Answer Sheet – Level 3 Customer support provision 3 (7540-030/7630-323) Assignment D
A2:  Describe three reasons for recording/logging customers’ technical support requests and their outcomes.
	


A3:  Explain the reasons for maintaining accurate records of:

· requests for technical support

· the nature of the problem

· the type of response given

· the method of resolution 

· the outcome.
	


D4: Evaluate and report on the coaching delivered.
	


D5: Describe three different methods of escalating support request and state an appropriate situation where each of these methods would be used.
	


This form can be handwritten or completed electronically. 

