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This unit describes the performance outcomes, skills and knowledge required to develop, 

monitor and adjust customer service practices. It requires the ability to consult with 

colleagues and customers, develop policies and procedures for quality service provision, and 

manage the delivery of customer service. 

 

The unit applies to senior managers who operate independently, have responsibility for others 

and are responsible for making a range of operational and strategic decisions. 

 

This includes individuals working in a range of tourism, travel, hospitality and event contexts 

and to any small, medium or large organisation. 

 

What is meant by Customer Service – “the assistance and advice provided by a company to those 

people who buy or use its products or service”. 

 

 

 
 

STUDENT HANDOUT 
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ELEMENTS 
PERFORMANCE CRITERIA 

Elements describe the 

essential outcomes. 

Performance criteria describe the performance needed to 

demonstrate achievement of the element. 

1. Develop quality 

customer service 

practices. 

1.1.Obtain information on customer needs, expectations and 

satisfaction levels using both formal and informal research. 

1.2.Provide opportunities for customers and staff to give 

feedback on products and services. 

1.3.Review changes in internal and external environments and 

integrate findings into planning for quality service. 

1.4.Provide opportunities for staff to participate in 

development of customer service practices. 

1.5.Develop policies and procedures for quality service 

provision. 

2. Manage delivery of 

quality service. 

2.1.Communicate policies, procedures and expectations to 

staff. 

2.2.Make policies readily available to customers and staff. 

2.3.Monitor customer service in the workplace to ensure 

standards are met. 

2.4.Initiate staff training to enhance customer service. 

2.5.Take responsibility for service outcomes and dispute 

resolution. 

2.6.Act as a positive role model for professional standards 

expected of service industry personnel. 

3. Monitor and adjust 

customer service. 

3.1.Seek ongoing feedback from staff and customers to 

improve performance. 

3.2.Assess effectiveness of customer service practices. 

3.3.Identify systemic customer service problems and adjust 

policies and procedures to improve service quality. 

3.4.Develop, document and communicate new approaches to 

customer service to staff involved in service delivery. 
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Foundation Skills 

Foundation skills essential to performance in this unit, but not explicit in the performance 

criteria are listed here, along with a brief context statement. 

SKILLS 
DESCRIPTION 

Reading skills to:  interpret customer service surveys and unfamiliar complex 

documents on current industry trends and changes that affect 

service delivery 

 research customer service requirements. 

Writing skills to:  produce comprehensive yet easily accessible policies and 

procedures that provide service expectations. 

Oral communication 

skills to: 

 discuss customer service needs with staff and customers. 

Numeracy skills to:  calculate and interpret customer satisfaction statistics and 

business performance data. 

Learning skills to:  contribute to change management in workplace customer 

service. 

Problem-solving 

skills to: 

 allow for a rational and logical evaluation of the characteristics 

and needs of the organisation in order to design tailored 

customer service practices. 

Planning and 

organising skills to: 

 plan for, establish and regularly monitor all components of the 

customer service system. 

Self-management 

skills to: 

 take responsibility for customer service outcomes. 

Technology skills to:  use software to analyse customer satisfaction data. 

 

Performance Evidence 

Evidence of the ability to complete tasks outlined in elements and performance criteria of this 

unit in the context of the job role, and: 

 research and develop customer service policies and procedures for at least three different 

areas of the business that meet industry standards 

 implement and monitor practices for quality customer service in line with above policies 

and procedures over four service periods 

 evaluate practices for quality service provision and identify any failings 

 review policies and procedures, adjust as necessary, and communicate any new practices 

to staff. 
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Knowledge Evidence 

