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LEARNER MANUAL
Hi there!

Welcome to a learning experience that will give you all you need to know about providing good customer service and participating in a team
One of the nicest things about this learning programme is that you will get skills that you can use all the time - not just in the workplace!  

Quite a lot of what you will be learning is theory - but you will be able to practice these skills with other learners in the classroom.  We hope you will enjoy this!

Your facilitator will help you get the most out of these practice sessions, and you’ll be ready to use the skills straight away - in the workplace, at home and in your community!   

We have included some new words to learn so that you can improve your vocabulary.  If you are not sure about the meaning of a word or how to say it, ask your facilitator.

We hope that when you have learnt these skills you will share them with others.

Have fun!
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1.  Skills clusters and learning pathways
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	Qualification

Hygiene & Cleaning Level 1
	
	Introduction to Cleaning
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	Use chemicals 

to clean
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	Ablution 

cleaning
	
	

	
	
	
	
	

	
	
	Above the floor & window cleaning
	
	

	
	
	
	
	

	
	
	Textile surface cleaning
	
	

	
	
	
	
	

	
	
	Hard and resilient floor cleaning
	
	

	
	
	
	
	

	
	
	Kitchen 
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	Module 1

Identifying customers
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	Module 2

Working for customers

	
	
	
	
	

	
	
	Environmental awareness
	
	Module 3

Keeping customers satisfied

	
	
	
	
	

	
	
	Life skills – Health
	
	Module 3

Working in a team

	
	
	
	
	

	
	
	Life skills – Literacy
	
	

	
	
	
	
	

	
	
	Life skills – Numeracy
	
	

	
	
	
	
	

	
	
	Life skills - Finance
	
	



· You need to have completed the Introduction to cleaning and the Use chemicals to clean skills clusters before doing any of the others.

· Other skills clusters may be done in any order.
[image: image30.wmf]2.  Introduction to your workbook

This book belongs to you! 

It is for you to work with and write in so that you can use the information at a later stage. 

This workbook contains a lot of detail and ideas to help you learn.  Your facilitator will be available to guide you during the learning process.

[image: image31.wmf]You will be expected to complete the activities in the workbook to show your understanding.

You will learn even more by:

· Asking questions

· Participating in group discussions

· Reading additional material

· Completing the assignments

· Doing homework activities
Remember - this book is precious and will help you succeed!

3. Unit Standard Learning Outcomes

Purpose 

Provide good customer service - Learners with this unit standard are able to provide good customer service in a cleaning services environment 

Participate effectively in a team or group - Learners with this unit standard are able to be effective members of teams or groups both in the workplace and in the community

Learners credited with this unit standard are able to:

· Identify customers in a cleaning services environment

· Demonstrate an awareness of customer requirements

· Meet the requirements of customers

· Identify advantages and disadvantages of working in a team or group

· Identify the characteristics of an effective team or group

· Identify the roles and responsibilities of individuals in a team or group

· Identify techniques to manage group dynamics

	DICTIONARY
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	GROUP DYNAMICS:

· the way people in a team or group behave towards each other 


Learning assumed to be in place  
It is assumed that learners are competent in Communication at NQF Level 1
4.  Critical Cross-field Outcomes
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	· This list contains all Critical Cross-field Outcomes identified by the South African Qualifications Authority.  

· They do not all apply to both Unit Standards covered in this Learning Material.
Those marked by:

	S
	Apply to ‘Provide good customer Service in a cleaning services environment’

	T
	Apply to ‘Participate effectively in a Team or group’


The complete list of Critical Cross-field Outcomes is:
1. Identify and solve problems in which response displays that responsible decisions, using critical and creative thinking, have been made.  S & T
2. Collect evaluate organize and critically evaluate information.  S & T
3. Work effectively with others as a member of a team, group, organization or community.  T
4. Organize and manage oneself and one’s activities responsibly and effectively.  S
5. Communicate effectively by using mathematical and/or language skills in the modes of oral and/or written presentation.  S & T
6. Use science and technology effectively and critically, showing responsibility towards the environment and health of others. S
7. Demonstrate an understanding of the world as a set of related systems by recognizing that problem solving contexts do not exist in isolation.  S & T
8. Contribute to the full personal development of each learner and the social and economic development of the society at large by:

a. Participating as a responsible citizen in the life of local, national and global communities. S & T
b. Being culturally and aesthetically sensitive across a range of social contexts.  S & T
5. What I must know

