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Programme Module for 
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Customer Service 6N0697

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 6 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 6 Communications and level 6 Mathematics modules with that of other level 6 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.

1. Title of Programme Module

Customer Service

2. Component Name and Code 

Customer Service   6N0697

3. Duration in Hours

150 Hours (typical learner effort, to include both directed and self-directed learning)
4. Credit Value

15 Credits 
5. 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
6. Special Requirements

None

7. Aim of the Programme Module

This programme module aims to equip the learner with the relevant knowledge, skill and competence to direct quality customer service within a work, social or voluntary environment, independently and or in a supervisory capacity.

8. Objectives of the Programme Module
   To facilitate the learner to

· To enable the learner to become aware of the importance of customer service in all organisations types, public private and voluntary.

· To enable the learner to show an understanding of the role and responsibilities of management and frontline staff in developing and delivering excellent customer service.

· To facilitate the learner to undertake research to examine the role customer service plays in the profitability and wellbeing of an organisation.

· To facilitate the learner to become familiar with relevant legislation, which impacts on customer service.
· To enable the learner to develop a customer service quality programme consistent with best practice and standards.

· To assist the learner to develop the academic and vocational language, literacy and numeracy skills related to Customer Service at level 6 through the medium of the indicative content 
· To enable the learner to exercise substantial personal autonomy and responsibility.


9. Learning Outcomes of Customer Service level 6 6N0697
Learners will be able to:

1. Evaluate the principles and practice of customer service in range of public, private and voluntary environments.
2. Explain the principles underpinning customer service in a range of organisations, to include domestic and global organisations, those dealing with internal; external, corporate and individual customers, organisations providing products, and those providing services.
3. Evaluate how organisational policies and industry specific quality assurance systems can enhance customer service, to include customer charter policies on handling complaints, relevant quality rating systems.

4. Summarise key elements of consumer legislation for an industry-specific area in Ireland, to include a comparative look at similar legislation in another country.
5. Describe the formal processes and associated organizations or bodies available to customers seeking protection, representation and redress.
6. Construct an organisational charter for two different types of organisations, to include identification of personnel with responsibility for customer service.
7. Describe how the principles of customer service influence strategic planning in an organisation, to include reference to policies and standard operational procedures for all levels of the organization.

8. Explain how market research can assist development of customer service strategies, to include use of primary and secondary data, different data collection methods, use of market segmentation and observation of customer reaction and behaviour.
9. Use a range of communication skills and technologies to meet the needs of diverse customers, to include a variety of listening methods and strategies to respond to complaints and to resolve any difficulties arising
10. Design a tool to measure customer satisfaction in an industry-specific area, such as a comment form, survey, questionnaire, focus group
11. Manage the needs of customers within a specialised industry or  vocational area, to include identification of diverse needs of older people, children, people with a disability, those with requirements based on culture or religion and strategies to meet those needs and to build customer loyalty
12. Facilitate effective teamwork in customer care, to include evaluation of performance and success
13. Design a customer service programme for staff, to include operational standards for frontline personnel and delivery of an appropriate oral presentation summarising the programm
10. 10.   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.
Learning outcome 1. Evaluate the principles and practice of customer service in range of public, private and voluntary environments.

In order to achieve learning outcome 1 facilitate the learner to:
· Explore the essence of customer service.

· Discuss the concept of customer satisfaction and customer expectations

· Appraise the importance of customer service in the profitability and wellbeing of public,

private and voluntary organizations.

· Examine the learners own experience of customer service with different types of organization.

Learning outcome 2:.Explain the principles underpinning customer service in a range of organisations, to include domestic and global organisations, those dealing with internal; external, corporate and individual customers, organisations providing products, and those providing services

In order to achieve learning outcome 2, facilitate the learner to:
· Identify the underlying principles of a customer oriented Organization.

· Discuss the different types of domestic and global business organizations. 

· Identify different types of customers e.g. internal/external, corporate/individual.

· Discuss the needs of each of these customer types.

· Explore the difference between Product (tangible) and Service (intangible) oriented businesses/organizations.

· Analyse the role of customer service in tangible and intangible businesses/organizations.

