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	Unit Title:
	Organise the promotion of additional services or products to customers

	Unit Level:
	SCQF 6

	Unit Credit Value:
	SCQF 7

	Unit Reference Number:
	CFACSA15


	Learning outcomes
	Assessment criteria

	The learner will:
	The learner can:

	1. Know how to offer additional services or products to your customers
	1.1  Outline your organisation’s procedures   and systems for encouraging the use of additional services or products
1.2  Explain the main factors that influence customers to use your services or product
1.3  Describe how to share information with others regarding the best approach to take when offering additional services or products to your customers

	2. Know how to identify the benefits of offering additional services or products for your customers and the organisation
	2.1. Explain how the use of additional services or products will benefit your customers
2.2. Explain the importance of the influence of others when your customer is making decisions about additional services or products

	3. Know how to identify ways of encouraging customers to ask about additional services or products
	3.1. Describe how to introduce additional services or products to your customers outlining their benefits, overcoming reservations and agreeing to provide the additional services or products

3.2. State ways of promoting additional services or products to your customers
3.3. Explain the features and benefits of additional services or products to your customers
3.4. Explain different methods to inform customers about additional services or products and record successes and failures against each method
3.5. Explain how to give appropriate, balanced information to your customers about services or products

	4. Know how to promote services or products which will suit your customers but which are supplied from outside your own area of the organisation
	4.1. Explain how to implement procedures to ensure that customers interested in additional services or products are dealt with promptly
4.2. Describe how to help customers to access services or products which are supplied outside of your own area of the organisation
4.3. Explain how to devise methods to inform customers about additional services or products
4.4. Outline your record of successes and failures to identify the best approach for offering additional services or products


	Additional information about the unit
	

	Unit purpose and aim(s):
	The Standard covers the way you organise customer service to promote additional use of your services or products by communicating with customers and then delivering those services or products effectively.

	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):
	CFACSA15 Organise the promotion of additional services or products to customers

	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:
	


Show understanding of the rules that impact on improvements in customer service
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