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Unit A/506/2130: Deliver Customer Service
Assignment Brief
In order to complete this unit, you will need to complete the following activities;
1. Produce a brief statement on a time you have had to get updates on the products and services your organisation offers. Include the following:
a. How did you know there were changes to the products and services?
b. Where did you go to find out the information you required, did you need to ask anybody?
You will need to collect supporting evidence for this activity; this could be in the form of a brief statement from the colleague who helped you update your product knowledge or any leaflets you may have used.  (AC 3.1)
2. Consider a time you have identified an improvement to the way customer service is delivered to your customers. Provide a detailed statement including the following information;
a. Details of how you identified the potential improvement, where did you get the information from?
b. How you communicated the details of the potential improvement to your line manager.
You will need to collect supporting evidence for this activity, this could be a brief statement from your line manager about the improvements you have suggested.  (AC 5.1, 5.2)

3. Your Assessor will plan to complete an observation of you delivering customer service. This will be planned in advance with the agreement of yourself and your line manager and will include the following activities:
a. How you have prepared for your shift to ensure you are able to deal with customers.
b. How you have responded to customer requests for information or advice.
c. How you have dealt with your customer’s requests, keeping them up to date with what is happening and checking this meets their needs.
d. Ensured you have followed organisational policies and procedures as you have dealt with your customer’s requests. (AC 3.2, 4.1, 4.2, 4.3, 4.4, 4.5, 4.6))
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