· Identify players/roles in an organisation with responsibility for customer service
Learning outcome 3: Evaluate how organisational policies and industry -specific quality assurance systems can enhance customer service, to include customer charters, policies on handling complaints, relevant quality rating systems.

In order to achieve learning outcome 3 facilitate the learner to:
Evaluate the following in developing an organization`s customers service policy:
·  Mission statement

·  customer charter

· codes of practice

· standards of excellence

· Appraise the importance of organizational policies on handling complaints

· Show an awareness of organizational policies and industry-specific quality assurance systems

· Evaluate the standards by which quality is measured e.g. Q Mark, the Michelin Guide; ISO 9000; Hotel Star Ratings; rating/awarding employees.

Learning outcome 4: Summarise key elements of consumer legislation for an industry-specific area in Ireland, to include a comparative look at similar legislation in another country.
In order to achieve learning outcome 4 facilitate the learner to:
· Discuss the main provisions of the Consumer Protection Act 2007 and

Sale of Goods and Supply of Services Act 1980.

· Consider the main provisions of consumer protection legislation.

· Explore the legal protection available to customers in the event of disputes.

· Investigate the existence of comparable legislation or regulations in at least one other country

Learning outcome 5: Describe the formal processes and associated organizations or bodies available to customers seeking protection, representation and redress

In order to achieve learning outcome 5, facilitate the learner to:
· Outline the role of the Advertising Standards Authority.

· Outline the procedures in making a complaint to the Small Claims Court.

· Discuss the role of the Director of Consumer Affairs.

· Outline the functions of the National Consumer Agency.

· Outline the role of the Financial Services Ombudsman.

Learning outcome 6: Construct an organisational chart for two different types of organisations, to include identification of personnel with responsibility for customer service.

In order to achieve learning outcome 6, facilitate the learner to:
· Evaluate the role of an organisational chart in the management of a company.

· Analysis the organisational charts of two companies.

· Outline the players/roles in an organisation with responsibility for

Learning outcome 7: Describe how the principles of customer service influence strategic planning in an organisation, to include reference to policies and standard operational procedures for all levels of the organization
In order to achieve learning outcome 7, facilitate the learner to:
· Discuss how customer service influence the strategic planning of an organizations

· Evaluate the customer service policies and procedures of an organization

· Examine the key personal engaged in customer service at all levels within an organisation

Learning outcome 8:Explain how market research can assist development of customer service strategies, to include use of primary and secondary data, different data collection methods, use of market segmentation and observation of customer reaction and behaviour
In order to achieve learning outcome 8 facilitate the learner to:
· Appraise the importance of market research in the development of customer service strategies.

· Examine the difference between primary and secondary data.

· Discuss methods of data collection for both secondary and primary research

· Show an awareness of market segmentation and the role it plays in customer service strategies.

· Explore ways of observing and recording customer behaviour e.g. customers reactions, body language, interactions

learning outcome 9: Use a range of communication skills and technologies to meet the needs of diverse customers, to include a variety of listening methods and strategies to respond to complaints and to resolve any difficulties arising

In order to achieve learning outcome 9, facilitate the learner to:
· Discuss the communication skills essential for one to one personal interface.

· Evaluate the benefits of listening to customers.

· Show an awareness of listening methods and strategies to respond to complaints.

· Discuss different levels of listening.

· Identify operational strategies for handling complaints, awkward customers and time wasters, awkward customers.

· Discuss new technologies that allows an organization communicate with its customers
Learning outcome 10: Design a tool to measure customer satisfaction in an industry-specific area, such as a comment form, survey, questionnaire, focus group
In order to achieve learning outcome 10, facilitate the learner to:
· Identify the criteria for measuring quality service within an organization.

· Devise tools to measure customer satisfaction e.g. comment form, survey, questionnaire etc.

· Evaluate the results of customer service research.

· Discuss the importance of making recommendations based on research.

Learning outcome 11: Manage the needs of customers within a specialised industry or  vocational area, to include identification of diverse needs of older people, children, people with a disability, those with requirements based on culture or religion and strategies to meet those needs and to build customer loyalty
In order to achieve learning outcome 11, facilitate the learner to:
· Identify barriers to effective customer service and communication within organisations.

