 customer feedback. 

 organisational policies and procedures* 

 organisational ethical policies* 
 
 

Note:  this unit is about resolving customer problems and not about 
resolving complaints which is covered in unit 311. 

Here the candidate will require to be observed resolving customer 
problems. Where problems have arisen and the assessor has not been 
available, witness testimonies 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.   

 
 

 



Unit 402 Champion customer service 

 

UAN: D/506/2153 

Level: 4 

Credit value: 4 

GLH: 17 

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

 CFACSA17 Champion 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 provide the knowledge 
and skills required to champion customer 
service.  Upon completion of this unit, 
learners will be able to identify the scope of 
customer service improvements. 

 

Learning outcome 

The learner will: 

1. understand how to champion customer service 

Assessment criteria 

The learner can: 

1.1 evaluate the importance of viewing operations from the 
customer’s viewpoint 

1.2 analyse the role of service partners in providing customer 
service 

1.3 evaluate the effectiveness of information collection systems 
and reports 

1.4 describe organisational decision-making processes and limits of 
their own authority 

1.5 assess the suitability of a range of monitoring techniques to 
identify opportunities for customer service improvements 

1.6 describe activities that give added value to the service chain. 

 

Assessment guidance  

Service partners: 
When two or more organisations or departments combine to provide 
effective customer service. Partners can be eg departments, suppliers. 
 
Information collection systems: 
eg  

 surveys 



  focus groups 

  informal customer feedback 

 observation 

 financial records 
 
Monitoring techniques: 
eg 

 KPIs 

 sales figures 

 returns 

 complaints 

 observations 
 

Service chain: 

Is the sequence of services delivered by an organisation for each 
individual in order that a common goal is achieved. 

 
Evidence may be supplied by: 

 questioning 

 professional discussion 

 reflective account 

 monitoring techniques 

 report on championing customer service 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

Learning outcome 

The learner will: 

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

Assessment criteria 

The learner can: 

2.1 monitor customer service delivery to identify issues that are 
important to customer service 

2.2 analyse the implications of improvements to customer service  

2.3 identify customer service issues relating to new products and/or 
services 

2.4 identify the strategic and managerial implications of changes to 
customer service and the service offer. 

 

Assessment guidance  

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 customer feedback 

 report on championing customer service 

 organisational policies and procedures* 



 legislative and regulatory requirements* 

 organisational documentation* 

 

Learning outcome 

The learner will: 

3. be able to champion customer service 

Assessment criteria 

The learner can: 

3.1 promote the role of customer service within an organisation’s 
operational plans 

3.2 inform individual staff members about their role in championing 
customer service 

3.3 promote the benefits of effective customer service  

3.4 provide validated customer service advice and information to 
colleagues 

3.5 support others to identify areas for improvement to customer 
service 

3.6 monitor the effectiveness of advice and information given 

3.7 take actions to ensure that customer service delivery meets 
agreed standards 

 

Assessment guidance  

Validated: 
Confirmed as accurate, authentic. 
 
 
Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 organisation’s operational plans* 

 customer feedback 

 report on championing customer service 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 
 

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 championed customer service. 

 

*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 404 Build and maintain effective 
customer relations 

 

UAN: R/506/2179 

Level: 4 

Credit value: 6 

GLH: 25 

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

  

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 provide knowledge and 
skills required to build and maintain 
effective customer relations.  Upon 
completion of this unit, learners will be 
able to determine the scope for building 
effective relationships with customers 
consequently develop effective 
relationships with customers, and finally 
review and improve relationships with 
customers. 

  

 

Learning outcome 

The learner will: 

1. Understand how to build effective relationships with customers 

Assessment criteria 

The learner can: 

1.1 analyse stakeholder mapping techniques  

1.2 analyse the features of influencing techniques  do we need to 
give examples of techniques here? 