	S
	Refers to ‘Provide good customer Service in a cleaning services environment’


	I must know . . .. .
	SO
	AC
	CCFO

	
	S
	T
	S
	T
	

	Who are external customers
	1
	-
	1.1
	-
	4, 5 & 8b

	The concept of providing cleaning services commercially
	1
	-
	1.2
	-
	4, 5 & 8b

	The importance of external customers
	1
	-
	1.3
	-
	4, 5 & 8b

	Who are internal customers
	1
	-
	1.4
	-
	4, 5 & 8b

	The importance of providing good service
	1
	-
	1.5
	-
	4, 5 & 8b

	Customer requirements relating to the cleaning service
	2
	-
	2.1
	-
	2 & 7

	The customer’s reasons for cleaning
	2
	-
	2.2
	-
	2, 6 & 7

	And understand the customer’s reasons for cleaning
	2
	-
	2.3
	-
	2, 6 & 7

	The reasons why people work together in teams
	-
	1
	-
	1.1
	3 & 7

	Where working in a team is better than as an individual
	-
	1
	-
	1.2
	3 & 7

	The potential risks of working in a team
	-
	1
	-
	1.3
	3 & 7

	Importance of complying with worksite procedures
	3
	-
	3.1
	-
	1,4,7,8a&b

	Importance of working correctly first time, every time
	3
	-
	3.2
	-
	1,4,7,8a&b

	Importance of treating customers with courtesy
	3
	-
	3.3
	-
	1,4,7,8a&b

	Importance of handling customer property with care
	3
	-
	3.4
	-
	1,4,7,8a&b

	Reasons for providing good customer service
	3
	-
	3.5
	-
	1,4,7,8a&b

	Characteristics of an effective team
	-
	2
	-
	2.1
	3 & 8a

	Why a team is effective
	-
	2
	-
	2.2
	3 & 8a

	How positive behaviours and attitudes affect relationships
	-
	2
	-
	2.3
	3 & 8b

	Role of communication in relationships
	-
	2
	-
	2.4
	3, 5 & 8a

	Impact of own strengths and weaknesses on a group
	-
	2
	-
	2.5
	3 & 8a

	Different roles required for effective functioning of a team
	-
	3
	-
	3.1
	2, 3 & 8a

	Responsibilities of each member of a team
	-
	3
	-
	3.2
	2 & 3

	Problem solving processes to find creative solutions
	-
	4
	-
	4.2
	1,3,5,7,8a&b

	The importance of effective communication
	-
	4
	-
	4.3
	3, 5 & 8a


6.  What I must be able to do

	S
	Refers to ‘Provide good customer Service in a cleaning services environment’

	T
	Refers to ‘Participate effectively in a Team or group’ 


	I must be able to . . .. .
	SO
	AC
	CCFO

	
	S
	T
	S
	T
	

	Handle customer property with care and respect
	3
	-
	3.4
	-
	4 & 8b

	Respond appropriately when a customer is not satisfied with work done
	3
	-
	3.6
	-
	1, 2 & 5

	Identify my own role in a team
	-
	3
	-
	3.3
	3 & 8a

	Manage conflict constructively
	-
	4
	-
	4.1
	1,3,5,7,8a&b

	Observe and check individual and team achievements
	-
	4
	-
	4.4
	3
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7.  Learning signs
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	DICTIONARY

Explanation of words and terms
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	 WORKPLACE ACTIVITY
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	CLASS ACTIVITY
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	FOR YOUR PORTFOLIO 

Put this into your Portfolio of Evidence 
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	HOMEWORK

Work to be done at Home
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	MY NOTES

To remind me
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	IMPORTANT INFORMATION
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	JUST TO REMIND YOU

Revision of work done


	MODULE 1:  
Identifying customers 



Think back on what you learnt about Basic Cleaning Principles.

How many types of commercial cleaning services can you think of?

For example:
	Building cleaning
	Dry cleaning and laundry

	Carpet & upholstery cleaning
	Garden services

	Car wash and valet
	Window cleaning

	Rope access cleaning
	Boiler cleaning

	Transport cleaning (planes, trains)
	Spillage recovery

	Industrial/ factory cleaning
	


Why are people (customers) prepared to pay for this work to be done for them?

They don’t have the knowledge, skill or time to do the work themselves.  A cleaning company can do the job more effectively.  The customer doesn’t have to buy the capital equipment, consumables or chemicals, and doesn’t have to supervise the cleaning staff
There are two categories of customer: - EXTERNAL and INTERNAL

External customers are . . ....  

