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Active IQ Level 2 Diploma in Customer Service 

Qualification Accreditation Number: 601/3544/X 

Personal details

Learner’s name:

Workplace:
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Workplace telephone number:

Assessor’s name:
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Introduction

Welcome to the Active IQ Level 2 Diploma in Customer Service  

This document is designed to assist you in gathering evidence to prove your competence against the standards 
in each of your chosen units. Your work-based Assessor will provide you with guidance and support and help 
you decide on the best types of evidence to produce to prove competence. 

When you start the qualification, your work-based assessor will usually help you to:
•	 Identify what you can do already

•	 Agree on the standard and level you are aiming for

•	 Analyse what you need to learn

•	 Choose and agree on activities that allow you to learn what you need

Assessment is normally through on-the-job observation and questioning. You will produce evidence to prove 
you have the competence to meet the qualification’s standards. Your assessor will sign off units when they 
believe you are ready. The assessor will test your knowledge, understanding and work-based performance to 
make sure you can demonstrate competence in the workplace.

When planning assessments assessors will use a range of methods appropriate to you and required by the 
awarding body to assess you against the standards. The various methods of assessment that can be used are:

•	 Direct observation of you in the workplace

•	 Professional discussion

•	 Questioning

•	 Examination of workplace products you have produced

•	 Witness testimony

•	 Simulation (where allowed)

•	 DVD / Audio 

Your assessor will explain all of these different methods to you. 

You will compare your performance with the standards as you learn. You will look at what you have achieved, 
how much you still need to do and how you should go about it until you are assessed as competent for a unit. 
The qualification is suited to those who already have skills and want to develop them.
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Active IQ Level 2 Diploma in Customer Service  

You must complete a minimum of 45 credits.

You must complete all five units (19 credits) from mandatory Group A, a minimum of 3 credits from optional 
Group B, and a minimum of 16 credits from optional Group C. You may take a maximum of 7 credits from 
optional group D.

Unit Accreditation 
number

Level Credit

Mandatory units (Group A) 
Successful achievement of all five mandatory units must be achieved for the full qualification.

1. Deliver customer service A/506/2130 2 5

2. Understand customers F/506/2131 2 2

3. Principles of customer service J/506/2132 2 4

4. Understand employer organisations A/506/1964 2 4

5. Manage personal performance and development L/506/1788 2 4

Optional units (Group B) 
You must take a minimum of 3 credits from optional group B.

6. Communicate verbally with customers D/506/2119 2 3

7. Communicate with customers in writing T/506/2126 2 3

Optional units (Group C) 
You must take a minimum of 16 credits from optional group C.

8 Deal with incoming telephone calls from customers H/506/2154 2 3

9 Make telephone calls to customers K/506/2155 2 3

10 Promote additional products and/or services to customers L/506/2133 2 2

11 Process information about customers R/506/2134 2 3

12 Exceed customer expectations Y/506/2135 2 3

13 Deliver customer service whilst working on customers’ 
premises

T/506/2143 2 4

14 Carry out customer service handovers T/506/2157 2 3

15 Resolve customer service problems A/506/2158 2 5

16 Deliver customer service to challenging customers F/506/2159 2 3

17 Develop customer relationships Y/506/2149 2 3

18 Support customer service improvements T/506/2160 2 3

19 Support customers through real-time online customer service A/506/2161 2 3

20 Use social media to deliver customer service J/506/2163 2 3

21 Resolve customers’ complaints R/506/2151 3 4

22 Gather, analyse and interpret customer feedback D/506/2170 3 5
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23 Support customers using self-service equipment H/506/2977 2 3

24 Provide post-transaction customer service K/506/2978 2 5

Optional units (Group D)  
You may take a maximum of 7 credits from optional group D.

25 Health and safety procedures in the workplace T/505/4673 2 2

26 Manage diary systems L/506/1807 2 2

27 Provide reception services H/506/1814 2 3

28 Contribute to the organisation of an event L/506/1869 2 3

29 Buddy a colleague to develop their skills M/506/1895 2 3

30 Employee rights and responsibilities L/506/1905 2 2

31 Develop working relationships with colleagues R/506/1789 2 3

32 Principles of equality and diversity in the workplace J/506/1806 2 2

33 Processing sales orders M/502/8587 2 2

34 Meeting customers’ after sales needs R/502/8601 2 3

35 Handling objections and closing sales M/502/8606 2 3

36 Deal with incidents through a contact centre K/503/0421 2 7

37 Carry out direct sales activities in a contact centre L/503/0394 2 5

38 Negotiate in a business environment H/506/1912 3 4

39 Bespoke software F/502/4396 2 3
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Witness/Assessor Status List

Please ensure anybody who has made an assessment decision or provided a witness testimony within
your portfolio has completed the witness/ assessor list

Witness name
and address

Status of
Witness
(See key
below)

Relationship to learner Signature

Witness Status Key:
1. Qualified Assessor, occupationally competent and familiar with standards
2. Qualified Assessor, not occupationally competent or familiar with standards
3. Occupationally competent, not an assessor (eg line manager)
4. Not occupationally competent, familiar with learner (eg customer)
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Record of Achievement

Unit name Date 
Completed

Assessor 
Signature

IV Signature 
(if sampled)

Date EV Signature 
(if sampled)

Date

Mandatory

Optional Units
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Master Evidence Index
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