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	You must be able to: 

	1. Understand how to support customers using self-service equipment.

	1.1 Explain how the self-service equipment works.
	
	
	

	1.2 Describe problems that are commonly encountered by customers when using self-service equipment.
	
	
	

	1.3 Explain demonstration techniques to use when supporting customers using self-service equipment.
	
	
	

	1.4 Explain organisational procedures for the use of equipment and fault reporting.
	
	
	

	2. Be able to identify the help needed by customers using self-service equipment.

	2.1 Identify signs that show when a customer is having difficulty with the self-service equipment.
	
	
	

	2.2 Identify a style and level of intervention that meets customers’ needs.
	
	
	

	3. Be able to help customers to use self-service equipment.

	3.1 Maintain a professional, polite and approachable manner while monitoring customers’ use of equipment.
	
	
	

	3.2 Use staff over-ride functions to enable self-service equipment to be used by customers.
	
	
	

	3.3 Explain to customers how to use the equipment and complete the transaction.
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	3.4 Report equipment-related errors and issues to the right person.
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