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	You must be able to: 

	1. Understand post-transaction customer service.

	1.1 Explain organisational policies and procedures for post-transaction customer service.
	
	
	

	1.2 Explain the purposes and range of post-transaction activities.
	
	
	

	1.3 Explain the implications of sales contracts, guarantees and warranties to post-transaction customer service.
	
	
	

	1.4 Explain how legislation and regulation affect customers’ rights.
	
	
	

	1.5 Explain the advantages and disadvantages of post-transaction customer service programmes.
	
	
	

	2. Be able to provide post-transaction customer service.

	2.1 Implement a programme of planned post-transaction interventions in line with organisational guidelines.
	
	
	

	2.2 Use unplanned opportunities post-transaction to provide customer service.
	
	
	

	2.3 Identify reasons for contacting customers post-transaction.
	
	
	

	2.4 Confirm customers’ levels of satisfaction post-transaction.
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	2.5 Make recommendations to decision makers to enhance customer satisfaction.
	
	
	

	2.6 Present a professional and helpful image.
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