· Outline ways an organization can remove communication barriers if they exist.

· Show an awareness of the diverse customer service requirements of customers with specific needs, e.g. customers with disabilities, the elderly, tourist etc.

· Appraise the importance of customer loyalty to the wellbeing of an organization.
Learning outcome 12: Facilitate effective teamwork in customer care, to include evaluation of performance and success.
In order to achieve learning outcome 12, facilitate the learner to:
· Discuss the concept on teamwork and how it can improve customer service in an organisation

· Discuss the key stages in the development of a team within an organization.

· Evaluate the importance of giving regular feedback to the members of the team.

Learning outcome 13: Design a customer service programme for staff, to include operational standards for frontline personnel and delivery of an appropriate oral presentation summarising the programme
In order to achieve learning outcome 13, facilitate the learner to:
· The importance of customer service to the organisation

· the importance of communication skills

· the use of technology in dealing with the customer

· handling complaints

· dealing with awkward customers

· dealing with customers with diverse needs
· Outline the relevant presentation aids that could be used in delivering the programme.

· Formulate appropriate methods of delivering oral presentation.

11. Assessment

11a.
Assessment Techniques
Portfolio/Collection of work 50%

Skills demonstration 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. Evaluate the principles and practice of customer service in range of public, private and voluntary environments.

	Portfolio/
Collection of work/Skills Demonstration

	2. Explain the principles underpinning customer service in a range of organisations, to include domestic and global organisations, those dealing with internal; external, corporate and individual customers, organisations providing products, and those providing services.

	Portfolio/

Collection of work/Skills Demonstration

	3. Evaluate how organisational policies and industry specific quality assurance systems can enhance customer service, to include customer charter policies on handling complaints, relevant quality rating systems.
	Portfolio/

Collection of work/Skills Demonstration

	4. Summarise key elements of consumer legislation for an industry-specific area in Ireland, to include a comparative look at similar legislation in another country.
	Portfolio/

Collection of work

	5. Describe the formal processes and associated organizations or bodies           available to customers seeking protection, representation and redress.

	Portfolio/

Collection of work

	6. Construct an organisational charter for two different types of organisations, to include identification  of personnel with responsibility for customer service.
	Portfolio/

Collection of work /Skills 
Demonstration

	7. Describe how the principles of customer service influence strategic planning in an organisation, to include reference to policies and standard operational procedures for all levels of the organization.


	Portfolio/

Collection of work/Skills Demonstration

	8. Explain how market research can assist development of customer service strategies, to include use of primary and secondary data, different data collection methods, use of market segmentation and observation of customer reaction and behaviour.
	Portfolio/

Collection of work/ Skills Demonstration

	9. Use a range of communication skills and technologies to meet the needs of diverse customers, to include a variety of listening methods and strategies to respond to complaints and to resolve any difficulties arising

	Portfolio/

Collection of work

	10. Design a tool to measure customer satisfaction in an industry-specific area, such as a comment form, survey, questionnaire, focus group

	Skills
Demonstration

	11. Manage the needs of customers within a specialised industry or vocational area, to include identification of diverse needs of older people, children, people with a disability, those with requirements based on culture or religion and strategies to meet those needs and to build customer loyalty

	Portfolio/

Collection of work/ Skills

Demonstration

	12. Facilitate effective teamwork in customer care, to include evaluation of performance and success

	Skills
Demonstration

	13. Design a customer service programme for staff, to include operational standards for frontline personnel and delivery of an appropriate oral presentation summarising the programme.

	Skills
Demonstration


11c.  
Guidelines for Assessment Activities

	Portfolio/Collection of Work

	50%

	Time allocation: The assessment will be completed throughout the learning process


	The collection of Work will provide evidence of Learning Outcomes;1,2,3,4,5,6,7,8,9,10,11
The learner is required to compile a collection of work over a period of time that demonstrates a clear and in-depth knowledge of the theoretical and practical skills associated with customer service.
Evidence must include:
· Analysis of the principles and practice of customer service, including dealing with internal, external, corporate and individual customers in domestic and global organisations.
· Description of organisational policies on handling complaints, customer charters and quality rating systems.

