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	You must be able to: 

	1. Understand how to exceed customer expectations.

	1.1 Explain how customers form expectations of the service they will receive.
	
	
	

	1.2 Explain legislation, organisational policies and procedures that can limit or vary the service offer.
	
	
	

	1.3 Explain the types of actions that customers are likely to perceive as adding value.
	
	
	

	1.4 Explain how to recognise when actions taken to offer added value could be built into the service offer.
	
	
	

	2. Be able to exceed customer expectations.

	2.1 Identify differences between customers’ expectations and needs and the service offer.
	
	
	

	2.2 Explain the service offer clearly and concisely to customers.
	
	
	

	2.3 Identify options that offer added value without affecting other customers adversely.
	
	
	

	2.4 Make offers to customers within their own authority levels.
	
	
	

	2.5 Take action to ensure that customers are aware that offers made to them have added value and exceed the service offer.
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	2.6 Record agreements made and actions taken.
	
	
	




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:











