
 
   
 
 
 
 

 

Unit Title Principles of Customer Relationships 
 

Ofqual unit reference number 
(code) 

K/503/8194 
 

Organisation Reference MKTC 2-2b 

Unit Level Two 

Unit Sub Level None 

GLH 18 

Unit Credit Value 3 

Sector Subject Areas 15.4 Marketing and Sales 

Unit Grading Structure Pass 

Availability Shared 

Restricted Organisations N/A 

Assessment Guidance All Assessment Criteria must be met. The method of 
assessment is determined by individual awarding 
organisations, in compliance with the CfA Sales 
Assessment Strategy. 

 

LEARNING OUTCOMES 
 

ASSESSMENT CRITERIA 
 

The learner will: 
 

The learner can: 

1. Understand customers and their needs. 
 

1.1. Describe the importance of understanding 
customers’ wants and needs. 

1.2. Explain the role of segmentation in 
identifying customers’ likely wants and 
needs. 

1.3. Describe the factors that motivate 
customers to buy. 

1.4. Explain the importance of seeking customer 
feedback on performance, products and/or 
services. 
 

2. Understand an organisation’s responses to 
customer relationships. 
 

2.1. Describe an organisation’s marketing 
objectives and activities. 

2.2. Explain the importance of developing 
customer service plans and customer 
relationship plans. 

2.3. Describe an organisation’s system for 
relationship management. 

2.4. Describe an organisation’s customer care 
programme. 

2.5. Describe the system for communicating 
with customers. 

2.6. Explain the importance of a consistent level 
of service. 

2.7. Explain the link between customer 
satisfaction and sales growth. 



 
   
 
 
 
 

 

LEARNING OUTCOMES 
 

ASSESSMENT CRITERIA 
 

The learner will: 
 

The learner can: 

2.8. Explain the importance of using customer 
feedback to enhance performance, 
products and/or services. 
 

3. Understand the principles of customer 
relationship management. 

3.1. Explain the concept and principles of 
relationship management. 

3.2. Explain the importance of keeping promises 
made to customers. 

3.3. Explain the importance of balancing 
customers’ needs with those of the 
organisation. 

3.4. Explain the importance of keeping 
customers informed of progress, problems, 
issues and the actions undertaken in 
support of them. 

3.5. Explain how to identify added value that 
could be offered to customers. 
 

 

Equivalences 
 
 

N/A 

 
 


