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Learner Unit Achievement Checklist 

BIIAB Level 1 Certificate in Customer Service
601/3733/2

BIIAB Level 1 Certificate 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/506/1791 Principles of personal performance and development - Mandatory Unit

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

	
1.1 State an organisation’s expectations for the conduct of its employees

1.2 State an employee’s rights in relation to their employment

1.3 State why it is important to work within employees’ rights and employers’ expectations

1.4 State where to find information and advice on employees’ rights and employers’ expectations

	
	
	
	

	
2.1 Describe ways of managing allocated tasks to ensure they are completed on time

2.2 State the purpose of keeping other people informed of progress and problems with work activities

2.3 Explain the importance of accepting responsibility for one’s own work

2.4 State the limits of their own responsibilities at work

2.5 State what to do when a problem arises with work activities

	
	
	
	

	
3.1 State the purpose and benefits of personal development at work

3.2 Describe the purpose of individual and team goals and targets

3.3 Explain the use of personal development plans

3.4 Explain the importance of fulfilling a personal development plan 

3.5 Outline a manager’s role in an individual’s personal development

3.6 Outline relevant personal development opportunities and career paths within the organisation

3.7 Describe how acting on feedback can benefit a team and organisation

	
	
	
	




	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/506/1792 Principles of working in a business environment - Mandatory Unit

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

	
1.1 State the purposes of different types of business organisations

1.2 Explain why it is important for a business to be financially secure

1.3 State the purposes of an organisational chart

1.4 Describe the role of the main functional areas of business organisations

	
	
	
	

	
2.1 State what is meant by “environmental sustainability”

2.2 Explain why it is important to keep waste to a minimum

2.3 Describe practices that may be used to minimise waste in a business environment

2.4 State the standard procedures to be followed when recycling and disposing of waste

	
	
	
	

	
3.1 State the meaning of the terms “equality” and “diversity”

3.2 State why it is important to support equality and diversity in the work environment

3.3 Describe ways of behaving that show sensitivity and respect for other people

3.4 State the legal requirements relating to equality and diversity

	
	
	
	

	
4.1 State the importance of maintaining organisational standards of confidentiality

4.2 Outline how confidentiality requirements affect the workplace

4.3 State the importance of maintaining organisational standards of security

4.4 Outline how security requirements affect the workplace

	
	
	
	




	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/506/1793 Work with others in a business environment - Mandatory Unit

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

	
1.1 Describe how their own role fits in with the role of others in their team

1.2 Describe how their own behaviour can affect teamwork

1.3 Describe behaviours that show trust, respect and consideration for others

1.4 Outline the importance of following instructions when completing tasks

1.5 State the importance of understanding authority at work


1.6 State why it is important to behave in a way that does not cause conflict

1.7 State what to do if problems occur when working with others

1.8 Describe different ways to help colleagues with work activities

	
	
	
	

	
2.1 Meet agreed deadlines, targets and quality standards

2.2 Maintain expected standards of performance

2.3 Act positively on feedback on own performance

2.4 Treat others with courtesy and respect

2.5 Follow organisational policies and procedures and legal requirements whilst working with others

	
	
	
	




	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.

H/506/1795 Manage time and workload 

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

	
1.1 Describe ways of managing time and workload

1.2 State why it is important to the organisation and the individual that time and workload are managed effectively

1.3 State why it is important to seek work and offer help to others 

1.4 Describe how seeking help from colleagues can help in managing workload

1.5 Describe why it is important to accept responsibility for their own mistakes
	
	
	
	

	
2.1 Use time management techniques to manage the completion of tasks

2.2 Finish tasks within the allotted timescale

2.3 Inform team members of progress and developments of work activities

2.4 Ask for work when existing tasks have been completed

2.5 Report problems beyond their own level of authority to the appropriate person

2.6 Follow organisational procedures and legal requirements when managing time and workload

	
	
	
	




	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/506/1799 Meet and welcome visitors in a business environment 

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

	
1.1 State an organisation’s procedures for dealing with visitors

1.2 Describe the standards of personal behaviour and presentation that an organisation should expect from staff that meet and welcome visitors

1.3 Identify any organisational health, safety and security requirements relevant to visitors

1.4 Describe what to do and who to contact when problems with visitors arise


	
	
	
	

	
2.1 Welcome visitors politely in accordance with organisational standards

2.2 Confirm the identity of visitors and the reasons for their visit

2.3 Check that any health, safety and security actions are carried out

2.4 Record visitors’ arrival and departure in accordance with organisational procedures

2.5 Inform those who are being visited of the arrival of their visitor(s) in accordance with organisational standards

2.6 Present a positive personal image in accordance with organisational standards

	
	
	
	




	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/503/0392 Contribute to sales activities in a contact centre 

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

	
1.1 Gather the specified information about customers, products and/or services in accordance with organisational procedures

