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òWe opted not to treat the Customer 

First Standard as an initiative; but 

rather something that permeated our 

reason for being ó ð Jim Woods, Customer 

Services Manager, Services & Admissions - Belfast 

Metropolitan College  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Introduction 
 
Your Key to Becoming a Customer First Approved Consultant will provide you with the relevant information you 
need to take the next steps in becoming an Approved Consultant. 
 
Customer service expectations soar in a recession, barely a week goes by when customer service is not 
making newspaper headlines from Utilities companies that need to improve service to justify price increases to 
Lord Mandelson calling for Universities to think of their students as consumers investing in their education. 
 
Businesses across the UK are looking to the Customer First Standard to support them build customer loyalty, 
improve services and deliver exceptional front line service. The Customer First Standard is making a real 
difference to these organisations and the brand is growing from strength to strength. By becoming an Approved 
Consultant you will be demonstrating that you can support organisations to put the customer at the heart of 
their organisation.  

 

Who is Customer First UK Ltd? 
 

Customer First UK is the awarding body for óPutting the Customer FirstÈ - The National Standard for Customer 
Service. We continue to develop and maintain the integrity of the Standard, awarding Licences in the UK and 
beyond to organisation delivering services on behalf of Customer First UK. 

 

What is our vision? 
 

Success to Customer First UK looks like: 
 

 Securing 1% of the UK Service sector (12,000 organisations) 

 Being recognised as a respected authority in the Customer Service arena, standing alongside our peers 
including the Institute of Customer Service, the Customer Service Training Association, The National 
Customer Service Awards, the Wow Awards, United Business Media......... 

 Inspiring recognised brands to commit to Customer First ï brands that are recognised for their excellent 
customer service, e.g. John Lewis, First Direct, Amazon, O2 etc 

 Build a sense of community and achievement for our existing customers that are already leading the 
way and ñPutting the Customer Firstò 

 Take the Customer First Standard to new countries because business has no boundaries ï we are all 
global customers  

 

What is the óPutting the Customer Firstô® 
Standard? 
 

The Customer First Standard* is a practical approach to improving all aspects of customer service within an 
organisation. Through an external assessment the Standard focuses on the customer and its interface with and 
experience of an organisationôs service delivery. It has three key parts each encompassing a series of specific 
quality statements, these sections include: 
 

 Building Customer Relationships 
 Maximising Market Awareness 
 Developing your People 

 
The Customer First assessments are carried out by professionally qualified assessors, who have undertaken a 
thorough training programme to assess against the Standard. The assessment services are currently delivered 
by two Licenced assessment bodies. 
 
 
*Putting the Customer First

®
 is registered trademark. Customer First UK Ltd is the awarding body responsible for the certification of this standard, 

hereafter referred to as the Customer First Standard 

 

 



 

 

Who are our Customers? 
 
 

What do they Say? 
 
 

We welcome feedback from our customers, and through this feedback we gain valuable information about 
what benefits the Customer First Standard is having on businesses. These benefits cover a wide range of key 
performance indicators - market share, partnership and productivity to performance, morale and new 
business gains to name a few. 
 
In the words of our customers here are the real impact messages: 

 

There are hundreds of organisations throughout the whole of the UK already benefiting from achieving the 
Customer First Standard.  Customer First UK is working with organisations from the following sectors: 
 
 

 
 Hospitality  & Leisure  
 Financial Services  
 Colleges and Universities 
 Business Consultancies 
 Business Support  
 Training Providers 
 Call Centres 

 

 
 The Community & Voluntary Sector 
 Recruitment agencies 
 Healthcare  
 Local Authorities 
 Telecommunication 
 Utilities  
 Professional service (legal and 

accountancy)  
 

 

Real Impact | Competitive Differentiation 
ñAchieving Customer First supported the 
differentiation of our brand in the 
marketplace by sending out strong 
messages to our customers that they are at 
the heart of what we doò ï Chris Worts, 
Head of HR and Learning Development, 
Skipton Building Society 

Real Impact | Customer Loyalty 
ñWe now have an even better relationship 
with our existing clients as a result of 
improvements made following assessment, 
weôve honed feedback procedures and 
become more customer focused. Customer 
First has helped with our client retention 
strategyò ï Julie Burrows, Head of Support, 
NWES 

