[image: image1.jpg]PEARSON ALWAYS LEARNING




[image: image2.png]ALWAYS LEARNING PEARSON




[image: image3.jpg]d

business skills @ work





Levels 1, 2, 3 and 4

 ASK SUBJECT "INPUT SUBJECT" Customer Service

 ASK DATE "INPUT DATE" March 2008

 ASK PREP "INSERT QL'S NAME" Catherine Dear

 ASK ISSUE "ISSUE OR DRAFT No. " Issue 3
 MACROBUTTON FieldsUpdate.Main "Double click here (or Ctrl + A then F9) to update field codes"  [image: image6.jpg]edexcel

advancing learning, changing lives




	Sector guidance for centres


[image: image4.jpg]


[image: image5.jpg]edexcel

advancing learning, changing lives




Edexcel SVQs in Customer Service:

SVQ 2 in Customer Service at SCQF level 5

SVQ 3 in Customer Service at SCQF level 6
Issue 1
May 2011
Edexcel, a Pearson company, is the UK’s largest awarding organisation, offering academic and vocational qualifications and testing to more than 25,000 schools, colleges, employers and other places of learning in the UK and in over 100 countries worldwide. Qualifications include SVQs and our BTEC suite of vocational qualifications, including BTEC Apprenticeships, from entry level to BTEC Higher National Diplomas, recognised by employers and higher education institute worldwide.

Pearson Education UK continues to invest in cutting-edge technology that has revolutionised the examinations and assessment system. This includes the ability to provide detailed performance data to teachers and students which help to raise attainment.
This guidance is Issue 1. We will inform centres of any changes to this issue. 

References to third-party materials made in this document are made in good faith.  Edexcel does not endorse, approve or accept responsibility for the content of materials, which may be subject to change, or any opinions expressed therein.  (Material may include textbooks, journals, magazines and other publications and websites.)
Authorised by Karen Hughes
Prepared by Mary Weir
All the material in this publication is copyright

© Edexcel Limited 2011 
CONTENTS

7Section 1: Edexcel SVQs in Customer Service

Introduction
7
National Occupational Standards and SVQs
7
Section 2: About these SVQs
9
Which Edexcel SVQs in Customer Service are available?
9
Who are these Edexcel SVQs for?
9
What progression do these SVQs offer?
9
Themes
10
What is the structure of the Edexcel SVQ2 in Customer Service at SCQF 5?
11
What is the structure of the Edexcel SVQ3 in Customer Service at SCQF 6?
17
Section 3: Assessment strategy
23
Introduction
23
Council for Administration Assessment Strategy
25
Section 4: Recording forms
37
Introduction
37
Worked forms Level 2
39
Level 2: Example form 1 — Portfolio title page
39
Level 2: Example form 2 — Personal profile
41
Level 2: Example form 3 — Contents checklist
43
Level 2: Example form 4 — Index of evidence
45
Level 2: Example form 5 — Unit assessment plan
47
Level 2: Example form 6 — Unit progress and sign-off record
49
Level 2: Example form 7 — Element achievement record
51
Level 2: Example form 8 — Knowledge evidence record
53
Level 2: Example form 9 — Personal statement
55
Level 2: Example form 10 — Observation record
57
Level 2: Example form 11 — Witness testimony
59
Level 2: Example form 12 — Expert witness evidence record
61
Level 2: Example form 13 — Record of questions and candidate’s answers
63
Worked forms Level 3
65
Level 3: Example form 1 — Portfolio title page
67
Level 3: Example form 2 — Personal profile
69
Level 3: Example form 3 — Contents checklist
71
Level 3: Example form 4 — Index of evidence
73
Level 3: Example form 5 — Unit assessment plan
75
Level 3: Example form 6 — Unit progress and sign-off record
77
Level 3: Example form 7 — Element achievement record
79
Level 3: Example form 8 — Knowledge evidence record
81
Level 3: Example form 9 — Personal statement
83
Level 3: Example form 10 — Observation record
85
Level 3: Example form 11 — Witness testimony
87
Level 3: Example form 12 — Expert witness evidence record
89
Level 3: Example form 13 — Record of questions and candidate’s answers
91
Section 5: Further information
91
What else should you read?
91
How do you contact us?
91
List of annexes
9
3
Annexe A: Key and core skills signposting Levels 2


                                                            & 3
97
Introduction
97
Annexe B: Glossary of terms
99
Annexe C :
Evidence Requirements






    101


(Sections must start on an odd page)Section 1: Edexcel SVQs in Customer Service
Introduction

This document contains information that is specific to the Edexcel SVQs in Customer Service at SCQF level 5 and SCQF level 6, accredited from 01 May 2011. 
These SVQs replace the previous SVQs in Customer Service at level 2 and level 3.

	Previous qualifications
	New qualifications

	
	level
	Edexcel Q code
	APS Code
	Accredited to
	
	level
	Edexcel Q code
	APS Code
	Accredited from

	Customer Service
	2
	Q5000459
	G9K0 22
	30/04/11
	Customer Service
	SCQF 5
	Q5001333
	GC2V 22
	01/05/11

	Customer Service
	3
	Q5000460
	G9JY 23
	30/04/11
	Customer Service
	SCQF 6
	Q5001334
	GC2W 23
	01/05/11


The change in the format of the title reflects the credit and levelling of the qualifications to the Scottish credit and Qualification framework and has been approved by SQA Accreditation.
National Occupational Standards (NOS) and SVQs
The standards, assessment strategy and award structures for the Level 2 and 3 SVQs in Customer Service are owned by the Council for Administration (CfA) who are responsible for the review and maintenance of the NOS. SVQs are derived directly from the NOS.  The current version of Customer Service NOS, at the time of writing, is January 2010.
The Edexcel Levels 2 and 3 SVQs in Customer Service give recognition of candidates’ skills, knowledge and understanding. They allow candidates to gain a qualification in the workplace that relates to their job area and promotes good working practice.

You can contact the Standards Setting Body (SSB) at:

Council for Administration

6 Graphite Square

Vauxhall Walk

London SE11 5EE

Tel: 

020 7091 9620

Fax: 

020 7091 7340

Web-site:
www.cfa.uk.com
e-mail:

info@cfa.uk.com
National Occupational Standards are available to download from the NOS Database at www.ukstandards.org.uk .

(This must start on an odd page)Section 2: About these SVQs
The Edexcel SVQs are designed to be assessed in the workplace or, in some circumstances, in conditions resembling the workplace, for example:

a work experience placement
a model office in school or college (see Section 3: Assessment Strategy for further guidance).

Simulation is permitted at Level 2 for Units 1, 5 and 6 only. For further guidance, please see the Assessment Strategy (page 23).
Which Edexcel SVQs in Customer Service are available?

The SVQs in Customer Service are available as follows: 

Edexcel SVQ2 in Customer Service at SCQF 5
Edexcel SVQ3 in Customer Service at SCQF 6
It is important that the most appropriate level and route is selected for each candidate.

Who are these Edexcel SVQs for?

The SVQ2 is designed for staff who are responsible for delivering customer service and who interact directly with the customer, for example sales or retail staff, staff working on service desks, call centre staff.
The SVQ3 is designed for those who are responsible for the delivery of customer service, but who also have to monitor and develop the quality of customer service given, and who may be in charge of their own department or team. 
What progression do these SVQs offer?

SVQ2 candidates could progress within their work place as customer service front line staff.  They can also progress to vocational qualifications such as the:

Edexcel SVQ3 in Customer Service at SCQF 6
Edexcel SVQ in Business and Administration (Level 3)
Edexcel Level 3 SVQ in Management

SVQ3 candidates can progress within their own employment as team leader, manager or customer service co-ordinator. They can also progress to Level 4 vocational qualifications such as the:

Edexcel Level 4 SVQ in Management

Themes

In the Edexcel SVQs in Customer Service, the optional units are categorised by themes that reflect different aspects of customer service. At each level, at least one option unit should be taken from each theme to ensure coverage of the different aspects of customer service. Candidates will therefore include these different areas within their work roles. The remaining option units can be taken from any theme.

The themes are:

Foundations: this theme relates to the core units and covers the principles of customer service and organisational rules affecting customer service. It includes the knowledge of the organisation’s products and services, and organisational procedures for dealing with customers.

Impression and image: this theme focuses on the impression made by the individual delivering customer service and by the organisation. It includes building a rapport with the customer, dealing with customers in different ways (face to face, in writing or using ICT), living up to the customer service promise and using customer information to exceed customer expectations.

Delivery: this theme focuses on delivering customer service and building relationships with the customer. It includes issues such as providing a consistent, reliable service, diversity, and working with others (such as service partnerships) to provide customer service.
Handling problems: this theme looks at recognising and resolving customer queries and problems, monitoring customer service problems and handling customer complaints.

Development and improvement: this theme looks at monitoring and improving customer service by developing customer relationships and leading, supporting and working with others to implement improvements. It also covers the analysis of customer feedback and the development of customer service strategy, as well as personal development.

What is the structure of the Edexcel Level 2 SVQ in Customer Service?

SQA Accreditation ran a research project in 2006 to pilot the credit and levelling of work based SVQ units to the Scottish Credit and Qualification Framework (SCQF).  As a consequence the component units of the Edexcel Level 2 and level 3 SVQ in Customer Service, and the overall qualifications, will have a SCQF level value allocated against them and will be certificated accordingly.
To achieve the whole qualification at Level 2, you must prove competence in two mandatory units and five option units. At least one option unit should be taken from each theme.

Mandatory units for the Edexcel Level 2 SVQ in Customer Service
You must achieve both of the units listed below.

	Unit number
	SCQF level
	Title
	Element number
	Title

	F1
	4
	Communicate using customer service language
	F1.1
	Identify customers and their characteristics and expectations

	
	
	
	F1.2
	Identify your organisation’s services and products

	F2
	5
	Follow the rules to deliver customer service
	F2.1
	Follow your organisation’s customer service practices and procedures

	
	
	
	F2.2
	Follow legislation and external regulation that relate to customer service




Option units for the Edexcel SVQ2 in Customer 
You must achieve five of the units listed below. At least one option unit should be taken from each theme.

	Unit number
	SCQF level
	Title
	Element number
	Title

	Theme: Impression and image

	A3
	5
	Communicate effectively with customers
	A3.1
	Communicate effectively with customers

	A4
	5
	Give customers a positive impression of yourself and your organisation
	A4.1
	Establish rapport with customers

	
	
	
	A4.2
	Respond appropriately to customers

	
	
	
	A4.3
	Communicate information to customers

	A5
	5
	Promote additional services or products to customers
	A5.1
	Identify additional services or products that are available

	
	
	
	A5.2
	Inform customers about additional services or products

	
	
	
	A5.3
	Gain customer commitment to using additional services or products

	A6
	5
	Process customer service information
	A6.1
	Collect information about customers

	
	
	
	A6.2
	Select and retrieve information about customers

	
	
	
	A6.3
	Supply information about customers

	A7
	5
	Live up to the customer service promise
	A7.1
	Understand and explain the customer service promise

	
	
	
	A7.2
	Produce customer satisfaction by delivering the customer service promise

	A8
	5
	Make customer service personal
	A8.1
	Identify opportunities for making customer service personal

	
	
	
	A8.2
	Treat your customer as an individual


	A9
	6
	Go the extra mile in customer service
	A9.1
	Distinguish between routine service standards and going the extra mile

	
	
	
	A9.2
	Check that your extra mile ideas are feasible

	
	
	
	A9.3
	Go the extra mile

	A10
	5
	Deal with customers face to face
	A10.1
	Communicate effectively with your customer

	
	
	
	A10.2
	Improve the rapport with your customer through body language

	A11
	5
	Deal with incoming telephone calls from customer
	A11.1
	Use communication systems effectively

	
	
	
	A11.2
	Establish rapport with customers who are calling

	
	
	
	A11.3
	Deal effectively with customer questions and requests

	A12
	5
	Make telephone calls to customer
	A12.1
	Plan your calls effectively

	
	
	
	A12.2
	Use communication systems effectively

	
	
	
	A12.3
	Make focussed calls to your customer


	Unit number
	SCQF level
	Title
	Element number
	Title

	Theme: Delivery

	B2
	5
	Deliver reliable customer service
	B2.1
	Prepare to deal with your customers

	
	
	
	B2.2
	Give consistent service to customers

	
	
	
	B2.3
	Check customer service delivery

	B3
	6
	Deliver customer service on your customer’s premises
	B3.1
	Establish a rapport with your customer

	
	
	
	B3.2
	Combine customer service with your other skills and expertise

	B4
	6
	Recognise diversity when delivering customer service
	B4.1
	Respect customers as individuals and promote equality in customer service

	
	
	
	B4.2
	Adapt customer service to recognise the different needs and expectations of diverse groups of customers

	B5
	5
	Deal with customer across a language divide
	B5.1
	Prepare to deal with customers with a different first language

	
	
	
	B5.2
	Deal with customers who speak a different first language from your own

	B6
	5
	Use questioning techniques when delivering customer service
	B6.1
	Establish rapport and identify customer concerns

	
	
	
	B6.2
	Seek detailed information from customers using questioning techniques

	B7
	5
	Deal with customers using bespoke software
	B7.1
	Prepare to deliver customer service using bespoke software

	
	
	
	B7.2
	Deliver customer service using bespoke software

	B8
	5
	Maintain customer service through effective hand over
	B8.1
	Agree joint responsibilities in a customer service team

	
	
	
	B8.2
	Check that customer service actions are seen through by working together with colleagues


	Unit number
	SCQF level
	Title
	Element number
	Title

	Theme: Handling problems

	C3
	5
	Resolve customer service problems
	C3.1
	Spot customer service problems

	
	
