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This unit has 4 learning outcomes

	LEARNING OUTCOMES

	ASSESSMENT CRITERIA


	The learner will:

	The learner 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 customer service
1.4. Describe how unsatisfactory customer service affects a retail business
1.5. Describe the main methods used by retail businesses to maintain and 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
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ASSESSMENT INFORMATION
Specific Requirements for Assessment and delivery of this unit.

ASSESSMENT AND DELIVERY INFORMATION
Centre devised assessment tasks should be approved by the internal verifier for the course before delivery takes place in order to ensure the assessment is fit for purpose and meets the standards required.

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

Delivery Requirements/Recommendations
Assessment tasks will be devised to meet needs of the learning group and to cover all the criteria. 
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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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