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	PURPOSE OF THE UNIT STANDARD 


	A learner credited with this standard will be able to effectively interact with customers to the benefit of the business. 


	LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING 

	  ABET 4/ NQF level 1/ GETC 

  Identify and Discuss different types of businesses and their legal implications 


	UNIT STANDARD RANGE 


	This will apply across any business 


	UNIT STANDARD OUTCOME HEADER 


	N/A 


	Specific Outcomes and Assessment Criteria: 


	SPECIFIC OUTCOME 1 


	Explain the relationship between the business and the customer. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	1. Two types of customer can be identified and defined. 


	ASSESSMENT CRITERION RANGE 


	Internal and external customer
 


	ASSESSMENT CRITERION 2 


	2. The importance of the customer to the business can be explained. 


	ASSESSMENT CRITERION 3 


	3. The role of the business in meeting the customer`s needs can be described. 


	ASSESSMENT CRITERION 4 


	4. The role of the individual a s a team member in meeting customer needs is identified and demonstrated. 


	ASSESSMENT CRITERION RANGE 


	Internal and external customer
 


	ASSESSMENT CRITERION 5 


	5. The chain of customer service is understood and described. 


	ASSESSMENT CRITERION 6 


	6. "Moments of truth" (Importance of every contact with clients/customers) are understood and explained. 


	ASSESSMENT CRITERION 7 


	7. The learner can understand and explain their role in the chain and the `moments of truth". 


	SPECIFIC OUTCOME 2 


	Define and provide customer satisfaction. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	1. The standards and values set for customers are defined and explained. 


	ASSESSMENT CRITERION 2 


	2. The needs and expectations of customer satisfaction are defined and explained. 


	ASSESSMENT CRITERION 3 


	3. The role of the learner in meeting the needs and expectations of customers is explained. 


	ASSESSMENT CRITERION 4 


	4. The threat from competition is understood and explained. 


	ASSESSMENT CRITERION 5 


	5. Personal performance against set standards and values is measured. 


	SPECIFIC OUTCOME 3 


	Demonstrate the ability to effectively handle problems that would lead to customer dissatisfaction. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	1. Problems are identified at an initial stage. 


	ASSESSMENT CRITERION 2 


	2. Appropriate action is taken to resolve the problems. 


	ASSESSMENT CRITERION RANGE 


	Within company guidelines and levels of authority
 


	ASSESSMENT CRITERION 3 


	3. Personal problem solving abilities are assessed. 


	ASSESSMENT CRITERION 4 


	4. Methods to help in personal problem solving are developed. 


	SPECIFIC OUTCOME 4 


	Display acceptable behaviour when interacting with customers. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	1. Customer reaction to difficult situations is acknowledged. 


	ASSESSMENT CRITERION 2 


	2. Customer complaints are addressed sensitively and courteously. 


	ASSESSMENT CRITERION 3 


	3. The learner`s role as the organization`s representative is accepted and embraced. 


	ASSESSMENT CRITERION RANGE 


	Act according to level of responsibility/authority; according to accepted norms and values
 


	ASSESSMENT CRITERION 4 


	4. Follow up action is taken by the learner to ensure the customer complaint is addressed. 


	UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS 


	1. Any institution offering learning that will enable achievement of this unit standard must be accredited by the Transport SETA and/or relevant ETQA. 

2. Moderation of assessment will be overseen by the relevant ETQA at its discretion. 

3. Moderation should encompass achievement of competence described in both individual unit standards as well as the integrated competence described in the qualification. 


	UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE 


	The learners` can understand and explain: 
1. Organisational guidelines and policies on customer service. 
2. General principles of customer service. 
3. Basic consumer rights. 
4. Concepts of customer care and their impact on operations. 


	UNIT STANDARD DEVELOPMENTAL OUTCOME 


	N/A 


	UNIT STANDARD LINKAGES 


	N/A 


	Critical Cross-field Outcomes (CCFO): 


	UNIT STANDARD CCFO IDENTIFYING 


	Solve problems with regards to customer complaints. 


	UNIT STANDARD CCFO WORKING 


	Work effectively with others as a member of a team to meet customer needs. 


	UNIT STANDARD CCFO ORGANIZING 


	Organise and manage self in maintaining quality of service to customers. 


	UNIT STANDARD CCFO COLLECTING 


	Collect, analyse, organize and critically evaluate information with regards to customer service. 


	UNIT STANDARD CCFO COMMUNICATING 


	Communicate effectively with internal and external customers. 


	UNIT STANDARD CCFO DEMONSTRATING 


	Understand the world as set of related systems: the impact of good service on the success of a business. 


	UNIT STANDARD ASSESSOR CRITERIA 


	Conducting assessments 

1. Anyone assessing a learner against this unit standard must be registered as an assessor with the relevant ETQA and be familiar with the full text and subject matter content of the Unit Standard being assessed. 

2. The assessor must ensure that the assessment covers the specific outcomes, critical cross-field outcomes and essential embedded knowledge. 


	UNIT STANDARD NOTES 


	Methods and tools of assessment: 

The following methods of assessment have been identified as the preferred measurement and assessment of learner competence in the above-mentioned Performance Assessment Criteria 

1. Written tests/ case studies/ projects: 
2. Role-play 
3. Portfolio of evidence 

These methods must be carefully selected based on the purpose of the assessment (For example, the written method could be used to assess knowledge or on-job demonstration for practical competence). The assessment must integrate a number of different methods (no less than three of those detailed above) in order to give the assessor reliable and valid proof of competence and evidence of required attitudes 

The following tools may be used to supplement the above minimum assessment methods: 

Valid, reliable and authentic evidence (presented as a portfolio of evidence) from past achievements and experience may serve to supplement the assessment of applied competence. The portfolio should include inter alia: 

1. Written statements from persons (e.g. current and/or previous employer, colleague, peer, manager, external customers) confirming competence of the learner 
2. Relevant certificates or awards 
3. Previous assessment records 
4. Journals/logbook 
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