
Contents

1. Identify Customer Needs
1.1 Identify and Clarify Customer Needs and Expectations . . . . . . . . . . . . . . . . . . . . . . .  6 
1.2 Evaluate Customer Needs and Determine Priorities for  

Service Delivery According to Organisational Requirements  . . . . . . . . . . . . . . . . . .  13 
1.3 Inform Customers About Available Choices for Meeting  

Their Needs and Assist Selection of Preferred Options  . . . . . . . . . . . . . . . . . . . . . .  20
1.4 Identify Limitations in Addressing Customer Needs and  

Seek Assistance from Designated Individuals, Where Required . . . . . . . . . . . . . . .   24

2. Deliver a Service to Customers
2.1 Consumer Protection Law  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  30
2.2 Provide Service to Meet Identified Customer Needs  

According to Organisational and Legislative Requirements  . . . . . . . . . . . . . . . . . .  42
2.3 Establish and Maintain Rapport with Customers  . . . . . . . . . . . . . . . . . . . . . . . . . . . .  45  
2.4 Manage Customer Complaints According to  

Organisational and Legislative Requirements  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  48
2.5 Provide Assistance and Respond to Customers with Specific  

Needs . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  58
2.6 Identify and Use Available Opportunities to Promote  

and Enhance Services and Products to Customers . . . . . . . . . . . . . . . . . . . . . . . . . .  60

3. Evaluate Customer Service Delivery
3.1 Review Customer Satisfaction with Service Delivery Using Verifiable  

Evidence According to Organisational and Legislative Requirements  . . . . . . . . .  62
3.2 Seek and Respond to Customer Feedback According to  

Organisational Policies and Procedures  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  65
3.3 Identify Opportunities to Enhance the Quality of Customer Service . . . . . . . . . . .  76
3.4 Document Recommendations for Customer Service Improvements . . . . . . . . . . .  83
3.5 Submit Recommendations to Relevant Personnel According  

to Organisational Policies and Procedures . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  91

Unit Review   . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 93




