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Introduction
This set of assessment tools is for the units of competency SITXCCS014 Provide service to customers and SITXCCS011 Interact with customers. 
This is a cluster of two units of competency delivered simultaneously and with integrated assessment.

The guide is divided into three sections:

Section 1:
Unit of competency

Section 2:
Assessment resources

Glossary (VET sector terminology)

As the trainer/assessor, you are in the best position to judge the full training and assessment requirements of a unit of competency. The judgments that you make in this regard should form part of your broader training and assessment strategy.

Learners may or may not be employed in the workplace. Where a learner is currently employed, you should endeavour to use relevant workplace documents and resources. Where learners are not currently employed, you must provide example documentation and a simulated environment wherever possible. Encourage classroom learners to take every opportunity to observe a real working environment and discuss what they have seen. Note that observation and assessment in the workplace is mandatory for some units of competency. Refer to section 1.2 of this guide, or to the assessment requirements of the relevant unit of competency, for details of assessment conditions.
Section 1 - Units of competency

This unit of competency is drawn from the Tourism, Travel and Hospitality Training Package (Release 2). The training package specifies the skills and knowledge required to perform effectively in the tourism workplace.

Individual units of competency are nationally agreed statements that describe work outcomes and can stand alone when applied in the workplace.

The unit of competency, SITXCCS014 Provide service to customers, comes from the Version 2 of the Training Package.
This unit, SITXCCS011 Develop web presence using social media, is drawn from Release 2 of this Training Package.
This section outlines the requirements of the units of competency SITXCCS014 Provide service to customers and SITXCCS011 Develop web presence using social media and other information relevant to it.

It contains the following information:

1.1 
Elements of competency and performance criteria

1.2
Assessment requirements 
1.3 
Dimensions of competency

1.4
Foundation skills
1.5
Skill sets

1.6
Recognition of prior learning (RPL)
1.7 
Glossary of terms
1.1
Elements of competency and performance criteria

The elements of competency define the skills required to perform a work activity. They describe the required outcomes that need to be assessed. 

The performance criteria define the level of skill necessary to achieve the requirements of the element.

The following tables map the content in the on-line course SITXCCS014 Provide service to customers andSITXCCS011 Interact with customers to the units of competency.
	SITXCCS014 Provide service to customers
	Where covered in on-line course

	Element 1: Communicate with internal and external customers.

	1.1. 
Communicate with customers in a professional manner within designated response times using appropriate verbal and non-verbal communication.
	Task 7

	1.2. 
Observe and respond to non-verbal communication of customers.
	Task 7

	1.3. 
Use active listening and questioning to facilitate effective two-way communication.
	Task 7

	1.4. 
Select a medium of communication appropriate for the customer and situation.
	Task 7

	Element 2: Follow defined organisational standards when delivering service.

	2.1. Practise high standards of personal presentation and hygiene according to organisational requirements.
	Task 7

	2.2. Follow organisational customer service policies and procedures.
	Task 7

	2.3. Adhere to professional standards expected of service industry personnel.
	Task 7

	Element 3: Provide service to customers.

	3.1. Establish rapport with customer to promote goodwill and trust during service delivery.
	Task 7

	3.2. Identify customer needs and expectations, including customers with special needs.
	Task 7

	3.3. Promptly meet all reasonable customer needs and requests.
	Task 7

	3.4. Identify and anticipate operational problems and take action to minimise the effect on customer satisfaction.
	Task 7

	3.5. Recognise and act upon opportunities to deliver additional levels of service beyond customer’s immediate request.
	Task 7

	Element 4: Respond to customer complaints.

	4.1. Proactively recognise customer dissatisfaction and take swift action to avoid escalation to a complaint.
	Task 7

	4.2. Respond to customer complaints in a professional manner.
	Task 7

	4.3. Identify solutions in consultation with customer.
	Task 7

	4.4. Resolve complaints according to own level of responsibility and organisational policy.
	Task 7

	4.5. Escalate complex service issues to higher level staff for action.
	Task 7

	Element 5: Provide internal feedback on customer service practices.

	5.1. Provide ongoing internal feedback on service practices, policies and procedures, and suggest improvements.
	Task 7

	5.2. Identify individual and recurring complaints and provide internal feedback to avoid future occurrence.
	Task 7


	SITXCCS011 Interact with customers
	Where covered in on-line course

	Element 1: Greet and serve customers.

	1.1. Prioritise customers ahead of other workplace duties.
	Task 7

	1.2. Greet customers according to organisational customer service standards.
	Task 7

	1.3. Communicate with customers in a clear and professional manner.
	Task 7

	1.4. Explain and match products and services to customer needs.
	Task 7

	Element 2: Work with others to deliver service.

	2.1. Identify personal limitations in serving the needs of customers and seek assistance from others where appropriate.
	Task 7

	2.2. Follow directions of supervisors and managers to deliver quality service.
	Task 7

	2.3. Resolve routine customer problems according to own level of responsibility and organisational policy.
	Task 7

	2.4. Escalate other service issues to a higher-level staff member for action in line with organisational procedures.
	Task 7

	Element 3: Provide feedback on customer service.

	3.1. Report service issues and customer problems as they arise.
	Task 7

	3.2. Provide customer feedback to relevant supervisors or managers.
	Task 7


1.2
Assessment requirements 

SITXCCS014 Provide service to customers covers the outcomes, skills and knowledge required to communicate effectively with and provide quality service to both internal and external customers. It requires the ability to establish rapport with customers, determine and address customer needs and expectations, and respond to complaints.

The unit applies to those frontline service personnel who deal directly with customers daily and who operate with some level of independence and under limited supervision.
SITXCCS011 Develop web presence using social media covers the outcomes, skills and knowledge required to deliver fundamental customer service to both internal and external customers. It requires the ability to greet and serve customers and respond to a range of basic customer service enquiries, including routine customer problems.

The unit applies to frontline service personnel who operate under close supervision and with guidance from others. They provide routine customer service and would not be expected to respond to complex customer requests or complaints.

The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements.
· Knowledge evidence: the scope and depth of knowledge required.
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required.
Performance evidence
The performance evidence for the unit SITXCCS014 Provide service to customers consists of at least one prolonged event where the candidate builds and uses a social media platform for a business purpose. The completion of tasks that address the performance criteria including:  
· identify customer requirements and provide quality customer service to three different internal and three different external customers to meet requirements.
· provide service to above customers in line with organisational customer service standards and within designated organisational response times.
· apply procedures to respond to and resolve three different customer complaints according to organisational policies and procedures.
· use effective communication techniques with the above internal and external customers, including at least one with special needs.
· seek formal and informal feedback from customers on above service.
SITXCCS011 Develop web presence using social media consists of at least one event where the candidate builds and manages a social media outlet. The completion of tasks that address the performance criteria including:  
· identify customer requirements and provide effective customer service to two different internal and two different external customers to meet requirements.
· interact with above customers in line with organisational customer service standards and within designated organisational response times.
· respond to three different customer problems according to organisational policies and procedures including identifying situations where problems are beyond own level of responsibility, and process to escalate in line with organisational policies and procedures.
· seek informal feedback from customers on above activities.
Knowledge evidence
The knowledge evidence within the unit SITXCCS014 Provide service to customers consists of:

· principles of quality customer service and positive communication

· appropriate non-verbal communication for customer service:

· body language

· culturally specific communication customs and practices

· dress and accessories

· gestures and mannerisms

· use of space

· voice tonality and volume

· methods for enhancing service delivery in response to staff and customer feedback.
· professional service standards expected of service industry personnel.
· attitudes and attributes expected by the service industries to work with customers.
· standards of personal presentation and hygiene.
· different customer service and communication expectations, including those with special service needs.
· types of customers – external, internal, new, regular or repeat, visitors.
· designated response times for acknowledging customers and their enquiry.
· customer service policies and procedures, including those for:

· acknowledging and greeting customers.
· complaint and dispute management.
· empowerment of different levels of personnel to resolve complaints, disputes, service issues and customer compensation.
· loyalty programs.
· presentation standards for customer environment, customer service personnel, and documents and promotional materials.
· pricing guarantees.
· product quality.
· refunds and cancellation fees.
· response times and service guarantees.
· training staff for customer service and complaint handling.
· awareness of special needs, customs and practices of various social and cultural groups of customers regarding:

· modes of greeting, farewelling and conversation

· body language and body gestures

· formality of language
· clothing

· considerations when selecting a mode of communication:

· assistive technology requirements

· use of interpreters

· two-way communication systems

· methods of collecting feedback: formal (surveys, interviews, structured questioning) and informal (observation, casual discussion).
· essential features, conventions and use of different types of communication techniques and equipment.
The knowledge evidence within the unit SITXCCS011 Develop web presence using social media consists of:
· importance of the customer in the service industries

· customer service standards expected in the service industries.
· profiles of different types of customers: external, internal, new, regular or repeat, visitors.
· value and role of customer feedback in improving service delivery.
· presentation standards for:

· customer environment

· customer service personnel

· documents and promotional materials

· customer service policies and procedures:

· application of booking or cancellation fees

· response times for acknowledging and greeting customers.
· response times for delivering products and services.
· customer service policies for resolving routine customer problems.
· product pricing and quality

· processing refunds and exchanges

· gathering and recording customer feedback on services

· empowerment of different levels of personnel to resolve complaints, disputes, service issues and customer compensation.
· escalating and reporting service issues and customer problems

· methods to communicate with customers by telephone, electronically and face-to-face.
· techniques for showing interest in customer needs and maintaining a welcoming customer environment during service delivery, including using appropriate voice tonality and volume and basic gestures.
· product information sheets

· procedures for responding to routine customer problems:

· incorrect pricing of products and services.
· delays or errors in providing products or services.
· misunderstanding customer requests.
Assessment conditions
Skills must be demonstrated in a safe environment where evidence gathered demonstrates consistent performance of typical activities experienced by individuals in the workplace.

