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UV20358
Understanding customer service 
in the retail sector

The purpose of this unit is to provide you with the 
knowledge and understanding of retail customer service,  
focusing on standards of customer service. The unit covers 
how customer complaints and problems are resolved in 
retail business.
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On completion of this unit you will:

Learning outcomes Evidence requirements

Understanding customer service 
in the retail sector

1. Understand the effect of customer service 
on retail business

2. Understand how retail businesses find out 
about customer needs and preferences

3. Understand the importance of customer 
service standards, policies and procedures 
to a retail business

4. Understand how customer complaints and 
problems are resolved in a retail business

1. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the ‘Knowledge’ section of this 
unit. This evidence may include projects, 
assignments, case studies, reflective 
accounts, oral/written questioning and/or 
other forms of evidence.

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

3. External paper                                          
There is no external paper requirement for 
this unit.
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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: 

• 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.
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Knowledge

Outcome 1 

Understand the effect of customer service on retail business

You can: Portfolio reference 

a. Describe the key features of excellent customer service

b. Describe how excellent customer service affects a retail business

c. Describe the key features of unsatisfactory customer service

d. Describe how unsatisfactory customer service affects a retail 
business

e. Describe the main methods used by retail businesses to maintain 
and increase customer loyalty
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Outcome 2 

Understand how retail businesses find out about customer 
needs and preferences

You can: Portfolio reference

a. Describe methods of approaching customers on the sales floor 
and the questioning and listening techniques for finding out what 
customers are looking for

b. Describe how customer feedback is collected and used to improve 
customer service
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Outcome 3 

Understand the importance of customer service standards, 
policies and procedures to a retail business

You can: Portfolio reference

a. Explain the difference between customer service standards, 
customer service policies and customer service procedures

b. Describe the benefits to the customer of customer service 
standards, policies and procedures

c. Describe the benefits to retail businesses of customer service 
standards, policies and procedures
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Outcome 4 

Understand how customer complaints and problems are 
resolved in a retail business

You can: Portfolio reference

a. Describe the main types of customer complaints and problems

b. Describe techniques for listening to customers expressing 
concerns about a product or service, and for reassuring customers 
that their concerns have been heard and understood

c. Describe the key stages in resolving complaints to the customers’ 
satisfaction
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Outcome 1: Understand the effect of customer service on retail business

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.
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Excellent customer service: Greeting 
customers, friendly, helpful and 
approachable staff, product information 
and knowledge, treating customers with 
respect and courtesy, efficiently dealing 
with enquiries, exceeding customers’ 
needs and expectations, listening to 
customers.

Effects of excellent customer service: 
Customer loyalty and repeat visits, 
increased business and profits, improved 
staff satisfaction, staff motivation and 
career progression, improved image and 
reputation, competitive advantage, reduced 
customer dissatisfaction and complaints, 
improved mystery shopper reports and 
consumer reviews.

Features of unsatisfactory customer 
service: Not listening to customers, 
negative body language, poor appearance 
and presentation, lack of responsiveness, 
over familiarity, failing to meet customer 
expectations, poor attitude, unclean and 
untidy displays, poor signage, lack of stock, 
ignorance.

Effects of unsatisfactory customer service: 
Reduced profit, sales and turnover, poor 
reputation, reduced customer loyalty, 
increased customer complaints, reduced 
staff morale.

Methods used to maintain and increase 
customer loyalty: Special offers and 
promotions, loyalty schemes and cards, 
customer service training, targeted 
marketing and advertising, offering 
additional services, ‘going the extra mile’.



Outcome 2: Understand how retail businesses find out about customer 
needs and preferences
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Methods of approaching customers: 
Open body language, introduction, smile, 
eye contact, active listening, friendly and 
positive attitude, rapport building. 

Questioning and listening techniques: 
Active listening, appropriate use of open, 
closed and probing questions, looking for 
buying signals, tailoring questions based 
on customer responses and requests.

Collecting customer feedback: Surveys, 
comments/suggestions box, feedback 

forms, questionnaires, focus groups, 
mystery shopper reports, customer service 
department, online feedback systems, 
consumer reviews. 

Using customer feedback: Identify 
achievements and areas for improvement, 
identify customers’ needs and preferences, 
identification of trends, provide a 
rationale for change, strategic planning 
and implementation of customer service 
improvements. 

Outcome 3: Understand the importance of customer service standards, 
policies and procedures to a retail business

Customer service standards: The level 
of standard required by staff in delivering 
a service, quality, individual and team 
responsibilities, service times.

Customer service policies: Returns and 
exchanges, product availability/ordering, 
dealing with complaints, queuing. 

Customer service procedures: Greeting 
customers, customer returns and 
exchanges, dealing with aggressive 
customers, dealing with customer 
complaints, responsibility of employees, 
product availability/ordering.

Benefits to the customer of service 
standards, policies and procedures: Legal 
and fair customer treatment, consistency 
of service and response, clear procedures 
for complaints, reduced waiting time, 
increased product availability, staff 

efficiency and product knowledge, facility to 
order products, high level of customer and 
general service. 

Benefits to the retail business of service 
standards, policies and procedures: 
Consistency of approach, credibility, 
defined responsibility for customer service, 
staff knowledge, improved service, 
improved customer satisfaction, improved 
reputation, increased customer loyalty 
and repeat business, improved by mystery 
shopper reports and consumer reviews and 
scores. 



Outcome 4: Understand how customer complaints and problems are 
resolved in a retail business
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Main types of customer complaint: Poor 
quality of goods and services, availability 
of products and services, cleanliness, 
treatment by staff, incorrect pricing of 
goods, waiting times and queue lengths, 
incorrect scanning of products. 

Techniques for listening to, and reassuring 
customers: Questioning, listening, 
analysing, paraphrasing, summarising, 
acknowledging, use of facial expressions 
and eye contact, nodding, reassurance, 
showing empathy.

Key stages in resolving complaints: 
Understanding and acknowledging 
the problem, questioning the customer 
for clarification, taking responsibility, 
apologising, empathy, listening, clarify 
the actions to be taken, gaining customer 
approval, resolving the complaint, feeding 
back to the customer on the progress of 
actions. 
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Notes 
Use this area for making notes and drawing diagrams


