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Gwasanaeth Cwsmeriaid
Customer Service






Nod yr uned hon yw datblygu dealltwriaeth dysgwyr o fanteision gwasanaeth cwsmeriaid da a sut gall sefydliadau ddarparu lefelau effeithiol o wasanaeth cwsmeriaid trwy eu gweithdrefnau a safonau arfer da. Mae gofyn bod pob dysgwr yn rhyngweithio gyda chwsmeriaid ac yn arddangos safonau gwasanaeth cwsmeriaid da mewn sefyllfa go iawn.

The aim of this unit is to develop learners’ understanding of the benefits of good customer service and how an organisation can provide effective levels of customer service through their procedures and good practice standards.  Learners are required to each interact with customers and demonstrate good customer service standards in a real situation.
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Page Number
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	1. Deall nodweddion gwasanaeth cwsmeriaid da 

Understand features of good customer service

	1.1. Disgrifio enghreifftiau o wasanaeth cwsmeriaid da 

Describe examples of good customer service 
	
	

	1.2. Disgrifio enghreifftiau o wasanaeth cwsmeriaid gwael 
Describe examples of poor customer service
	
	

	1.3. Egluro sut y gall gwasanaeth cwsmeriaid ddylanwadu ar gwsmeriaid 
Explain how customer service can influence customers
	
	

	1.4. Disgrifio sut gall sefydliadau ddarparu gwasanaeth cwsmeriaid da 

Describe how organisations can provide good customer service
	
	

	2. Deall anghenion cwsmeriaid a sut mae eich sefydliad eich hun yn ceisio eu bodloni 
Understand customer needs and how own organisation tries to meet them

	2.1. Disgrifio’r cynnyrch neu’r gwasanaethau mae eich sefydliad chi yn eu darparu i gwsmeriaid 
Describe the products or services own organisation provides to customers 
	
	

	2.2. Disgrifio sut mae eich sefydliad chi yn darparu cynnyrch/ gwasanaethau mewn ffyrdd sy’n bodloni anghenion cwsmeriaid 
Describe how own organisation provides products/services in ways that meet customer needs
	
	

	2.3. Disgrifio gwahanol ffyrdd o gasglu adborth gan gwsmeriaid 
Describe different ways of gathering customer feedback
	
	

	2.4. Egluro pwysigrwydd casglu adborth gan gwsmeriaid 
Explain the importance of gathering customer feedback
	
	

	3. Deall safonau arfer da a gweithdrefnau gwasanaeth cwsmeriaid eich sefydliad chi Understand own organisation’s customer service procedures and good practice standards

	3.1. Disgrifio eich rôl a’ch cyfrifoldebau chi o ran gwasanaeth cwsmeriaid 
Describe own role and responsibilities in relation to customer service
	
	

	3.2. Disgrifio gweithdrefnau eich sefydliad chi ar gyfer datrys cwynion cwsmeriaid 
Describe own organisation’s procedures for resolving customer complaints
	
	

	4. Gallu darparu gwasanaeth cwsmeriaid da 
Be able to provide good customer service

	4.1. Darparu gwasanaeth cwsmeriaid da 
Provide good customer service
	
	

	5. Gallu adolygu gwasanaeth cwsmeriaid yn eich sefydliad chi 
Be able to review customer service in own organisation

	5.1. Disgrifio ffyrdd o wella gwasanaeth cwsmeriaid yn eich sefydliad chi 
Describe ways to improve customer service in own organisation
	
	

	Adborth yr Asesydd        Assessor Feedback

	

	Datganiad Cadarnhaf fod y manylion uchod yn gywir, mae gwaith y dysgwr ei hun yw’r dystiolaeth a gyflwynwyd, a bod y dysgwr yn bodloni'r gofynion i gyd ar gyfer yr uned:

Declaration I confirm that the details above are correct, that the evidence submitted is the learner’s own work and that the learner meets all the requirements for the unit:
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