Answer Sheet – Level 3 Customer support provision 3 (7540-030/7630-323) Assignment A
Task A1:  Explain, in approximately 200 words, the reasons why customer service should be prompt and professional. Include three effects on the customer if it is not and three effects on the support organisation if it is not.
	


Task A2: Describe three different ways of providing technical support, including at least one remote method (other than technical helpdesk).
	


Task C1: Briefly describe data filtering.
	


Task C3: Briefly describe trends that may occur in support requests.
Task E1: Write three short explanations to enclose with disks that are being sent to non-technical customers on each of the following:
· installing a new driver

· booting from an emergency boot disk

· loading and running a diagnostic disk.
The instructions must enable the customers to carry out the required actions and should explain the purpose of the operations.

Task E2: The profile of a call centre diagnosis engineer is that they only have product training and customer on-site experience. You have been asked to recommend a coaching plan.
Prepare a short report to recommend suitable training courses and coaching sessions. Include the following in your report:
· identify three types of call centre customer and their respective knowledge requirements

· methods to assess current call centre diagnosis engineer skills.

· three potential coaching subjects.

· ways to evaluate the effectiveness of the coaching 

· why this evaluation is important

· a list of different coaching methods to satisfy a range of learning styles.
The report should have sufficient information for the call centre manager to use as a development plan. It should therefore prioritise the coaching requirements.
	


This form can be handwritten or completed electronically. 

