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1.1 Introduction 
 
This course is based on the unit of competency BSBCUS401 Coordinate Implementation of Customer Service 
Strategies. 
 
You will learn about: 
 

 Advising on customer service needs. 
 

 Supporting implementation of customer service strategies. 
 

 Evaluating and reporting on customer service. 
 
It is expected that learners undertaking this unit will have a broad knowledge of 
customer service strategies and will contribute their well developed skills in addressing 
customer needs and problems. 
 
Learners may have responsibility to provide guidance or to delegate aspects of these 
tasks to others. 
 
 
 

1.2 Legislation and Organisational Requirements 
 
When providing customer service you will need to consider the legal and regulatory requirements that your organisation 
operates under.  
 

 
 
 
 

1.2.1 Key Legislative and Regulatory Provisions  
 
Legislation and regulations from all levels of government include requirements that may affect aspects of the industry in 
which you are working and how your business operates. 

 
These include: 
 

 Anti-Discrimination Legislation. 
 

 Ethical Principles. 
 

 Codes of Practice. 
 

 Privacy Laws. 
 

 Environmental Issues. 
 

 Work Health and Safety (WHS). 
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1.2.1.1 Anti-discrimination Legislation 
 

Laws about anti-discrimination are made at both the commonwealth and state or 

territory levels. These laws provide a range of grounds for a customer to lodge a 
complaint if they feel they have been discriminated against on the basis of: 
 

 Age.  
 

 Race. 
 

 Sex. 
 

 Disability. 
 
 

 
 
 

1.2.1.2 Ethical Principles 
 
Ethical principles are focused on values such as trust, good behaviour, fairness and 
kindness.  
 
Organisations usually set their own ethical standards. 
 
 
 
 
 
 

1.2.1.3 Codes of Practice 
 
Codes of practice are a set of ethical principles guiding the way an organisation 
operates. They may use an industry code of practice.  
 
These codes are not mandatory like laws but are honorary codes.  
 
Alternatively, your organisation might have its own code of practice that it expects 
you to operate within. 
 
 
 

1.2.1.4 Privacy Laws 
 

There are federal and state and territory legislation and regulations surrounding 
privacy. 
 
Privacy laws impact the way we manage personal information about customers. 
 
Your organisation will have specific policies and procedures for handling personal 
information. These may include the way you store and dispose of information. 
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1.2.1.5 Environmental Issues 
 
All organisations play an important role in environmental practices, however the legislation 

that affects them directly differs depending on the activities they undertake.  
 
Federal, state and local governments jointly administer the environmental protection 
legislation in Australia through bilateral agreements. 
 
At the federal level, the Environmental Protection and Biodiversity Act 1999 covers the 
assessment and approval processes of national environmental and cultural concerns. It is 
administered by the Department of the Environment, Water, Heritage and the Arts. The 
Department also administers other Acts relating to the sea, importing, heritage issues, 
hazardous waste and fuels. 
 
 
 

State and territory acts can apply to certain business activities and often involve the 
issuing of environmental licenses and permits. You may need a license or permit if 
your activity is likely to impact: 
 

 Parks. 
 

 Heritage sites. 
 

 Air. 
 

 Water. 
 
You might also need a license or permit if your business activities include: 
 

 Importing or exporting wildlife products. 
 

 Hazardous wastes. 
 

 Ozone depleting substances 
 

 Synthetic greenhouse gases. 
 

 
 
 

1.2.1.6 Work Health and Safety 
 
Work Health and Safety (WHS) addresses safe work practices within your organisation. This 
may impact how you can assist your customer. For example, you may need to use special 
tools or equipment to reach or lift products. 
 
There are various federal and state or territory laws and regulations surrounding Work 
Health and Safety. To find out more about WHS, go to the website for your state or 
territory workplace health authority. 
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Key Elements of the Work Health and Safety Legislation 
 
The national model WHS Act includes the following key elements:  
 

 
 
 
Many specific details relating to WHS will be negotiated within the workplace in accordance with the legislation. 
 
