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The aim of this qualification is for learners to deliver customer service understand the
relationship between customer needs, expectations and customer satisfaction.

Covers:
  
Delivering customer service, understanding customers and what customer expectations are.
Learn the value of new and existing customers to an organisation, importance of customer
loyalty, the relationship between customer satisfaction and overall reputation and success of
an organisation. Learn the principles of customer service, gain an understanding of the
essential principles required to deliver good customer service. Learn about what organisations
do to ensure customer service is delivered consistently and to a high level, and what can go
wrong when systems fail. Learn how organisations manage and use customer data. Learn
about legislation and regulations relating to health and safety, equality, diversity, and data
protection and how they may affect customer service delivery. Learn about different types of
organisations how the impact of internal and external factors influence how organisations
operate, function and change. Managing personal performance and development, communicate
verbally with customers, understanding what effective communication is and why it is
important in customer service. Effectively deal with incoming telephone calls from customers
and making telephone calls to customers using effective communication to satisfy customers
with the outcome of each call. Learn about the different types of customer service problems
that can arise, how they can make customers agitated or angry and how to resolve them.
Exceed customer expectations knowledge on legislation, organisational policies, and customer
expectation. Learn about management systems and processes in place that help meet
customer expectations over time. Health and safety procedures in the workplace, employee
rights and responsibilities and developing working relationships with colleagues.

Level 2 Diploma in Customer Services

Contact Details 


