Unit number – Customer Care 1

LEVEL 1 – Provide Customer Care in a Familiar Context.

Unit Overview

Have the skills and knowledge to identify and respond to customers needs and ensure customer satisfaction, when involved in direct customer contact. 
How can I demonstrate knowledge?

	A competent person will
	Possible sources of evidence

	· Understand the simple use of interpersonal communication techniques such as: 

· Verbal (e.g. intonation, tone and feedback) and non-verbal (e.g. smiling whilst talking on the phone, body language); 

· Attentive listening (difference between hearing and listening); 

· Positive and negative language.

· Know the specified organisational requirements for customer care such as: 
· Customer service procedures (e.g.how to log customer information, how to initiate service calls, how to complete a sale); 
· Authorisation procedures (e.g. how to confirm caller identity, how to validate requests); 
· Escalation, resolution and complaint handling; 
· Quality assurance procedures;
· Compliance with relevant legislation and regulations (e.g. data protection, financial services);
·  Maintenance and communication of organisational brand or image; 
· Organisational aims and objectives.
· Know the specified methods of measuring customer satisfaction levels:
· Predefined formal feedback

	Knowledge of the organisations customer care procedures can be shown through the content of your work-produced evidence, as well as by personal statement and/or answers to questions. 

Records of professional discussion with your assessor may also be provided. 




How can I satisfy the skills and techniques?

	A competent person can
	Possible sources of evidence

	· Comply with organisational requirements. 

· Communicate interpersonally on a familiar subject in a familiar work situation:

· Follow organisational guidelines and procedures.

· Provide customer interaction:

· Focus on addressing customer needs 

· Interact in a sensitive and helpful manner with the customer.


	Workplace expert witness testimony by someone who has knowledge of your work activities. 

Assessor observation of you carrying out listed customer care procedures. 




Continued

	A competent person can
	Possible sources of evidence

	· Provide service delivery:

· Recognise own limitations

· Escalate customer issues following organisational requirements 

· Gathering specified customer satisfaction information.


	Documentary evidence recording actions taken in connection with customer care.


Evidence Requirements 

To demonstrate your competence you will be required to complete at least 2 Straightforward tasks covering the listed skills, related to Customer Care.
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