Demonstrated knowledge required to complete the tasks outlined in elements and 

performance criteria of this unit: 

 principles of quality customer service 

 specific industry sector: 

professional service standards for service industry personnel 

attitudes and attributes expected by the service industries to work with customers 

 roles and responsibilities of management, supervisors and operational personnel in 

providing quality service 

 sources of information on current service trends and changes that affect service delivery 

 internal and external environmental changes and their effect on planning for quality 

customer service: 
changes in the competitive environment 
economic climate 

 introduction of new technologies or equipment 

 management changes and organisational restructures 

 recruitment practices 

 trends in customer service preferences 

 methods of formal and informal customer research: 

 analysis of competitive environment and industry service trends 

 customer service surveys 

 customer focus groups 

 qualitative or quantitative research 

 seeking feedback from service delivery colleagues 

 questioning customers 

 methods of implementing quality service provision: 

 developing, implementing and monitoring customer service policies and procedures 

 involving staff in the development of customer service practices 

 evaluating staff and customer feedback 

 methods of assessing the effectiveness of customer service practices: 

 examining overall business performance 

 monitoring the ongoing effectiveness of: 

 staff in meeting customer service standards 

 policies and procedures in explaining practices 

 reviewing numbers and nature of: 

 complaints 

 disputes 

 responses of customers 

 reviewing customer satisfaction survey statistics 
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 methods of obtaining feedback from customers: 

 customer service discussions with employees during the course of each business day 

 discussions with customers 

 formal customer interviews 

 regular staff meetings that involve service discussions 

 seeking staff suggestions for content of customer service policies and procedures 

 surveys of internal customers, external customers and staff 

 improvements suggested by: 

 customers involved in complaints or disputes 

 suppliers 

 staff, supervisors and managers 

 industry schemes, accreditation schemes and codes of conduct aimed at improving 

customer service 

 areas where organisational policies and procedures assist in ensuring quality customer 

service: 

 acknowledging and greeting customers 

 complaint and dispute management 

 authority for different level personnel to resolve complaints, disputes, service issues and 

customer compensation 

 loyalty programs 

 presentation standards for customer environment and customer service personnel 

 pricing and service guarantees 

 product quality 

 refunds and cancellation fees 

 response times 

 staff training for: 

 customer service 

 technical skills 

 objectives, components and comprehensive details of consumer protection laws that relate 

to customer service, and the business’ responsibility for: 

 nominating and charging cancellation fees 

 providing information on potential price increases 

 providing refunds 

 supplying products as described or substituting suitable products when unable 

 formats for and content of policies and procedures. 
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Assessment Conditions 

Skills must be demonstrated in an operational business environment for which tailored 

customer service practices are required. This can be: 

 an industry workplace 

 a simulated industry environment. 

 

Assessment must ensure access to: 

 current plain English regulatory documents distributed by government consumer 

protection regulators 

 codes of practice and standards for customer service issued by industry groups 

 sources of information on customer needs, complaints and feedback 

 customer surveys and feedback collection tools and templates 

 team members with whom the individual can interact; these can be: 

 staff in an industry workplace during the assessment process; or 

 individuals who participate in role plays or simulated activities, set up for the purpose 

of assessment, in a simulated industry environment operated within a training 

organisation. 

 
Customer service is the act of taking care of the customer's needs by providing and delivering 

professional, helpful, high quality service and assistance before, during, and after the customer's 

requirements are met. 

Characteristics of Good Customer Service 

Customer service is the act of taking care of the customer's needs by providing and delivering 
professional, helpful, high quality service and assistance before, during, and after the customer's 
requirements are met. Customer service is meeting the needs and desires of any customer. Some 
characteristics of good customer service include:  

 Promptness: Promises for delivery of products must be on time. Delays and cancellations of 
products should be avoided.  

 Politeness: Politeness is almost a lost art. Saying 'hello,' 'good afternoon,' 'sir', and 'thank 
you very much' are a part of good customer service. For any business, using good manners is 
appropriate whether the customer makes a purchase or not.  

 Professionalism: All customers should be treated professionally, which means the use of 
competence or skill expected of the professional. Professionalism shows the customer 
they're cared for.  

 Personalization: Using the customer's name is very effective in producing loyalty.  
Customers like the idea that whom they do business with knows them on a personal level. 

How to develop good quality customer service practices 

The quality of customer service is the key differentiator between good, bad and indifferent 

companies. Good quality customer service keeps customers coming back; bad customer service 

drives customers away, taking their friends, family and workmates with them. 

All else being equal, good quality customer service gives the edge over competitors. Regardless of 
industry, here are the 9 key principals of good customer service that always make business sense. 
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1. Attracting new customers costs more than retaining existing customers 

A satisfied customer stays with a company longer, spends more and may deepen the relationship. 
For example a happy credit card customer may enlist the company’s financial services and later take 
travel insurance.  