Simulations and scenarios are acceptable. Simulated assessment environments must simulate the real-life working environment where these skills and knowledge would be performed, with all the relevant equipment and resources of that working environment.
The assessment environment must include access to:

· organisational policies, procedures and templates relating to:

· customer service standards

· designated response times

· presentation standards

· procedures for dealing with customer complaints.
· customer surveys and feedback collection

· recording and reporting customer feedback

· internal and external customers with different service needs with whom the individual can interact. These can be:

· customers in an industry workplace during the assessment process; or

· individuals who participate in role plays or simulated activities, set up for the purpose of assessment, in a simulated industry environment operated within a training organisation.
Assessment must ensure use of relevant legislation, policies and procedures and industrial awards.

Assessors must satisfy the NVR/AQTF mandatory competency requirements for assessors.
1.3
Dimensions of competency

The dimensions of competency relate to all aspects of work performance. The following table explores the four dimensions of competency in more detail.

	Dimensions of competency
	What it means

	Task skills
	The candidate must perform the individual skills required to complete a work activity to the required standard.

	Task management skills
	The candidate must manage several different tasks to complete a whole work activity, such as working to meet deadlines.

	Contingency management skills
	The candidate must use their problem-solving skills to resolve issues that arise when performing a work activity.

	Job/role environment skills
	The candidate must perform effectively in the workplace when undertaking a work activity by working well with all stakeholders and following workplace policies and procedures.


Assessors and/or their training organisations need to ensure that the range of assessment instruments developed for this unit adequately explore the dimensions of competency.
1.4
Foundation skills

Underpinning all job roles is a set of skills that are essential if learners are to participate successfully in work and be valuable and productive employees. 
The foundation skills embedded in this unit of competency are outlined below:
	Skill
	Performance
Criteria
	Description

	Reading 
(SITXCCS014 and SITXCCS011)
	SITXCCS014: 1.4, 
SITXCCS011: 1.1, 1.2, 1.3, 1.5, 2.4, 


	· interpret messages, notes, letters, online communications, and policies and procedures. (SITXCCS014)
· interpret sometimes detailed procedures documents. (SITXCCS011)

	Writing 

(SITXCCS014 and SITXCCS011)
	SITXCCS014: 5.1, 5.2
SITXCCS011: 2.6, 3.1, 3.2
	· record clear and concise messages, notes, emails and letters. (SITXCCS014)
· record simple notes and basic information. (SITXCCS011)

	Self-management 

(SITXCCS011)
	1.3, 2.1, 2.2, 2.4, 3.1, 3.2, 
	· deal with customer enquiries in a logical sequence while accommodating other work commitments. (SITXCCS014)


	Oral communication

(SITXCCS014 and SITXCCS011)
	SITXCCS014: 1.1, 1.2, 1.3, 1.4

SITXCCS011: 1.2, 1.3, 1.4, 2.2, 
	· ask questions and actively listen to customers to determine their needs. (SITXCCS011)

· discuss causes of customer problems with colleagues and supervisors in a professional manner. (SITXCCS011)

	Problem-solving skills

(SITXCCS011)
	SITXCCS011:2.2, 2.3, 2.4
	· recognise customer problems and resolve or refer service issues. (SITXCCS011)

	Initiative and enterprise

(SITXCCS011)
	SITXCCS011:2.1, 2.2,
	· recognise delays and deficiencies in customer service and rectify to customer satisfaction in line with own level of responsibility. (SITXCCS011)

	Technology 

(SITXCCS014 and SITXCCS011)
	SITXCCS014: 

SITXCCS011: 1.2, 1.3, 1.4, 1.5, 2.1, 2.3, 2.4, 2.6
	· use electronic communication media. (SITXCCS014)
· identifies and confirms purposes, specific functions and key features of basic digital systems and tools. (SITXCCS011)


Do not assume that learners already have these skills; for example, even if you believe they have good writing skills, they may never have written a specific type of report before.

Remember that the learner may not necessarily need all these skills for a specific task, nor be required to develop them to a high level. This will depend on the nature of the task and the context in which they are working.

Your role is to:

· when planning your assessment program, identify where foundation skills are embedded in the unit of competency and how learners can demonstrate they have acquired the skills.
· encourage learners to record in the template that follows the Final Assessment the activities they have performed that demonstrate specific foundation skills; they can do this after completing each chapter in the learner guide.

1.5
Skill sets

Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement, or defined industry need. 

Skill sets do not replace qualifications as the foundation for undertaking work in the community sector. Skill sets build on a relevant qualification and enable a qualified worker to move laterally into work areas addressed by the skill set or to broaden their skill base in relation to the services they provide.
1.6
Recognition of prior learning (RPL)

Recognition of prior learning (RPL) is an assessment process that assesses an individual’ s non-formal and informal learning to determine the extent to which that individual has achieved the required learning outcomes, competency outcomes, or standards for entry to, and/or partial or total completion of, a qualification.

To have skills and knowledge formally acknowledged, a learner must supply a range of evidence to verify competency. The trainer then needs to assess this evidence against the criteria for the qualification.

Evidence of competency may include work samples, journals, and third-party testimonials. Learners may also need to be observed undertaking set tasks and/or answer set questions.

The full RPL Kit for this qualification is available. The kit consists of four parts:
· Assessor’s Guide

· Candidate’s Guide

· Forms

· Workplace Guide

1.7
Glossary of terms
Wherever possible and appropriate, knowledge should be contextualised to the learner’s workplace. For example, when dealing with organisational policies and procedures, look at the actual policies and procedures of the workplace.
Agent: An agent is the support team member who is assigned service tickets and responsible for resolving customer requests. Agents may also interact directly with customers to address service requests via communication channels such as phone, email, chat, and social media.

Agent experience: Agent experience refers to the quality of interactions between support team members and the company employing them. It determines how satisfied agents are with their work and career paths and has an impact on both their interactions with customers and the company’s bottom line. It also refers to the tools and processes that enable support agents to not only provide the kind of support customers love but avoid providing the kind of frustrating experiences customer hate.

Benchmarking: Benchmarking is a comparison of agent or team performance against the performance of peers or competitors. It can also be used to compare the current and past performance of the same agent or team. Benchmarking helps in assessing a relative position versus the competition, and in developing plans to maintain or improve on that position.
Brand: Everything your customers or the public thinks or knows when they hear a company name.
Business hours: Business hours are the days and times that a company’s customers can access agents for support. Though customers may consider 24/7 support ideal, a company can set business hours based on regional demand by looking at its customer types, available support channels, and customer feedback. This data provides insights into a company’s optimal hours for agent staffing.

Business process outsourcing: Business process outsourcing, or BPO, involves assigning responsibility for a function or operation to an external party. A growing company can use this strategy to maintain service standards and meet an increased demand for support as its business expands. BPO options include onshore (same country), near shore (same hemisphere), offshore (any location in the world with lower labour costs), and virtual or home-based operations.

Business rules: Business rules refer to automations, triggers, and macros that automate operational workflows such as routing or escalating tickets to the right departments and agents.
Canned Response (or, Macros): Reusable replies to common questions, available for all agents to use. These can usually be inserted into a letter, text message or email with a shortcut or click for saving time.
Change management: Change management is the process of overseeing and implementing change within a company. These could be organizational changes or shifts in procedure or technology. Effective change management employs processes, tools, and techniques that minimize disruptions to productivity and promote acceptance and adoption of the change.
Churn: The loss of clients or customers over a certain period.
Cross-selling: The practice of selling an additional product or service to an already existing customer.
Customer effort: The amount of work your customer must do themselves to resolve an issue. Generally best kept at a low as possible level.

Customer experience: Customer experience describes a customer’s relationship with a company over the duration of their interactions. Evaluating the customer experience enables a company to better meet customer expectations and increase satisfaction and retention. Evidence shows that customers today expect consistency in the quality of their interactions with a company and be able to set the terms of these interactions.

Customer journey mapping: Customer journey mapping involves documenting the steps a customer takes in interacting with a company. Companies can use this tool to better understand the customer experience, identify areas for improvement, and increase customer satisfaction.

Customer satisfaction: Customer satisfaction is a metric that measures a customer’s immediate happiness with a company’s service as well as a customer’s overall loyalty. It is determined using customer service metrics collected from a clear and simple survey sent to a customer soon after an interaction with a company is complete. Companies can use this metric to fine-tune service and track the effect of new customer support measures.

