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	Title:
	[bookmark: OLE_LINK1]Working with customers legally  

	Level:
	2

	Credit value:
	1

	Unit guided learning hours
	5

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

	
1  Understand the customer’s rights in line with current UK legislation

	
1.1


1.2


	
Explain the purpose of consumer rights


Give examples of the rights of a customer in a contract with a supplier



	
2       Understand the responsibilities of the      team in line with organisational policy
   
	
2.1
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2.2



2.3


	
Describe the organisational responsibilities when collecting and storing customer data 


Outline why it is important to maintain confidentiality


Explain why it is important that the product and/or service complies with agreed standards and specifications as stipulated by the organisation




	
3  Understand the organisation’s complaints procedure

	
3.1



3.2



	
Outline the organisation’s procedure for dealing with complaints or problems


Give one example of a customer complaint/problem that  would need to be referred to a higher authority


	Additional information about the unit
	

	Unit purpose and aim(s)
	To provide practising or potential team or cell leaders with the ability to deal with customers lawfully.

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 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)
	M2.22 Dealing with customers lawfully

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

	Additional Guidance about the Unit

	Indicative Content:

	1
	
· Customer rights arising from the law relating to contracts for the sale of goods and services
· Warranties and codes of practice


	2
	· Data Protection Act
· Importance of maintaining confidentiality


	3
	· Own organisation’s procedures for dealing with complaints or problems
· Limits of own authority and when to refer
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