It is important that you speak with your Health and Safety Representative or supervisor for more information on how 
these elements will affect your day-to-day operations, or if you have any concerns relating to health and safety. 
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1.2.2 Organisational Requirements 
 

As well as the key legislative and regulatory provisions, you need to understand and 

comply with the requirements of your organisation.  
 
These encompass the structure of the business as well as the delivery of products 
and services to customers. 
 
 
 
 
 
Organisational requirements may include: 

 
 Access and equity principles and practice – these could apply to both staff 

and customers. 
 

 Anti-discrimination and related policies. 
 

 Confidentiality and security requirements. 
 

 Defined resource parameters such as: 
 Man-hours allocated to tasks. 
 Availability of resources for customer service activities 
 Other factors effecting resourcing issues. 

 
 Ethical standards. 

 
 Goals, objectives, plans, systems and processes – these will outline most 

actions to be taken in the workplace. 
 

 WHS policies, procedures and programs. 
 

 Payment and delivery options. 
 

 Pricing and discount policies. 

 
 Quality and continuous improvement processes and standards. 

 
 Quality assurance procedure manuals. 

 
 Replacement and refund policy and procedures. 

 
 Staff responsible for products or services. 

 
Your knowledge and application of all these requirements will enable you to develop and implement effective customer 
service strategies. 
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Review Questions 
 

1.  List 5 possible organisational requirements for the organisations business structure, products 
and services related to customer service.  

 
1. 
 
 
 
 
2. 
 
 
 
 
3. 
 
 
 
 
4. 
 
 
 
 
5. 
 
 
 
 
 

 
 
 

1.3 Clarify and Assess Customer Needs 
 
Before looking at clarifying customer needs, it would be useful to define what a customer is. A customer is anyone who 
requires assistance, support or products from your organisation, department or role. 
 

Customers can be: 
 

 Corporations. 
 

 Individual members of your organisation. 
 

 Individual members of the public. 
 

 People from inside or outside your organisation. 
 

 Government or other agencies. 
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1.3.1 Clarifying Customer Needs 
 
In providing customer service, it is essential that you understand exactly what the 

customer wants and needs. 
 
It could be as simple as needing help finding a location in the store or as complex as 
assistance with selecting an outfit or electrical appliance. 
 
Common customer needs could include: 
 

 Accuracy of information. 
 

 Advice or general information. 
 

 Complaints or queries. 
 

 Fairness and politeness. 
 

 Further information. 
 

 Making an appointment. 
 

 Prices or value of an item. 
 

 Purchasing your organisation's products and services. 
 

 Returning your organisation's products and services. 
 

 Specific information. 
 
 

 
Generally, customers have 6 basic buying needs which are: 
 

 Safety. 
 

 Performance. 
 

 Appearance. 
 

 Comfort. 
 

 Economy. 
 

 Durability. 
 
Finding out which of these needs are more important to your customer will help you 
identify the need in relation to your product or service. 
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1.3.2 Communicating with Customers and Colleagues 
 
You will need to have great communication skills in order to interact and communicate effectively with your co-workers 

and customers at all levels.  
 
You will also be required to convey and promote information about the customer 
service strategies you intend to implement. 
 
These communication skills include: 
 

 Speaking clearly and confidently. 
 

 Giving the person your full attention. 
 

 Maintaining eye contact (except when it is culturally inappropriate).  
 

 Listening carefully. 
 

 Asking open questions. 
 

 Controlling your tone of voice. 
 

 Using appropriate body language. 
 

 Observing the other person’s body language. 
 

 
 
 
Customer communication can take many forms. It does not only mean speaking with the customer. Communication with 
your customers can also occur through: 
 

 Analysing customer satisfaction surveys. 
 

 Analysing quality assurance data. 
 

 Conducting interviews. 
 

 Consultation methods, techniques and protocols. 
 

 Making recommendations. 
 

 Obtaining management decisions. 
 

 Questioning. 
 

 Seeking feedback to confirm understanding. 
 

 Summarising and paraphrasing. 
 
 
 

The way you communicate with your customers and colleagues must be appropriate 

for the desired results. These results could include: 
 

 Development of new customer service strategies. 
 

 Analysis of the success of customer service training events. 
 