Customer segments: Customer segments are groupings of customers who share a common need or characteristic. A company’s customer base might be divided into segments according to location, industry, product usage, organization size, revenue, or any other meaningful distinction. Creating these segments allows a company to tailor its approach and interactions to the specific needs of each group of customers.
Downtime: The time during which your product or service is unavailable for use because of an issue or maintenance.
Empathy: The ability to understand another person’s feelings; quite possibly the most important skill of any person working in frontline services. 
Escalation management: Escalation management involves identifying tickets that call for extra attention and routing them to the appropriate agents to provide the support. Effective escalation management ensures high-priority and difficult tickets can be handled and resolved quickly and capably, leading to more efficient operations and happier customers.

Feedback loop: A feedback loop is a mechanism enabling customers to communicate with a company about their individual service experiences and how they think the organization can improve. A closed feedback loop allows the company to collect and learn from the customer input, take necessary action, and communicate this follow-up directly to the customer.

First reply time: First reply time is a calculation of the number of minutes that pass between ticket creation and the first publicly visible agent comment on that ticket. Companies know that customers do not like to wait, leading to a clear correlation between a low first reply time and high customer satisfaction.

Frequently Asked Question (FAQ): A publicly available collection of the most common questions about a product/service/company, and the answers to them.
Key Performance Indicator (KPI): A data-driven goal that helps measure the performance and objectives of a service staff person or team.

Knowledge base: A knowledge base is an organized online repository of information that serves as a resource for customers and agents seeking answers to common questions and issues. A knowledge base often complements a company help desk and can include articles, news, product information, and answers to frequently asked questions. Maintaining a knowledge base saves a company time and money by eliminating the need to respond to the same questions repeatedly and encouraging community members to interact with each other. One-to-many solution resources like this can compel customer traffic to deepen community participation and facilitate many-to-many operational gains.
Lifetime value: Lifetime value is a measure of the projected revenue a customer will generate for a company over the entirety of their relationship. Increasing customer satisfaction has been shown to have a positive influence on lifetime value.
Loyalty: The choice of using the product or service provided by a certain company or business over competitors.
Metric: A quantifiable measure that is used to track and assess the status and results of a process or activity.
Multichannel support: Multichannel support involves giving customers multiple ways to contact a company for assistance, based on their preferences. These channels can include phone, email, online information, text support, social media such as Facebook and Twitter, chat, and SMS messaging. Multichannel support enables customers to choose different methods at different times, based on their need and convenience, and contributes to both customer satisfaction and the overall customer experience.
Outsourcing: Including a third party to provide support to your customers on your behalf.
Personalisation: Tailoring support to individual customers by attaching names, faces, and a generally “human” touch to your communication.

Proactiveness: An act of taking steps to help control a (negative) situation before it even becomes an issue.
Quality assurance: Quality assurance is the process of monitoring and maintaining a predetermined customer support standard. This process defines the appropriate level of service, sets expectations for agents, and helps in measuring performance. Quality assurance methods include email, chat, and call monitoring; contact scoring based on the support standard; and regular feedback to agents.
Retention: The ability of a company or business to keep its customers over a specified period.
Review: A customer’s publicized opinion about your service, product or company.

Service Culture: A collection of shared values, beliefs, and rules of behavior in a company regarding customer support.
Self-service: Self-service most frequently refers to when customers independently access information and resolve issues rather than interact with a company’s agent or submit a request for support. Self-service can also benefit a company internally, helping agents find information easily and resolve customer issues quickly.

Service-level agreements: A service-level agreement is the standard a company and customer set as the target for a support team’s average ticket response and resolution times. Service-level agreements give a team a predetermined level of support to maintain, enable tracking of performance against goals, and help a company both deliver predictable service and meet obligations to customers.

Subject-matter experts (SMEs): Subject-matter experts are support team members who have deep knowledge of a particular product, topic, or technology. These experts serve as a valuable source of information and support to agents and others on the team.

Support operations: The support operation represents the entire team responsible for providing, measuring, and improving customer service. A support operation may include several job functions in addition to a general customer service agent, including workforce management, training, quality assurance, customer relationship management, specialist agent, and analyst.

Support ticket: A support ticket provides a means of communication about a customer request, tracking the actions taken from the time it is created through its resolution. A ticket can be generated via a variety of support channels and captures the pertinent details about the request.
Survey: A questionnaire sent to the customer, generally after resolving the issue, to find out how happy they were with the support they received.
Ticket routing: Ticket routing is a process used to determine which agent on a support team will resolve a customer request. Assignments can be based on skill level, how long an agent has gone without a ticket, prioritizing the most important tickets, or routing to the agent or group best suited to resolve the ticket. These ticket-routing strategies help support teams stay organized and deliver high-quality customer service.

Ticket volume: Ticket volume represents the number of tickets created on a regular basis and is a measure of the scale of a support organization.

Tiered support: Tiered support involves organising agents according to the types of tickets assigned to them. Doing this helps a company manage the support workflow, including ticket escalation. Tiered support often has three levels with Tier 1 made up of generalists who handle basic requests, Tier 2 requiring agents with a higher level of technical knowledge, and Tier 3 consisting of specialists who can respond to complex issues. This term is associated with ‘backroom service’ and not front of house service.

Tone: The external expression that conveys your current emotion or attitude and depends on the situation.

Troubleshooting: The process of trying to get to the root cause of an issue to resolve it.
Upselling: The act of persuading a customer to upgrade or add on to their already existing product or service.
Section 2 - Assessment tools
Assessment is all about collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms that the learner can perform to the expected workplace standard, as outlined in the units of competency.

This section contains the summative assessment tools that are to be used in assessing this unit of competency. The assessment tools have also been mapped against the requirements of unit assessment. Assessors can use this mapping information to complete required assessment records.

It is an important responsibility of assessors to complete the assessment records themselves. This ensures all additional assessment activities deemed appropriate or required by the assessor, in addition to those within this document, are included in these records.

Section Two contains the following information:

2.1   
Summative assessment

2.2
Solutions – general guidance

2.3 
Solutions – summative assessment

2.4
Evidence of competency

2.5
Assessment records
2.1
Summative assessment

These two units of competency may be assessed within a series of sub-tasks within Task 7 of the work scenario. If the checklists and record sheets are to be used separate each these assessment tool as required in the assessment process.
Task 7 Overview

In this task, the promotion of quality customer service becomes your role as a team leader within Bunjappy.

Preparation:

· Download the Bunjappy workbook on Customer Service (Email – Margaret Dunn – Attachment).

Starting your first work task:

· Read incoming email from Margaret Dunn (Monitor).

· Work through this workbook completing the activities. The completed activities in word-processed files, are to be stored in a digital folder. When workbook is completed, the folder containing all finished activities is to be compressed and emailed as an attachment to your supervisor/teacher.

· Use the links in the Other Information section to conduct some your own research into what forms effective customer service in tourism and travel industries (Paper - Desk sideboard).

Second work task:

· Read incoming email from the Sarah Dobin (Monitor).

· Download the task – Travelling issues needing resolution - from the email (Sarah Dobin’s email attachment). You may need to refer to the workbook or conduct your own research on the web to respond correctly.

Third work task:

· This is part of your accreditation in the workplace. It is a competency test requiring written responses.

· The task has been sent to your computer. You are to download the test and complete your responses. (Monitor)

Fourth work task:

· To ensure you are compliant you now must complete both an online test based on customer service and short answer competency test. (Monitor)

· In the short online test you must score 90% to enable you commence training of your team in customer service.

· Complete the online test (Urgent task paper near monitor on desk). Convert the results sheet to a PDF file before emailing it to your supervisor.

· Complete the Competency Test which has been emailed separately to you (Monitor).

When submitting your work:

· Ensure your documents are clearly labelled as per the standard below:

· Within the context of the assessment tasks, the assessor fulfils the role of manager or supervisor, as applicable. Work submitted for “approval” within this context must demonstrate care and attention to detail, such that the student inspires confidence that the work is being undertaken competently.

· All materials must be submitted in digital form.

· Each document must contain in the top right-hand header, the student’s name, the course code and Task number. Example:

John Smith, SIT30116, Task 6

· Where multiple activities or responses to questions are submitted within the one document, then each activity or task must be clearly labelled with sub-headings.

· Digital files are to be named according to the code and task. 

Example: An e-portfolio folder for Task 6 of the Certificate III in Tourism (SIT30116) would be named: SIT30116_Task6_eportfolio

Word document covering activities from a short course would be named: SIT30116_Task6_Activities.docx.

Despatch responses to your supervisor:

· When all documents, responses, presentations and test results are complete and placed in your e-portfolio, send this to your supervisor (i.e. teacher).

	What to submit
	Problems encountered and strategies used to overcome these

	Digital portfolio containing the responses to the activities found in the Bunjappy workbook, Customer Service.
Written or digital media response to the scenarios in the Travelling issues needing resolution task.

Written responses to your Competency Test – Written Responses.

Results page from online quiz in PDF format. 
	


