PROFESSIONAL COMPETENCIES                    CLC                              JOB FAMILY:  A
CUSTOMER/ADMINISTRATION/SUPPORT SERVICES
III. CUSTOMER LIAISON

DEFINITION:

Extent of skill in interfacing with customers, internal and external, to understand what they need, and where possible to ensure their need is met – promptly, accurately and cost-effectively.

COMPETENCY STANDARD REQUIRED:
D. EXPERT:

· Control availability waitlists while making all members think they have priority 

· Turn complaints into opportunities to strengthen customer loyalty.

· Analyse Customer Satisfaction levels, and apply significant improvement measures

· Approach all customer interfaces with “WIN-WIN” the critical measure.

· Reliable ambassador for the Company with major customers and suppliers.

C. AUTHORITY:

· Proactive: take initiative in calling customers when problems arise – not wait for the call.

· Fluent and persuasive communicator, orally and written. Resolve issues others have had to pass on to you.

· Has sufficient linguistic ability to communicate multi-nationally when necessary.

· Able to communicate effectively with customers at all levels: know and use the right questions to ask to identify their needs – and listen to the answers.

.

B. COMPETENT:

· Handle customers, even if angry, with patience and tact. Can remain calm under pressure/dealing with difficult clients

· Can refer customer to others better able to help without offending.

· Ask the right questions, and follow through on the answers. Can listen carefully

· Produce accurate, timely, call or service reports or their internal equivalent which reflect favourably on our product/service/ability/ responsiveness.

A. ASSISTANT/TRAINEE:

· Relate well to employees/customers at all levels.

· Able to communicate effectively with customers in writing/by phone/face-to-face.

· Can record client details quickly and accurately. Use calculator for quick points/currency conversions

· Basic understanding of industry/customer processes and the relevance of our products to them.

In completing the Competency Review, rate the extent to which the Competency Standard required is attained by the individual using the following Rating Structure:

	LEVEL 
	5
	4
	3
	2
	1

	ATTAINED
	Minimal
	Needs Improvement
	Meets Expectations
	Exceeds Expectations
	Outstanding


