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Learner Unit Achievement Checklist 

BIIAB Level 1 Award in Principles of Customer Service
610/3734/5

BIIAB Level 1 Award in Principles of 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.

F/651/0188 Principles of Customer Service - Mandatory Unit

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

	
1.1 State the meaning of Customer Service

1.2 State the importance of excellent customer service to an organisation, the employee and the customer

	
	
	
	

	
2.1 Identify the information necessary to meet customer needs and exceed expectations

2.2 State the standards of personal presentation and behaviour to maintain and attract new customers

2.3 Identify job roles within a team who are responsible for delivering customer service

2.4 Identify the advantages of planning a customer service journey

	
	
	
	

	
3.1 List the key steps in serving customers

3.2 State effective methods of communication to use when dealing with different customers

3.3 Outline the needs and expectations of different types of customers

3.4 State the key legislation and regulations that relate to the customer service role

3.5 State the importance of rapport and building relationships with customers
	
	
	
	

	
4.1 Describe how to recognise when a customer is about to make a complaint

4.2 Describe how to act professionally and to effectively communicate with a customer making a complaint

4.3 State the importance of ensuring the customer complaint has been resolved to their satisfaction

	
	
	
	

	
5.1 Explain the importance of product and service knowledge when selling

5.2 State how to interpret buying signals

5.3 Describe the selling techniques for selling on, selling up and suggestive selling

5.4 Identify merchandising techniques for an organisation’s product and services

	
	
	
	

	
6.1 Describe how good working relationships contribute to good customer service

6.2 Identify what leads to effective teamwork and the role you play within that team

	
	
	
	




	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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