 

Real Impact | Increased Financial Turnover 
ñThe Customer First Standard not only helped 
us identify areas for development but also 
helped us to think creatively about new ways 
of doing things. As a result we have 
experienced unprecedented benefits, including 
an increase from a turnover of £50,000 in 
March 2003 to Ã700,00 in March 2005ò ï 
Samee Mian, MD, Deltaclub Group 

 

Real Impact | Improve Services 
ñCustomer First gave us a clear benchmark 
in which to analyse our service, and a point 
on which to look at developing what we do 
further. It ensured we took time to closely 
assess the service we provide to our 
customers and helped us view our service 
from all anglesò ï Chris Chamberlain, 
General Manager, Northern Employment 
Services Ltd 

 

 



 

 

 

Our Success StorieséIn the Press 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

Being recognised by Customer First as an 
organisation that delivers customer service 
excellence is definitely something to shout 
about. 
 
Organisations have been promoting their 
achievement of the Customer First 
Standard through many different routes; in 
local press, through celebration and 
awards events and through national TV 
advertising campaigns. 
 
Here you can see a small selection of 
press generatedé 



 

 

 
 

 
 
 

 

 

The Customer First Approved Consultant 
 

By becoming a Customer First Approved Consultant you will be joining a network of individuals who are 
focused on improving customer service ï the competitive edge for businesses in a 21st Century marketplace. 
Your role will be to support organisations to work towards achieving the Customer First Standard and to 
implement further organisational development once assessment has taken place. 
 
You will need to demonstrate a range of skills and experiences to be successful in this role, including:   
 
 

 Managing Customer Relationships at all Levels - You will need to demonstrate good 
communication skills and an ability to communicate with all levels of people within an organisation.  
You will need to be able to stimulate discussion between people that leads to a solution and be able 
to influence others to a course of action.  You will also need to demonstrate excellent presentational 
skills.   
 

 Identification of Customer Needs and Service Delivery - You will need an ability to quickly 
understand and identify what the customer wants to achieve by working with you and to be able to set 
aims, objectives and outcomes for the support that you provide.  You will therefore need to 
demonstrate skills in interviewing and information analysis together with project management skills.    

 

 Professional and Knowledgeable - You will be operating under the Customer First brand and as 
such will be expected to uphold the highest levels of professional integrity.  You will need to 
demonstrate a track record in organisational development underpinned by an in-depth knowledge of 
the Putting the Customer First Standard®. 

 

 Sales skills ï You will need to build long term relationship with customers and have the ability to turn 
leads into commitments and fee generation income 

 
 

What is the Customer First Approved Consultantôs 
Role? 
 

The Approved Consultant is an individual Licenced with Customer First UK Ltd to advise organisations about 
achieving the Putting the Customer First® Standard. 
 
 

What is the Customer First Approved Consultant 
responsible for? 
 

You will be responsible for making your own market and developing your own services and products to be 
promoted to potential, new and existing customers going for the Customer First Standard. 
 
As part of the Licence you will expected to bring on board 3 new commitments from your own existing 
customers each year. 

 

 



 

 
 

What are the benefits of becoming an Approved 
Consultant? 
 

   
 
Once you have been Licenced as an Approved Consultant you will be able to benefit from the following: 
 

 Quality endorsement from Customer First UK  

 New fee generating opportunities to add to your portfolio 

 Association of working with Customer First UK through use of the Customer First logo on all your 
marketing material and stationary 

 Referral of one consultancy job from the network 

 3 warm leads from Customer First UK for potential consultancy 

 Potential opportunity to deliver Customer First workshops for Customer First UK 

 Potential opportunity to deliver the 1 day introduction workshop to newly recruited Preferred 
Business Partners 

 Income opportunities through commission ï 5% commission on referred commitments that convert 
to assessment (i.e 5% of the assessment value) 20% commission on Customer First products  

 Opportunities to build business referral relationships with the Customer First Collaboration Network 
which includes the Assessment Bodies, Approved Consultants and Preferred Business Partners 

 Referral of potential Customer First leads following initial enquiries made with Customer First UK 

 Personal growth and skills development 

 New product to market to your existing and new customers 

 Publicity on the Customer First national website 

 Flexible working to bring wider opportunities 

 Join a national network of likeminded individuals 

 Access to a dedicated network manager 

 Attendance at a bi-annual Networking event 

 Access to regular updates from the customer service sector 

 

 

 

 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Whatôs Involved? 
 

