
EMPLOYEE’S RESPONSIBILITIES

TEAM WORKING

CONFLICT WITHIN TEAMS

TYPES OF CUSTOMERS

PRIVACY AND DIGNITY

SERVICE STANDARDS

Workbook 2

NCFE Level 2

Certificate in Customer Service for 
Health and Social Care Settings

SAM
PLE



4

Section 1: Effective communication for health and  
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In this section you will learn about developing positive working relationships with 
customers in a health and social care setting. You will explore the different methods 
of communication and look at ways that you can interact effectively with customers in 
the health and social care setting. 

Different customer relationships in health and social care
Please read the following as it will help you to answer question 1.

In any health or social care role, you will have:

 ��Internal customers – people who work for the same organisation or other 
departments within your organisation including support and administration staff  
and departments, managers and colleagues who depend on your input to do their 
own jobs.

 ��External customers – the individuals using the care service; their family, carers 
and supporters; other care professionals in different organisations; contractors and 
other care providers and organisations.

Did you know?

By treating people and departments in your own organisations as customers  
and meeting their expectations, you build better relationships with them which  
in turn helps external customer relationships because it means everyone is  
happy and everything runs smoothly.

The relationships you have as a health or care worker will depend on the organisation 
you work for and your job role. For example, in domiciliary care (caring for individuals 
in their own home) you will have different relationships than if you work as a hospital 
based healthcare worker.

Domiciliary workers will have more long term relationships with their external 
customers who will include:

 ��individuals using the care service

 ��their family and carers

 ��their care team – this might include a social worker, other care workers, GP and 
other professionals
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A healthcare worker based in a hospital may have similar customer contact but only 
work with individuals who are being cared for in the short term.

Customer relationships in health and social care can be:

 ��Working relationships with colleagues and team members and other health or care 
professionals with the same objectives and purpose.

 ��Professional relationships – relationships with individuals, their families and carers. 
Also relationships with professional organisations or people who you do not work 
with on a regular basis.

Knowledge Activity 1: For one health or social care role, describe the 
relationships with customers. 
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The development and impact of positive working 
relationships

Please read the following as it will help you to answer questions 2 and 3.

Developing and maintaining positive working relationships with customers will help to 
ensure that you deliver excellent customer service and satisfy customer expectations. 

Knowledge Activity 2: Think about organisations where you are the  
customer and you feel you have a positive relationship with the organisations.  
List the things that make you feel positive about the organisation and that  
make you remain a customer.

Your list might include some of the following:

 ��they are polite and professional

 ��they are efficient and meet requests promptly.

 ��they explain things in ways I can understand

 ��the information they give me is relevant to me

 ��they know and remember me 

 ��they seem genuinely interested in helping me

 ��they keep me informed about what is happening about any queries, problems, 
requests etc. 

 ��they solve problems efficiently with good outcomes
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 ��when they say they will do something they do it

 ��if they are unable to meet a request or solve an issue, they tell me and tell me why

 ��they meet my needs and preferences as far as possible

We will explore these ideas further as they demonstrate the principles of establishing 
and maintaining customer relationships:

 ��Professionalism – having a professional attitude and appearance will help the 
customer to have confidence in your ability to meet their needs and in the longer 
term will lead to them trusting you.

 ��Respect – being polite and respectful to people makes them feel valued and helps 
to maintain their dignity. In the longer term relationship, this will build their trust 
and confidence in you.

 ��Efficiency – being efficient and solving problems effectively helps to ensure that 
customer needs are continually met.

 ��Communication – making sure you communicate in ways that the customer 
understands means that they will know they can express their needs and you will 
understand; and that you can explain things to them. 

 ��Knowing your customer – knowing about the customer shows an interest in 
them, is friendly and helps you better understand their needs. You will be able to 
give relevant information about care.

 ��Genuine – showing a genuine interest is friendly and shows that you value the 
person. It also shows that you consider the person as an individual.

 ��Trustworthy – trust is important in any relationship. If you make sure that you do 
things when you say you will and keep customers informed about what is 
happening and the progress of any requests or issues, this will help to build trust.

 ��Honest – you need to be honest, especially where you are unable to meet requests 
or solve issues. Tell the customer and tell them why. This again builds trust. 

 ��Empathy and understanding – have empathy with the customer and 
understanding things from their point of view will mean that you are much more 
able to meet their needs and preferences effectively. 
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These attitudes and behaviours will help to establish and maintain positive working 
relationships with customers. Positive working relationships have many benefits for the 
quality of customer service in the health and care setting:

 ��It will be easier to discuss and carry out care activities if relations with the 
customer are friendly and open.

 ��It is easier to provide the required information if you know the customer and can 
adapt communication to suit them.

 ��It is easier to meet the needs, expectations and preferences of customers if you 
know them and understand their needs and expectations.

 ��Treating customers as individuals means that their care is more likely to meet 
needs and expectations.

Positive working relationships can lead to excellent customer service but will also 
mean that customers feel able to raise any issues and can be confident that they will 
be addressed.

Did you know?

Even if customers have complaints, if they are dealt with efficiently and  
positively, customer relationships will still be good.
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Communication methods 
Please read the following as it will help you to answer question 4.

There are a variety of ways to communicate with others. 

Knowledge Activity 3: Think about the ways you have communicated with  
other people today. List them here and in each case say why that method  
was most appropriate.

Face-to-face

Face-to-face communication means being in the same room as the person you are 
communicating with. You will use speaking and listening skills as well as body language 
to communicate. Body language includes gestures and facial expressions. It helps to 
make communication clearer which can lead to fewer misunderstandings in face-to-
face discussions than in other forms of communication such as telephone or email. 

Face-to-face communication is useful for the discussion of complex or sensitive 
information or problems. It is also useful for giving the same information to a number 
of people e.g. in a meeting or presentation. In face-to-face communication, people 
can ask questions and get an immediate response. A lot of communication with 
customers using health or care services will be face-to-face but, you may need to use 
other forms of communication with, for example, other care professionals.
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These learning resources are endorsed by national Awarding Organisation, 
NCFE. This means that NCFE has reviewed them and agreed that they meet the 
necessary learning outcomes and assessment criteria.

Disclaimer

Every effort has been made to ensure that the information 
contained within this learning material is accurate and reflects 
current best practice. All information provided should be used 
as guidance only, and adapted to reflect local practices and 
individual working environment protocols.

All legislation is correct at the time of printing, but is liable to 
change (please ensure when referencing legislation that you  
are working from the most recent edition/amendment).

Neither Learning Curve Group (LCG); nor their authors, 
publishers or distributors accept any responsibility for any 
loss, damage or injury (whether direct, indirect, incidental or 
consequential) howsoever arising in connection with the use of 
the information in this learning material.

Copyright 2017

All rights reserved. All material contained within this manual, 
including (without limitation): text; logos; icons; and all other 
artwork is copyright material of Learning Curve Group (LCG), 
unless otherwise stated. No part of this publication may be 
reproduced, stored in a retrieval system, or transmitted in any 
form or by any means (electronic, mechanical, photocopying, 
recording or otherwise), without the prior permission of the 
copyright owners.

If you have any queries, feedback or need further 
information please contact:

Learning Curve Group 
Unit 51 – 53, Innovation House, 26 Longfield Road,  
South Church Enterprise Park, Bishop Auckland,  
County Durham. DL14 6XB  
info@learningcurvegroup.co.uk
www.learningcurvegroup.co.uk
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