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Requiring 14 units for the qualification. 
 
Certificate III in Customer Contact covers off a range of topics which include: 
communicating effectively with customers, responding to inbound customers, using 
computer technology, providing customer service, managing customer 
relationships and providing sale solutions to customers. This qualification will 
contribute to developing the skills to be a Customer Service Officer.  
 
CORE UNITS  

Respond to Inbound Customer Contact ICTCC111A 

Follow Occupational Health and Safety Polices & Procedures  ICTCC100A 

Communicate effectively in a Customer Contact Centre ICTCC101A 

Work effectively in a Customer Contact Environment  ICTCC110A 

Use Basic Computer Technology ICTCC120A 

Use an Enterprise Information System ICTCC121A 

Provide Quality Customer Service ICTCC130A 
  
ELECTIVE UNITS 

Organise Work Priorities and Development  ICTCC300A 

Resolve Complex Customer Complaints ICTCC352A 

Manage Customer Relationships ICTCC330A 

Use multiple Information Systems ICTCC320A 

Provide sale solutions to customers ICTCC341A 

Process complex accounts, service severance and defaults  ICTCC361A 

Conduct a telemarketing campaign  ICTCC340A 
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This course is also available for self paced learning 
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