2.2
Solutions - General guidance
Assessors should review the solutions provided and adapt and/or contextualise them (and assessment activities themselves where necessary) to suit the training and assessment context as part of their moderation activities. This will ensure consistency of assessment.
The solutions to assessment activities serve as a reliable guide to the type of information that should be included in the assessment candidate’s response. Refer to the assessment activities when assessing learner responses or evaluating assessment evidence. The answers provided by the assessment candidate will vary due to several factors, including the:

· candidate’ s own experiences

· candidate’ s workplace experiences.
· training situations and strategies presented by the trainer.
· interpretation of the assessment activity by the assessment candidate/assessor.
· type of organisation, work practices, processes and systems encountered by the candidate.

The nature and variety of the tasks presented means that in some cases there will be numerous correct responses, and the solutions provided cannot cater for all contexts and eventualities.

In general terms:

· For questions with a single answer, this guide provides the correct answer.

· For questions that do not have a single answer, it is understood that answers will vary within certain parameters.

· For questions where the candidate must list a certain number of items, the RTO has provided a more comprehensive listing from which candidate responses may be drawn. This list may not in all cases be definitive, and assessors should account for other possible correct responses.

· For activities that involve responding to a case study, the RTO has provided an example of how the candidate may respond. Depending on the question, the terminology used will indicate either what the candidate should have included in their response or may have included. However, different phrasing may be used by the candidate, or different responses that may be equally correct are also possible.
· For activities that take place in the workplace or involve workplace documentation, the RTO can only provide an example response. Assessors should consider whether the candidate has achieved the intent of the activity within the candidate’s workplace context.

· For activities that involve writing reports or completing documentation provided, the RTO can only provide an example response. Assessors should again consider whether the candidate’s response is appropriate to the task within the context of the candidate’s training and/or workplace.

2.3
Solutions – Summative assessment
Customer Service Workbook
Activity 1

1. How would you differentiate between internal and external customers? (max. 200 words)
External customers are those persons using the business as a provider of something r a service that they purchase. Internal customers are those persons who are within the organisation and participate in the business but may need service from you to carry out their assigned tasks. 

2. Explain the difference between verbal and non-verbal communication. (max. 200 words)
Verbal Communication is where the thoughts or emotions or information is exchanged between individuals using speech, that is, using the language, words, sentences, and voice as the medium of communication. Non-verbal communication refers to signals transmitted through facial expressions, posture, eye contact, gestures, tone of voice, body language, and other ways.

3. Give some examples of assistive technology used in the hospitality industry. (max. 150 words)
Assistive technology is a term used to describe products or systems that support and assist individuals with impairments to perform functions that might otherwise be difficult or impossible.

Limited examples of assistive technology range are listed below:

	Mobility aids, such as wheelchairs, scooters, walkers, canes, crutches, prosthetic devices, and orthotic devices.
	Text-to-speech systems using Optical Character Recognition (OCR)

Magnifiers

Screen readers, and screen enlargement applications

Closed captioning
	Hearing aids




4. Using a table, provide examples of the following forms of communication you would use in your employment with Bunjappy:

Verbal
Telephone calls, discussions, 2 way radio, PA system, video meetings

Written

Letters, notes, reports, messages, brochures, tour itinerary
Non-verbal
Shrug, para-language, sigh, use of arms, pointing, facial expressions
Activity 2

Briefly explain the standards of personal presentation and hygiene expected in a tourism business and why these standards are so important.
Assessor judgement may be used to expand the sample answer.

The standard for personal presentation and hygiene is that the staff member will always look clean and tidy, with personal grooming to a high standard. They must follow all hygiene practices that are in place at their workplace.

Appearance and presentation are very critical when employed within the service industry. People continue to make judgements about others within the first few seconds of meeting them, and this assumption is focused largely on their appearance and presentation.

Customers are easily turned off by a staff member whose grooming in insufficient and who display poor personal habits, e.g. bad breath, body odour, dandruff, dirty hands, dirty fingernails. etc.  

Positive grooming practises, i.e. wearing clean clothing, showering, using a deodorant, etc. will ensure that potential clients do not receive a negative impression of either the staff member of the business.

Activity 3

Question 1

Why is it important for a supervisor to provide feedback to team members?

Assessor judgement may be used.

Feedback has two purposes: it provides immediate positive reinforcement for work that was at or above organisation’s expectations/standards. Secondly, where work standards can be improved it provides immediate direction and clarity to the staff member on how improvement may occur and what expectations are within the organisation.

Feedback is essential in any organisation operating a continuous improvement approach to their services and products.

Question 2

List the general standards to follow when dealing with external customers.
Assessor judgement may be used to expand the sample answer, but a minimum of four of the below elements must be present.

· Meet customer needs by recognising and working towards meeting expectations.

· Exceed all customer requirements.

· Keep ourselves responsible for the dedication to organisational support.

· Be competent with your leadership style and conversation. Be sensitive to eye contact and voice tone.

· During meetings, switch off mobile phones and personal computers.

Activity 4

Question 1

You are busily engaged in setting up your work area for service when you notice a customer approaching the service area. What should you do to meet industry standards and customer expectations?

Assessor judgement may be used. 

The customer must take preference over all other workplace duties. Attend to their needs right and mark them feel like the most important person in the world!

Activity 5

Question 1

Explain the benefits of building rapport with customers.

Assessor judgement may be used.

1. Be mindful of how your client wants to interact. Would your customer want to go straight down to business, or to ease up with small talk?  Will they enjoy a casual, friendly approach, or react better to a more formal communication style? 

2. Some people like to have a little chat before they get down to business, while others would respond negatively to any small talk attempts. Excellent customer service teams should know how to adapt to various customers, helping each client to build a successful and productive relationship.

3. Engage your customers in active listening. To be able to satisfy their needs, desires and expectations, you need to focus 100 per cent on what they're saying. It is also a sign of appreciation and consumers will be much more confident with you than with other professionals in the customer service.

4. Another significant aspect of building relationships is that you always deliver on what you say. This is the easiest and most efficient way of building trust with your customers. When you say you're going to call someone, or send a follow-up text, make sure you do so. Failure to keep your promises or fall back on your word will easily ruin your good work.

5. When you do as you say your customers will come to trust you. Remember your promises, message, and still follow through when you say you will. Be careful not to make promises you may not be able to fulfil. Many individuals make good-intentioned promises only to find themselves unable to find time to meet them. This does not create the kind of confidence that will make the customer willing to return or offer referrals.

Activity 6

Question 1

How can you identify customer needs?

Assessor judgement may be used.

To ensure customer service and loyalty, it is essential to recognise the needs of customers correctly. When you don't identify the needs of customers accurately, or if you are oblivious to their needs, they'll take their business elsewhere.

Customers have special requirements. By assuming what a customer needs or wants you are denying them the right to express their needs and wants.

Identifying the interests and needs of customers helps team members to cross-sell similar goods or services. Cross-selling will boost the original purchase, make it easier to use, or make it more flexible, and is of financial benefit to the company.

Many customers may struggle to articulate what they need/want. Successful customer service representatives ask the right questions, listen to feedback and then suggest potential solutions to the customer’s needs.

Be perceptive.

Be accurate.

Be helpful.

Be opportunistic.

Question 2

List six (6) ways you can connect with your customers.

Assessor judgement may be used.

Techniques for connecting with customers:

a. Know the product and service thoroughly.
b. Always be friendly.
c. Always be courteous by saying thank you and welcome.
d. Make sure your staffs are well-trained for providing customer service.
e. Always show respect to your customers.
f. Listen attentively to their problems.
g. Always be responsive.
h. Ask for their feedback.
Activity 7

Provide 2 examples which reflect active listening and effective questioning to determine customers’ needs.

Assessor judgement is required for this question.

Activity 8

Question 1

Why is it important to follow instructions from supervisors when delivering services? (SITXCCS011)
Assessor judgement may be used.

It is their job to ensure that the team, delivers the highest possible quality customer service. It is their responsibility to direct you on what to do.

It helps a staff member to become more successful at any given task.

It helps the staff member to avoid unnecessary and costly mistakes.

Failing to follow instructions can cost the company clients.

Learning how to follow instructions builds performance skill effectively and efficiently.

It becomes part of a progressive improvement within the position.

Question 2

Why do you need to report service issues and customer problems to your supervisor? How soon should this occur?
Assessor judgement may be used.

It is because supervisors may have the experience and authority to resolve the issues. This helps to minimise the effect of the problems and issues. It should be done as soon as the problem appears to be out of the capability of the staff members. 

Question 3

How can you collect and provide customer feedback to supervisors and managers?

Assessor judgement may be used.

Customer feedback may be collected using the following methods: surveys, informal questioning, polling, seeking views through social media and interviews.

It may be shared with supervisors and managers in any of the following ways:

· Staff meetings and briefings

· Report

· Notes and emails

· Personal conversations

Activity 9

Question 1

Provide 3 examples of situations where you should seek the assistance of higher-level staff or supervisors. (STXCCS011)
Assessor judgement may be used.

Three examples could be:

· When customers are aggressive in their actions and manner.

· When customers insist on seeing managers or supervisors.

· When the service staff have tried all, they have the authority to do, but have been unable to solve the problem for the customer.

Question 2 

What is a stepped process for dealing with customer complaints? (SITXCCS006)
Assessor judgement may be used.

The following steps may be included in the procedure.

