	
	All qualifications and unit standards registered on the National Qualifications Framework are public property. Thus the only payment that can be made for them is for service and reproduction. It is illegal to sell this material for profit. If the material is reproduced or quoted, the South African Qualifications Authority (SAQA) should be acknowledged as the source. 


	SOUTH AFRICAN QUALIFICATIONS AUTHORITY 


	REGISTERED UNIT STANDARD: 


	Apply the basic skills of customer service 


	SAQA US ID
	UNIT STANDARD TITLE

	114974 
	Apply the basic skills of customer service 

	SGB NAME
	REGISTERING PROVIDER

	SGB Financial Services 
	 

	FIELD
	SUBFIELD

	Field 03 - Business, Commerce and Management Studies
	Finance, Economics and Accounting 

	ABET BAND
	UNIT STANDARD TYPE
	NQF LEVEL
	CREDITS

	Undefined 
	Regular 
	Level 2 
	2 

	REGISTRATION STATUS
	REGISTRATION START DATE
	REGISTRATION END DATE
	SAQA DECISION NUMBER

	Registered 
	2004-08-11 
	2007-08-11 
	SAQA 0355/04 


	PURPOSE OF THE UNIT STANDARD 


	This Unit Standard provides a broad introduction to customer services and includes both internal and external customers. The focus is knowledge, skills, values and attitudes in relation to the learner`s own context and experience of the world of work. 

The qualifying learner is capable of: 


  Explaining customer service. 

  Engaging in an interaction with a customer. 

  Demonstrating communication skills in responding to a customer. 

  Processing a query in order to respond to a customer need. 


	LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING 


	Learners should: 

  Hold a GETC or equivalent qualification. 

  Be competent in communication and mathematical literacy NQF level 1. 


	UNIT STANDARD RANGE 


	The typical scope of this Unit Standard is: 

  Customer enquiries from internal and external customers including, but not limited to, needs, problems, complaints, requests for specific information and enquiries of a general nature. 

  Customer interaction may be face to face and/or on the telephone. 

  An approach to a customer includes, but is not limited to resolving conflict, dealing with aggression, empathy and awareness of issues of diversity. 


	UNIT STANDARD OUTCOME HEADER 


	N/A 


	Specific Outcomes and Assessment Criteria: 


	SPECIFIC OUTCOME 1 


	Explain customer service in a financial services environment. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	The concept of good customer service is explained with reference to a business sector and an organisation`s competitive edge. 


	ASSESSMENT CRITERION 2 


	Different types of customer are identified within a specific organisation. 


	ASSESSMENT CRITERION 3 


	The consequences of poor service are identified with reference to the customer, the employee and the organisation. 


	ASSESSMENT CRITERION 4 


	The procedure for escalating queries is explained with reference to own limit of authority. 


	SPECIFIC OUTCOME 2 


	Engage in an interaction with a customer. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	An interaction with a customer is opened with reference to an organisation`s internal standards. 


	ASSESSMENT CRITERION 2 


	Information is requested to clarify the need. 


	ASSESSMENT CRITERION 3 


	The customer`s needs are identified and reflected back to the customer to confirm understanding. 


	ASSESSMENT CRITERION 4 


	Non-verbal communication clues are used to determine an approach to the interaction. 


	ASSESSMENT CRITERION 5 


	An interaction is closed with reference to an organisation`s internal standards. 


	SPECIFIC OUTCOME 3 


	Demonstrate communication skills in order to respond to a customer need. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	Active listening skills are demonstrated in three different customer service interactions. 


	ASSESSMENT CRITERION 2 


	Keywords are identified in a customer dialogue and used to formulate an appropriate response. 


	ASSESSMENT CRITERION 3 


	The main details of the customer`s needs, request, query or complaint are recorded and the entry is checked for accuracy with the customer. 


	SPECIFIC OUTCOME 4 


	Process a query in order to respond to a customer need. 


	
ASSESSMENT CRITERIA 


	ASSESSMENT CRITERION 1 


	Information about the customer and the need is used to formulate an appropriate response. 


	ASSESSMENT CRITERION 2 


	The response is communicated to the customer using appropriate language. 


	ASSESSMENT CRITERION 3 


	Enquiries outside own level of authority are escalated to the appropriate party. 


	ASSESSMENT CRITERION 4 


	An agreement on follow up actions is reached with the customer. 


	ASSESSMENT CRITERION 5 


	Feedback on the progress of a query is given to the customer. 


	UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS 


	This Unit Standard will be internally assessed by the provider and moderated by a moderator registered by a relevant accredited ETQA or an ETQA that has a Memorandum of Understanding with the relevant accredited ETQA. 


	UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE 


	N/A 


	UNIT STANDARD DEVELOPMENTAL OUTCOME 


	N/A 


	UNIT STANDARD LINKAGES 


	N/A 


	Critical Cross-field Outcomes (CCFO): 


	UNIT STANDARD CCFO IDENTIFYING 


	The learner is able to identify and solve problems in responding to and processing a customer query. 


	UNIT STANDARD CCFO WORKING 


	The learner is able to work effectively with others as a member of a team or organisation in responding to customer queries and escalating enquiries that are outside the level of own authority. 


	UNIT STANDARD CCFO ORGANIZING 


	The learner is able to organise and manage him/herself and his/her own activities responsibly and effectively in dealing with queries and knowing when to escalate the problem to another authority. 


	UNIT STANDARD CCFO COLLECTING 


	The learner is able to collect, organise and critically evaluate information in providing customer service. 


	UNIT STANDARD CCFO COMMUNICATING 


	The learner is able to communicate effectively in responding to customer queries. 


	UNIT STANDARD CCFO DEMONSTRATING 

	The learner is able to demonstrate an understanding of the world as a set of related systems by recognising the consequences of poor customer service. 


	UNIT STANDARD CCFO CONTRIBUTING 


	The learner is able to be culturally sensitive in engaging in interactions with customers in a business environment. 


	UNIT STANDARD ASSESSOR CRITERIA 


	N/A 


	UNIT STANDARD NOTES 


	N/A 
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