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Assessment checklist
……………………………………………………………………………………………..Student Name
BSBCUS402A – Addressing Customer Needs
	Assessment criteria
	Explanation of the criteria

	[bookmark: _GoBack]Appropriate greeting
	The greeting needs to be the right level of formality for the employee/client relationship. Therefore ‘hi’ or
‘good day’ are not appropriate.
An example of appropriate languages includes, ‘Good morning, I’m [given name, family name] from
[company]’

	Customers’ needs are fully
understood
	 Acknowledges  the  customer ’s  need 
Uses paraphrasing or acknowledges emotion

Listens
Does not interrupt

Questions
Where appropriate extra questions are asked to ascertain customer needs and assist customer to articulate them

	Resolves customer needs
	Resolves
Provides a solution which fits with company policy and makes the customer satisfied. This can include provision of appropriate services.
This may include explaining possible outcomes or prioritising preferred actions. Explains the next steps. (Please note you can only assess this for the ‘employee’)

	Uses non emotional, polite
language
	Non emotional
Customer uses language which explains the problem but does not threaten, sound aggressive or shout.

Polite language
The language used is indirect and uses a polite tone.

	Closes the conversation
effectively
	The speakers use words which convey that the conversation is coming to an end. These could include:
“Thank you for your help” “Thanks a lot, bye” “Is there any more I can do for you? OK, thanks for phoning”



Student Name………………………………………………………..

BSBCUS402A – Addressing Customer Needs

	PERFORMANCE CRITERIA
	Competent
	Not
Competent

	Demonstrate culturally appropriate greetings and gestures used in customer service
	
	

	Use natural language for building rapport with internal and external clients, as well as team members
	
	

	Use appropriate body language to build rapport
	
	

	Build empathy with emotional customers
	
	

	Use language and tone appropriate to telephone conversation
	
	

	Respond appropriately to clients’ needs over the phone
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