1. Listen to the complaint - Thank the customer for drawing your attention to the matter. Excuse yourself and take responsibility, do not accuse anybody and keep courteous.

2. Record details of the complaint - Go in detail through the complaint, so you can understand exactly what the problem is. Keep records or registers of all grievances at one central location. That will allow you to recognise any patterns or issues.

3. Get all the facts - Verify that you have understood and correctly reported the complaint details. Ask questions if need be.

4. Discuss options for fixing the problem - Ask the customer what solution they are looking for; it could be a repair, replacement, refund or apology. Decide if the request is fair.

5. Act quickly - Seek to overcome complaint rapidly. They appear to escalate if you take a long time.

6. Keep your promises - Keep the customer updated when there are delays in addressing their issue. Make realistic promises. 

7. Follow up - Ask the consumer to find out if they're happy with how you treated their complaint. Let them know what you're doing to avoid future problems.

Make sure staff are qualified to follow the organisation’s grievances protocol and have the capacity to fix issues as soon as possible.

Encourage customers to provide suggestions and concerns to let you know when an issue occurs and allow you to correct the problem.

Question 3
Describe what happens when a complaint is escalated.

Assessor judgement may be required.

An escalated complaint is where the organisational procedures of the business direct that the customer problem be resolved by a member of the management team or a supervisor. In these instances, the front service personnel, explain the situation to the relevant person and allow them to try and resolve the issue.

An escalation may occur in any of the following situations: 

· Any sincere attempt on your part to address the issue has been insufficient.

· A circumstance in which the customer is upset, and you think there is a risk that the event will deteriorate further into a physical altercation or an extremely unhappy customer.

· A situation where the customer states they intend taking legal action in relation to the complaint. 

· A situation in which the customer refers the issue to authorities like government departments such as liquor licences, hospitals, gambling, other departments. 

· A situation in which the customer states that they plan to take the matter to the media.

A staff member’s goal should always be to stop needless escalations. This can be achieved by making sure that the team members who work directly with the customers have the resources and training they need to perform. The workers will need to be encouraged to use their discretion on behalf of their customers and make most of the day-to-day decisions. 

Activity 10

Question 1

Explain the significance of providing feedback to improve services within an organisation?

Assessor judgement may be used.

Collecting customer feedback shows the business values their opinions and their custom. By asking clients for feedback a business communicates that their opinion is important and that the customer is valued and respected. By involving the customer in shaping the business they feel more attached to the company. Listening to customer views and opinions helps the business create stronger relations with them.

Question 2 

Briefly explain what a manager should do while providing feedback.
Assessor judgement may be used.

When providing feedback to a staff member, a manager or supervisor needs to:

· Be problem-focused and specific. Tell them why something needs to be done that way. 

· Talk about the situation, not the individual.

· Give praise where it's due.

· Be direct but informal. 

· Be sincere.

· Listen to the staff member’s view.

· Make it timely.

Question 3

Discuss an example of a recurring problem along with how it could be prevented.

Assessor judgement may be used.

A recurring problem is one that has happened multiple times already and continues to happen or seems likely to continue happening. If the problem was that every Saturday morning, one section of the business received customer complaints, then an action to fix this is required.

To fix the problem, you would need to analyse the problem, review, get feedback from observation, decide on what must be done, then embed the actions in place before the next period when problems routinely occur. It is then a matter of reviewing to see the effect on the process/output. The purpose is always to identify and address the real cause and not a symptom to prevent recurrences.

The following elements must always be checked in recurring complaints:

Systems and processes

Product quality

Service standards

Second work task: Travelling issues needing resolution

Assessor judgement is to be applied in each of the scenarios. 

Problem 1:

An external customer calls your travel agency and wants to book air tickets from Melbourne to Delhi. It is an urgent trip and needs to occur within the next 7 days.

Problem 2:

An external customer has visited the agency. He has the following complaint: 

“I booked an “QANTAS” ticket from your travel centre. The front staff personnel have misspelled my name on the ticket booking and the date of return is incorrect – it is a day too early. I want the travel agency to correct my name on the ticket and arrange a new return flight.”

Problem 3:

An external customer wants to hire a car for seven days in Brisbane and wants a comparison of mid-sized vehicles from the two cheapest companies. They asked for this information over a week ago – can she get the information today?  

Problem 4:

An internal customer has called you and complained about one of the agent’s behaviours when the customer demanded a refund for the travel package.

Third work task:
1. Explain why quality customer service is important to the Bunjappy Regional Tourism Group?

Customer service is regarded as the core element of service-based business in terms of its return business, client satisfaction and continued revenue along with a minimisation of problems, complaints and client dissatisfaction.

2.
Answer the following questions in the context of a hospitality organisation: 

a.
What is an external customer? Provide an example of an external customer. (20 - 40 words) 
External customers are those persons using the business as a provider of something or a service that they purchase. Examples: A person booking a tour; a person staying in our of our hotels, a couple having dinner in our restaurant or children purchasing ice-creams from one of our cafes.

b.
Who are internal customers in the tourism industry?  (20 - 40 words) 
Internal customers are those persons who are within the organisation and participate in the business but may need service from you to carry out their assigned tasks. In the tourism industry, it may be any of the sections of a business not working in the front service areas, subsidiary organisations to the one you are working in, etc.

c.
How do you get new customers in the tourism industry? (20 - 40 words)
Assessor judgement can be used.

· Exhibit at trade conferences and local/regional Shows.

· Use market data to market through your website and social media.

· Monitor and respond to online reviews. 

· Promote value for money and ethical practices.

· Treat your customers with respect and courtesy.

· Always follow up with clients returning from holidays.

d.
What is a loyal customer? (20 - 40 words) 

Loyal customers are the ones who will return to a business to purchase products or services regardless of convenience or price. These loyal customers have found a business that meets their needs (generally personal needs related to respect, sense of belonging and relationships), and they're not interested in experimenting with another organisation.

3. What are the main objectives of an effective customer feedback system? (20 - 40 words) 
Customer feedback software allows a business to find patterns and trends and understand their company's relationship with its customers. Its objectives include:

· Guide and inform decision making and influence innovations and changes to a business’s products or services. 

· Measuring customer satisfaction within current customers. 

· Demonstrating respect and value of existing customers.
4. What are four generic industry standards for personal attire of workers within the travel and tourism industries.
Employees wear uniforms that are clean, neatly pressed and in good repair.

Employees keep the uniforms in the condition as issued.

Uniforms are only to be worn when on duty. 

Shoes must be well cleaned and presentable.

5. List five strategies for providing quality service to customers. 

Assessor judgement may be used.

· Aim to exceed customer’s expectations - Providing friendly and courteous assistance beyond the customer’s original request. 

· Maintain high standards of personal presentation and personal hygiene (appearance and grooming).

· Communicating with a customer in a manner which promotes good will, trust and satisfaction.

· Accurately identifying potential hidden customer needs.

· Ensuring customer needs and reasonable requests are met.

· Promoting the organisation’s services and products to encourage repeat visitation.

· Respect towards the customer, courtesy and manners.

· Your speech-tone of voice, grammar, sentence construction, use of jargon and slang.

· Initiative and teamwork.
6. List five aspects or characteristics of effective customer service personnel? (20 - 40 words)  

Assessor judgement may be used.

· Good product knowledge.
· Good personal presentation.
· High levels of communication and people skills.
· Attention to detail.
· The ability to respond to, rectify conflict, resolve complaints or customer dissatisfaction quickly and unobtrusively.
· Maintain high standards of service consistently.
· Provides each customer with personalised and individual attention.
· Consistently high levels of motivation, initiative and enthusiasm always.
7. What are examples of promotional materials and documents used in the tourism and travel industry?
Assessor judgement may be used.

Examples include brochures, social media sites, websites, pamphlets, media advertisements, exhibitions/displays, images, posters…

8. How can you identify and meet the special needs of customers who have impairments? 

Assessor judgement may be used.

The student’s response may vary but should reflect similar leaning. All customers need to be valued and treated as individuals. It is important to respect all people and treat them in a fair and similar manner with a desire to satisfy each customer’s expectation. Some customers have special needs, these customers may have a physical or intellectual disability or even from a non-English speaking background. The difficulties faced by such customers can be reduced if the retailers understand the customer’s needs and act appropriately.

Sometimes people feel uncertain to help a person with special needs, but don’t let this stop you from treating the customer equal to all other customers. The more we interact with such customers they feel more comfortable and confident. Always consider the customer first and disability second. Ask the customer how they would like to be addressed because they will be happy to tell you, and this will help create a good rapport over the customer.

9. How should you farewell your customers? (Maximum 50 words)  

Farewelling a customer is the service personnel’s final chance to make their customers time at the venue unforgettable. A great last impression can leave customers with a positive attitude with regard the service, the venue and their time spent there. 

Express your thanks for their custom and wish them the best. Indicate you hope that they may be able to return at some future date.

10. Explain the essential features of the following types of communication techniques: 

•
Written communication
Written communication is when people communicate in writing, whether through email, formal letters, notes, text messages or online messaging. Written communication skills are essential in any service industry. Writing requires the selection of words, their organisation in correct order to form sentences and the recording of this in some way. Written communication is a more formal form of communication and is regarded as more reliable and valid in terms of business.

