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Level 2 Certificate in Retail Knowledge
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[bookmark: _GoBack]Unit M/502/5821: Understand Customer Service in a Retail Business

QCF Level: 2
Credit Value: 2
Guided Learning Hours: 20
Unit Brief
The aim of this unit is to give learners knowledge and understanding of retail customer service. The unit focuses on standards of customer service and covers how customer complaints and problems are resolved in retail businesses.
This training session is designed to provide you with a level of knowledge and understanding required to complete the unit. You will complete activities throughout the session that will map to the standards and will be required to complete some additional work following the session to complete the qualification.
This session is designed to cover the following learning aims:
	You will:
	You can:

	1. Understand the effect of customer service on retail business
	1.1 Describe the key features of excellent customer service

	
	1.2 Describe how excellent customer service affects a retail business

	
	1.3 Describe the key features of unsatisfactory

	
	1.4 Describe how unsatisfactory customer service affects a retail business

	
	1.5 Describe the main methods used by retail businesses to maintain an increase customer loyalty

	2. Understand how retail businesses find out about customers’ needs and preferences


	2.1 Describe methods of approaching customers on the sales floor and the questioning and listening techniques for finding out what customers are looking for

	
	2.2 Describe how customer feedback is collected and used to improve customer service





	3. Understand the importance to a retail business of customer service standards, policies and procedures
	3.1 Explain the difference between customer service standards, customer service policies and customer service procedures

	
	3.2 Describe the benefits to the customer of customer service standards, policies and procedures

	
	3.3 Describe the benefits to retail businesses of customer service standards, policies and procedures

	4. Understand how customer complaints and problems are resolved in a retail business
	4.1 Describe the main types of customer complaints and problems

	
	4.2 Describe techniques for listening to customers expressing concerns about a product or service, and for reassuring customers that their concerns have been heard and understood

	
	4.3 Describe the key stages in resolving complaints to the customers’ satisfaction



Mapping Matrix
	Task
	1.1
	1.2
	1.3
	1.4
	1.5
	2.1
	2.2
	3.1
	3.2
	3.3
	4.1
	4.2
	4.3

	Activity 1
	X
	X
	X
	X
	
	
	
	
	
	
	
	
	

	Group Exercise
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	Activity 2
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	Activity 3
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	Group Exercise
	
	
	
	
	
	
	
	
	X
	X
	
	
	

	Group Exercise
	
	
	
	
	
	
	
	
	
	
	X
	
	

	Activity 4
	
	
	
	
	
	
	
	
	
	
	X
	
	X

	Assignment
	
	
	
	
	
	X
	
	
	
	
	
	X
	





© Copyright 2016 Gateway Qualifications. Permission granted to reproduce for use with cohorts registered with Gateway Qualifications only. Commercial copying, hiring, lending is prohibited.
© Copyright 2016 Gateway Qualifications. Permission granted to reproduce for use with cohorts registered with Gateway Qualifications only. Commercial copying, hiring, lending is prohibited.

Understand Customer Service in a Retail Business	
Page 2 of 2
image1.png
gateway

qualifications





image2.jpeg
gateway

qualifications





