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Career Builder Programme for
Customer Service and Administration
Part of the

Kickstart your career!

In a nutshell..
The Career Builder Programme for Customer Service and Administration equips school leavers and
young graduates to take up entry-level opportunities in/as: Customer relations; Customer service, Sales
assistant, Business administration, Office administration, Reception desk, Personal assistant.
The programme is available as online learning with tutor support. The initial enrollment period is 12
months which can be extended if required. Students proceed with their studies at their own pace, from
anywhere they have an internet connection, at anytime. The programme consists of 11 courses, each
with tasks, exercises and a final assessment. On completion of all the courses, a final assignment must
be completed for the entire programme. A Certificate in Customer Service and Administration is awarded for successful completion of the programme.
Students can enroll and pay online to gain immediate access to their programme, or spread the cost
over 5 months.
Once-off online payment: R7900.
Terms: Deposit: R3400 and 4 monthly payments of R1400.
Visit www.gradcampus.com to enroll.
Email: info@gradcampus.com
Phone: 082 448 0047

About GradCampus:

and validate their interest therein.

GradCampus.com is part of the SCRS Group. The
Group was founded in 2005 and specialise in
education, e-learning and learning technologies.
The Career Builder Programmes (CBPs) were
developed over the past few years, specifically for
school leavers and young graduates to prepare
themselves for the world of work and to improve
their own employability prospects. Some of the
programmes include very focused small business
and/or entrepreneurial content to also enable
graduates to start their own small businesses after
obtaining some experience in industry.

The cost of studying is a very important factor that
limits the job and career prospects of a very large
group of young job-seekers today. Our Career
Builder Programmes are available as online
learning which offers excellent and affordable
quality education that allows students to take up
part-time or full-time work while they study.

Not all school leavers are able to gain access
into higher education after school, because it
may not be affordable, or they may not meet the
entry requirements, or there are simply too many
candidates to accommodate. GradCampus aim
to provide an alternative learning opportunity for
school leavers and young graduates to improve
their employment prospects by learning the skills
that will help them meet the requirements and
preferences for graduate employability identified
by large organisations.
Many school leavers also choose to take a gap
year to help them make more informed decisions
about the specific field they want to study. A Career
Builder Programme is an effective and productive
way to spend a gap year to engage some of the
study options that may interest a school leaver,
before investing large amounts of money into a
longer term decision. The programmes generally
expose a student to various different areas of
business services and functions to help them test

Students have access to their programme for
12 months from enrollment, and may extend
enrollment further for as long as they need. In
addition, online learning allows students to learn
anytime they want, from anywhere they have
access to the internet, at their own pace.
All Gradcampus.com programmes are developed
and maintained by academics and industry- and
education experts in accordance with generally
accepted education good practices specified
by regulatory and industry bodies. The quality,
relevance and value of our educational offerings
are of extreme importance to us to ensure that
our graduates find great value in their studies,
and are able to apply their knowledge and skills
in industry successfully and to earn a good living.
GradCampus hold the quality of education in a
very high regard and therefore limits the number
of students it will accommodate. Although all
learning is designed and offered as self-study
e-learning, all students are assigned to an
experienced and qualified online tutor to provide
support whenever needed.
All GradCampus Career Builder Programmes

include a range of topics and skills that have
been identified by a group of large corporations
as desired attributes for new employees and
graduates. In addition to a specific industry-focused
skill set covered in each programme, students also
learn how to compile a CV, search for jobs, building
their personal brand, how to be successful and
ethical in the workplace, communicate effectively,
make good decisions and think creatively to make
the most of their career.
We are very passionate about the employability
and employment of school leavers and young
graduates.

