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Customer Care Executive (Call 
Center) 
CURRICULUM / SYLLABUS 

This program is aimed at training candidates for the job of a “Customer care Executive (Call Center)”, in the “Telecom” 
Sector/Industry and aims at building the following key competencies amongst the learner 

Program Name Customer Care Executive(Call Center) 

Qualification Pack Name & 
Reference ID. ID 

TEL/Q0100, Version Number 1.0 

Version No. 1.0 Version Update Date 28 – 12 – 2015 

Pre-requisites to Training 
Basics of telecommunication Skill, Confidence to handle the customer 
(Entry level requirement) 

Training Outcomes After completing this programme, participants will be able to: 
• Understand Call Centre Specific Concepts: Comprehend the different types

of stakeholders and their roles while gaining knowledge about products and
services offered to customers

• Attend/ make customer calls: Distinguish the various type of calls, working
with CRM

• Determining customer query, request, and complaint: Locate retail outlets
with high footfall, to increase width of distribution, identify decision maker
and seek permission to discuss value proposition.

• Develop customer relationship: Appreciate the concept of customer
relationship, understand the requirement of customer categorisation,
customer feedback, customer satisfaction and its importance to learn the
importance of introducing new products and services

• Comprehend and initiate the importance of report and record: Recognize
the role of key stakeholders and concept of documentation
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This course encompasses 5 out of 5 National Occupational Standards (NOS) of “Customer Care Executive(Call Center)” 
Qualification Pack issued by “TSSC: Telecom Sector Skills Council”. 

Sr. No. Module Key Learning Outcomes 
Equipment 
Required 

1 Introduction to 
Customer Care  
Executive 

Theory Duration 
(hh:mm) 
10:00 

Practical Duration 
(hh:mm) 
02:00 

Corresponding NOS 
Code
TEL/N0100 

• Educating  the role of a Customer Care
Executive

• Training for attending calls and
understanding the procedure

Server, Desktop and 
related IT product 

2 Interpersonal skills 

Theory Duration 
(hh:mm) 
25:00 

Practical Duration 
(hh:mm) 
20:00 

Corresponding NOS 
Code
TEL/N0100 
TEL/N0102 
TEL/N0104 

• Developing basic skills for communication
and proper accent.

• Educating the basic concept of grammar,
accent and slangs

• Developing manners and call etiquettes
• Learning the importance of educating the

customer about new products and services
and pitching them

• Understanding buying behavior and
customer’s history

• Developing technical skills for efficiency in
typing, call logins

• Developing skills to maintain a healthy
customer relationship

Headphone, 
Webcam, mic, 
speaker etc. 
Audio visual setup 

3 Time Management and 
Handling Calls 

Theory Duration 
(hh:mm) 
20:00 

Practical Duration 
(hh:mm) 
12:00 

Corresponding NOS 
Code
TEL/N0100 
TEL/N0101 
TEL/N0102 

• Handling the queries of customer within
specific period of time

• Understanding the requirement of the
customer and providing appropriate
solution

• Tackling  the calls with customers
• Understanding the call opening and closing

procedure
• Learning the importance of call

categorization, requisite amount of
information from the customer

CRM Software 

Customer Care Executive (Call Center) 2



 

Sr. No. Module Key Learning Outcomes Equipment 
Required 

4 MIS documentation and 
Reporting 

Theory Duration 
(hh:mm) 
25:00 

Practical Duration 
(hh:mm) 
25:00 

Corresponding NOS 
Code
TEL/N0103 

• Educating the concept of excel and basic
formulas for creating MIS

• Understanding the basic process of
documentation of all the queries related
with customer like logins, information,
feedback

• Learning about different system of reporting
and types

External hard disk 
and other IT storage 
devices 

5 Feedback Mechanism  
Theory Duration 
(hh:mm) 
05:00 

Practical Duration 
(hh:mm) 
06:00 

Corresponding NOS 
Code
TEL/N0103 

• Making the candidate perceive the feedback
procedures and mechanism

Total Duration 

Theory Duration 
85:00 

Practical Duration 
65:00 

Unique Equipment Required: NA 

Grand Total Course Duration: 150Hours, 0 Minutes 

(This syllabus/ curriculum has been approved by TSSC: Telecom Sector Skill Council) 
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Trainer Prerequisites for Job role: “Customer Care Executive (Call Center)” mapped to 
Qualification Pack: “TEL/Q0100, Version 1.0” 

Sr. No. Area Details 
1 Description To deliver accredited training service, mapping to the curriculum detailed above, in 

accordance with the Qualification Pack “TEL/Q0100, Version No. 1.0” 
2 Personal 

Attributes 
The individual should have good communication skills with a clear diction, ability to 
construct simple and sensible sentences; ability to comprehend simple English 
sentences; good problem solving skills and ability to approach problems logically; 
strong customer service focus; ability to work under pressure and active listening 
skills. The individual should also be willing and comfortable to work in shifts. 

3 Minimum 
Educational 
Qualifications 

Preferably equivalent to Matriculation 

4a Domain 
Certification 

Certified for Job Role: “Customer Care Executive (Call Center)” mapped to QP: 
“TEL/Q0100, Version No. 1.0”. Minimum accepted score as per respective TSSC 
guidelines. 

4b Platform 
Certification 

Recommended that the Trainer is certified for the Job Role: “Trainer”, mapped to the 
Qualification Pack: “TEL/Q0100, Version No. 1.0”. Minimum accepted score as per 
respective TSSC guidelines. 

5 Experience • The trainer should be certified by TSSC as ‘Train the Trainer’ and Assessor
and

• Worked as Customer Care Executive (Call Center) for a minimum of 6-8
months
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Annexure: Assessment Criteria 

Assessment Criteria for Customer  Care Executive 
(Call Center) 
Job Role Customer Care Executive(Call Center) 
Qualification Pack TEL/Q0100, Version No. 1.0 
Sector Skill Council Telecom 

Sr. No. Guidelines for Assessment 

1 Criteria for assessment for each Qualification Pack will be created by the Sector Skill Council. Each 
Performance Criteria (PC) will be assigned marks proportional to its importance in NOS. TSSC will also lay 
down proportion of marks for Theory and Skills Practical for each PC. 

2 The assessment for the theory part will be based on knowledge bank of questions created by the TSSC. 

3 Individual assessment agencies will create unique question papers for theory part for each candidate at 
each examination/training center (as per assessment criteria below) 

4 To pass the Qualification Pack, every trainee should score a minimum of 40% in every NOS and 60% pass 
percentage overall. 

5 In case of successfully passing only certain number of NOS's, the trainee is eligible to take subsequent 
assessment on the balance NOS's to pass the Qualification Pack. 
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Sr. 
No. 

NOS No. NOS Name Total 
Marks 

Marks 
Allocation: 

Skills 

Marks 
Allocation: 
Knowledge 

Marks 
Allocation: 
Behaviour 

1 TEL/N0100 Attend/Make customer calls 100 70 30 

2 TEL/N0101 Resolving customer query, request 
and complaint 

100 50 50 

3 TEL/N0102 Develop customer relationship 100 42 58 

4 TEL/N0103 Report and review 100 45 55 

5 TEL/N0104 Proactive selling 100 70 30 

Total: 500 277 223 

Percentage Weightage: 55.4% 44.6% 

Minimum Pass% to qualify: 60% 60% 60% 
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