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STUDENT GUIDE
INTRODUCTION

You are about to start the OCR Level 2 Certificate 
in Principles of Customer Service.  We wish you 
every success and hope that this will be one 
of many OCR qualifications which you take 
throughout your life.

This guide has been designed to give you 
information about:
•	 the aims and structure of your qualification
•	 the people who will be involved in your 

qualification and what they will do
•	 the assessment process you will go through in 

order to gain your qualification
•	 the evidence you have to produce to show you 

can work to the required standards
•	 any extra forms you will use to help you
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ARE yOU STUDyING ThIS 
qUALIFICATION AS PART 
OF AN APPRENTICEShIP 
FRAMEwORK?
The framework describes the qualifications that an apprentice has to achieve to successfully complete an 
Apprenticeship in Customer Service.

The components in this Apprenticeship are:

COMPETENCE TECHNICAL 
KNOWLEDGE

KEY SKILLS/
FUNCTIONAL SKILLS/

ESSENTIAL SKILLS 
WALES

EMPLOYMENT RIGHTS 
AND RESPONSIBILITIES

PERSONAL LEARNING 
AND THINKING SKILLS

Level 2 NVQ
Certificate in
Customer Service

Level 2 Certificate
in Principles of
Customer Service

Application of
Number Level 1
Communications 
Level 1
or
Maths Level 1
English Level 1

Delivered through 
Skills CfA Employer 
Rights and 
Responsibilities 
workbook

Personal Learning 
and Thinking Skills 
has been mapped 
where evidence is 
naturally occurring 
through the 
mandatory units of 
competence.  Skills
CfA has provided 
guidance on 
how further 
evidence can be 
obtained through 
completion of the 
units.
www.skillscfa.org/
apprenticeships/
resources.html

This qualification satisfies the technical knowledge required to complete an Apprenticeship in Customer 
Service.

3 www.ocr.org.uk/skillsforbusiness



ABOUT ThIS 
qUALIFICATION

Qualification structure

The national occupational standards for your 
qualification have been grouped into the main 
activities which make up a job. These groups of 
activities are called units. 

•	 Mandatory units – you will have to achieve all 
of these to get your qualification. 

Each unit has:
•	 a unit aim - this explains what the unit is all 

about and relates the unit content to typical 
tasks you may carry out

•	 learning outcomes - these set out what you 
are expected to know, understand or be able 
to do as a result of the learning process

•	 assessment criteria - these detail the 
requirements that you will be assessed against 
in order to evidence the learning outcomes

•	 evidence requirements - these detail the 
context in which the learning outcomes and 
assessment criteria should be met.
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The OCR Customer Service suite of qualifications 
provides candidates with high quality, nationally 
recognised qualifications. The OCR Level 2 
Certificate in Principles of Customer Service 
(09628) is designed to recognise candidates’ 
understanding of customer service and their level 
of interpersonal skills when dealing with routine 
customer service issues.

The qualification is nationally-recognised and 
credit-based, providing valuable opportunities for 
individuals to gain the underpinning knowledge 
and understanding required when working in 
Customer Service related roles.

Qualification aims

The OCR Level 2 Certificate in Principles of 
Customer Service qualification underpins 
the full breadth of essential knowledge and 
understanding which would be needed by a 
competent employee functioning in a customer 
service role. It also provides accreditation for 
the interpersonal skills identified as critical for 
anyone working, or intending to work, within a 
customer service environment whether their work 
involves direct or indirect contact with external 
or internal customers. The qualification meets the 
requirements for the technical element required in 
the Level 2 Apprenticeship framework in customer 
service and is a test of the essential knowledge 
underpinning units in the Level 2 NVQ Certificate 
in Customer Service.



whO wILL BE INVOLVED 
IN yOUR qUALIFICATION

Assessment of your qualification is carried out 
at your centre.  Your centre may be your place of 
work, a college, training agency or combination 
of these.  The people involved in the assessment 
process are listed below.

An assessor will:
•	 Help you to plan and organise your workload
•	 Examine your work against the assessment 

criteria identified in the unit and Candidate 
Evidence Sheets or Checklists

•	 Identify gaps in evidence, provide feedback 
and offer advice

•	 Verify your achievements and maintain records 
of them.

An external moderator will:
•	 Be allocated to your centre by OCR
•	 Moderate the assessment decisions made by 

your assessor(s) by sampling work submitted
•	 Check that the centre is following the correct 

assessment procedures
•	 Complete feedback reports for your centre.
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ASSESSMENT

Assessment feedback

Your assessor will give you specific feedback 
on your performance after assessment. You will 
also meet regularly to review your progress and 
evidence.

Assessment decisions

When you think you have completed a unit, your 
assessor will make the final assessment decision. 
Remember that you must provide enough 
evidence to meet all the criteria in every unit you 
are claiming. You must meet all of the learning 
outcomes and assessment criteria.
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All units for these qualifications are centre-
assessed and OCR-moderated.  Assessors will work 
with you to meet all of the assessment criteria 
within the units.  To help assessors with this, OCR 
has produced Candidate Evidence Sheets and 
Candidate Evidence Checklists.
•	 The Candidate Evidence Sheets act as 

workbooks for completion.  These are available 
for each unit and allow you to work through and 
complete each assessment criterion.

•	 The Candidate Evidence Checklists act as both 
a checklist and a signposting document.  These 
must be completed if you have produced a 
portfolio of evidence rather than the Evidence 
Sheets.

When your assessor is satisfied that you have 
met all of the requirements for a unit, they must 
confirm this by signing the Candidate Evidence 
Sheet or Candidate Evidence Checklist for that unit 
to show that the assessment process is complete.

Assessment evidence 

There are various assessment methods that can be 
used as evidence for this qualification.  These will 
be explained in more detail in the next section of 
this guide.



RECORDING EVIDENCE
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Candidate Evidence Sheets and Candidate 
Evidence Checklists have been produced to 
support you in producing appropriate evidence for 
this qualification.  You should complete only one of 
the following:

Candidate Evidence Sheets
The Candidate Evidence Sheets act as workbooks 
for you to complete.  A Candidate Evidence Sheet is 
available for each unit within the qualification and 
can be found on the OCR website:  
 
http://www.ocr.org.uk/qualifications/type/qcf/
cus_ser/pr_csk_l2_cert/documents/ 
 
These have been designed to allow you to 
sufficiently meet all assessment criteria and 
evidence requirements contained within each 
unit.  They can be printed and handwritten or word 
processed.

Centre-devised Assignments/Workbooks
Centre-devised assignments/workbooks may 
be produced as an alternative.  If these are used, 
your centre must ensure that they allow you to 
meet all of the assessment criteria and evidence 
requirements of the unit.  Each assessment criteria 
should be referenced within the assignment/
workbook so that it is absolutely clear where it 
has been met.  Your centre must also take into 
consideration the assessment requirements 
contained within the OCR-produced checklists, to 
ensure that your candidate responses cover each 
assessment criteria sufficiently and consistently.

Portfolios of Evidence and Candidate 
Evidence Checklists
If you produce a portfolio of evidence, your centre 
must complete the OCR Candidate Evidence 
Checklists (please see web address above) to 
ensure sufficiency of coverage for each assessment 
criteria, and to signpost where evidence can be 
found within your portfolio.

Witness Statement
When you have completed your work, Evidence 
Sheets, workbooks or checklists must be signed in 
the witness statement area by both you and your 
assessor before submission, to confirm that the 
work has been individually produced by you and 
that the assessor is satisfied that all criteria have 
been sufficiently met.

