Customer Service – NVQ Level 3 

	Who should do this qualification?
This award is based on Standards developed by GOAL and is ideal for you if your job role, or part of your job role involves customer service. 
Customer Service Level 3 is designed for those who are customer service professionals, the qualification builds on the syllabus of Level 2 and deals with more complex issues and practices. 



	Entry Level Requirements: None 



	Duration: Delivery and completion of this qualification is according to the individual needs of the learner and employer.  However, normally the qualification will be achieved within 12 months.
 

	Qualification Requirements and Course Content:
To achieve a full certificate in Customer Service Level 3, you must complete 2 mandatory units and 6 optional units: 

Mandatory units: 
Understand customer service to improve service delivery – This unit is all about being able to understand and explain the principles of customer service and the way they can be applied in specific customer service situations. The basic principles defined in this unit underpin all aspects of making customer service work and enable you to place professional customer practice in the context of your occupational sector and your organisation. 

Know the rules to follow when developing customer service – This unit is about what needs to be taken into account to ensure that developments and improvements take place within given rules.  It is the job of a customer service professional to develop and improve customer service.  However, this must be done within the framework of organisational procedures, regulation and legislation.  Some of this framework applies only to your organisation, some applies to your industry sector and some is based on national regulation and legislation. 
Optional units: 
Impression and Image: 

· Make customer service personal 

· Go the extra mile in customer service

· Deal with customers in writing or using ICT

· Use customer service as a competitive tool

· Organise the promotion of services or products to customers 

Delivery: 

· Deliver customer service to customer’s premises

· Recognise diversity when delivering customer service

· Deliver customer service using service partnerships

· Organise the delivery of reliable customer service

· Improve the customer relationship 

Handling Problems:  
· Monitor and solve customer service problems 

· Apply risk assessment to customer service

· Process customer service complaints 

Development and Improvement:

· Work with others to improve customer service
· Promote continuous improvement in customer service
· Develop your own and others’ customer service skills
· Lead a team to improve customer service 
· Gather, analyse and interpret customer feedback 


	Method of delivery: 

The Assessor will arrange to visit the learner on a fortnightly basis to produce a portfolio of evidence that will include the following: 

· Observation

· Discussion

· Questioning

· Witness Testimony

· Written statement

· Work products 



	Accreditation / Awarding Body: Goal – assessment for learning 



	Opportunities for progression: Management Level 3 



	Cost: Free as part of an Apprenticeship Programme

Commercial cost negotiable on request, as you may be entitled to funding 

Please telephone Serena Lowe on 01623 656462 to arrange a visit. 


	Further Information: Contact us on 01623 634483 to discuss further or apply on-line. 



	Apply on-line:


