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Principles of maintaining 
customer service through 
effective handover
The aim of this unit is to provide you with knowledge of the 
responsibilities of a customer service team the importance 
of effective handover.

You will be able to identify the products and services that 
rely on effective teamwork, and to describe the importance 
of agreeing information and communication processes to 
complete customer service actions.

You will learn how an effective handover process 
contributes to customer service and the appropriate 
procedures for the delivery of services or products. 
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On completion of this unit you will:

Learning outcomes Evidence requirements

UV21121

1. Know about responsibilities in a customer 
service team

2. Know how to follow up customer service 
actions

3. Know how to maintain customer service 
through effective handover

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 responsibilities in a customer service team

You can: Portfolio reference 

a. Identify services or products that rely on effective teamwork

b. Identify customer service delivery process stages that rely on 
exchange of information between self and colleagues

c. Describe the importance of agreeing how information should be 
exchanged with colleagues to enable completion of customer 
service actions 

d. Describe ways of retaining information when passing responsibility 
to colleagues for completing a customer service action
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Learning outcome 2 

Know how to follow up customer service actions

You can: Portfolio reference

a. State the importance of checking that a customer service action 
has been completed

b. State the importance of knowing all details of customer service 
actions that colleagues were due to complete

c. State the importance of asking colleagues about the outcome of 
completing the customer service action as agreed

d. Describe how to review the way customer service actions are 
shared with colleagues
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Learning outcome 3

Know how to maintain customer service through effective 
handover

You can: Portfolio reference

a. Describe appropriate customer service procedures for the delivery 
of services or products

b. State the importance of passing responsibility to appropriate 
colleagues for completing particular customer service actions

c. State the importance of carefully checking with a colleague 
whether the expected customer service actions have been 
completed

d. Know how to review the way customer service actions are shared 
in customer service processes

 



Outcome 1: Know about responsibilities in a customer service team

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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Services or products that rely on 
effective teamwork: Services (reservation, 
check-in, dealing with queries and 
requests, maintaining customer accounts, 
check-out), products (a clean room, food 
and beverage, use of leisure and business 
facilities, delivery of special requirements).

Customer service delivery process 
stages: Receiving a request from the 
customer (for prices, to make a reservation, 
about the products and services on offer, 
for special requirements, to book external 
services), gathering information to deal with 
the request (liaising with colleagues to find 
information, checking accuracy), dealing 

with requests, checking the customer is 
happy with the outcome.

Importance of agreeing how information 
should be exchanged: To meet customer 
needs, avoids confusion in carrying out 
tasks, ensures consistency, to maintain 
standards, to comply with workplace 
legislation, to present a professional image 
to customers.

Ways of retaining information when 
passing responsibility to colleagues: 
Electronic emails, diarised tasks, paper-
based (handover book, notes). 

Outcome 2: Know how to follow up customer service actions

Importance of checking that a customer 
service action has been completed: To 
ensure the needs of the customer have 
been met, to avoid conflict, confusion and 
complaints, to present a professional image 
to customers, ensure consistency, maintain 
standards, so that potential sales are not 
lost.

Importance of knowing all details of 
customer service actions: So that 
customer requests can be dealt with 
effectively, so that the customer gets what 
they ask for, to create a professional and 
positive image, to avoid conflict.

Importance of asking colleagues 
about the outcome of completing the 
customer service action: To make sure 
their needs have been met, to avoid 
conflict, to enable remedial action if service 
actions have not been completed.

Review the way customer service 
actions are shared with colleagues: 
Through analysing customer feedback 
(comment card, reviews, mystery shopping, 
complaints), team meetings, reviewing the 
outcomes of customer requests against 
standards of performance (are enquiries 
responded to in a timely manner, are 
special requests actioned).



Outcome 3: Know how to maintain customer service through effective 
handover
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Appropriate customer service 
procedures: Standards of performance 
(taking reservations, check-in, dealing 
with an enquiry, check-out a guest, taking 
messages, booking external services), 
complaints procedure, reception late and 
early shift check lists, customer service 
policy.

Importance of passing responsibility 
to appropriate colleagues: 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 carefully checking with 
colleagues that actions are complete: To 
make sure their needs have been met, to 
avoid conflict, to enable remedial action if 
service actions have not been completed.

Review the way customer service 
actions are shared in customer service 
processes: Feedback on systems and 
procedures, areas for improvements. 
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Notes 
Use this area for notes and diagrams


