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Introduction Customer Service (4411)

Unit No 102: Apply legislation, regulation and organisational procedures for customer service

	Assessment Outcome
	Assessment 

Evidence
	Assessment

Method
	Assessment 

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

	Be able to follow customer service procedures for a particular job
	Outcome 1 - Candidate Statement or Professional Discussion
Observation
	RA or PD
O
	1.1
1.2 
	

	Be able to protect the security of property and information when delivering customer service
	Outcome 1 - Candidate Statement or Professional Discussion
Observation
Work Product
	RA or PD
O
P
	2.1, 2.2
2.1, 2.2
2.1, 2.2
	

	Know the health and safety requirements of delivering customer service
	Outcome 3 - Candidate Statement or Professional Discussion
	RA or PD
	3.1, 3.2
	

	Know external rules that impact on customer service delivery
	Outcome 4 - Candidate Statement or Professional Discussion
	RA or PD
	4.1, 4.2, 4.3
	


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 follow customer service procedures for a particular job
1. Describe the limits of own responsibility and authority for a particular job in customer service 

2. Carry out the steps in customer service procedures for a particular job. 

For 1.1 the candidate needs to select one customer service job and describe three limits of responsibility.  The candidate must describe what they are allowed to do as defined within the job description and also when and from whom they need to gain authority. Candidates could use their job specification, job description or appraisal. 

For 1.2 the candidate needs to follow through customer service procedures in three customer service tasks.  These could be, e.g. taking payment, giving customers product/service information, updating customer information, logging enquiries, scheduling delivery, responding to problems, processing refunds or returns, dealing with faulty items or registering complaints. Candidates should show how they have followed organisational procedures when delivering customer service on, for example, processing refunds, returns or exchanges.

Outcome 2: Be able to protect the security of property and information when delivering customer service 

1. Follow organisational procedures for the security of property when delivering customer service 

2. Follow organisational procedures for security of information when delivering customer service. 

For 2.1 the candidate must show they have followed the organisational procedures in place for the security of property on two different occasions when delivering customer service. This could include using entry codes to access restricted areas, ensuring visitors sign in and are escorted to their destination, wearing name badges, securely storing personal possessions or restricting the carrying of money onto the shop floor, ensuring premises are locked and windows shut at the end of the day. 

For 2.2 the candidate needs to demonstrate that they have followed and adhered to organisational procedures for the security of information on two different occasions when delivering customer service. They must pay attention to the Data Protection Act 1998 prior to giving the customer information. The candidate must show that they have met the requirements of their/the organisation to ensure that information is protected e.g. locking computers when away from work stations, not sharing passwords and keeping sensitive information out of sight.

Outcome 3: Know the health and safety requirements of delivering customer service 

1. Describe the health and safety rules that relate to the delivering of customer service 

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

For 3.1 the candidate must understand the Health and Safety at Work Act 1974 (HASWA) when delivering customer service. The candidate needs to understand that health and safety rules are there to prevent injury and describe three Health and Safety rules that apply when delivering customer service. For example what to do, or who to report to in the event of an accident or fire, keeping themselves and their customer safe by spotting and reporting hazards/risks, wearing personal protective clothing and using safe working methods (safe VDU usage, correct manual handling techniques etc.), following personal hygiene requirements if applicable. 

For 3.2 the candidate needs to describe three main health and safety risks for customers and colleagues. For example wet floor, abusive or aggressive customers, dangerous stairways, obstructions, poor heating/lighting/ventilation. Reference may be made to the risk assessment procedure in place.

Outcome 4: Know external rules that impact on customer service delivery
1. Describe the key legislation and external regulations relating to customer service delivery 

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

3. Describe the importance of treating customers equally when delivering customer service. 

For 4.1 the candidate must describe three pieces of legislation or regulations relating to customer service delivery for example: The Sale of Goods Act 1979, Supply of Goods and Services Act 1982, Trade Descriptions Act 1968, Consumer Protection Act 1987, Data Protection Act 1998, the Consumer Protection (Distance Selling) Regulations 2005, The Financial Services Act, The Health and Safety at Work Act. Regulations might apply to the items that must not be sold to people under a certain age such as knives, harmful substances, tobacco, alcohol or lottery tickets. 

For 4.2, using the information from 4.1 the candidate must describe three actions that should be avoided because of the guidelines within the legislation and regulations listed above. The candidate should consider things they should not do such as sharing confidential customer information with unauthorised people (Data Protection Act 1998), describing goods that don’t correspond with their description (Sale of Goods Act 1979), providing a service that is not at the proper standard (Supply of Goods and Services Act 1982) or misleading the customer on what the product can do and its quality (Trade Descriptions Act 1968). 

For 4.3 the candidate needs to describe why it is important to treat customers equally regardless of sexuality, race, age, gender, disability, social status, general physical appearance. They should ensure that they pay attention to following company procedures and legislation when delivering customer service, treating all customers politely, professionally and helpfully at all times so that every interaction meets the customer’s expectations.

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

	1.1, 

3.1, 

3.2, 

4.1, 

4.2, 

4.3
	· Written questions, candidate statements, workbooks or assignments written around the assessment criteria to test the knowledge of the candidate. 

· A well-planned guided discussion between the candidate and assessor (This could be digitally recorded). 

· For 1.1, a job description, contract of employment, job specification or appraisal could be used. 

· For 3.1 and 4.1 reference could be made to websites containing information on customer service regulations: 
www.dti.gov.uk,
www.instituteofcustomerservice.com,
www.hse.gov.uk, 
www.direct.gov.uk/customer, 
www.ico.gov.uk 



	1.2, 
2.1, 
2.2
	· Observation of performance. 

· Work products such as emails, letters to/ from customers, notes taken and computer update screens, information sought from colleagues, other departments or companies, visitor book/badges, password screens, company procedures on customer service delivery, security of property and information, research about the Data Protection Act 1998 (1.2, 2.1, 2.2). 

· Confidential and/or product evidence can be seen by the assessor with their locations referenced and remain in the workplace. 

· A diary of tasks performed accurately over time. 

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

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