About the programme
Programme overview
Customer Service is an area of business that is
highly neglected in South Africa and there is a
high demand for people who have learned skills in
this area. This demand does not only exist in the
retail field, but in most client-facing businesses.
Customer Service staff are generally tasked with
establishing and maintaining good relationships
with clients, and to ensure that clients feel valued
to ensure continued business.
In addition to customer service, this programmes
also includes key skills required for office and
business administration. The combination of
these skills helps to prepare students to also
take up positions as a personal assistant. The
programme includes, among other, modules
on communication, creative thinking, problem
solving, customer service and administration.

Some of the requirements for people working in
the customer service industry includes attention
to detail, customer relationship principles and
practices, and good communication skills. The
GradCampus Career Builder Programme for
Customer Service and Administration ensures that
all of these requirements are addressed in the
programme, to enable candidates to enter the job
market in customer service and administration.
Who should enroll
School leavers and young graduates who
have a keen interest in customer service and
administration, or just to get a good foothold in
the world of work. The programme has a strong
focus on communication which is a valuable skill
for any entry-level position.
Career prospects:
Entry-level careers and roles in/as:
•
•
•
•
•
•
•

Customer relations;
Customer service,
Sales assistant,
Business administration,
Office administration,
Reception desk,
Personal assistant.

Entry requirements:
A Matric pass and a good command of English are
highly recommended for successful completion of
the programme. You must also have regular access
to the Internet via a computer or laptop - you will
not be able to complete your work effectively from
a cell phone.
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Programme structure:
Each Career Builder Programme consists of a
number of courses, and each course consists of a
number of sessions covering the different topics. A
specific order is recommended for completing the
courses in your programme. You are not required
to complete them in that order, but it is highly
recommended that you do, since you may need
to apply what you have learned in one course in
another course later on.
The course content is primarily text, illustrations
and images. This format makes it possible to
navigate content much more easily and efficiently
than what video-based material allows. In addition,
only a fraction of the internet bandwidth is
required compared to what is required for videobased material.
Content overlaps:
You will find that a small percentage of topics within
courses overlap. This deliberately done to serve
as refreshers and provide additional relevance of
topics in different contexts.
Making the most of your learning:
Read and work through all of the material without
skipping parts. Attempt to complete all the
exercises in all the courses. Do not rush your work
– take your time to ensure you take in as much as
possible.
Assignments and assessments:
There are exercises and assignments in all the
courses. At the end of each course you need to
complete a final course assessment – you need
to achieve 80% or more in each final course
assessment to receive a badge for the course. You
will receive a final programme assignment once
you have completed all the courses and passed all
the final course assessments.
Your final programme assignment will cover all
the key aspects of your programme and will be
marked by our academic staff. Your tutor will
provide feedback to help you improve your work
if necessary. When you receive a mark of 70% or
higher for your assignment, you will receive your
certificate for the programme.

