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	Unit Title:
	Deal with customers in writing or electronically

	Unit Level:
	SCQF 6

	Unit Credit Value:
	SCQF 6

	Unit Reference Number:
	CFACSA13


	Learning outcomes
	Assessment criteria

	The learner will:
	The learner can:

	1. Know how to operate equipment used to communicate in writing or electronically efficiently and effectively 
	1.1. Describe how to operate equipment used for producing and sending written or electronic communications

	2. Know how to use language that is clear and concise
	2.1. Explain the importance of using clear and concise language

2.2. Describe how to adapt your use of language to meet the individual needs of your customer
2.3. Explain the importance of adapting your language to meet the needs of customers who may find the communication hard to understand

	3. Know the style and tone of your written or electronic communication follows your organisation’s guidelines and matches the service offer
	3.1. State the effects of style and tone on the reader of a written or electronic communication



	4. Know how to follow the conventions and accepted practices of the communication channel or electronic platform you are using
	4.1. State the period of time between exchanges in writing or electronically represents excellent customer service
4.2. State the conventions and accepted practices of the channel of communication or electronic platform you are using
4.3. Outline the risks associated with the confidentiality of written or electronic communications

	5. Know how to anticipate your customer’s expectations taking account of any previous exchanges you may have had
	5.1. State the importance of keeping your customer informed if there is likely to be any delay in responding to a communication

	6. Know the format your communication following your organisation’s guidelines
	6.1. Explain your organisation’s guidelines and procedures relating to written and electronic communication

6.2. Describe how to assemble all the information you need to construct the communication
6.3. Explain how to plan the objective of your communication

	7. Know how to ensure that your customer is aware of the purpose of the communication as early as possible
	7.1. State the additional significance and potential risks involved in committing a communication to a permanent record format

7.2. Summarise the key point of the communication and any actions that you or your customer will take as a result. Handle incoming written or electronic communications effectively
7.3. Explain how to open the communication positively to establish a rapport with your customer

	8. Know how to choose the option that is most likely to lead to customer satisfaction within the service offer 
	8.1. Explain how to read your customer’s communication carefully to identify their precise reason for contacting you
8.2. Describe how to identify what they are seeking as the outcome of the contact
8.3. State how to identify all the options you have for responding to your customer and weigh up the benefits and drawbacks of each
8.4. Explain how to summarise the outcome of the communication and any actions that you or your customer will take as a result


	Additional information about the unit
	

	Unit purpose and aim(s):
	This Standard is all about how written or electronic communication can be made effective and can contribute to excellent customer service.

	Unit review date:
	January 2016.

	Unit withdrawal date:
	

	Details of the relationship between the unit and relevant national occupational standards or other professional standards or curricula (if appropriate):
	CFACSA13 Deal with customers in writing or electronically

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate):
	Refer to Smart Awards Assessment Strategy

	Support for the unit from a SSC or other appropriate body (if required):
	CFA  

	Location of the unit within the sector subject area (SSA):
	15.3

	Name of the organisation submitting the unit:
	Smart Awards 

	Availability for use:
	Shared  

	Unit available from:
	January 2013

	Unit guided learning hours:
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