Copyright and plagiarism
Assessors must be confident that the work they 
mark is your own work.  This does not mean 
that you must be supervised throughout the 
completion of all work but the assessor must 
exercise sufficient supervision, or introduce 
sufficient checks, to be in a position to judge the 
authenticity of your work.

Students must not plagiarise.  Plagiarism is the 
submission of another’s work as one’s own and/
or failure to acknowledge the source correctly.  
Plagiarism is considered to be malpractice and 
could lead to you being disqualified.  It is therefore 
important you understand that work you submit 
must be your own.  You may refer to research, 
quotations or evidence but you must list your  
sources.

www.ocr.org.uk/skillsforbusiness
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CUSTOMER SERVICE jOB 
ROLES

Customer Service roles can be diverse in nature, from those 
specifically dedicated to providing customer-facing service for 
organisations (such as working on a customer service desk), to 
those where customer service is an inherent aspect of the job 
role, such as a Dental Nurse or Postman.

The following list is designed to provide an example of the types 
of roles that necessitate good customer service skills.  It is in no 
way intended to be an exhaustive list:

Level 2

Customer Service Agents
Customer Service and Sales Representatives
Reception Desk Administrators (Hotel, Leisure Centre, Solicitors 
etc)
Customer Service and Sales Desk Assistants
Call Centre Operators
Shipping Clerks
Helpdesk Assistants
Customer Service Operatives
Waiter/Bar Tender
Sales Assistant/Personal Shopper
Courier
Hairdresser/Beautician
Benefits Adviser
Housing Warden
Community Police Officer (patrol and front desk)
Transport Worker (ticket office, travel adviser)
Dental Nurse
Bus Driver
Postman
Travel Agent

Level 3

Sales Team Supervisor
Customer Service Team Leader
PR Assistant
Marketing Executive
Senior Sales Assistant
Department Manager
Buyer/Merchandiser
Manager (restaurant, bar, retail, office, warehouse)



OCR LEVEL 2 CERTIFICATE IN PRINCIPLES OF 
CUSTOMER SERVICE
To achieve this qualification, you must achieve the 3 mandatory units, making a total of 13 credits.

The following table contains the mandatory units.

MANDATORY UNITS

UNIT 
NO 

UNIT ACCREDITATION 
NUMBER UNIT TITLE CREDIT 

VALUE LEVEL

1 R/502/9652 Understand the principles of customer service 4 1

2 Y/502/9653 Understand the rules of customer service 4 2

3 D/502/9654 Understand the use of communication in customer service 5 2
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UNIT 1 (R/502/9652)
UNDERSTAND ThE PRINCIPLES OF CUSTOMER 

SERVICE

ThIS IS A MANDATORy UNIT

The unit is divided into three 
outcomes:

1. Understand relationships between 
customer expectations and 
customer satisfaction

2. Understand the service offer of 
organisations

3. Understand how the service chain 
supports the delivery of good 
customer service.
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This unit is about the basic principles 
that are the heart of customer service 
and the skills needed to communicate 
effectively with customers and 
colleagues. It also covers the role of 
individuals and teams in the customer 
service picture in their organisation 
and their contribution to good 
customer service. The individual 
needs to be able to describe and 
explain the services or products that 
their organisation offers and how it 
delivers customer service.



Learning Outcome 1 - Understand relationships between customer expectations and customer 
satisfaction

Assessment criteria.  I can:
1.1 Describe differences between internal and external customers
1.2 Identify the characteristics of typical customers and their expectations
1.3 Explain the link between customer expectations and customer satisfaction
1.4 Explain how poor customer service could impact on customer expectations and customer satisfaction
1.5 Explain why customer satisfaction is important in an organisation

Learning Outcome 2 - Understand the service offer of organisations

Assessment criteria.  I can:
2.1 Identify an organisation’s services and/or products
2.2 Explain the service offer of an organisation
2.3 Describe how service offers shape the expectations of customers
2.4 Describe how poor delivery of a service offer can influence customer loyalty

