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UV21075
Principles of resolving customer 
service problems 

The aim of this unit is to teach you how customer 
service problems can be resolved and the importance of 
recognising recurring problems so a solution can be found.

You will learn how to respond to customer service 
problems, the importance of alerting the appropriate people 
to the problem, and the need to keep the customer fully 
informed about what is being done to help them.

You will learn the importance of following organisational 
procedures to resolve customer service problems, how to 
negotiate with others to resolve problems, and the types 
of actions that should be avoided because they have the 
potential to make the problem worse.
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV21075

1. Know about customer service problems

2. Know how to resolve customer service 
problems

1. 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. 

2. 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. 

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*: 

• 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
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Learning outcome 1 

Know about customer service problems

You can: Portfolio reference 

a. Describe how to respond to a customer service problem when it is 
raised

b. State the importance of recognising recurring problems and 
alerting the appropriate person

c. State the importance of sharing customer feedback with others to 
identify potential problems before they happen

d. Identify options for resolving a customer service problem

e. State the importance of keeping the customer fully informed about 
what is happening to resolve the problem
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Learning outcome 2 

Know how to resolve customer service problems

You can: Portfolio reference

a. Describe organisational procedures and systems for dealing with 
customer service problems

b. Describe how to resolve potentially difficult situations

c. Describe how to negotiate with others to resolve problems

d. Describe the limitations of what can be offered to a customer to 
resolve a problem

e. Describe types of action that may make a customer problem worse 
and that should be avoided

 



Outcome 1: Know about customer service problems

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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Customer service problems: 
Organisation led (a problem with the 
room reservation, inaccurate information, 
inability to meet customers’ individual 
needs, problem with products and services 
within the hotel, inaccurate bill, rude or 
unresponsive staff).

How to respond to a customer service 
problem: Acknowledge the customer 
immediately, apologise to them, listen 
carefully without interrupting, ask questions 
to check understanding of the problem, 
stay calm, identify with the customer and 
think about the right thing to do, discuss 
possible solutions to the problem with the 
customer, seek assistance if necessary, 
ask the customer what resolution they 
would like to see, use appropriate 
body language (eye contact, interested 
expression).

Importance of recognising recurring 
problems and alerting the appropriate 
person: The cause of the problem can be 
identified, action can be taken or changes 
made to procedures to stop the problem 
happening again, allows continuous 
improvement of customer service, to avoid 
negative feedback about the organisation, 
prevent the extra costs generated through 
customer problems and complaints, 
reputation, to minimise the risk of litigation.

Importance of sharing customer 
feedback to anticipate potential 
problems: To assist decision-making 
(two heads are better than one), 
assists in meeting customers’ needs 
and expectations, recurring problems 

can be identified, staff are aware of 
any customers who have experienced 
problems and can react accordingly when 
they see the customer, customer service 
can be monitored, to assist continuous 
improvement.

Options for resolving a customer 
service problem: Instant resolution 
(apology, refund, discount, change of 
room, alternative product offered), referral 
to an appropriate person (if room service 
is delayed it can be chased, if the room 
is not serviced to the correct standard the 
housekeeping team can be contacted), 
referral to a more senior member of staff 
where the solution is out of the limits of 
own authority.

Importance of keeping the customer 
fully informed: Customers can see 
that something is being done to rectify 
the situation, increasing the customers’ 
confidence, ensuring customers know 
what is happening, to prevent the problem 
from escalating, ensuring that any action 
being taken is in line with the customers’ 
expectations, to win the customers’ 
approval.



Outcome 2: Know how to resolve customer service problems
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Organisational procedures and 
systems: Complaints procedure (detailing 
steps which should be taken), meeting 
organisational targets for response 
times, using the correct documentation, 
communicating the problem to the correct 
people, offering solutions in line with 
organisational guidelines and policy, taking 
corrective action to solve the problem, 
ensuring the customer is satisfied with the 
outcome.

Potentially difficult situations: 
Establish the exact nature of the situation 
(customer has been given incorrect 
information, customer has misunderstood 
information, a promise to a customer has 
not been delivered, the customer has a 
genuine service problem, the customer’s 
understanding of the exact nature of 
the product or service is inaccurate, a 
customer problem has not been resolved 
to their satisfaction), identify the cause of 
the problem, tell the customer what can be 
done to solve the problem, determine what 
to say when acknowledging the problem, 
referring the problem to an appropriate 
person if necessary, take appropriate 
action to deal with the problem, check 
that the problem has been solved to the 
customer’s satisfaction.

Negotiate with others to resolve 
problems: Identify possible solutions 
through discussions with others, working 
out the advantages and disadvantages 
of each solution for the customer and the 
organisation, agreeing the solution to the 
problem with the customer, passing the 
problem on to a more senior member of 
staff if necessary, taking action as a team 
to implement the solution agreed with the 
customer, ensuring that any promises 
relating to solving the problem are kept, 

keeping the customer informed about 
what is happening to resolve the problem, 
checking with the customer to ensure 
the problem has been resolved to their 
satisfaction, giving clear reasons to the 
customer when the problem has not been 
resolved to their satisfaction.

Limitations when resolving a problem: 
Cost to the business, within limits of 
own authority (the nature of the problem 
may mean that it has to be referred to 
another member of staff), the customer’s 
expectations of what can be offered may 
not be available (a quieter room, free Wi-Fi, 
a laundry service).

Types of action that may make a 
problem worse and that should be 
avoided: Unprofessional behaviour 
(attitude, tone of voice, body language), 
unsympathetic and apathetic attitude, 
unwillingness to resolve the problem, 
making promises or offering solutions 
that cannot be delivered, arguing with the 
customer, telling the customer they are 
wrong, refusing to take responsibility for the 
problem, complaining about the customer 
within their hearing.


