Answer Sheet – Level 2 Customer support provision 2 (7540-001) Assignment A
Task A1:  Write a short paragraph describing the importance of responding to customer requests in a prompt and professional manner. Include one reason for providing a prompt response and one reason for providing a professional response.
	


Task A2: Identify three different methods of communicating with customers and give one advantage and one disadvantage for each one.
	


Task A6: Answer the following questions using the information you recorded on the Call Logging Sheet:

	By what time must the call for Yellow & Co be given a response?



	What do you notice about the calls from Black & Co?



	When is the response time for the call for White & Co?



	What advice should be given to Fraser Wilson?




Task A7: Identify the organisational process for escalating unresolved requests.

Task B Q1: Identify three key features of a Service Level Agreement (SLA).
Task B2: Asking the customer (your assessor) questions, identify the five most frequently performed tasks on the system in task 1.

Make a list of the tasks and attach it to the System audit log (software)
	

	

	

	

	


Task C1: Screen print of automated feature of the word processing application

Task C5: Describe how the anti-virus program is updated and identify a test that you could apply to ensure that the scan will automatically start at 12:00 every day.
Task C7: Look at ‘logon script 1’. List what would happen if this script ran when you logged in.
	


Task C8: Look at ‘logon script 2’. What would be different if this script was used when you logged in?
	


This form can be handwritten or completed electronically. 

