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Introduction
This programme module may be delivered as a standalone module leading to certification in a QQI minor award. It may also be delivered as part of an overall validated programme leading to a Level 5 QQI Certificate.
The teacher/tutor should familiarise themselves with the information contained in Laois and Offaly ETB programme descriptor for the relevant validated programme prior to delivering this programme module.
The programme module is structured as follows:
	1. Title of Programme Module

	2. QQI Component Title and Code

	3. Duration in hours

	4. Credit Value of QQI Component

	5. Status

	6. Special Requirements

	7. Aim of the Programme Module

	8. Objectives of the Programme Module

	9. Learning Outcomes

	10. Indicative Content

	11. Assessment
a. Assessment Technique(s)
b. Mapping of Learning Outcomes to Assessment Technique(s)
c. Guidelines for Assessment Activities

	12. Grading

	13. Learner Marking Sheet(s), including Assessment Criteria


Integrated Delivery and Assessment
The teacher/tutor is encouraged to integrate the delivery of content where an overlap between content of this programme module and one or more other programme modules is identified. This programme module will facilitate the learner to develop the academic and vocational language, literacy and numeracy skills relevant to the themes and content of the module. 

Likewise, the teacher/tutor is encouraged to integrate assessment where there is an opportunity to facilitate a learner to produce one piece of assessment evidence which demonstrates the learning outcomes from more than one programme module. The integration of the delivery and assessment of level 5 Communications and level 5 Mathematics modules with that of other level 5 modules is specifically encouraged, as appropriate. 
Indicative Content
The indicative content in Section 10 does not cover all teaching possibilities. The teacher/tutor is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The teacher/tutor is free to use other examples, as appropriate. The indicative content ensures all learning outcomes are addressed but it may not follow the same sequence as that in which the learning outcomes are listed in Section 9. It is the teacher’s/tutor’s responsibility to ensure that all learning outcomes are included in the delivery of this programme module.
Title of Programme Module
Customer Service
Component Name and Code 
Customer Service 5N0972
Duration in Hours
150 hours (typical learner effort, to include both directed and self-directed learning).
Credit Value
15 Credits
Status
This programme module may be compulsory or optional within the context of the validated programme. Please refer to the relevant programme descriptor, Section 9 Programme Structure.
Special Requirements
None
Aim of the Programme Module
The aim of this award is to equip the learner with the understanding of the value of the customer service discipline as well as knowledge and skills to provide effective customer service within a work, social or voluntary environment, operating independently or as part of a team.
Objectives of the Programme Module
1. To enable the learner to explore the role of customer service in organisational effectiveness.

1. To facilitate the learner to explore the role and responsibilities of a representative of an organisation and work effectively as part of a team.

1. To enable the learner to acquire a range of verbal and non-verbal skills in order to meet customer needs, handle customer complaints and deliver good customer care.

1. To create an awareness of consumer protection legislation, appreciate the rights of all customers regardless of gender, marital status, family status, sexual orientation, religion, age, disability, race or culture.   

· To assist the learner to develop the academic and vocational language, literacy and numeracy skills related to Customer Service through the medium of the indicative content. 

· To enable the learner to take responsibility for his/her own learning.

Learning Outcomes of Level 5 Customer Service 5N0972
Learners will be able to:
1. Examine the principles of customer service within a range of environments.
2. Identify the key features of good customer service, to include distinguishing between different kinds of customers, making a good first impression, meeting customer needs, catering for diversity and disability, understanding and responding to customer perceptions.
3. Explain the standards or rating system by which customer service is developed and measured in an industry-specific area.
4. Identify, for a vocationally-specific area, key elements of consumer legislation and the functions of associated regulatory organisations providing customer protection, representation and redress.
5. Explain how customer service enhances organisational effectiveness and success, to include   practical examples of organisations with good customer care.
6. Describe how customer perceptions can be influenced, to include elements such as the physical environment, printed materials, the personal presentation and conduct of a customer contact person.
7. Apply the personal skills, qualities and attitudes required to perform effectively when dealing with customers, to include active listening skills, positive body language and observation of customer behaviour.
8. Use appropriate communication technologies to include telephone, audio visual, conferencing, email and other interactive media in a range of customer service situations. 
9. Use written and verbal skills to include appropriate style, language and tone.
10. Handle a range of correspondence and records providing a service to the customer, to include orders, invoices, payments, and correspondence made both in writing and electronically.
11. Respond to customer complaints and compliments in accordance with organisational policy.
12. Handle a range of challenging situations, to include late and unexpected arrivals, customer errors, difficult customers, changing environments.
13. Demonstrate team or group work in providing customer care, to include allocation of roles and responsibilities, good communication and feedback, awareness of personal strengths and weaknesses when dealing with customers.