What do I get on completion?:
Successful graduates receive a Certificate in
Customer Service and Administration from
GradCampus on completion. A unique verification
key is printed on all certificates so that it can
be validated on GradCampus.com’s website by
prospective employers. Please note that this is
not a formal qualification that would normally be
used to gain entry into formal higher education.
The SCRS Group offers professional development
programmes in support of continued and life-long
learning to expand and refine skill-sets and career
prospects. As part of the Group, GradCampus
offer our Career Builder Programmes to young
people starting their careers to help them gain the
knowledge, skills and attributes to improve their
employability and employment prospects and to
prepare them to enter the job market successfully.
Is all of my programme content relevant right
now?:
Your programme covers a fairly large amount of
content and while all of it is directly relevant to your
programme, some of the topics may have more
value to you once you get going in your career.
Overall, you will find your learning significantly
valuable throughout your career.
This seems like a lot of work?:
Your programme is certainly a fair amount of work
and all of it will benefit you in your future work or
studies and very importantly, to successfully enter
and succeed in the job market. Some courses are
quite short, and others will keep you busy for
weeks or even a month, depending on how much
time you invest in your studies.
How difficult is my programme?:
Compared to Matric, your programme will
definitely be more difficult. Some of the courses in
your programme may be relatively easy and others
will require all of your attention to get through.
You will however always have direct access to
our tutors who will support and assist you, and
provide valuable guidance along the way to help
you master your learning. You will not be left to
struggle through everything without support, but
you need to be committed to learn and willing
succeed.
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How long will I have access to my online
programme?:
You will have access for 12 months, but may
extend your enrollment for as long as you need.
How much internet bandwidth will I use?: You
should use no more than 2-3GB of data to work
through your material. You may however often
want to access videos and other resources online
for further clarity on topics that you may find
interesting and should make provision for that.
Do you provide support?:
Yes – all students are allocated to an online
tutor and you may email him or her any time
of the day when you need advice or assistance
with your studies, or run into a problem. You
will typically receive a response within 24 hours
during weekdays. There are also forums for online
collaboration and other channels to stay in contact
with Support.
Payment options:
The cost for this programme is R7900 if paid in full
online.
You can pay directly online with a credit card or
EFT. If you pay online, you will be enrolled directly
and immediately.
If you wish to pay in monthly installments, please
email accounts@gradcampus.com to request an
invoice for this purpose.
The following payment terms are available:
Deposit required at registration: R3400
4 x monthly payments of R1400 each
The total cost for the payments option is: R9000.
How do I enroll?
The process has been made as easy as possible:
1.
You register directly online at www.
gradcampus.com;
2.
Select the programme that you wish to
enroll in and pay online
3.
After payment, you will have direct access
to your learning material and can start straight
away
If you choose to pay in installments, email us at:
accounts@gradcampus.com and we will send you

an invoice on the 20th of each month to be paid by
the 1st of the next month.
Are there any other hidden costs?:
No – your course fee includes your registration fee,
all study fees, support provided and certification.
Your internet connection is for your own account.
You will be studying online and therefore you will
also not have any accommodation, traveling and
book fees. If you do not have a computer or laptop,
you may have to purchase one and also arrange
for a 3G (or other) internet connection.
You should have no problem completing your
programme within 12 months, but you may
extend your enrollment for an additional R900 per
month after the initial 12 months, if something
unforeseen happens that slows you down.
What can I expect from GradCampus after
completing my programme?:
After completing your programme, the SCRS
Group will invite you to list on our database. If
you agree, the Group will share your details with
selected partners and keep you in the loop with
opportunities for employment, learnerships,
work projects, and network opportunities. We
would like to keep in touch with you, follow your
career success, and share opportunities with you
as they emerge, and share career and business
opportunities as they become available.
The SCRS Group has a considerable network
and reach, and are active in the education and
employment industry, in particular as far as entrylevel opportunities are concerned. In addition,
we gladly include alumni in our network and will
continue to communicate with you to hear how
you are doing, and provide guidance along the
way to help you make the most of your talents!
We are extremely passionate about graduate and
school leaver employment and employability and
are we strongly favour an entrepreneurial culture.
Above all, we want to help you to succeed in your
studies and career!
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Courses included in your programme:

1.
Getting your job search started
2.
Goal Setting
3.
Workplace Success - 7 Key Skills
4.
Time Management
5.
Being a Team Player
6.
Emotional Intelligence
7.
Active Listening
8.
Business Ethics for the office
9.
Personal Brand: Maximizing Personal
Impact
10.
Skills for the Administrative Assistant
11.
CRM - An Introduction to Customer
Relationship Management
12.
Critical elements of customer service
13.
Problem Solving: Decision Making
14.
Creative Thinking and Innovation

