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In this unit you will learn about customer service at performance events and venues.

Customer service is important to members of the public, and to venues and organisations in

the Performing Arts. You will learn about the communication and presentation skills that are

needed by the people who provide customer service. You will also learn about the type of

customer service that the general public expects to receive.

There are many people whose job is to provide customer service. These include people who

work front-of-house, such as box office staff, ushers, bar and catering staff. Other customer

service staff do not usually have direct contact with the audience. These include cleaners and

office staff.

You will learn:

•  about customer service in practice

•  how to provide customer service

•  about customer service records.

This unit will be assessed through your portfolio work only. The grade awarded will be

your grade for the unit.
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You need to learn about customer service at a performing arts venue. You should find out

about an event and then attend the event. You will need to watch how staff at the venue

speak to and communicate with members of the public. You need to notice:

•  how good their communication and presentation skills are

•  whether they give clear information on the dates and times of performance

•  how helpful they are to members of the public who want to eat, drink or buy things at the

venue

•  whether they give enough help to customers with special needs, such as the disabled or

the elderly

•  how they deal with problems like cancelled shows or front-of-house staff being off sick

•  whether they are helpful over special offers such as party bookings

•  whether they act to ensure the health, safety and security of members of the public.
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With your group you will take part in a project where you will plan and provide customer

service to audience members at an event at your centre. This project will help you to practise

your own communication and presentation skills.
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You should be able to:

•  communicate well with members of your audience

•  present yourself well to members of your audience

•  give accurate information on the event and the facilities at your venue

•  notice audience members who might need your assistance

•  deal with any problems which arise or know who you should go to for help

•  know about and follow health, safety and security practices.
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You will need to learn about the importance of keeping mailing lists and records of members

of the audience. This helps a venue to:

•  send out promotional material to the right people

•  know which performances are likely to attract which audience members

•  project likely box office receipts for future performances

•  provide special services to loyal members of the audience.

You will need to know:

•  how mailing lists and records are organised in venues

•  how venues collect, store and retrieve customer service information

•  that there are legal requirements about keeping customer service records.

You should be able to:

•  record accurate information about the audience members who attended the event at your

centre.
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You need to produce a record of the information you collected about customer service at one performing arts venue. This should include brief notes on:

•  performances in the current season

•  who would want to see these shows

•  facilities for the disabled.

You need to produce a brief evaluation of how you took appropriate care of your audience. You need to produce at least three observations by your teacher on your work practice with

audiences.

Pass

To achieve a pass your work must show:

Merit

To achieve a merit your work must show:

Distinction

To achieve a distinction your work must show:

•  your identification of how the venue promotes customer

service, for example discounts on ticket prices,

school/college links, understand how audiences records

are used

•  your identification of customer care skills required of

employees

•  that you can carry out a customer care role with an

audience to an adequate level of service

•  your observation of health, safety and security practices

•  brief comments on what you did.

•  independence in your customer services research into the

particular types of audience(s) at the venue

•  awareness of individual audience needs and provide help

when necessary

•  how you could have improved any aspects of the service

you provided.

•  understanding of how well the venue served the audience

and gave them what they wanted

•  confidence in dealing with individuals, helping them to

enjoy their visit

•  that you can comment on your contribution to the whole

customer service provision.
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It is important for students to learn about good customer service practice in venues and have

practical opportunities to apply their knowledge. They should visit a venue to find out about

its customer services. Students could pose as potential customers to see how they are treated

and how much appropriate information is given. If students are also taking Unit 5: Promoting

an event (Foundation) where they are required to visit a venue, they could also use this visit

to investigate customer services.

This unit is assessed through your portfolio work. The grade on that assessment will be your

grade for the unit.
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Students should be encouraged to consider everyone involved in customer services who is

employed by a venue. They will need to consider both the staff who have regular contact

with audience members (eg those working in box office or reception, and the ushers, bar and

catering staff) and those who do not have regular contact (eg office staff responsible for

mailing lists and records, maintenance staff and cleaners). They should check that members

of the general public are treated in the same way by all employees.

Students should look at the communication and presentation skills of those working directly

with the general public. They should realise that there may be different ways of dealing with

different people (eg individuals, groups, different ages, and cultures, people for whom

English is not their first language, people with specific access needs).

Students should know that venues are always seeking ways of improving their customer

service. Some venues have customer service charters which receive regular appraisal and

updating. There are staff training opportunities available in customer care, and front-of-house

staff may have NVQ qualifications in Cultural Venue Administration (level 3) and Cultural

Venue Operations and Support (level 2).

Records

A venue’s systems for collecting and recording customer data, especially on computer, may

be difficult for your centre to access, especially if you are not close to a large city or town.

Also venues might be unable to provide students with their audience data for legal reasons.

