Unit summary sheet

Unit Fé6: Monitor and solve customer service
problems

What is the unit about?

Your job involves delivering and organising excellent customer service. However good the
service provided, some of your customers will experience problems and you will spot and solve
other problems before your customers even know about them.

This unit is all about the part of your job that involves solving immediate customer service
problems. It is also about changing systems to avoid repeated customer service problems.

Remember that some customers judge the quality of your customer service by the way that you
solve customer service problems.

This unit is all about how you impress customers by sorting out those problems efficiently and
effectively.

NB This is unit 4 from the Customer Service National Occupational Standards at Level 3.

Evidence requirements

Simulation is not allowed for any performance evidence within this unit. You must supply all
the evidence for this unit from work you have carried out with your customers in your
workplace. Your customers can be internal or external to the organisation or a combination of
both.

You must prove that you have monitored and solved customer service problems over a period of
time with a range of customers.

Your evidence must include examples of:

e problems which are identified by your customers

e problems which are identified first by you and/or by your colleagues
The problems included in your evidence must include examples of:

e adifference between customer expectations and the products or services of your
organisation

e aproblem resulting from system or procedure failures
e aproblem resulting from a shortage of resources or human error.
When you note repeated problems you may use a company system or one you have set up.

You must show that you have considered the options for solving problems from your customer
and the organisation's point of view.
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All options you have considered must be based on the existing products or services offered by
your organisation unless specifically agreed by a manager.

They must include examples using:
e formal organisational procedures
e agreed/authorised exceptions to usual practice.

Your evidence must show that you have applied all the knowledge and understanding
requirements when you are solving customer problems.
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Evidence achievement record

Unit F6: Monitor and solve customer service
problems
Element 1 Solve immediate customer service problems
Outcomes of effective performance Assessor to sign and date when competence
demonstrated

You need to show that:

1.1 respond positively to customers’ problems
according to organisational guidelines

1.2 solve customer problems when it is within your
own area of authority

1.3 work with others to solve customers' problems

1.4 keep customers informed of the action being
taken

1.5 check with customers that they are satisfied
with the action taken

1.6 solve problems within service systems and
procedures that might affect customers before
they become aware of them

1.7 inform the appropriate authority and colleagues
of the steps taken to solve specific problems

Feedback/comments:
Assessor’s signature: Date:
Candidate’s signature: Date:
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Element 2 Identify repeated customer service problems and
options for solving them

Outcomes of effective performance

You need to show that:

2.1 work individually or with colleagues to
identify repeated customer service problems

2.2 identify the options for dealing with repeated
problems and consider the advantages and
disadvantages of each option

2.3 work with others to determine an agreed way
forward for solving repeated problems

2.4 select the best option for both your customers
and your organisation

Feedback/comments:

Assessor’s signature:

Candidate’s signature:

Assessor to sign and date when competence

demonstrated

Date:

Date:
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Element 3 Take action to avoid the repetition of customer
service problems

Outcomes of effective performance Assessor to sign and date when competence
demonstrated)

You need to show that:

3.1 negotiate with the appropriate authority
changes to customer service systems and
procedures that will reduce the chance of
problems being repeated

3.2 action your agreed solution

3.3 keep your customers informed in a positive and
clear manner of steps being taken to solve any
service problems

3.4 monitor the solutions you have implemented
and make any suitable changes to ensure that
no further problems occur

3.5 action changes to customer service systems and
procedures brought in by your organisation

Feedback/comments:
Assessor’s signature: Date:
Candidate’s signature: Date:
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Knowledge evidence record

NVQ and level: Edexcel Level 3 NVQ in Management
Candidate: Assessor:

Unit title: Monitor and solve customer service problems

You must show that you know and understand the knowledge and understanding for this unit. Your
performance evidence may help to show this, but it is likely that you will need additional evidence (eg
your answers to questioning). The National Occupational Standards detail the knowledge and
understanding required to carry out competent practice in the performance described in this unit.

When using the standards it is important to read the knowledge requirements in relation to
expectations and requirements of your job role.

You need to show that you know, understand and can apply in practice:
El = Evidence Index No. O = Observation P = Personal Statement

APEL = Accreditation of Prior

Column key: WT = Witness Testimony S = Simulation ; ;
Experience and Learning

Q&A = Questions & Answers EWE = Expert Witness Evidence | PD = Professional discussion
Type of evidence

Knowledge and understanding for this unit El 0 P wT S || APEL DQa&t/: EWE | PD

You will be expected to show you are aware of:
a major competitors of your organisation

b the effects of legislation on the
performance of your organisation

¢ the implications of a change of structure,
products or services for your organisation

d the implications of other market place
activities on your organisation

In addition, you will need to demonstrate that you know and understand:

1 what your customers’ rights are and how
these rights limit what you are able to do
for your customer

2 the specific aspects of:
- health and safety
- data protection
- equal opportunities
- disability discrimination
- legislation and regulations

that affect the way the products or services
you deal with can be delivered to your
customers
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Type of evidence

Q&A

Date EWE PD

Knowledge and understanding for this unit El o P WT S | APEL
3 industry, organisational and professional

codes of practice and ethical standards that

affect the way the products or services you

deal with can be delivered to your

customers

4 any contractual agreements that your
customers have with your organisation

5 the products or services of your
organisation relevant to your customer
service role

6 the guidelines laid down by your
organisation that limit what you can do
within your job

7  the limits of your own authority and when
you need to seek agreement with or
permission from others

8 any organisational targets relevant to your
job, your role in meeting them and the
implications for your organisation if those
targets are not met

9 how to communicate in a clear, polite,
confident way and why this is important

Content specific knowledge and understanding. You will also need to show that you know and
understand

10 organisational procedures and systems for
dealing with customer service problems

11 how the successful resolution of customer
service problems contributes to customer
loyalty with the external customer and
improved working relationships with the
internal customer

12 how to negotiate with and reassure
customers while their problems are being
solved
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Feedback/comments:

The candidate has satisfied the assessor and internal verifier that the performance evidence and criteria, the
range, and knowledge and understanding requirements have been achieved.

Candidate’s signature: Date:
Assessor’s signature: Date:
Internal verifier’s signature: Date:
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