1.2 Provide information to customers about products and/or services in accordance with organisational procedures

1.3 Collect from customers information that supports potential sales in accordance with organisational procedures

1.4 Check with customers the accuracy of the information provided

1.5 Keep records of customers in accordance with organisational procedures

	
	
	
	

	
2.1 Identify customers in accordance with organisational procedures

2.2 Establish customers’ needs for potential sales of products and/or services within their level of authority

2.3 Check with customers the accuracy of the order

2.4 Refer customers to an authorised colleague when sales requests are beyond their level of authority

2.5 Complete the authorisation or payment in accordance with organisational procedures



	
	
	
	

	
3.1 List the products and/or services offered or supported by the contact centre

3.2 List the regulations and/or legislation that has an impact on dealing with customers

3.3 State the organisational procedures for processing sales and payments and/or establishing order authority 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.

F/503/0361 Use specific features of contact centre systems and technology 

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

	
1.1 Log into the technology system that is appropriate for dealing with customer contacts

1.2 Follow defined pathways through the system to complete customer contact tasks

1.3 Use features of the technology contact handling system to control customer contacts

1.4 Locate information on the system needed to complete a customer contact



1.5 Identify to whom to refer when the customer contact cannot be completed

1.6 Input information into the system in accordance with organisational procedures

1.7 Validate the customer’s identity from information given and information held on the system 

	
	
	
	

	
2.1 State the organisational procedures and guidelines for handling customer contacts

2.2 List the products and/or services offered or supported by the contact centre

2.3 List the regulation and/or legislation relevant to the contact centre’s work with customers

2.4 State to whom to pass contacts when they are outside the limits of their authority or the customer contact is too difficult to handle

2.5 State the procedures for logging onto the technology systems

2.6 State how to respond to prompts from the system indicating the pathway to be followed

2.7 State how to use systems and technology to handle customer contacts

2.8 Identify the categories of customer contacts that they are authorised to handle

	
	
	
	




	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.

T/505/4673 Health and safety procedures in the workplace 

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

	
1.1 Define the main responsibilities for health and safety in the workplace of the following: employers employees 

1.2 Describe two health and safety laws affecting the workplace

1.3 Define the importance of following health and safety procedures in the workplace

1.4 Define the types of information or support available in relation to a specified aspect of health and safety in the workplace

	
	
	
	

	
2.1 Carry out a risk assessment of a specified workplace activity

2.2 Use equipment or tools safely in the Workplace

2.3 Describe how to prevent accidents in the Workplace

2.4 Assess how own health and safety practices could be improved

	
	
	
	




	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.

M/502/8587 Processing sales orders 

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

	
1.1 Explain the importance of sales order processing

1.2 Describe organisational processes for ordering products and/or services

1.3 Describe different sources of information used to check customer credit

1.4 Describe the different payment methods accepted by sales orientated organisations 

1.5 Explain the role of the despatch function


1.6 Describe service standards relating to sales order completion

1.7 Explain the importance of storing information securely

	
	
	
	

	
2.1 Identify customer sales order requirements

2.2 Check that the credit status of the customer meets organisational standards

2.3 Confirm the availability of products and/or services to the customer

2.4 Ensure that information given to the customer about delivery, timing and price is accurate

2.5 Ensure that the sale is authorised following the organisation’s procedures



2.6 Finalise the transaction in accordance with organisational procedures

2.7 Ensure that the customer is aware of the terms and conditions of sale

2.8 Ensure that the customer’s requirements are communicated to those responsible for fulfilling sales orders

2.9 Identify who to go to when in need of support with sales order processing problems

	
	
	
	

	
3.1 Keep the customer informed of the sales order progress and any problems with the sale order

3.2 Advise the customer of current discounts and special offers

3.3 Check all information is stored securely

	
	
	
	




	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/502/8601 Meeting customers' after sales needs 

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

	
1.1 Establish the nature of customers’ after sales needs

1.2 Communicate with customers in a way that conforms with quality and customer service standards at all times

	
	
	
	

	
2.1 Deal with customers’ after sales needs following organisational customer service standards and procedures

2.2 Balance customers’ needs with those of the organisation



2.3 Explain when to refer to someone in authority if the problem cannot be resolved within the limits of own authority

2.4 Fulfil commitments made to customers in accordance with quality and customer service standards

2.5 Record commitments made to customers

	
	
	
	

	
3.1 Obtain customers’ comments on service reliability from customers

3.2 Analyse and report the findings to the relevant person in the organisation

3.3 Make recommendations for improvements to after sales service provision in the light of customer feedback

	
	
	
	




	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.

