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T hrough this unit you will learn how to deal with 
clients and understand the importance of good 
customer skills. You will have an understanding 
of the legislation that governs the selling of 

products, treatments and services. You will know how to 
present yourself professionally and respond to customer 
feedback, and be able to evaluate your own customer 
skills to improve them continuously.

Level

2
3

Credits

30
Guided Learning Hours (GLH)

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

Learning outcome 1

Know how to deliver excellent customer and client skills

a. List the different  types of positive and negative verbal and non-
verbal communication

b. Identify the legislation associated with selling products, treatments and services

c. Explain the importance of responding constructively to positive and 
negative feedback 

d. State why reflection and evaluation are valuable for your own 
personal development

Learning outcome 2

Be able to deliver excellent customer and client skills 

a. Present a professional image 

b. Meet the needs of the client or customer

c. Respond to the client or customer’s feedback
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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 deliver excellent customer and client skills

List the different 
types of positive 
and negative 
verbal and 
non-verbal 
communication

Positive verbal communication: Use clear speech of acceptable volume, 
tone and pace, discuss appropriate topics, use appropriate language, avoid 
jargon or technical terms and use references to products and treatments the 
client will understand. 

Positive non-verbal communication: Open body language, positive 
attitude, friendly facial expressions with good eye contact, smiling, nodding, 
and open hand gestures, be patient, listen to the client’s needs and 
respond appropriately. 

Negative verbal communication: Sighing, mumbling, talking really loudly 
or very quietly, swearing, talking about yourself or problems with your 
work/job and asking questions about inappropriate topics e.g. politics and 
religion, using over-technical terms which confuse the client/customer, being 
aggressive with your selling techniques, ignoring the client/customer and 
talking to someone else. 

Negative non-verbal communication: Arms folded and legs crossed, 
avoiding eye contact, frowning, looking impatient and rushing the client/
customer, turning your back on the client. 
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What you must learn
Identify the 
legislation 
associated with 
selling products, 
treatments and 
services

Being able to offer good client and customer skills is also about knowing 
services, treatments and products and the legislation that is involved.

Health and safety at work legislation: Covers occupational health and 
safety. Health and safety procedures need to be in place when using 
dangerous equipment at work and for the general safe running of a business 
to ensure that employees, employers and customers are not put at risk. All 
businesses are required by law to display a health and safety poster, carry 
out a risk assessment to identify workplace risks, then put sensible measures 
in place to control them e.g. potential risks include trip hazards such as 
trailing wires. Businesses are also responsible for ensuring the health and 
safety of their customers.

Trade descriptions legislation: Makes it an offence for a trader to make 
false or misleading statements about goods or services. It carries criminal 
penalties and is enforced by Trading Standards Officers as it is an offence 
to apply a false trade description to any goods, supply or offer to supply 
any goods to which a false trade description has been applied, or to make 
certain kinds of false statement about the provision of any services, facilities 
or accommodation.

Consumer protection legislation: Protects the public by prohibiting the 
manufacture and supply of unsafe goods, making the manufacturer or seller 
of a faulty product responsible for damage it causes, allowing local councils 
to seize unsafe goods and suspend the sale of suspected unsafe goods and 
not allowing misleading price indications.

Cosmetic products (safety) regulations: Labelling of products, marketing 
and description of cosmetic products, full product listing should be available 
on all products.

Sale and supply of goods legislation: Products have to be of ‘satisfactory 
quality’. This means that they have to be safe, last for a reasonable amount 
of time, be fit for their intended purpose and have nothing wrong with them 
(unless the defect was noted at the time of sale).
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What you must learn
Explain the 
importance 
of responding 
constructively 
to positive and 
negative feedback 

Importance of responding clearly to positive and negative feedback: 
It assists in achieving good relationships with clients and customers, even 
if the feedback is negative, if it is handled in the correct manner a client can 
still feel valued for their opinion. It is equally important to respond to positive 
feedback, if someone has taken the time to comment it is only polite to do so. 

Responding to feedback:

The client feels their opinion is valuable.

They feel they are being taken seriously. 

It helps to defuse a situation that could become worse if not dealt 
with immediately. 

It increases the possible damage to your reputation if poor feedback is left to 
go unchecked. 