•
Verbal communication
Verbal communication is the language comprised of a system of sounds used to communicate ideas and feelings. It is the communication is where the thoughts or emotions or information is exchanged between individuals using speech, that is, using the language, words, sentences, and voice as the medium of communication.
•
Graphic communication

Graphic communication involves the use of visual material to relate ideas such as drawings, photographs, slides, posters, icons and sketches. This form of communication draws upon symbols such as glyphs and icons, images such as drawings and photographs, and can include the passive contributions of colour and surroundings.

Fourth work task: Competency Test - Online
The online test is automatically marked and a result sheet provided. This mmust be submitted to the assessor.
2.4
Evidence of competency

Evidence is information gathered that provides proof of competency. While evidence must be sufficient, trainers and assessors must focus on the quality of evidence rather than the quantity of evidence.

Rules of evidence

There are four rules of evidence that guide the collection of evidence. Evidence must be:

· valid – it must cover the performance evidence and knowledge evidence.
· sufficient – it must be enough to satisfy the competency.
· current – skills and knowledge must be up to date.
· authentic – it must be the learner’s own work and supporting documents must be genuine.

Principles of assessment

High quality assessments must be:

· fair – assessments are not discriminatory and do not disadvantage the candidate.
· flexible – assessments meet the candidate’ s needs and include an appropriate range of assessment methods.
· valid – assessments assess the unit/s of competency performance evidence and knowledge evidence.
· reliable – there is a common interpretation of the assessments.

Types of evidence

Types of evidence that can be collected, sighted or validated include:

· work records such as position descriptions, performance reviews, products developed, and processes followed and/or implemented.
· third-party reports from customers, managers and/or supervisors.
· training records and other recognised qualifications.
· skills and knowledge assessments.
· volunteer work.

Gathering evidence

Evidence can be gathered through:

· real work/real-time activities through observation and third-party reports

· structured activities.

Evidence can also be gathered through:

· formative assessments: where assessment is progressive throughout the learning process and validated along the way by the trainer – also known as assessment for learning.
· summative assessment: where assessment is an exercise or simulation at the end of the learning process – also known as assessment of learning.

Evaluating evidence

The following steps may help you evaluate evidence.

	Step 1: Evidence is gathered.
	
	
	
	


	Step 2: Rules of evidence are applied – evidence is valid, sufficient, current and authentic.
	
	
	


	Step 3: Evidence meets the full requirements of the unit/s of competency.
	
	


	Step 4: The assessment process is valid, reliable, fair and flexible.
	


	Step 5: The trainer or assessor makes a straightforward and informed judgment about the candidate and completes assessment records.


2.5
Assessment records

Learners must provide evidence of how they have complied with the performance and knowledge evidence requirements outlined in the unit of competency. These requirements should be assessed in the workplace or in a simulated workplace; assessment conditions are specified in each unit of competency.

You can use the following assessment forms to record the learner’s evidence of competency: 
· The Assessment Instructions Checklist helps the trainer/assessor provide clear instructions to the candidate as to which assessment activities to complete.

· The Pre-Assessment Checklist helps the trainer determine if the learner is ready for assessment.

· The Self-Assessment Record allows the learner to assess their own abilities against the requirements of the unit of competency.

· The Performance Evidence Checklist facilitates the observation process; it allows trainers to identify skill gaps and provide useful feedback to learners.

· The Knowledge Evidence Checklist can be used to record the learner’s understanding of the knowledge evidence; it allows trainers to identify knowledge gaps and to provide useful feedback to learners.

· The Portfolio of Evidence Checklist helps the trainer annotate or detail aspects of the learner’s portfolio of evidence.

· The Workplace Assessment Checklist can be used by the learner’s supervisor to show workplace-based evidence of competence.
· The Observation Checklist/Third Party Report records the candidate’s performance in the workplace.

· The Record of Assessment form is used to summarise the outcomes of the assessment process in this unit.

· The Request for Qualification Issue is used by the assessor to inform the RTO authorities that the process for issuing a Statement of Attainment or Qualification may commence. 
Assessment instructions – SITXCCS014 and SITXCCS011
	Candidate’ s name:       
Unit of competency:  
SITXCCS014 Provide service to customers 



SITXCCS011 Interact with customers
Trainer/assessor:       
Date:       

	The candidate must complete the following assessment activities, provided by the trainer/assessor:

	
	Y/N
	Whole activity/ specific questions

	Candidate Self-assessment
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Portfolio
	
	     

	Workplace Assessment 
	
	     

	Workplace Assessment (video)
	
	     

	Competency Conversation (using RPL)
	
	     

	Workplace Observation
	
	     

	Third Party Report
	
	     

	Other assessment activities as detailed below:
	
	

	     
	
	     

	     
	
	     

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Pre-assessment checklist – SITXCCS014 and SITXCCS011
	Candidate’ s name:            
Unit of competency:  
SITXCCS014 Provide service to customers 




SITXCCS011 Interact with customers
Trainer/assessor:           

Date:           

	Checklist

	Talked to the candidate about the purpose of the assessment
	 Yes 
 No     

	Explained the unit of competency
	 Yes 
 No     

	Discussed the various methods of assessment
	 Yes 
 No     

	In consultation with trainer/assessor, the following assessment methods will be used:

	   Question/answer
	   Observation/Demonstration
	   Log, Journal, Diary

	   Case study
	   Portfolio, work samples
	   Third Party Reports

	   Reports
	
	

	Assessment environment and process

When will assessment occur?       
Where will assessment occur?       
Special needs (if any)       
How many workplace visits are required (if appropriate)?       
What resources are required?      

	Information has been provided on the following:

	   Confidentiality procedures
	   Re-assessment policy
	   Appeals process

	   Regulatory information
	   Authenticity of candidate’ s work

	Discussed self-assessment process
	 Yes 
 No     

	Summarised information and allowed candidate to ask questions
	 Yes 
 No     

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Self-assessment record – SITXCCS014 and SITXCCS011
	Candidate’ s name:       
	Part D

	Unit of competency:  
SITXCCS014 Provide service to customers 




SITXCCS011 Interact with customers
Trainer/assessor:      
Date:      

	Tasks
	I do the workplace task…
	Candidate’s comments

	
	…very well
I’m sure I can do the task
	…quite well
I think I can do the task
	…no, or not well
I don’t (or can’t) do the task
	

	I can greet customers and establish rapport/relationship with them.
	
	
	
	     

	I can identify customer needs using appropriate interpersonal skills.
	
	
	
	     

	I can provide prompt service to meet customer needs. 
	
	
	
	     

	I can identify and follow up opportunities to increase the quality of service and products.
	
	
	
	     

	I can respond to and record all customer feedback according to organisational standards, policies and procedures. 
	
	
	
	     

	I can use the relevant legislation from all forms of government that apply to provision of customer services.
	
	
	
	     

	I can apply the workplace’s organisational policies and procedures relating to customer service and the customer service process.
	
	
	
	     

	I can deliver quality service to our customers and resolve their problems within the scope of my authority.
	
	
	
	     

	I can respond to user comments in a professional manner.
	
	
	
	     

	I can identify solutions with customers others within my own levels of authority.
	
	
	
	     

	
	
	
	
	     

	
	
	
	
	     

	
	
	
	
	     

	
	
	
	
	     

	
	
	
	
	     

	
	
	
	
	     

	
	
	
	
	     

	
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – SITXCCS014 and SITXCCS011
	Candidate’s name:            

Unit of competency:  
SITXCCS014 Provide service to customers 




SITXCCS011 Interact with customers
Trainer/assessor:           

Date:           

	Did the candidate demonstrate the following performance evidence at least once?
	Yes
	No
	N/A

	· Identify customer requirements and provide quality customer service to three different internal and three different external customers to meet requirements. (SITXCCS014)
	
	
	

	· Provide service to above customers in line with organisational customer service standards and within designated organisational response times. (SITXCCS014)
	
	
	

	Apply procedures to respond to and resolve three different customer complaints according to organisational policies and procedures. (SITXCCS014)
	
	
	

	· Use effective communication techniques with the above internal and external customers, including at least one with special needs. (SITXCCS014)
	
	
	

	· Seek formal and informal feedback from customers on above service. (SITXCCS014)
	
	
	

	· Identify customer requirements and provide effective customer service to two different internal and two different external customers to meet requirements. (SITXCCS011)
	
	
	

	· Interact with above customers in line with organisational customer service standards and within designated organisational response times. (SITXCCS011)
	
	
	

	· Respond to three different customer problems according to organisational policies and procedures including identifying situations where problems are beyond own level of responsibility, and process to escalate in line with organisational policies and procedures. (SITXCCS011)
	
	
	

	
	
	
	

	In the assessment/s of the candidate’s performance evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Knowledge evidence checklist – SITXCCS014 and SITXCCS011
	Candidate’s name:            

Unit of competency:  
SITXCCS014 Provide service to customers 




SITXCCS011 Interact with customers
Trainer/assessor:           

Date:           

	Did the candidate show their knowledge of the following?
	Yes
	No
	N/A

	· Principles of quality customer service and positive communication. (SITXCCS014)
	
