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	13885  
	Provide information to Customers in a Contact Centre 
 
	SO 1:  
Identify customer needs in a Contact Centre. 
 
	1. Customers’ needs are correctly identified through appropriate questioning and listening techniques. 
2. A correct understanding of customer needs is demonstrated by applying industry specific responses 
3. Customers’ needs are identified within company specific timeframes. 
4. Company specific prompts and procedures are consistently followed. 
	2 (12) 
	
	 
	

	
	
	SO 2:  Provide information to customers 
	1. 
2. 
3. 
4. 
	Product specific and relevant information is accurately matched to the customer’s needs. 
Information provided is current and up to date. 
Customer specific relevant information is provided. 
Comapny specific timeframes are complied with 
	
	 

	
	
	
	5. 
	Escalation situations are identified and company specific procedures are correctly followed. 
	
	

	
	
	
	6. 
	Alternatives are offered to customers 
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1.1 Define Customer Service (SO1 AC 1) 
 
	 

	 

	 

	 

	 


 
1.2 	Explain why it is important to give good customer service for your company.   
(SO1 AC1, AC4) 
 
	 

	 

	 

	 


 
1.3 What are the benefits of giving good customer service?  Explain (SO1 AC1,2,3,4) 
 
	 

	 

	 

	 

	 

	 


 
 
1.4 Name two types of customers and give examples.   (SO1 AC1) 
 
	 

	 

	 

	 

	 

	 


 
1.5 What are the four critical areas of meeting customer expectations that we must be aware of to meet customer expectations – name them.   (SO1 AC1, AC2, AC3, AC4) 
	 

	 

	 

	 

	 

	 

	 

	 

	 

	 


 
1.6  What is a Standard within the Company – can you explain?  (SO2 AC 1, AC2) 
 
	 

	 

	 

	 


 
1.7 	Why do Companies specify the time frame in which you have to answer a 
call.  Explain.     (SO2 AC 3 & 4)                        
 
	 

	 

	 

	 

	 


 
1.8 	What must you record when taking a message.  Explain (US SO2 AC2 & AC6) 
 
	 

	 

	 

	 


 
1.9 	At what stage of a conversation with a Customer will you escalate a call.  Explain.   (SO2 AC 5 & AC6) 
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