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	You must be able to: 

	1. Understand customer service in a contact centre

	1.1 Describe the purpose of explaining to customers the features and benefits of products and/or services offered or supported
	
	
	

	1.2 Explain how organisational and regulatory requirements affect the delivery of customer service
	
	
	

	1.3 Describe the importance of having customer service aims, objectives and service offers
	
	
	

	1.4 Explain how to design Key Performance Indicators (KPIs)
	
	
	

	2. Understand how to resolve issues in customer service in a contact centre

	2.1 Explain how and why customer service issues are escalated
	
	
	

	2.2 Explain how to validate customers’ identity
	
	
	

	2.3 Explain the techniques for establishing a rapport with customers
	
	
	

	2.4 Explain how to balance the needs of the organisation with those of customers when resolving customer service issues
	
	
	

	2.5 Explain the importance of informing customers of what is happening and the reasons for any constraints or limitations
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	3. Understand how to monitor customer service performance and compliance within a contact centre

	3.1 Describe the scope of what needs to be monitored in customer service performance and compliance
	
	
	

	3.2 Explain the use of Key Performance Indicators (KPIs) in testing the quality of customer service delivery
	
	
	

	3.3 Describe how to validate monitoring data
	
	
	

	3.4 Explain how to analyse monitoring data to identify areas for enhancement
	
	
	

	3.5 Describe who needs to be informed of monitoring results and why
	
	
	

	4. Understand how to communicate verbally and in written or electronic form with customers referred by others in a contact centre

	4.1 Explain the need for procedures and guidelines for verbal and written communications
	
	
	

	4.2 Explain how to adapt the use of language to meet customers’ needs
	
	
	

	4.3 Explain the strengths and weaknesses of verbal and written communications
	
	
	

	4.4 Explain how to identify inadequacies in the standard of colleagues’ communications with customers
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