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G7R5 21 [Level 1] 
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Standards
These SVQs are based on standards developed by e-skills UK. e-skills  UK draws its membership from a wide variety of people working in a broad range of occupations within the contact centre sector.

Structure of the SVQ

The way the SVQ is made up is shown below. 

Qualification Structure and Unit Value (UV) Requirements
To achieve a full Contact Centre S/NVQ candidates must achieve a minimum total of UVs. These are:

40 UVs for a level 1 qualification;

100 UVs for level 2;

180 UVs for level 3; and
280 UVs for level 4; 

Structural Rules

Each qualification must contain:

· AOC ‘Develop Personal and Organisational Effectiveness’ at least at the level of the qualification for qualifications at levels 1 to 4 
· AOC ‘Health & Safety in ICT and Contact Centres’ at least at Level 1.

 Each AOC can contribute to a qualification at one level only.

At least 60% of the total unit values must be achieved at the level of the qualification. These values (rounded) are as follows:

25 for level 1;

60 for level 2; 

110 for level 3; and

170 for level 4.

A maximum of two units may be chosen from the restricted option list.

In addition qualifications must adhere to any relevant qualification framework
 criteria.

	AOC Title
	Unit Values

	Units at each level will be differentiated by adding the level indicator as a suffix. (E.g. Customer Care 1, Customer Care 2 etc.)


	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	
	Existing Unit Code
	Unit Value
	Existing Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value

	Contact Centre Systems and Technology
	DM6N 04
	10
	DM6T 04
	20
	DM6Y 04
	30
	DM75 04
	40
	DP19 04
	50

	Customer Care
	DL79 04
	10
	DL7C 04
	20
	DL7D 04
	30
	DL7E 04
	40
	DL7G 04
	50

	Develop Personal and Organisational Effectiveness
	DL7N 04
	5
	DL7R 04
	15
	DL7V 04
	25
	DL83 04
	35
	
	

	Direct Selling and Customer Acquisition in Contact Centres
	DM6M 04
	10
	DM6V 04
	20
	DM70 04
	30
	DM76 04
	40
	DP1A 04
	50

	Health and Safety in ICT and Contact Centres
	DL8A 04
	5
	
	
	DL8D 04
	30
	DL8E 04
	40
	DL8F 04
	50

	Interpersonal and Written Communication
	DL8G 04
	5
	DL8H 04
	15
	DL8J 04
	30
	DL8K 04
	40
	
	

	Performance Management
	
	
	
	
	DM71 04
	30
	DM77 04
	40
	DP1C 04
	50

	Remote Support for Products or Services
	DL7T 04
	10
	DL7W 04
	20
	DL7Y 04
	30
	DL80 04
	40
	DL81 04
	50

	Staff Resource Planning for Contact Centres
	
	
	
	
	DM72 04
	30
	DM78 04
	40
	DP1E 04
	50

	Restricted option units:

	Supporting Learning and Development 

(Imported Units)
	
	
	
	
	
	
	
	
	
	

	Identify Individual Learning Aims and Programmes
	
	
	
	
	D9RN 04
	30
	
	
	
	

	Agree Learning Programmes with Learners
	
	
	
	
	D9R5 04
	30
	
	
	
	

	Develop Training Sessions
	
	
	
	
	D9RF 04
	30
	
	
	
	

	Enable Learning Through Presentations
	
	
	
	
	D9RK 04
	30
	
	
	
	

	Enable Learning Through Demonstrations and Instruction
	
	
	
	
	D9RJ 04
	30
	
	
	
	

	Enable Individual Learning Through Coaching
	
	
	
	
	D9RH 04
	30
	
	
	
	

	Enable Group Learning
	
	
	
	
	D9RG 04
	30
	
	
	
	

	Support Learners by Mentoring in the Workplace
	
	
	
	
	D9T7 04
	30
	
	
	
	

	Support and Advise Individual Learners
	
	
	
	
	D9T4 04
	30
	
	
	
	

	Monitor and Review Progress with Learners
	
	
	
	
	D9RW 04
	30
	
	
	
	

	Support Competence Achieved in the Workplace
	
	
	
	
	D9T5 04
	30
	
	
	
	


	AOC Title
	Unit Values

	Units at each level will be differentiated by adding the level indicator as a suffix. (E.g. Customer Care 1, Customer Care 2 etc.)
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	
	Existing Unit Code
	Unit Value
	Existing Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value

	Managing People and Resources (Imported Units)
	
	
	
	
	
	
	
	
	
	

	Contribute to Improvements at Work 
	
	
	
	
	
	
	B4PW 04
	40
	
	

	Manage Change in Organisational Activities
	
	
	
	
	
	
	B6L0 04
	40
	
	

	Support the Efficient Use of Resources
	
	
	
	
	D1HW 04
	30
	
	
	
	

	Manage the Use of Physical Resources
	
	
	
	
	
	
	B6LT 04
	40
	
	

	Manage the Use of Financial Resources
	
	
	
	
	
	
	B6Y9 04
	40
	
	

	Determine the Effective Use of Resources
	
	
	
	
	
	
	
	
	B6KN 04
	50

	Contribute to the Selection of Personnel for Activities
	
	
	
	
	B6TK 04
	30
	
	
	
	

	Select Personnel for Activities
	
	
	
	
	
	
	B6W6 04
	40
	
	

	Contribute to the Development of Teams and Individuals 
	
	
	
