1.1 Qualification structure

To achieve the Level 4 NVQ Diploma in Customer Service, learners must achieve:

Minimum Credit Value: 67

A minimum of 35 credits must be at level 4

The fearner must achieve 20 credits from the Mandatory Units.
A further 47 credits must be achieved by completing a minimum of one unit from each Optienal

Group.

The diagram below illustrates the unit tities, the credit value of each unit and the titie of the
qualification which will be awarded to candidates successfully completing the required combination
of units and/or credits.
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Mandatory Units - Customer Service Foundations L%SZI c?ec;it
i(?t):zznonstraté understa.hding df CUSto?ner s'e'r\'f'i”cé ”m'ana'geme'nt o 4 N 10 .
Follow b'r”gan?sational rules', ieg_iséé'tion'a'nd external regulations 4 10
when managing customer service (F6)

Optional Units - Impression and fmage L?:S:I C?:cll:it
Deal with customers in writing or electronically {A13} 3 6
Use customer service asa 'competitive'tool (AM) 3 3
brganise the promotion of additional services or products to

customers (A15) 3 7

* Build a customer service knowledge set {A16) _ 3 7

'C'hampion customer service (A17) - 4 10
Make customer service environmentally friendly and sustainable 4 11
{A18)

Optional Units - Delivery L%S::I c?:;t
Deliver customer service using service partnerships {B9) ' 3 6
Organise the delivery of reliable customer service (B10) 3 6
i.mprove the customer relationship (811) 3 7
Maintain and develop a healthy and safe customer service '

envirenment (812) 4 8
Plan, organise and control customer service operaticns (B13} 4 10
Review the guality of customer service (B14) 4 8
Build and maintain effective customer relations {B15) 4 8
Deliver seamless customer service with a team (B16} 4 8
Optional Units - Handling Problems L%S:i c?;:;it
Monitor and scive customer service problems (C5) 3 6
Apply risk assessment to customer service (C6) 3 10
Frocess custcmer service complaints (C7) 3 6
Handle referred customer complaints {C8§) 4 10
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Optional Units - Development and improvement

""'Work W|th others to |mprove customer serwce ([)8

Promote continuous |mprovement (D9)

Deveiop your own and others' customer serwce skrlls Dt O)

lead a team to |mprove customer servrce (D1 1)

Gather anaiyse and mterpret customer feedback (D1 2)
Monitor the qua%rty of customer service transactxons (D1 3)

Imptement quahty mprovements to customer serwce (DM)

Plan and organise the development of customer service staff

(D15)
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Developa customer serwce strategy fora part of an organlsatlon I

{D16}
Manage a customer service award programme (D1 7)

Apply technology or other resources to improve customer
servrce (Dt 8)

Revnew and re engmeer customer service processes (D‘H))

Manage customer service performance {D20}
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