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Customer Service Qualification Review 2013: Rules of Combination 

Level 1 Award/Certificate/Diploma in Customer Service
	Group A: Mandatory Units

	Title
	Credit
	Level

	Principles of customer service
	TBC
	1

	Communication in customer service
	TBC
	1

	Deliver customer service
	TBC
	1

	Work with other people in a business environment
	TBC
	1

	ERR unit
	TBC
	1

	Synoptic unit
	TBC
	1


	Group B: Optional Units

	Title
	Credit
	Level

	Deal with customer queries, requests and problems
	TBC
	1

	Take details of customer service problems
	TBC
	1

	Principles of personal performance and development
	TBC
	1

	Manage own time and work
	TBC
	1

	Contact centre units (to be decided which units to use)
	TBC
	1

	ERR unit (to be decided which units to use)
	TBC
	2

	IT units (to be decided which units to use)
	TBC
	1

	Business and Administration units (to be decided which units to use)
	TBC
	1


Units in blue are to be imported from other suites.

Level 2 Award/Certificate/Diploma in Customer Service
	Group A: Mandatory Units

	Title
	Credit
	Level

	Communicate with customers
	TBC
	2

	Deliver customer service
	TBC
	2

	Understand the customer service environment
	TBC
	1

	Understanding customers

	TBC
	2

	Principles of customer service
	TBC
	2

	Synoptic unit
	TBC
	2

	ERR unit
	TBC
	2


	Group B: Optional Units

	Unit Ref

Title
	Credit
	Level

	Deal with customers face to face
	TBC
	2

	Deal with incoming telephone calls from customers
	TBC
	2

	Make telephone calls to customers
	TBC
	2

	Promote additional services or products to customers
	TBC
	2

	Process information about customers
	TBC
	2

	Exceed customer service expectations
	TBC
	2

	Deliver customer service on your customer's premises
	TBC
	2

	Deal with customers across a language divide
	TBC
	2

	Deal with customers using bespoke software
	TBC
	2

	Maintain customer service through effective handover
	TBC
	2

	Resolve customer service problems
	TBC
	2

	Deliver customer service to challenging customers
	TBC
	2

	Develop customer relationships
	TBC
	2

	Support customer service improvements
	TBC
	2

	Support customers using on-line customer services
	TBC
	2

	Support customers using self-service technology
	TBC
	2

	Deal with customers using a social media platform
	TBC
	2

	Deal with customers in writing
	TBC
	3

	Manage personal performance and development
	TBC
	3

	Contact centre units
	TBC
	2

	Sales units
	TBC
	3

	Principles of business
	TBC
	2

	Contribute to the organisation of an event
	TBC
	2

	Health and safety
	TBC
	2

	IT units (to be decided which units to use)
	TBC
	2

	Business and Administration units (to be decided which units to use)
	TBC
	2
	


Units in blue are to be imported from other suites.
Unit in red: advise if you think it is appropriate to include a L1 unit in L2 qualification.

Level 3 Award/Certificate/Diploma in Customer Service
	Group A: Mandatory Units

	Title
	Credit
	Level

	Deal with customers in writing
	TBC
	3

	Principles of customer service
	TBC
	3

	Synoptic unit
	TBC
	3

	Understanding customers
	TBC
	3

	ERR unit
	TBC
	2


	Group B: Optional Units

	Title
	Credit
	Level

	Deal with customers in writing
	TBC
	3

	Develop resources to support consistency of customer service delivery
	TBC
	3

	Develop the customer relationship
	TBC
	3

	Deliver customer service using service partnerships
	TBC
	3

	Monitor and solve customer service problems
	TBC
	3

	Resolve customer service complaints
	TBC
	3

	Gather, analyse and interpret customer feedback
	TBC
	3

	Monitor the quality of customer service interactions
	TBC
	3

	Use social media for customer service
	TBC
	3

	Provide post transaction customer service
	TBC
	3

	Promote additional services or products to customers
	TBC
	2

	Exceed customer service expectations
	TBC
	2

	Deliver customer service to challenging customers
	TBC
	2

	Manage a customer service award programme
	TBC
	4

	Review the quality of customer service
	TBC
	4

	Manage legal case files
	TBC
	3

	Understanding the legal context of business
	TBC
	4

	Prepare text using touch typing 
	TBC
	2

	Prepare text from shorthand
	TBC
	2

	Prepare text from recorded audio instruction 
	TBC
	2

	Implement continuous improvement plans
	TBC
	3

	Supervise a team 
	TBC
	2

	Manage own professional development
	TBC
	3

	Deliver, monitor and evaluate customer service to internal customers
	TBC
	3

	Deliver, monitor and evaluate customer service to external customers
	TBC
	3

	Manage team performance
	TBC
	3

	Manage individuals’ performance
	TBC
	3

	Identify and manage business risk
	TBC
	3

	IT units (to be decided which units to use)
	TBC
	2

	Encourage innovation within a team
	TBC
	3

	Principles of business
	TBC
	3

	Sales
	TBC
	3

	Medical units (to be decided which units to use)
	TBC
	2 & 3

	Market Research (to be decided which units to use)
	TBC
	3

	Contact Centre (to be decided which units to use)
	TBC
	2 - 4

	Business and Administration (to be decided which units to use)
	
	


Units in blue are to be imported from other suites.

Level 4 Award/Certificate/Diploma in Customer Service
	Group A: Mandatory Units

	Title
	Credit
	Level

	Manage customer service operations
	TBC
	4

	Champion customer service
	TBC
	4

	Review the quality of customer service
	TBC
	4

	Principles of customer service

4

	TBC
	4

	Synoptic unit
	TBC
	4


	Group B: Optional Units

	Title
	Credit
	Level

	Build and maintain effective customer relations
	TBC
	4

	Develop a customer service strategy
	TBC
	4

	Manage a customer service award programme
	TBC
	4

	Manage the use of technology to improve customer service
	TBC
	4

	Develop a social media strategy for customer service
	TBC
	4

	Develop a customer service network through social media platforms
	TBC
	4

	Manage continuous improvement
	TBC
	4

	Encourage innovation within a team
	TBC
	3

	Principles of business
	TBC
	3

	Design new business process
	TBC
	4

	Design business processes
	TBC
	5

	Manage team performance
	TBC
	3

	Health and safety unit
	TBC
	4

	Contact centre units
	TBC
	5

	IT units (to be decided which units to use)
	TBC
	4

	Business and Administration units (to be decided which units to use)
	TBC
	4

	Contact Centre (to be decided which units to use)
	TBC
	4

	Marketing units (to be decided which units to use)
	TBC
	4


Units in blue are to be imported from other suites.
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