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UG21G19
Support customer  
service improvements

Salons change the way they deliver service to their 
customers because customer expectations rise and 
because other salons improve the service they offer. Often 
the most important ideas about how to improve customer 
service come from people dealing with customers.
 
Your job involves delivery of customer service. If your salon 
has decided to make changes, it is your job to support 
them and to present them positively to customers. Also, by 
listening to customer comments, you may have your own 
ideas about how the service you deliver could be improved. 

This unit is about how you provide support for changes that 
your salon has introduced. In addition, it covers how you 
present your own ideas for improvements to someone in 
your salon who can authorise trying out the change.
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UG21G19

Support customer  
service improvements

1. Be able to use feedback to identify potential 
customer service improvements

2. Be able to implement changes in customer 
service

3. Be able to assist with the evaluation of 
changes in customer service

4. Know how to support customer service 
improvements

5. Your evidence must cover at least two 
changes with which you have been  
actively involved. In each case you must be 
able to identify the part you played in:
•	 linking client feedback with the reasons 

for the change
•	 implementing the change
•	 gathering client reactions to the change.

6. Your evidence for each change must show 
how:
•	 the change has improved client service
•	 your clients have reacted to the change.

7. Each change that is part of your evidence 
must	be	significant	enough	for	a		regular	
client to notice that the services or products 
you are delivering are different, or that the 
way you and your colleagues deliver the 
services or products is different.

8. There is no external paper requirement for 
this unit.

1. Your evidence should be collected when 
carrying out a real job, whether paid or 
voluntary, and when dealing with real 
clients, whether internal or external to the 
salon. However, for this unit, evidence 
collected in a realistic working environment 
or a work placement is permissible. 
Simulation is not allowed for any 
performance evidence with this unit. 

2. You may collect the evidence for the unit 
through work in a private sector salon, a 
not-for-profit	salon	or	a	public	services	
salon.

3. You must provide evidence that shows 
you	have	done	this	over	a	sufficient	period	
of time, with different clients, on different 
occasions,	for	your	assessor	to	be	confident	
that you are competent.

4. You must prove that you have:
•	 contributed to improving client service 

through your own efforts
•	 contributed to improving client service 

by working with others.
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Achieving observation outcomes

Achieving range

Maximum service times

Achieving observations  
and range

UG21G19

Your assessor will observe your performance 
of practical tasks. The minimum number 
of observations required is indicated in the 
evidence requirements section of this unit.

Criteria may not always naturally occur during 
a practical observation. In such instances you 
will be asked questions to demonstrate your 
competence in this area. Your assessor will 
document the criteria that have been achieved 
through oral questioning. 

Your assessor will sign off an outcome when all 
criteria have been competently achieved in a 
single client service.

The range section indicates what must 
be covered. Ranges must be practically 
demonstrated as part of an observation. Your 
assessor will document the portfolio reference 
once a range has been competently achieved.

There are no maximum service times that apply 
to this unit.  
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Observation 1 2 3
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

Outcome 1

Observations

Observation 1 2
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

You can:

UG21G19

*May be assessed through oral questioning.

Be able to use feedback to identify potential customer service 
improvements

5

a. Gather informal feedback from your 
customers

b. Use your organisation’s procedures to 
collect feedback from your customers

c. Use the information from your customers 
to develop a better understanding of your 
customer service experience

d. Identify ways the service you give could be 
improved, based on information you have 
gathered

e. Share your ideas for improving customer 
service with colleagues*



Outcome 2

You can:

UG21G19

Observation 1 2
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Identify a possible change that could be 
made to improve customer service

b. Present your idea for improving customer 
service to a colleague with the appropriate 
authority to approve the change

c. Carry out changes to customer service 
procedures based on your own idea or 
proposed by your organisation

d. Keep your customers informed of changes 
to customer service

e. Give customers a positive impression of 
changes that have been made

f. Work positively with others to support 
customer service changes*

Be able to implement changes in customer service

6

*May be assessed through oral questioning.



Outcome 3

You can:

UG21G19

Observation 1 2
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Discuss with others how changes to 
customer service are working

b. Work with others to identify any negative 
effects of changes and how these can be 
avoided

Be able to assist with the evaluation of changes in customer 
service

7

*May be assessed through oral questioning.



You must practically demonstrate that you have:

Range

UG21G19

Contributed to improving the client’s service Portfolio reference

Through your own efforts

By working with others

Played an active role in Portfolio reference

Linking client feedback with the reasons for the change

Implementing the change

Gathering client reactions to the change 

Shown how each change has directly contributed to Portfolio reference

Improving client service

How the client’s have reacted to the change
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Developing knowledge

UG21G19 9

Achieving knowledge outcomes

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below: 

•	 Observed work
•	 Witness statements
•	 Audio-visual media 
•	 Evidence of prior learning or attainment
•	 Written questions
•	 Oral questions
•	 Assignments
•	 Case studies

Where possible your assessor will integrate 
knowledge outcomes into practical observations 
through oral questioning.



Knowledge

UG21G1910

Know how to support customer service improvements

You can: Portfolio reference /
Assessor initials*

a. Explain	how	customer	experience	is	influenced	by	the	way	service	
is delivered

b. Identify how customer feedback is obtained

c. Explain how to work with others to identify and support change in 
the way service is delivered

d. Describe why it is important to give a positive impression to your 
customer about the changes made by the organisation even if you 
disagree with them

* Assessor initials to be inserted if orally questioned.
 
Requirements highlighted in white are assessed in the external paper.

Outcome 4 


