Customer Service NVQ Level 2 Overview

Qualification structure

The units for this qualification have been grouped into themes, candidates must complete seven

units for this award, two mandatory and five optional, they must complete at least one optional unit

Mandatory units

M/102/4501 101 1 Prepare yourself to deliver good

customer service

J/102/4505 105 5 Provide customer service within the

rules

Optional units

L/102/4506 106 6 Recognise and deal with customer

queries, requests and problems

H/103/6273 201 9 Give customers a positive impression

of yourself and your organisation

K/103/6274 202 10 Promote additional products or

services to customers

M/103/6275 203 11 Process customer service

information

T/103/6276 204 12 Live up to the customer service

promise

A/103/6277 205 13 Make customer service personal

F/103/6278 206 14 Go the extra mile in customer service

J/103/6279 207 15 Deal with customers in writing or

using ict

A/103/6280 208 16 Deal with customers face to face

F/103/6281 209 17 Deal with customers by telephone

D/102/0234 210 21 Deliver reliable customer service

J/103/6282 211 22 Deliver customer service on your

customers’ premises

L/103/6283 212 23 Recognise diversity when delivering

customer service

H/102.0235 213 31 Resolve customer service problems

M.103/6793 214 36 Develop customer relations

T/103/6794 215 37 Support customer service
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