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Unit overview
To handle customer complaints successfully to meet customer and organisational needs and requirements.
[bookmark: _Hlk163124330]Sufficiency of evidence
There must be sufficient evidence to ensure that the candidate can consistently achieve the required standard over a period of time in the workplace or approved realistic working environment.

Performance criteria (What you must do)
There must be evidence for all PCs (ie: 1-11).
The assessor must assess the majority of the PCs by directly observing the candidate’s work.
Interpreting complaints in line with organisational policies and procedures to understand customer needs and requirements.
Investigating complaints to establish their validity against organisational complaints procedures.
Identifying possible options to resolve complaints in line with organisational policies and procedures.
Identifying advantages and disadvantages of those options identified to resolve complaints in line with organisational policies and procedures and customer needs and requirements.
Assessing organisational risks of options identified to resolve complaints in line with organisational policies and procedures and own level of responsibility.
Selecting most suitable options to resolve complaints in line with organisational policies and procedures.
Reporting findings of complaint investigations internally and to customers in line with organisational policies and procedures.
Offering customers relevant solutions to complaints in line with organisational policies and procedures.
Escalating unresolved complaints in line with organisational policies and procedures.
Sharing complaint information with colleagues in line with legislative and regulatory requirements and organisational policies and procedures to prevent similar complaints re-occurring.
Recording progress and resolutions to complaint handling in line with organisational policies and procedures.
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Scope / range (What you must cover)
No scope / range is stipulated for this unit.
Knowledge and understanding (What you must know and understand)
For those knowledge statements that relate to how the candidate should do something, the assessor may be able to infer that the candidate has the necessary knowledge from observing their performance or checking products of their work. In all other cases, evidence of the candidate’s knowledge and understanding must be gathered by alternative methods of assessment (eg oral or written questioning).
	Knowledge statement
	Evidence reference
	Date

	1. Legislation and regulations and organisational policies and procedures relevant to role and activities being undertaken.
	
	

	2. Organisational complaints procedures and limits of own authority.
	
	

	3. Regulatory definition of complaints in your sector and requirements of complaint handling.
	
	

	4. Why dealing with complaints is fundamental to delivering customer service.
	
	

	5. Techniques for effectively handling customer conflict and how to apply them.
	
	

	6. Organisational timescales for dealing with complaints and the importance of adhering to them.
	
	

	7. How successful handling of complaints presents opportunities to impress customers.
	
	

	8. The importance of considering advantages, disadvantages and risks of any options identified to resolve complaints, and how to do this.
	
	

	9. Organisational approaches to effectively addressing different channels of complaints, including social media and how to apply them.
	
	

	10. When and how to escalate complaints to other colleagues.
	
	

	11. Why it is important to communicate with customers at all stages of complaints.
	
	

	12. Why it is important to record progress and resolutions relating to customer complaints and how to do this.
	
	




Supplementary evidence
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Assessor feedback on completion of the unit:
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