   
 
These are the key steps you will need to take to become an Approved Consultant: 
 
 
  Recruitment                                                     Send us your short proposal and CV 
         Selection for Interview 
           Successful applicants go through to the training 
 
 
  Selection and                                                   Three stages that will include: 
  Initial Training      
          One day Introduction to the Standard workshop 

One day Interpretation of the Standard                       
Workshop 

             Knowledge Test & Case Studies 
 
 
  Approval         Customer First UK will inform you 
          once you have successfully 
            completed your training and send 
            you your starter pack 
 
 
  On-Going CPD          On going activities and support to 
          add value to your personal 
            development 

 

 

 Getting the most out of your investment 
 
There are many ways that you could get a return from your investment; we give you the freedom and 
flexibility to package your consultancy services.  
 
Historically, organisations have used the consultancy support to: 
 

 Develop and deliver in house bespoke workshops 
 Facilitate working groups 
 Understand the Customer First Standard 
 Help prepare for an assessment 
 Identify gaps and development from an assessment 
 Develop approaches to customer service 
 Support organisations in maintaining their Customer First status 

 

Your Investment 
 
Your fee generating opportunities could be endless.  Your investment in year one will be £2,000 
which will cover £1,000 for rigorous training and induction programme, and your initial licence fee of 
£1,000.  Thereafter the annual licence fee for renewal will be charged at £500.  The annual licence 
will be renewed on performance and ability to generate new commitments. 
 

   



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

òGood service is crucial, so it is quite 

an accolade to become the first in 

Scotland to achie ve the Customer First 

Standard. We found real benefits from 

working with an Assessor who could 

relate to our sector and provide an 

independent appraisal of our 

strengthsó ð John Dick, Director, Awards UK Ltd  
 

 

 

 

Case Studies 
   
 

Below are some case studies from organisations that have accessed past consultancy services through 
different stages of their Customer First journey. 

 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 

The Assessment Stage: Industry | Training Agency 

 
Feedback from attendance at a one day self assessment workshop: 
 
ñWe attended the self assessment preparation workshop to obtain details of how our organisation can improve 
processes to gain accreditation of the Customer First Standard. Looking at the Statements, linking them to current 
practices, identifying gaps and sharing knowledge with other organisations was an extremely useful aspect of the 
workshopò  

 

 

The Re-Accreditation Stage: Industry | Business 
Consultancy 
 
Feedback from attendance at a one day Re-Accreditation 
workshop: 
 
ñAn excellent workshop, the facilitator was fantastic, very 
approachable and explained fully all areas of the Customer First 
Standard. Following the workshop I will be arranging a meeting 
with senior management to complete an action plan for re-
accreditationò. 

The Commitment Stage: Industry | Local Authority 
 
1 day support for a Local Authority: 
 
This support was used to hold an internal self assessment taster 
session helping to bring clarity over the Customer First Standard 
and also review how they should approach the assessment 
journey. 
 
Feedback from Customer Service Manager was: 
 
 ñI found it really helpful, not least the fact that you've cut 
that "elephant" into bite-sized piecesò 

 

 

The Engagement Stage: - Industry | Further Education 
 
4 days support was given to a college to: 
 

 Assess the current practices and procedures used by the College when engaging with employers.   

 Review the customer journey, identifying any gaps and highlighting good practice 

 Facilitate the development of a cohesive action plan towards attainment of the Customer First Standard 

 Feedback findings to Senior Management Team, Quality Co-ordinator and Employer Engagement teams. 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

MINIMUM REQUIREMENTS 
   
 
As a minimum, Approved Consultants will be expected to demonstrate 
 

 consultancy experience 

 a track record in organisational development 

 an ability to facilitate change processes  

 experience and track record in driving up standards   

 the desire and ability to act as an ambassador for Customer First  

 attainment of relevant professional qualifications and memberships of appropriate professional  
organisations 

 a robust and proactive approach to continuous improvement 

 Sales skills and the ability to generate fee income work 

 
Approved Consultants will be expected to: 
 

