
CUSTOMER SERVICE
NVQ LEVEL 2 COURSE

COURSE AND QUALIFICATION OVERVIEW
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Why would an NVQ in Customer Service be suitable for my team? ….

Obtaining a Customer Service NVQ at Level 2 can be an enormously rewarding opportunity if approached in the right way, in a way which suits both employers and the people who are undertaking the qualification ….

Cute Dog Consulting has designed an accredited training programme designed for front line customer service staff.

We have had fantastic success in the courses we have run at Housing Associations and Councils – see some of the feedback below:

“When I started the Customer Service NVQ course in Autumn 2006  I was quite anxious about taking up study again, especially as I was working full time and worried about to fit the coursework in with my day to day workload.

I have found that Cute Dog’s trainers and assessors have a relaxed, friendly and informal teaching style, which has allowed my confidence to grow. The

course is very relevant to my job as a Housing Officer and this has made the study more interesting and valuable.  I found the assessment process straight forward and logical.  I’d recommend it to any other Housing Officer” 

Also …

“The course has proved to be, for me, an excellent vehicle to re-evaluate the way I and my colleagues deliver customer care to our tenants particularly, but also to all those we come into contact with. This has been a great opportunity to examine how I approach the subject but it has been a time to deliberate and share experiences with each other.”

The most exciting news is that Cute Dog Consulting have secured funding from the Learning and Skills Council so that there is no charge whatsoever for eligible staff – the whole course and the award fees are free!

How does the Course work?

The course lasts approximately 6 months.

It starts with two one day workshops a week apart which help staff to understand NVQs, and how the Customer Service award relates to their role.

Over 6 months an assessor visits your office one day a month to observe and work with your staff to help them achieve the award.

The course has been designed for professional front line staff, and its flexibility allows it to be equally suitable for someone who has left school without formal qualifications to someone with a degree – its all about proving that you can do your customer service based job in the most outstanding way possible…

The best part about it is that there is no need to attend college and no need to take an exam at the end … the whole programme is designed to be flexible and to fit in with normal working hours – the only requirement is a mutual understanding from employer and employee to devote a couple of hours a week to the qualification, over about 6 months, in the workplace (there will be very little or no homework!) 

Why Take an NVQ in Customer Service?

	Benefits for a Business
	Benefits for an Individual



	Improves staff performance, loyalty and motivation
	Gives practical tools and tips to help build team and customer relationships



	Improves the quality of service provided to customers – less complaints (= less time, less money, less stress)
	Helps resolve difficult or challenging situations with customers



	Everyone understands about responsibility to other people within the organisation and what their role really means
	Gives people the chance to embed excellent customer service (i.e. the type they’d like to receive) into their organisation ….



	A chance to develop new skills and recognise existing skills
	Shares new ideas about how to monitor customer satisfaction and improve customer’s experience – makes everyone happier



	The Train to Gain programme (over the next 3 years) will fund these qualifications totally*

See http://www.traintogain.gov.uk
	Gives an opportunity to get a ‘market friendly’ new qualification which increases their ‘sellability’ in the job market should it ever be needed 




The Customer Service NVQ 2 award includes 2 compulsory units -

· Prepare yourself to deliver good customer service

· Provide customer service within the rules

And then 5 optional units from the list below:

	· Recognise and deal with customer queries, requests and problems 

	· Give customers a positive impression of yourself and your organisation 

	· Promote additional products or services 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 

	· Deliver reliable customer service 

	· Deliver customer service on your customers’ premises 

	· Recognise diversity when delivering customer service 

	· Resolve customer service problems 

	· Develop customer relationships 

	· Support customer service improvements 


Please call us for further details:

Cute Dog Consulting

01483 410075 or 

email - Julie@cutedogconsulting.com
or view our website: www.cutedogconsulting.com
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