1.3 explain how influencing techniques can be used to improve the 
relationship with customers  

1.4 evaluate the benefits and value of relationships with customers 
and customer loyalty  

1.5 explain how techniques to manage expectations are applied to 
the management of customers  

1.6 explain different types of acceptable compromise  

1.7 evaluate the benefits of adopting a “customer-centred” 
approach  

 



 

Assessment guidance  

Stakeholders: 
Can be a number of people. They will vary according to the 
organisation eg shareholders, customers, suppliers, other branches, 
other departments. They are people who have an interest in the 
organisation and can be affected by its actions. Not all stakeholders 
are equal. 
 
Acceptable compromise: 
is where each side arrives at a settlement by making concessions. One 
side may have to make more of a compromise than others. 
 
Customer centred:  
is where an organisation has a business approach where it focuses on 
making client needs and satisfaction a priority. 
 
Evidence may be supplied by: 

 questioning 

 professional discussion 

 reflective account 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

 

Learning outcome 

The learner will: 

2. be able to determine the scope for building effective relationships 
with customers 

Assessment criteria 

The learner can: 

2.1 identify the customers with whom relationships should be 
developed  

2.2 identify the interests and concerns of customers with whom 
relationships should be developed  

2.3 evaluate the scope for and limitations of building relationships 
with different types of customer  

 

 

Assessment guidance  

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 customer records 

 report on building and maintaining effective customer 
relations 

 organisational policies and procedures* 

 legislative and regulatory requirements* 



 organisational documentation* 

 

Learning outcome 

The learner will: 

3. be able to develop effective relationships with customers 

Assessment criteria 

The learner can: 

3.1 behave in a way that creates mutual trust and respect  

3.2 provide information and perform actions within agreed 
timescales  

3.3 take account of feedback provided by customers  

3.4 keep customers up to date with new products and/or services 
and developments  

3.5 assess regularly the extent to which customers’ expectations are 
met  

3.6 use personal influence and authority to ensure that customer 
needs are met or exceeded 

 

Assessment guidance  

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 customer feedback* 

 customer records 

 report on building and maintaining effective customer 
relations 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

 

Learning outcome 

The learner will: 

4. be able to review and improve relationships with customers 

Assessment criteria 

The learner can: 

4.1 monitor customer relationships and developments  

4.2 take action to ensure that others complete agreed actions within 
agreed timescales  

4.3 address changes to customer service methods that may have an 
effect on customer relationships 

4.4 collect feedback from customers on their levels of satisfaction 

4.5 recommend improvements to customer service based on 
analyses of the effectiveness of customer relationships. 

  



Assessment guidance  

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 customer feedback* 

 customer records 

 report on building and maintaining effective customer 
relations 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

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 build and maintain effective customer relations over time 
with a number of customers. 

 

*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 406 Manage a customer service 
award programme 

 

UAN: L/506/2181 

Level: 4 

Credit value: 6 

GLH: 25 

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

 CFACSD17 Manage a customer service 
award programme 

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 provide the knowledge 
and skills required to manage a customer 
service award programme.  Upon 
completion of this unit, learners will be 
able to plan and manage a customer 
service award programme. 

 

 

Learning outcome 

The learner will: 

1. understand the management of a customer service award 
programme 

Assessment criteria 

The learner can: 

1.1 justify the reasons for an award programme 

1.2 explain how to make use of a customer service award 
programme as a promotional tool 

1.3 explain the likely impact of organisational culture on a customer 
service award programme 

1.4 explain the requirements of a business case for a customer 
service award programme. 

 

  



 

Assessment guidance  

Customer service award programme: 
Can cover a wide variety of subject areas  
eg  

 employee of the month 

 apprentice of the year 

 most beneficial suggestion for improvement 
  
Evidence may be supplied by: 

 questioning 

 professional discussion 

 reflective account 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

Learning outcome 

The learner will: 

2. be able to plan a customer service award programme 

Assessment criteria 

The learner can: 

2.1 define specific, measurable, achievable, realistic and time-bound 
(smart) objectives for the award programme 

2.2 evaluate the benefits, drawbacks and costs of different options 
for a customer service award programme 

2.3 select the option that best meets the objectives of the award 
programme 

2.4 develop a plan that specifies roles, responsibilities, actions, 
resources, contingencies and timescales 

2.5 develop award criteria that are transparent and fair. 

