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City & Guilds NVO Level 3 in Customer Service

The qualification consists of 7 units in total, 2 0 f these units are
mandatory and the remaining 5 are chosen from the | ist below.

MANDATORY UNITS

301 Understand customer service to improve service delivery
302 Know the rules to follow when developing customer service

OPTIONAL UNITS

Impression and Image

205 Make customer service personal

206 Go the extra mile in customer service

207 Deal with customer in writing or using ICT

303 Use customer service as a competitive tool

304 Organise the promotion of services or products to customers

Delivery

211 Deliver customer service in your customers’ premises
212 Recognise diversity when delivering customer service
305 Deliver customer service using service partnerships
306 Organise the delivery of reliable customer service
307 Improve the customer relationship

Training




Handling Problems

308
309
310

Monitor and solve customer service problems
Apply risk assessments to customer service
Process customer service complaints

Development and Improvement

311
312
313
314
315

Work with others to improve customer service
Promote continuous improvement in customer service
Develop your own and others customers service skills
Lead a team to improve customer service

Gather, analyse and interpret customer feedback

For more information about any of our courses pleas e contact:

01983 530440

www.smarttar.co.uk

It is the company'’s policy to treat all applicants fairly and equally regardless of gender,
racial or cultural grounds, disability, age, marital status, religious beliefs, sexual
orientation, trade union activity or any other category where discrimination cannot be
reasonably justified.



