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	You must be able to: 

	1. Understand how to support customer service improvements.

	1.1 Describe different sources of information that may help identify ways of improving customer service.
	
	
	

	1.2 Describe the constraints on suggesting improvements to customer service.
	
	
	

	1.3 Explain the limits of their own authority in implementing improvements.
	
	
	

	2. Be able to identify the potential for improvements to customer service.

	2.1 Use information from a range of sources to understand the customer experience.
	
	
	

	2.2 Identify potential areas where customer service could be improved from an analysis of information.
	
	
	

	2.3 Make recommendations for improvement that are based on evidence from analysed information.
	
	
	

	3. Be able to support the implementation of improvements to customer service.

	3.1 Implement agreed improvements within the limits of their own authority.
	
	
	

	3.2 Inform customers of improvements to customer service.
	
	
	

	3.3 Identify the impact of improvements to customer service and feedback to relevant people.
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