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Unit Title: Promote additional services or products to customers

	URN: D/601/0936
	
	

	Credit Value: 6
	
	

	Level: 2
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	You must be able to: 



	1. Identify additional services or products that are available


	1.1 Update and develop their knowledge of their organisation’s services or products

	
	
	

	1.2 Check with others when they are unsure about new service or product details

	
	
	

	1.3 Identify appropriate services or products that may interest their customer

	
	
	

	1.4 Spot opportunities for offering their customer additional services or products that will improve the customer experience

	
	
	

	2. Inform customers about additional services or products


	2.1 Choose the best time to inform their customer about additional services or products

	
	
	

	2.2 Choose the best method of communication to introduce their customer to additional services or products

	
	
	

	2.3 Give their customer accurate and sufficient information to enable them to make a decision about the additional services or products
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	2.4 Give their customer time to ask questions about the additional services or products

	
	
	

	3. Gain customer commitment to using additional services or products


	3.1 Close the conversation if the customer shows no interest

	
	
	

	3.2 Give information to move the situation forward when their customer shows interest

	
	
	

	3.3 Secure customer agreement and check customer understanding of the delivery of the service or product

	
	
	

	3.4 Take action to ensure prompt delivery of the additional services or products to their customer

	
	
	

	3.5 Refer their customer to others or to alternative sources of information if the additional services or products are not their responsibility

	
	
	

	4. Understand how to promote additional services or products to customers


	4.1 Describe the organisation’s procedures and systems for encouraging the use of additional services or products

	
	
	

	4.2 Explain how additional services or products will benefit their customers

	
	
	

	4.3 Explain how their customer’s use of additional services or products will benefit their organisation
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	4.4 Identify the main factors that influence customers to use their services or products

	
	
	

	4.5 Explain how to introduce additional services or products to customers outlining their benefits, overcoming reservations and agreeing to provide the additional services or products

	
	
	

	4.6 State how to give appropriate, balanced information to customers about services or products
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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. 
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