However students should know the kinds of records which are kept and how they are used to

improve customer service. Local organisations (eg amateur dramatic groups, choirs, and

bands) could also prove to be useful resources for checking the importance of keeping

records on audiences.

The project

The students’ project on looking after an audience provides them with a practical opportunity

to practise their communication and presentation skills. They should be responsible for front-

of-house activities which result in them meeting audience members. The event for which

they will provide customer service could be by another group of students working for a

GNVQ, at a different level, or for a different kind of performing arts programme.

It is appropriate for students to know that customer service in performance venues is

generally part of marketing. They should realise why customer service is a vital element in

the marketing mix. Consideration can be given to the benefits of good customer service, such

as enhancing the venue’s reputation, building customer loyalty, and the potential to generate

income.
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Access to a performing arts venue which has a good customer service record.

Access to IT for documenting information on who attended the students’ event.
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Three kinds of assessment evidence are required:

•  a report of an investigation into the customer service provision in a performing arts

venue

•  observation record of students’ performance in providing customer service at an event

(centres may find it helpful to devise an appropriate observation sheet)

•  evaluation of students’ performance in providing customer service at an event.

When grading student evidence you should consider the following general qualities that

distinguish between the three grades:

•  increasing depth and breadth of understanding

•  increasing coherence, comparison and drawing valid conclusions

•  increasing independence and originality.
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This unit needs to be contextualised within a realistic working environment that is

appropriate to the performing arts. Students could generate much of the evidence for this unit

through working as part of a front of house team in a local venue.

iáåâë

This unit has links with the compulsory Unit 1: Opportunities in performing arts

(Foundation) and the optional Unit 5: Promoting an event (Foundation). Your work in this

unit could introduce you to the kind of knowledge evidence required in NVQ Cultural Venue

Operations and Support (level 2).
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This guidance highlights the most relevant Key Skills opportunities in this unit. It contains

suggestions only. You will need to check that students have produced all the evidence

required to meet part A and part B of the Key Skills specifications. Students may need to

develop additional evidence elsewhere to meet fully the requirements of the Key Skills

specifications.

Guidance is referenced in two ways:

K – keys to attainment

These are Key Skills or aspects of Key Skills which students should achieve as they meet the

vocational requirements of the units. Only part B of the Key Skill is highlighted – you will

need to check that students achieve part A.

S – signposting

These are opportunities that can be incorporated naturally into the learning programme.
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APPLICATION OF NUMBER, LEVEL 1 Key Skills

Reference

When students are: They should be able to develop the following Key

Skills evidence:

•  taking part in planning

discussions with their

teacher/peer group

regarding the

customer service to be

provided to audience

members at an event

N1.1 Interpret straightforward information from

two different sources. At least one source

should be a diagram, chart, table or line

graph.

K

COMMUNICATION, LEVEL 1 Key Skills

Reference

When students are: They should be able to develop the following Key

Skills evidence:

•  taking part in

discussions with

people at a venue to

find out how they

approach customer

service

•  taking part in a

discussion with venue

staff to identify

potential difficulties

when dealing with

customers

•  taking part in planning

discussions with their

teacher/peer group

regarding the

customer service to be

provided to audience

members at an event

C1.1 Take part in a one-to-one discussion and a

group discussion about different,

straightforward subjects.

C1.2 Read and obtain information form two

different types of documents about straight

forward subjects, including at least one

image.

K

K
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COMMUNICATION, LEVEL 1 Key Skills

Reference

When students are: They should be able to develop the following

Key Skills evidence:

•  obtaining and

reading information

about a venue’s

policy towards

customers

•  reading information

(eg promotional

material,

membership

information)

produced for

customers by a

venue. Producing a

description of

customer service as

demonstrated by the

venue they have

been working with

•  writing about their

experience of

providing customer

service, include at

least one image

which enhances their

description

•  word processing and

formatting written

descriptions

C1.2 Read and obtain information from two

different types of documents about

straightforward subjects, including at least

one image.

C1.3 Write two different types of documents

about straightforward subjects. Include at

least one image in one of the documents.

S

INFORMATION TECHNOLOGY, LEVEL 1 Key Skills

Reference

When students are: They should be able to develop the following

Key Skills evidence:

•  writing about their

experience of

providing customer

service, include at

least one image

which enhances their

description

•  word processing and

formatting written

descriptions

IT1.2 Present information for two different

purposes. Your work must include at least

one example of text, one example of

images and one example of numbers.

S
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WORKING WITH OTHERS, LEVEL 1 Key Skills

Reference

When students are: They should be able to develop the following

Key Skills evidence:

•  working with others to

ensure adequate

customer care

provision for an

audience

•  commenting on their

involvement in the

overall customer

service provision

WO1.2 Work with others towards achieving the

given objectives, carrying out tasks to

meet your responsibilities.

WO1.3 Identify progress and ways of improving

work with others to help achieve the

given objectives.

K

S