This is an easy “sell”, compared with direct marketing campaigns, television advertisements and 
other sophisticated and expensive approaches to attract new customers.  

2. Customer service costs real money 

Real costs are associated with providing customer service and companies spend in line with a 
customer’s value. If you are a high value customer or have the potential of being high value, you will 
be serviced more carefully.  

Companies reduce the cost of customer service by using telephone voice response systems, 
outsourcing call centers to cheaper locations, and self-servicing on the internet. However, 
companies risk alienating customers through providing an impersonal service.  

Some internet banking companies are bucking the trend by charging customers to contact them. In 
exchange, customers receive better interest rates due to reduced overheads and are satisfied with 
that.  

3. Understand your customers’ needs and meet them 

How can you meet your customers’ needs, if you don’t know them? To understand your customer’s 
needs, just listen to the “voice of the customer” and take action accordingly. 

Customer listening can be done in many ways, for example feedback forms, mystery shopping, and 
satisfaction surveys. Some companies involve senior employees in customer listening to ensure 
decisions benefit the customer as much as the company. 

4. Good process and product design is important 

Good quality customer service is only one factor in meeting customer needs. Well designed products 
and processes will meet customers’ needs more often. Quality movements, such as Six Sigma, 
consider the “cost of quality” resulting from broken processes or products. Is it better to service the 
customer well than to eradicate the reason for them to contact you in the first instance?  

5. Customer service must be consistent 

Customers expect consistent quality of customer service; with a similar, familiar look and feel 
whenever and however they contact the company. 

Say you visit an expensive hairdressing salon and receive a friendly welcome, a drink and a great 
haircut. You are out of town and visit the same hairdressing chain and get no friendly welcome, no 
drink and a great hair-cut. Are you a satisfied customer who will use that chain again? Probably not, 
as you did not receive the same customer service – which is more than a good hair-cut. 

6. Employees are customers too 
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The quality management movement brought the concept of internal and external customers. 
Traditionally the focus was on external customers with little thought given to how internal 
departments interacted. Improving relationships with internal customers and suppliers assists 
delivery of better customer service to external customers, through reduced lead-times, increased 
quality and better communication. 

The “Service-Profit Chain” model developed by Harvard University emphasizes the circular 
relationship between employees, customers and shareholders. Under-staffed, under-trained 
employees will not deliver good quality customer service, driving customers away. Equal effort must 
be made in attracting, motivating and retaining employees as is made for customers, ultimately 
delivering improved shareholder returns. Better shareholder returns mean more money is available 
to invest in employees and so the circle continues. 

7. Open all communications channels 

The customer wants to contact you in many ways – face to face, by mail, phone, fax, and email - and 
will expect all of these communication channels to be open and easily inter-mingled.  

This presents a technical challenge, as it requires an integrated, streamlined solution providing the 
employee with the information they need to effectively service the customer. 

8. Every customer contact is a chance to shine 

If a customer contact concerns a broken process, then empowered employees will be able to resolve 
the complaint swiftly, possibly enhancing the customer’s perception of the company. Feeding back 
this information allows corrective action to be made, stopping further occurrences of the error. 

If you inform customers about new products or services when they contact you, you may make a 
valuable sale, turning your cost centre into a profit centre. This is only possible when you have a 
good relationship with your customer, where you understand their specific needs. A targeted sales 
pitch will have a good chance of success, as the customer is pre-sold on the company’s reputation. 

9. People expect good customer service everywhere. 

Think about an average day – you travel on a train, you buy coffee, you work. You expect your train 
to be on time, clean and be a reasonable cost. You expect your coffee to be hot and delivered 
quickly. You expect your work mates to work with you, enabling you to get the job done. 

People become frustrated when their expectations are not met, and increasingly demand higher 
service quality in more areas of their lives. 

