Customer Service – NVQ Level 2

	Who should do this qualification?
This award is based on the 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 2 is ideal for those who deal with customers but are primarily focused on other aspects of the role.  It provides an overview of all areas of service, including customer relationships and dealing with problems.

If you are in a customer-facing service role and achieve an NVQ, you are eligible for the Institute of Customer Service (ICS) membership.



	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, you must complete the 2 mandatory units and 5 optional units:

Mandatory units:

Prepare yourself to deliver good customer service – This unit is about how your organisation works, what it does and where you fit into that.  You need to know how your organisation works to provide good customer service.  This means you must understand what your role is within the organisation and what is expected of you.  Each organisation offers a different package of products and services to its customers so you must understand and be able to explain what yours offers.

Provide Customer Service within the rules – This unit is about the rules within your organisation that limits what you can and cannot do for customers.  Some rules are set by your organisation and some are defined by law and apply to everybody’s jobs.  Other rules are set by and how these limit what you can do for customers.  You also need to be aware of the wider laws and regulations which are set outside of your organisation and how they apply to you and your job.
Optional units:

Impression and Image:

· Give customers a positive impression of yourself and your organisation

· Promote additional services or produced to customers

· Process customer service information

· Live up to the customer service personal

· Go the extra mile in customer service

· Deal with customers face to face

· Deal with customers by telephone

Delivery:

· Deliver reliable customer service

· Deliver customer service on your customer’s premises

· Recognise diversity when delivering customer service

Handling Problems:

· Recognise and deal with customer queries, request and problems

· Resolve customer service problems

Development and Improvement:

· Develop customer relationships

· Support customer service improvements

· Develop personal performance through delivering customer service


	Method of Delivery:

The Assessor will arrange to visit the learner on a monthly 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


	Opportunities for Progression: Customer Service 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:



