
Customer Services NVQ L2
IIss tthhiiss ccoouurrssee ffoorr mmee??
This qualification is suitable for you, if you work in a customer service and/or
administrative role and if your role is to provide service to customers.

WWhhaatt wwiillll II lleeaarrnn??
This qualification will allow you to further develop your customer service skills, by
incorporating organisational best practise within your role.

HHooww mmuucchh ddooeess iitt ccoosstt??
Price £2450.
Government funding is available in certain circumstances; please contact the Sales team on the contact
details below, to find out if you’re eligible.

HHooww ddoo II aacchhiieevvee tthhiiss qquuaalliiffiiccaattiioonn??
This qualification is a practical work based course, so you don’t have to take exams and you don’t have to
attend college. To achieve this qualification, you must complete 6 units. There are 2 mandatory units and 4
optional units. At least 3 Optional units must be chosen from Group B. You will be required to compile a
portfolio of evidence, to demonstrate how you meet the course requirements. This evidence is generated
from your day to day work.
The qualification is structured as follows

HHooww lloonngg wwiillll II ssttuuddyy??
6 to 9 months

WWhhaatt ddoo II nneeeedd ttoo ggeett oonnttoo tthhee ccoouurrssee??
• You must be working within a job role that relates to the qualification been taken
• UK or EU passport holder, or be able to demonstrate 3 years unbroken residency within the UK
• Score at least Entry level 3 or above on the Initial Assessment basic skills test

HHooww wwiillll II bbeenneeffiitt ffrroomm tthhiiss qquuaalliiffiiccaattiioonn??
YYoouu wwiillll bbeenneeffiitt iinn tthhee ffoolllloowwiinngg wwaayyss::
• You will develop a clearer understanding of your responsibility within your organisation
• You will have greater opportunities to develop new skills
• You will get recognition for your existing skills
• By completing this qualification, you will also develop better career progression opportunities professional
• The opportunity to ensure that staff CPD meet the national standards
• Improvements in the service being provided to service users
• Increased market presence through the implementation of best practise
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MMaannddaattoorryy uunniittss 
• Prepare yourself to deliver good customer service
• Provide customer service within the rules

OOppttiioonnaall uunniittss
• Impression and Image
• 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
• 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,

requests and problems
• Resolve customer service problems
• Development and Improvement
• Develop customer relationships
• Support customer service improvements
• Develop personal performance through delivering

customer service



HHooww wwiillll mmyy eemmppllooyyeerr bbeenneeffiitt ffrroomm tthhiiss qquuaalliiffiiccaattiioonn??
YYoouu eemmppllooyyeerr wwiillll bbeenneeffiitt iinn tthhee ffoolllloowwiinngg wwaayyss::
• Improved staff motivation and performance
• Demonstrate commitment and provide evidence of the underlying principles and values of

the advice and guidance professional
• The opportunity to ensure that staff CPD meet the national standards
• Improvements in the service being provided to service users
• Increased market presence through the implementation of best practise

WWhhaatt ootthheerr qquuaalliiffiiccaattiioonnss ccaann tthhiiss ccoouurrssee lleeaadd ttoo??
• Customer Services NVQ Level 3
• Customer Services NVQ Level 4
• Degree level qualification in a related subject area

HHooww ddoo II eennrrooll??
To enrol on this course, please call a member of the sales team on 0208 909 6011
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