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	You must be able to: 

	1. Understand the use of a service partnership in customer service delivery.

	1.1 Explain the roles and responsibilities of the partners involved in a service chain.
	
	
	

	1.2 Explain the advantages and limitations of using a service partnership.
	
	
	

	1.3 Explain the use and value of formal and informal service level agreements.
	
	
	

	2. Understand ways of building relationships within a customer service partnership.

	2.1 Describe effective communication methods for dealing with service partners.
	
	
	

	2.2 Explain how to develop positive relationships with service partners.
	
	
	

	2.3 Describe negotiating techniques for dealing with service partners.
	
	
	

	2.4 Describe actions that can be taken to resolve any conflict of interest with service partners.
	
	
	

	3. Be able to deliver customer service within a customer service partnership.

	3.1 Identify the levels of authority that exist within a service partnership.
	
	
	

	3.2 Keep service partnership colleagues up to date with progress, developments and issues that might affect the quality of delivery.
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	3.3 Establish service procedures that are acceptable to all members of a service partnership.
	
	
	

	3.4 Agree with service partners, priorities and resolutions relating to conflicts of interest.
	
	
	

	3.5 Identify areas for improvement from the analysis of a range of sources of information
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