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	You must be able to: 

	1 look and act the part in order to provide a good customer service impression

	1.1 dress for customer service work in the way their organisation expects
	
	
	

	1.2 show they are working hard and making efforts to impress customers
	
	
	

	1.3 be in the right place at the right time to give a good impression and deliver good customer service
	
	
	

	1.4 show good manners when dealing with customers
	
	
	

	2 relate to their customers and to colleagues effectively

	2.1 explain the benefits of dealing with customers face to face or by telephone rather than using text, e-mail or writing
	
	
	

	2.2 talk clearly to customers using words that they can understand
	
	
	

	2.3 talk to customers without using language that they would consider to be bad
	
	
	

	2.4 show a willing and friendly attitude when dealing with customers without being over-familiar
	
	
	

	2.5 help and cooperate with colleagues to give good service to customers
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	[bookmark: _GoBack]3 know how to adapt their behaviour to give a good customer service impression

	3.1 identify how the way they dress affects the way that customers react to the service they provide
	
	
	

	3.2 describe why customers may see particular types of dress as inappropriate and how their organisation expects them to dress
	
	
	

	3.3 state why it is important for customers to feel that they are working hard to give them an excellent service
	
	
	

	3.4 state why good timekeeping and making sure they are where they are expected to be is important to giving excellent customer service
	
	
	

	3.5 describe what behaviour is considered by most customers to be “good manners” and what is considered to be “bad manners” or rudeness
	
	
	

	3.6 identify what customers and colleagues might consider to be bad language and why it may offend people
	
	
	

	3.7 identify why customers feel better about the service they receive if they have a willing and friendly attitude
	
	
	

	3.8 describe how to behave so that they appear to be willing and friendly with customers without being over-familiar
	
	
	

	3.9 identify what they can do to cooperate with colleagues in giving customer service and why that might be helpful
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