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Mapping document

The NCFE Level 2 Certificate in Principles of Customer Service (601/7070/0) has been mapped to the
knowledge learning outcomes of the NCFE Level 2 Diploma in Customer Service (601/3973/0), as

shown in the table below.

NCFE Level 2 Certificate in Principles of
Customer Service (601/7070/0)

NCFE Level 2 Diploma in Customer Service
(601/3973/0)

Mandatory units

Principles of customer service and delivery
(Y/507/5967)

Deliver customer service (A/506/2130)
Principles of customer service (3/506/2132)

Understand customers (D/507/5968)

Understand customers (F/506/2131)

Understand employer organisations
(A/507/5895)

Understand employer organisations (A/506/1964)

Optional units

Understand how to communicate with
customers (H/507/5969)

Communicate verbally with customers (D/506/2119)
Communicate with customers in writing (T/506/2126)

Understand how to communicate with
customers using the telephone (Y/507/5970)

Deal with incoming telephone calls from customers
(H/506/2154)
Make telephone calls to customers (K/506/2155)

Understand how to handle customer
information (D/507/5971)

Process information about customers (R/506/2134)
Carry out customer service handovers (T/506/2157)

Understand how to deliver customer service
online (H/507/5972)

Support customers through real-time online customer
service (A/506/2161)
Use social media to deliver customer service (J/506/2163)

Understand how to resolve problems and
deliver customer service to challenging
customers (K/507/5973)

Resolve customer service problems (A/506/2158)
Deliver customer service to challenging customers
(F/506/2159)

Understand how to handle objections,
promote additional products or services and
close sales (M/507/5974)

Handling objections and closing sales (M/502/8606)
Promote additional products and/or services to customers
(L/506/2133)

Understand how to develop customer
relationships (T/507/5975)

Develop customer relationships (Y/506/2149)
Exceed customer expectations (Y/506/2135)
Support customer service improvements (T/506/2160)

Understand how to process sales orders and
provide post transaction customer service
(A/507/5976)

Provide post-transaction customer service K/506/2978)
Processing sales orders (M/502/8587)

Principles of equality and diversity in the
workplace (K/507/5911)

Principles of equality and diversity in the workplace
(3/506/1806)

Understand how to develop working
relationships with colleagues (F/507/5896)

Buddy a colleague to develop their skills (M/506/1895)
Develop working relationships with colleagues
(R/506/1789)
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Contact us

NCFE

Q6

Quorum Park

Benton Lane
Newcastle upon Tyne
NE12 8BT

Tel: 0191 239 8000*

Fax: 0191 239 8001

Email: customersupport@ncfe.org.uk
Website: www.ncfe.org.uk

NCFE © Copyright 2021 All rights reserved worldwide.
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Information in this mapping document is correct at the time of publishing but may be subject to change.

NCFE is a registered charity (Registered Charity No. 1034808) and a company limited by guarantee
(Company No. 2896700).

CACHE; Council for Awards in Care, Health and Education; and NNEB are registered trademarks owned
by NCFE.

All the material in this publication is protected by copyright.

* To continue to improve our levels of customer service, telephone calls may be recorded for
training and quality purposes.
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