 

Assessment guidance  

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 customer service award programme  

 report on managing a customer service award programme 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

  



 

Learning outcome 

The learner will: 

3. be able to manage a customer service award programme 

Assessment criteria 

The learner can: 

3.1 promote the award programme with the dual purpose of 
motivating team members and engaging customers  

3.2 take action to ensure that award winners are recognised in a 
way that demonstrates organisational commitment to excellent 
customer service 

3.3 evaluate the effectiveness of a customer service award 
programme. 

 

Assessment guidance  

Recognised: 
Recognition will be by, for example, prize giving, presentation etc by 
senior management or external guest or similar; article in organisation 
newsletter. It will not be acceptable to have just eg a well done letter 
or thank you from a supervisor with no organisational recognition. 
 
Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 customer service award programme  

 report on managing a customer service award programme 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 
 

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 managed a customer service award programme.  

 

*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 407 Manage the use of technology 
to improve customer service 

 

UAN: Y/506/2183 

Level: 4 

Credit value: 4 

GLH: 14 

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

 CFACSD18 Apply technology or other 
resources to improve 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 provide the knowledge 
and skills required to manage the use of 
technology to improve customer service.  
Upon completion of this unit, learners will 
be able to identify opportunities for 
customer service improvement through 
the use of technology and consequently 
implement changes in technology to 
improve customer service. 

 

Learning outcome 

The learner will: 

1. understand how to manage the use of technology to improve 
customer service 

Assessment criteria 

The learner can: 

1.1 analyse developments in information and communication 
technology that relate to customer service 

1.2 analyse the features, functions and implications of technology for 
customer service delivery  

1.3 explain how to monitor the use of technology to improve 
customer service. 

 

  



 

Assessment guidance 

Information and communication technology: 

 customer relationship and information management systems 

 internet and intranet and social media 

 self-service in supermarket shopping  

 click and drop 

 click and pick-up 
 
Evidence may be supplied by: 

 questioning 

 professional discussion 

 reflective account  

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

Learning outcome 

The learner will: 

2. be able to identify opportunities for customer service 
improvement through the use of technology 

Assessment criteria 

The learner can: 

2.1 review the effectiveness of customer service delivery against 
agreed criteria 

2.2 identify how customer service delivery could be improved by the 
introduction or adaptation of technology 

2.3 assess the costs of changes in the use of technology to improve 
customer service delivery 

2.4 make recommendations for changes in the use of technology 
through a costed business case. 

 

Assessment guidance  

Costed business case: 
A fully documented business case including costs has to be produced. 
 
Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 business case  

 report on managing the use of technology to improve 
customer service 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 

  



Learning outcome 

The learner will: 

3. be able to implement changes in technology to improve customer 
service 

Assessment criteria 

The learner can: 

3.1 plan the implementation of changes in the use of technology in a 
way that minimises disruption to business 

3.2 update colleagues on the implementation and expected benefits 
of new technology 

3.3 provide staff with training in the use of new technology 

3.4 monitor the implementation of changes in the use of technology 
in line with the plan 

3.5 evaluate the effectiveness of changes in the use of technology 
against agreed evaluation criteria. 

 

Assessment guidance  

Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account 

 implementation plan  

 training documentation 

 analysis of effectiveness 

 report on managing the use of technology to improve 
customer service 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 
 

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 managed the use of technology to improve customer 
service. This will include the need to implement and monitor changes 
in the use of technology. 

 

*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 408 Develop a social media 
strategy for customer service 

 

UAN: D/506/2962 

Level: 4 

Credit value: 5 

GLH: 16 

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

 CFACSA20 Champion the use of social 
media to build customer trust and 
enhance brand value 

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 provide the knowledge 
and skills required to develop a social 
media strategy for customer service.  Upon 
completion of this unit, learners will be 
able to develop a customer service social 
media strategy.  Learners will also be able 
to promote the customer service benefits 
of social media networking. 

