Level 2 Digital Business & Customer Experience (C&G 4475-12 LAR 600/1648/6)
"Build the skills employers want. Develop confidence, professionalism and customer service expertise for today's workplace."
This programme is designed to prepare learners for employment, apprenticeships and progression into a wide range of business, administration, retail and customer service careers. Learners will develop the professional, digital and customer service skills required in modern workplaces whilst building confidence, communication and employability skills.
Throughout the course, learners will study:
· Professional responsibilities and expectations in the workplace.
· How businesses operate and provide administrative support services.
· Managing information, producing business documents and using workplace technology.
· Effective customer service skills and delivering positive customer experiences.
· Supporting customer service environments and understanding customer needs.
· Digital skills including internet use, presentation software and business communication tools.
· Teamwork, organisation, problem-solving and workplace professionalism.
The qualification has a strong focus on customer experience, helping learners develop the skills employers value when working with customers, colleagues and stakeholders.
Assessment
Assessment is completed through a combination of coursework assignments and online assessments set by City & Guilds. Learners will complete practical tasks, business-related projects, case studies and written assignments that demonstrate their understanding of workplace practices and customer service principles. Some units may also be assessed through externally set multiple-choice online tests. All coursework is internally assessed and quality assured in line with awarding organisation requirements.
Progression Opportunities
· Successful completion of this qualification can lead to:
· Business Administration Apprenticeships
· Customer Service Apprenticeships
· Retail and Sales roles
· Reception and Front-of-House positions
· Office Administration roles
· Further study at Level 3
· Employment within a range of public, private and voluntary sector organisations
This course is ideal for learners who enjoy working with people, developing digital skills and preparing for a successful career in a professional business environment.


Proposed Unit Structure – Digital Business & Customer Experience (Level 2)
	Unit No.
	Unit Title
	Credits
	GLH
	Category

	101
	Using the Internet
	3
	20
	Digital Skills

	201/501
	Principles of Personal Responsibilities and Working in a Business Environment
	4
	32
	Mandatory

	202/502
	Principles of Providing Administrative Services
	4
	32
	Mandatory

	203/503
	Principles of Managing Information and Producing Documents
	3
	24
	Mandatory

	208
	Delivery of Effective Customer Service
	6
	50
	Customer Service

	209
	Supporting the Customer Service Environment
	7
	65
	Customer Service

	215
	Presentation Software
	4
	30
	Digital Skills

	309
	Principles of Customer Service Delivery
	6
	50
	Customer Service

	Total
	
	37 Credits
	303 GLH
	



ROC Alignment
	ROC Requirement
	Requirement
	Selected Units
	Achieved

	Mandatory Units
	Minimum 11 credits from Units 201, 202, 203
	201 (4), 202 (4), 203 (3)
	11 Credits ✓

	Business / Customer Service Optional Units
	Minimum 8 credits
	208 (6), 209 (7), 309 (6)
	19 Credits ✓

	IT / Digital Skills Units
	Minimum 5 credits
	101 (3), 215 (4)
	7 Credits ✓

	Overall Credits
	Minimum 37 credits
	Total 37 credits
	✓

	Level 2 Credits
	Minimum 20 credits at L2
	34 credits at Level 2
	✓

	Summary
	37 credits
	303 GLH
	ROC achieved



Curriculum Rationale
This pathway has been deliberately designed to move away from a traditional "Business Administration" offer and instead focus on Digital Business Skills, Customer Experience and Workplace Readiness. Approximately:
· 51% of credits are focused on Customer Service and Customer Experience.
· 19% of credits are focused on Digital Skills.
· 30% of credits are focused on core Business Administration and Professional Workplace Practice.
This reflects current labour market demand in Bradford, where customer service, administration, retail, business support and service-based roles continue to provide significant entry-level employment opportunities for young people. The programme therefore offers a broader and more engaging pathway into apprenticeships, employment and further study than a traditional administration-only qualification.
