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Identifying and understanding customer needs FINAL 

TERM 

2 

TERM 

3 

BTEC L3 Customer Service  

Learning Journey 

1 

TERM 

Study Skills 

Organisational 
structures 

Unit 1 
Understanding the Customer 

Service Environment Business 
functions 

Cross team 
collaboration 

Mission statements Business environment  

Policies  

Procedures 

Using Market Research 
to understand customer 

needs Consequences of 
service failure  

Improving service 
delivery 

Customer needs 
& Expectations 

TOUCH POINTS 

Internal & External 
customers 

Segmentation 

Unit 3 
Understanding Continuous 

Improvement  

Resources 

Sampling 
Techniques 

Receiving Feedback from 
an Audience Continuous 

improvement 

Key 
Performance 

Indicators 

Self 
Management 

Effective 
Teamwork  

Unit 4 
Understanding Personal 

Effectiveness 

Legislation 
and 

Regulations  

PESTEL 

Situational 
Analysis  

Customer 
Insight  

Measuring 
Customer 

Satisfaction 
Unit 2 Understanding 

Customer Loyalty, 
Retention and Satisfaction 

Monitoring 
Quality  

Primary & 
Secondary 
Research  

Understanding 
Professionalism  

Problem 
Solving in the 

Workplace 

Adaptability & Resilience 

Leadership 
Styles 

Evaluating Personal 
Performance 

Quantitative & 
Qualitative  

Best Practice Personal & 
Professional 

Development 

 
SUCCESS!!!! 

Identifying Own Learning & 

Development needs 

ALMOST THERE 

😊 

Evaluate impact 
of Improvements 

 


