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	You must be able to: 

	1. Understand the development of a customer service social media strategy.

	1.1 Explain the role of social media within the organisation’s customer service strategy.
	
	
	

	1.2 Analyse the components and scope of a social media strategy and its links with other aspects of the organisation.
	
	
	

	1.3 Explain the importance of marketing and brand values for the organisation’s strategy.
	
	
	

	1.4 Explain the functionality and features of external social media tools.
	
	
	

	1.5 Analyse media management tools in relation to social networking.
	
	
	

	1.6 Evaluate the way in which the organisation’s use of social media contributes to business performance.
	
	
	

	2. Be able to develop a customer service social media strategy.

	2.1 Evaluate the factors affecting the development of a customer service social media strategy.
	
	
	

	2.2 Assess the suitability of different methods of engaging customers using social media.
	
	
	

	2.3 Analyse competitor presence and activity in social media.
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	2.4 Formulate a vision for a social media strategy that takes account of the organisation’s operating environment and practical constraints.
	
	
	

	2.5 Develop a strategy that is consistent with the organisation’s overall business strategy and objectives and addresses identified risks.
	
	
	

	2.6 Evaluate the extent to which existing organisational structures and processes are capable of delivering the strategy.
	
	
	

	3. Be able to promote the benefits of social media networking to customer service.

	3.1 Evaluate the benefits and drawbacks of using social media for dissemination purposes.
	
	
	

	3.2 Analyse the benefits and consequences of social media engagement with customers.
	
	
	

	3.3 Promote on-going dialogue with customers through social networking.
	
	
	

	3.4 Act as a social media “champion” within the organisation.
	
	
	

	3.5 Analyse the risks attached to the use of social media.
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