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	You must be able to: 

	1. Understand how to develop customer relationships.

	1.1 Describe the importance of developing relationships with customers.
	
	
	

	1.2 Explain the value of customer loyalty and retention.
	
	
	

	1.3 Explain how customers’ expectations may change over time.
	
	
	

	1.4 Explain the use of customer feedback as a means of developing customer relationships.
	
	
	

	1.5 Explain the limits of their own authority to make alternative service offers to customers.
	
	
	

	1.6 Describe the use of Customer Relationship Management systems and processes to meet customers’ expectations.
	
	
	

	1.7 Explain the importance of regular communication in the development of both internal and external customer relationships.
	
	
	

	2. Be able to develop relationships with customers.

	2.1 Give help and information that meets or exceeds customers’ expectations.
	
	
	

	2.2 Identify new ways of helping customers based on their feedback.
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	2.3 Share feedback from customers with others.
	
	
	

	2.4 Identify added value that the organisation could offer customers.
	
	
	

	2.5 Bring to customers’ attention products or services that may interest them.
	
	
	




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:











