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	You must be able to: 

	1. Understand how to monitor the quality of customer service interactions.

	1.1 Describe techniques for monitoring the quality of customer service interactions.
	
	
	

	1.2 Explain organisational procedures and guidelines for customer service delivery.
	
	
	

	1.3 Explain the advantages and limitations of different methods for monitoring the quality of customer service interactions.
	
	
	

	1.4 Explain how to construct a representative sample of customer service interactions for monitoring purposes.
	
	
	

	1.5 Explain how data protection legislation applies to monitoring the quality of customer service interactions.
	
	
	

	1.6 Explain how monitoring actions taken can identify possible improvements in customer service interactions.
	
	
	

	1.7 Explain techniques to gather customer feedback.
	
	
	

	2. Be able to prepare to monitor the quality of customer service interactions.

	2.1 Identify the criteria against which the quality of customer service interactions will be monitored.
	
	
	

	2.2 Specify a sampling frame that would provide information to meet monitoring objectives.
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	2.3 Select monitoring techniques that are capable of collecting the required information.
	
	
	

	2.4 Ensure that staff and customers are made aware of the fact that they will be monitored.
	
	
	

	3. Be able to monitor the quality of customer service interactions.

	3.1 Monitor the quality of customer service interactions with minimal disruption to business.
	
	
	

	3.2 Assess the quality of customer service interactions against agreed criteria.
	
	
	

	3.3 Identify patterns and trends in colleagues’ performance.
	
	
	

	3.4 Give constructive feedback to colleagues on the quality of customer service interactions.
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