	
	C3.2
	Pick the best solution to resolve customer service problems

	
	
	
	C3.3
	Take action to resolve customer service problems

	C4
	5
	Deliver customer service to difficult customers
	C4.1
	Recognise when customers may be difficult to deal with

	
	
	
	C4.2
	Deal with difficult customers

	C5
	6
	Monitor and solve customer service problems
	C5.1
	Solve immediate customer service problems

	
	
	
	C5.2
	Identify repeated customer service problems and options for solving them

	
	
	
	C5.3
	Take action to avoid the repetition of customer service problems

	C6
	7
	Apply risk assessment to customer service
	C6.1
	Analyse customer service processes for risk

	
	
	
	C6.2
	Assess customer service risks and take appropriate actions

	C7
	7
	Process customer service complaints
	C7.1
	Recognise the signs that a query or problem is about to produce a complaint

	
	
	
	C7.2
	Deal with a complaint effectively

	Theme: Development and improvement

	D1
	5
	Develop customer relationships
	D1.1
	Build your customer’s confidence that the service you give will be excellent

	
	
	
	D1.2
	Meet the expectations of your customers

	
	
	
	D1.3
	Develop the long-term relationship between your customer and your organisation

	D2
	5
	Support customer service improvements
	D2.1
	Use feedback to identify potential customer service improvements

	
	
	
	D2.2
	Implement changes in customer service

	
	
	
	D2.3
	Assist with the evaluation of changes in customer service


	Unit number
	SCQF level
	Title
	Element number
	Title

	D3
	5
	Develop personal performance through delivering customer service
	D3.1
	Review performance in your customer service role

	
	
	
	D3.2
	Prepare a personal development plan and keep it up to date

	
	
	
	D3.3
	Undertake development activities and obtain feedback on your customer service performance

	D4
	5
	Support customers using on-line customer services
	D4.1
	Establish the type and level of support your customer needs to achieve on-line customer service

	
	
	
	D4.2
	Support on-line customer service in conversation with your customer

	D5
	5
	Buddy a colleague to develop their customer service skills
	D5.1
	Plan and prepare to buddy a colleague

	
	
	
	D5.2
	Support your buddy colleague on the job

	
	
	
	D5.3
	Provide buddy support off the job

	D6
	5
	Develop your own customer service skills through self-study
	D6.1
	Find ways to learn more about customer service and your job

	
	
	
	D6.2
	Use sources of self-development to extend your customer service skills and knowledge 



	D7
	5
	Support customers using self-service technology
	D7.1
	Identify the type of help needed by a customer using self-service technology



	
	
	
	D7.2
	Assist a customer using self-service technology


What is the structure of the Edexcel Level 3 SVQ in Customer Service?

To achieve the whole qualification at Level 3, you must prove competence in two mandatory units and five option units. At least one option unit should be taken from each theme.

The structure for the SVQ3 in Customer Service includes some SCQF 7 and SCQF 8 level optional units. Only one unit chosen can be SCQF level 7 or 8. 

Therefore, at least five units selected from the structure below must be SCQF 

level 6.
Mandatory units for the Edexcel Level 3 SVQ in Customer Service
You must achieve both of the units listed below.

	Unit number
	SCQF level
	Title
	Element number
	Title

	F3
	7
	Demonstrate understanding of customer service
	F3.1
	Use accepted customer service language

	
	
	
	F3.2
	Apply customer service principles in your customer service role

	F4
	6
	Demonstrate understanding of the rules that impact on improvements in customer service
	F4.1
	Demonstrate understanding of the organisational rules and procedures that impact on customer service improvements

	
	
	
	F4.2
	Demonstrate an understanding of the legislation and external regulation that impact on customer service improvements


Option units for the Edexcel Level 3 SVQ in Customer Service
You must achieve five of the units listed below. At least one unit should be taken from each theme.

	Unit number
	SCQF level
	Title
	Element number
	Title

	Theme: Impression and image

	A13
	6
	Deal with customers in writing or electronically
	A13.1
	Use written or electronic communication effectively

	
	
	
	A13.2
	Plan and send an effective written or electronic communication

	
	
	
	A13.3
	Handle incoming written or electronic communications effectively

	A14
	7
	Use customer service as a competitive tool
	A14.1
	Organise customer service to gain a competitive advantage

	
	
	
	A14.2
	Deliver a competitive service

	A15
	6
	Organise the promotion of additional services or products to customers
	A15.1
	Offer additional services or products

	
	
	
	A15.2
	Organise support to promote use of additional services or products

	
	
	
	A15.3
	Monitor the promotion of additional services or products

	A16
	7
	Build a customer service knowledge set
	A16.1
	Input details of customer queries and requests and develop responses

	
	
	
	A16.2
	Use a customer service knowledge base


	Unit number
	SCQF level
	Title
	Element number
	Title

	Theme: Delivery

	B9
	6
	Deliver customer service using service partnerships
	B9.1
	Work effectively within a customer service chain

	
	
	
	B9.2
	Build and nurture positive relationships in a customer service chain

	B10
	6
	Organise the delivery of reliable customer service
	B10.1
	Plan and organise the delivery of reliable customer service

	
	
	
	B10.2
	Review and maintain customer service delivery

	
	
	
	B10.3
	Use recording systems to maintain reliable customer service

	B11
	6
	Improve the customer relationship
	B11.1
	Improve communication with your customers

	
	
	
	B11.2
	Balance the needs of your customer and your organisation

	
	
	
	B11.3
	Exceed customer expectations to develop the relationship


	Unit number
	SCQF level
	Title
	Element number
	Title


	Theme: Handling problems

	C5
	6
	Monitor and solve customer service problems
	C5.1
	Solve immediate customer service problems

	
	
	
	C5.2
	Identify repeated customer service problems and options for solving them

	
	
	
	C5.3
	Take action to avoid the repetition of customer service problems

	C6
	7
	Apply risk assessment to customer service
	C6.1
	Analyse customer service processes for risk

	
	
	
	C6.2
	Assess customer service risks and take appropriate actions

	C7
	7
	Process customer service complaints
	C7.1
	Recognise the signs that a query or problem is about to produce a complaint

	
	
	
	C7.2
	Deal with a complaint effectively

	Theme: Development and improvement

	D8
	6
	Work with others to improve customer service
	D8.1
	Improve customer service by working with others

	
	
	
	D8.2
	Monitor your own performance when improving customer service

	
	
	
	D8.3
	Monitor team performance when improving customer service

	D9
	7
	Promote continuous improvement 
	D9.1
	Plan improvements in customer service based on customer feedback

	
	
	
	D9.2
	Implement changes in customer service

	
	
	
	D9.3
	Review changes to promote continuous improvement


	Unit number
	SCQF level
	Title
	Element number
	Title

	D10
	6
	Develop your own and others’ customer service skills
	D10.1
	Develop your own customer service skills

	
	
	
	D10.2
	Plan the coaching of others in customer service

	
	
	
	D10.3
	Coach others in customer service

	D11
	7
	Lead a team to improve customer service
	D11.1
	Plan and organise the work of a team

	
	
	
	D11.2
	Provide support for team members

	
	
	
	D11.3
	Review performance of team members

	D12
	7
	Gather, analyse and interpret customer feedback
	D12.1
	Plan to gather customer feedback

	
	
	
	D12.2
	Gather customer feedback

	
	
	
	D12.3
	Analyse and interpret customer feedback

	D13
	6
	Monitor the quality of customer service transactions
	D13.1
	Prepare to monitor the quality of customer service transactions

	
	
	
	D13.2
	Monitor the quality of customer service transactions

	
	
	
	D13.3
	Give feedback on the quality of customer service transactions

	D14
	8
	Implement quality improvements to customer service
	D14.1
	Plan the introduction of customer service improvements

	
	
	
	D14.2
	Manage the implementation of customer service improvements

	
	
	
	D14.3
	Monitor and evaluate customer service improvements

	D15
	8
	Plan and organise the development of customer service staff
	D15.1
	Identify customer service staff development and training needs



	
	
	
	D15.2
	Organise customer service development and training



	D16
	8
	Develop a customer service strategy for a part of an organisation
	D16.1
	Research and evaluate your organisation’s business and customer service  strategy

	
	
	
	D16.2
	Help to identify current and future best practice in customer service

	
	
	
	D16.3
	Identify and recommend the key features of a customer service strategy

	D17
	8
	Manage a customer service award programme
	D17.1
	Plan a customer service award programme

	
	
	
	D17.2
	Implement and manage a customer service award programme



	D18
	8
	Apply technology or other resources to improve customer service
	D18.1
	Identify and specify opportunities for customer service improvement



	
	
	
	D18.2
	Evaluate options for applying technology or other resources to improve customer service



	
	
	
	D18.3
	Oversee the implementation of resource changes to improve customer service

	D19
	8
	Review and re-engineer customer service processes
	D19.1
	Scope the customer service processes to be reviewed

	
	
	
	D19.2
	Analyse the customer service process and identify improvement opportunities

	
	
	
	D19.3
	Evaluate improvement options and re-engineer service processes

	D20
	7
	Manage customer service performance
	D20.1
	Monitor performance in customer service operations

	
	
	
	D20.2
	Take management actions to improve performance in customer service operations




Section 3: Assessment strategy
Introduction

The Assessment Strategy for this SVQ has been established by the SSB, the Council for Administration (CfA), in agreement with awarding organisations.
This Assessment Strategy sets out recommendations and specifications for the assessment and quality control of the Customer Service suite of National Occupational Standards (NOS) across the UK. 
The NOS referred to underpin the Scottish Vocational Qualifications (SVQs) at Levels 2 and 3. This includes the following SVQs:
Edexcel SVQ2 in Customer Service at SCQF level 5
Edexcel SVQ3 in Customer Service at SCQF level 6
The following sections outline the principles that underpin the assessment of the above standards and qualifications with regard to:
· external quality of assessment
· assessor, internal and external verifier occupational competence

· simulation and realistic work performance.
These principles are in addition to the generic criteria that awarding organisations must meet for the delivery of SVQs, as required by the Scottish Qualifications Authority’s (SQA’s) current guidance and requirements.
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This document gives details of the Assessment Strategy for the Customer Service SVQs at Levels 1, 2, 3 and 4. It gives the key requirements for Customer Service Awarding Organisations/Bodies, External and Internal Verifiers, Assessors and SVQ Centres regarding:


1.  External Quality Control 


1a  Monitoring Centre Performance 

Awarding Organisations/Bodies should:

· carry out thorough risk assessments of organisations applying to become Approved Centres for the Customer Service Level 1, 2, 3 and 4 SVQs;

· apply quality control management measures appropriate to assess each centre’s risk.

1b   External Verification 

Awarding Organisations/Bodies will appoint External Verifiers and will monitor all External Verifier practices.

In particular the AO/B will:

· seek centre feedback regarding the performance of External Verifiers and act on this feedback

· ensure that centres have requested feedback from their employers in the feedback process

· ensure that External Verifiers follow the relevant regulatory code of practice for EVs and if no code of practice is developed Awarding Organisations/Bodies will develop their own and apply it

· ensure that where a Realistic Working Environment is used IVs and EVs carry out a full examination of the working practices and the assessment process
;

2.   Assessor, Internal and External Verifier Occupational Competence


2a.
Customer Service Awarding Organisations/Bodies will facilitate Assessment, Internal and External Verification by ensuring that EVs have:

· a thorough knowledge of the Level 1,2, 3 or 4 National Occupational Standards for Customer Service, appropriate to the Level the EV is working at, and the ability to interpret them across a wide variety of Customer Service environments;

· experience and working knowledge of the operational and assessment processes of the Customer Service SVQ at the Level the EV is working at ;

· relevant and credible customer service experience across the level and breadth of the National Occupational Standards and SVQs at the Level the EV is working at;

· knowledge of current customer service practice and emerging issues in the customer service arena;

· high levels of communication and interpersonal skills.

Level 1   The table at Appendix A shows the CfA requirements for the Occupational Competence of Assessors, Internal and External Verifiers at Level 1. 

Level 2   The table at Appendix B shows the CfA requirements for the Occupational Competence of Assessors, Internal and External Verifiers at Level 2. 

Level 3   The table at Appendix C shows the CfA requirements for the Occupational Competence of Assessors, Internal and External Verifiers at Level 3.  

Level 4   The table at Appendix D shows the CfA requirements for the Occupational Competence of Assessors, Internal and External Verifiers at Level 4.  

In these tables the CfA has suggested some ways in which Awarding Organisations/Bodies can gain evidence to meet these requirements – these are not compulsory, just a guide.  The tick boxes on the right show whether the evidence applies to Assessors (A), Internal Verifiers (IV) or External Verifiers (EV)

2b
Awarding Organisations/Bodies and the CFA will work together to:

· circulate and disseminate information appropriate to the job role, from the CFA, to all EVs when this supports the Awarding Organisations/Bodies’s communication strategy/schedule;

· advise EVs of the availability of the CFA Web Pages;

· hold briefings for External Verifiers about the revised Customer Service Standards and SVQs; 

· encourage EVs to take part in CfA events regarding the Customer Service Standards and SVQs whenever this is felt appropriate;

3.    Simulation and realistic workplace performance

Wherever possible, assessment of the Customer Service National SVQ Units should be carried out in a real job (either paid or voluntary).   Where this is not possible this Assessment Strategy does allow for:

3a   The use of simulation for the following Level 1 SVQ Units only: 

· C1  Recognise and deal with customer queries, requests and problems 

· C2  Take details of customer service problems

To undertake assessment of simulated activities for the units above the Guidelines for Simulation shown at Appendix E must be met.

3b 
The use of a Realistic Working Environment including work experience and work placement is allowed for all Units in the Level 1 and Level 2 SVQ

To undertake assessment in a Realistic Working Environment the Guidelines shown at Appendix F must be met.

All other Units must be achieved in a real working situation (either paid or voluntary)

4.   Employer Direct Model

The CfA feels that the Employer Direct Model of in-house assessment will encourage more employers to offer the Customer Service SVQs, particularly when they often have highly trained and experienced assessors, managers and trainers already in situ who meet or exceed the requirements of the A1 and V1 qualifications. Wherever possible, the CfA works with employers to encourage assessment to be carried out by colleagues, supervisors and/or managers in a workplace environment. However, many employers see gaining the A1 and V1 units as an obstacle and unnecessary given the experience and quality of their own internal assessors and trainers. 

The Employer Direct Model has been developed to meet the needs of specific employers based on their knowledge of the Customer Service NOS and qualifications and their history of internal assessor/internal verifier expertise.  

The CfA supports this model with several provisos:

The organisation must:

· liaise with an Awarding Organisation/Body who will be offering the qualification prior to beginning the process

· prepare, validate and review the assessment/verification roles

· carry out 100% mapping of the employers training to the National Occupational Standards for the A and V units which the qualifications are based on

· agree the mapping process with the awarding organisation/body involved 

· demonstrate an equivalent level of rigour and robustness as the achievement of the unit qualification

The Awarding Organisation/Body must:

· offer this model to employers only

· inform the CfA of employers who are using this model 

· supply the CfA with statistical data including take-up, sector, size of organisation etc. when requested

· keep the CfA informed of any problems/issues incurred in the delivery of this model


	The Assessor, IV and EV working at Level 1 must have:     
	This can be evidenced by: 
	A
	IV
	EV

	1.
	A thorough understanding of the National Occupational Standards in Customer Service at Level 1 with the ability to interpret them within the environments and sectors they are working in
	gathering feedback from a variety of centres
	
	
	(

	
	
	explaining and putting the National Occupational Standards into the contexts they are working in
	(
	(
	(

	2.
	Knowledge of current practice and emerging issues and changes in the VQ area across the UK
	taking active participation in consultations and briefings with Awarding Organisations/Bodies , UKCES, Accreditation Bodies and the CfA
	
	(
	(

	
	
	explaining the differences between the 4 UK Countries
	(
	(
	(

	3.
	Knowledge of current practice and emerging issues and changes in Customer Service across organisations and industries
	gathering feedback from a variety of employers and centres
	
	
	(

	
	
	attending conferences or workshops where trends and developments in Customer Service are on the agenda
	(
	(
	(

	
	
	reading Customer Service publications and articles
	(
	(
	(

	
	
	regularly looking at the CfA Website for new developments
	(
	(
	(

	
	
	keeping up to date with media news regarding Customer Service 
	(
	(
	(

	
	
	joining the CfA
	(
	(
	(

	4.
	Experience and working knowledge of the operational, assessment and verification processes specifically for Customer Service SVQ Level 1
	having a successful track record of assessing or verifying the current Standards across a variety of organisations
	(
	(
	(

	
	
	achieving or be working towards the Level 2, 3 or 4 Customer Service SVQs
	(
	(
	(

	5.
	Sufficient, relevant and credible Customer Service experience across the level and breadth of the Standards and SVQ at Level 1
	gathering feedback from a variety of employers and centres
	(
	(
	(

	
	
	curriculum vitae and references/testimonies
	(
	(
	(

	6.
	Appropriate A and V Units according to their role – within 18 months of working with the Standards for Assessors and IVs and within 12 months for EVs. 

In Scotland all assessors and verifiers should provide evidence of CPD to show that they are working to the A and/or V unit standards where appropriate; those not yet qualified  

should show that they are working towards achieving the appropriate units.

 
	producing certificates or evidence of working towards these units or by  taking part in a Employer Direct Model in partnership with an Awarding Organisation/Body
	(
	(
	(

	7.
	Demonstrated high levels of communication and interpersonal skills
	gathering feedback from candidates, employers or peers
	(
	(
	(



	The Assessor, IV and EV working at Level 2 must have:     
	This can be evidenced by: 
	A
	IV
	EV

	1.
	A thorough understanding of the National Occupational Standards in Customer Service at Level 2 with the ability to interpret them within the environments and sectors they are working in
	gathering feedback from a variety of centres
	
	
	(

	
	
	explaining and putting the National Occupational Standards into the contexts they are working in
	(
	(
	(

	2.
	Knowledge of current practice and emerging issues and changes in the VQ area across the UK
	taking active participation in consultations and briefings with Awarding Organisations/Bodies ,UKCES, Accreditation Bodies and the CfA
	
	(
	(

	
	
	explaining the differences between the 4 UK Countries
	(
	(
	(

	3.
	Knowledge of current practice and emerging issues and changes in Customer Service across organisations and industries
	gathering feedback from a variety of employers and centres
	
	
	(

	
	
	attending conferences or workshops where trends and developments in Customer Service are on the agenda
	(
	(
	(

	
	
	reading Customer Service publications and articles
	(
	(
	(

	
	
	regularly looking at the CfA Website for new developments
	(
	(
	(

	
	
	keeping up to date with media news regarding Customer Service 
	(
	(
	(

	
	
	joining the CfA
	(
	(
	(

	4.
	Experience and working knowledge of the operational, assessment and verification processes specifically for Customer Service SVQ Level 2
	having a successful track record of assessing or verifying the current Standards across a variety of organisations
	(
	(
	(

	
	
	achieving or be working towards the Level 2, 3 or 4 Customer Service SVQ
	(
	(
	(

	5.
	Sufficient, relevant and credible Customer Service experience across the level and breadth of the Standards and SVQ at Level 2
	gathering feedback from a variety of employers and centres
	(
	(
	(

	
	
	curriculum vitae and references/testimonies
	(
	(
	(

	6.
	Appropriate A and V Units according to their role – within 18 months of working with the Standards for Assessors and IVs and within 12 months for EVs. 

In Scotland all assessors and verifiers should provide evidence of CPD to show that they are working to the A and/or V unit standards where appropriate; those not yet qualified  

should show that they are working towards achieving the appropriate units.

 
	producing certificates or evidence of working towards these units or by  taking part in a Employer Direct Model in partnership with an Awarding Organisation/Body
	(
	(
	(

	7.
	Demonstrated high levels of communication and interpersonal skills
	gathering feedback from candidates, employers or peers
	(
	(
	(


	The Assessor, IV and EV working at Level 3 must have:     
	This can be evidenced by: 
	A
	IV
	EV

	1.
	A thorough understanding of the National Occupational Standards in Customer Service at Level 3 with the ability to interpret them within the environments and sectors they are working in
	gathering feedback from a variety of centres
	
	
	(

	
	
	explaining and putting the National Occupational Standards into the contexts they are working in
	(
	(
	(

	2.
	Knowledge of current practice and emerging issues and changes in the VQ area across the UK
	taking active participation in consultations and briefings with Awarding Organisations/Bodies ,UKCES, Accreditation Bodies and the CfA
	
	(
	(

	
	
	explaining the differences between the 4 UK Countries
	(
	(
	(

	3.
	Knowledge of current practice and emerging issues and changes in Customer Service across organisations and industries
	gathering feedback from a variety of employers and centres
	
	
	(

	
	
	attending conferences or workshops where trends and developments in Customer Service are on the agenda
	(
	(
	(

	
	
	reading Customer Service publications and articles
	(
	(
	(

	
	
	regularly looking at the CfA Website for new developments
	(
	(
	(

	
	
	keeping up to date with media news regarding Customer Service 
	(
	(
	(

	
	
	joining the CfA
	(
	(
	(

	4.
	Experience and working knowledge of the operational, assessment and verification processes specifically for Customer Service SVQ Level 3
	having a successful track record of assessing or verifying the current Standards across a variety of organisations
	(
	(
	(

	
	
	achieving or be working towards the Level 2, 3 or 4 Customer Service SVQ
	(
	(
	(

	5.
	Sufficient, relevant and credible Customer Service experience across the level and breadth of the Standards and SVQ at Level 3
	gathering feedback from a variety of employers and centres
	(
	(
	(

	
	
	curriculum vitae and references/testimonies
	(
	(
	(

	6.
	Appropriate A and V Units according to their role – within 18 months of working with the Standards for Assessors and IVs and within 12 months for EVs. 

In Scotland all assessors and verifiers should provide evidence of CPD to show that they are working to the A and/or V unit standards where appropriate; those not yet qualified  

should show that they are working towards achieving the appropriate units.


	producing certificates or evidence of working towards these units or by  taking part in a Employer Direct Model in partnership with an Awarding Organisation/Body
	(
	(
	(

	7.
	Demonstrated high levels of communication and interpersonal skills
	gathering feedback from candidates, employers or peers
	(
	(
	(


	The Assessor, IV and EV working at Level 4 must have:     
	This can be evidenced by: 
	A
	IV
	EV

	1.
	A thorough understanding of the National Occupational Standards in Customer Service at Level 4 with the ability to interpret them within the environments and sectors they are working in
	gathering feedback from a variety of centres
	
	
	(

	
	
	explaining and putting the National Occupational Standards into the contexts they are working in
	(
	(
	(

	2.
	Knowledge of current practice and emerging issues and changes in the VQ area across the UK
	taking active participation in consultations and briefings with Awarding Organisations/Bodies ,UKCES, Accreditation Bodies and the CfA
	
	(
	(

	
	
	explaining the differences between the 4 UK Countries
	(
	(
	(

	3.
	Knowledge of current practice and emerging issues and changes in Customer Service across organisations and industries
	gathering feedback from a variety of employers and centres
	
	
	(

	
	
	attending conferences or workshops where trends and developments in Customer Service are on the agenda
	(
	(
	(

	
	
	reading Customer Service publications and articles
	(
	(
	(

	
	
	regularly looking at the CfA Website for new developments
	(
	(
	(

	
	
	keeping up to date with media news regarding Customer Service 
	(
	(
	(

	
	
	joining the CfA
	(
	(
	(

	4.
	Experience and working knowledge of the operational, assessment and verification processes specifically for Customer Service SVQ Level 4
	having a successful track record of assessing or verifying the current Standards across a variety of organisations
	(
	(
	(

	
	
	achieving or be working towards the Level 2, 3 or 4 Customer Service SVQ
	(
	(
	(

	5.
	Sufficient relevant and credible Customer Service experience across the level and breadth of the Standards and SVQ at Level 4
	gathering feedback from a variety of employers and centres
	(
	(
	(

	
	
	curriculum vitae and references/testimonies
	(
	(
	(

	6.
	Appropriate A and V Units according to their role – within 18 months of working with the Standards for Assessors and IVS and within 12 months for EVs. 

In Scotland all assessors and verifiers should provide evidence of CPD to show that they are working to the A and/or V unit standards where appropriate; those not yet qualified  

should show that they are working towards achieving the appropriate units.


	producing certificates or evidence of working towards these units or by  taking part in a Employer Direct Model in partnership with an Awarding Organisation/Body
	(
	(
	(

	7.
	Demonstrated high levels of communication and interpersonal skills
	gathering feedback from candidates, employers or peers
	(
	(
	(





End of Assessment Strategy
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Worked forms Level 2

Level 2: Example form 1 — Portfolio title page

	Name: Annie Clews

	Job title: Customer Service Assistant

	Name of employer/training provider/college: 
Seaworld Leisure Park


	Their address: 
Oldtown Country Park
Oldtown
Seashire

Postcode: SH12 4BW

	Telephone number (Home): 01265 458319
	(Work): 01265 466700

	Email address: a.clews6@aol.com
	Fax number: 01265 466701

	SVQ: Customer Service
Level: 2

	Units submitted for assessment: 
F2 – Follow the rules to deliver customer service


	Mentor: Clara Beddow

(Please provide details of mentor’s experience): 
Customer service manager at Seaworld Leisure Park for six years, holds SVQ L3 in Customer service



	Assessor: Jim Sullivan
	Date: 05/05/10


Level 2: Example form 2 — Personal profile

	Name: Annie Clews

	Address:
47 Park Avenue

Oldtown

Seashire


Postcode: SH11 6PA

	Telephone number (Home): 01265 458319
	(Work): 01265 466700

	Email address: a.clews6@aol.com
	Fax number: 01265 466701

	Job title: Customer service assistant

	Relevant experience

	Description of your current job: 
I lead a small team of part-time staff who are responsible for the reception area and gift shop of the park. This includes daily admissions, handling enquiries and complaints, and ensuring adequate stock levels in the shop.



	Previous work experience or attach copy of a current CV: 
1 year – part time cashier (supermarket)

2 years – part time waitress



	Qualifications and training and/or attach copy of a current CV: 

8 Standard Grades

In company training on health and safety




continued overleaf…
	Voluntary work/interests: 
I am a black belt in Taekwondo and help at lessons with young children. I also enjoy horseriding and hockey.



	Name of employer/training provider/college: 
Seaworld Leisure Park


	Address: 
Oldtown Country Park
Oldtown
Seashire

Postcode: SH12 4BW

	Telephone number (Work): 01265 466700 
	Fax number: 01265 466701

	Email address: a.clews6@aol.com

	Type of business, if employer: Leisure park specialising in conservation for sea life and breeding programmes



	Number of staff: 28 (permanent); 30 additional temporary staff during the summer season



	Structure of organisation (including chart or diagram if available): 
head office

general manager

marketing manager/operations manager/customer service manager

six supervisors

staff




Level 2: Example form 3 — Contents checklist

	SVQ title: Edexcel SVQ2 in Customer Service at SCQF level 5

	Candidate: Annie Clews

	
	Completed?
	Page/section number

	
Title page for the portfolio


	(
	1

	
Personal profile

· your own personal details

· a brief CV or career profile

· description of your job

· information about your employer/training provider/college


	

(
(
(
	

2

3

3

3

	
Summary of the units


	(
	1

	
Completed units

· signed by yourself, your assessor and the internal verifier (where relevant) 

· reference numbers included

· unit assessment plans


	

(


(
(
	

4


4

4

	
Unit progress records


	(
	5

	
Index of evidence (with cross-referencing information completed)


	(
	6

	
Evidence (with reference numbers)

· observation records

details of witnesses (witness testimony sheets)

personal statements


	

(
(
(
	

6

6

6


Level 2: Example form 4 — Index of evidence

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5 

	Candidate: 

	Evidence number
	Description of evidence
	Included in portfolio (Yes/No)
If No, state location
	Units/elements evidence links to 
(give specific numbers,
eg 5.2.1)
	Internal verifier signature and date of sampling

	1
	Personal statement
	Yes
	F2.1.1, F2.1.2, F2.1.3
	M A Kail

27.05.11

	2
	Witness testimonial
	Yes
	F2.1.2, F2.1.3, F2.2.2
	M A Kail

27.05.11

	3
	Observation records
	Yes
	F2.1.3, F2.2.3
	M A Kail

27.05.11

	4
	Performance review 2010
	Yes
	F2.2.1, F2.2.2, 
	M A Kail

27.05.11

	5
	Personal statement
	Yes
	F2.2.1, F2.2.2, F2.2.3
	M A Kail

27.05.11

	6
	In house training records
	Yes
	F2.1 (all), F2.2 (all)
	M A Kail

27.05.11

	7
	Thank you letter from customer
	Yes
	F2.2.2
	M A Kail

27.05.11

	8
	Copy of organisation’s induction handbook
	No (in office)
	F2.1 (all), F2.2 (all)
	M A Kail

27.05.11

	9
	Witness testimonial
	Yes
	F2.1.3
	M A Kail

27.05.11

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Level 2: Example form 5 — Unit assessment plan

	SVQ title: Edexcel SVQ2 in Customer Service at SCQF level 5

	Unit: F2 Follow the rules to deliver customer service

	Candidate: Annie Clews
	Assessor: Jim Sullivan

	Normal working activities performed

	
	Typical evidence
	Work area
	Expected completion date
	Links to other units/elements

	Element: F2.1       Follow your organisation’s customer service practices and procedures

	Attend in-house induction training


	Induction handbook including health and safety, personal statement, performance review, witness testimony from supervisor.

Company handouts on procedures for delivering customer service and emergency procedures.
	Reception, gift shop
	01.05.11
	

	Element: F2.2       Follow legislation and external regulation that relate to customer service

	Attend in-house induction training
Attend weekly team meetings

Answer customer questions
	Induction handbook including health and safety, personal statement, performance review, witness testimony from supervisor.

Diary notes of team meetings.

Witness testimony from supervisor and colleagues.

Customer feedback.
	Reception, gift shop
	30.05.11
	


	Activities needing to be performed

	Element: F2.1       Follow your organisation’s customer service practices and 
                           procedures

	Complete induction training

Examine company procedures
	Signed off induction handbook

Performance review documents
	
	27.05.11
	

	Element: F2.2       Follow legislation and external regulation that relate to customer
                           service

	
	Personal statement covering knowledge and understanding.
	
	27.05.11
	

	Additional comments

Most of the evidence for this unit will be gathered through the completion of the organisation’s induction programme and customer feedback.



	Assessor’s signature: Annie Clews
	Date: 03.06.11

	Candidate’s signature: Jim Sullivan
	Date: 03.06.11 


Level 2: Example form 6 — Unit progress and sign-off record

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5 

	Candidate: Annie Clews

	Assessor: Jim Sullivan

	To achieve the whole qualification, you must prove competence in two mandatory units and five option units.

Unit checklist: list here the units you will be undertaking, then circle the reference number of each unit as you complete it.

	Mandatory
	F2
	F1
	
	
	
	
	
	
	

	Option
	A1
	B2
	C3
	D2
	D3
	
	
	
	


	Mandatory units

	Unit number
	Title
	Assessor’s signature
	Date

	F1
	Prepare yourself to deliver good customer service
	
	

	F2
	Follow the rules to deliver customer service
	J Sullivan
	03.06.11

	Option units

	Unit number
	Title
	Assessor’s signature
	Date

	A10
	Deal with customers face to face
	J Sullivan
	24.06.11

	B2
	Deliver reliable customer service
	J Sullivan
	29.07.11

	C3
	Resolve customer service problems
	J Sullivan
	29.07.11

	D2
	Support customer service improvements
	
	

	D3
	Develop personal performance through delivering customer service
	
	


Level 2: Example form 7 — Element achievement record

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5

	Candidate: Annie Clews

	Assessor: Jim Sullivan 

	Unit title: F2    Follow the rules to deliver customer service

	Element   F2.1  Follow your organisation’s customer service practices and procedures

	Performance criteria:

You need to show that:
	(Assessor to insert date each time competence is demonstrated)

	F2.1.1
follow organisational practices and procedures that relate to your customer service work
	17.05.11
	15.06.11
	08.07.11
	

	F2.1.2
recognise the limits of what you are allowed to do when delivering customer service
	17.05.11
	15.06.11
	
	

	F2.1.3
refer to somebody in authority when you need to
	17.05.11
	08.07.11
	
	

	F2.1.4
work in a way that protects the security of customers and their property
	17.05.11
	15.06.11
	08.07.11
	

	F2.1.5   work in a way that protects the security of information about customers
	
	
	
	

	Evidence requirements:
You must provide evidence of being willing and helpful with customers:

	a
during routine delivery of customer service
	17.05.11
	15.06.11
	
	

	b
during a busy period for your organisation
	04.07.11
	08.07.11
	
	

	c
during a quiet period for your organisation
	14.05.11
	17.09.11
	
	

	d
when people, systems or resources have let you down.
	17.05.11
	08.07.11
	
	


continued overleaf…
	Feedback/comments:

The evidence you have produced for this unit fully meets the assessment requirements. You have provided a range of documents and work products which support your knowledge and understanding of the organisational rules and external legislation which affect customer service provision.

Well done.



	Assessor’s signature: J Sullivan
	Date: 27.09.11

	Candidate’s signature: Annie Clews
	Date: 27.09.11


Level 2: Example form 8 — Knowledge evidence record

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5 

	Candidate: Annie Clews
	Assessor: Jim Sullivan

	Unit title: F2  Follow the rules to deliver customer service
You must show that you have the knowledge and understanding for this unit. Your performance evidence might help to show this, but it is likely that you will need additional evidence (eg answers to questions). The National Occupational Standards detail the knowledge and understanding required to carry out competent practice for the performance described in this unit.

When using the standards it is important to read the knowledge requirements in relation to expectations and requirements of your job role.

You need to show that you know, understand and can apply in practice:

	Knowledge and understanding for this unit:
	Type of evidence

	
	EI
	O
	P
	WT
	S
	APEL
	Q&A Date
	EWE
	PD

	f2a organisational practices and procedures that relate to your customer service work
	1

10
	
	(
	
	
	
	
	
	(

	f2b the limits of what you are allowed to do when delivering customer service
	2
	
	
	(
	
	
	(
	
	

	f2c when and how you should refer to somebody in authority about the rules for delivering customer service
	2
	
	
	(
	
	
	
	
	

	f2d how you protect the security of customers and their property
	5
	
	(
	
	
	
	(
	
	

	f2e how you protect the security of information about customers
	2
	
	
	
	
	
	
	
	

	f2f 
your health and safety responsibilities as they relate to your customer service work
	1

10
	
	(
	
	
	
	
	
	(

	f2g your responsibilities to deliver customer service treating customers equally
	3
5
	
	(
	
	
	
	(
	(
	

	f2h
why it is important to respect customer and organisation confidentiality
	5
	
	(
	
	
	
	
	
	

	f2i  the main things you must do and not do in your job under legislation that affects your customer service work


	8
	
	(
	
	
	
	(
	
	

	f2j the main things that you must do and not do in your job under external regulations that affect your customer service work
	9
	
	(
	
	
	
	(
	
	

	Feedback/comments:

From your evidence and our professional discussion it is evident that you have a sound knowledge and understanding of the importance of following organisational procedures. The expert witness testimonial on external legislation confirms this.



	The candidate has satisfied the assessor and the internal verifier that the performance evidence and criteria, the range, and knowledge and understanding requirements have been achieved.

	Candidate’s signature: Annie Clews
	Date: 27.05.11

	Assessor’s signature: Jim Sullivan
	Date: 27.05.11

	Internal verifier’s signature: Mary Ann Kail
	Date: 24.06.11

	Column key:
	EI = Evidence Index Number 
	O = Observation
	P = Personal Statement

	
	WT = Witness Testimony
	S = Simulation
	APEL = Accreditation of Prior Experience and Learning

	
	Q&A = Questions & Answers
	EWE = Expert Witness Evidence
	PD = Professional Discussion


Level 2: Example form 9 — Personal statement

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5

	Unit: F2 Follow the rules to deliver customer service

	Candidate: Annie Clews

	Purpose of statement: 

	Evidence index number: 1

	Date
	Evidence index number
	Details of statement
	Links to other evidence
(enter numbers)
	Units, elements and PCs covered

	13.05.11

	1
	To support my work towards Unit F2 I have completed Seaworld’s six month induction programme. This is very comprehensive and has allowed me to cover everything from company policies and procedures, to health and safety, and all aspects of customer service. I was allocated a ‘buddy’ to guide and monitor my progress, and this has enabled me to check my understanding of anything I was unsure about. For example, I needed to confirm at what point I should refer a complaint to my manager.

I found that the induction process has given me the confidence to provide customer service within the organisation’s rules and regulations. During peak season the reception area and the gift shop are very busy, and I have developed an awareness of the security measures in place to protect customers and their property. In order to attract visitors to the park, the company uses a range of marketing activities, and this unit has helped me develop an awareness of the importance for both colleagues and customers of keeping myself up to date with this information so that I can answer customer questions confidently.

	
	F2a knowledge


	Date
	Evidence index number
	Details of statement
	Links to other evidence
(enter numbers)
	Units, elements and PCs covered

	
	
	The induction programme was used as evidence at my performance review meeting with my manager. A copy of a witness testimonial from my ‘buddy’, and an observation report from my assessor confirm how I followed organisational procedures.

	
	

	Candidate’s signature: Annie Clews
	Date: 14.05.11

	Assessor’s signature: Jim Sullivan
	Date: 30.05.11


Level 2: Example form 10 — Observation record

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5

	Unit/element(s): F2.1 Follow your organisation’s customer service practices and procedures

	Candidate: Annie Clews
	Date of observation: 14.05.11 

	Evidence index number: 3

	Skills/activities observed:
	PCs and range covered:

	Annie had a long queue of visitors waiting to enter the park, the temporary staff member was off sick, and her other team member had been called to help in the shop. One customer paid with a credit card that was rejected, and didn’t have other means of payment. The customer was getting upset and had three young children who were getting restless. Annie asked the customer to wait in the office, and then paged her manager to help sort out the customer’s problem, so that she could deal with the queue.
	F2.1.1; F2.1.2; F2.1.3

	Knowledge and understanding apparent from this observation:

	F2a; F2b; F2g


	Other units/elements to which this evidence may contribute:

	A10 Deal with customers face to face

C3   Resolve customer service problems



	Assessor comments and feedback to candidate:

	You were clearly following organisational procedures, and recognised the limits of your responsibilities by referring on the credit card problem. You saved the customer the embarrassment of having to have her problem dealt with in public. It was a hot day and customers with young children had been waiting for some time, which could have caused a health and safety issue.



	I can confirm the candidate’s performance was satisfactory.

	Assessor’s signature: Jim Sullivan
	Date: 04.06.11

	Candidate’s signature: Annie Clews
	Date: 04.06.11


Level 2: Example form 11 — Witness testimony

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5

	Candidate name: Annie Clews

	Evidence index number: 2

	Where applicable, evidence number to which this testimony relates: 
 

	Unit: F2 Follow the rules to deliver customer service

	Element(s): F2.1 Follow your organisation’s customer service practices and procedures

	Date of evidence: 09.05.11

	Witness name: Clara Beddow

	Relationship to candidate: Manager 

	Details of testimony: 
Annie has nearly completed the company’s intensive induction programme, and is fully aware of the organisational procedures for delivering customer service.

On 09 May Annie was on reception duty. However, due to staff shortages that day, Annie was ‘holding the fort’, and it was an exceptionally busy day. 
Annie referred to me an issue with an upset customer whose credit card was rejected. I confirm this is the correct procedure for Annie to follow, and she handled the situation well. The customer said to me that she was pleased that Annie put her in a separate office, as that situation could be very embarrassing in public.



	I can confirm the candidate’s evidence is authentic and accurate.

	Witness signature: Clara Beddow

	Name: Clara Beddow
	Date: 10.05.11 

	Contact telephone number: 01265 466700 (extension 235)

	Please tick (() the appropriate box.

	(
	Qualified as an assessor for workplace performance 

	(
	Familiar with the SVQ standards to which the candidate is working


Level 2: Example form 12 — Expert witness evidence record

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5 

	Candidate name: Annie Clews

	Evidence index number: 9

	Where applicable, evidence number to which this testimony relates: 
 

	Unit: F2 Follow the rules to deliver customer service

	Element(s): F2.1 Follow your organisation’s customer service practices and procedures

	Date of evidence: 24.05.11

	Expert witness name: Charles Stephens

	Relationship to candidate: Company health and safety officer

	Details of testimony: 
I carried out a scheduled health and safety inspection of Oldtown’s Seaworld Leisure Park on 24.05.11, which included the area Annie works in. I confirm that the reception area and gift shop met all the health and safety requirements, and from my discussions with Annie she was keen to demonstrate her awareness and knowledge of this. Annie has a good working knowledge and understanding of health, safety and security issues, meeting the above standards and related knowledge.



