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                  confident people, better lives, good business..
Designed for:
The skills of Customer Service are required in almost every industry. This qualification is currently delivered to; hotels, call centres, estate agents, building companies, training companies and travel agent. Qualifications in Customer Service require candidates to demonstrate a variety of skills in this field including planning how to deliver good service, recognising where improvements are needed and working with relevant people to plan and implement change. 
Potential Job Occupations

Customer Service Adviser
Customer Service Assistant/Manager
Local Government Customer Services Officer

Qualification Summary Structure
Mandatory Units (Candidate must complete 2 mandatory units)
· Prepare yourself to deliver good customer service

· Provide customer service within the rules

Optional Units (Candidate must complete 5 optional units)
· Give customers a positive impression of yourself and your organisation
· Promote additional services or products to customers
· Process customer service information 

· Live up to the customer service promise
· Make customer service personal
· Go the extra mile in customer service
· Deal with customers in writing or using ICT
· Deal with customers face to face
· Deal with customers by telephone 

· Deliver reliable customer service 

· Deliver customer service on your customer’s premises 
· Recognise diversity when delivering customer service 

· Recognise and deal with customer queries, requests and problems 
· Resolve customer service problems 

· Develop customer relationships 

· Support customer service improvements 
· Develop personal performance through delivering customer service[image: image3.png]



Customer Service NVQ Level 2






















