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	Title:
	Meeting customer needs  

	Level:
	2

	Credit value:
	2

	Unit guided learning hours
	6

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	
1. Understand customer care and the benefits of good customer care 

	
1.1


1.2


1.3


1.4


1.5


	
List basic principles associated with good customer care 

Outline a company’s customer care policy 


Explain the benefits of an organisation having customer service standards 

Outline common barriers to good customer care 


Describe examples of good practice in customer care 



	
2. Know how to meet customer needs

	
2.1


2.2


2.3


 2.4



2.5

	
Describe the difference between internal and external customers 

Identify  the needs and expectations of a customer

Explain why it is important to meet or exceed customer expectations 

Explain how to effectively deal with complaints in own area of responsibility


Describe how to deal with difficult customer(s) behaviour 


	
3. Understand the importance of collecting, storing and interpreting customer feedback

	
3.1


3.2



3.3



3.4


3.5

	
[bookmark: _GoBack]Explain the importance of customer feedback 


Describe different methods of collecting formal and informal feedback from customers 


Explain how to interpret feedback from customers 



Describe how to improve customer satisfaction 


Outline implications of the Data Protection Act for collecting, storing and using customer feedback 


	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop an understanding of customer needs and how to effectively meet them.

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2008 NOS: F5, F7

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	M2.07 Fulfilling customer requirements  & M2.32 Managing Customer 

	Location of the unit within the subject/sector classification system
	15.3 Business Management

	Additional Guidance about the Unit

	Indicative Content:

	1
	
· Own internal and external customers
· How to recognise different types of customers, their expectations and needs
· Nature and purpose of service standards
· Awareness of service standards in own organisation
· Simple performance indicators
· Techniques for performance improvement to exceed customer expectations
· Supervised practice or simulation to develop the ability to apply knowledge and skills in performance improvement


	2
	
· Differentiation and definition of internal and external customer 
· Marketing benefits from meeting customer expectations
· Complaint resolution techniques


	3
	
· Simple ways of initiating and obtaining customer feedback
· Separating facts and opinions
· Tabulating and analysing information
· Creating and using visual presentations to enhance understanding
· Charts
· Graphs
· Pictograms
· Types and forms for obtaining feedback from both internal and external customer or stakeholders (questionnaires, verbal and non-verbal surveys)
· Methods for collating and evaluating questionnaire and survey responses
· The Data Protection Act and its implications for collecting, storing and using customer feedback
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