· the people who receive the cleaning service you provide

· the people who decide if they’ll use a cleaning service

· the people who decide which cleaning service they’ll use

· the people who use the areas you clean

· the people who pay for the service you provide
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External customers come in all shapes and sizes, 

but they are what keep your company alive.

Without them, you would have no company, no job, and no income!

So, look after them - they’re precious - like gold!
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Internal customers are . . ..
· All the people in your company with a higher ranking than you

· All the people in your company or team with the same ranking as you

We’re all on the same side, we play for the same team, and we pull together, 

but we need to look after each other like we look after any other customer

Who are your Internal Customers - the people you look after and who look after you?

	Your team leader
	Your supervisor 

	All team leaders 
	All supervisors 

	Your manager
	Your co-workers

	All managers
	Your storeman

	
	Your sales people

	
	Your accounts department


We’re told that it is important for us to provide good service.  

What is good service, and why is it important?

Good service is meeting the customer’s expectations - giving him what he wants, when he wants it - every time - all the time

	DICTIONARY
	[image: image15.jpg]




	EXPECTATIONS: 

· Belief or anticipation that something will happen or be done to your satisfaction


Why is it important to provide good service?

Good service from a cleaning company (or cleaner) increases a customer’s willingness to buy their services now and also in the future.

Providing good service by effective cleaning that meets the customer’s expectations means he is getting what he pays for.

Providing good service to a customer keeps everyone happy - the customer, your employer and you.

Providing good service means that the customer does not have to ‘chase after’ the cleaners to get the job done.  Good service means he doesn’t have to ‘buy a dog’ but still have 

	CLASSROOM DISCUSSION ACTIVITY NO 1


	MODULE 2:  
 Working for customers 



	


	CLASSROOM DISCUSSION ACTIVITY NO 2 & 3


	

	Complete Formative Assessment No.4 in your workbook
	


	MODULE 3:  
Keeping customers satisfied


Let’s discuss the following terms . . ....
	Scope of work: 

Refers to the areas in which cleaning tasks are to take place

	Cleaning specification:
Refers to the list of surfaces and items to be cleaned and the 
                                               frequency of cleaning agreed

	Worksite procedure: 
 Refers to the method of cleaning an item or surface that has been 
                                         
 Identified                            


What are the benefits of cleaning something correctly first time, every time, to
	Your customer?
	Your company?
	You?

	His expectations and needs are met.  He stays a happy customer.  He doesn’t have to worry about cleaning and can get on with running his own business.
	Happy customers stay as your customers.  They also tell others about the service they are getting.  This often gets your company more business.
	All of us like to feel appreciated.  Even if your customer doesn’t seem to recognise your efforts, you have been trained to clean like a professional, and cleaning something correctly first time, every time confirms you are. 
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	SATISFIED: 

COURTESY:
	The feeling you have when your needs and expectations have been met

Being polite and considerate; showing respect

	
	
	



     Questions  

1. Why would we treat our customer with courtesy?

2. Why is it important we handle our customer’s property with care and respect?

3. Why is it vital we provide good service to our customer?
     Answer
External customers keep your company alive. Without them, you would have no company, no job, no income!

That’s why we:

· Treat them with courtesy

· Handle their property with care

· Provide them with good service
	MODULE 4:  
Working in a team


	

	What does a team need to have to make it effective?

	Any team needs a structure with a leader, supervisor, captain or manager.  Each member needs to know what is expected of him or her and the skills to be able to do the job.  A team needs common goals and aims.  It needs to know the level of performance required.  The team needs equipment and materials.  There need to be clear reporting relationships and lines of communication

	What does a team need to do to be effective?

	A team needs feedback from its management and from its customers (or fans in the case of a sports team) to know how it is performing.  It also needs to appraise itself, both individual members and the team as a whole.  Team members need to be aware of what’s going on around them and help a member who is struggling or take some action to correct a problem in a team.  Members need to be loyal to each other and the team.

	What are positive behaviours?

	Doing your job correctly without needing to be supervised.  Being prepared to help others complete their tasks or take on extra work if it helps the team to achieve its goals.  Being courteous and culturally sensitive towards customers and other team members and showing respect.  Communicating in a constructive way

	How does communication help in teamwork?