Course summaries

1.
Getting your job search started
While looking for work can be an exciting time, it
can also involve fear and discomfort about change
and the unknown. Whether you are already in the
midst of a job search or just thinking about it, this
workshop will help you to determine what your
skill set is made up of, the kind of work that is
important and realistic to include in your search,
and how to get started.
Today’s job market is not the same as it was even
five years ago. Knowing where to go, who to talk
to, and the opportunities that are available will
help to shift you from someone who dreams
about having a job, to someone who has the job
they always wanted
Outcomes:
•
Describe your skills, values, and beliefs
about work and looking for opportunities.
•
Demonstrate an understanding for the
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types of work available and where to go for more
information.
•
Recognize the differences and benefits
available through career coaches, counselors, and
mentors.
•
Apply different approaches to job searching,
such as networking and tapping into the hidden
job market.
2.
Goal Setting
We all have things we want in life. The route to
success is to take the things that we dream about
and wish for, and turn them into reality. This course
will lead students through thinking, planning, and
taking action on the things they really want. They
will learn ways to ensure that they get where they
want to go in life.
Outcomes:
•
Identify what’s important to them in their
life
•
Use goal setting activities and appropriate
language to articulate what they want out of life
•
Explain what their dreams and goals are for
both the short and long term
•
Use motivating techniques to help them
reach their goals
•
Understand how to deal with setbacks
3.
Workplace Success - 7 Key Skills
There have been a number of studies that identify
the key skills that workers need to be successful.
Various studies call them different things - critical
employability skills, soft skills, or transferable
skills. Regardless of the name these skills are
critical for workplace success. Seven of the most
commonly identified skills are: Being a Productive
Team Member, Flexibility, Problem Solving,
Resourcefulness, Giving and Receiving Feedback,
Self-Confidence, Creative Thinking and Emotional
Intelligence. Many of us possess one or more of
these attributes already and perhaps all of them.
Luckily these skills can be improved upon through
training.
This course looks to take you to a new level of
understanding for the key skills that will help to
make you successful at work.

Outcomes:
•
Know your own team member roles and
responsibilities.
•
Understand ways to be an effective team
member.
•
Know how it feels to experience change
and know your level of change tolerance.
•
Understand ways to be flexible in times of
change.
•
Know what a problem is and ways to
approach problem solving.
•
Recognize the self-fulfilling prophecy and
its relevance to their work.
•
Appreciate the variety of behaviors that
characterize resourcefulness in the workplace.
•
Identify tips to giving and receiving
feedback.
•
Realize the uses of feedback to increase
their strengths as leaders in the workplace.
•
Recognize self-confident behaviors in the
workplace.
•
Utilize a three-step process to building your
own self-confidence.
•
Apply a number of group methods for
creative thinking.
•
Recount the history of social and emotional
intelligence theory.
•
Define Daniel Goleman’s five sets of social
and emotional competencies and correlate them
to workplace experiences.
4.
Time Management
Time is money, the saying goes, and lots of it gets
lost in disorganization and disruption. We also deal
with a constant barrage of technology, people, and
tasks that can contribute to that disorganization.
Many people find that they flit from one task to
another, trying to get everything done.
In this course, you will learn how to make the most
of your time by getting a grip on your workflow
and office space, using your planner effectively,
and delegating some of your work to other people.
Outcomes:
•
Better organize yourself and your
workspace for peak efficiency.
•
Understand the importance of, and the
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most useful techniques for, setting and achieving
goals.
•
Identify the right things to be doing and
develop plans for doing them.
•
Learn what to delegate and how to delegate
well.
•
Take control of things that can derail your
workplace productivity.
5.
Being a Team Player
Teamwork is essential in any successful enterprise,
and to have effective teams, an organization must
be comprised of individuals who pride themselves
on being great team players. Many of us consider
ourselves to be team players, but are we really?
Do we know what that takes; and what managers
consider to be the qualities that make a person
a team player, or that make a good team player
a ‘great’ team player? Everyone brings their own
skills and strengths to the table; understanding
how to use those skills within the context of a team
is vital to help an organization succeed.
Outcomes:
•
Understand the definition of a team player
and a non-team player
•
Know the difference between a team player
and a non-team player
•
Learn the qualities possessed by a team
player
•
Determine what type of team player you
are and how that functions in your workplace
•
Know and understand what it takes to be a
team player
•
Discover the different types of teams that
exist within a company
•
Learn what working together as a team
looks like
•
Learn the different types of workplace
teams and what types of teams successful
organizations need
•
Develop strategies to improve teamwork
•
Give participants a moment to write down
their own learning objectives in their workbook.
6.
Emotional Intelligence
Emotional intelligence, also called EQ, is the ability
to be aware of and to manage emotions and
relationships. It’s a pivotal factor in personal and