H/506/2154 Deal with incoming telephone calls from customers 

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

	
1.1 Explain why an organisation should have guidance on dealing with telephone calls

1.2 Explain why an organisation should have an identity checking process

1.3 Explain the importance of keeping customer information up to date

1.4 Explain the importance of keeping customers informed of the progress of their call

1.5 Describe how body language and facial expressions can be detected over the telephone

1.6 Describe different questioning techniques used when dealing with incoming calls

1.7 Explain how to handle abusive calls

	
	
	
	

	
2.1 Verify the identity of callers in line with organisational guidelines

2.2 Speak clearly, concisely and politely using speech and tone to create a rapport

2.3 Adapt their own communication style to meet customers’ needs

2.4 Listen actively to what customers are saying to collect as much information as possible

2.5 Use questioning techniques that are appropriate to the conversation

2.6 Record information in line with organisational guidelines

	
	
	
	

	
3.1 Respond in a way that best meets customer and organisational requirements

3.2 Give clear and concise information that meets customers’ needs

3.3 Manage the length of the conversation

3.4 Confirm that the customer is satisfied with the outcomes of the conversation

3.5 Complete agreed post-call follow up actions

	
	
	
	




	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.

K/506/2155 Make telephone calls to customers 

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

	
1.1 Explain the legislation and regulations relating to the use of customer information when planning to make calls

1.2 Explain the importance of keeping customer information up to date

1.3 Explain the reasons for organisational guidance on dealing with telephone calls

1.4 Explain the reasons for organisational identity checking processes



1.5 Explain how body language and facial expressions can be detected over the telephone

1.6 Describe different questioning techniques when dealing with customers

1.7 Explain organisational guidelines for what can and cannot be said or promised

1.8 Explain how to handle abusive calls from customers

	
	
	
	

	
2.1 Identify the objective(s) of calls

2.2 Prepare the information needed to make calls

2.3 Plan the structure of calls

2.4 Identify customers’ likely responses and how they can be dealt with


	
	
	
	

	
3.1 Use telecommunications equipment in accordance with organisational standards

3.2 Confirm the identity of customers in line with organisational guidelines

3.3 Make the customer aware of the purpose of the call as early as possible

3.4 Speak clearly, concisely and politely, using speech and tone to create rapport

3.5 Adapt their own communication style to meet customers’ needs

3.6 Listen actively to what customers are saying to collect as much information as possible

3.7 Give clear and concise information that meets customers’ needs

3.8 Record information in line with organisational guidelines

3.9 Complete agreed follow up actions after closing the telephone call

	
	
	
	




	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/506/2134 Process information about customers 

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

	
1.1 Describe the functions of customer information systems

1.2 Explain the way in which legislation and regulatory requirements affect the processing of customer information

1.3 Explain different responsibilities and levels of authority for processing customer service information

1.4 Explain the reliability of sources of customer information

1.5 Explain the validity of customer information
	
	
	
	

	
2.1 Record information about customers in line with organisational standards and procedures

2.2 Keep customer information up to date

2.3 Respond to requests for customer information from authorised people in a timely manner

2.4 Retrieve customer information that meets the requirements of the request

2.5 Supply customer information in a format appropriate for the recipient

2.6 Adhere to organisational policies and procedures, legal and ethical requirements when processing customer information

	
	
	
	




	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 - Mandatory Unit

	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/506/2094 Record details of customer service problems 

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

	
1.1 Describe how to recognise when customers are raising problems

1.2 State why reference codes are used to identify customers and specific transactions

1.3 Describe different types of questions to ask when processing details of customers’ problems

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

1.5 Describe when, why and to whom to refer customers’ problems 
	
	
	
	

	
2.1 Respond to customers calmly and Professionally

2.2 Take details that will identify individual Customers

2.3 Identify the nature and likely causes of Problems

2.4 Check their own understanding of what customers see as a problem

2.5 Record details of customers’ problems

2.6 Adhere to organisational policies and procedures, legal and ethical requirements when dealing with problems

	
	
	
	

	
3.1 Refer customers’ problems to the appropriate people

3.2 Explain to customers what is happening, without making promises
	
	
	
	




	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.

T/506/2126 Communicate with customers in writing 

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

	
1.1 Explain why it is necessary to use different forms of written communication for different purposes

1.2 Describe practices for producing different forms of written communications

1.3 Describe the potential benefits and limitations associated with communicating with customers in writing

1.4 Explain the implications of confidentiality and data protection in communicating with customers in writing

	
	
	
	

	
2.1 Identify the objective(s) of the communication

2.2 Gather the information needed to draft the communication

2.3 Select the form of written communication that is most likely to lead to customer satisfaction within the service offer

	
	
	
	

	
3.1 Produce communications that recognise customers’ points of view in accordance with organisational standards, styles and tone

3.2 Use language that is clear and concise, adapting it to meet identified customer needs

3.3 Record decisions and actions taken and the reasons for them



3.4 Adhere to organisational policies and procedures, legal and ethical requirements when communicating with customers in writing 

	
	
	
	




	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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