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Giving customers a positive 
impression

The aim of this unit is to develop your knowledge to enable 
you to give customers a positive impression through the 
establishment of relationships and the use of clear, polite 
and confident communication.

You will learn how to establish positive relationships with 
customers through correct appearance and behaviour and 
the recognition of their needs and expectations.

You will investigate the importance of organisations having 
set standards and procedures, and how these support the 
ways in which products and services are delivered to the 
customer to meet their needs.

You will also learn how staff should communicate 
information to customers effectively and within the limits of 
their own authority.
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On completion of this unit you will:

Learning outcomes Evidence requirements
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1. Know how to establish positive relationships 
with customers

2. Understand why organisations have 
standards and procedures

3. Know how to communicate information to 
customers

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 how to establish positive relationships with customers

You can: Portfolio reference 

a. Identify the importance of correct appearance and behaviour

b. Describe the importance of recognising customer needs and 
expectations

c. State the importance of product knowledge when relating to 
customers

d. Identify signs of when a customer is angry or confused
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Learning outcome 2 

Understand why organisations have standards and procedures

You can: Portfolio reference

a. Describe the legal frameworks by which organisations provide 
goods and services to customers

b. State the importance of contractual agreements that customers 
have with organisations

c. State the importance of codes of practice and standards that affect 
the way products and services are delivered to customers
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Learning outcome 3

Know how to communicate information to customers

You can: Portfolio reference

a. State why there are limits to an individual’s responsibilities when 
dealing with customers

b. State the importance of clear, polite and confident communication

c. Identify different methods of communication

d. Describe when the different methods of communication are used

 



Outcome 1: Know how to establish positive relationships with customers

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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Appearance and behaviour: Appearance 
(uniform, dress, hair, make-up, jewellery), 
personal hygiene, behaviour (conduct, 
attitude, timekeeping, dependability), 
presentation of work area and equipment.

Importance of correct appearance and 
behaviour: To present a professional 
image to colleagues and customers, to 
demonstrate personal pride, to develop 
self-confidence, to promote health 
and safety, to comply with workplace 
legislation, to maintain the organisation’s 
brand image, to meet job requirements.

Customer needs and expectations: 
Accommodation (type of room, disabled 
facilities, extra beds), special requests 
(ground floor, sea view, interconnecting, 
quiet, ground floor), business facilities 
(wireless internet, photocopying, fax 
machine), food and beverage (special 
diets, children’s menus, inclusive 
packages), leisure facilities (spa, gym, 
swimming pool), external facilities (local 
attractions, taxis, theatre, pharmacy, 
church), prices (special offers, discounts, 
inclusive packages).

Importance of recognising customer 
needs and expectations: To meet 
the needs of the customer, to provide 
excellent customer service, to boost 
sales opportunities, to encourage repeat 
business, to maintain the organisation’s 
brand image, to meet job requirements, 
improved profit, reputation.

Importance of product knowledge: 
To ensure customers receive accurate 

information about products and services, 
staff are able to present the product 
and answer any questions related to it 
confidently, to promote sales opportunities, 
to demonstrate a professional and caring 
image to customers, to boost customers’ 
confidence in the product. 

Signs of an angry or confused 
customer: Angry (clenched jaw, volume of 
voice may increase, not listening, talking 
over staff, aggressive in speech and 
manner, insulting, threatening, dismissive, 
rude, red-faced, jabbing finger), confused 
(scratching head, fiddling with paperwork 
or pen, hesitant when asking questions, 
furrowed eyebrows, frowning).



Outcome 2: Understand why organisations have standards and procedures
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Legal frameworks: Consumer protection, 
supply of goods, law of contract, health and 
safety and security, equal opportunity.

Types of contractual agreement: Written, 
verbal, for goods or services purchased 
in advance, credit agreement, registration 
form.

Importance of contractual agreements: 
To ensure terms and conditions are agreed, 
to assist in the case of a dispute between 
the customer and the organisation, so that 
charges can be made in the case of a non-
arrival, to comply with the organisation’s 
legal obligations.

Codes of practice and standards: 
Covering legal obligations (health, safety 
and security, equality and diversity, 
consumer protection and legislation), to 
set out a particular way of doing a task 
(check-in, check-out, taking a food order, 
accepting payment, cleaning a room).

Importance of codes of practice and 
standards: Provide consistency, as 
a tool for training, to ensure customer 
expectations are met, ensure organisation 
complies with legislation, staff complete 
tasks as they should be completed. 

Outcome 3: Know how to communicate information to customers

Limits to an individual’s 
responsibilities: To ensure staff do not 
offer things which cannot be delivered due 
to budget constraints, to safeguard from 
breaches in the law, to ensure offers are 
made in line with the organisation’s policies 
and procedures, to ensure staff are not 
expected to make decisions where they do 
not have enough information to do so, to 
maintain staff morale.

Importance of clear, polite and confident 
communication: To meet customer needs, 
avoid confusion in carrying out tasks, 
ensure consistency, to maintain standards, 
to comply with workplace legislation, to 
present a professional image to customers, 
staff morale and motivation.

Different methods of communication: 
Formal and informal, written, face to face, 
telephone, verbal, non-verbal, electronic, 

urgent and non-urgent.

Using different methods of 
communication: Telephone, face to face, 
email, written communication (letters, 
messages, fax).
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Notes 
Use this area for notes and diagrams


