Unit number – Customer Care 3

LEVEL 3 – Provide Customer Care by Developing Customer Relationships and Contribute to Improving the Delivery of Service.
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 uses of interpersonal communication techniques: 

· How to adapt style (e.g. intonation, inflexion, business or technical terminology and vocabulary) to audience needs;

· How to reduce listening barriers; 

· Cultural differences. 

· Know the organisational requirements for customer care: 
· Customer service procedures (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 what the implications of customer satisfaction are:
·  Costs;
·  Sale of products and services.
· Know the methods of measuring and monitoring customer satisfaction levels:
· Customer research (e.g. event, periodic, one-time) 
· Customer retention.

	Knowledge of the organisation’s 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. 




Continued

How can I satisfy the skills and techniques?

	A competent person can
	Possible sources of evidence

	· Monitor compliance with organisational requirements for customer support:

· Participating in audits of working practices and monitoring of work;

· Gathering and recording information on customer support provision.  

· Communicate interpersonally with customers: 

· Selecting appropriate communication style; 

· Adapting terminology and vocabulary to the needs of the audience; 

· Reducing barriers to listening; 

· Differentiating between facts and feelings. 

· Provide customer interaction:

· Identify and manage customers expectations; 

· Works with customers to continuously improve customer satisfaction.

· Provide service delivery and handle complaints: 

· Service delivery:

Identifying and reporting issues that could affect overall service delivery; 

· Handling complaints:

Diffusing volatile situations using appropriate communication techniques; 

Delivering difficult messages to customers and explaining the reasons behind the decision;

Assessing priority of complaints; 

Resolving routine complaints.

· Gather customer satisfaction information.

· Analyse and reporting specified customer satisfaction information.


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

Assessor observation of you carrying out customer care procedures. 

Documentary evidence recording actions taken in connection with customer care


Evidence Requirements 

Summary

To demonstrate your competence you will be required to complete at least 3 Substantial and complex tasks covering the listed skills, associated with Customer care.
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