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Component Summary
This component provides learners with knowledge and understanding of customer service in the retail sector. It covers an introduction to the importance of customer service, how to create a good impression and how to deal with customer problems.

Standards
This component has 5 standards

	1
	Understand the importance of customer service to a retail business

	2
	Understand what gives customers a positive initial impression of a retail business and its staff

	3
	Understand how customer service is adapted to meet the needs of individual customers

	4
	Understand the importance of communication to the delivery of customer service

	5
	Understand a variety of customer complaints and problems



Summary of Assessment
This component is assessed internally by the centre and externally verified by AIM Awards. 

The following information details what the learner must successfully complete to achieve the component. Knowledge that must be demonstrated by the learner is highlighted in purple and any associated assessment requirements have been provided. Assessment verbs are displayed in italics and expectations for these at each level, along with information on different assessment methods, are available in ‘A Guide to Assessing AIM Awards Qualifications’ on the AIM Awards website (www.aimawards.org.uk). 

This document has been designed to be used as a Record of Learner Achievement Form; Assessors must make it clear to Internal and External Verifiers where achievement of each standard has been evidenced.  Once the work has been marked and signed off as meeting the standards by the Assessor, final feedback should be provided to the learner.
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It is expected that before the component is delivered, the Tutor/Assessor will have read the Qualification Handbook to ensure all conditions regarding Rules of Combination, delivery, assessment and internal quality assurance are fulfilled.
Please note this component will be withdrawn from any new learner registrations on 31/12/2019. Please contact AIM Awards for further information on 01332 341822.
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	[bookmark: _Hlk497308183]1
	The learner will understand the importance of customer service to a retail business



	[bookmark: _Hlk497308210]The learner must know:
	Assessment Requirements

	Evidence Location

	1.a
	What is meant by customer service in a retail business
	Learners should state what is meant by customer service in a retail business
	The following assessment methods can be used in the assessment of this standard:
· Written tasks/questions and answers
· Oral questions and answers
· Group discussion
· Written or pictorial information
This list is not exhaustive and other appropriate assessment methods may be used.
	

	1.b
	How customer service contributes to the success of a retail business
	Learners should outline how customer service contributes to the success of a retail business
	
	



Additional information for tutors/assessors
1.a What is meant by customer service, for example, responding quickly to customer requests, listening to what customers want, meeting/exceeding customers’ expectations, adopting a friendly and approachable manner, welcoming customers to the outlet/store, developing a detailed knowledge about product range.
1.b Contributes to the success, for example, customer loyalty and repeat visits, reputation of business, increased sales and profits.
	[bookmark: _Hlk497309555]2
	The learner will understand what gives customers a positive initial impression of a retail business and its staff



	[bookmark: _Hlk497470822]The learner must know:
	Assessment Requirements

	Evidence Location

	2.a
	The factors which contribute to a customer’s initial impression of a retail business
	Learners should outline the factors which contribute to a customer’s initial impression of a retail business
	The following assessment methods can be used in the assessment of this standard:
· Written tasks/questions and answers
· Oral questions and answers
· Group discussion
· Written or pictorial information
This list is not exhaustive and other appropriate assessment methods may be used.
	

	2.b
	How the staff of a retail business can help to give customers a positive initial impression
	Learners should outline how the staff of a retail business can help to give customers a positive initial impression
	
	



Additional information for tutors/assessors
2.a Factors, for example, attitude of staff, appearance/cleanliness, displays/promotions, layout, prices.
2.b Staff can help, for example, positive attitude/body language, high standards of personal presentation, immaculate uniform, strong knowledge of products.

	[bookmark: _Hlk497472057]3
	The learner will understand how customer service is adapted to meet the needs of individual customers



	[bookmark: _Hlk497472077]The learner must know:
	Assessment Requirements

	Evidence Location

	3.a
	Types of service which customers may need, including help with gaining access to products, facilities and information
	Learners should list the types of service which customers may need, including help with gaining access to products, facilities and information
	The following assessment methods can be used in the assessment of this standard:

Written tasks/questions and answers
· Oral questions and answers
· Group discussion
· Written or pictorial information

This list is not exhaustive and other appropriate assessment methods may be used.
	

	3.b
	List the main ways of meeting customers’ needs for service, including ways of giving customers access to products, facilities and information
	Learners should List the main ways of meeting customers’ needs for service, including ways of giving customers access to products, facilities and information

	
	



Additional feedback for tutors/assessors
3.a Services, for example, advice and guidance, details of promotions and offers, location of products, check availability of products/services, access to credit, disability access/support.
3.b Products, for example, opening hours, website/internet shopping, phone app, knowledgeable staff, clearly set out stores.
3.b Facilities for example, accessible/busy location, car parking, opening hours, disabled access
3.b Information, for example, knowledgeable staff, help/information desks, telephone support line, website.


	4
	The learner will understand the importance of communication to the delivery of customer service



	The learner must know:
	Assessment Requirements

	Evidence Location

	4.a
	How written communication can contribute to the effectiveness of customer service
	Learners should outline how written communication can contribute to the effectiveness of customer service
	The following assessment methods can be used in the assessment of this standard:
· Written tasks/questions and answers
· Oral questions and answers
· Group discussion
· Written or pictorial information
This list is not exhaustive and other appropriate assessment methods may be used.
	

	4.b
	How spoken communication and body language can contribute to the effectiveness of customer service
	Learners should outline how spoken communication and body language can contribute to the effectiveness of customer service
	
	

	4.c
	How different types of questions can be used to find out what customers need
	Learners should state how different types of questions can be used to find out what customers need
	
	

	4.d
	Why it is important to listen to customers
	Learners should state why it is important to listen to customers
	
	



Additional information for tutors/assessors
4.a Written communication can contribute to effective customer service by, for example, providing information in displays, notices, marketing leaflets and emails and letters. Correct spelling punctuation and grammar to be used at all times.
4.c Questions, for example, open and closed questions.
4.d Important to listen, for example, avoid miscommunication, clearly understand request/concern/complaint, makes the customer feel valued.










	5
	The learner will understand a variety of customer complaints and problems



	The learner must know:
	Assessment Requirements

	Evidence Location

	5.a
	The main types of customer complaints and problems
	Learners should list the main types of customer complaints and problems
	The following assessment methods can be used in the assessment of this standard:
· Written tasks/questions and answers
· Oral questions and answers
· Group discussion
· Written or pictorial information
This list is not exhaustive and other appropriate assessment methods may be used.
	

	5.b
	Solutions to typical customer complaints and problems
	Learners should identify solutions to typical customer complaints and problems
	
	

	5.c
	The ways in which the law protects the rights of consumers
	Learners should outline the ways in which the law protects the rights of consumers
	
	



Additional information for tutors/assessors
5.a Types of customer complaint, for example, faulty products, poor service, unavailable product, misleading/hidden costs.
5.b Solutions, for example, apology, refund, compensation, discount, replacement, pass on to manager.
5.c Relevant law includes Consumer Protection Act, Data Protection Act, Equality and Disability Discrimination Act, Health and Safety legislation, Sale and Supply of Goods and Services Act, Trades Description Act.

Final Tutor Feedback (Strengths and Areas for Improvement):
	









Learner Submission Disclaimer
I declare that this is an original piece of work and that all of the work is my own unless referenced.

Assessor Disclaimer 
I confirm that this learner’s work fully meets all the assessment requirements listed above at the correct level and that any specified evidence requirements have been addressed.


	Assessor:
	
	Learner:
	
	Date:
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