 Analysis of customer service standards. 
 

 Improving or enhancing the organisation’s reputation. 
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1.3.3 Building Customer Relationships 
 
Your role as a customer service professional involves establishing rapport and building relationships with your customers.  

 
This is where the following interpersonal skills will prove invaluable. 
 

Interpersonal Skill Description/Reason 

Use Names 

 Use your customer’s name (if known). This shows you are genuinely interested in 
them. 

 Tell the customer your name. This demonstrates that you are accountable and that 
you want to help them. It also gives the customer a reference if they want to call 
back or visit again. 

Pay Attention  Listen actively and pay attention to what the customer is communicating. 

Put Yourself in their 
Shoes 

 Put yourself in the customer’s shoes. Try to imagine the situation from their 
perspective.  

 What help would you need? How would you like to be treated? 

Apologise 

 Apologise for problems when they arise. If you are busy and it delays the service or 
makes the customer wait, apologise. This will help to defuse potential conflict 
situations.  

 Customers expect apologies even if it is not your fault. Remember to sound sincere 
when you apologise. 

Smile and Laugh 
 Smile and laugh, even on the phone. When you smile it changes your tone of voice 

and your own attitude, you become more positive. This helps your customer to stay 
positive and they will be less likely to argue with you. 

Use Clear Language 

 Use clear and concise language. Effective communication ensures the customer 
understands you.  

 You can also engage in light conversation that focuses on them, letting them know 
you understand and can empathise. 

Explain 
 Explain what you are doing. If you need to take some time to enter information in a 

computer, look for something under the counter or refer the customer to another 
person or department, tell them what you are doing and why. 

Seek Customer Feedback 
 Provide an opportunity for the customer to confirm their request. Ask questions to 

make sure you understand what the customer has told you. Summarise their 
information and ask if you have it correct. 

Don’t Overshare 
 You need to empathise but try not to tell your personal stories as they relate to your 

customer. The conversation should focus on them, not you. 

Thank the Customer  Thanking the customer lets them know you appreciate their business. 

Let the Customer Finish 
 Let the customer end the conversation. You don’t need to have the last word, let 

your customer decide when the conversation is over. They may have more questions 
they need answered so don’t try to cut them off too quickly. 

Resolve Issues 

 Resolve any issues or concerns with the product or service. Listen to the customer’s 
concern, repeat it back to them to check that you have understood correctly.  

 Suggest possible solutions based on the information you have received. Offer 
assistance or tell them where to get help. Check back later to make sure the issue 
has been resolved. 

Take Time to Reflect 

 Think about service you have liked or disliked. Notice how others serve their 
customers.  

 Take time to think about how you served your customer. How did they respond? Did 
they like your service? 
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1.3.4 Complying with Policies and Standards 
 

Whenever you are dealing with customers, it is essential that you follow your 

organisation’s customer service procedures, processes and policies. 
 
This means you also need to uphold the product and service standards which support 
the best practice model of your business. 
 
Each product or service will have a minimum standard that each customer service officer 
will need to know. These standards will impact on how customer needs can be met. 
 
Ensure you fully understand each product standard in addition to the required service 
standards. 
 
Best practice models can be used to develop a method of responding to particular 
situations and incidents. 
 

 
These best practice models may need to be adapted to meet the needs of your 
organisation and the industry in which you are functioning. 
 
Best practice models can be an effective shortcut to developing a level of customer 
service but only if they are adapted from a similar industry or business. 
 
Each organisation will have a specific type of customer that will be using the 
business. The best model for developing a customer service program is to tailor the 
program to those customer needs. 
 
 

Review Questions 
 

2.  What are 5 common customer needs? 
 

 
1. 
 
 
 
 
2. 
 
 
 
 
3. 
 
 
 
 
4. 
 
 
 
 
5. 
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3.  List 4 important communication skills. 
 

 
1. 
 
 
 
 
2. 
 
 
 
 
3. 
 
 
 

 
4. 
 
 
 
 
 

 

4.  Why is it important to have good interpersonal skills? 
 

 

 

5.  Why is it important to understand the product or service minimum standards? 
 

 




