
Customer Service Representative: Handles

customer inquiries, complaints, and provides

information about products and services.

Call Centre Agent: Manages inbound and outbound

calls, assisting customers with their needs.

Help Desk Support: Provides technical support and

troubleshooting for customers.

Customer Service
Customer service offers a variety of career paths, allowing you to grow and

specialize based on your interests and skills. Here are some common routes:

Entry-Level Positions

Customer Service Specialist: Deals with more

complex customer issues and may have specialized

knowledge about certain products or services.

Team Leader: Supervises a team of customer service

representatives, providing guidance and support.

Quality Assurance Analyst: Monitors and evaluates

customer interactions to ensure quality standards are

met.

Mid-Level Positions

Customer Service Manager: Oversees the

customer service department, manages staff, and

develops strategies to improve customer satisfaction.

Customer Success Manager: Focuses on building

long-term relationships with customers, ensuring they

achieve their desired outcomes with the company’s

products or services.

Operations Manager: Manages the overall

operations of the customer service team, focusing on

efficiency and effectiveness.

Advanced Positions

Director of Customer Service: Leads the customer

service strategy at a high level, aligning it with the

company’s goals.

Chief Customer Officer (CCO): Represents the

voice of the customer at the executive level, driving

customer-centric initiatives across the organisation.

Executive Roles

Technical Support Specialist: Provides in-depth

technical assistance and support for complex issues.

Customer Service Trainer: Develops and delivers

training programs for customer service staff.

Customer Insights Analyst: Analyses customer data

to identify trends and improve service strategies.

Progression

Level 4 Diploma in Customer Service: Focuses on

developing strategic customer service skills, such as

managing customer relationships and implementing

service improvements.

Level 4 Certificate in Professional Business and

Enterprise Support Services: Designed for those

working in business support roles, helping to develop

skills in customer service and business support.

Business Management Degree in Business

Administration or Customer Service Management:

Provides comprehensive knowledge of business

operations and customer service strategies.

Master’s Degree in Customer Experience

Management: Focuses on advanced customer

service techniques, customer relationship

management (CRM), and strategic service

improvement.

Certified Customer Service Professional (CCSP):

Recognizes expertise in customer service and

commitment to professional development.

Customer service is a dynamic field with numerous

opportunities for growth and specialisation.

Progression

Technical Support Specialist: Provides in-depth

technical assistance and support for complex issues.

Customer Service Trainer: Develops and delivers

training programs for customer service staff.

Customer Insights Analyst: Analyses customer data

to identify trends and improve service strategies.

Specialised Roles
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