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T hrough this unit you will learn how important 
good customer service skills are to a business. 
You will know how to present a professional 
image of yourself along with having an 

understanding of positive and negative communication. 
You will identify how poor customer service skills have a 
negative impact on a business.

Level

1
3

Credits

30
Guided Learning Hours (GLH)

Overview



    |   3

What you must know & do
How to achieve this unit
On completion of this unit you will:

Learning outcome 1

Know how to provide good customer service skills

a. Explain the importance of first impressions and how to put the customer at ease

b. State the possible results of poor communication skills

c. Understand the principles of offering good customer service

Learning outcome 2

Be able to provide good customer service skills

a. Create a professional image when representing an organisation or place of work  

b. Demonstrate the ability to communicate using a variety of techniques
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What you must learn
This section provides you with guidance on the recommended knowledge and skills required 
to achieve this unit.

Learning outcome 1

Know how to provide good customer service skills

Explain the 
importance of 
first impressions 
and how to put 
the customer at 
ease

Importance of making a good first impression: People quickly make a 
judgement on one another, based on non-verbal behaviour, which becomes 
their impression of the company. 

You must know how to welcome a visitor and make them feel welcome – 
greet them, call them by their name, deal with their enquiries immediately, do 
not keep them waiting.

You should know how to encourage the client to trust in your abilities 
as “front of house” on reception – be confident, welcoming and deal with 
them efficiently.

Remember you are representing the whole business – following good 
customer service practice will ensure you are giving the right impression.

State the possible 
results of poor 
communication 
skills

Examples of poor non-verbal communication: Using aggressive facial 
expressions, closed body language (arms folded, body turned away from 
the customers), little or no eye contact, pointing, aggressive hand gestures, 
getting visibly irritated.

Possible results of poor communication skills: All will have a detrimental 
effect on the business and your reputation. Loss of interest from clients, loss 
of business, poor relationships within the salon due to lost revenue, lost 
commission, ill-will and bad feeling, poor work ethics, strained relationships, 
pressure from management to improve, formal warnings, dismissal.   
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What you must learn
Understand the 
principles of 
offering good 
customer service

Principles of good customer service: A good working relationship with 
clients/others is important for new and existing customers. Offer a quality 
service through honesty and reliability, have a quick response time to 
enquiries, exceed customer expectations by going the “extra mile”. 

Identify why poor customer service is bad for the business: It could 
result in loss of client faith, no repeat business or new business; it could also 
lead to a bad reputation, with no recommendations from existing clients.   

Be respectful of others: Being respectful of all cultures and backgrounds, 
disability or impairment on any level, physical or mental, religious belief, age, 
gender or social economic background, nationality, ethnicity, or personal 
preferences. Treat all fairly with a non-judgemental manner. 

Maintain client confidentiality by following legislation and codes of 
practice for: Data protection, equality and diversity, consumer law, health 
and safety at work.

Learning outcome 2

Be able to provide good customer service skills

Create a 
professional 
image when 
representing an 
organisation or 
place of work

Preparation of yourself: Clean ironed clothes, minimal jewellery and 
piercings, hair groomed and tidy and light day make-up (if applicable). 

Personal hygiene and cleanliness – shower/bath, cover cuts, wear deodorant 
or antiperspirant, oral hygiene (clean teeth and fresh breath, no chewing). 

Communication – be confident by being organised and informed. Know who 
to refer specific enquiries to, be able to answer basic queries and questions, 
be able to explain the services and treatments on the price lists.  



6   |    

What you must learn
Demonstrate 
the ability to 
communicate 
using a variety of  
techniques

Communicating face to face: Good open body language demonstrating 
confidence, being interested, good eye contact, approachable with 
introduction of yourself and the company. Do not use crossed arms or 
aggressive facial expression. Use appropriate positive verbal skills with 
a smile, demonstrating a genuine interest in the client/customer, a non-
judgemental expression and a warm tone to your voice, no slang, no 
swearing, good clear speech, no shouting or other inappropriate verbal 
communication, no shouting or speaking to others across the client. Do not 
ignore the customer.

Communicating on the telephone: Good introduction, with an appropriate 
greeting (good morning/afternoon, name of the company and state who is 
speaking). Speak clearly with interest and confidence, friendly approach, 
smile when speaking, show good listening skills by recording messages and 
information correctly if an answer cannot be given, so that a follow up call can 
be completed with the correct answer.

Communicating through written word: By letter, email, message or memo 
- use the correct title, spacing, layout, appropriate and respectful format with 
good, clear presentation, use appropriate language, accurate spelling and 
grammar, date, time of message, content, actions required, telephone number 
to return the call, full name of the enquirer and nature of the message, your 
name and job role.   
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What you must learn
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Communication Attention to detailWork skills

To achieve a Pass:
You must achieve all criteria in the What you must know & do sections of this unit

To achieve a Merit:
You must achieve all criteria in the What you must know & do sections of this unit
AND achieve 2 of the 3 additional performance standards. 

To achieve a Distinction:
You must achieve all criteria in the What you must know & do sections of this unit
AND achieve all 3 additional performance standards.

Additional Performance Standards:

Achieving your grade

Achieved      Not achieved      Achieved      Not achieved      Achieved      Not achieved      
You arrived for the service 
dressed appropriately and 
well groomed. 

You arrived ahead of time to 
prepare yourself and your 
work area. 

You maintained a positive 
attitude throughout. 

You engaged with and 
completed the tasks set.

You communicated clearly and 
confidently in a polite, friendly 
and respectful manner. 

You listened carefully 
and followed any 
instructions accurately. 

You responded to the 
individual’s body language 
and changed your own 
method of communication to 
encourage them.

You demonstrated positive, 
open body language.

You followed enquiries politely, 
listened carefully to them, to 
ensure that the enquiry was 
understood and responded by 
nodding or agreeing verbally.

You communicated by 
telephone and maintained 
a polite, friendly and 
respectful attitude. 

You provided care and 
attention to others and made 
them feel valued. 
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Know how to provide good customer 
service

Learning outcome 1
Portfolio reference

Achieved all    
a. Explain the importance of first impressions and how to put 

the customer at ease

b. State the possible results of poor communication skills

c. Understand the principles of offering good customer service

Be able to provide good customer service 
skills

Learning outcome 2
Portfolio reference

Achieved all     

a. Create a professional image when representing an 
organisation or place of work  

b. Demonstrate the ability to communicate using a variety 
of techniques

Unit Sign off
Unit grade achieved (tick box)

Pass   Merit   Distinction   

Date

Assessor initials

Learner signature

IQA signature (if sampled)

What you must know & do
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Notes and Diagrams