	It reduces the risk of misunderstandings and the spread of incorrect information.  Team members know what is happening.  It allows potential problems to be discussed constructively.  It helps to build trust and confidence between members.  Members get to know and be sensitive to each other’s strengths and areas requiring improvement.  
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	EFFECTIVE
	Able to get the job done successfully

	
	BEHAVIOURS
	The ways people respond to a situation

	
	COMMUNICATION
	Sharing information (giving and receiving) 

	
	TEAMWORK
	The combined effective action of a group
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	COMPLETE HOMEWORK ACTIVITY NO. 1 IN YOUR WORKBOOK
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	CLASSROOM ACTIVITY


Get into groups of not less than 5 and not more than 8.  Each group is a ‘cleaning company’. 

Background 1
Your ‘company’ has been awarded a contract to provide a cleaning service for Eagle Foods.
Eagle Foods packs spices used for food preparation.

The customer wants you to clean:

· His administration offices

· His floor in the warehouse (with an automatic scrubber/ dryer).

· Three small offices in the factory

· His laboratory in the factory

The contract requires exactly the number of cleaners in your (classroom) group.

The offices are very smart.

The laboratory must be hygienic.

Discussion - Take 20 minutes
Appoint someone in your team to make notes.

Appoint someone in your team to report back to the whole class on your decisions.

Decide on a name for your company.

What will be the colour of ‘your company’s’ overalls?

Allocate the area at Eagle Foods for which each of you will be responsible.

Group Dynamics
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Conflict in a group is often just a difference of opinion, very often caused because people aren’t prepared to even listen to another view, let alone try to understand it!

Unless it is managed constructively, conflict can reduce the effectiveness of a team or group
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	DISCUSSION


What are some of the things that could happen if there was conflict . . . 
	In a sports team?
	In a family?
	In a cleaning team?

	· The team stops playing like a team. 
· They don’t score goals, or tries or make runs like they used to and they stop winning.  
· They start to lose their fans
	· The home becomes ‘uncomfortable’. 
·  It’s not the happy place it used to be.
	· The team loses focus on the job 

· Items don’t get cleaned to meet the Cleaning Specification and/or the Worksite Procedure.

· Customer service levels drop.

· Customer becomes dissatisfied and takes his business elsewhere


What could be done to resolve conflict in each of these groups?
In all cases, there needs to be a meeting of all members of the team or family. 

Every member needs to contribute to identifying the real issues based on facts and behaviour observed.  Communication must be open but not a personal attack on anyone.  

The focus must be on ‘fixing only what needs to be fixed’. 

 Members need to remind each other of the team’s objectives and goals and its past achievements and successes.
And who could take responsibility for resolving conflict in each of these groups?
The captain, head of the household or team leader/ supervisor needs to lead the process of conflict resolution, but there must be commitment from all the team as a whole must take responsibility for resolving any internal conflict.
What is the importance of effective communication in resolving and preventing conflict?
Open communication between members of a team removes barriers and misunderstandings that may lead to conflict.  
In the event of there being some conflict between members, effective communication ensures that all parties are aware of the difference of opinion (dispute or conflict) that exists.  
Effective communication should allow each party to understand the other’s point of view even if they don’t agree with it.  
Effective communication means the sharing of opinions and ideas to allow the development and implementation of a process to eliminate the issue causing the conflict.
And what could be the consequences of poor communication on group dynamics?
Wrong information gets used causing rumours to spread. 
 A minor issue that just needed a bit of effective communication to resolve blows into something major.  
Team members may do or say things that disrupt the team and prevent it from getting on with the job of satisfying its customers (or their fans in the case of a sports team).  
Team members start to distrust each other, stop helping each other, and maybe even make life difficult for other team members
What are the benefits of reviewing and reflecting on individual and group achievements?

‘A failure to examine the past ensures that you repeat whatever you’ve been doing in the future’!

Not a problem if your performance has been excellent! 
Review allows us to build on our strengths and take action to correct those things needing improvement.  
Review is one of the best ways for adults to learn

If I were to do this job again, what would I do differently?
Ask and answer this question often, and you’ll be amazed at the difference it will make to your life
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	Complete Workplace Assignment 3 in your workbook


(  You are here!
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Just to remind you








COMMERCIAL CLEANING – 


Any cleaning process paid for


by a person or company 


receiving the service provided











�





Keep going!





To keep your customer happy, you need to do your job well.


But you can’t do it on your own. You need the support of all your internal customers





Who else can you think of?
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Look in ‘Basic cleaning principles’





�





�








Customer Service and Teamwork - Learner’s Manual – February 2017                                           Page 17 of 18

