Answer Sheet – Level 3 Customer support provision for the IT professional 

(7540-030/7630-323) Assignment C
Task A Q1:  Name one main item of legislation that you will have been complying with during Task A, concerning:
	· Health and Safety



	· Confidentiality


Task A Q2: In answering requests for customer support, it is usual to adopt a structured approach to questioning customers. Briefly describe three advantages of this approach:
	


Task A Q3: Briefly describe two typical procedures for the escalation of technical support problems: 
	


Task B1: Choose any four methods of gathering customer satisfaction information 
Note: One of the methods you choose should best suit the scenario given to you: 
Describe their advantages:
Describe their disadvantages:
Briefly describe the method in the scenario would be suitable: 
Task C Q4: Describe three coaching methods other than the one being used in this task:
Give an example for each method of a situation where it might be used effectively.
Task C Q5: Explain why feedback and evaluation of a coaching session is important in improving the effectiveness of coaching:
This form can be handwritten or completed electronically. 

