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	You must be able to: 

	1. Understand the customer service handover process.

	1.1 Explain an organisation’s customer service handover procedures.
	
	
	

	1.2 Explain why it is appropriate to pass responsibility for completing particular customer service actions to colleagues.
	
	
	

	1.3 Explain why, when and how to set reminders to follow up on actions handed over to others.
	
	
	

	1.4 Explain levels of their own responsibility in the customer service handover process.
	
	
	

	2. Be able to plan customer service handovers.

	2.1 Identify the steps in the customer service delivery process that rely on exchanges of information among team members.
	
	
	

	2.2 Agree with colleagues when to pass customer service issues from one person to another.
	
	
	

	2.3 Agree methods of information exchange.
	
	
	

	3. Be able to carry out customer service handovers.

	3.1 Explain to customers to whom and why a handover is being made.
	
	
	

	3.2 Exchange information with colleagues in line with organisational procedures.
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	3.3 Check that actions required by others following handovers have been completed.
	
	
	

	3.4 Identify further actions when the activities required by others have not been completed.
	
	
	

	3.5 Share feedback with colleagues to make improvements to handover processes.
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