Observation OBS-003 18 August 2026

Northbridge College

LEARNER ASSESSOR

Ellie Turner Rachel Okafor
QUALIFICATION LOCATION

Business Administrator (ST0070) Customer service desk

Handling a customer complaint by phone
Duty Assessor hotes Rating

Communication Listened without interrupting, summarised the customer'’s
issue back to them and used plain language throughout.

Decision Making Offered a goodwill credit within her authority limit and knew
when to escalate the refund request.

Professionalism Stayed calm with an upset caller and logged the full
conversation in the CRM straight afterwards.



