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Unit F/506/2131: Understand Customers
Level: 2
Credit Value: 2
Guided Learning Hours: 17
Unit Brief
Successful organisations offer the right products and services to the right types of customer at the right time and are able to retain those customers’ loyalty over time. To do this, organisations need to understand their customers’ individual needs and expectations in order to tailor their customer service offer and maximise customer satisfaction. 
In this unit, you will understand the various types of customers that you will encounter in a customer service role. You will learn about what customer expectations are, how they can vary depending on social or cultural factors and what happens when expectations are not met. 
You will learn the value of new and existing customers to an organisation, the importance of customer loyalty and the relationship between customer satisfaction and the overall reputation and success of an organisation. You will also understand what methods are used to attract new customers and retain their loyalty. 
This session is designed to cover the following learning aims:
	You will:
	You can:

	1. Understand different types of customers
	1.1 Explain the distinctions between internal and external customers

	
	1.2 Explain how cultural factors can affect customers’ expectations

	
	1.3 Describe the characteristics of challenging customers

	
	1.4 Explain how to identify dissatisfied customers

	2. Understand the value of customers and their loyalty
	2.1 Explain how the achievement of the customer service offer contributes to enhancing customer loyalty

	
	2.2 Explain the relationship between customer satisfaction and organisational performance

	
	2.3 Explain how the reputation and image of an organisation affects customers’ perceptions of its products and/or services	

	
	2.4 Explain the potential consequences of customers’ dissatisfaction

	
	2.5 Describe different methods of attracting customers and retaining their loyalty




Mapping Matrix
	Task
	1.1
	1.2
	1.3
	1.4
	2.1
	2.2
	2.3
	2.4
	2.5

	Activity 1 Handout
	X
	X
	X
	X
	
	
	
	
	

	Lesson plan Activity 1
	
	
	X
	
	
	
	
	
	

	Activity 2 Handout
	
	
	
	
	X
	
	X
	X
	X

	Lesson Plan Activity 2
	
	
	
	
	X
	
	
	
	

	Lesson Plan Activity 3
	
	
	
	
	
	X
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