
	

	

	

	

	 	 	

 	

		

Further	informa.on		
If	you	would	like	advice	on	other	work-based	learning	programmes,	methods	of	delivery	and	eligibility	for	funding	
please	contact	one	of	our	team	on:	
	 	info@letsacademy.co.uk	

01782 286046	

	

CUSTOMER	SERVICE	LEVEL	3	
Factsheet		

	
These	qualifica-on	is	ideal	if	you	are	working	in	a	customer	service	role	and	have	some	
responsibility	for	developing	the	quality	of	the	customer’s	service	delivery.	However,	this	does	
not	mean	you	have	to	have	direct	line	management	responsibility	for	people.	

Offering	a	real	opportunity	for	talented	
people	mee'ng	business	needs.	

Entry	Requirements	
There	are	no	mandatory	entry	requirements	for	this	
framework.	However,	it	is	likely	that	advanced	appren8ces	
will	have	some	prior	experience	in	a	customer	service	role,	
although	this	is	not	a	formal	requirement.		

Descrip$on		
An	appren(ceship	is	a	framework	of	qualifica(ons	which	
may	include:	

• Level	3	diploma	in	customer	service		
• Func%onal	skills	in	maths	and	English	at	level	2	

Guided	learning	hours		
289-375	hours	(diploma).	Examples	of	this	are	on-the-job	
work	experience,	1-2-1	learning	and	group	teaching.	

Dura%on		
12	months		

Mandatory	units	
• Organise	and	deliver	customer	service		
• Understand	the	customer	service	environment		
• Understand	customers	and	customer	reten.on		
• Principles	of	business		
• Manage	personal	and	professional	development	
• Resolve	customer’s	problems			

Examples	of	op,onal	units	
• Promote	addi+onal	products	and/or	services	to	

customers	
• Develop	customer	rela/onships		
• Monitor	the	quality	of	customers	services	

interac(ons		
• Champion	customer	service		
• Obtaining	and	analysing	sales	related	informa2on		

Methods	of	recording	study	
Your	qualifica,on	will	be	completed	via	paper	based	
por$olio	with	interac/ve	learning.	

Diploma	
The	appren)ceship	includes	both	knowledge	and	
competence	units.	Learners	must	complete	a	minimum	of	
65	credits	which	consists	of	mandatory	and	op4onal	units.	

Follow	on	courses	
• Level	3	advanced	appren-ceship	or	level	4	higher	

level	appren)ceship	in	management.	


