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Introduction Customer Service (4411)

Unit No 103: Deal with queries and requests

	Assessment Outcome
	Assessment 

Evidence
	Assessment

Method
	Assessment 

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

	Know the services and products of a section or department
	Outcome 1 - Candidate Statement or Professional Discussion
	RA or PA
	1.1, 1.2
	

	Know the customer’s interests about the services and products of a section or department
	Outcome 2 - Candidate Statement or Professional Discussion
Organisations ‘frequently asked questions’ detailing preferred answer (if there is one in place)
	RA or PA
EoE

	2.1, 2.2
2.2

	

	Be able to clarify customer queries or requests
	Observation
Witness Testimony
Work Products
	O
WT
P
	3.1, 3.2
3.1, 3.2
3.1, 3.2
	XRef 107 1.3
XRef 110 1.3

	Be able to deal with queries or requests from customers
	Observation 
Witness Testimony 
Work Products
	O
WT
P
	4.1, 4.2
4.1, 4.2
4.1, 4.2
	XRef 110 1.3




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: Know the services and products of a section or department
1. Describe the services and products of a selected section or department 

2. List the keys features and benefits to customers of the services and products of a selected section or department. 

For 1.1 the candidate needs to select one organisation and choose one section or department within this company describing one product and one service it provides. The candidate should be aware that some organisations only provide a product or a service and others provide both. 

For 1.2 the candidate must list two key features and describe their corresponding benefits to the customer of the products or services that the section or department identified in 1.1 provides. For example a feature of a washing machine is that it has a half load option and the benefit of this is more economical and environmentally friendly, after sales care on electrical goods the benefit is a helpline provided.

Outcome 2: Know the customer’s interests about the services and products of a section or department
1. Describe the features and benefits of the services and products that most interest customers 

2. Identify questions that customers frequently ask about services and product and the preferred answers to those questions. 

For 2.1 the candidate must describe the key features and benefits of two of the most popular products or services provided (these could be the products/services identified in 1.1). Benefits to customers could include: saving money, user friendly, child friendly, long-term product life, for security/peace of mind, to save time, for flexibility, status/luxury. 

For 2.2 the candidate needs to identify four frequently asked customer questions and their preferred answers. These may include questions on opening times, contact details, delivery timescales, information or specifications on the product or service, payment methods, company procedures for refunds, returns or exchanges or the complaints policy. The candidate could use the organisation’s ‘frequently asked questions’ detailing preferred answers if there is one in place.

Outcome 3: Be able to clarify customer queries or requests
1. Listen closely to questions and responses from customers 

2. Clarify queries and requests from customers. 

For 3.1 the candidate needs to show they have listened closely to four questions and responses from customers by paying full attention, making eye contact, avoiding distractions, perhaps taking down notes and confirming/summarising customer’s response. 

For 3.2 the candidate must show they have confirmed or clarified two requests and queries from customers in order to ensure they have understood it correctly. They could take notes or log the customer query and their response.

Outcome 4: Be able to deal with queries or requests from customers
1. Deal with a query or request in a positive way 

2. Seek information or support if the query is outside of their own knowledge or authority. 

For 4.1 the candidate needs to deal with three customer requests or queries in a positive and professional way. This may include queries on payment methods, special offers, company procedures for refunds, returns or exchanges or product/service availability and/or specifications ensuring that the query is resolved successfully. The candidate should aim to follow company procedure correctly and could use the requests clarified in 3.2. 

For 4.2 the candidate must show they have sought information or support from another colleague for one query or request which is outside their level of authority or knowledge base. This could involve passing the enquiry on to a senior team member or seeking advice from them.

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,
1.2, 
2.1, 
2.2
	· Written questions, candidate statements, workbooks or assignments written around the assessment criteria to test the knowledge of the candidate. 

· For 2.2, the candidate could use the organisations ‘frequently asked questions’ detailing preferred answer if there is one in place. 

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

· Candidates could use evidence gathered in Unit 106 assessment criteria 2.1 & 2.2.

	3.1, 
3.2 

4.1, 
4.2
	· Observation of performance 

· Work products such as emails, letters to/ from customers, notes taken and computer update screens, or service information sought from colleagues, other departments or companies. 

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

· A diary of tasks performed accurately over time or telephone call log. 

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

· A 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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