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Contact Centre employees now represent more than three
per cent of the UK's working population, a figure which is
set to rise further in the coming years; close to half of all
contact centres anticipate needing to increase the number
of call handlers they employ.

However, the industry does face difficulties finding
employees with the right level of communication, IT and
customer care skills. That's the bad news. The good news
is that City & Guilds, the UK's leading provider of vocational
qualifications, has developed a range of awards designed
specifically for contact centre employees, both current and
potential.

Which qualifications are available in this area?
Levels 2 and 3 Certificates in Contact Centre Skills
(4422)
Both awards are designed to be ideal preparation for the
NVQs in this area. The Level 3 Certificate is also recognised
as a Technical Certificate for the Advanced Apprenticeship.

At level 2, learners need to take a core unit on health,
safety and customer care, and then choose between sales
and systems routes. For the sales route, they take the unit:

• Selling through contact centres and personal and
organisational improvement

For the systems route, they take:

• Contact centre systems and technology and personal and
organisational improvement

Level 3 also have a core unit, covering the same topics as in
level 2. At this level though, there are a choice of four
routes: sales, planning, systems and supervisor. Learners
would take one of the following units, depending on their
chosen route:

• Selling through contact centres and personal and
organisational improvement

• Staff resource planning for contact centres and personal
and organisational improvement

• Contact centre systems and technology and personal and
organisational improvement

• Performance management in contact centres and
personal and organisational improvement

Level two is assessed by an online multiple choice test
(core unit) and an assignment (other unit). Level 3 is
assessed by an external short answer test (core unit) and
an assignment (other unit).

Guided learning hours are 90 for level 2 (45 hours per unit)
and 120 for level 3 (60 hours per unit).

Both levels are suitable for either part-time or full-time
study.

Do the qualifications form part of a recognised
framework?
The awards are accredited by the Qualifications and
Curriculum Authority at levels 2 and 3 and are therefore
eligible for funding.

Are there learning materials available?
SmartScreen.co.uk provides level specific support
materials for tutors of City & Guilds qualifications and their
learners. Materials are in development for the level 3 award
and will be available soon. For more details on this service
and to check which qualifications are available, please go
to www.smartscreen.co.uk

Are there any other qualifications that may be of
interest?
Levels 1and 2 NVQ in Contact Centre Operations
(2703)

Levels 3 and 4 NVQ for Contact Centre Professionals
(2703)

What's the next step?
If you are an existing approved centre, you will need to
complete a scheme approval form (SAP). If you are not an
approved centre and would like to become one, please
contact your nearest City & Guilds office who will guide you
through the approval process.

How can I find out more?
You can find out more by contacting your nearest City &
Guilds office. Log on to our website to find the location of
your nearest one, or contact our Customer Relations team
at:

City & Guilds
1 Giltspur Street
London
EC1A 9DD
T +44 (0)20 7294 2800
F +44 (0)20 7294 2405
enquiry@cityandguilds.com

www.cityandguilds.com

If asked for a scheme number, please quote 4422
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Key points

• Level 3 is recognised as the
Technical Certificate for the
Advanced Apprenticeship for
Contact Centre Professionals

• SmartScreen material will be
available to support Level 3

• Ideal preparation for NVQs


