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	You must be able to: 



	1. Know about responsibilities in a customer service team


	1.1 Identify services or products that rely on effective teamwork

	
	
	

	1.2 Identify customer service delivery process stages that rely on exchange of information between self and colleagues

	
	
	

	1.3 Describe the importance of agreeing how information should be exchanged with colleagues to enable completion of customer service actions 

	
	
	

	1.4 Describe ways of retaining information when passing responsibility to colleagues for completing a customer service action

	
	
	

	2. Know how to follow up customer service actions


	2.1 State the importance of checking that a customer service action has been completed

	
	
	

	2.2 State  the importance of knowing all details of customer service actions that colleagues were due to complete
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	2.3 State the importance of asking colleagues about the outcome of completing the customer service action as agreed

	
	
	

	2.4 Describe how to review the way customer service actions are shared with colleagues

	
	
	

	3. Know how to maintain customer service through effective handover


	3.1 Describe appropriate customer service procedures for the delivery of services or products

	
	
	

	3.2 State the importance of passing responsibility to appropriate colleagues for completing particular customer service actions

	
	
	

	3.3 State the importance of carefully checking with a colleague whether the expected customer service actions have been completed

	
	
	

	3.4 Know how to review the way customer service actions are shared in customer service processes
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