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Unit A/506/2130: Deliver Customer Service
Level: 2
Credit Value: 5
Guided Learning Hours: 27
Unit Brief
Delivering customer service is an important part of any customer service role. It is vital that it is carried out correctly and effectively in order to provide customer satisfaction, to meet the needs and expectations of the customer and to present a favourable image of the organisation. 
In this unit you will learn how to deliver customer service by understanding the relationship between customer needs, expectations and customer satisfaction. You will need to understand the meaning of the terms 'feature' and 'benefit' when discussing a product or service. You will also need to know why it is important to treat customers as individuals and why it is important to be able to balance the needs of customers with those of the organisation. You will need to understand when and to whom you can escalate problems when delivering customer service, and understand the methods you can use to measure your own effectiveness in customer service delivery. 
You need to know what a brand is, why it is important to an organisation, how it can affect an organisation’s customer service offer and why it is important to use customer service language that supports a brand promise. You will learn how your own role can ensure that a brand promise can be delivered. This session is designed to cover the following learning aims:
	You will:
	You can:

	1. Understand customer service delivery






	1.1 Explain the relationship between customers’ needs and expectations and customer satisfaction

	
	1.2 Describe the features and benefits of an organisation’s products and/or services

	
	1.3 Explain the importance of treating customers as individuals

	
	1.4 Explain the importance of balancing promises made to customers with the needs of an organisation

	
	1.5 Explain when and to whom to escalate problems

	
	1.6 Describe methods of measuring their own effectiveness in the delivery of customer service




	2. Understand the relationship between customer service and a brand
	2.1 Explain the importance of a brand to an organisation

	
	2.2 Explain how a brand affects an organisation’s customer service offer

	
	2.3 Explain the importance of using customer service language that supports a brand promise	

	
	2.4 Identify their own role in ensuring that a brand promise is delivered

	3. Be able to prepare to deal with customers
	3.1 Keep up to date with an organisation’s products and/or services

	
	3.2 Prepare resources that are necessary to deal with customers before starting work

	4. Be able to provide customer service
	4.1 Maintain organisational standards or presentation and behaviour when providing customer service

	
	4.2 Adapt their own behaviour to meet customers’ needs or expectations

	
	4.3 Respond to customers’ requests in line with organisational guidelines

	
	4.4 Inform customers of the progress of their requests

	
	4.5 Confirm that customers’ expectations have been met in line with the service offer

	
	4.6 Adhere to organisational policies and procedures, legal and ethical requirements when providing customer service

	5. Be able to support improvements to customer service delivery
	5.1 Identify ways that customer service could be improved for an organisation and individuals

	
	5.2 Share information and ideas with colleagues and/or service partners to support the improvement of service delivery



[image: S:\Internal Operations\marketing\LOGO & BRAND\Gateway Qualifications Logo\Logos for internal use\page header with line.png]

Level 2 Diploma in Customer Service
Deliver Customer Service


[image: S:\Internal Operations\marketing\LOGO & BRAND\Gateway Qualifications Logo\Logos for internal use\page header with line.png]		





				



Page 2 of 3

Mapping Matrix
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