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	You must be able to: 

	1. Understand how to build effective relationships with customers.

	1.1 Analyse stakeholder mapping techniques.
	
	
	

	1.2 Analyse the features of influencing techniques.
	
	
	

	1.3 Explain how influencing techniques can be used to improve the relationship with customers.
	
	
	

	1.4 Evaluate the benefits and value of relationships with customers and customer loyalty.
	
	
	

	1.5 Explain how techniques to manage expectations are applied to the management of customers.
	
	
	

	1.6 Explain different types of acceptable compromise.
	
	
	

	1.7 Evaluate the benefits of adopting a “customer-centred” approach.
	
	
	

	2. Be able to determine the scope for building effective relationships with customers.

	2.1 Identify the customers with whom relationships should be developed.
	
	
	

	2.2 Identify the interests and concerns of customers with whom relationships should be developed.
	
	
	

	2.3 Evaluate the scope for and limitations of building relationships with different types of customer.
	
	
	

	3. Be able to develop effective relationships with customers.
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	3.1 Behave in a way that creates mutual trust and respect.
	
	
	

	3.2 Provide information and perform actions within agreed timescales.
	
	
	

	3.3 Take account of feedback provided by customers.
	
	
	

	3.4 Keep customers up to date with new products and/or services and developments.
	
	
	

	3.5 Assess regularly the extent to which customers’ expectations are met.
	
	
	

	3.6 Use personal influence and authority to ensure that customer needs are met or exceeded.
	
	
	

	4. Be able to review and improve relationships with customers.

	4.1 Monitor customer relationships and developments.
	
	
	

	4.2 Take action to ensure that others complete agreed actions within agreed timescales.
	
	
	

	4.3 Address changes to customer service methods that may have an effect on customer relationships.
	
	
	

	4.4 Collect feedback from customers on their levels of satisfaction.
	
	
	

	4.5 Recommend improvements to customer service based on analyses of the effectiveness of customer relationships.
	
	
	




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:











