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Standards

This SVQ is based on standards developed by People 1st. People 1st draw its membership from hospitality and catering industry.

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: 

DR62 04
Deal with Communications as Part of the Reception Function 

1
Deal with incoming communications
2
Deal with outgoing communications
DR6N 04
Maintain a Safe, Hygienic and Secure Working Environment 

1
Maintain personal health and hygiene
2
Help to maintain a hygienic, safe and secure workplace
D78W 04
Contribute to Effective Teamwork 

1
Organise your own work
2
Support the work of your team
3
Contribute to your own learning and development
D3XB 04
Give Customers a Positive Impression of Yourself and Your Organisation 

1
Establish effective relationships with customers
2
Respond appropriately to customers
3
Communicate information to customers
Optional units

Candidates must also complete 4 of the following units, in addition to the mandatory units.  Candidates must select two from Group A and two from Group B. 

Group A
DR65 04
Deal with the Arrival of Customers 

1
Deal with the arrival of customers
DR60 04
Deal with Bookings 

1
Deal with booking enquiries
2
Confirm, cancel and amend bookings
DR99 04
Prepare Customer Accounts and Deal with Departures 

1
Prepare and maintain customer accounts
2
Deal with the departure of customers
DR6V 04
Maintain and Deal with Payments 

1
Maintain the payment point
2
Deal with payments
Group B

DR6D 04
Exchange Foreign Cash and Travellers’ Cheques 

1
Exchange foreign cash
2
Exchange travellers cheques
D79G 04
Prepare and Print Documents Using a Computer 

1
Enter and edit text
2
Format and layout documents
3
Print documents
D7AP 04
Record, Store and Supply Information Using a Paper-Based Filing System 

1
Record and store information
2
Retrieve and supply information
DR6F 04
Handle Mail and Book External Services 

1
Handle mail and messages
2
Book external services
D3XE 04
Resolve Customer Service Problems 

1
Identify customer service problems
2
Select the best solution to resolve customer service problems
3
Implement the solution to customer service problems
D79X 04
Enter, Retrieve and Print Data in a Database 

1
Enter and find data
2
Generate reports from a database
DR6L 04
Identify and Provide Tourism Related Information and Advice 

1
Identify your customer’s needs for information
2
Source and provide information and advice
There may be publications available to support this SVQ. For more information, please contact:

Customer Contact Centre

The Scottish Qualifications Authority

The Optima Building 

58 Robertson Street

GLASGOW

G2 8DQ

Tel: 0845-279-1000

Fax: 0845-213-5000

Email: customer@sqa.org.uk

Website: http://www.sqa.org.uk
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