	
	B6TL 04
	30
	
	
	
	

	Develop Teams and Individuals to Enhance Performance
	
	
	
	
	
	
	B7AS 04
	40
	
	

	Lead the Work of Teams and Individuals to achieve their objectives
	
	
	
	
	B6LM 04
	30
	
	
	
	

	Manage the Performance of Teams and Individuals 
	
	
	
	
	
	
	B6W4 04
	40
	
	

	Delegate Work to Others
	
	
	
	
	
	
	
	
	B6MA 04
	50

	Respond to Poor Performance in your Team
	
	
	
	
	B6LN 04
	30
	
	
	
	

	Deal with Poor Performance in your Team
	
	
	
	
	
	
	B6L6  04
	40
	
	

	Facilitate Meetings
	
	
	
	
	B4T9 04
	30
	
	
	
	

	Chair and Participate in Meetings
	
	
	
	
	
	
	B6L8 04
	40
	
	

	Managing Quality (Imported Units)
	
	
	
	
	
	
	
	
	
	

	Provide Advice and Support for the Development and Implementation of Quality Policies
	
	
	
	
	
	
	B6KG 04
	40
	
	

	Manage Continuous Quality Improvement
	
	
	
	
	
	
	
	
	B6KH 04
	50

	Implement Quality Assurance Systems
	
	
	
	
	
	
	B6KJ 04
	40
	
	

	Provide Advice and Support for the Development and Implementation of Quality Systems
	
	
	
	
	B6KK 04
	30
	
	
	
	

	Carry Out Quality Audits
	
	
	
	
	B6KX 04
	30
	
	
	
	


	AOC Title
	Unit Values

	Units at each level will be differentiated by adding the level indicator as a suffix. (E.g. Customer Care 1, Customer Care 2 etc.)
	Level 1
	Level 2
	Level 3
	Level 4
	Level 5

	
	Existing Unit Code
	Unit Value
	Existing Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value
	Existing

Unit Code
	Unit Value

	Project Management (Imported Units)
	
	
	
	
	
	
	
	
	
	

	Develop Strategic Objectives for the Project
	
	
	
	
	
	
	
	
	DN9H 04
	25

	Identify and Evaluate Options for the Project
	
	
	
	
	
	
	
	
	DN9J 04
	25

	Prepare the Business Case for the Project
	
	
	
	
	
	
	
	
	DN9A 04
	25

	Prepare a Project Brief
	
	
	
	
	
	
	
	
	DN9C 04
	25

	Identify Strategic Risk and Evaluate Options for Minimising Project Risk
	
	
	
	
	
	
	
	
	DN9D 04
	25

	Develop Operational Objectives for the Project
	
	
	
	
	
	
	DN90 04
	20
	
	

	Develop Outline Programme or Schedules for Projects
	
	
	
	
	
	
	
	
	DN9E 04
	25

	Specify Activities for Project Schedule
	
	
	
	
	
	
	
	
	DN9F 04
	25

	Develop a Detailed Schedule for the Project
	
	
	
	
	
	
	DN91 04
	20
	
	

	Identify Perceived Risks and Evaluate Options for their Control
	
	
	
	
	
	
	DN92 04
	20
	
	

	Review the Progress of Projects
	
	
	
	
	
	
	
	
	DN9G 04
	25

	Co-ordinate, Monitor and Control Project Schedules
	
	
	
	
	
	
	DN93 04
	20
	
	

	Control Hand-over of Responsibility for the Project
	
	
	
	
	
	
	DN94 04
	20
	
	

	Ensure the Completion of Project Activities
	
	
	
	
	
	
	DN95 04
	20
	
	

	Evaluate Projects
	
	
	
	
	
	
	
	
	DP9V 04
	25

	Use IT Systems
	DJ54 04
	5
	DJ5N 04
	15
	DJ69 04
	25
	
	
	
	

	Use IT to Exchange Information
	DJ59 04
	5
	DJ5W 04
	15
	DJ6F 04
	25
	
	
	
	

	General Uses of IT
	DM6P 04
	5
	DM6W 04
	15
	DM73 04
	25
	
	
	
	

	Use IT Software
	DM6R 04
	5
	DM6X 04
	15
	DM74 04
	25
	
	
	
	

	Internet and Intranets
	DJ5A 04
	5
	DJ5X 04
	15
	DJ6G 04
	25
	
	
	
	

	E-mail
	DJ5C 04
	5
	DJ5Y 04
	15
	DJ6H 04
	25
	
	
	
	

	Word Processing Software
	DJ5D 04
	10
	DJ60 04
	20
	DJ6J 04
	30
	
	
	
	

	Spreadsheet Software
	DJ5E 04
	10
	DJ61 04
	20
	DJ6K 04
	35
	
	
	
	

	Database Software
	DJ5F 04
	10
	DJ62 04
	20
	DJ6L 04
	35
	
	
	
	

	Specialist or Bespoke Software*
	DJ5K 04
	10
	DJ66 04
	20
	DJ6R 04
	30
	
	
	
	


� Credit and Qualification Framework for Wales (CQFW) www.elwa.ac.uk


National Qualifications Framework (NQF) www.qca.org.uk


Northern Ireland Credit Accumulation and Transfer System (NICATS) www.nicats.ac.uk


Scottish Credit and Qualifications Framework (SCQF) � HYPERLINK "http://www.scqf.org.uk" ��www.scqf.org.uk�
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