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Standards

This SVQ is based on standards developed by the Institute of Customer Service. The 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: 

Prepare Yourself To Deliver Good Customer Service 

1
Describe the customer service of your organisation to customers and/or colleagues

2
Describe your organisation’s products or services to customers and/or colleagues

Provide Customer Service Within The Rules 

1
Follow organisation procedures

2
Follow external regulation and legislation

Optional units

Candidates must also complete 5 of the following units (at least one from each theme), in addition to the mandatory units: 

Theme: Impression and Image

Give Customers A Positive Impression Of Yourself And Your Organisation 

1
Establish effective rapport with customers

2
Respond appropriately to customers

3
Communicate information to customers

Promote Additional Service Or Products To Customers 

1
Identify additional services or products that are available

2
Inform customers about additional services or products

3
Gain customer commitment to using additional services or products

Process Customer Service Information 

1
Collect customer service information

2
Select and retrieve customer service information

3
supply customer service information

Live Up To The Customer Service Promise 

1
Understand and explain the promise

2
Produce customer satisfaction by delivering the promise

Make Customer Service Personal 

1
Identify opportunities for making customer service personal

2
Treat your customer as an individual

Go The Extra Mile In Customer Service 

1
Distinguish between routine service standards and going the extra mile

2
Check that your extra mile ideas are feasible

3
Go the extra mile

Deal With Customers In Writing Or Using ICT 

1
Use written or ICT communication effectively

2
Plan and send an effective written or ICT communication

3
Handle incoming written or ICT communications effectively

Deal With Customers Face To Face 

1
Communicate effectively with your customer

2
Improve the rapport with your customer through body language

Deal With Customers By Telephone 

1
Use the telephone system effectively

2
Plan and make focused telephone calls to your customer

3
Handle incoming calls effectively

Theme: Delivery

Deliver Reliable Customer Service 

1
Prepare to deal with your customers

2
Give consistent service to customers

3
Check customer service delivery

Deliver Customer Service On Your Customer’s Premises 

1
Establish a rapport with your customer

2
Balance customer service with your own skills and expertise

Recognise Diversity When Delivering Customer Service 

1
Use reasonable assumptions about your customer whilst avoiding stereotyping

2
Adapt customer service to recognise the different needs and expectations of diverse groups of customers

Theme: Handling Problems
Recognise And Deal With Customer Queries, Requests And Problems 

1
Recognise and deal with customer queries and requests

2
Recognise and deal with customer problems

Resolve Customer Service Problems 

1
Spot customer service problems

2
Pick the best solution to resolve customer service problems

3
Take action to resolve customer service problems

Theme: Development & Improvement

Develop Customer Relationships 

1
Build your customer’s confidence that the service you give will be excellent

2
Meet the expectations of your customers

3
Develop the long-term relationship between your customers and your organisation

Support Customer Service Improvements 

1
Use feedback to identify potential customer service improvements

2
Implement changes in customer service

3
Assist with the evaluation of changes in customer service

Develop Personal Performance Through Delivering Customer Service 

1
Review performance in your customer service role

2
Prepare a personal develop plan and keep it up to date

3
Undertake development activities and obtain feedback on your customer service performance
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