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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: 

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 6 Optional units (at least one from each theme) of the following units, in addition to the mandatory units: 

Theme: Impression and Image
Make Customer Service Personal 

1
Identify opportunities for making customer services personal
2
Treat your customer as an individual
Go the Extra Mile in Customer Service 

1
Distinguish between routine customer service and going the extra mile

2
Check that your extra miles 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 communication effectively

Use Customer Service as a Competitive Tool 

1
Organise customer service to gain a competitive advantage 
2
Deliver a competitive service
Organise the Promotion of Services or Products to Customers 

1
Offer additional services or products
2
Organise support to promote use of additional services or products
3
Monitor the promotion of additional services or products
Theme: Delivery
Deliver Customer Service on your Customers’ 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 while avoiding stereotyping

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

Deliver Customer Service using Service Partnerships 

1
Work effectively within a customer service chain
2
Build and nurture positive relationships in a customer service chain
Organise the Delivery of Reliable Customer Service 

1
Plan and organise the delivery of reliable customer service
2
Review and maintain customer service delivery
3
Use recording system to maintain reliable customer service
Improve the Customer Relationship 

1
Improve communications with your customer
2
Balance the needs of your customer and your organisation
3
Exceed customer expectations to develop the relationship
Theme: Handling Problems

Monitor and Solve Customer Service Problems 

1
Solve immediate customer service problems
2
Identify repeated customer service problems and options for solving them
3
Take action to avoid repetition of customer service problems
Apply Risk Assessment to Customer Service 

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

1
Recognise the signs that a problem or query is about to produce a complaint
2
Deal with a complaint effectively
Theme: Development and Improvement
Work with Others to Improve Customer Service 

1
Improve customer service by working with others
2
Monitor your own performance when improving customer service
3
Monitor joint performance when improving customer service
Promote Continuous Improvement in Customer Service 

1
Plan improvements in customer service based on customer feedback
2
Implement changes in customer service
3
Review changes to promote continuous improvement
Develop your Own and Others’ Customer Service Skills 

1
Develop your own customer service skills
2
Plan the coaching of others in customer service 
3
Coach others in customer service 
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
Gather, Analyse and Interpret Customer Feedback 

1
Plan to gather customer feedback
2
Gather customer feedback
3
Analyse and interpret customer feedback
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