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Customer service changes and improves sometimes through the application of technology or other
resources as much as through changes in behaviour of those delivering the service. Whilst these
changes can bring real benefits they inevitably come at an initial cost which must be taken into
consideration. This unit is about the process of managing the application of technology or other
resources to a customer service process. It involves a systematic approach to considering and
evaluating options, implementing the most appropriate and reviewing the results.

Learning Outcomes

Assessment Criteria

Knowledge, understanding
and skills

The Learner will:
1. identify and specify

opportunities for customer

service improvement

The Learner can:

1.1 monitor developments in
technology and the use
of other resources to
improve customer
service

1.2 review customer service
delivery systems with
specific reference to use
of resources and
technology

1.3 identify opportunities and
options for improving
customer service by
applying technology or
other resources

1.4 analyse the customer
service benefits that
could result from options
for improvement

1.5 specify the changes in
technology or other
resources needed to
deliver the options

Candidates should have an
understanding of:

The strategy, policies and
procedures of their
organisation relating to the
delivery of services and
products to customers.

Their organisation’s
procedures for individual
involvement in proposing and
delivering improvements to
customer service procedures
and practices.

How to monitor developments
in technology and use other
resources to improve customer
setrvice.

How to review customer
service delivery systems
relating especially to use of
resources and technology.
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Identifying opportunities and
options for improving customer
service by applying technology
or other resources and how to
analyse customer service
benefits resulting from the
options.

How to specify changes in
technology or other resources
needed to deliver the options.

2. evaluate options for 2.1 identify the options for Candidates should have an
applying technology or improving customer understanding of:
other resources to improve service with the
customer service application of technology
or other resources Current technology and other
_ resources available and used
2.2 establish the costs in the delivery of effective
associated with each customer service.
option for improving
customer service
2.3 list and where possible How to identify options f_or
guantify the benefits from Fhese for customer service
each option for improving |mproyement, establl_sh
customer service associated costs, estimate
affordability and quantify
2.4 estimate the aﬁordab|l|ty benefits of each Option_
of each option to improve
customer service
Their organisation’s processes
25 ;T)Cporr(;};rr]i:?g;zzorzg?%r for recommending appropriate
) ) options to improve customer
implementation .
service.
2.6 identify the probable
effects of any _ )
on their Organisation’s effeCtS Of recommended
service offer and changes on their organisation’s
customer perceptions service offer and customer
2.7 plan a business case to perceptions.
support their
recommendations for How to plan a business case
improvements through supporting recommendations.
application of technology
or other resources
3. oversee the 3.1 plan implementation Candidates_should have an
implementation of using details of agreed understanding of:
resource changes to developments to improve
improve customer service customer service How to plan implementation of
, agreed developments to
3.2 Drief colleagues about

the implementation of
customer service
improvements and the

improve customer service in
their organisation.

Methods of briefing colleagues
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expected benefits

on improvements, their
implementation and expected

3.3 roﬂgﬁgﬁelzgsggnon benefits and how to monitor
improvements and the these.
expected benefits o .

How to review implementation

3.4 review implementation of | of improvements with relevant
customer service colleagues and make
improvements with appropriate adjustments as a
colleagues result of this.

3.5 make appropriate
adjustments to
implementation of
customer service
improvements as a result
of review

4. understand how to apply 4.1 describe features and Candidates_should have an
technology or other functionality of available | understanding of:
resources to improve technology that may
customer service contribute to How to implement agreed

improvements in developments to improve
customer service customer service in their

4.2 evaluate how the organisation.

?gspgfg[é%no?a :rd g:g?]nal Current technqlogy and other
technology can be used resources available an_d used
to improve customer in the delivery .of effective
service customer service.

4.3 describe _meth(_)ds forthe | How to evaluate the application
systematic review of of non-technological resources
customer service in customer service
systems development.

4.4  explain techniques to
analyse the costs and Candidates must be able to
benefits of options for explain:
improving customer
service Features and functionality of

. available technology that could

4.5 S?ess(,::r?tienrgztgagisn?srs _contribute to customer service

: improvements.
case for applying
:iggﬂ?é%%%grngtgr Suitable r_nethods to
improvements in syst_ematlcally review customer
. service systems.
customer service

4.6 explain briefing Suitable techniques for
techniques for analysing cost and benefits of
introducing colleagues to | options to improve customer
changes service.

7 descrbe s 09U | otnos ofpresening o
service delivery after the business case for applying
implementation of fcechnology or other resources
changes in customer service

improvement.
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How to introduce changes and
brief colleagues.

How to review and adjust
customer service delivery after
changes have been
implemented.

Assessment

This unit is centre assessed and externally verified. In order to achieve the unit you must produce a
portfolio of evidence which, on request, will need to be made available to the OCR external verifier.
Portfolios of work must be produced independently and Centres must confirm to OCR that the
evidence is authentic. An OCR Centre Authentication form is provided in the Centre Handbook.

Evidence requirements

In order to achieve this unit you must demonstrate that you have met all of the stated learning
outcomes and assessment criteria. Your assessor must be able to observe you in the workplace or
you must provide tangible evidence of your real work activities.

You may collect evidence for the unit through work in a private sector organisation, a public sector
organisation or a not-for-profit organisation.
You must provide evidence that shows you have done this over a sufficient period of time on

different occasions for your assessor to be confident that you are competent.

Guidance on assessment and evidence requirements

Please refer to the OCR Customer Service Centre Handbook available from the OCR website:
www.ocr.org.uk

National Occupational Standards (NOS) mapping/signposting

This unit maps fully to competences outlined in the Customer Service 2010 (Institute of Customer
Service) suite of National Occupational Standards.

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
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