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Requiring 15 units for the qualification. 
 
Certificate IV in Customer Contact provides a pathway for employees to gain a  
formal qualification within the customer contact / call centre environment. The course 
focuses on developing leadership skills including managing call centres to achieve planned 
outcomes, managing information systems, implementing and monitoring quality and 
facilitating change and innovation.  
 
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 

Lead Operations in a contact centre ICTCC410A 

Administer customer contact telecommunications technology  ICTCC420A 

Implement Customer Service strategies in a contact centre ICTCC431A 

Analyse information ICTCC473A 

Provide Leadership in a contact centre ICTCC480A 

Lead teams in a contact centre ICTCC481A 

Gather, Collect and record information ICTCC472A 

Implement a continuous improvement in a contact centre ICTCC412A 
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