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Introduction Customer Service (4411)

Unit No 101: CREATE A GOOD IMPRESSION TO CUSTOMERS







	Assessment Outcome
	Assessment 

Evidence
	Assessment

Method
	Assessment 

Criterion
	If standards taken into account you should be able to cross reference with

	Be able to dress appropriately for a customer service job 
	Outcome 1 - Candidate Statement or Professional Discussion
Observation or Witness Statement
	RA or PD
O or WT
	1.1, 1.2
1.3
	

	Be able to demonstrate an appropriate appearance for a customer service job
	Outcome 2 – Candidate Statement or Professional Discussion
Observation or Witness Statement
	RA or PD
O or WT
	2.1, 2.2
2.3
	

	Be able to relate effectively to customers
	Outcome 3 – Candidate Statement or Professional Discussion
Observation or Witness Statement
	RA or PD
O or WT
	3.1, 3.2, 3.3
3.3
	


Feedback on Learning Assistant: 

Stay true to the meaning of the command verb that has been used in the task/assessment (these are in bold text).

For example, if the learner has achieved where the criterion has an active command verb of 'describe', then the feedback should use the verb 'describe' - for example, ‘You have described. . .  very well’ rather than ‘You have explained. . . ’. 

Outcome 1: Be able to dress appropriately for a customer service job
1. Describe appropriate dress requirements in different customer service jobs 

2. Identify inappropriate dress in different customer service jobs 

3. Dress in a way that meets customer expectations in a particular job. 

For 1.1 the candidate needs to list three different customer service based jobs and describe how the employees dress appropriately in order to create the right impression. 
Candidates could consider organisations who issue uniforms, name badges and/or specific clothing to meet health and safety requirements. 

For 1.2 the candidate must identify inappropriate dress in two different customer service jobs. They could use examples from their own experiences as a customer, paying attention to areas such as a failure to wear uniform/name badge, untidy or dirty clothing, clothing too revealing or dressing without consideration to health and safety risks. 

For 1.3 the candidate must comply with the organisation’s dress code and be wearing clothes appropriate for their working environment, for example: 

· Overalls (e.g. garage staff, decorators, supermarket) 

· Special clothing for hygiene purposes (e.g. hats to keep hair tucked in, plastic gloves if working with food) 

· Smart suit (worn in offices or banks to show professionalism) 

· Trendy clothing (worn in a shop to advertise that shop’s latest fashion) 

· Clothing that fits a colour scheme to match the organisation’s colours. Dress code could also vary to indicate more senior management e.g. a shirt, tie and formal trousers/skirt in a fast-food restaurant might signify more responsibility whereas staff at a lower level might wear a colour polo shirt and more robust trousers. 

Outcome 2: Be able to demonstrate an appropriate appearance for a customer service job
1. State the importance of making a good first impression on customers 

2. Identify personal appearance that may cause a negative reaction from customers 

3. Present self in a way that makes a positive impression on customers. 

For 2.1 the candidate must understand that you only get one chance to make a good first impression to customers; whether this is verbally, in writing or face-to-face with internal or external customers. They must consider how their behaviour and attitude influences customer trust, satisfaction, loyalty and whether the customer chooses to do business with your organisation. 

For 2.2 the candidate must explain three types of appearance that could cause a negative reaction for example, somebody with dirty nails, unkempt hair, untidy appearance, too much makeup/perfume and revealing clothing. They should understand that appearance also incorporates attitude so a person who serves a customer with a scowling face could mean that they have no particular interest in the customer. 

For 2.3 the candidate must make a positive impression on two different occasions showing they have presented themselves smartly, professionally, helpfully and politely. 
This could be observed by an appropriate witness in the workplace or assessor.

Outcome 3: Be able to relate effectively to customers
1. Describe methods of communicating with customers 

2. Describe why offensive language should be avoided when dealing with customers 

3. Use appropriate methods of communication when dealing with customers. 

For 3.1 the candidate needs to describe three different methods of communicating with customers and should use examples from written e.g. letter, email, text message, and verbal communication methods e.g. telephone, face-to-face. 

For 3.2 the candidate must describe what might constitute offensive language, (swearing, slang, inappropriate comments relating to gender, race, culture, age or disability) and why they should never use any offensive language with customers regardless of how angry or aggressive the communication received becomes or if confrontation develops e.g. it will upset or aggravate the customer, it is not professional. 

For 3.3 the candidate must demonstrate three occasions where they have chosen or adopted the most appropriate communication method to suit the situation and the needs of the customer. The candidate could demonstrate when they have chosen telephone communication over email in order to explain answers to questions quickly so that complaints are minimised or when it has been appropriate to clarify information on product or service options and prices in writing to the customer so that they have a permanent record.

Assessment 

This unit is assessed by a candidate portfolio, graded pass only. 
Evidence for the portfolio can be collected in either the real workplace or a realistic working environment.
	Evidence guide

	Evidence must show that the candidate has sufficiently met the assessment criteria. 

	Outcome
	Possible forms of evidence

	1.3, 
2.3, 
3.3
	· Observation of performance demonstrating how the candidate presents themselves and communicates appropriately with customers. 

· Work products such as emails, messages they have written and other written communication carried out for the customer by the candidate. Confidential and/or product evidence can be seen by the assessor; their locations referenced and remain in the workplace. 

· Witness testimony from the teacher or a reliable person in the workplace confirming candidate actions and/or confirmation of verbal, face-to-face or written communication. 

· Written statement from the candidate describing performance that has taken place and confirmed by a reliable person in the workplace or a teacher.


	1.1, 
1.2, 
2.1, 
2.2, 
3.1, 
3.2
	· A well-planned guided discussion between the candidate and assessor (This could be digitally recorded). 

· Written questions, workbook, well-planned discussion, assignment or candidate statement, written around the assessment criteria to test the knowledge.
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