	I can confirm the candidate’s evidence is authentic and accurate.

	Expert witness signature: Charles Stephens

	Name: Charles Stephens
	Date: 24.05.11 

	Contact telephone number: 01379 326900

	Please tick (() the appropriate box.

	(
	Qualified as an assessor for workplace performance

	(
	Relevant professional work role that involves evaluating everyday staff practice

	(
	Current expertise

	(
	Familiar with the SVQ standards to which the candidate is working


Level 2: Example form 13 — Record of questions and candidate’s answers

	SVQ title and level: Edexcel SVQ2 in Customer Service at SCQF level 5

	Candidate name: Annie Clews

	Unit: F2 Follow the rules to deliver customer service
	Element(s): 
F2.1 Follow your organisation’s customer service practices and procedures

	Evidence index number: 5

	Circumstances of assessment: 
Knowledge is inferred from performance across the whole element. To conclude the knowledge and understanding requirements, I asked the candidate a number of questions indicated below:



	List of questions and candidate’s responses:

	Q: Give some examples of what ‘providing good customer service’ means to you.
A: Good customer service is about ensuring that the total experience the customer receives is a positive one through giving prompt and courteous attention. This means that customers enjoy the facilities the park has to offer, and want to come again, as well as recommending us to their friends and families. We do provide discounts for further visits and have introduced an annual pass giving excellent value for money. Good customer service also means handling complaints so the customer is satisfied. If a visitor receives poor customer service then the reputation of the park will suffer and potential customers may be put off, in addition to staff morale being lowered.


	Q: How could you explain to a customer that you cannot help them?
A: I would be courteous and explain why I couldn’t help them, but advise them who would. I would try and take the customer away from the immediate area to save their embarrassment, especially if there are payment issues. This would not allow other customers to hear what was going on, as they may react or be upset by this.



	Assessor’s signature: Jim Sullivan
Date: 27.05.11

	Candidate’s signature: Annie Clews
Date: 27.05.11


Worked forms Level 3

Level 3: Example form 1 — Portfolio title page

	Name: Roseanna Slater

	Job title: Customer Liaison Officer

	Name of employer/training provider/college:

Featherstones Bank



	Their address: 
6 Hammond Place

Bishopsville

Workshire


Postcode: WS4 9PA 

	Telephone number (Home): 01321 57834 
	(Work): 01321 543981 

	Email address: r.slater@ntl.com
	Fax number: 01321 543982

	SVQ: Customer Service
Level: SCQF Level 6

	Units submitted for assessment:

F3 Demonstrate understanding of customer service
B11 Improve the customer relationship


	Mentor: Kaye Black
(Please provide details of mentor’s experience):

Eight years as small business manager

Two years as customer services manager in building society

Holds SVQ Level 4 Management, SVQ Level 3 Customer Service



	Assessor: Jasmine Kelly
	Date: 29.07.11


Level 3: Example form 2 — Personal profile

	Name: Roseanna Slater

	Address: 4 The Crescent, Hythe, Bishopsville, Workshire


Postcode: WS4 12GA

	Telephone number (Home): 01321 57834
	(Work): 01321 543981

	Email address: r.slater@ntl.com
	Fax number: 01321 543982

	Job title: Customer Liaison Officer

	Relevant experience

	Description of your current job: 
Responsible for a team of two full-time and two part-time customer support officers. This involves dealing with customer enquiries, checking and processing account information for both internal and external customers, and supervising the team on a day-to-day basis.


	Previous work experience or attach copy of a current CV: 
Retail assistant – November 2007 — December 2008
Receptionist – January 2009 – September 2010
Customer support assistant – October 2010 – present


	Qualifications and training and/or attach copy of a current CV: 

Eight Standard Grades

Edexcel level 2 SVQ in Customer Service



continued overleaf…
	Voluntary work/interests: 
I help out at weekends at an animal sanctuary. I also enjoy playing the guitar and reading.



	Name of employer/training provider/college: 
Featherstones Bank



	Address: 
6 Hammond Place

Bishopsville

Workshire


Postcode: WS4 9PA

	Telephone number (Work): 01265 466701
	Fax number: 01265 466702

	Email address: r.slater@ntl.com

	Type of business, if employer: Banking



	Number of staff: 32 (at this branch)



	Structure of organisation (including chart or diagram if available): 
Board of directors

Branch manager

Personal and small business managers (3)

Staff




Level 3: Example form 3 — Contents checklist

	SVQ title: Edexcel SVQ3 in Customer Service at SCQF level 6

	Candidate: Roseanna Slater

	
	Completed?
	Page/section number

	
Title page for the portfolio


	(
	1

	
Personal profile

· your own personal details

· a brief CV or career profile

· description of your job

· information about your employer/training provider/college


	(
(
(
(
	2

3

3

3

	
Summary of the units


	(
	1

	
Completed units

· signed by yourself, your assessor and the internal verifier (where relevant) 

· reference numbers included

· unit assessment plans


	(

(
(
	4

4

4

	
Unit progress records


	(
	5

	
Index of evidence (with cross-referencing information completed)


	(
	6

	
Evidence (with reference numbers)

· observation records

details of witnesses (witness testimony sheets)

personal statements


	(
(
(
	6

6

6


Level 3: Example form 4 — Index of evidence

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6

	Candidate: Roseanna Slater 

	Evidence number
	Description of evidence
	Included in portfolio (Yes/No)
If No, state location
	Units/elements evidence links to 
(give specific numbers,
eg 5.2.1)
	Internal verifier signature and date of sampling

	1
	Personal statement
	Yes
	F3.1.1, F3.1.2, F3.1.3
	A McKell

19.08.11

	2
	Training records
	Yes
	F3.1 all
	A McKell

19.08.11

	3
	Performance appraisal
	Yes
	F3.1 all

F3.2 all
	A McKell

19.08.11

	4
	Feedback from customers
	Yes
	F3.1.1, F3.1.3
	A McKell

19.08.11

	5
	Minutes of team meeting
	Yes
	F3.1.5
	A McKell

19.08.11

	6
	Witness testimonial
	Yes
	F3.1.12, F3.1.3
	A McKell

19.08.11

	7
	Observation report
	Yes
	F3.1.11
	A McKell

19.08.11

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


Level 3: Example form 5 — Unit assessment plan

	SVQ title: Edexcel SVQ3 in Customer Service at SCQF level 6

	Unit: F3 Demonstrate understanding of customer service

	Candidate: Roseanna Slater
	Assessor: Jasmine Kelly

	Normal working activities performed

	
	Typical evidence
	Work area
	Expected completion date
	Links to other units/elements

	Element: F3.1 Use accepted customer service language

	Discuss with mentor how the service offer affects the service chain 

Attend in-house training course on principles of customer service
	Notes on meeting with mentor

Witness testimonial 

Notes of training undertaken

Performance appraisal
	Conference room

Head Office
	26.08.11

26.08.11
	Unit B10
Unit D16
Unit D20

	Element: F3.2 Apply customer service principles in your customer service role

	Identify features and benefits of bank’s products and services
	Copies of bank marketing literature

Discussions with staff

Copies of customer comment cards
	Staff room
	16.09.11
	

	Activities needing to be performed

	Element: F3.1 Use accepted customer service language

	Arrange meeting with manager to discuss improvements to service delivery
	Testimonial from manager on ability to use accepted customer service language
	Manager’s office
	16.09.11
	

	Element: F3.2 Apply customer service principles in your customer service role

	Collect information on company procedures
	Copies of company procedures
	
	16.09.11
	


	Element: All

	
	Personal statement covering knowledge
	
	16.09.11
	

	Additional comments

Most of the evidence will be generated through normal day-to-day working activities, and the compulsory half yearly three day training event at head office.



	Assessor’s signature: Jasmine Kelly
	Date: 24.08.11

	Candidate’s signature: Roseanna Slater
	Date: 24.08.11


Level 3: Example form 6 — Unit progress and sign-off record

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6

	Candidate: Roseanna Slater

	Assessor: Jasmine Kelly

	To achieve the whole qualification, you must prove competence in two mandatory units and six option units.

Unit checklist: list here the units you will be undertaking, then circle the reference number of each unit as you complete it.

	Mandatory
	F3
	F4
	
	
	
	
	
	
	

	Option
	
	A15
	B10
	B11
	C7
	D11
	
	
	


	Mandatory units

	Unit number
	Title
	Assessor’s signature
	Date

	F3
	Demonstrate understanding of customer service  
	Jasmine Kelly
	14.10.11

	F4
	Demonstrate understanding of the rules that impact on improvements in customer service
	Jasmine Kelly
	14.10.11


	Option units

	Unit number
	Title
	Assessor’s signature
	Date

	A15
	Organise the promotion of services or products to customers
	Jasmine Kelly
	01.12.11

	B10
	Organise the delivery of reliable customer service
	Jasmine Kelly
	28.02.12

	B11
	Improve the customer relationship
	Jasmine Kelly
	30.11.12

	C7
	Process customer service complaints
	Jasmine Kelly
	31.01.12

	D11
	Lead a team to improve customer service
	Jasmine Kelly
	30.11.12

	
	
	
	


Level 3: Example form 7 — Element achievement record

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6 

	Candidate: Roseanna Slater

	Assessor: Jasmine Kelly

	Unit title: F3:   Demonstrate understanding of customer service

	Element: F3.2: Apply customer service principles in your customer service role

	Performance criteria:

You need to show that you are able to:
	(Assessor to insert date each time competence is demonstrated)

	F3.2.1 follow the key policies and procedures in your organisation for the delivery of services or products
	24.6.11
	14.7.11
	
	

	F3.2.2 demonstrate an awareness of how your organisation’s service approach and service offer fit within your own industry and differ from those of other industries
	24.6.11
	14.7.11
	
	

	F3.2.3 discuss with colleagues how your organisation’s ethical and value base fits with organisational needs and customer expectations
	24.6.11
	14.7.11
	18.8.11
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	Feedback/comments:

You have demonstrated your ability to apply customer service principles to your work role. You have a good knowledge and understanding of your organisation’s approach to customer service.

Well done.



	Assessor’s signature: Jasmine Kelly
	Date: 27.08.11

	Candidate’s signature: Roseanna Slater
	Date: 27.09.11


Level 3: Example form 8 — Knowledge evidence record

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6 

	Candidate: Roseanna Slater
	Assessor: Jasmine Kelly

	Unit title: F3 Demonstrate understanding of customer service
You must show that you have the knowledge and understanding for this unit. Your performance evidence might help to show this, but it is likely that you will need additional evidence (eg answers to questions). The National Occupational Standards detail the knowledge and understanding required to carry out competent practice for the performance described in this unit.

When using the standards it is important to read the knowledge requirements in relation to expectations and requirements of your job role.

You need to show that you know, understand and can apply in practice:

	Knowledge and understanding for this unit:
	Type of evidence

	
	EI
	O
	P
	WT
	S
	APEL
	Q&A Date
	EWE
	PD

	f3a
How your organisation’s service offer meets customer expectations
	6
	(
	
	(
	
	
	
	
	(

	f3b
How your organisation’s service offer is affected by financial and other resource limitations
	9
	
	
	
	
	
	
	(
	

	f3c
the impact that your organisation’s service offer may have on different people in the service chain
	10
	
	
	
	
	
	
	
	(

	f3d
How customers form their expectations of the services or products
	10
	
	
	
	
	
	
	
	(

	f3e
The importance of effective teamwork for the delivery of excellent customer service
	10
	
	
	
	
	
	
	
	(

	f3f
how customer service can contribute to best value in a public sector or third sector organisation
	1
	
	(
	
	
	
	
	
	

	f3h
why your organisation must limit the customer service it gives to balance customer satisfaction with organisational goals
	1
	(
	(
	
	
	
	
	
	

	f3i
how you deal with different customer behaviours and personalities to achieve customer satisfaction

	1
	
	(
	
	
	
	
	
	

	f3j the importance of effective communication in the delivery of excellent customer service
	
	
	
	
	
	
	
	
	

	f3k how you ensure your communication with diverse groups of customers is effective and efficient
	
	
	
	
	
	
	
	
	

	f3l the importance of continuous improvement within customer service
	
	
	
	
	
	
	
	
	

	f3m the key policies and procedures in your organisation for the delivery of services or products and why it is important to follow them
	
	
	
	
	
	
	
	
	

	f3n how your industry’s approach to customer service differs from the approach of one other industry
	
	
	
	
	
	
	
	
	

	f3o the service offer of competitors of your organisation or any organisation offering similar services or products
	
	
	
	
	
	
	
	
	

	f3p the features and benefits of your organisation’s services or products that influence customer service delivery and customer satisfaction
	
	
	
	
	
	
	
	
	

	f3q how your organisation balances its needs with customer expectations and needs
	
	
	
	
	
	
	
	
	

	f3r the ethical and value base of your organisation’s approach to customer service
	
	
	
	
	
	
	
	
	

	f3s how your behaviour when improving customer service delivery affects the success of any changes of customer expectations and needs
	
	
	
	
	
	
	
	
	

	Feedback/comments:

From your evidence and our professional discussions it is clear that you fully understand the language and approach for customer service in relation to improving service delivery.



	The candidate has satisfied the assessor and the internal verifier that the performance evidence and criteria, the range, and knowledge and understanding requirements have been achieved.

