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	Learning Outcome
	Assessment Criteria
	Guidelines and range
The candidate provides evidence that they understand:

	1. Understand how to gather, analyse and interpret customer feedback 


	1.1 Describe methods of collecting data for customer research 

	
Methods of collecting data
· Telephone
· Online
· Mail
· Face To Face Interview
· Text
· Social Media

Random sampling
· Systematic
· Stratified

Non-random sampling
· Quota
· Convenience
· Judgment
· 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 e.g.
· Cross tabulation
· Dashboard
· Comments

Validation issues
   Is the feedback:
· Honest
· Accurate
· Genuine.

Anonymizing
· 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

.

	
	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 anonymizing comments from customers who do not wish to be identified 

	

	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

	2. Be able to plan the collection of customer feedback on customer service issues 

	2.1 Identify the objectives of collecting customer feedback 

	
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.
 


	
	2.2 Justify the reasons for selecting different data collection methods 

	

	1. 
	2.3 Develop a data collection and analysis plan that specifies the sampling frame, data collection and recording methods and timeframe 

	

	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

	3. Be able to gather customer feedback 

	3.1 Collect customer feedback using the sampling frame identified in a customer service plan 

	
Sampling frame
Is the source from which the sample is drawn?  It is a collection of data from a sample. 

Organisational policies and procedures which relate to:
· Roles and responsibilities showing limits of authority
· Service offer
· Handling of customer data and feedback

Legal requirements
· Data protection act 

Ethical requirements  
· Organisational Principles
· Values
· Fairness. 



	
	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 

	

	
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


	4. Be able to analyse and interpret customer feedback to recommend improvements 

	4.1 Use data analysis methods to identify patterns and trends in customer feedback 

	Data analysis methods
· Frequency distribution
· Descriptive statistics.


	
	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 

	

	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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