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The learner and their organisation need information about their customers and their behaviour to
answer customer questions and to respond to customer requests. Information about customers is
also used by the organisation to develop its customer service. Some customer information is
collected from customers. Other customer information is collected through information systems and
equipment that make records of service delivery. In either case the learner must collect
information, retrieve it and supply it when needed. Good customer information provides a sound
basis for all customer service transactions. The quality of the customer information depends
heavily on the skills and attention to detail of the person dealing with the information.

Learning Outcomes

Assessment Criteria

Knowledge, understanding
and skills

The Learner will:

1 Collect information about
customers

The Learner can:

11

1.2

1.3

Collect and record new
information about
customers following the
organisation’s guidelines
Update existing
information about
customers

Record and store
information about
customers that is accurate,
sufficient and relevant
following organisational
guidelines

Candidates must have an
understanding of:

¢ What information about
their customers is required

e How to collect and record
information about their
customers

e How to update existing
information and why it is
important that it is kept up-
to-date

2 Select and retrieve
information about

2.1

Respond promptly to
authorised requests for

Candidates must have an
understanding of:

customers information about e The Data Protection Act
customers e Who they can provide
2.2 Select and retrieve information to and what
relevant information for information they can
customers or colleagues provide Organisational
following the organisation’s guidelines for the selection
guidelines and retrieval of information
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Learning Outcomes

Assessment Criteria

Knowledge, understanding
and skills

3 Supply information about
customers

3.1 Supply accurate and
sufficient information about
customers to meet their
customers’ or colleagues’
expectations

3.2 Choose the most
appropriate way to supply
information to their
customers or colleagues

3.3 Confirm that their
customers or colleagues
have received and
understood the customer
information

Candidates must have an
understanding of:

e The expectation of their
customers’ or colleagues in
relation to receiving
information

o Different ways of supplying
information

e Different methods for
checking that information
has been received and
understood

4  Understand how to
process customer service

4.1 Describe their
organisation’s procedures

Candidates must have an
understanding of:

information and guidelines for e The organisational

collecting, retrieving and procedures and guidelines
supplying information in support of the Data
about customers Protection Act

4.2 Identify types of personal e The types of personal
information about information about
customers that should and customers that should not
should not be kept on be retained
record e Effective methods for

4.3 Explain how to collect collecting customer
information about information
customers efficiently and e How to use customer
effectively information storage

4.4 Explain how to operate the systems (electronic and
customer information paper-based)
Storage system _ ¢ How the processing of

4.5 Explain why processing information contributes to
information about effective customer service
customers correctly makes and the importance of
an important contribution attention to detail The Data
to effective customer Protection Act
service

4.6 Explain the importance of
attention to detail when
processing information
about customers

4.7 Describe legal and
regulatory restrictions on
the storage and use of
customer data

Assessment

This qualification is internally assessed by centre staff and externally verified by OCR Assessors.
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Evidence requirements

1.

Your evidence should be collected when carrying out a real job, whether paid or voluntary,
and when dealing with real customers, whether internal or external to the organisation.
However, for this Unit, evidence collected in a realistic working environment or a work
placement is permissible. Simulation is not allowed for any performance evidence within this
Unit. (Guidelines for a Realistic Working Environment can be found in the OCR Customer
Service Centre Handbook which can be downloaded from the OCR website:
WWW.0cCr.org.uk).

You may collect the evidence for the Unit through work in a private sector organisation, a
not-for-profit organisation or a public services organisation.

You must provide evidence that shows you have done this over a sufficient period of time
with different customers on different occasions for your assessor to be confident that you are
competent.

Your communication with customers may be face to face, in writing, by telephone, text
message, email, internet (including social networking), intranet or by any other method you
would be expected to use within your job role.

You must provide evidence that you have processed information relating to:

a new customers
b existing customers.

Your evidence must show that you have:

a checked whether the information you are collecting and retrieving is accurate and up-to-
date
b selected information that is directly relevant to each of your customers.

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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