professional success. IQ will get you in the door,
but it is your EQ, your ability to connect with others
and manage the emotions of yourself and others,
that will determine how successful you are in life.
We have all worked with and listened to brilliant
people. Some of them were great and… well, some
were not so great. The mean and the meek and
all those in between can teach us more than they
realize. When we look at the truly extraordinary
people who inspire and make a difference you
will see that they do this by connecting with
people at a personal and emotional level. What
differentiated them was not their IQ but their EQ –
their emotional intelligence.
Outcomes:
•
Understand what emotional intelligence
means
•
Recognize how our emotional health and
physical health are related
•
Learn techniques to understand, use, and
appreciate the role of emotional intelligence in the
workplace
•
Understand the different emotions and
how to manage them
•
Create a personal vision statement
•
Understand the difference between
optimism and pessimism
•
Validate emotions in others
7.
Active Listening
Communication skills are at the heart of everything
we do each day, whether at home, at work, or
at play. Active listening encompasses the best
of communication, including listening to what
others are saying, processing the information,
and responding to it in order to clarify and elicit
more information. This course will help students
develop and practice their active listening skills.
Outcomes:
•
Define active listening and its key
components
•
Identify ways to become a better listener
•
Use body language to reflect a positive
listening attitude
•
Understand the difference between
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sympathy and empathy, and when each is
appropriate
•
Create a listening mindset using framing,
positive intent, and focus
•
Be genuine in your communications
•
Understand the communication process
•
Ask questions, probe for information, and
use paraphrasing techniques
•
Build relationships to create an authentic
communication experience
•
Identify common listening problems and
solutions
8.
Business Ethics for the office
What exactly makes a decision or conduct ethical?
The problem with ethics is that what may seem
morally right (or ethical) to one person may seem
appalling to another.
This course will not provide you with an easy way
to solve every ethical decision you will ever have to
make. It will, however, help you define your ethical
framework to make solving those ethical dilemmas
easier. We’ll also look at some tools that you can
use when you’re faced with an ethical decision.
And, we’ll look at some techniques you can use so
you don’t get stuck in an ethical quandary. Best of
all, we’ll look at a lot of case studies so that you can
practice making decisions in a safe environment.
Outcomes:
•
Understand the difference between ethics
and morals
•
Understand the value of ethics
•
Identify some of your values and moral
principles
•
Be familiar with some philosophical
approaches to ethical decisions
•
Identify some ways to improve ethics in
your office
•
Know what is required to start developing
an office code of ethics
•
Know some ways to avoid ethical dilemmas
•
Have some tools to help you make better
decisions
•
Be familiar with some common ethical
dilemmas