11

UNIT 1 (R/502/9652)

UNDERSTAND ThE PRINCIPLES OF 
CUSTOMER SERVICE

www.ocr.org.uk/skillsforbusinessUnit 1 - R/502/9652

Did you know?
Customers are both internal and external; 
the expectancy of your internal customer 
is also very high as they rely on the team’s 
input to complete a task. 
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UNIT 1 (R/502/9652)

UNDERSTAND ThE PRINCIPLES OF 
CUSTOMER SERVICE

Learning outcome 3 - Understand how the service chain supports the delivery of good customer 
service

Assessment criteria.  I can:
3.1 Describe the roles of individuals and teams in delivering customer service
3.2 Describe how individuals and teams fit into the service chain of an organisation
3.3 Explain how negative behaviour of a team member could impact on the service chain
3.4 Explain why following organisational procedures is important
3.5 Identify typical customer service problems
3.6 Explain how to resolve typical customer service problems

Points to note

All customers internally 

and externally have an 

expectation of high 

customer service; so if 

their requirements cannot 

be met they need to be 

informed and instructed 

on the action taken to 

address the issue.  



UNIT 1 (R/502/9652)

UNDERSTAND ThE PRINCIPLES OF 
CUSTOMER SERVICE
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Key terms

Customer Expectations
The view or opinion of the customer on what he or 
she will receive while dealing with an organisation’s 
customer service representative, eg prompt and polite 
service, availability of products and services.

Customer Satisfaction
The indication that the customer is happy with the 
customer service provided, eg positive feedback, 
retention of custom, increased sales.

Service Offer
Product range and potential services offered to the 
customer including key benefits and features.

Service Chain
Team involved in the delivery of customer service, roles 
and responsibilities, procedures and limits of authority.

Activity
Consider who internal customers 

are in an organisation that you are 

aware of, what are the main issues 

that impact on their work that will/

would create problems in delivering 

good customer service. 



UNIT 2 (y/502/9653)
UNDERSTAND ThE RULES OF CUSTOMER SERVICE

ThIS IS A MANDATORy UNIT

The unit is divided into two outcomes:

1. Understand the internal practices 
and procedures of organisations 
when delivering customer service

2. Understand external legislation and 
regulations relating to customer 
service within the organisations

14www.ocr.org.uk/skillsforbusiness Unit 2 - Y/502/9653

This unit requires you to understand 
the rules that apply to customer 
service delivered by an organisation 
and how they apply to a specific job 
role.



UNIT 2 (y/502/9653)

UNDERSTAND ThE RULES OF 
CUSTOMER SERVICE
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Learning outcome 1 - Understand the internal practices and procedures of organisations when 
delivering customer service

Assessment criteria.  I can:
1.1 Explain how organisational practices and procedures relate to customer service delivery
1.2 Explain why it is important to follow internal practices and procedures when delivering customer service
1.3 Describe situations where another authority would be required to complete the customer transaction

Learning outcome 2 - Understand external legislation and regulations relating to customer service 
within the organisations

Assessment criteria.  I can:
2.1 Identify the external legislation and regulations relating to customer service in a specific job role
2.2 Explain the key points of the specific legislation and regulations
2.3 Explain the importance of following external legislation and regulations when delivering customer service, 
including consequences of not doing so
2.4 Explain how external legislation and regulations impact on customer service delivery in a specific job role

Activity
Read consumer rights

www.direct.gov.uk/consumer 

Did you know?

The monitoring of customer service 

personnel while they carry out their 

tasks is on the increase. Consider how 

many times you have heard when 

calling a company ‘this call

may be recorded for training       

purposes’ for example.



Key terms

Internal practices
The methods employed by the customer service team 
such as: time management, personal appearance, tar-
gets and general conduct.

Internal procedures
These are normally written documents detailing the 
standards expected in a work place of the customer 
service team such as: use of equipment, complaints 
handling, security of property and information. 

