Unit number – Remote Support for Products or Services 4

LEVEL 4 – Maintain and Implement Customer Support Requirements.

Unit Overview

Have the skills and knowledge to implement customer support requirements for products or services.
How can I demonstrate knowledge?

	A competent person will
	Possible sources of evidence

	· Know current and anticipated products or services to be supported: 

· How the products or services interact with others; 

· What types of requests can arise following the introduction of new products and services. 

· Know the organisational requirements for customer care: 

· Customer service procedures (e.g. logging customer information, initiating service calls, completing a sale);

·  Authorisation procedures (e.g. confirm caller identity, validate a request); 

· Escalation, resolution and complaint handling;

· Compliance with relevant legislation and regulations (e.g. data protection, financial services); 

· Maintenance and communication of organisational brand or image; 

· Knowledge of organisational aims and objectives.
	Knowledge of remote support for products and services can be shown through the content of your work-produced evidence, as well as by personal statement and/or answers to questions. 

Records of professional discussion with your assessor may also be provided. 




How can I satisfy the skills and techniques?

	A competent person can
	Possible sources of evidence

	· Review and update organisational requirements for customer support including confirming customer identity and communicating information:
· Reviewing requirements to identify deficiencies;
Update requirements to eliminate identified deficiencies;
Agreeing changes of requirements with relevant colleagues;
Informing colleagues of relevant changes to requirements.
· Confirming identity:
Investigating discrepancies between detail provided and authorisation criteria.

	Workplace expert witness testimony by someone who has knowledge of your work activities. 

Assessor observation of you providing remote support for products and services. 




Continued

	A competent person can
	Possible sources of evidence

	· Communicating information:
Discussing advantages and disadvantages of complex products and services;
Discussing how the product best fits the customers needs;
Keeping customer informed on progress;
Asking effective and appropriate probing questions.
· Handle complaints:

· Dealing with high risk or high profile customer issues;
· Offering suggestions to prevent future reoccurrence of complaints.
· Ensure compliance with organisational requirements:

· Initiating suitable actions to deal with deficiencies in customer support provision;

· Scheduling audits of working practices and work monitoring.


	Documentary evidence recording the support you provided. 



Evidence Requirements

To demonstrate your competence you will be required to complete at least 4 Substantial and complex tasks covering the listed skills, where you have provide remote support for products or services
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