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Unit Title:  Meeting customers’ after sales needs  

OCR unit number: 18 

Level:   2  

Credit value:  3  

Guided learning hours:  14 

Unit reference number: R/502/8601  

Unit aim and purpose 

This unit aims to develop the knowledge and skills required to deal with customers’ after sales 

needs, and review the after-sales process, in line with organisational procedures.   

 

Learning Outcomes Assessment Criteria 

The Learner will: 

1 Be able to investigate customer after sales 

needs  

The Learner can: 

1.1 Establish the nature of customers’ after 

sales needs  

1.2 Communicate with customers in a way that 

conforms with quality and customer service 

standards at all times  

2 Be able to handle customers’ after sales 

needs  

2.1 Deal with customers’ after sales needs 

following organisational customer service 

standards and procedures  

2.2 Balance customers’ needs with those of the 

organisation  

2.3 Explain when to refer to someone in 

authority if the problem cannot be resolved 

within the limits of own authority  

2.4 Fulfil commitments made to customers in 

accordance with quality and customer 

service standards  

2.5 Record commitments made to customers  

3 Be able to review the after sales process  3.1 Obtain customers’ comments on service 

reliability from customers  

3.2 Analyse and report the findings to the 

relevant person in the organisation  

3.3 Make recommendations for improvements 

to after sales service provision in the light of 

customer feedback  

Assessment 

This unit is internally assessed by centre staff and externally verified by OCR Assessors. 

Guidance on assessment  

Skills CFA Assessment Strategy Competence units (S/NVQ). 
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Additional information 

For further information regarding administration for this qualification, please refer to the OCR 

document ‘Admin Guide: Vocational Qualifications’ (A850) on the OCR website www.ocr.org.uk . 

 

http://www.ocr.org.uk/