Providing outstanding customer service at the right price is the holy grail of most companies. It is 
worth remembering that we all experience customer service every day. We can learn from these and 
apply them in our own line of work, whatever it may be. The quality of customer service will make 
you stand out from your competitors – make sure it’s for the right reasons! 

http://www.mftrou.com/quality-customer-service.html 

http://www.mftrou.com/quality-customer-service.html
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Principles of good customer service 

The key to good customer service is building good relationships with your customers. Thanking the 
customer and promoting a positive, helpful and friendly environment will ensure they leave with a 
great impression. A happy customer will return often and is likely to spend more. 

To ensure you provide the best customer service: 

 know what your customers consider to be good customer service 
 take the time to find out customers' expectations 
 follow up on both positive and negative feedback you receive 
 ensure that you consider customer service in all aspects of your business 
 continuously look for ways to improve the level of customer service you deliver. 

The following are some of the main elements of good customer service. 

Customer relationships 

To build good customer relationships you need to: 

 greet customers and approach them in a way that is natural and fits the individual situation 
 show customers that you understand what their needs are 
 accept that some people won't want your products and concentrate on building 

relationships with those who do 
 help people - even just letting a customer know about an event that you know they're 

personally interested in is helpful 
 continue to keep customers aware of what's in it for them to do business with you. 

Staff 

If you want to provide the best customer service, all of your staff need to have good communication 
and sales skills. You will also need to show leadership by personally providing excellent customer 
service at all times. Learn more about the sales process. 

Complaints 

Listen to customer complaints; you may learn something about your product or service. Let 
customers know that you appreciate feedback. 

Overcome any objections. Listen to what the customer is objecting about (often price, merchandise 
or time). Confirm the validity of each concern and offer a solution. Find out more about managing 
customer complaints. 

Products 

Know your products - where everything is located, brand names, place of manufacture and price. 
The more you know, the more confidence you can build in the customer. 

Recognise product features. Turn these features into benefits for the customer. Ensure your staff 
can tell customers about the product features and benefits. 
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https://www.business.qld.gov.au/business/running/customer-service/improving-customer-

service/customer-service-principles 

Improving customer service 

Customer service is about giving customers what they want, when they want it, in the best possible 
way. If your business provides good customer service, you have a greater chance of keeping and 
increasing your customer base. 

Research indicates that it costs up to 10 times as much to attract a new customer as it does to keep 
an existing customer. 

Good customer service can help your business grow by increasing: 

 customer numbers through favourable word-of-mouth advertising 
 the dollar amount spent per customer per transaction 
 the frequency of customer visits. 

You can establish a culture of excellent customer service in your business by planning, developing 
and sustaining a customer service program. Train your staff to give your customers the highest level 
of service. 

Measuring customer service 

Identify areas of your customer service that are measurable, and regularly check that these meet 
your expectations. There are many ways to measure the success of your customer service. 

Mystery shoppers 

You could organise a friend or family member to be a mystery shopper or mystery phone caller. 
Have them ask specific questions of your staff to test their product knowledge, helpfulness and the 
time taken to be served. 

You may also be able to hire a mystery shopping company, who can design their visits around your 
specific requirements. 

Surveys and feedback forms 

Customer feedback is another good measure of your service. To collect information on customer 
satisfaction, you could use survey cards where customers rate aspects of your service (e.g on a scale 
of 1 to 5). You can ask for feedback on specific aspects of your business or leave forms open-ended, 
like a suggestion box. Share with staff any positive or negative feedback you receive. 

You can collect customers' personal details by asking for names, contact details and preferences on 
the back of any feedback forms or cards. Any customer information that you collect, whether you 
use it or not, must comply with business privacy laws. The laws also cover how you can store and use 
the information. 

https://www.business.qld.gov.au/business/running/customer-service/improving-customer-service/customer-service-principles
https://www.business.qld.gov.au/business/running/customer-service/improving-customer-service/customer-service-principles
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Business website 

Include a feedback section on your website, such as a message board, or make a clear 'contact us' 
section and say that you appreciate all feedback. 