· Exploration of consumer legislation in Ireland and another country, including the processes available to customers seeking redress.
· Explanation of how market research, both primary and secondary, can assist the development of customer service strategies, including the use of comment form, survey and questionnaire.
· Analysis of the range of communication skills and technologies used to reach customers.

· Exploration of organisational strategies to deal with customers with special needs, and build customer loyalty.
  All instructions for the learner must be clearly outlined in assessment briefs.

Evidence for this assessment technique may take the form of worksheets, case studies, practical activities, scientific enquiries, projects presentations, through written, oral, graphic, audio, visual or digital evidence, or any combination of these.  Any audio, video or digital evidence must be provided in a suitable format.


	Skills Demonstration

	50%

	Time allocation: The assessment will be completed throughout the learning process


	The skills demonstration will provide evidence of learning outcomes (1,2,3,6,7,8,10,12,13).

In one or more skills demonstrations, the learner will be assessed on their ability to plan, implement and evaluate Customer service policy and procedures.

Candidates will be required to demonstrate:

Skills Demonstration 1

Reporting on the Customer service policy and procedures of an organisation of the learner’s choice using the following Learning Outcomes as guides:
LO1 Evaluate the principles and practice of customer service in range of public, private and voluntary environments.
LO2 Explain the principles underpinning customer service in a range of organisations, to include domestic and global organisations, those dealing with internal; external, corporate and individual customers, organisations providing products, and those providing services.

LO3 Evaluate how organisational policies and industry specific quality assurance systems can enhance customer service, to include customer charter policies on handling complaints, relevant quality rating systems.

LO6 Construct an organisational charter for two different types of organisations, to include identification of personnel with responsibility for customer service.

LO7 Describe how the principles of customer service influence strategic planning in an organisation, to include reference to policies and standard operational procedures for all levels of the organization.
 Skills Demonstration 2
The learner should conduct Market research, as part of a team, on an organisation’s Customer service policy using the following learning outcomes as guides:
 LO8 Explain how market research can assist development of customer service strategies, to include use of primary and secondary data, different data collection methods, use of market segmentation and observation of customer reaction and behaviour.

LO10 Design a tool to measure customer satisfaction in an industry-specific area, such as a comment form, survey, questionnaire, focus group

LO12 Facilitate effective teamwork in customer care, to include evaluation of performance and success
Skills Demonstration 3

Design a Customer service staff manual to include the following

· The importance of customer service to the organisation

· the importance of communication skills

· the use of technology in dealing with the customer

· handling complaints

· dealing with awkward customers

· dealing with customers with diverse needs

using the following Learning Outcomes as a guide:

LO11 Manage the needs of customers within a specialised industry or vocational area, to include identification of diverse needs of older people, children, people with a disability, those with requirements based on culture or religion and strategies to meet those needs and to build customer loyalty
LO13 Design a customer service programme for staff, to include operational standards for frontline personnel and delivery of an appropriate oral presentation summarising the programme.
Evidence for this assessment technique may take the form of written, oral, graphic, audio, visual or digital evidence, or any combination of these (select as appropriate). Any audio, video or digital evidence must be provided in a suitable format.

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




12. 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

6N0697

	Learner Marking Sheet 1
Portfolio/Collection of Work
50%



Learner’s Name: ________________________________



	Assessment Criteria


	MaximumMark
	LearnerMark

	In-depth knowledge of principles and practice of customer service.


	15
	

	Clear understanding of consumer legislation in Ireland. 

	5
	

	Comprehensive description of customer service market research

	10
	

	Analysis of the range of communication skills and technologies used to reach customers.


	10
	

	Analysis of organisational strategies to deal with customers with diverse needs, and build customer loyalty.
	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: ...............................

	Customer service 
6N0697
	Learner Marking Sheet 2
Skills assessment
50%


Learner’s Name: ________________________________



	Assessment Criteria


	MaximumMark
	LearnerMark

	Demonstrated a clear understanding of the principles of Customer service as outlined in the report.
Presented results of market research findings as part of a team.

Designed and presented a customer service training manual 


	15
15
20
	

	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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