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Assessment Requirements for BSBCUS403 Implement customer
service standards

Modification History

Release Comments

Release 1 This version first released with Business Services Training
Package Version 1.0.

Performance Evidence
Evidence of the ability to:

. access, interpret, apply and monitor customer service standards

. demonstrate compliance with customer service system and standards

. make contributions to improving or adapting customer service standards to better meet the
needs of the organisation and the customers

. review and analyse customer feedback and make recommendations to address issues
raised, including identifying the resources required

. make adjustments to improve customer service procedures including:

. identifying and responding to problems
« communicating with and encouraging staff
. coordinate and manage delivery of services and products to meet standards including:

« planning and implementing team work activities
. Managing resources.

Note: If a specific volume or frequency is not stated, then evidence must be provided at least
once.

Knowledge Evidence
To complete the unit requirements safely and effectively, the individual must:

. have detailed product / service knowledge

« explain the rights and responsibilities of customers and relevant consumer law

« outline models of customer service

. explain relevant organisational procedures and standards for customer service standards
and relationships.
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Assessment Conditions
Gather evidence to demonstrate consistent performance in conditions that are safe and

replicate the workplace.

Noise levels, production flow, interruptions and time variances must

be typical of those experienced in the customer service field of work and include access to:

Assessors must satisfy NVR/AQTF assessor requirements.

office equipment

business technology

workplace documents and policies and procedures
customer feedback

consumer protection laws and regulations

case studies and, where possible, real situations
interaction with others.

Links

Companion volumes available from the IBSA website:
http://www.ibsa.org.au/companion_volumes -
http://companion_volumes.vetnet.education.gov.au/Pages/TrainingPackage.aspx?pid=13
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