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Introduction

The accredited Skills Programme, Customer Service
Programme, at an NQF level 4, is an occupation-
based course for individuals providing customer
service in the hospitality, fourism, travel and
conservation sectors.

There is a strong focus on being professional and
delivering excellent customer service as well as the
importance of knowledge of tourist atfractions in South
Africa and local regions. It covers Infroducing
customers and visitors o South Africa as a destination,
providing customer care and accurate information
across services and accommodating diversity and
special needs in the sector.

Target Audience

The skills programme is aimed at individuals
working in the hospitality, tourism, fravel, guiding,
conservation, sport and recreation and public
service sector.

It is suitable for those in the services industry
offering customer, guest and visitor care.

Entry Requirements

»  Competence in Communication at NQF level
3

+ Competence in Mathematical Literacy at NQF
level 3.

» Competence in Computer Literacy at NQF
level 3.

Additional Requirements

* Access to work in the service industry.

* Access to a range of service industry customers
and local and foreign visitors.

» Access to a workplace mentor.

* Access to a PC, software and the internet.
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Course Delivery & Assessment

We use a blend of inclass and virtual interactive
learning,  workplace learning, coaching and
mentoring, theoretical assessment, practical
workplace observation and self-study fo embed skills.

You will need to:
+ Aftend all sessions.

+ Complete practical workplace  experiential
learning and assignments.

+  Demonstrate theoretical and practical

understanding of programme content.
+  Compile and submit a Portfolio of Evidence (PoE).

To receive your Statement Of Results, Customer Service
Programme, NQF level 4, you will need to compile,
submit and be found competent on a Portfolio of
Evidence (PoE).

Learning Outcomes

By the end of the skills programme, you will be able to:
* Infroduce South Africa to customers.

» Share information about South Africa and a local
region and make recommendations for visiting
tourist aftractions.

» Understand and provide customer care.

» Provide excellent customer service across service
industries in a professional manner and according
to set standards, to meet and exceed customer
expectations.

* Relate diversity to Customer Service.

* Analyse, accommodate and plan for customer
diversity and special needs in the service
environment.

+ Provide guests with accurate information regarding
services and book according to organisational
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SP: Customer Service Programme
Accreditation Body: CATHSSETA
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