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Formative Activities 

Section 1: 14 marks 

Activity 1 

Read through the information below regarding TCF – Treating Customers Fairly 

obtained from www.fsb.co.za  

Based on your own research and knowledge, and reading the information below, 

what is your opinion of the trend of customer service in the financial services in 

South Africa?  Provide a detailed answer referencing other Acts or consumer bodies, 

and what this is creating in the industry.          (4) 

Treating Customers Fairly (TCF) is an outcomes based regulatory and supervisory 
approach designed to ensure that specific, clearly articulated fairness outcomes for 
financial services consumers are delivered by regulated financial firms. Firms are 
expected to demonstrate that they deliver the following 6 TCF Outcomes to their 
customers throughout the product life cycle, from product design and promotion, 
through advice and servicing, to complaints and claims handling – and throughout 
the product value chain:  

 Customers can be confident they are dealing with firms where TCF is central 
to the corporate culture 

 Products & services marketed and sold in the retail market are designed to 
meet the needs of identified customer groups and are targeted accordingly 

 Customers are provided with clear information and kept appropriately 
informed before, during and after point of sale 

 Where advice is given, it is suitable and takes account of customer 
circumstances 

 Products perform as firms have led customers to expect, and service is of an 
acceptable standard and as they have been led to expect 

 Customers do not face unreasonable post-sale barriers imposed by firms to 
change product, switch providers, submit a claim or make a complaint. 
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Activity 2 

Read the compliments below obtained from www.hellopeter.com regarding 

insurance companies.  The names of the insurers have been removed.  Spelling and 

grammar have not been changed. 

Discuss your opinion of the compliment and illustrate why you think it constitutes 

impressive customer service.             (2x2=4) 

 

2.1 Thank you for your promt service and your warmth,you made the claiming 

process effortless and painless,keep up the good work,hope you delight every 

client that you assist,you are awesome the entire business should be proud to 

have you in their company. 

My claim was finalsied in a day how is that for a service 

 

2.2 I had my first ever car accident last week Wednesday which effectively wrote 

my car off. I immediately phoned *Insurance Company A* and I spoke to 

*Name Removed 1* in the claims department. The first thing he asked me 

was if I was alright. Most companies couldn't be bothered with the human 

aspect of a claim. He then proceeded to walk me through the claim process 

and let me know what my next steps were.  

I received various emails from him through Thursday and Friday, received a 

call from *Name Removed 2* the assessor (thank you *Name Removed*) and 

assistance from *Name Removed 3* (also thank you) in the same department, 

always keeping me up to date on the progress of my claim. I received an 

email this morning from *Name Removed 1* (07:41 - most people are still 

standing around the water cooler at this time) with details that I asked for and 

a promise to contact me later in the morning. The emails kept coming with 
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feedback from *Insurance Company A* regarding feedback from my bank and 

at 16:00 today, he called me to let me know that my claim was going to be 

paid! Only 4 working days to process and fix the scariest, most unexpected 

event that has ever happened to me! 

Absolutely wonderful & caring service. You have a client for life. 

 

 

 

 

 

 

 

 

Activity 3 

Read the complaints below obtained from www.hellopeter.com regarding insurance 

companies.  The names of the insurers have been removed.  Spelling and grammar 

have not been changed. 

Discuss your opinion of the complaint, and how you would handle this to provide 

improved customer service             (2x2=4) 

 

3.1 “I have a retirement policy with *Insurance Company B*. My payments have 

been up to date and I have always done my part. I have lost my leg a few 

months ago and am trying to claim my disability benefit. Since the 

documenration was submitted we have only received excuses for payment 

being delayed. They only want more reports and i dont know what they want. 

Do they wxpect a doctor to tell them that the leg will grow back? They are full 

of promises when they want your money but when a claim arises there is only 

excuses. I can not work any more and dont have an income and now I have 

the addad stress of dealing with incompetent insurance.” 

 

 

3.2 On 10/06 I called to claim for the replacement of my cracked iPhone glass. 

After a few days I received my phone back from your repairer & had problems 
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with the phone. I then took the phone back to the repairer to fix, only to get my 

phone back with more faults. This happened 5 times! 

I took the phone to iFix to get a second opinion (requested by you) & they 

listed many faults due to bad workmanship on the phone & said the phone is 

so messed up from repairer that its now beyond repair. I had to pay R150 for 

the damage report. 

 

A *Insurance Company C* man fetched the phone & assessed that its broken 

& promised a swift replacement. He also pulled the screen off in front of me 

with parts scattering. 

I then called & was told I will be sorted out as the phone is irreparable. But I 

was told I would only get what I'm insured for which is 2K short of the price of 

the replacement. 

 

Point is: I didn't break it. It was working perfectly when I handed it in. Only the 

glass was cracked. *Insurance Company C* repairer & their lack of 

experience with iPhone broke my phone & I have to pay? 

