Unit number – Customer Care 4

LEVEL 4 – Provide and Control Customer Care. 

Unit Overview

Have the skills and knowledge to identify Mange the delivery of customer care. 
How can I demonstrate knowledge?

	A competent person will
	Possible sources of evidence

	· Understand the uses of interpersonal communication techniques:

· How to establish rapport (e.g. mirroring) 

· Know the organisational requirements for customer care: 
· Customer service procedures (how to log customer information, how to initiate service calls, how to complete a sale); 
· Authorisation procedures (e.g. how to confirm caller identity, how to validate requests); 
· Escalation, resolution and complaint handling; 
· Quality assurance procedures;
·  Compliance with relevant legislation and regulations (e.g. data protection, financial services);
·  Maintenance and communication of organisational brand or image; 
· Organisational aims and objectives.
· Know the implications of customer satisfaction:
· Business trends;
· Organisational planning.
· Know what methods of measuring customer satisfaction levels are applicable:
· Monitoring trends in customer satisfaction levels
· Analysis of customer satisfaction and other data.

	Knowledge of the organisations customer care procedures 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

	· Communicate interpersonally with customers:

· Establishing a rapport with an individual or an audience.  

· Interact with customers in a positive and professional manner:

· Identifying and managing customers expectations; 

· Working with customers to continuously improve customer satisfaction.

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

Assessor observation of you carrying out customer care procedures. 




 Continued

	A competent person can
	Possible sources of evidence

	· Provide service delivery and handle complaints:

· Service delivery: Monitors the quality of service delivery to customers (e.g. by contacting customers or analysis of data); Identifies and implements improvements to service delivery. 

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

· Selecti appropriate methods of gathering customer satisfaction information.

· Identify customer satisfaction information to be gathered

· Analyse customer satisfaction information to identify improvements in service delivery.

· Ensure compliance with organisational requirements: 

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

· Scheduling audits of working practices and work monitoring.

· Reviewing and update organisational requirements: 

· Review requirements to identify deficiencies; 

· Updating requirements to eliminate identified deficiencies; 

· Agreeing changes of requirements with relevant colleagues; 

· Informing colleagues of relevant changes to requirements.
	Documentary evidence recording actions taken in connection with customer care

Assessor observation of you carrying out customer care procedures.

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


Evidence Requirements 

Summary

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 customer care.
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