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UV11521
Working with customers and 
clients in sports and active leisure 
settings
The aim of this unit is to develop the knowledge and 
understanding of the importance of effective customer 
service, to include benefits, tasks, types of enquiry 
and when to refer clients. In addition, you will have the 
opportunity to provide service to customers and clients in 
sport and active leisure settings.
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On completion of this unit you will:

Learning outcomes

Working with customers and 
clients in sports and active leisure 
settings

1. Be able to provide customer service to 
customers and clients in sport and active 
leisure organisations

2. Know why customer service is important to 
sport and active leisure organisations 

3. Know about customer service tasks in the 
sport and active leisure sector 

4. Know how to provide service to customers 
and clients in sport and active leisure 
organisations

1. Environment                                     
Evidence for this unit may be gathered 
within the workplace or realistic working 
environment (RWE).

2. Simulation                                             
Simulation is not allowed in this unit. 

3. Observation outcomes                     
Competent performance of Observation 
outcomes must be demonstrated on 
at least one occasion. Assessor 
observations, witness testimonies and 
products of work are likely to be the most 
appropriate sources of performance 
evidence. Professional discussion may be 
used as supplementary evidence for those 
criteria that do not naturally occur.

4. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

5. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in this 
unit. All outcomes must be achieved. 

6. External paper                                          
There is no external paper requirement for 
this unit.
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Achieving observation outcomes Achieving range

Achieving observations  
and range

UV11521

Your assessor will observe your performance 
of practical tasks. The minimum number of 
competent 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 professional discussion and/or oral 
questioning. This evidence will be recorded 
by your assessor in written form or by other 
appropriate means.

Your assessor will sign off a learning outcome 
when all criteria have been competently 
achieved.

There is no range section that applies to this 
unit.
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Learning outcome 1

Observations

You can:

Observation 1 Optional Optional
Date achieved

Criteria questioned orally

Portfolio reference

Assessor initials

Learner signature

*May be assessed by supplementary evidence.

Be able to provide customer service to customers and clients 
in sport and active leisure organisations

a. Greet customers in a way that makes them 
feel welcomed

b. Offer assistance to customers

c. Provide helpful responses to customers’ 
queries and requests

d. Provide accurate information about 
products and services
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Achieving knowledge outcomes

Developing knowledge

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*: 

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

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic.

*This is not an exhaustive list.
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Knowledge

Learning outcome 2 

Know why customer service is important to sport and active 
leisure organisations

You can: Portfolio reference 

a. Identify the benefits of providing effective customer service to: 
• customers and clients  
• sport and leisure organisations  
• staff
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Learning outcome 3 

Know about customer service tasks in the sport and active 
leisure sector

You can: Portfolio reference

a. Describe different customer service tasks expected of someone 
working in the sport and active leisure sector

b. Describe some common customer enquiries in sport and active 
leisure settings

c. Outline situations where it would be appropriate to refer a 
customer to a more senior colleague and state why this is the case
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Learning outcome 4 

Know how to provide service to customers and clients in sport 
and active leisure organisations

You can: Portfolio reference

a. Describe ways of creating a positive impression on customers and 
clients through: 
• greetings 
• body language 
• tone of voice 
• personal appearance  
• providing correct information
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Learning outcome 2: Know why customer service is important to sport and 
active leisure organisations

Benefits of effective customer service: 

Customers and clients – meet individual 
needs, customers receive an efficient and 
quality service, customer satisfaction. 

Sport and leisure organisations 
– enhanced image and reputation, 
customer retention and loyalty, attract 
new customers, increased efficiency and 
productivity. 

Staff – positive relationships with 
customers, reduced customer complaints, 
job satisfaction and motivation.

Learning outcome 1: Be able to provide customer service to customers and 
clients in sport and active leisure organisations

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.

UV1152110

Greet customers: Face-to-face (make 
eye contact, smile, give a friendly verbal 
welcome or greeting, offer to help), 
on the telephone (give the name of 
the organisation, give a friendly verbal 
welcome or greeting, offer to help), in 
different situations (reception, meeting 
prospective members, induction, telephone 
enquiry).

Offer assistance: To different types 
of customers (new customers, existing 
customers, young people, older adults), in 
different situations (enquiries, information 
and guidance, resolving complaints).

Helpful responses: Customer queries 
(opening time, classes available, price), 
customer requests (making a booking, 
making a suggestion for improvement), 
meet the customer’s needs, provide 
appropriate options and alternatives, 
achieve customer satisfaction.

Accurate information: In accordance with 
the organisation’s products and services, 
about products (price, sports equipment, 
memberships), about services (opening 
and closing times, timetable, classes 
offered).
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Learning outcome 4: Know how to provide service to customers and clients 
in sport and active leisure organisations

Greetings: Making eye contact, smiling, 
friendly verbal welcome or greeting, 
offering to help.

Body language: Open posture, positive 
facial expression, positive hand gestures, 
eye contact, active listening, use of body 
language in different customer service 
situations.

Tone of voice: Appropriate for the situation 
and environment, clear, confident, honest, 
friendly, use of tone of voice in different 
customer service situations.

Personal appearance: Appropriate for 
the customer service role, wearing the 
organisation’s uniform, smart, professional, 
good personal hygiene. 

Providing correct information: Providing 
accurate responses to customer questions, 
demonstrating knowledge of products 
or services, referring customers to 
appropriate staff if required.

Learning outcome 3: Know about customer service tasks in the sport and 
active leisure sector

Customer service tasks: Providing 
information about products or services to 
new and existing customers, dealing with 
customer enquiries, dealing with customer 
complaints, gathering customer feedback, 
providing a specific service (coaching, 
instructing, setting up equipment), 
examples of specific tasks and what they 
involve.

Common customer enquiries: 
Information about products and services, 
memberships and pricing, opening and 
closing times, making a booking for 
equipment and facilities, lost property, 
making a complaint, examples of specific 
enquiries and how they are dealt with.

Situations to refer a customer: 
Customer requesting communication with 
a senior colleague, serious or irresolvable 
customer complaints, child protection and 
safeguarding issues, reasons for referral to 
senior colleague (outside the limits of own 
role, specialist knowledge or skills needed).
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Notes 
Use this area for notes and diagrams