9.
Personal Brand: Maximizing Personal
Impact
Abigail Van Buren once said, “There are two kinds
of people: those who come into a room with the
attitude, ‘Here I am!’ and those who have the
attitude, ‘There you are!’”
This course is a exploration about the type of
impact we want to have in life and work. Students
will consider and define the influence that they
can have on their life and work. They will also
learn skills for success and how to create those
circumstances.
Outcomes:
•
Speak in terms of the impact and influence
that they want to have in life and work
•
Understand their personal style in terms of
their personal brand
•
Develop skill in areas like focus,
concentration, and communication to support
their brand
•
Build credibility and trust by living their
brand
•
Take ownership of their image, both online
and in person
10.
Skills for the Administrative Assistant
Work is not the only thing that matters in life, but
most of us want to take pride in what we do. While
we don’t have to like the people we work with, or
report to, at the very least we should be able to
interact positively with them. The biggest influence
on our job satisfaction is our relationship with
others.
Our work should not be a burden to us and our
offices shouldn’t be battlefields. We are human
beings working with other human beings. This
two-day workshop is about working to the best of
your abilities, and encouraging the best in those
who work with you, or for you.
Outcomes:
•
Understand the importance of professional
presence on the job.
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•
Learn how to self-manage to become more
effective and efficient.
•
Improve your communications skills,
including listening, questioning, and being more
assertive.
•
Increase your effectiveness in recognizing
and managing conflict, and dealing with difficult
people.
11.
CRM - An Introduction to Customer
Relationship Management
This course will help you understand the different
facets of Customer Relationship Management
(CRM). It will also teach you how to identify who their
customers really are, analyze the key components
of CRM, and understand how it integrates within
an organization.
Outcomes:
•
Demonstrate an understanding of the
terms and benefits of CRM on a company’s bottom
line
•
Analyze the different components of a CRM
plan
•
Develop a checklist for readiness and
success in CRM
•
Describe how CRM creates value for
organizations and customers
•
Consider developmental roles that have
the greatest impact on CRM
12.
Critical elements of customer service
While many companies promise to deliver
an incredible customer experience, some are
better at delivering than others. This course is
designed around six critical elements of customer
service that, when the company lives them, bring
customers back to experience service that outdoes
the competition.
Outcomes:
•
Demonstrate a customer service approach
•
Understand how your own behavior affects
the behavior of others
•
Demonstrate confidence and skill as a
problem solver
•
Apply techniques to deal with difficult

customers
•
Make a choice to provide customer service
13.
Problem Solving: Decision Making
We make decisions and solve problems continually.
We start making decisions before we even get out
of bed (shall I get up now or not?). Sometimes, we
will have made as many as 50 decisions by the time
we leave for work. Despite all the natural decision
making that goes on and the problem solving we
do, some people are very uncomfortable with
having to make decisions. You may know someone
who has a hard time making decisions about what
to eat, never mind the internal wrestling they go
through in order to take on major decisions at
work.
Likewise, we’ve probably all looked at a solution
to something and said, “I could have thought of
that.” The key to finding creative solutions is not
just creativity, although that will certainly help.
The answer rests in our ability to identify options,
research them, and then put things together in a
way that works. Having a process to work through
can take the anxiety out of problem solving and
make decisions easier. That’s what this course is
all about.
Outcomes:
•
Apply problem solving steps and tools
•
Analyze information to clearly describe
problems
•
Identify appropriate solutions
•
Think creatively and be a contributing
member of a problem solving team
•
Select the best approach for making
decisions
•
Create a plan for implementing, evaluating,
and following up on decisions
•
Avoid common decision-making mistakes
14.
Creative Thinking and Innovation
Creative thinking and innovation are vital
components in both our personal and professional
lives. However, many people feel as though they
are lacking in creativity. What most of us do not
recognize is that we are creative on a daily basis,
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whether it’s picking out what clothes to wear in
the morning or stretching a tight budget at work.
While these tasks may not normally be associated
with creativity, there is a great deal of creativity
involved to get those jobs done.
While some people seem to be simply bursting
with creativity, others find it a struggle to think
outside the square. If you fall into the latter
category, it is important to understand that
boosting your creative and innovative abilities
takes practice. Recognizing and honing your own
creative potential is a process. That’s what this

course is all about.
Outcomes:
•
Identify the difference between creativity
and innovation
•
Recognize their own creativity
•
Build their own creative environment
•
Explain the importance of creativity and
innovation in business
•
Apply problem-solving steps and tools
•
Use individual and group techniques to
help generate creative ideas
•
Implement creative ideas
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