Business records 

You can also measure aspects of your business that have numerical values, such as the number of 
orders, number of complaints and number of hits on your website, as these are affected by your 
customer service. 

https://www.business.qld.gov.au/business/running/customer-service/improving-customer-

service/measuring-customer-service 

How to Develop a Customer Service Policy 

With more ways to contact businesses than ever before – phone, websites, email, social media, in 
person – customers expect more and more responsive companies. Quality of service has gone from 
a competitive advantage to a necessity. Research shows that over two-thirds of customers who stop 
using businesses do so because they find the service staff unhelpful, while 55% would pay more to 
guarantee good service. In order to improve the service of your company, or to establish that your 
new venture is customer oriented, you will need to evaluate your current service, investigate your 
customer’s needs, and develop a flexible customer service policy that addresses those needs 

Set up a system to document customer complaints and comments. Your customer service policy 

should be tailored to the needs of your customers, and if you listen, your customers will tell you 

what those needs are. If you don’t have a systematic way to compile this information, develop one. 

The information recorded should include:  

 The customer’s name, address, and phone number 
 The name of the employee receiving the complaint 
 The date and time of the complaint and of its resolution 
 The nature of the complaint 
 The agreed upon solution, whether it was implemented on the spot, and if not when it was 

promised 
 What steps are currently being taken 
 The date and time of follow up to ensure the customer is satisfied 
 Any compensation given to the customer 
 Suggestions on how the problem can be avoided in the future 

Create surveys and run focus groups. In both cases, your goal should be to gather useful 

information rather than positive feedback. To do so: 

 Ask open-ended questions that lend themselves towards specific feedback, rather than 
focusing on rankings, which tell you little about how to address them. Ratings are less 
important than why you are getting those ratings. 

 Use professional firms or online survey sites to help develop questions that are truly 
objective and don’t stack the deck to get you favorable results. What you need is useful 
feedback, not praise. 

https://www.business.qld.gov.au/business/running/customer-service/improving-customer-service/measuring-customer-service
https://www.business.qld.gov.au/business/running/customer-service/improving-customer-service/measuring-customer-service
http://www.wikihow.com/Develop-a-Customer-Service-Policy
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 Use online surveys to gather information in real time. You need to know what your 
customers need today, not two months ago. The best way to do this is to use a self-serve or 
full-service online system to gather customer feedback. 

Consult your employees and operational data. Organize focus groups to talk to your employees 

about frequent customer issues they deal with. Also look at stats like the number of returns and 

return rate to determine how happy customers are with your products. Other stats to consult 

include: 

 The status of backlogs and stockouts – If your products are unavailable, you can bet your 
customers are less than satisfied. 

 Internal reject rate – If the rate is high, then there is a good chance some bad products are 
reaching customers. Bad products mean dissatisfied customers, and the typical dissatisfied 
customer tell 9-15 people about their experience. 

Talk to your vendors and service providers. If you outsource various aspects of your business like 

shipping or website management, these service providers may have valuable information about your 

customers. 

 Ask your website administrator to categorize types of feedback and transmit it to you. 
 Ask your shipping unit how frequently it must re-do orders that are rejected the first time 

they ship due to defects or other problems. 
 Ask your customer service call-center to categorize complaints and other feedback and 

transmit it to you. Also ask about typical customer wait time and how many customers call 
and hang up before reaching a service agent. 

 Identify your top three significant customer service issues. Combine internal and vendor 

input and compare it to information from your customers in order to create a list of 

problems. Focus on ones that come up frequently, affect your bottom line, and are 

actionable (i.e. “my order was defective” rather than “I was dissatisfied”).[ 

Creating your Customer Service Policy 

 

Customer service is an important factor in developing a wide and loyal customer base. A customer 

service plan deeply examines customers' perceptions and expectations of a company, and guides the 

company through the process of bringing its customer service activities in line with customers' 

needs. Knowing how to create a customer service plan can help you to continually offer a highly 

competitive customer experience 

Develop a vision statement. This is the guiding principle that informs how your company seeks to 

interact with its customers. It is both a daily reminder and a goal to be aspired to. It should be simple 

and direct, like Ray Kroc’s vision for McDonald’s: “Quality, Service, Cleanliness, and Value.” To come 

up with your vision statement: 

 Looking 3 to 5 years into the future, imagine your company’s success and list five reasons for 
it. 

