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	Target(s):
	Criteria
	
	Preparation for next unit

	 (Any criteria which has priority or needs to be reinforced)
	(i.e. 1.2.1)
	
	(Any work that has been set for the learners or that you need to research/prepare)





	Date & Time
	Group
	Session Sequence(s)

	(Complete as appropriate)
	(Number of learners and where they are from)
	1 - 13 + Summative Assessments 

	Points from previous learning that may need reinforcement e.g. misconceptions:

(Complete as appropriate)

	Learning objectives

· Discover how to identify customer needs
· Know how to deliver a service to customers
· Learn how to monitor and report on service delivery
· Gain skills and knowledge required for this unit 

	The big picture

This unit describes the skills and knowledge required to identify customer needs, deliver and monitor customer service and identify improvements in the provision of customer service. 

It applies to individuals who apply a broad range of competencies in various work contexts. In this role, individuals often exercise discretion and judgement using appropriate theoretical knowledge of customer service to provide technical advice and support to customers over short or long term interactions. 

No licensing, legislative, regulatory or certification requirements apply to this unit at the time of publication.


	Learning outcomes

All learners will be able to:

· Identify customer needs
· Deliver a service to customers
· Monitor and report on service delivery
· Use the skills and knowledge required for this unit

	How I will assess the outcomes

· Learner Workbook Answers
· Observation
· Outcome of Summative Assessments
· Class Discussions and Questions



	Addressing the needs of individuals: 

· Terminology explained
· Being aware of individual needs i.e. learning requirements
· Differentiated Handouts (This is not a requirement)




	Generic Learning Links (Employability Skills)
	

	Fundamental Skills:

· Terminology
· Skills required for the specific job role will be obtained
	People Skills: 

· Group Work
· Discussions



	Thinking Skills:

· Case Study (if applicable)
· Learner Workbook

	Personal Skills:

· Communication
· Research
· Organisation



	Resources - *(R)


(Instructor Workbook for your use)


	PowerPoint, Learner Guide and Learner Workbook – To be used throughout. 


	Health & Safety

	General Health and Safety, Fire Exits, First Aid, Trip Hazards and Emergency Procedures.

	Working with colleagues
	Ensure all learners have required resources and learner workbooks/guides. If sharing training with another colleague, ensure that they have own copies of session plan etc and are aware of their part.



	Time and 
Interaction
(Individual/Group/
Pair)
	Unit Sessions - What am I doing/asking/teaching?
(All bullet points are covered by the PowerPoint and/or yourself)
	Learner activities/tasks - What are they doing and/or learning?

	
	
Session 1:

(Enter breaks where you feel necessary)

· Welcome participants to the program.
· Self introductions students and teacher
· Introduction to unit
· Discuss each activity as they arise and ensure learners fully understand what they are expected to do. 
· Use your discretion as to whether they should be completed in groups/pairs/individually, although some activities may state what is best.
· All bullet points indicate areas for class/group discussion or to be posed as a question by you.
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Housekeeping Items

Using the PowerPoint, take a few moments to inform the learners of the following:

· Where the toilets and fire exits are located, what the emergency procedures are and where the breakout and refreshment areas are.

Objectives:

· Discover how to identify customer needs
· Know how to deliver a service to customers
· Learn how to monitor and report on service delivery
· Gain skills and knowledge required for this unit 

1.1 Use appropriate interpersonal skills to accurately identify and clarify customer needs and expectations

· Definition of ‘customer’
· Good customer service
· A successful interaction
· Customer needs
· Interpersonal skills
· Listen to what the customer says
· Ask questions
· Ask for the customer’s feedback
· Summarise and paraphrase
· Body language
· Professional body language signals
· Rapport

Activity 1A

	
Use this area to add anything you feel the learners should/might be doing whilst you are teaching. They should be doing any of the following:

· Listening to instructor
· Completing workbook activities
· Having class/group/pair discussions
· Writing notes
· Asking questions





	
	
Session 2:

1.2 Assess customer needs for urgency to determine priorities for service delivery according to organisational and legislative requirements


· Definition of ‘urgency’
· Different timescales
· Vague timescales
· Restrictions on timescales
· Prioritising
· Other factors to consider
· Organisational requirements

Activity 1B

	

	
	
Session 3:

1.3 Use effective communication to inform customers about available choices for meeting their needs and assist in the selection of preferred options

· Effective communication

Activity 1C

	

	
	
Session 4:


1.4 Identify limitations in addressing customer needs and seek appropriate assistance from designated individuals

· Limitations
· Responding to limitations
· Sources of advice

Activity 1D

	

	
	
Session 5:

2.1 Provide prompt service to customers to meet identified needs in accordance with organisational and legislative requirements

· Examples of service standards
· Ignored and forgotten customers
· Good customer service

Activity 2A

	

	
	
Session 6:

2.2 Establish and maintain appropriate rapport with customers to ensure completion of quality service delivery

· The importance of rapport
· Building rapport
· The magic ingredient

Activity 2B

	

	
	
Session 7:

2.3 Sensitively and courteously handle customer complaints in accordance with organisational and legislative requirements

· The value of complaints
· Customer complaints
· Handling complaints
· Sensitivity and courtesy
· When customers complain...

Activity 2C

	

	
	
Session 8:

2.4 Provide assistance or respond to customers with specific needs according to organisational and legislative requirements

· Customers’ specific needs
· Importance of establishing customers’ needs

Activity 2D

	




	
	
Session 9:

2.5 Identify and use available opportunities to promote and enhance services and products to customers

· Opportunities to enhance service/product quality

Activity 2E

	

	
	
Session 10:

3.1 Regularly review customer satisfaction with service delivery using verifiable evidence according to organisational and legislative requirements
3.4 Regularly seek customer feedback and use to improve the provision of products and services

· Importance of monitoring service delivery
· Consequences of not monitoring
· Customer feedback
· Verifiable evidence

Activity 3A

	

	
	
Session 11:

3.2 Identify opportunities to enhance the quality of service and products, and pursue within organisational and legislative requirements

· Example satisfaction review data
· Key points from the data
· Analysing customer satisfaction data
· Pursuing opportunities for improvement

Activity 3B

	

	
	
Session 12:

3.3 Monitor procedural aspects of service delivery for effectiveness and suitability to customer requirements

· Importance of monitoring service delivery procedures
· Example service delivery procedure
· Procedural monitoring asks...

Activity 3C

	

	
	
Session 13:

3.4 Ensure reports are clear, detailed and contain recommendations focused on critical aspects of service delivery

· Service delivery reports
· Features of service delivery reports
· Report appendices
· Report recommendations
· Purpose of the report
· Remember...

Activity 3D

	

	
	
Summative Assessments

Skills and Knowledge Activity

Major Activity

· An opportunity to assess the learner’s knowledge of the entire unit.
· Can be completed in session time or in own time – instructor’s choice.

	













Session Evaluation
(For instructor’s use to evaluate their sessions and check if learning outcomes have been met)

Have the Learning Outcomes been met?
       	
	Learning Outcomes

	To what extent were the Learning Outcomes met by all/most/some learners – and how do you know? Evidence?

	
	



Identifying Good Practice (What did you do well? What could you change for future sessions?)

	






Reflection on Learning Outcomes (Was everything understood? Will anything need re-explaining?)

	
 Learning points that need reinforcement in future session(s)