	Candidate’s signature: Roseanna Slater
	Date: 27.08.11

	Assessor’s signature: Jasmine Kelly
	Date: 27.08.11

	Internal verifier’s signature: Andrew McKell
	Date: 03.09.11

	Column key:
	EI = Evidence Index Number 
	O = Observation
	P = Personal Statement

	
	WT = Witness Testimony
	S = Simulation
	APEL = Accreditation of Prior Experience and Learning

	
	Q&A = Questions & Answers
	EWE = Expert Witness Evidence
	PD = Professional Discussion


Level 3: Example form 9 — Personal statement

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6

	Unit: F3 Demonstrate understanding of customer service

	Candidate: Roseanna Slater

	Purpose of statement: 

	Evidence index number: 1

	Date
	Evidence index number
	Details of statement
	Links to other evidence
(enter numbers)
	Units, elements and PCs covered

	14.08.11

	
	In support of my evidence for Unit 7 I have discussed with my mentor ways of applying the principles of accepted customer service language. I agreed to research the customer service language and concepts, and find examples of the service offer of different competitors. This covered banks and building societies. During this time I used websites as well as visiting competitors’ branch foyers to get up to date information.

As a result of my investigations I met up with my mentor to confirm my understanding, and we agreed I should explain my findings at a team meeting in order to help improve staff development. At the meeting I explained the concepts of service offer and service chain – this then became more of a training session for the staff.

I found that the team were really responsive to improving service delivery. For example, we spent a lot of time discussing different customer behaviours and personalities when dealing with problems and complaints.

One of my team members provided a witness testimonial, and my mentor an observation report.


	
	F3.1 knowledge

	Candidate’s signature: Roseanna Slater
	Date: 15.08.11

	Assessor’s signature: Jasmine Kelly
	Date: 22.08.11


Level 3: Example form 10 — Observation record

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6 

	Unit/element(s): F3 Demonstrate understanding of customer service

	Candidate: Roseanna Slater
	Date of observation: 

	Evidence index number: 

	Skills/activities observed:
	PCs covered:

	I observed Roseanna delivering a presentation at a team meeting where she fully explained the importance of customer service to improve service delivery, and answered questions asked of her in a constructive manner. This became a training session for staff and was enthusiastically received.
	F3.1.1, F3.1.3
F3.2.1, F3.2.3

	Knowledge and understanding apparent from this observation:

	Roseanna’s knowledge and understanding of using accepted customer service language was evident. She explained the importance of effective teamwork and introduced a range of concepts relating to the service offer of competitors and the delivery of excellent customer service.



	Other units/elements to which this evidence may contribute:

	Unit D11 – Lead a team to improve customer service



	Assessor comments and feedback to candidate:

	Your preparation for the meeting was excellent – you delivered a powerpoint presentation and provided examples of competitors’ products and services. The handout on accepted customer service language was very clear, and the team were keen to contribute to the discussion. You handled questions put to you and responded with correct explanations.



	I can confirm the candidate’s performance was satisfactory.

	Assessor’s signature: Jasmine Kelly
	Date: 29.08.11

	Candidate’s signature: Roseanna Slater
	Date: 29.08.11


Level 3: Example form 11 — Witness testimony

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6 

	Candidate name: Roseanna Slater

	Evidence index number: 

	Where applicable, evidence number to which this testimony relates: 
 

	Unit title: F3:   Demonstrate understanding of customer service

	Element: F3.2: Apply customer service principles in your customer service role

	Range: 

	Date of evidence: 

	Witness name: Kaye Black

	Relationship to candidate: Branch manager 

	Details of testimony: 
I confirm that Roseanna leads weekly team briefings with the customer support team. These meetings are used to examine any customer problems and complaints received that week, to discuss how these have been resolved, and address any other issues of concern. This information is collated for branch statistics on the level of customer satisfaction.

I attend these meetings once a month, and at the meeting on 25th August 2011, Roseanna also gave a short presentation on how excellent customer service can provide a competitive advantage. She gave examples of competitors’ products and services, and produced a handout for the team on customer service language. 
The team found this very useful and Roseanna stimulated an interesting discussion, correctly answering a lot of questions.



	I can confirm the candidate’s evidence is authentic and accurate.

	Witness signature: Kaye Black

	Name: Kaye Black
	Date: 01.11.06

	Contact telephone number: 

	Please tick (() the appropriate box.

	(
	Qualified as an assessor for workplace performance 

	(
	Familiar with the SVQ standards to which the candidate is working


Level 3: Example form 12 — Expert witness evidence record

	SVQ title and level: Edexcel Level 3 SVQ Customer Service 

	Candidate name: Roseanna Slater

	Evidence index number: 25

	Where applicable, evidence number to which this testimony relates: 11 

	Unit: F4: Demonstrate understanding of the rules that impact on improvements in   customer service

	Element(s): F4.2: Demonstrate an understanding of the legislation and external regulation that impact on customer service requirements

	Date of evidence: 21.11.11

	Expert witness name: Philip Vaughan

	Relationship to candidate: Health and safety auditor

	Details of testimony: 
I carried out a scheduled health and safety inspection on 20.11.06 at the Bishopsville branch of Featherstone’s Bank. I confirm that Roseanna’s work area was well managed and she and her team were keen to ensure health and safety practice was a top priority for themselves and their customers.

Following my inspection and discussions with Roseanna, it is evident that she knows and understands all matters relating to health and safety in the workplace.



	I can confirm the candidate’s evidence is authentic and accurate.

	Expert witness signature: Philip Vaughan

	Name: Philip Vaughan
	Date: 21.11.11

	Contact telephone number: 01875 924666

	Please tick (() the appropriate box.

	(
	Qualified as an assessor for workplace performance

	(
	Relevant professional work role that involves evaluating everyday staff practice

	(
	Current expertise

	(
	Familiar with the SVQ standards to which the candidate is working


Level 3: Example form 13 — Record of questions and candidate’s answers

	SVQ title and level: Edexcel SVQ3 in Customer Service at SCQF level 6

	Candidate name: Roseanna Slater

	Unit: B11 Improve the customer relationship
	Element(s): B11.1: Improve communication with your customers

	Evidence index number: 21

	Circumstances of assessment:

Knowledge is inferred from performance across the whole element. To conclude the knowledge and understanding requirements, I asked the candidate a number of questions indicated below.


	List of questions and candidate’s responses:

	Q: What cultural and religious factors could influence how you communicate with customers?

A: It is important to be sensitive to cultural and religious differences when communicating with customers, both verbally and non-verbally. Different cultural and religious groups have different assumptions regarding space between people, the appropriateness of physical contact, facial expressions, eye contact, gestures and posture. From in-house customer service training I have learned to be aware of these differences in order that I can provide excellent customer service to all our customers and to meet their needs.



	Q: How would you communicate with a dissatisfied customer?

A: If a customer is dissatisfied they can often become angry, therefore it is essential to achieve a win-win outcome. I always listen carefully to the customer to try and understand the facts behind their dissatisfaction, and acknowledge what they are feeling. This enables me to take the appropriate action, and ensures the interaction ends on a positive note. If I can’t resolve the issue myself, I would refer this to the branch manager and reassure the customer the matter was being dealt with, and when they could expect a resolution.



	Assessor’s signature: Jasmine Kelly
Date: 27.08.11

	Candidate’s signature: Roseanna Slater
Date: 27.08.11
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Annexe A: 
Core & key skills signposting Levels 2 & 3
1. Introduction 

This document with its Core Skills Signposting Grid is designed to provide the link between the Customer Service National Occupational Standards and the Level 3 Customer service SVQ with the appropriate Core Skills units in Scotland. As this is a Level 2 qualification the appropriate Core Skills for this signposting has been set at SCQF Level 5. 

The primary aim of the signposting is to provide evidence that an appropriate level of match has been achieved between the Customer Service Standards the Level 2 Customer service SVQ and the SCQF Level 5 Core Skills. 
In addition the work will form a solid foundation for practitioners that will: 

· identify units that will give the best chance of building a foundation of Core Skills evidence when gathering evidence for the Customer Service SVQ 

· helping practitioners fill gaps in a Core Skills portfolio by using and adding to Customer Service evidence 

2. Methodology and signposting issues 

SQA guidance on signposting states that signposting should indicate clear areas in which acceptable evidence for the NOS, SVQs and MAs might contribute to the evidence required for Core Skills. In the case of technically specific SVQs such links are relatively easy to draw because of the extent to which technical standards link with specific job roles and similar practices. 

In the case of generic standards, like Customer Service, they may be applied to a wide range of job roles and responsibilities. The result of this is that, when signposting a link between the Customer Service National Occupational Standards, SVQs and Core Skills, decisions taken will depend on the diversity of different job roles and practices. 

Signposting of the link between the National Occupational Standards and SVQs and the Core Skills has therefore been indicated on a scale of three levels of probability: 

· a red link ( R )indicates that there is unlikely to be an opportunity to draw Core Skills evidence from the Customer Service evidence 

· an amber link ( A )indicates that there may be an opportunity to draw Core Skills evidence from the Customer Service evidence and this possibility will be determined primarily by the job role and practices of the candidate 

· a green link ( G )indicates that there is a strong probability that Core Skills evidence can be drawn from the Customer Service evidence. 

In all cases the signposting assumes that the Customer Service evidence has already been completed and that it is then being used for the assembly of Core Skills evidence. 

In addition to specific job roles, opportunities will vary according to: 

· the approach and culture of an individual organisation 

· the approach and culture of an economic sector 

· the extent to which Customer Service systems make use of technology for effective delivery. 

This signposting has been constructed at a unit by unit level to reinforce the holistic approach to gathering evidence in customer service. 

3. How to read the signposts 
Some clear patterns emerge and are easy to interpret in that: 

· where a unit to unit block is predominantly green a hot spot exists for matching the evidence and providing Core Skills coverage from the Customer Service evidence 

· where a unit to unit block is predominantly red this indicates that there is little likelihood of finding Core Skills evidence among the Customer Service evidence 

Where a unit to unit block is predominantly amber the probability of finding Core Skills evidence among the Customer Service evidence will depend on the three factors: 

· the candidate’s job role 

· the level of technology used in Customer Service delivery 

· the organisational and sector cultures. 

4. Conclusion 
All of the links on the following pages are indicative and not definitive. It is important to appreciate that when dealing with a generic set of standards broad indications are most appropriate. The signposting will provide a broad direction for linking the Customer Service Standards with Core Skills.
ACG Approved 11/08/2010 Version 1 

Access the full Core Skills Mapping from the following link:

www.edexcel.com/QUALS/NVQ/CUSTSERV/Pages/svq.aspx
Annexe B: Glossary of terms 

This section provides explanations and definitions of the key words used in these SVQs. In occupational standards it is quite common to find words or phrases used which you will be familiar with, but which, in the detail of the standards, may be used in a very particular way. Therefore, we would encourage you to read this section carefully before you begin working with the standards and to refer back to this section as required. 

	Assessment
	the process of generating and collecting evidence of a candidate’s performance and judging that evidence against defined criteria.

	Assessor
	the person designated in a centre to be responsible for collecting evidence of candidates’ competence, judging it and recording achievement.

	Authentication
	the process by which an adviser or assessor confirms that an assessment has been undertaken by a candidate and that all regulations governing the assessment have been observed.

	Candidate
	the person enrolling for an Edexcel qualification.

	Centre
	the college, training organisation, school or workplace where Edexcel qualifications are delivered and assessed.

	Customer service promise
	what the customer can expect through buying a product or service — this may be defined through branding or promotion. 

	Element of competence
	statements which define the products of learning. The statements describe the activities the candidate needs to perform in order to achieve the unit. They contain achievement criteria and sometimes statements on evidence of achievement and evidence. 

	Evidence
	materials the candidate has to provide as proof of their competence against specified achievement criteria.

	Evidence requirements
	specify the evidence that must be gathered to show that the candidate has met the standards laid down in the achievement criteria.

	External customer
	people outside the organisation which is providing the products or services

	External verifier
	the person appointed by Edexcel who is responsible for the quality assurance of a centre’s provision. An external verifier is often appointed on a subject area basis or for cognate groups of units.

	Instrument of assessment
	a means of generating evidence of the candidate’s performance.


	Internal customer
	employees or departments within the organisation who depend on other employees or departments for products or services eg colleagues, supervisors, other staff teams or departments, suppliers

	Internal verifier
	the person appointed from within the centre who ensures that assessors apply the standards uniformly and consistently.

	Mentor
	a person who carries out, either singly or in combination, the functions of advising a candidate, collecting evidence of his or her competence on behalf of the assessor and authenticating the work candidates have undertaken. A mentor might also provide witness testimony.

	Observation
	a means of assessment in which the candidate is observed carrying out tasks that reflect the performance criteria.

	Performance criteria
	statements which describe the standard to which candidates must perform the activities.

	Portfolio
	a compilation of evidence which can form the basis for assessment. The portfolio is commonly used in SVQ awards and in alternative routes to assessment such as APL and credit transfer.

	Product evaluation
	a means of assessment which enables the quality of a product produced by the candidate, rather than the process of producing it, to be evaluated.

	Service partner
	an internal department or external organisation which is necessary in order to deliver customer service eg suppliers

	Service offer
	The type of service that customers can expect to receive from an organisation, often related to branding or promotion. 

	Service chain
	a series of internal departments or external organisations which rely on each other to deliver customer service eg supply of resources, administrative services.


Evidence requirements

As National Occupational Standards no longer state a ‘range’ or define ‘scope’ for the types of evidence that should be produced for each performance criteria, Sector Skills Councils and Standards Setting Bodies are no longer required to produce common agreed evidence requirements to support individual NOS.

