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Unit 201 Deliver Customer Service 

Customer Expectations and Needs 

All customers and potential customers have expectations about the products 
and services they hope to receive from your establishment. Many of these are 
identified before they even walk through your door. They may also have 
specific needs which have to be met before they can enjoy their experience. 

Customers will not be satisfied at the end of their experience if their 
expectations and needs are not met or exceeded. 

Good customer service means seeking to meet their needs and if possible ‘go 
the extra mile’ or in other words do that little bit extra to make the customer’s 
experience exceptional.	

Products and Services 

These are all the things you offer to your customer and depending on the 
nature of your business. Each product or service has features which are 
designed to meet a specific customer need. For example: 

Product	or	service	features	 How	does	it	meet	customer	need?	
 
A la carte menu 

 
The customer has a wide choice and can select 
exactly what they want 

 
Takeaway menu 

 
The customer can order food by phone and can 
eat it wherever they choose 

 
Set menu 

 
The customer can base their choices on price 
and value for money 

 
Self  service 

 
The customer can see all choices in front of 
them and select them immediately without 
having to order 

	
Drinks menu 

 
The customer can choose what they like, hot or 
cold (and alcoholic if premises is licensed) 

 
Special dietary requirements 

 
The customer can select items which meet their 
dietary needs and receive advice to ensure their 
safety 

Premises facilities e.g. accessible toilets, 
baby changing 

 
The customer will be able to enjoy their 
experience without having to worry about 
special requirements 

 
Offers 

 
The customer will feel that they have received 
good value and that the organisation cares 
about their custom 
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Customers as Individuals 
 

It is important to remember that every customer is an individual 
and will likely have very specific expectations and needs. 
Therefore, it is important to know who your customers are, for 
example, are they regulars, people in a hurry or tourists who 
have little English? Are they excited because it is their birthday or 
unhappy because of something that has gone wrong with the 
service? 

 
 
Treating customers as individuals is important because: 
 

• Their expectations and needs differ so they may want different things. You may even 
have to  vary the products and services normally offered 

• Customers will feel that they are special and not just ‘one of the crowd’ 
• Knowing your customers can help build loyalty so that they will return to you  
• You can find out a lot about individuals’ needs which helps you to plan and improve 

products and services 
• Remembering individuality ensure that you are less likely to stereotype customers 

and even discriminate against certain groups 
• You will find it easier to identify problems, know how to react and resolve them 

appropriately 
 
Your Performance 
 

To deliver consistent quality of service, you need to ensure that you are 
personally performing to the expected standards. This will also help you 
to identify any training or support you need to improve, and to keep up 
with any changes that have taken place. 
 
You line manager may discuss you performance with you via review 
meetings or appraisals. However, it is important that you monitor your 
performance yourself so that you are aware of how well you are doing 

(or otherwise). 
 
You can measure your own performance by: 
 

• Looking at the standards (rules, job descriptions etc.) to see if they match your 
performance 

• Getting feedback from customers, either by talking to them or by looking at reviews 
• Asking your colleagues how you are doing 
• Carrying out a personal SWOT Analysis to identify your strengths and weaknesses 
• Observing a ‘best performer’ (someone experienced and skilled) to see how you 

compare to them 
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