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	Developing a customer service focus 

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	6

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

	
1 Understand customer service needs within the context of the enterprise


	





	
1.1 Evaluate what customers want most from the enterprise

1.2 Evaluate customers attitudes to similar  enterprises, products or services


	2 Understand the importance of good communication in relation to the customer 

	
	2.1 Analyse the features of good customer service in order to improve reputation

2.2 Examine how to communicate effectively with customers


	3 Be able to develop a customer orientated culture in the enterprise 

	
	3.1 Describe how to ensure customer satisfaction

3.2 Measure and examine customer satisfaction

3.3 Establish guidelines for embedding an exceptional customer service culture 


	Additional information about the unit
	

	Unit purpose and aim(s)
	To be able to develop a customer orientated culture in an enterprise.

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	

	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)
	

	Equivalencies agreed for the unit (if required)
	 


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