Some centres do continue to find them a useful guide when considering appropriate assessment tasks that may produce valid and reliable evidence for the required performance criteria.
We therefore include some of the evidence requirements that previously supported earlier versions of the current NOS units only as a guide for centres to use if they should wish.
Unit A1: Maintain a positive and customer-friendly attitude
1
Wherever possible your evidence should be based on a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence based on realistic working environment or a work placement is permissible. Simulation is not allowed for any evidence within this unit. 
2
You may base the evidence for the unit through describing work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You need to include evidence that proves you are positive and customer-friendly with customers who are:

a
easy-going 

b
difficult. 

5
You need to include evidence that proves you are positive and customer-friendly:

a
during routine delivery of customer service

b
during a busy time in your job

c
during a quiet time in your job.

6
You must include evidence that you have delivered customer service working with:

a
colleagues at the same level

b
more senior colleagues.

7
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

Unit A2: Adapt your behaviour to make a good customer service impression
1
Wherever possible your evidence should be based on a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence based on realistic working environment or a work placement is permissible. Simulation is not allowed for any evidence within this unit. 
2
You may base the evidence for the unit through describing work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You need to include evidence that proves you are positive and customer-friendly with customers who are:

a
easy-going 

b
difficult. 

5
You need to include evidence that proves you are positive and customer-friendly:

a
during routine delivery of customer service

b
during a busy time in your job

c
during a quiet time in your job.

6
You must include evidence that you have delivered customer service working with:

a
colleagues at the same level

b
more senior colleagues.

7
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

Unit A3: Communicate effectively with customers
1
Wherever possible your evidence should be based on a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence based on realistic working environment or a work placement is permissible. Simulation is not allowed for any evidence within this unit.
2
You may base the evidence for the unit through describing work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You need to include evidence that proves you have communicated effectively with customers:

a
during routine delivery of customer service

b
during a busy time in your job

c
during a quiet time in your job.

5
You need to include evidence that proves you have communicated effectively with different customers who:

a
have an easy-going attitude

b
have a difficult attitude

c
are easy to understand

d
are difficult to understand.

6
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

7
The messages you pass on to colleagues may be verbal, in writing or passed on by any other method you would be expected to use within your job.

8
You must include evidence that you have passed on messages to: 

a
colleagues at the same level

b
more senior colleagues.
Unit A4: Give customers a positive impression of yourself and your organisation 

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence of creating a positive impression with customers:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

5
You need to prove that you have dealt with customers who:
a
have different needs and expectations

b
appear angry and confused

c
behave unconventionally.

6
Your evidence must show that you respond to customers using your organisation’s procedures and guidelines.

7
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

8
You must prove that you communicate with customers effectively by providing evidence that you:

a
use appropriate spoken or written language

b
apply the conventions and rules appropriate to the method of communication you have chosen.

Unit A5: Promote additional services or products to customers

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence that the additional services or products offered include:

a
use of services or products that are new to your customer

b
additional use of services or products that your customer has used before.

5
a
follow organisational procedures for offering additional services or products to your customers

b
create opportunities for encouraging your customers to use additional services or products

c
identify what your customer wants by seeking information directly

d
identify what your customer wants from spontaneous customer comments.

6
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

Unit A6: Process information about customers 

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Organisations use different methods to store information. Your evidence must be demonstrated by using the method that is most appropriate for your organisation. 

5
Your evidence must prove that you have processed customer information for a variety of customers with different requirements.

6
Your evidence must prove that you have processed information relating to:

a
new customers

b
returning customers.

7
Your evidence must show that you have:

a
checked whether the information you are collecting and retrieving is accurate and up to date

b
selected information that is directly relevant to each of your customers.

8
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

Unit A7: Live up to the customer service promise

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 
2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your organisation’s service offer, vision and promise may be expressed formally or may be simply an informal description of the way customer service is delivered.

5
Your evidence of your organisation’s service offer, vision and promise must include examples of:

a
the way these are communicated to customers

b
how your job role links with your organisation’s offers.

6
You must show how you deliver the customer service promise:

a
through your own efforts

b
working with others.

7
Your evidence must show that you have taken opportunities to reinforce your organisation’s message:

a
through organisation initiatives

b
by responding to opportunities when dealing with customers.
Unit A8: Make customer service personal

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence of making customer service personal:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

5
Your evidence must include examples of how you have dealt with customers who are:

a
happy with the service they are receiving

b
unhappy about the service they are receiving.

6
You must provide evidence that you have made customer service more personal:

a
when you have taken the initiative

b
in response to an opportunity presented when your customer has asked a question.

Unit A9: Go the extra mile in customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence of going the extra mile with customers:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

5
Your evidence must show that you have:

a
followed organisational procedures to go the extra mile for customers

b
used your own initiative when going the extra mile for customers.

6
You must show that you have gone the extra mile for customers:

a
by acting within the limits of your own authority

b
by seeking appropriate authority for specific actions.

7
You must provide examples of when the benefits of going the extra mile enjoyed by customers are:

a
tangible in that they can be measured

b
intangible in that they are represented solely by feelings and perceptions of the customer experience.

Unit A10: Deal with customers face to face 

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include examples of dealing with customers who:

a
have routine expectations of your organisation’s customer service

b
have experienced difficulties when dealing with your organisation

c
have made a specific request for information

d
need to be informed of circumstances of which they are unaware.

5
Your evidence must include examples of dealings with customers that are:

a
planned

b
unplanned.

6
You must provide evidence of dealing with customers face to face:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

7
You must include examples of how you have made use of:

a
verbal communication skills

b
non-verbal communication skills.

Unit A12: Make telephone call to customers

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include examples of dealing with customers who:

a
have routine expectations of your organisation’s customer service

b
have experienced difficulties when dealing with your organisation

c
have made a specific request for information

d
need to be informed of circumstances of which they are unaware.

5
Your evidence must include examples of dealings with customers that are:

a
planned

b
unplanned.

6
You must provide evidence of dealing with customers by telephone:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

7
You must provide evidence that you have taken messages that are passed on to colleagues:

a
verbally

b
in a form that maintains a permanent record.

8
You may provide evidence of dealing with customers using conventional landline telephones, mobile telephone, internet telephone connections, video telephone systems or any other technology that involves a conversation with a customer at a distance.

Unit A13: Deal with customers in writing or electronically

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your communication with customers may be in writing, by text message, email, internet, intranet or by any other method you would be expected to use within your job role providing that there is a permanent record of your communication with your customers.

5
Your evidence must include examples of dealing with customers who:

a
have routine expectations of your organisation’s customer service

b
have experienced difficulties when dealing with your organisation

c
have made a specific request for information

d
need to be informed of circumstances of which they are unaware.

6
The style and tone of your communication must follow organisational guidelines and you must prove that you have taken account of:

a
your job role and position in your organisation

b
the personal style and preferences of your customer

c
the conventions of the medium of communication you are using.

7
Your evidence must include examples of: 

a
individual communications with customers

b
group or circular communications with customers

c
group or circular communications that have been tailored to individuals or different categories of customer.

8
You must show that you have communicated with customers when:

a
you have initiated the contact

b
you are responding to a customer.

 Unit A14: Use customer service as a competitive tool

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence of using customer service as a competitive tool:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

5
You must provide examples of when the benefits of using customer service as a competitive tool enjoyed by customers are:

a
tangible in that they can be measured

b
intangible in that they are represented solely by feelings and perceptions of the customer experience.

6
Your evidence must include examples of competitive analysis involving:

a
direct competitors

b
competitors offering substitute services or products.

7
Your evidence must include examples of when you have used customer service actions as a competitive tool to attract or maintain:

a
loyal customers

b
customers returning from competitors

c
new customers.

Unit A15: Organise the promotion of services or products to customers

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence for this unit must prove that you: 

a
use agreed organisational procedures and systems

b
create your own opportunities

5
Your evidence must show that you have:

a
taken responsibility for your own actions in promoting services or products

b
used spontaneous customer feedback to identify opportunities for promoting services or products

c
used customer feedback that you have requested to identify opportunities for promoting services or products.

6
Your evidence must include examples of:

a
returning customers extending their use of your services or products

b
new customers making use of your services or products.

Unit A17: Champion customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence that you have monitored developments that, in relation to your own area of responsibility, are:

a
strategic

b
operational.

5
Your evidence must show that you have analysed the implications of customer service developments for:

a
the quality of services or products

b
the way services or products are delivered

c
customer relationships.

6
You must provide evidence that you have responded to requests for information and advice from at least two of these groups:

a
front line staff

b
supervisors or team leaders

c
senior managers

d
colleagues in other departments

e
service partners.

7
You must prove that you have provided information and advice about:

a
the quality of services or products

b
the way services or products are delivered

c
customer relationships.

8
Your evidence must show that you have communicated customer service advice and information using at least two different communication media.

Unit B1: Do your job in a customer-friendly way 
1
Wherever possible your evidence should be based on a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence based on realistic working environment or a work placement is permissible. Simulation is not allowed for any evidence within this unit. 
2
You may base the evidence for the unit through describing work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must show that you have done your job in a customer-friendly way:

a
during routine delivery of customer service

b
during a busy time in your job

c
during a quiet time in your job.

5
You need to include evidence that proves you are doing your job in a customer-friendly for customers who are:

a
easy-going 

b
difficult. 

6
You must include evidence that you have shared information with: 

a
colleagues at the same level

b
more senior colleagues.

 Unit B2: Deliver reliable customer service 

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 
2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must prove that you:

a
consistently follow the steps of preparing, delivering and checking customer service

b
have worked with different customers who have different needs and expectations.

5
You must provide evidence of delivering reliable customer service:

a
during routine delivery of customer service

b
during a busy period for your organisation 

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

6
You must show evidence that you have delivered reliable customer service when working with colleagues.

Unit B3: Deliver customer service on your customer’s premises

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence that you deliver excellent customer service:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

5
You must provide evidence that you deliver excellent customer service during:

a
planned visits to your customer’s premises

b
visits to your customer’s premises made at short notice.

6
You must provide evidence that you deliver excellent customer service:

a
when your work goes to plan

b
when your work does not go to plan.

7
You must provide evidence that you deliver excellent customer service:

a
with your customer present

b
when your customer is not present.

Unit B9: Deliver customer service using service partnerships

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must produce evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
The service level agreement between service partners in your evidence may be formal or informal.

5
You must provide examples of working in a service partnership on occasions when:

a
the service partners are cooperative

b
the service partners are un-cooperative.

6
You must include evidence to show that you have worked in a service partnership with:

a
regular or long-term suppliers

b
new suppliers.

7
Your evidence must show that you have negotiated agreements with service partners that are of benefit to:

a
your organisation

b
your service partner.

Unit B10: Organise the delivery of reliable customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You need to include evidence that proves you have dealt with a variety of customers including:

a
easy-going customers

b
demanding customers

c
returning customers 

d
new customers.

5
Your evidence must show that you have:

a
taken responsibility for your own actions in the delivery of customer service

b
used spontaneous customer feedback to improve customer service

c
used customer feedback that you have requested to improve customer service.

6
Your evidence must show that you have organised customer service during:

a
a busy period for your organisation

b
a quiet period for your organisation.

7
The system you use for recording data can be manual or using ICT systems.
Unit B11: Improve the customer relationship

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include examples of using: 

a
organisational procedures

b
exceptions to standard practice that are legal and benefit your organisation.

5
You need to prove that you have dealt with customers who:

a
have different needs and expectations

b
appear angry or confused

c
behave unconventionally.

Unit B12: Maintain and develop a healthy and safe customer service environment

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for performance evidence within this unit excerpt in as much as realistic practices are staged to test emergency procedures. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time for your assessor to be confident that you are competent.

4
Your evidence must show that you have assessed and controlled risks associated with:

a
the use of equipment

b
the working environment

c
working practices

d
potential breaches of security

e
factors that affect the well-being of staff

f
factors that affect the well-being of customers.

5
You must prove that you have collected and evaluated key requirements of:

a
legal requirements

b
regulatory requirements

c
organisational codes of practice

d
ethical codes of practice.

Unit B13: Plan, organise and control customer service operations

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your plans must provide evidence that you have taken into account:

a
the aims, objectives and targets for your area of responsibility

b
your organisation’s customer service strategy

c
your customers’ needs and expectations.

5
Your evidence must show that your plans include consideration of:

a
time

b
physical resources

c
human resources

d
financial resources.

6
You must show that you have negotiated with:

a
front-line staff

b
supervisors or team leaders

c
senior managers.

7
You must provide evidence that you have collected and analysed:

a
qualitative information

b
quantitative information. 

 Unit B15: Build and maintain effective customer relations

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence that you can build and maintain relationships with:

a
potential or new customers

b
regular or returning customers

c
customers with particular needs and expectations

d
customers who have experienced problems with your organisation’s services or products. 

5
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

6
You must provide evidence that you have collected feedback that is:

a
qualitative

b
quantitative

c
formal

d
informal.
Unit C1: Recognise and deal with customer queries requests and problems

1
Wherever possible your evidence should be based on a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence based on realistic working environment or a work placement is permissible. Simulation is also allowed for evidence within this unit but ideally this should be based on either previous or existing experience from a work placement, a realistic working environment or real work. (Guidelines for the assessment of simulated activities and a Realistic Working Environment can be found in the Assessment Strategy for Levels 2 and 3 SVQs in Customer Service)
2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include examples of problems which are:

a
brought to your attention by customers 

b
identified first by you and/or by your colleagues.

5
The problems included in your evidence must include examples of:

a
a difference between customer expectations and what is offered by your organisation 

b
a problem resulting from a system or procedure failure

c
a problem resulting from a shortage of resources or human error.