The customers will appreciate that you offer a quality service through honesty 
and integrity and value their opinion.

A quick response time to enquiries indicates that you appreciate the value 
of the client/customer and that you are able to exceed client/customer 
expectations by going the “extra mile”. 

State why 
reflection and 
evaluation are 
valuable for your 
own personal 
development

Why reflection and evaluation are valuable tools for 
personal development:

To enable opportunities to develop further skills with training and increase 
productivity in the work place.

To help you have a clear understanding of your own strengths 
and weaknesses. 

To allow individuals to state the changes that should be made to improve 
their performance.

To share good practice.
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What you must learn
Learning outcome 2

Be able to deliver excellent customer and client skills

Present a 
professional 
image 

Presenting a professional appearance: Clean ironed clothes, minimal 
jewellery, no piercings, hair groomed and tidy, light day make-up (if 
appropriate), personal hygiene and cleanliness (shower/bath, cover cuts , 
deodorant or antiperspirant), oral hygiene (clean teeth, fresh breath), no nail 
enhancements, clean, short natural nails (beauty).

Presenting professional qualities: Confident body language through being 
knowledgeable about the services, treatments and products available, being 
able to answer a range of queries e.g. service or treatment times and costs, 
be able to seek clarification or assistance from others when required, ensure 
the procedures and rules of the salon/business are known and followed.

Meet the needs 
of the client or 
customer

Meet the needs of client/customer by: 

Providing excellent treatments and services at all times.

Employing good listening skills to hear what the client wants. 

Using positive body language. 

Observing non-verbal communication to measure how the client feels 
(comfortable, intimidated, nervous, anxious, angry, frustrated).  

Offering the best experience possible.

Communicating with knowledge and understanding on the treatments, 
services and products available so that the client’s needs can be met.

Dealing with complaints sensitively, constructively and quickly.

Responding appropriately, calmly and with understanding. 

Asking questions to identify what the client wants, using both open and 
closed questions in a friendly manner.

Knowing who to refer a client/customer to if a complaint is outside your 
authority or if they are still not happy, so that they feel their issue is dealt 
with efficiently.
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What you must learn
Respond to 
the client or 
customer’s 
feedback

Gain client/customer feedback: For improvement of services, treatments 
and business through face-to-face discussions, surveys, written 
questionnaires, a suggestion box can be used for anonymous postings, 
written feedback on treatment plans/consultation sheets.

Respond to feedback: Welcome feedback, evaluate the feedback, improve 
the services, treatments and business in line with feedback given and 
develop an action plan. Reflect on and evaluate your own performance and 
set targets for improvement, which could include training, standardisation of 
treatments and services, better verbal communication with clients/customers 
and development of positive non-verbal communication skills.



    |   9

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      
Possible examples:

You arrived for the service 
dressed appropriately and 
well groomed. 

You arrived ahead of time to 
prepare self and work area. 

You maintained a positive 
attitude throughout. 

You remained engaged 
and attentive to the client/
customers needs. 

You kept a neat, clean and tidy 
work area that complied with 
health and safety regulations.

Possible examples:

You introduced yourself and 
greeted the client by name.

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

You maintained a professional 
conversation at all times 
and used appropriate 
technical language. 

You listened carefully 
and answered client 
enquiries accurately. 

You used a variety of positive 
body language. 

You correctly interpreted the 
client/customer body language.

Possible examples:

You provided outstanding care 
and attention to all clients.

You answered questions 
correctly relating to products, 
services and treatments.

You dealt with enquiries 
politely, understood the 
requests made and 
responded by nodding or 
agreeing verbally.

You identified your own 
strengths and weaknesses 
when dealing with clients. 

You responded correctly to 
client feedback.
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Know how to deliver excellent customer and 
client skills

Learning outcome 1
Portfolio reference

Achieved all    
a. List the different types of positive and negative verbal and 

non-verbal communication

b. Identify the legislation associated with selling products, 
treatments and services

c. Explain the importance of responding constructively to 
positive and negative feedback 

d. State why reflection and evaluation are valuable for your own 
personal development

Be able to deliver excellent customer and 
client skills

Learning outcome 2
Portfolio reference

Achieved all     

a. Present a professional image 

b. Meet the needs of the client or customer

c. Respond to the client or customer’s feedback

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


