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	You must be able to: 

	1. Understand social media in a business environment.

	1.1 Explain how different social media platforms can be used for customer service.
	
	
	

	1.2 Describe different audience groups for a range of social media platforms.
	
	
	

	1.3 Explain the importance of monitoring customer posts in social media networks.
	
	
	

	1.4 Explain organisational policy and guidelines for the use of social media for customer service purposes.
	
	
	

	1.5 Explain the etiquette of communication within different social media platforms.
	
	
	

	1.6 Explain the importance of security settings and how they are used on different social media platforms.
	
	
	

	1.7 Identify the information that can be shared when colleagues are involved in exchanges using social media.
	
	
	

	2. Be able to deal with customers using social media.

	2.1 Monitor social media to identify customer questions, requests and comments.
	
	
	

	2.2 Make responses that are appropriate to posts made by customers on social media networks.
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	2.3 Take action to ensure that customers are satisfied before closing dialogue.
	
	
	

	2.4 Adhere to organisational policies and procedures, legal and ethical requirements when dealing with customers using social media.
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