
Trainer/assessor guide

SITXCCS016
Develop and manage quality customer
service practices

Welcome to this unit of study

This unit describes the performance outcomes, skills and
knowledge required to develop, monitor and adjust
customer service practices. It requires the ability to consult
with colleagues and customers, develop policies and
procedures for quality service provision, and manage the
delivery of customer service.

The unit applies to senior managers who operate
independently, have responsibility for others and are
responsible for making a range of operational and strategic
decisions.

This includes individuals working in a range of tourism,
travel, hospitality and event contexts and to any small,
medium or large organisation.

The skills in this unit must be applied in accordance with
Commonwealth and State/Territory legislation,
Australian/New Zealand standards and industry codes of
practice.

No occupational licensing, certification or specific legislative
requirements apply to this unit at the time of publication.

It may be undertaken as:
part of a formal qualification nationally recognised
through the Australian Qualifications Framework (AQF)
a stand alone unit
part of a formal skill set
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