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Learner Unit Achievement Checklist 

BIIAB Level 1 Award In Customer Service
601/6789/0

BIIAB Level 1 Award In Customer Service

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

L/506/1905 Employee rights and responsibilities 

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 Explain the role of their own occupation within an organisation and industry

1.2 Describe career pathways within their organisation and industry

1.3 Identify sources of information and advice on an industry, occupation, training and career pathway

1.4 Describe an organisation’s principles of conduct and codes of practice

1.5 Explain issues of public concern that affect an organisation and industry

1.6 Describe the types, roles and responsibilities of representative bodies and their relevance to their own role

	
	
	
	

	
2.1 Describe the employer and employee statutory rights and responsibilities that affect their own role

2.2 Describe an employer’s expectations for employees’ standards of personal presentation, punctuality and behaviour

2.3 Describe the procedures and documentation that protect relationships with employees

2.4 Identify sources of information and advice on employment rights and responsibilities

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

L/506/2083 Understand working in a customer service environment - Mandatory Unit

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 State what is meant by “customer service”

1.2 State why effective customer service is important to an organisation

	
	
	
	

	
2.1 Outline the difference between an internal and an external customer

2.2 State how to identify customers’ needs and expectations

2.3 List information sources needed to deliver reliable customer service

2.4 Describe the relationship between customer expectations and customer satisfaction

	
	
	
	

	
3.1 Identify personal behaviours that can positively affect customers’ perceptions of an organisation and its products and/or services

3.2 Identify the job roles within a team delivering customer service

3.3 State the standards of personal presentation and behaviour expected by customer service staff in different organisations

3.4 State standards and practices that relate to a service offer within different types of organisation



3.5 Describe how legislation and organisational requirements affect what can be promised or carried out in a customer service role

3.6 Describe the procedures for protecting customers’ personal information and safety

3.7 State the importance of protecting customers’ personal information and safety

	
	
	
	

	
4.1 Describe types of customer behaviour that show when a customer is dissatisfied

4.2 State the procedures to be followed when dealing with customer queries or problems

4.3 State to whom to refer customer queries and problems

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

Y/506/2085 Communication in customer service 

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 Describe different methods of communicating with customers and when it is appropriate to use them

1.2 Give examples of positive and negative customer service language

1.3 State the importance of speaking clearly

1.4 Describe how tone of voice can affect how customers perceive their experience

1.5 Describe how body language conveys what someone is thinking or feeling

1.6 Define the term “active listening”

1.7 List the types of information needed to communicate effectively with customers

1.8 State why it is important to pass information and messages to colleagues

	
	
	
	

	
2.1 Listen “actively” to what customers are saying

2.2 Check their own understanding of customers’ needs

2.3 Summarise information for customers

2.4 Check that customers are satisfied with the information provided

2.5 Follow organisational standards of behaviour and communication when interacting with customers

2.6 Adhere to organisational policies and procedures, legal and ethical requirements when communicating with customers

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

A/506/2113 Deal with customer queries, requests and problems 

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 List queries and requests that customers are likely to have

1.2 Describe how to identify customers’ queries, requests and problems

1.3 Describe how to behave and communicate with customers who are dissatisfied

1.4 Describe the kinds of behaviour and communication that could make a situation worse

1.5 Describe when, why and from whom to obtain information or help

1.6 State to whom and when problems should be referred

	
	
	
	

	
2.1 Deal with queries and requests in a professional way

2.2 Provide customers with responses to their queries within the limits of their own authority

2.3 Obtain information or help when queries or requests cannot be answered

2.4 Keep customers informed of progress

	
	
	
	

	
3.1 Identify the nature of customers’ Problems

3.2 Communicate with customers calmly and confidently

3.3 Resolve problems within the limits of their own authority

3.4 Brief colleagues when referring problems

3.5 Check that customers are satisfied with the actions taken

3.6 Adhere to organisational policies and procedures, legal and ethical requirements when dealing with customers’ problems

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

F/601/6079 Contribute to effective customer service 

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 Define key customer service terms and language

1.2 Describe the connections between customer service, customer expectations and customer satisfaction

	
	
	
	

	
2.1 Describe how company procedures contribute to good customer service

2.2 Describe how good teamwork contributes to good customer service

2.3 Describe the main points in a customer service process that influence customer satisfaction

	
	
	
	

	
3.1 Describe why friendliness and helpfulness are useful in customer service teamwork

3.2 Describe the importance of not distracting colleagues when dealing with customers 

3.3 Identify what leads to effective team work

3.4 Work effectively within a team when carrying out routine customer service tasks

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

A/601/6047 The importance of appearance and behaviour in customer service 

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 State the appropriate dress in a particular customer service job

1.2 State inappropriate dress in a particular customer service job

	
	
	
	

	
2.1 Identify customer expectations of appearance in a particular customer service job role

2.2 Identify personal appearance that could cause negative customer reaction



	
	
	
	

	
3.1 State the importance of making a good first impression on customers

3.2 Describe how to greet customers politely and positively

3.3 State how to recognise when a customer wants or needs attention

3.4 State how to respond when a customer wants or needs attention

3.5 Describe how to focus on customers and avoid distractions when dealing with them

3.6 State the importance of thanking customers for their business or for information given

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

R/601/6054 Understand how to deal with queries and requests 

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 List the services or products a selected section or department offers

1.2 Describe the key features of the services or products a selected section or department offers

	
	
	
	

	
2.1 List the most frequently asked questions about a selected section or department’s services or products

2.2 State the preferred answers to the most frequently asked questions about a selected section or department’s services or products

	
	
	
	

	
3.1 Listen closely to questions from customers

3.2 Identify when questions from customers require a specific response or action

	
	
	
	

	
4.1 State how to check with customers that they have heard their questions correctly

4.2 State the importance of keeping customers informed about actions on their queries or requests

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.

Centre Name: ______________________________________   Learner Name: ______________________________________

Notes to learners – this checklist is to be completed, to show that you have met all the mandatory and required optional units for the qualification.

R/601/6071 Apply legislation, regulation and organisational procedures for customer service 

	Assessment Criteria
	Evidence (Brief description/title)
	Portfolio Reference
	Date Completed
	Comment

	
1.1 Describe the limits of own responsibility and authority for a particular job in customer service

1.2 Carry out steps in customer service procedures for a particular job

	
	
	
	

	
2.1 Observe organisational procedures for the security of property when delivering customer service

2.2 Observe organisational procedures for the security of information when delivering customer service

	
	
	
	

	
3.1 Describe the health and safety rules that relate to delivering customer service

3.2 Describe the main health and safety risks for customers and colleagues when delivering customer service

	
	
	
	

	
4.1 Describe the key legislation and external regulations relating to customer service delivery

4.2 Describe actions to avoid because of legislation and regulation when delivering customer service

4.3 Describe the importance of treating customers equally when delivering customer service

	
	
	
	




	TUTOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



If chosen for sampling, Internal/External Moderators must complete the following:

	INTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 

	EXTERNAL MODERATOR COMMENTS:





Name:                                                                                     Signature:                                                                             
Date:                                 



Please ensure these forms are copied and distributed to each learner.
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