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	You must be able to: 

	1. Understand the resolution of customer service problems.

	1.1 Describe an organisation’s customer service and complaints procedures.
	
	
	

	1.2 Describe techniques to identify customer service problems and their causes.
	
	
	

	1.3 Describe techniques to deal with situations where customers become agitated or angry.
	
	
	

	1.4 Explain the limits of their own authority for resolving customers’ problems and making promises.
	
	
	

	1.5 Explain the purpose of encouraging customers to provide feedback.
	
	
	

	1.6 Describe methods used to encourage customers to provide feedback.
	
	
	

	2. Be able to resolve customer service problems.

	2.1 Identify the nature and cause of customer service problems.
	
	
	

	2.2 Identify workable options for resolving problems within organisational guidelines.
	
	
	

	2.3 Use the most appropriate method of communication for dealing with customers.
	
	
	

	2.4 Agree with customers the option that best meets their needs and those of the organisation.
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	2.5 Keep customers informed of progress.
	
	
	

	2.6 Fulfil promises made to customers during the resolution process.
	
	
	

	2.7 Share customer feedback with others to improve the resolution of customer service problems.
	
	
	

	2.8 Adhere to organisational policies and procedures, legal and ethical requirements when resolving customer service problems.
	
	
	

	3. Be able to manage unresolved customer service problems.

	3.1 Explain to customers the reasons why problems cannot be resolved.
	
	
	

	3.2 Refer customers to other sources of help if their problems cannot be resolved.
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