

Employability: Level 2
Assessment plan: completed example
Centre name: ASDAN								Centre number: 10856

	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
	Discussion about customer service and how to maintain customer satisfaction drawing on experience of real work contexts

Candidate independently completes page 1 of Resource sheet (min. three examples 2.1.1 and 2.1.4)
	Observation of discussion 

Review of  Resource sheet and notes

Oral questioning to confirm individual understanding (if required).
	By end Jan.
	Resource sheet p1
Notes from group discussion

	
	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
	Candidate plans and delivers brief presentation about own organisation, its products and services and how customer needs are met.

Candidate completes first part of page 2 of Resource sheet
	Observation

Review of  Resource sheet and other evidence 
	By end Jan.

	Resource sheet p2
Power point slides or handout


	
	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
	Candidate designs and uses questionnaire to find out relevant information from line manager about policies and procedures in own organisation and the importance of compliance.

Candidate completes relevant sections of page 2/3 of Resource sheet
	Review of  Resource sheet and other evidence 

Oral questioning to confirm individual understanding (if required).

	By end Jan.
	Resource sheet p2/3
Completed questionnaire

	
	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
	Candidate to be observed engaging with  customers (two occasions).   


	Observation x 2 (by supervisor)

Observation roleplay for 2.4.4 (if required) 

Review of Resource sheet and other evidence 

	[bookmark: _GoBack]By end Feb.
	Resource sheet p3/4 incl. witness statements


	
	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
	Roleplay if opportunity doesn’t occur naturally
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