Indicative Content 
This section provides suggestions for programme content but is not intended to be prescriptive. The programme module can be delivered through classroom-based learning activities, group discussions, one-to-one tutorials, field trips, case studies, role play and other suitable activities, as appropriate.
1. To facilitate the learner to examine the principles of customer service within a range of environments.
· Define the term customer service.
· Explain how the identification of customer needs benefits organisations.

2. To enable to learner to identify the key features of good customer service, to include distinguishing between different kinds of customers, making a good first impression, meeting customer needs, catering for diversity and disability, understanding and responding to customer perceptions.
· Distinguish between internal and external customers.
· Outline the potential consequences of good and bad first impressions on customers.
· Understand how to meet customer needs and cater for diversity and disability, explain the term discrimination.
· Discuss ways of being alert to and avoiding practices and behaviour that would discriminate against an individual on the basis of culture, race, gender, socio-economic circumstance and learning, sensory, physical and intellectual disability.

3. To explore with the learner the standards or rating system by which customer service is developed and measured in an industry-specific area:
· Explain the term quality service.
· Discuss the means by which quality service is measured e.g. Q mark, ISO, CE Mark, Hotel Star ratings, entry in the Michelin Guide and other industry indicators.

4. To enable the learner to identify, for a vocationally specific area, key elements of consumer legislation and the functions of associated regulatory organisations providing customer protection, representation and redress.
· Outline relevant consumer legislation.
· Outline the functions of small claims court, the ombudsman, advertising standards authority and any other relevant consumer protection board.

5. To facilitate the learner to explain how customer service enhances organisational effectiveness and success, to include practical examples of organisations with good customer care.
· Identify the role of customer care in organisational effectiveness.
· Give examples of organisations which practice good customer care and outline the relevant customer care policies.

6. Facilitate the learner to explore how customer perceptions can be influenced, to include elements such as the physical environment, printed materials, the personal presentation and conduct of a customer contact person.
· Outline the potential impact of organisational presentation on customer perceptions e.g. physical environment, written materials etc.
· Outline the potential impact of personal presentation and appearance on customer perceptions.
· Outline the potential consequences of positive and negative attitudes of a customer contact person on customer on customer perceptions.

7. Enable the learner to apply the personal skills, qualities and attitudes required to perform effectively when dealing with customers, to include active listening skills, positive body language and observation of customer behaviour.
· Identify the skills, qualities and attitudes required to perform effectively when dealing with customers in an organisation.
· Differentiate between verbal and non–verbal communication.
· Demonstrate and recognize positive and negative body language.
· Demonstrate active listening skills.

8. Facilitate the learner to use appropriate communication technologies to include telephone, audio visual, conferencing, email and other interactive media in a range of customer service situations. 
· Use appropriate telephone techniques. 
· Use appropriate email etiquette. 
· Identify and use social networking sites in the appropriate situations.
· Use audio visual and conferencing techniques in the appropriate situations.
· Use other relevant interactive media.

9. Enable the learner to use written and verbal skills to include appropriate style, language and tone.
· Demonstrate appropriate written and verbal skills used in Customer Service settings.

10. Enable the learner to handle a range of correspondence and records providing a service to the customer, to include orders, invoices, payments, and correspondence made both in writing and electronically.
· Process appropriate correspondence and records e.g.  orders, invoices, payments and other correspondence.

