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Unit Title: Prepare Customer Accounts and Deal with Departures

	URN: A/601/5125
	
	

	Credit Value: 4
	
	

	Level: 2
	
	

	

	
	Assessment Method
	Evidence Ref.

Page number, Method
	Assessor Decision 

Sign and Date

	You must be able to: 



	1. Be able to prepare and maintain customer accounts


	1.1 Enter charges regularly and accurately against customer accounts in the accounts system

	
	
	

	1.2 Record any account adjustments accurately against customer accounts

	
	
	

	1.3 File and store account documents correctly at all times

	
	
	

	1.4 Present accounts to customer

	
	
	

	1.5 Make sure customer accounts cannot be accessed by unauthorised people

	
	
	

	2. Understand how to prepare and maintain customer accounts


	2.1 Describe organisational standards for customer care, and why it is important to follow these

	
	
	

	2.2 State the basic legal requirements relating to preparing and maintaining customer accounts

	
	
	

	2.3 Describe organisational procedures for customer accounts, and why it is important to follow these

	
	
	

	2.4 Explain why customer accounts must be updated regularly with charges and adjustments

	
	
	

	
	Assessment Method
	Evidence Ref.

Page number, Method
	Assessor Decision 

Sign and Date

	2.5 State why it is important to give accurate verbal and written information to customers

	
	
	

	2.6 State why customer accounts must be secure from unauthorised access

	
	
	

	2.7 Outline the types of unexpected situations and problems that may occur with customer accounts, and how to deal with these correctly

	
	
	

	3. Be able to deal with the departure of customers


	3.1 Prepare documents and other necessary items before the customer departs

	
	
	

	3.2 Present the account to the customer for confirmation

	
	
	

	3.3 Check customer account details and request payment as required

	
	
	

	3.4 Complete documentation and deal with it using the correct account or booking system

	
	
	

	3.5 Complete all other procedures for customer departures

	
	
	

	3.6 Record customer comments, complaints and suggestions and feed them back to appropriate person or department

	
	
	

	3.7 Promote establishment services and facilities as appropriate

	
	
	

	4. Understand how to deal with the departure of customers
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	4.1 State the basic legal requirements relating to accommodation, goods and services for sale

	
	
	

	4.2 Describe safe and hygienic working practices when dealing with the departure of customers

	
	
	

	4.3 State organisational procedures for customer departures

	
	
	

	4.4 State why complaints, comments and suggestions should be recorded and fed back to the appropriate person

	
	
	

	4.5 State why details of any extra charges should be available to the customer

	
	
	

	4.6 Outline the types of unexpected situations and problems that may occur with customer departures and how to deal with these correctly

	
	
	

	4.7 Describe opportunities to promote the organisation when the customer is leaving

	
	
	




Learner declaration of authenticity:


I declare that the work presented for this unit is entirely my own work.








Learner signature:							Date:





Assessor sign off of completed unit:


I confirm that the learner has met the requirements for all assessment criteria demonstrating knowledge and skills for this unit. 








Assessor name:








Signature:								Date:











