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Standards

This SVQ is based on standards developed by Institute of Customer Service. Institute of Customer Service draws its membership from the customer service sector.

For further information, please contact the SQA web site.

Structure of the SVQ

The way the SVQ is made up is shown below. The unit title appears in bold and the elements that make up each unit are listed under the unit title. 

Mandatory units

Candidates must complete all of these units: 

Understand Customer Service to Improve Service Delivery 

1
Use accepted customer service language and apply its principles
2
Place customer service principles in context for your professional customer service role

Know the Rules to Follow when Developing Customer Service 

1
Develop customer service following organisational rules and procedures

2
Develop customer service following external regulation and legislation

Optional units

Candidates must also complete 7 optional units (at least one from each theme) of the following units, in addition to the mandatory units: 

Theme: Impression and Image
Use Customer Service as a Competitive Tool 

1
Organise customer service to gain a competitive advantage
2
Deliver a competitive service 

Champion Customer Service 

1
Promote the importance and benefits of customer service 
2
Provide advice and information on customer service issues

Theme: Delivery

Maintain an Develop a Healthy and Safe Customer Service Environment 

1
Assess the customer service environment for factors that effect health and safety 
2
Minimise the risk to health and safety in the customer service environment
Plan, Organise and Control Customer Service Operations 

1
Plan customer service operations

2
Supervise customer service operations
3
Deal with problems relating to customer service operations
Evaluate the Quality of Customer Service 

1
Plan how to measure customer service
2
Collect and analyse information on customer service
Build an Maintain Effective Customer Relations 

1
Establish effective customer relations
2
Maintain and develop effective customer relations
Theme: Handling Problems
Apply Risk Assessment to Customer Service

1
Analyse customer service processes for risk
2
Assess customer service risks and take appropriate actions
Handle Referred Customer Complaints 

1
Investigate referred customer complaints
2
Take action to deal with referred customer complaints
3
Identify repeat customer complaints and recommend change to policies and procedures
Theme: Development and Improvement
Lead a Team to Improve Customer Service 

1
Plan and organise the work of a team
2
Provide support for team members
3
Review performance of team members
Implement Quality Improvements to Customer Service 

1
Plan the introduction of customer service improvement
2
Manage the implementation of customer service improvement
3
Monitor and evaluate customer service improvement
Plan and Organise the Development of Customer Service 

1
Identify customer service staff development and training needs
2
Organise customer service development and training
Develop a Customer Service Strategy for an Area 

1
Research and evaluate in organisation’s business and customer service strategy
2
Help to identify current and future best practice in customer service
3
Identify and recommend the key feature of a customer service strategy
Work as a Member of a Team to Deliver Seamless Customer Service 

1
Build effective working relationship with colleagues
2
Build effective relationships with service partners
Manage a Customer Service Award Programme 

1
Review options and plan a customer service award programme
2
Implement and manage a customer service award programme
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