	
	

	· Appropriate non-verbal communication for customer service: body language; culturally specific communication customs and practices; dress and accessories; gestures and mannerisms; use of space and voice tonality and volume. (SITXCCS014)
	
	
	

	· Methods for enhancing service delivery in response to staff and customer feedback. (SITXCCS014)
	
	
	

	· Professional service standards expected of service industry personnel. (SITXCCS014)
	
	
	

	· Attitudes and attributes expected by the service industries to work with customers. (SITXCCS014)
	
	
	

	· Standards of personal presentation and hygiene. (SITXCCS014)
	
	
	

	· Different customer service and communication expectations, including those with special service needs. (SITXCCS014)
	
	
	

	· Types of customers: external; internal; new; regular or repeat; visitors. (SITXCCS014 and SITXCCS011)
	
	
	

	· designated response times for acknowledging customers and their enquiry. (SITXCCS014)
	
	
	

	· Customer service policies and procedures, including those for:

· acknowledging and greeting customers

· complaint and dispute management

· empowerment of different levels of personnel to resolve complaints, disputes, service issues and customer compensation

· loyalty programs

· presentation standards for customer environment, customer service personnel, and documents and promotional materials

· pricing guarantees

· product quality

· refunds and cancellation fees

· response times

· service guarantees

· training staff for customer service and complaint handling. (SITXCCS014)
	
	
	

	· Awareness of special needs, customs and practices of various social and cultural groups of customers regarding:

· modes of greeting, farewelling and conversation

· body language and body gestures

· formality of language

· clothing. (SITXCCS014)
	
	
	

	· Considerations when selecting a mode of communication:

· assistive technology requirements

· use of interpreters

· two-way communication systems. (SITXCCS014)
	
	
	

	· Methods of collecting feedback: formal (surveys, interviews, structured questioning) and informal: (observation, casual discussion). (sitxccs014)
	
	
	

	· Essential features, conventions and use of different types of communication techniques and equipment. (sitxccs014)
	
	
	

	· Importance of the customer in the service industries. (SITXCCS011)
	
	
	

	· Customer service standards expected in the service industries. (SITXCCS011)
	
	
	

	· Value and role of customer feedback in improving service delivery. (SITXCCS011)
	
	
	

	· Presentation standards for: customer environment; customer service personnel; documents and promotional materials. (SITXCCS011)
	
	
	

	· Customer service policies and procedures:

· application of booking or cancellation fees

· response times for acknowledging and greeting customers

· response times for delivering products and services

· customer service policies for resolving routine customer problems

· product pricing and quality

· processing refunds and exchanges

· gathering and recording customer feedback on services

· empowerment of different levels of personnel to resolve complaints, disputes, service issues and customer compensation

· escalating and reporting service issues and customer problems. (SITXCCS011)
	
	
	

	· Methods to communicate with customers: by telephone, electronically and face-to-face. (SITXCCS011)
	
	
	

	· Techniques for showing interest in customer needs and maintaining a welcoming customer environment during service delivery, including using appropriate voice tonality and volume, and basic gestures. (SITXCCS011)
	
	
	

	· Product information sheets. (SITXCCS011)
	
	
	

	· Procedures for responding to routine customer problems:

· incorrect pricing of products and services

· delays or errors in providing products or services

· misunderstanding customer requests. (SITXCCS011)
	
	
	

	

	In the assessment/s of the candidate’s knowledge evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Portfolio of evidence checklist – SITXCCS014 and SITXCCS011
	Candidate’s name:       
	Part E

	Unit of competency:  
SITXCCS014 Provide service to customers 




SITXCCS011 Interact with customers
Trainer/assessor:                

Date:                

	Description of evidence to 
include in portfolio
	Assessor’ s comments
	Tick* 

	
	
	V
	S
	C
	A

	     
	     
	
	
	
	

	     
	     
	
	
	
	


	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


* V = Valid; S = Sufficient: C = Current; A = Authentic
	TEIA Ltd

	Observation Checklist/Third Party Report

	This is a confidential report. It is for the perusal of the supervisor, the candidate, and the assessor. (Part G)

	Name of candidate:
	     

	Units of competency:
	 SITXCCS014 Provide service to customers 
SITXCCS011 Interact with customers


As part of the assessment for the units of competency above we are seeking evidence to support a judgement about the above candidate’s competence. This report may be completed as either an Assessor Observation Checklist or a Third-Party Report where the candidate has access to a suitable work environment. Multiple reports may be completed where a single person is unable to verify all elements.

Note that assessors may also use this document to record and confirm competency in routine tasks associated with a learning program over an extended period, i.e. accumulated evidence.


	This report is being completed as:
	   Assessor Observation

    Third Party Report

	Name of Supervisor:
	     

	Position of Supervisor:
	     

	Workplace:
	     

	Address:
	     

	Telephone:
	     

	Email:
	     

	Has the purpose of the candidate's assessment been explained to you?
	  Yes         No

	Are you aware that the candidate will see a copy of this form?
	  Yes         No

	Are you willing to be contacted should further verification of this statement be required?
	  Yes         No

	What is your relationship to the candidate?
	     

	How long have you worked with the person being assessed?
	     

	How closely do you work with the candidate in the area being assessed?
	     


	What is your experience and/or qualification(s) in the area being assessed? (Include teaching qualifications if relevant.)
	     



	Does the candidate consistently perform the following workplace activities?
	Yes
	No

	Greet and serve customers to the standard required by that workplace.
	
	

	Communicate with customers in a clear, engaging and professional manner.
	
	

	Work with others to deliver a service to customers.
	
	

	Seeks assistance when needed.
	
	

	Follow directions of supervisors and managers to deliver quality service.
	
	

	Escalate other service issues to a higher-level staff member for action in line with organisational procedures.
	
	

	Report service issues and customer problems as they arise.
	
	

	Provide customer feedback to relevant supervisors or managers.
	
	

	Communicates effectively with internal and external customers.
	
	

	Use active listening and questioning to facilitate effective two-way communication.
	
	

	Uses a variety of ways to communicate with customers.
	
	

	Follows the organisation’s procedures when delivering service.
	
	

	Provides service to a variety of customers successfully.
	
	

	Responds successfully to customer complaints to the level of their authority and within the policies and procedures of the employing organisation.
	
	

	Provide internal feedback on customer service practices.
	
	

	Comment (if relevant):
     

	Does the candidate:
	Yes
	No

	· perform job tasks to industry standards?
	
	

	· manage job tasks effectively?
	
	

	· implement safe working practices?
	
	

	· solve problems on-the-job?
	
	

	· work well with others?
	
	

	· adapt to new tasks?
	
	

	· cope with unusual or non-routine situations?
	
	

	·      
	
	

	Overall, do you believe the candidate performs to the standard required by the units of competency on a consistent basis?
	    No  Yes        

	Identify any further training in this area that the candidate may require:

	     

	Comments:

	     

	Supervisor’s Signature: 
	Date:      


	Record of Assessment – SITXCCS014
 SITXCCS014 Provide service to customers 

	Name of candidate
	     

	Name of assessor
	     

	Use the checklist below as a basis for judging whether the candidate’s document and supporting evidence meets the required competency standard.

	
	Yes       No

	1. Communicate with internal and external customers.
	      

	1.1.
Review organisational social media requirements and policies and procedures.

1.2.
Research various social media platforms, and identify and compare their audience, functionality and reach.

1.3.
Research emerging trends in social media platform use.

1.4.
Select social media platforms that meet brand needs and reach target customer.

1.5.
Source information and content from internal and external sources for use on social media platforms

1.6.
Develop content in line with target audience, brand cultures and social media requirements as required.

1.7.
Source or create a social media calendar.
	

	
	

	2. Follow defined organisational standards when delivering service.
	      

	2.1.
Create opportunities to attract and promote user-generated content.

2.2.
Respond to customers in a timely manner, directing them to relevant information as required.

2.3.
Identify potential brand damage and take action to prevent escalation.

2.4.
Promptly respond to customer complaints and issues according to social media policies and procedures.

2.5.
Adhere to legal and ethical practices for social media use.
	

	
	

	
	

	3. Provide service to customers.
	      

	3.1.
Identify social media marketing opportunities and curate and post content to promote products and services.

3.2.
Use social media to promote special offers, events and promotions as required.

3.3.
Post content according to social media policies and procedures.
	

	4. Respond to customer complaints.
	      

	4.1.
Proactively recognise customer dissatisfaction and take swift action to avoid escalation to a complaint.

4.2. 
Respond to customer complaints in a professional manner.

4.3. 
Identify solutions in consultation with customer.

4.4. 
Resolve complaints according to own level of responsibility and organisational policy.

4.5. 
Escalate complex service issues to higher level staff for action.
	

	5. Provide internal feedback on customer service practices.
	      

	5.1. 
Provide ongoing internal feedback on service practices, policies and procedures, and suggest improvements.

5.2. 
Identify individual and recurring complaints and provide internal feedback to avoid future occurrence.
	


	Does the candidate meet all the unit of competency’s requirements?