 Operate under the terms and conditions as outlined in the licence  

 Undertake the training and development according to individuals needs  

 Provide regular customer feedback 

 Attend the Networking event 

 Market the Customer First Standard 

 Adhere to the Customer First brand requirements 

 Offer impartial advice regarding the assessment services 

 Act as a Customer First ambassador 

 Build relationships with the Assessment Bodies and the Preferred Business Partners 

 Host contact details on the Customer First website 

 Generate 3 new commitments 

 

 

LICENSING ARRANGEMENTS 
 
Licence - the Licence to deliver services under the Customer First brand will last for a period of 12 months.   This 
will be renewable annually at £500 per year. Renewal is subject to approval by Customer First UK.  
 
Quality Assurance - Customer First UK Ltd will assure the quality of delivery by: 
 

 Reviewing customer feedback 

 Shadowing activity 

 Reviewing the feedback from the Assessment Bodies 
 
This approach will be underwritten by an independent external verification process.   

 
 

Annual Renewal of the Licence 
 
To maintain credibility and confidence in all our partners across our network all licences are reviewed before 
renewal is agreed. Quality and performance are crucial to the success of our network. Renewal is subject to 
approval by Customer First UK and is based on the review of the following: 
 

 Performance following referral of leads, e.g. conversion into commitments and securing of subsequent 
work with our customers 

 Commercial ability that demonstrates that a return on investment has been achieved in the first year 
 Feedback from the Assessment Bodies and Preferred Business Partners 
 Generation of 3 new commitments 
 Attendance at Networking event throughout the year which shows a commitment to sharing best practice 
 Customer satisfaction feedback 



QUESTIONS AND ANSWERS -APPROVED 
CONSULTANTS 

   
How long will it take to register as an Approved Consultant? 
Recruitment phases will be held four times a year.  Once you have been successfully selected 
following the interviews, you will need to complete all three stages of the training programme. 
Subject to approval by Customer First UK you will then become licenced to deliver services under 
Licence.    
 
When will the Licence fee be paid? 
The first part of the payment will be paid before the initial training stage, followed by an annual 
licence fee once you have been approved. 
 
How long will the Licence last? 
The Licence to deliver services under the Customer First brand will last for a period of 12 months.  
This will be renewable annually subject to approval by Customer First UK.    
 
Where can services be delivered? 
The Licence will enable Approved Consultants to deliver services anywhere in the UK.  
 
How will service delivery be Quality Assured? 
Customer First UK Ltd will assure the quality of delivery by: reviewing customer feedback, 
reviewing feedback from Assessment Bodies and Preferred Business Partners, individuals 
attendance and input to the networking event and the generation of commitments  
 
Do you have to set up as a limited company? 
No.  You can be self employed. 
 
Can Organisationôs be Licenced to deliver Customer First Services 
No.  However they can register individual employees or associates.  The Licence sits with the 
individual not the organisation.  
 
Can assessors be Approved Consultants? 
Yes.  However there must be clear separation of duties at the Assessment Body level i.e. operated 
on óChinese Wallô principles.  An Approved Consultant cannot advise and assess the same 
organisation. 
 
Do you need to take out professional indemnity insurance? 
Yes. Unless you are employed and your employer provides you with cover you need to operate as 
an Approved Consultant under their policy. 
 
Is there a limit on the daily rate an Approved Consultant can charge? 
No.  Approved Consultants can set their own daily rate. 
 
Can the Licence or delivery of services be sub-contracted? 
No.  The Licence is for the named individual only.   
 
Please visit the Customer First website www.customerfirst.org to view frequently asked questions 
about the standard.

http://www.customerfirst.org/


 

 
 

 

  

Want to find out more? 
 

If you are interested in becoming a Customer First Approved Consultant please send a 
short proposal outlining your interest in Customer First and how you plan to make a return 

on your investment along with your CV to: 
 

Morag Lehrle 
Network Manager 
Customer First UK 

Unit 24, York Eco Business Centre 
Amy Johnson Way 

York 
YO30 4AG 

 
Or, email to morag.lehrle@customerfirst.org 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Call Customer First on 0845 226 0719 

or visit our website www.customerfirst.org 

 


