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	You must be able to: 

	1. Understand how to support customers through real-time online customer service.

	1.1 Explain how an organisation’s online customer service system works.
	
	
	

	1.2 Explain how to navigate their own customer service site.
	
	
	

	1.3 Describe the questioning techniques that may be used when supporting customers through real-time on-line customer services.
	
	
	

	1.4 Explain how to adapt their own communication style to meet customers’ ability to use online systems.
	
	
	

	2. Be able to establish the customer service support needed by customers.

	2.1 Identify customers’ familiarity with the site.
	
	
	

	2.2 Identify the difficulties faced by customers when navigating websites.
	
	
	

	2.3 Identify the support for customers that will meet their needs.
	
	
	

	3. Be able to support online customer service in real-time.

	3.1 Step through screen sequences while the customer operates the system.
	
	
	

	3.2 Communicate with customers in terms they can understand.
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	3.3 Inform customers of what is happening and why certain steps are required.
	
	
	

	3.4 Adhere to organisational policies and procedures, legal and ethical requirements when supporting customers through on-line customer service.
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