	
	Yes
	No

	· Critical evidence requirements met
	       

	· Underpinning knowledge and understanding demonstrated
	       

	· Key competencies / Employability skills demonstrated at appropriate level
	       

	· Sufficiency of evidence
	       

	

	Evidence provided for this unit of competency is…
	Valid
	Authentic
	Current

	
	
	
	


	Candidate is:

	Competent  
	
	Not competent at this time     
	

	Withdrawn after participation
	
	Withdrawn without participation  
	

	Not seeking assessment  
	
	
	

	Signed by the assessor:                                                                          Date:       


	Feedback to candidate

       


	Record of Assessment – SITXCCS011
SITXCCS011 Interact with customers

	Name of candidate
	     

	Name of assessor
	     

	Use the checklist below as a basis for judging whether the candidate’s document and supporting evidence meets the required competency standard.

	
	Yes       No

	1. Greet and serve customers.
	      

	1.1. 
Prioritise customers ahead of other workplace duties.

1.2. 
Greet customers according to organisational customer service standards.

1.3. 
Communicate with customers in a clear and professional manner.

1.4. 
Explain and match products and services to customer needs.
	

	
	

	2. Work with others to deliver service.
	      

	2.1. 
Identify personal limitations in serving the needs of customers and seek assistance from others where appropriate.

2.2. 
Follow directions of supervisors and managers to deliver quality service.

2.3. 
Resolve routine customer problems according to own level of responsibility and organisational policy.

2.4. 
Escalate other service issues to a higher-level staff member for action in line with organisational procedures.
	

	
	

	3.  Provide feedback on customer service.
	      

	3.1. 
Report service issues and customer problems as they arise.\
3.2. 
Provide customer feedback to relevant supervisors or managers.
	


	Does the candidate meet all the unit of competency’s requirements?

	
	Yes
	No

	· Critical evidence requirements met
	       

	· Underpinning knowledge and understanding demonstrated
	       

	· Key competencies / Employability skills demonstrated at appropriate level
	       

	· Sufficiency of evidence
	       

	


	Evidence provided for this unit of competency is…
	Valid
	Authentic
	Current

	
	
	
	


	Candidate is:

	Competent  
	
	Not competent at this time      
	

	Withdrawn after participation
	
	Withdrawn without participation  
	

	Not seeking assessment  
	
	
	

	Signed by the assessor:                                                                          Date:       


	Feedback to candidate

       


Request for Qualification Issue

As the assessor this course working with this learner, my records indicate the following Statements of Attainment/Qualification should be issued as detailed below:
	Student’s Name:
	 

	Organisation:
	 


Qualification/Statements of Attainment Details

	Statement/s of Attainment
Units of Competency

	  
Tick if SOA required
	Full Qualification

SIT30122 

Certificate III in Tourism

	
Tick if Qualification required

	
	SITTIND003 
Source and use information on the tourism and travel industry*
	
	SITTIND003 
Source and use information on the tourism and travel industry*

	
	SITXCCS014
Provide service to customers*
	
	SITXCCS014
Provide service to customers*

	
	SITXCOM007
Show social and cultural sensitivity*
	
	SITXCOM007
Show social and cultural sensitivity*

	
	SITXWHS005
Participate in safe work practice*
	
	SITXWHS005
Participate in safe work practice*

	
	SITHFAB021
Provide responsible service of alcohol (Group E)
	
	SITHFAB021
Provide responsible service of alcohol (Group E)

	
	SITHFAB025
Prepare and serve espresso coffee (Group E)
	
	SITHFAB025
Prepare and serve espresso coffee (Group E)

	
	SITHIND005
Use hygienic practices for hospitality service (Group E)
	
	SITHIND005
Use hygienic practices for hospitality service (Group E)

	
	SITXFSA005
Use hygienic practices for food safety (Group E)
	
	SITXFSA005
Use hygienic practices for food safety (Group E)

	
	SITXHRM007
Coach others in job skills (Group E)
	
	SITXHRM007
Coach others in job skills (Group E)

	
	SITXCCS011
Interact with customers (Group E)
	
	SITXCCS011
Interact with customers (Group E)

	
	SITXCCS010
Provide visitor information (Group A)
	
	SITXCCS010
Provide visitor information (Group A)

	
	SITTTVL001
Access and interpret product information
	
	SITTTVL001
Access and interpret product information

	
	SITTTVL004
Sell tourism products or services
	
	SITTTVL004
Sell tourism products or services

	
	SITTTVL003
Provide advice on Australian destinations
	
	SITTTVL003
Provide advice on Australian destinations

	
	SITTTVL005
Prepare customer quotations
	
	SITTTVL005
Prepare customer quotations


(4 core units asterisked and 11 elective units drawn from required groups; RCC units must have industry/RTO accreditation)
Assessor’s Review 

	As the assessor I have…
	Yes
	No

	Checked that all units of competency listed have been judged Competent.

	
	

	Checked other Training Package requirements have been addressed (e.g. foundation skills, essential elements, etc.)

	
	

	Confirmed Literacy and Numeracy requirements as per qualification have been achieved.
	
	

	Comments:
     


	Assessor’s Name:
	

	Assessor’s Email:
	     
	Assessor’s Telephone:
	     

	Authorised by School/Institution Representative:
	

	Date:
	

	Processed at RTO by:
	     

	Date:
	     


Note:  The issuing of the qualification incurs a fee.  This may change so contact TEIA for the most current arrangement. An invoice will accompany the printed documents and be returned by post to either the candidate or the funding organisation.

Glossary

This glossary explains common terminology used in the VET sector and in this trainer’s and assessor’s guide.

Access and equity: Applying access and equity principles to training and assessment means meeting the individual needs of learners without discriminating in terms of age, gender, ethnicity, disability, sexuality, language, literacy and numeracy level, etc.

Assessment: Assessment means collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms the learner can perform to the expected workplace standard, as outlined in the units of competency.

Assessment mapping: Assessment mapping ensures assessments meet the requirements of the unit/s of competency through a process of cross-referencing.

Assessment records: Assessment records are the documentation used to record the learner’s evidence of competency.

Assessment tools: Assessment tools are the instruments and procedures used to gather, interpret and evaluate evidence.

AQTF: The AQTF is the Australian Quality Training Framework. It was superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011. 
AQTF standards: The AQTF standards are national standards designed to ensure high-quality training and assessment outcomes. They were superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011.

ASQA: ASQA is the Australian Skills Quality Authority, the national regulator for Australia’s vocational education and training sector. ASQA regulates courses and training providers to ensure nationally approved quality standards are met.

Authentic/authenticity: Authenticity is one of the rules of evidence. It means the learner’s work and supporting documents must be genuinely their own.

Competency: Competency relates to the learner’s ability to meet the requirements of the unit/s of competency in terms of skills and knowledge.

Current/currency: Currency is one of the rules of evidence. It means ensuring the learner’s skills and knowledge are up to date.

Delivery plans: Delivery plans are lesson plans that guide the process of instruction for trainers.

Dimensions of competency: The dimensions of competency relate to all aspects of work performance. There are four dimensions of competency: task skills, task management skills, contingency management skills and job/role environment skills.

Fair/fairness: Fairness is one of the principles of assessment. It means assessments must not be discriminatory and must not disadvantage the candidate.

Flexible/flexibility: Flexibility is one of the principles of assessment. It means assessments must meet the candidate’s needs and include an appropriate range of assessment methods.

Knowledge evidence: Knowledge evidence is specified in the unit of competency. It identifies what a person needs to know to perform the work in an informed way.

Performance evidence: Performance evidence is specified in the unit of competency. It describes how the knowledge evidence is applied in the workplace.

Principles of assessment: Principles of assessment ensure quality outcomes. There are four principles of assessment – fair, flexible, valid and reliable.

Recognition: Recognition is an assessment process where learners match their previous training, work or life experience with the performance and knowledge evidence outlined in the units of competency relevant for a qualification.

Reliable/reliability: Reliability is one of the principles of assessment. It means that assessment must have a common interpretation.

Rules of evidence: Rules of evidence guide the collection of evidence. There are four rules of evidence – it must be valid, sufficient, current and authentic.

Skill sets: Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. They build on a relevant qualification.

Standards for NVR Registered Training Organisations 2011: The Standards for NVR Registered Training Organisations superseded the AQTF in some jurisdictions in July 2011. They are designed to ensure nationally consistent, high-quality training and assessment services for the clients of Australia’ s vocational education and training (VET) system.

Sufficient/sufficiency: Sufficiency is one of the rules of evidence. Sufficiency of evidence means there is enough to satisfy the unit/s of competency.

Training and assessment strategy: A training and assessment strategy must be developed by training organisations for all their training programs. It is a framework that guides the learning requirements.

Valid: The term valid relates to the rules of evidence and principles of assessment. It means meeting the unit/s of competency’s performance and knowledge evidence requirements.

Validation of assessment: Validation of assessment means a range of assessors must review, compare and evaluate assessments and assessment processes on a regular basis to ensure they meet the unit/s of competency assessed. The evaluation process must be documented and form part of the RTO’s continuous improvement process.

VET Quality Framework: The VET Quality Framework superseded the AQTF in some jurisdictions in July 2011. It is aimed at achieving greater national consistency in the way providers are registered and monitored and in how standards in the VET sector are enforced.
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