11. 
Enable the learner to respond to customer complaints and compliments in accordance with organisational policy.
· Outline an organisations' policy for dealing with customer complaints.
· Identify and respond to customer complaints in accordance with the policy of the organisation.
· Respond to compliments in accordance with organisational policy.


12. Enable the learner to handle a range of challenging situations, to include late and unexpected arrivals, customer errors, difficult customers, changing environments:
· Understand the correct manner in which to deal with late and unexpected arrivals.
· Understand the correct manner in which to deal with customer errors.
· Understand the correct manner in which to deal with difficult customers.
· Understand the correct manner in which to deal with changing environments. 
13. Facilitate the learner to demonstrate team or group work in providing customer care, to include allocation of roles and responsibilities, good communication and feedback, awareness of personal strengths and weaknesses when dealing with customers.
· Work effectively as part of a team providing customer care.
· Allocate roles and responsibilities as appropriate.
· Demonstrate good communication and give appropriate feedback.
· Identify his/her own strengths and weaknesses in dealing with customers. 
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Assessment
11a. Assessment Techniques

Skills Demonstration 			50%
Portfolio/Collection of Work 		50%	

11b. Mapping of Learning Outcomes to Assessment Techniques
In order to ensure that the learner is facilitated to demonstrate the achievement of all learning outcomes from the component specification; each learning outcome is mapped to an assessment technique(s). This mapping should not restrict an assessor from taking an integrated approach to assessment.

	Learning Outcome
	Assessment Technique

	1. Examine the principles of customer service within a range of environments.
	Portfolio/Collection of Work

	2. Identify the key features of good customer service, to include distinguishing between different kinds of customers, making a good first impression, meeting customer needs, catering for diversity and disability, understanding and responding to customer perceptions.
	Portfolio/Collection of Work

	3. Explain the standards or rating system by which customer service is developed and measured in an industry-specific area.
	Portfolio/Collection of Work

	4. Identify, for a vocationally specific area, key elements of consumer legislation and the functions of associated regulatory organisations providing customer protection, representation and redress.
	Portfolio/Collection of Work

	5. Explain how customer service enhances organisational effectiveness and success, to include practical examples of organisations with good customer care.
	Portfolio/Collection of Work

	6. Describe how customer perceptions can be influenced, to include elements such as the physical environment, printed materials, the personal presentation and conduct of a customer contact person.
	Portfolio/Collection of Work

	7. Apply the personal skills, qualities and attitudes required to perform effectively when dealing with customers, to include active listening skills, positive body language and observation of customer behaviour.
	Skills Demonstration

	8. Use appropriate communication technologies to include telephone, audio visual, conferencing, email and other interactive media in a range of customer service situations.
	Skills Demonstration

	9. Use written and verbal skills to include appropriate style, language and tone.
	Skills Demonstration
&Portfolio/Collection of Work

	10. Handle a range of correspondence and records providing a service to the customer, to include orders, invoices, payments, and correspondence made both in writing and electronically.
	Portfolio/Collection of Work

	11. Respond to customer complaints and compliments in accordance with organisational policy.
	Skills Demonstration

	12. Handle a range of challenging situations, to include late and unexpected arrivals, customer errors, difficult customers, changing environments.
	Skills Demonstration

	13. Demonstrate team or group work in providing customer care, to include allocation of roles and responsibilities, good communication and feedback, awareness of personal strengths and weaknesses when dealing with customers.
	Skills Demonstration



11c.  Guidelines for Assessment Activities
The assessor is required to devise assessment briefs and marking schemes for the Skills Demonstration and Collection of Work.  In devising the Skills Demonstration and Collection of Work care should be taken to ensure that the learner is given the opportunity to show evidence of achievement of ALL the learning outcomes. 
Assessment briefs may be designed to allow the learner to make use of a wide range of media in presenting assessment evidence, as appropriate. Quality assured procedures must be in place to ensure the reliability of learner evidence.
	Portfolio/Collection of Work
	50%