 Now list the reasons for your success from the customer’s viewpoint. 
 From the vantage point of this future success, list the steps you have taken to upgrade 

customer service. 
 Based on these lists, summarize the key elements of your vision. 
 List the verbs from you summary and use them to build a concise vision statement. 

http://www.wikihow.com/Develop-a-Customer-Service-Policy#_note-9


Student Handout – Develop and Manage Quality Customer Service 6Apr16 

Set customer service goals in line with your vision and based on your research into customer 

needs. These goals should provide quantifiable targets to address the customer service areas you 

identified as most important. For example: 

 A time limit by which all calls to the service center be answered 
 A target for the percentage of products returned 
 A target for the percentage of customers who report that they are satisfied with how their 

complaint was handled 
 A target for the percentage of customers who complain who go on to purchase your service 

or products again 

Make your customer policies straightforward and customer-friendly. Review your customer 
feedback to see which policies have proven most troublesome. If possible, get rid of them. Be sure 
to consult your employees to get their feedback on any proposed policies. They will often have a 
better feel for how the customer interacts with the customer service policy.  

 You can find examples of straightforward, succinct customer service plans at 
thethrivingsmallbusiness.com and aa.com (American Airlines). 

Use your goals as a guide in creating your customer service policy. Once you have hashed out a 

policy, take time to consider it from the customers’ point of view. Policy areas to touch on include: 

 Product or service overview – Do you have policies in place to make it as easy as possible for 
customers to learn about what you sell? 

 Speed – Can your customers order quickly and painlessly? Are knowledgeable customer 
service representatives readily available? Consider setting a maximum wait time for in store 
and phone service, and then consider what it will take to achieve those service standards. 

 Communication – Do you do a good job of informing customers of everything they need to 
know to do business with you? Return and shipping policies should be easy to locate. 
Accepted forms of payment should be clearly displayed. Add-on services and warranties 
should be explained without pressure to buy. 

 Follow up – Your customers should be given the name, phone number, and email of a 
person to contact if they need help after a purchase. Show them a timeline for service or 
product delivery. Give information on how to seek technical support or other help. Make it 
easy for them to complain if they need to do so. 

 Complaints – Are complaints handled promptly? Are employees given the freedom to 
problem solve to reach the best solution? Is higher level management involved quickly? How 
are customers compensated for various problems? Is there follow-up to ensure customer 
satisfaction? 

 Retention – Are you building long-term relationships with your customers? Contact them a 
month after the transaction to be sure they are satisfied. Consider sending out a newsletter 
or coupons to customers. Create customer forums on your website. 

 Employee monitoring – Are you encouraging your employees to provide good customer 
service? Do you share customer feedback with them and confront them when they are not 
meeting service standards? Do you recognize and reward them when they provide good 
service? 

Give your employees discretion to deal with customer problems. What you don’t want are policies 

that are used as weapons against the customer – e.g. “I’m sorry I can’t do more, but its company 

policy” – or problems that drag on and frustrate customers. Instead of strict rules, give your 

employees broad guidelines to help them problem solve. 
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 Understand the problem – Let the customer speak without interrupting, note the important 
facts, and repeat them to be sure you got it right. “Just to confirm, you want to receive a 
new unit and get a refund, right?” 

 Identify the cause – Find out what the customer did, review what should have happened, 
and isolate the problem. Identifying the cause often means accepting that the company, not 
the customer, is responsible for the problem. “You ordered a unit that our website says 
works with your system. You should have been able to plug it in and use it, but the literature 
on the website must be mistaken, because the unit is not compatible with your system.” 

 Propose solutions – First ask the customer for ideas. If he or she has a clear idea of how they 
want the situation resolved, either agree or work with them to finalize a plan that works for 
the customer and the company. 

 Solve the problem – Take corrective action and ask the customer if they are pleased with 
the way the problem was resolved. Apologize for the trouble and ideally, offer the customer 
something as compensation for their trouble. 

 Train your employees in the new policy. Hold a mandatory meeting to introduce the plan 

and to explain its purpose. Afterwards, work training into regular meetings, as well as 

holding training workshops to teach your personnel particular skills such as problem solving 

for complaints.  

http://www.wikihow.com/Develop-a-Customer-Service-Policy 
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