No one calls back when they promise & it's been 2 months. I have no phone & 

pay my contract fees, your premiums & you are taking your time! :-( 

 

 

 

 

 

 

 

 

 

 

 

 

Activity 4 
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What are the consequences if a financial services representative does not comply 

with the FSP’s policies on dealing with customers?  Give an example to illustrate 

your understanding.            (2) 

 

 

 

 

 

 

 

 

 

Section 2: 22 marks 

Activity 5 

List 4 personality styles and briefly discuss the main personality traits of each of the 

personality styles mentioned.  You may either use the ones in the Learner Guide, or 

conduct your own research and reference the source of your information.   (4 x 2 = 8) 
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Activity 6 

List the four personality styles below in the left hand column.  In the second column, 

discuss how this client would act in a discussion regarding financial services and in 

the last column, discuss how this should be handled by you.      (8) 

Personality 

type/style 

Anticipated behaviour Your response/overcoming of 

objection 

 

 

 

 

  

 

 

 

 

  

 

 

 

 

  

 

 

 

 

  

Activity 7 
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Write an essay about your own personality style and motivate why you think you 

have that specific personality style.       (3) 

 

 

 

 

 

 

 

 

 

 

Activity 8 

Interview three of your colleagues or friends and write short notes on their 

personality styles.             (3) 

 Personality style Notes 

1  

 

 

 

 

 

2  

 

 

 

 

 

3  

 

 

 

 

 

 

Section 3: 15 marks 
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Activity 9 

Reflect on a recent query that you needed to action.  If you are not employed, use 

one of the examples supplied in activity 2 and 3, or research others on the internet or 

financial services organisation of your choice.       [15] 

Answer the following questions based on this query in essay format below. 

 The information you needed to gather to answer the query, and how you went 

about doing so.            (4) 

 How you used your background: industry, organisation - and product 

knowledge to ensure a comprehensive response.       (4) 

 The consequences of providing inadequate or incomplete responses.    (2) 

 The concept of ownership, and benefits to you (the advisor), the client and 

your organisation.            (4) 

 Could you use your company’s FAQ’s to address this?  If yes, give the 

example, if not, design a FAQ to be used in future for this type of query.       (1) 
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Section 4: 8 marks 
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Investigate your client retention policy at your organisation, or if not employed, 

use another company within the financial services industry and answer the 

questions that follow in activity 10: 

 

Activity 10 

List possible reasons why the organisation would attempt to retain customers.   (2) 

 

 

 

 

 

Activity 11 

Explain the concept ‘customer loyalty’ and give an example of how this organisation 

attempts to keep customers loyal.          (3) 

 

 

 

 

 

 

 

Activity 12 

Explain, in your own words, the cost implications of customer management and give 

an example from this organisation.         (3) 
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PURPOSE OF THE UNIT STANDARD  

This Unit Standard will be useful for learners who deal with the public, customers, 
internal and external clients, intermediaries, learners in call centres, walk in service 
centres, enquiries counters and marketing and learners who communicate with 
customers either telephonically or face to face.  
 
The qualifying learner is capable of:  
 
�  Explaining the principles of impressive customer service in the context of a 
specific industry and organisation.  
�  Applying knowledge of personality styles to respond appropriately to a 
customer.  
�  Analysing information in order to provide customer service.  
�  Suggesting innovative solutions to respond to queries and improve customer 
service.  
�  Managing the relationship to retain customers.  

 
LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF 
PRIOR LEARNING  

�  Communication at NQF Level 3.  
�  Mathematical Literacy at NQF Level 3.  

 
UNIT STANDARD RANGE  

The typical scope of this Unit Standard is:  
 
�  Customers may be internal or external clients.  
�  Behaviour refers to both verbal and non verbal aspects and should reflect 
Emotional Intelligence.  
�  Ways of overcoming objections include, but are not limited to, empathy, conflict 
resolution and questioning techniques.  
�  Presentations may be verbal or written.  
�  Formats include, but are not limited to, telephonic exchanges, verbal 
presentations, emails, faxes, letters or reports.  
�  Appropriate language is adapted for the specific audience and purpose and 
should avoid the use of jargon.  

 
Specific Outcomes and Assessment Criteria:  

 
SPECIFIC OUTCOME 1  

Explain the principles of impressive customer service in the context of a specific 
industry and organisation.  

 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  

Current theories of customer service are researched in order to identify trends.  
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ASSESSMENT CRITERION 2  

Case studies are analysed to identify instances of impressive customer service.  
 

ASSESSMENT CRITERION 3  

Case studies are analysed to identify instances of unacceptable customer service and 
suggestions are made as to how each situation could be handled differently.  

 
ASSESSMENT CRITERION 4  

The implications of poor customer service are explained from the point of view of 
the individual, the customer and the organisation.  

 
ASSESSMENT CRITERION 5  

The consequences of non-compliance with an organisation's policies and procedures 
in dealing with customers are explained with examples.  

 
SPECIFIC OUTCOME 2  

Apply knowledge of personality styles to respond appropriately to a customer.  

