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	Title:
	Satisfying customer requirements 

	Level:
	2

	Credit value:
	1

	Unit guided learning hours
	3

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

	
1 Know how to satisfy customer requirements


	
1.1



1.2



1.3




1.4





1.5

	
Identify  internal and external customers 


Explain how   customer needs are identified


Explain how service level agreements and customer satisfaction levels are set and monitored


Interpret feedback and simple performance indicators to identify how well customer requirements are being met


Outline actions that can be taken to address performance in meeting customer needs
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	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop an understanding of satisfying customer requirements.

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 NOS: D1, 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)
	M2.27 Satisfying customer requirements

	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
· Awareness of service standards in own organisation
· Simple performance indicators
· How to recognise different types of customers, their expectations and needs
· Techniques for improving performance to exceed customer expectations, including use of performance indicators
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