
Customer Service

5. Follow-up documentation

There can be many situations where you need to provide some form of follow-up information 
to the customer.

In some cases follow-up is initiated by the customer and in other situations contact is initiated by you such as

providing quotes, sending information, providing progress reports or requesting clarification.

The critical aspects affecting follow-up documentation include:

� ensuring that you know exactly what is required by the customer

� sending out the information in the time requested by the customer

� following up to see if it has met the customer's needs.

The key phases in this activity include:

� confirming exactly what is required before sending information

� sending the information

� any related follow-up required.

Customers value things being personalised rather than just the standard form-letter, and they rely on you to

make sure all the necessary information is included and relevant to them. 

Speed of response is vital as often the requested information will be of importance to the customer. Clarity and

relevance also apply for general product and service information. It is important to ensure that any further

information sent to the customer must be relevant and timely. 

To assist you to do this, follow the checklist on the next page.



Checklist - Follow-up documentation

1. Before Sending

� Confirm with the customer…
� what they need
� who it should be sent to
� where to send it
� when they need the information
� when the information will be available.

2. Sending

� Provide a personalised covering note acknowledging the customer's request.

� Ensure the information is sent to the right person and will arrive within the time expected
by the customer.

� Only include other information that you know will be of specific relevance and interest to
the customer.

� Provide a contact number and easy reference if the customer has any queries regarding the
further information.

3. After Sending

� Ideally within 1 week, check with the customer that the information was received, and help
with any further queries.
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