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	Please read the instructions printed at the end of this form.  One of these sheets, fully completed, should be attached to the assessed work of each candidate.

	Unit Title
	  Customer relations in business
	Unit Code
	T/502/5321
	Year
	2
	0
	1
	

	Centre Name
	
	Centre Number
	
	
	
	
	

	Candidate Name
	
	Candidate Number
	
	
	
	

	Assessment Criteria
	Teacher comment
	Page No./Evidence location

	Pass
	Merit
	Distinction
	
	

	Learning Outcome 1 : Know how customer service is provided in business
	
	

	P1: Describe three different types of customers and their needs and expectations
	
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	P2: Outline the benefits of good customer service in a selected organisation
	M1: Analyse the impact of poor customer service on a selected organisation
	D1: Evaluate the consequences to a selected organisation of good and poor customer service
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	Learning Outcome 2 : Be able to apply appropriate presentation and interpersonal skills in customer service situations
	
	

	P3: Demonstrate presentation,

communication and interpersonal skills in different customer service situations
	M2: Analyse the strengths and weaknesses of own presentation, communication and interpersonal skills in different customer service situations
	D2: Evaluate own skills and performance in different customer service situations, incorporating this into a personal development plan
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	Learning Outcome 3 : Understand how consistent and reliable customer service contributes to customer satisfaction
	
	

	P4: Explain what contributes to consistent and reliable customer service
	
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	


	Assessment Criteria
	Teacher comment
	Page No./Evidence location

	Pass
	Merit
	Distinction
	
	

	Learning Outcome 4 : Know how to monitor and evaluate customer service within an organisation
	
	

	P5: Describe how customer service can be monitored and evaluated
	
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	P6: Outline how improvements to the customer service in an organisation could be made
	
	
	
	

	
	
	
	Grade
	
	

	
	
	
	
	
	

	Overall Grade
	
	


	Completed by:
	Date :

	
	Please tick to indicate this work has been standardised internally
	


Please note:
This form may be updated on an annual basis.  The current version of this form will be available on the OCR website (www.ocr.org.uk).  
Guidance on Completion of this Form

1
One sheet should be used for each candidate.

2
Please ensure that the form is fully completed.
3
Please enter specific page numbers where evidence can be found in the portfolio, or where electronic evidence is being submitted, the location of this.
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