Employability: Level 2
Assessment plan

Centre name:										Centre number: 

	Assessment plan – Employability Level 2
Customer service																          Credits: 3

	Outcome:
	Assessment criteria
	Assessment activity/opportunity
	Assessment method
	When
	Evidence

	CS2.1  Understand why good customer
service is important
and how to
maintain customer
satisfaction
	2.1.1  Describe what customers have a right to expect from organisations in terms of customer service
	
	
	
	

	
	2.1.2  Explain how receiving poor customer service could influence customers
	
	
	
	

	
	2.1.3  Explain how giving poor service to customers could affect:
· organisations
· staff
	
	
	
	

	
	2.1.4  Describe what organisations can do to provide good customer service
	
	
	
	

	
	2.1.5  Identify ways of monitoring and evaluating customer service in own organisation
	
	
	
	

	CS2.2  Understand customer needs and how own organisation tries to meet them
	2.2.1  Describe the customers who use the organisation
	
	
	
	

	
	2.2.2  Describe the products and services provided to customers
	
	
	
	

	
	2.2.3  Describe how the organisation provides products/ services in ways that meet customer needs
	
	
	
	

	CS2.3  Understand own organisation’s
customer service
procedures and good practice
standards
	2.3.1  Describe customer service policies and procedures relevant to own role and responsibilities
	
	
	
	

	
	2.3.2  Explain why it is important to maintain customer confidentiality
	
	
	
	

	
	2.3.3  Describe procedures for resolving customer dissatisfaction
	
	
	
	

	CS2.4  Be able to provide good customer service
	2.4.1  Make a positive impression on customers
	
	
	
	

	
	2.4.2  Interact with customers using appropriate verbal and non-verbal communication skills
	
	
	
	

	
	2.4.3  Meet the customer care standards of the organisation
	
	
	
	

	
	2.4.4  Follow procedures for resolving customer dissatisfaction
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