External legislation
Applied by law normally as a directive by the legal 
system to provide support for customers. Some sector 
specific legislation will also apply. 

External regulations
Are enforcements and may be a specific requirement 
within legislation such as, consumer protection, prod-
uct safety or expected standards.

16www.ocr.org.uk/skillsforbusiness Unit 2 - Y/502/9653

UNIT 2 (y/502/9653)

UNDERSTAND ThE RULES OF 
CUSTOMER SERVICE

Points to note
All organisations no matter 

how small should have 

internal practices and 

procedures, these may not be 

written however.  All involved 

with the customer internal and 

external need to understand 

these requirements.



UNIT 3 (D/502/9654)
UNDERSTAND ThE USE OF COMMUNICATION IN 

CUSTOMER SERVICE

ThIS IS A MANDATORy UNIT

The unit is divided into three 
outcomes:

1. Understand non-verbal 
communication techniques when 
delivering customer service

2. Understand verbal communication 
techniques when delivering 
customer service

3. Understand when communication 
with a customer should be 
referred to someone else within an 
organisation.
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This unit requires you to understand 
the communication techniques and 
use of language needed to ensure 
customers’ expectations are met 
across a range of situations. To provide 
good customer service you must 
understand what customers want and 
how they feel. This means that you 
need to understand the need to share 
information with the customer and 
listen carefully to what they say.

www.ocr.org.uk/skillsforbusinessUnit 3 - D/502/9654



Learning outcome 1 - Understand non-verbal communication techniques when delivering 
customer service

Assessment criteria.  I can:
1.1 Identify non-verbal communication techniques including:
•	 Hearing and listening
•	 Body language
1.2 Explain how non-verbal communication can impact on customer service delivery including:
•	 Positive
•	 Negative
•	 Potential barriers

Learning outcome 2 - Understand verbal communication techniques when delivering customer 
service

Assessment criteria.  I can:
2.1 Identify verbal communication techniques including:
•	 Types of questioning
•	 Use of tone and inflection
•	 Clarity of speech and language
•	 Ways to check understanding
•	 Summarising
2.2 Explain how verbal communication can impact on customer service delivery including:
•	 Positive
•	 Negative
•	 Potential barriers

UNIT 3 (D/502/9654)

UNDERSTAND ThE USE OF 
COMMUNICATION IN CUSTOMER 
SERVICE
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Activity
Consider your communication 
styles, discuss openly with a 
colleague or manager. Ask for 
feedback on your strengths and 
weaknesses. 

www.ocr.org.uk/skillsforbusiness Unit 3 - D/502/9654



Points to note

Various roles in customer 

service need different levels 

of communication skills, these 

could be direct face to face,  

written through emails or 

memos, telephone contact or 

a mixture of all.

Key terms

Non-verbal communication in customer service
The communication methods used by sending 
and receiving messages through gestures, body 
language, facial expression and eye contact. Written 
communication such as emails, memos and messages.

Verbal communication in customer service
The use of different verbal techniques when dealing 
with a customer, using open and closed questions, 
probing questions, tone and inflection. 

Customer should be referred to someone else
The point when communication with a customer needs 
to be handed to someone else, levels of responsibility, 
seeking clarity of the information and ensuring all 
details are forwarded to the receiving colleague. 

Learning outcome 3 - Understand when communication with a customer should be referred to 
someone else within an organisation

Assessment criteria.  I can:
3.1 Describe cues that indicate communication with a customer should be referred to someone else within an 
organisation
3.2 Identify what information would be useful to the colleague to whom you pass the situation

Did you know?
Good positive customer communication is vital for all aspects 

of business. To understand your 
customer’s requests ensures the 
prompt and efficient delivery of 
services and productrequirements.

UNIT 3 (D/502/9654)

UNDERSTAND ThE USE OF 
COMMUNICATION IN CUSTOMER 

SERVICE
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