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	You must be able to: 

	1. Understand how to communicate with customers in writing.

	1.1 Explain why it is necessary to use different forms of written communication for different purposes.
	
	
	

	1.2 Describe practices for producing different forms of written communications.
	
	
	

	1.3 Describe the potential benefits and limitations associated with communicating with customers in writing.
	
	
	

	1.4 Explain the implications of confidentiality and data protection in communicating with customers in writing.
	
	
	

	2. Be able to plan written communications to customers.

	2.1 Identify the objective(s) of the communication.
	
	
	

	2.2 Gather the information needed to draft the communication.
	
	
	

	2.3 Select the form of written communication that is most likely to lead to customer satisfaction within the service offer.
	
	
	

	3. Be able to communicate with customers in writing.

	3.1 Produce communications that recognise customers’ points of view in accordance with organisational standards, styles and tone.
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	3.2 Use language that is clear and concise, adapting it to meet identified customer needs.
	
	
	

	3.3 Record decisions and actions taken and the reasons for them.
	
	
	

	3.4 Adhere to organisational policies and procedures, legal and ethical requirements when communicating with customers in writing.
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