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Live up to the brand promise when delivering 
customer service 

 
 
 
Overview This Standard is part of the Customer Service Theme of Impression and Image. 

This Theme covers the Customer Service behaviours and processes that have 
most impact on the way your customer sees you and the services or products 
of your organisation.  Remember that customers include everyone you provide 
a service to. They may be external to your organisation or they may be internal 
customers. 

 

 
You may work in an organisation that has a carefully defined brand and vision 
which includes a specific service offer and promise to your customers. Often, 
much work has taken place to develop these, and they influence what your 
customer expects. That service offer and promise are all part of a brand. By 
promoting the brand, the organisation is making a promise to your customers 
about what they can expect.  Customer satisfaction is unlikely to be achieved if 
your customer’s experience does not match their expectations of that promise. 
Even in organisations without a strong brand image, customers often have 
defined expectations. This Standard is about the way your work supports the 
branding of your services or products. It covers what you must do to make 
sure that you deliver the promise that your customer has come to expect. It 
also covers how you can avoid giving your customer an experience that is 
significantly different from the one offered in the promise. 
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Performance 
criteria 

 
You must be able to: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
You must be able to: 

Understand and explain the customer service promise 
 
 
 
P1 explain the key features of the service offer, vision and promise your 

organisation has made and which represent its brand 
P2 identify the role you can play to ensure that your customer believes that 

the brand promise is being delivered 
P3 explain the procedures and regulations your organisation follows to 

support the brand 
P4 devise and use phrases that reinforce the brand 
P5 identify and avoid phrases that might be used, but would not fit with the 

brand 
P6 identify moments and actions within the delivery of customer service that 

are particularly relevant to your customer’s experience of the promise 
being delivered 

P7 share ideas with colleagues about how particular words and approaches 
help to support the brand promise 

 
Produce customer satisfaction by delivering the customer service 
promise 

 

 
P8 ensure that your appearance and behaviour supports the organisation’s 

brand 
P9 observe or listen to your customer closely to identify opportunities to 

reinforce their understanding of the brand promise 
P10  take actions to deliver customer service in a way that meets your 

customer’s expectations and understanding of the brand promise 
P11  ensure that what you decide to do is realistic and in line with the brand 

promise and customer expectations 
P12  be positive and supportive about the brand promise 
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Knowledge and 
understanding 

 
 
 
You need to know and 
understand: K1 the brand promise made by your organisation’s promotional materials 

K2 the key features, moments of truth (those points in the customer service 
process that have the most impact on the customer experience) and 
customer experiences that define the organisation’s brand 

K3 ways in which staff can contribute to communicating the brand promise 
to customers 

K4 sales, marketing and/or public relations reasons for defining a brand 
K5 how words can be used and adapted to reflect a brand promise 
K6 the importance of using words and phrases that reinforce the brand 
K7 how a brand promise is affected by social media exchanges 
K8 how actions can be used and adapted to reflect a brand promise 
 
 

 



 CFACSA7 (SQA Unit Code – H9XM 04) 
Live up to the brand promise when delivering customer service 

 
 
Developed by Skills CFA 

Version number 2  

Date approved January 2013 

Indicative review 
date 

January 2016 

Validity Current 

Status Original 

Originating 
organisation 

Skills CFA 

Original URN CFACSA7 

Relevant 
occupations 

Suite  

Key words 

 

Customer Service Occupations 

Customer Service (2013) 

Branding; services; products; customer service; communication; problem 
solving; behaviours; work with others; team 
working; promises 

 

 


	Live up to the brand promise when delivering customer service
	Performance criteria
	Understand and explain the customer service promise
	Produce customer satisfaction by delivering the customer service promise

	Knowledge and understanding
	Version number 2
	Indicative review date
	Originating organisation
	Relevant occupations
	Suite