	Portfolio/Collection of Work may be produced throughout the duration of this programme

	Assignment 
Learners are to select an organisation/industry and:
· identify the relevant applicable consumer legislation.
· identify the functions of its associated regulatory organisations.
· explain the standards/rating systems as it is applied to the organisation.
Observation
An observation of the customer service of an organization should be carried out and the following evidence submitted:

· A description of the observation site, including the physical environment, written materials, identity different types of customers, personal presentation of customer contact staff and identify their procedures relating to diversity and disability.
· A log of customer and provider behaviour over the 1hour period to include customer needs, customer behaviour, conduct of provider and the consequence of customer/provider interaction.
· An evaluation of the customer care that was observed with conclusions and recommendations.
· Give an evaluation of the customer care observed with an explanation of how it enhances organisational effectiveness and influences customer perceptions.

Correspondence
The learner must handle a range of correspondence and records providing a service to the customer, to include orders, invoices, payments, using the appropriate style, language and tone. 
Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these.
All instructions for the learner must be clearly outlined in an assessment brief.





	Skills Demonstration
	50%

	Skills Demonstrations may be assessed throughout the duration of this programme

	Complaint/Compliment
Learners should apply the personal skills, qualities, attitudes, body language and active listening skills necessary to demonstrate the effective handling of complaints and compliments in accordance with company policy, using the appropriate style, language and tone.
Challenging Situation
Learners should apply the appropriate personal skills, qualities, attitudes, body language and active listening skills to demonstrate the effective and professional handling of a challenging situation, to include late and unexpected arrivals, customer errors, difficult customers and changing environments, using the appropriate style, language and tone.
Team Participation
Learners should participate in a tutor devised exercise which will demonstrate team or group work in providing customer care demonstrating the appropriate personal skills, qualities, attitudes, body language and active listening skills necessary. Included should be the allocation of roles and responsibilities, good communication, personal feedback and a reflection on the exercise.
Communications Technology
Learner should demonstrate the effective use of appropriate communication technologies to include telephone, audio visual, conferencing, email and other interactive media in range of customer service situations. 
Use of technology can be incorporated as part of other skills demonstrations. Tutors are to devise appropriate methods of assessment.
Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these.

All instructions for the learner must be clearly outlined in an assessment brief.



Grading
Distinction: 	80% - 100% 
Merit: 		65% - 79%
Pass: 		50% - 64%
Unsuccessful: 	0% - 49%

At levels 4, 5 and 6 major and minor awards will be graded. The grade achieved for the major award will be determined by the grades achieved in the minor awards.
	Customer Service 5N0972
	Learner Marking Sheet
Portfolio/Collection of Work 50%



Learner’s Name: ________________________________
	Assessment Criteria
	Maximum Mark
	Learner Mark

	
Assignment 

Identification of key elements of consumer legislation associated with industry.
Identification of the functions of associated regulatory organisations.
Explanation of the applicable standards/ratings system.

	20
	

	
Observation

Comprehensive description of observation site.
Detailed log of customer and provider behaviour. 
Critical evaluation.

	20
	

	
Correspondence 

Range of correspondence handled.
Appropriate use of style, language and tone.

	10
	

	Total Mark
	50
	



NO ROUNDING OF MARKS
The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet

External Authenticator’s Signature: _________________________        Date: _________________
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	Skills Demonstration 50%



Learner’s Name: ________________________________
	Assessment Criteria
	Maximum Mark
	Learner Mark

	
Complaint/Compliment
· Effective response to customer complaint


Challenging Situation(s)
· Effective handling of a challenging situation(s)


Team Participation
· Effective participation as part of a team 
· Personal reflection 


Communications Technology
· Effective use of communications technology 


	

12



13



12




13
	

	Total Mark
	50
	




NO ROUNDING OF MARKS
The Assessor has signed the Summary Results Sheet to verify that the evidence presented in the attached portfolio is the work of the named learner and that the marks awarded here have been transcribed to the Summary Results Sheet


External Authenticator’s Signature: _________________________        Date: _________________
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