 

Learning outcome 

The learner will: 

1. understand the development of a customer service social media 
strategy 

Assessment criteria 

The learner can: 

1.1 explain the role of social media within the organisation’s 
customer service strategy  

1.2 analyse the components and scope of a social media strategy 
and its links with other aspects of the organisation 

1.3 explain the importance of marketing and brand values for the 
organisation’s strategy  

1.4 explain the functionality and features of external social media 
tools 

1.5 analyse media management tools in relation to social 
networking  

1.6 evaluate the way in which the organisation’s use of social media 
contributes to business performance. 

 

 



 

Assessment guidance 

Components and scope include: 
eg 

 objectives of  strategy 

 justification for the use of social media 

 how it will be used  

 risks involved 
 
Functionality and features: 
The external social media tools allow eg analysis, monitoring.  (Note- at 
least three must be explained). 
 
Media management tools: 
Are many and varied and are the tools to help you use social media 
more effectively. They include tools that help personalise business 
replies, improve monitoring and assist analysis. (Note – at least three 
must be analysed) 
 
Evidence may be supplied by: 

 questioning 

 professional discussion 

 reflective account  

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 organisational documentation* 

 social media strategy 

 

Learning outcome 

The learner will: 

2. be able to develop a customer service social media strategy 

Assessment criteria 

The learner can: 

2.1 evaluate the factors affecting the development of a customer 
service social media strategy 

2.2 assess the suitability of different methods of engaging customers 
using social media 

2.3 analyse competitor presence and activity in social media 

2.4 formulate a vision for a social media strategy that takes account 
of the organisation’s operating environment and practical 
constraints 

2.5 develop a strategy that is consistent with the organisation’s 
overall business strategy and objectives and addresses identified 
risks 

2.6 evaluate the extent to which existing organisational structures 
and processes are capable of delivering the strategy. 

 

  



 

Assessment guidance  

Factors: 
eg 

 internal and external  

 cost 

 organisation’s market 

 technical knowledge 
 
Operating environment and practical constraints: 
eg: 

 organisation’s market 

 prospective audience 

 organization’s size 

 technical ability of staff 

 financial factors 

 possible risk 
 

Risks: 
eg 

 corporate identity theft 

 can affect adversely the reputation of the brand 

 can be data protection issues 

 loss of confidential organisation data 

 can be legal and regulatory compliance issues 

 poor monitoring 
 
Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account  

 report on developing customer service through social media 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 customer records* 

 organisational documentation* 

 social media strategy 

 

  



Learning outcome 

The learner will: 

3. be able to promote the benefits of social media networking to 
customer service 

Assessment criteria 

The learner can: 

3.1 evaluate the benefits and drawbacks of using social media for 
dissemination purposes 

3.2 analyse the benefits and consequences of social media 
engagement with customers 

3.3 promote on-going dialogue with customers through social 
networking  

3.4 act as a social media ‘champion’ within the organisation 

3.5 analyse the risks attached to the use of social media. 

 

Assessment guidance  

Social media ‘champion’: 
is an individual who is likely to be passionate about the use of social 
media and will promote it actively in the organisation. 
 
Risks: 
eg 

 corporate identity theft 

 can affect adversely the reputation of the brand 

 can be data protection issues 

 loss of confidential organisation data 

 can be legal and regulatory compliance issues 

 poor monitoring 
 
Evidence may be supplied by: 

 observation 

 witness testimony 

 questioning 

 professional discussion 

 reflective account  

 report on developing customer service through social media 

 organisational policies and procedures* 

 legislative and regulatory requirements* 

 customer records* 

 organisational documentation* 

 social media strategy. 
 

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 developed a social media strategy for customer service in 
an organisation. 

 

*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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