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	Title
	Evaluate customer service and develop a customer service strategy for a tourism or travel workplace

	Level
	5
	Credits
	8


	Purpose
	People credited with this unit standard are able to:  evaluate customer service in selected tourism or travel workplaces; and develop a customer service strategy for a tourism or travel workplace.


	Classification
	Tourism > Visitor Services


	Available grade
	Achieved
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Outcomes and performance criteria
Outcome 1
Evaluate customer service in selected tourism or travel workplaces.

Performance criteria

1.1
Criteria are developed to evaluate customer service in a tourism or travel workplace based on references.
1.2
Customer service within tourism or travel workplaces is evaluated using the developed evaluation criteria.
Range
evidence of three tourism or travel workplaces.
1.3
The impacts of customer service on a tourism or travel workplace are examined and analysed.
Range
good service, poor service.
Outcome 2
Develop a customer service strategy for a tourism or travel workplace.

Performance criteria

2.1
A broad customer service objective is established for a tourism or travel workplace and its achievability is assessed against rational criteria.

2.2
Measurable customer service standards consistent with the realisation of the customer service objective are identified and clarified.

2.3
Customer service policies and procedures consistent with stated customer service objective and standards are identified and clarified.

2.4
Staff training requirements consistent with the enterprise’s customer service objective and standards are identified and clarified.
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