 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  

Different personality styles are investigated in order to understand interpersonal 
behaviour.  

 
ASSESSMENT CRITERION 2  

Own behaviour and that of three other people are analysed to determine personality 
style.  

 
ASSESSMENT CRITERION 3  

Anticipated behaviour is explained for selected personality styles and scenarios and 
an indication is given of how to respond appropriately in each situation.  

 
ASSESSMENT CRITERION 4  

Ways of overcoming objections or obstacles are demonstrated for at least two 
personality styles.  

 
SPECIFIC OUTCOME 3  

Analyse information in order to provide customer service.  

 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  
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Information that is needed to address a query is gathered and analysed to determine 
an appropriate response.  

 
ASSESSMENT CRITERION 2  

Background, industry, organisation and product knowledge are applied to a 
situation to ensure a comprehensive response.  

 
ASSESSMENT CRITERION 3  

The information is presented to the customer in the appropriate language, format 
and style.  

 
ASSESSMENT CRITERION 4  

The consequences of providing inadequate or incomplete responses to queries are 
explained with examples.  

 
SPECIFIC OUTCOME 4  

Suggest innovative solutions to respond to queries and improve customer service.  

 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  

The conventional responses to frequently asked questions are analysed and 
suggestions are made as to how the responses could be improved to enhance 
customer satisfaction.  

 
ASSESSMENT CRITERION 2  

The concept of ownership in customer care is explained with reference to the 
benefits of ownership to the individual, customer and organisation.  

 
ASSESSMENT CRITERION 3  

An organisation's customer service related policies and procedures are analysed and 
suggestions are made for possible adjustments or improvements.  

 
SPECIFIC OUTCOME 5  

Manage client relationships to retain customers.  

 
ASSESSMENT CRITERIA  

 
ASSESSMENT CRITERION 1  

Reasons why an organisation would actively attempt to retain customers are 
identified for a specific organisation.  

 
ASSESSMENT CRITERION 2  



119676 Learner Work File Ver. 2  15 
 

INSETA copyright 2014 

 

The concept of customer loyalty is explained with examples.  
 

ASSESSMENT CRITERION 3  

Ways in which an organisation actively attempts to retain customers are analysed 
for three different organisations.  

 
ASSESSMENT CRITERION 4  

The cost implications of customer management are explained with examples.  
 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

�  This Unit standard will be internally assessed by the provider and moderated by 
a moderator registered by a relevant accredited ETQA or an ETQA that has a 
Memorandum of Understanding with the relevant accredited ETQA.  
 
�  An individual wishing to be assessed (including through RPL) against this unit 
standard may apply to an assessment agency, assessor or provider institution 
accredited by the relevant ETQA or an ETQA that has a Memorandum of 
Understanding with the relevant ETQA.  
 
�  Anyone assessing a learner against this unit standard must be registered as an 
assessor with the relevant ETQA or with an ETQA that has a Memorandum of 
Understanding with the relevant ETQA.  
 
�  Any institution offering learning that will enable achievement of this unit 
standard or assessing this unit standard must be accredited as a provider with the 
relevant ETQA, or with an ETQA that has a Memorandum of Understanding with 
the relevant ETQA.  
 
�  Moderation of assessment will be conducted by the relevant ETQA according to 
the policies and guidelines for assessment and moderation of that ETQA, at its 
discretion, in terms of agreements reached about assessment and moderation 
between various ETQAs (including professional bodies).  

 
UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

N/A  
 

UNIT STANDARD DEVELOPMENTAL OUTCOME  

N/A  
 

UNIT STANDARD LINKAGES  

N/A  
 

Critical Cross-field Outcomes (CCFO):  
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UNIT STANDARD CCFO IDENTIFYING  

Learners are able to identify and solve problems in which responses show that 
responsible decisions using critical thinking have been made in suggesting 
innovative responses to queries and ways to improve customer service.  

 
UNIT STANDARD CCFO COLLECTING  

Learners are able to collect, organise and critically evaluate information in 
researching current theories of customer service and gathering information to 
address a query.  

 
UNIT STANDARD CCFO COMMUNICATING  

Learners are able to communicate effectively in providing customer service and 
presenting information to customers in an appropriate format.  

 
UNIT STANDARD CCFO DEMONSTRATING  

�  Learners are able to demonstrate an understanding of the world as a set of related 
systems by recognising the relationship between customer retention and customer 
service and explaining the consequences of inadequate responses.  
 
�  Learners are able to demonstrate cultural sensitivity in providing customer 
service to a diverse customer base and adapting language and responses to best 
service customer needs.  

 

 

All qualifications and part qualifications registered on the National Qualifications 
Framework are public property. Thus the only payment that can be made for them is for 
service and reproduction. It is illegal to sell this material for profit. If the material is 
reproduced or quoted, the South African Qualifications Authority (SAQA) should be 
acknowledged as the source.  

 


