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	You must be able to: 

	1. Understand the management of a customer service award programme.

	1.1 Justify the reasons for an award programme.
	
	
	

	1.2 Explain how to make use of a customer service award programme as a promotional tool.
	
	
	

	1.3 Explain the likely impact of organisational culture on a customer service award programme.
	
	
	

	1.4 Explain the requirements of a business case for a customer service award programme.
	
	
	

	2. Be able to plan a customer service award programme.

	2.1 Define specific, measurable, achievable, realistic and time-bound (SMART) objectives for the award programme.
	
	
	

	2.2 Evaluate the benefits, drawbacks and costs of different options for a customer service award programme.
	
	
	

	2.3 Select the option that best meets the objectives of the award programme.
	
	
	

	2.4 Develop a plan that specifies roles, responsibilities, actions, resources, contingencies and timescales.
	
	
	

	2.5 Develop award criteria that are transparent and fair.
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	3. Be able to manage a customer service award programme.

	3.1 Promote the award programme with the dual purpose of motivating team members and engaging customers.
	
	
	

	3.2 Take action to ensure that award winners are recognised in a way that demonstrates organisational commitment to excellent customer service.
	
	
	

	3.3 Evaluate the effectiveness of a customer service award programme.
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