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Standards

This SVQ is based on standards developed by the Consumer Services Industry Authority (CSIA) (formerly Ttento). CSIA draws its membership from the Tourism Industry.

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: 

D8FD 04

Manage the Accommodation Information and Booking Service 

1
Organise the accommodation information and booking service

2
Monitor the quality of the accommodation information and booking service

3
Provide accommodation information and booking service to customers

B1JR 04

Identify and Provide Tourist Information and Material Required by Customers

1
Identify the customers’ needs for information and material

2
Source and obtain information

3
Give customers information and materials to meet their needs

D8FG 04

Evaluate and Develop the TIC Information System 

1
Evaluate the TIC information system

2
Develop the TIC information system

3
Order replacement stock of material

B4V5 04

Create Effective Working Relationships 
1
Gain the trust and support of your colleagues and team members

2
Gain the trust and support of your manager

3
Minimise conflict in your team

B3RT 04

Solve Problems on Behalf of Customers  

1
Identify and interpret problems affecting customers

2
Generate solutions on behalf of customers

3
Take actions to deliver solutions

B73D 04

Manage Yourself (MCI C1) 

1
Develop your own skills to improve your performance

2
Manage your time to meet your objectives

Optional units

Candidates must also complete 3 of the following units, in addition to the mandatory units, one from group 1, one from group 2, plus one from either group: 

Group 1 – User Services

B1LM 04

Provide Foreign Exchange and Currency Services 
1
Identify customers’ requirements for foreign exchange and currency services

2
Deliver foreign exchange and currency services

3
Receive, secure and prepare branch foreign exchange stocks for despatch

D35J 04

Provide Displays 

1
Set up displays

2
Maintain and dismantle displays

B1L5 04

Mount Promotional Events 

1
Plan promotional events

2
Deliver promotional events

3
Evaluate promotional events

B4N1 04

Maximise Product Sales (DNTO) 

1
Identify opportunities to increase the customer base

2
Assess the effectiveness of displays

D2NX 04

Provide Customers with Information Technology Support 
1
Provide customers with agreed levels of support

2
Maintain positive working relationships with customers

3
Evaluate the effectiveness of customer support

B21Y 04

Maintain the Availability of Goods for Sale to Customers 

1
Organise the display of goods for sale

2
Assess the effectiveness of displays

3
Maintain product availability and quality

4
Recommend and support improvements in product availability and quality

D8KN 04

Deal with Varied Work Tasks by Speaking
1
Ask for and provide instructions and information relating to varied work tasks by speaking

2
Contribute to routine work-related discussions

3
Exchange spoken opinions on varied work-related matters

4
Present work-related information by speaking

D8KP 04

Obtain Information About Varied Work Tasks by Reading 
1
Extract specific details from a variety of sources by reading

2
Identify information, ideas and opinions from a variety of sources by reading

D8KR 04

Produce Written Materials to Deal with Varied Work Tasks 
1
Produce written reports to fulfil a variety of straightforward work requirements

2
Produce correspondence to deal with a variety of factual and expressive requirements

3
Produce factual and expressive summaries to fulfil varied work requirements

Group 2 - Management

D8FE 04

Contribute to the Training and Development of Teams and Individuals 
1
Contribute to the identification of development needs

2
Contribute to planning the development of teams and individuals

3
Contribute to development activities

4
Contribute to the assessment of people against development objectives

B9TX 04

Maintain Activities to Meet Requirements 
1
Maintain work activities to meet requirements

2
Maintain healthy, safe and productive working conditions

3
Make recommendations for improvement to work activities

D35L 04

Evaluate and Monitor the Receipt of Payments from Customers for the Purchase of Goods and Services 
1
Monitor takings practices and processes at a cash point

2
Evaluate takings practices and procedures

D8FF 04

Develop Your Own Effectiveness and Professionalism 
1
Develop yourself to improve your performance

2
Establish and maintain effective working relationships with colleagues

3
Develop your own professionalism

D2NE 04

Design and Produce Spreadsheets 
1
Design the layout and presentation of spreadsheets

2
Create the required spreadsheet

3
Produce graphical representation of numerical information

4
Output spreadsheet to the required destination

B2WH 04

Assess Candidate Performance 
1
Agree and review a plan for assessing performance

2
Collect and judge performance evidence against criteria

3
Collect and judge knowledge evidence

4
Make assessment decision and provide feedback

B2WJ 04

Assess Candidate Using Different Sources of Evidence 
1
Agree and review an assessment plan

2
Judge evidence and provide feedback

3
Make assessment decision using differing sources of evidence and provide feedback
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