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CAPABILITY MODEL - v04/06/08
Customer Service/ Counter Specialist

The Clothes
PERFORMANCE CAPABILITIES %Ft’n

(Defines capability to perform job duties as outlined by sub-points)

—CUSTOMER SERVICE —OTHER

D ro p _ Off Determine Explain Process Package Open/ Close
Customer Services Orders Orders Store
Needs and Costs
Greet Close
Customer Transaction
Deliver Process E Handle_
Order Payments mergencies

SUPPORTING CAPABILITIES

(Defines underlying capabilities that support one or many of the performance capabilities)

TECHNICAL BUSINESS/ RETAIL INTERPERSONAL

Equipment Cleaning Processes Computer Transactions Merchandising & Skills Traits/ Characteristics
& Materials Systems/ Tools Branding
Paperwork
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CAPABILITY MODEL - v04/06/08
Customer Service/ Counter Specialist

The Clothes

PERFORMANCE CAPABILITIES

(Defines capability to perform job duties as outlined by sub-points)

A= Fin

—CUSTOMER SERVICE

—OTHER

Determine Explain
Dro P- off v Process Package Open/ Close
Customer Services
Orders Orders Store
Needs and Costs
@ Confirm items and @ Describe service, @ Access the customer @ Printtag @ Start up/shut down
processes benefits, and any account @ Bag and tag items key equipment
4 Recommend differentiators @ Confirm/ advise of delivery @ Place into @ Prepare cash drawer
alternatives if @ Explain any risks/ date appropriate basket @ Set up signage and
Greet appropriate liabilities/ warranty @ Advise of price/ cost for operations Close lighting
L4 .
Customer Enter order Transaction @ Lock/ unlock and
arm/ disarm the

security system

® Welcome

@ Confirm delivery

customer date and/or

@ Establish rapport @ Thank customer

@ Clarify reason for Deliver Process ® Ensure they take Handle_
visit Order Payments Emergencies

& Confirm available
& Locate order
@ Deliver to customer

® Respond to
situation
@ Report emergency

Process cash payments

Process checks

Process credit card payments
Execute discounts and credits (e.g.,
coupons)

Process large account payments

Pick-up

& e

SUPPORTING CAPABILITIES

(Defines underlying capabilities that support one or many of the performance capabilities)

BUSINESS/ RETAIL

TECHNICAL INTERPERSONAL

Equipment Cleaning Processes Computer Transactions Merchandising & Skills Traits/ Characteristics
® Bag dispenser & Materials Systems/ Tools ® Cash purchases Branding @ Communication @ Energetic
@ Material types and @ clean system @ Credit purchases @ Display standards @ Selling @ Friendly

@ Check purchases
@ Refunds
@ Coupon processing

@ Ethical/ Honest
® Clean/ neat appearance
® Initiative

cleaning requirements
Dry cleaning process
Laundry process
Pressing process

Fur storage method
Repair methods

@ Conflict management
@® Problem-solving

@ Tag printer &® Appearance

standards

e 666

Paperwork

@ Lost article form
@ Incident report form
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