	Unit Title: Develop resources to support consistency of customer service delivery

	URN: Y/506/2166
	
	

	Credit Value: 5
	
	

	Level: 3
	
	

	

	
	Assessment Method
	Evidence Ref.

Page number, Method
	Assessor Decision 

Sign and Date

	You must be able to: 

	1. Understand how knowledge resources are used to support customer service delivery.

	1.1 Explain the structure of a customer service knowledge base.
	
	
	

	1.2 Explain the uses of a customer service knowledge base.
	
	
	

	1.3 Explain the use of customers’ frequently asked questions to support customer service delivery.
	
	
	

	1.4 Explain the input and update routines for adding to the knowledge base.
	
	
	

	1.5 Explain the content requirements of resource materials and how they should be expressed.
	
	
	

	2. Be able to create and maintain a customer service knowledge base.

	2.1 Identify the information that should be included in a customer service knowledge base.
	
	
	

	2.2 Confirm that a knowledge base is kept up to date.
	
	
	

	2.3 Promote the contents and use of a knowledge base.
	
	
	

	3. Be able to develop customer service resource materials.

	3.1 Describe the types of questions frequently asked by customers.
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	3.2 Identify the types of resources needed to support customer service delivery from an analysis of customer needs.
	
	
	

	3.3 Identify who will use the resources and in what way.
	
	
	

	3.4 Develop resources that meet organisational requirements.
	
	
	

	3.5 Communicate the availability and nature of the resources to those who will use them.
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