6
You must show that you have considered the options for dealing with problems from the point of view of:

a
your customer

b
the potential benefits to your organisation

c
the potential risks to your organisation.

7
Your evidence must show that you are aware of when to deal with customer problems:

a
yourself

b
working with close colleagues

c
referring to more senior colleagues with authority to act. 

 Unit C3: Resolve customer service problems

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include examples of resolving problems involving each of the following:

a
a problem first identified by customers 

b
a problem identified within the organisation before it has affected your customer

c
a problem caused by differences between your customer’s expectations and what your organisation can offer

d
a problem caused by a system or procedure failure 

e
a problem caused by a lack of resources or human error.

5
Your evidence must prove that you:

a
supplied relevant information when customers have requested it

b
supplied relevant information when customers have not requested it

c
have used agreed organisational procedures when solving problems

d
have made exceptions to usual practice with the agreement of others.
Unit C5: Monitor and solve customer service problems

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include examples of problems which are:

a
brought to your attention by customers 

b
are identified first by you and/or by a colleague.

5
The problems included in your evidence must include examples of a:

a
difference between customer expectations and what is offered by your organisation 

b
problem resulting from a system or procedure failure

c
problem resulting from a shortage of resources or human error.

6
You must show that you have considered the options for solving problems from the point of view of:

a
your customer

b
the potential benefits to your organisation

c
the potential risks to your organisation.

7
You must provide evidence that you have made use of options that: 

a
follow formal organisational procedures or guidelines

b
make agreed and authorised exceptions to usual practice. 

Unit C6: Apply risk assessment to customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
The procedures you follow for risk assessment may be formal or informal and may or may not be written.

5
You must provide evidence that you have identified risks in your own area of responsibility:

a
through your everyday work

b
actively carrying out a risk assessment

c
through discussion with colleagues.

6
Your evidence must show that when carrying out a risk assessment you have:

a
listed each risk

b
identified the consequences of each risk 

c
estimated the probability of each risk occurring

d
made a judgement about any action that is justified taking into account the consequences and probability of each risk.

7
You must provide evidence that you have worked with at least two of these groups of people to identify possible actions for managing risk:

a
team members or colleagues

b
suppliers or service partners

c
supervisors, team leaders or managers.

8
Your evidence must show that you have carried out risk assessments that have caused you to:

a
take action to manage the risk

b
decide that the level of risk is tolerable and take no action.

Unit C7: Process customer service complaints

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must prove that you have processed complaints that are seen by your organisation as:

a
justified

b
unjustified.

5
You must provide evidence of processing customer service complaints:

a
during routine delivery of customer service

b
during a busy period for your organisation

c
during a quiet period for your organisation

d
when people, systems or resources have let you down.

6
You need to prove that you have dealt with customers who:

a
have different needs and expectations

b
appear angry or confused

c
behave unconventionally.

7
You must provide evidence that you have processed complaints and taken full account of:

a
organisational procedures

b
sector or industry codes of practice

c
legislation.

8
Your evidence must include examples of complaints you have processed:

a
using your own authority

b
by referring them upwards in the organisation.

Unit C8: Handle referred customer complaints

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence that you have collected and analysed:

a
qualitative information

b
quantitative information.

5
You must show that you have dealt with complaints from customers who are:

a
prepared to accept your proposed solutions

b
not prepared to accept your proposed solutions.

6
You must show that you have negotiated with:

a
front-line staff

b
supervisors or team leaders

c
senior managers.

7
The complaints included in your evidence must include examples of:

a
a difference between customer expectations and what is offered by your organisation 

b
a problem resulting from a system or procedure failure

c
a problem resulting from a shortage of resources or human error.

8
Your evidence should include examples of when a complaint has been escalated to involve:

a
somebody more senior in your own organisation

b
somebody external to your organisation.
 Unit D1: Develop customer relationships 

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must include evidence that shows how you have done this through:

a
your own individual efforts 

b
working with others.

5
Your communication with customers may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

6
You must provide evidence of taking actions to meet the needs and expectations of your customer and of your organisation: 

a
without being asked by your customer 

b
at your customer’s request.

7
You must include evidence that you have balanced the needs of your customers and your organisation by: 

a
making use of alternative products or services offered by the organisation

b
varying the service you would normally offer within organisational guidelines

c
saying ‘no’ to your customer and explaining the limits of your organisation’s service offer.
Unit D2: Support customer service improvements

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must prove that you have:

a
contributed to improving customer service through your own efforts 

b
contributed to improving customer service by working with others.

5
Your evidence must cover at least two changes with which you have been actively involved. In each case you must be able to identify the part you played in:

a
linking customer feedback with the reasons for the change

b
implementing the change

c
gathering customer reactions to the change.

6
Your evidence for each change must show how:

a
the change has improved customer service

b
your customers have reacted to the change.

7
Each change that is part of your evidence must be significant enough for a regular customer to notice that the services or products you are delivering are different or that the way you and your colleagues deliver the services or products is different.

Unit D3: Develop personal performance through delivering customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. However, for this unit, evidence collected in a realistic working environment or a work placement is permissible. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
An ‘appropriate person’ must be your manager, your supervisor or team leader, a colleague detailed to help you learn, your assessor, your mentor or someone from your training or personnel department.

5
Your evidence must prove that you have:

a
sought feedback from an appropriate person to assess your personal strengths and development needs 

b
applied your learning to improve customer service, reviewed the results and used this information to update your personal development plan.

6
Your evidence must prove that you have developed your personal development plan taking account of:

a
information about the knowledge and skills relevant to your customer service role

b
your own learning style preferences 

c
your workload

d
opportunities for learning on the job.

7
Your personal development plan must be put on record and agreed with an appropriate person. 

Unit D6: Develop your own, and others’, customer service skills

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time for your assessor to be confident that you are competent.

4
Your personal development plan may be based on existing customer service skills and development activities that already take place in your organisation or new activities that you have to devise for this unit.

5
You must have constructed your personal development plan taking account of information about the knowledge and skills relevant to your: 

a
customer service role

b
own preferred method of learning

c
workload

d
opportunities for learning on the job

e
opportunities for learning off the job.

6
An ‘appropriate person’ must be your manager, your supervisor or team leader, a colleague detailed to help you learn, your assessor, your mentor or someone from your training or personnel department.

7
Feedback about your customer service performance must involve your line manager or supervisor and your evidence must show this.

8
Your evidence of coaching may relate to a single colleague or several colleagues who may be new to the organisation, new to the department or new to the job, procedure, or system.

Unit D8: Work with others to improve customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include examples of agreeing customer service roles and responsibilities which are:

a
part of your own role

b
part of other people’s roles.

5
You must provide evidence that you have worked with at least two of these groups of people:

a
team members or colleagues

b
suppliers or service partners

c
supervisors, team leaders or managers front line staff

d
senior managers

e
colleagues in other departments

f
service partners.

.

6
Your evidence must show that your work with others involves communication by at least two of these methods:

a
face to face

b
in writing

c
by telephone

d
using text messages

e
by email

f
using the internet

g
using an intranet

h 
using social media

 Unit D9: Promote continuous improvement 

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
You must provide evidence that you have organised changes over a period of time which have resulted in sustainable continuous improvement in customer service.

5
You must show that your proposals for improvements:

a
are based on planned and analysed customer feedback 

b
take into account all relevant regulations

c
take into account the costs and benefits to the organisation.

6
You may carry out this work alone or with colleagues. However, you must prove that you have taken an active role in:

a
collecting and analysing feedback 

b
proposing initiatives for change 

c
implementing the change

d
evaluating and reviewing the change.

7
Your evidence must clearly show the part you have played in each step of the process.

8
The changes that you propose and initiate may be changes in how services or products are supplied or in how you and your colleagues behave when delivering services or products. 

 Unit D11: Lead a team to improve customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time for your assessor to be confident that you are competent.

4
You must prove you have line management or supervisory responsibility for the team members used in your evidence.

5
You must show that you have taken into account the organisational constraints of:

a
cost

b
time

c
human resources

d
other resources.

6
You must also show that you have taken into account the team or individual constraints of:

a
existing workloads

b
individual capabilities and sensitivities

c
initiatives and objectives currently being undertaken by the organisation

d
influences operating on the team from outside.

7
Your evidence must prove that you have taken time with each team member to:

a
plan and organise their work

b
provide support and guidance

c
give and seek feedback on performance.

Unit D12: Gather, analyse and interpret customer feedback

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must show that you have collected feedback from customers:

a
using informal methods such as conversation and observation of customer reactions

b
using at least two different formal methods such as questionnaire, telephone or interview surveys.

5
Your evidence must include examples of feedback that you have collected: 

a
using a method you have devised

b
following established organisational procedures.

6
You must provide evidence that you have displayed the results of your data collection:

a
in tabulated form

b
in graphical or pictorial form.

Unit D14: Implement quality improvements to customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time with different customers on different occasions for your assessor to be confident that you are competent.

4
Your evidence must include planning for and using the following resources when implementing improvements to customer service:

a
time

b
human resources

c
physical resources

d
financial resources.

5
You must provide evidence of communicating with: 

a
customers 

b
front-line staff

c
colleagues

d
supervisors/team leaders

e
senior managers

f
service partners.

6
Your communication may be face to face, in writing, by telephone, text message, email, internet, intranet or by any other method you would be expected to use within your job role.

7
You must include evidence of collecting, analysing and using information that is:

a
quantitative 

b
qualitative.

Unit D15: Plan and organise the development of customer service staff

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time for your assessor to be confident that you are competent.

4
Your evidence must show that you have been involved with the training and development of staff in groups such as new staff, established staff, front-line staff, supervisors and team leaders, part-time staff, support staff or service partners.

5
You must show that you monitor the performance of staff involved in development and training activities through:

a
formal monitoring mechanisms such as appraisals and Key Performance Indicators (KPIs)

b
less formal and more immediate monitoring such as direct supervision.

Unit D16: Develop a customer service strategy for a part of an organisation

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time for your assessor to be confident that you are competent.

4
You should be able to identify and analyse the needs and expectations of:

a
existing customers

b
potential or new customers.

5
Your evidence of the approach taken by other organisations may relate to competitors or to organisations that provide similar services or products but are not competitors.

6
The mission, aims, objectives, targets and values of your organisation may be expressed formally or informally.

 Unit D17: Manage a customer service award programme

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any performance evidence within this unit. 

2
You may collect the evidence for the unit through work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
You must provide evidence that shows you have done this over a sufficient period of time for your assessor to be confident that you are competent.

4
The award programmes used in your evidence may relate to individuals, teams, special projects, trainees, incentive schemes or customer nominated awards.

5
You must prove that you have planned details of your award programme that include:

a
the criteria for making the award

b
what the award will be

c
the frequency of the award

d
the procedure for judging the award

e
how the award will be presented and publicised.

6
The business case for the award programme may be made formally or informally.

7
Your evidence must show that you have evaluated the customer service award programme from the point of view of:

a
benefits to the organisation

b
benefits to the supervisors and managers of the winners

c
the effect on the winner or winners

d
the effect on others who are not winners.

Unit F6: Follow organisational rules, legislation and external regulations when managing customer service

1
Your evidence should be collected when carrying out a real job, whether paid or voluntary, and when dealing with real customers, whether internal or external to the organisation. Evidence collected in a realistic working environment or a work placement is not permissible for this unit. Simulation is not allowed for any evidence within this unit. 

2
You may base the evidence for the unit through describing work in a private sector organisation, a not-for-profit organisation or a public services organisation.

3
Your evidence must show that you have carried out background work and given detailed consideration to the statements in this unit before asking to be assessed. Where examples are requested, you should be able to give a range of examples to enable your assessor to be confident in your breadth of knowledge and competence in meeting the requirements of the unit.

4
The evidence that you are competent to describe or explain the customer service rules and regulations contained in this unit may be gathered through question and answer, either verbally or in writing, or it may be inferred by observation of your behaviour when delivering customer service.

5
Records of your evidence may be kept using any combination of methods such as documents, audio or video recording, notes of a conversation with your assessor, manager or mentor, or any other method that makes your assessor confident that you have a good understanding of the rules and regulations which need to be applied when working in the field of customer service at this level.

6
Your knowledge of the customer service rules and regulations must be explained or described from the context of real work.

7
Your evidence must include examples of rules that are based on:

a
legislation

b
sector or industry regulation

c
your organisation’s policies.
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Simulated Activities Guidelines for Customer Service National Occupational Standards





Simulation can only be applied to the Level 1 S/NVQ Units listed below





C1  Recognise and deal with customer queries, requests and problems 


C2  Take details of customer service problems





Simulation is defined by the CfA as any activities where dealing with customers and work activities are carried out through using individuals acting the part of the customer or scenarios which are not ‘real’ customer transactions.





To undertake the assessment of simulated activities for these two units the following guidelines must be met:    





when role playing, candidates and anybody taking part as a customer must have a brief that gives sufficient information for them to recognise the equivalent real situation and decide what they would do and say;





the simulated situation should represent normal and routine experience wherever possible and not exceptional or unusually difficult circumstances that might be faced;





the person taking part in the simulation as a customer must be credible for the situation that is being simulated;





any resources or equipment that would normally be in real work should be available and in working order for the simulation;





candidates should complete the required tasks to the National Occupational Standards and in the timescales that would normally be expected in real work;





candidates should complete the required tasks taking account of legislation and regulation that would apply in real work;





candidates must carry out the simulated activity in a professional manner taking into account establishment requirements such as appearance and dress code, personal conduct, hygiene, reliability and punctuality;





whilst the primary purpose of the Simulation is for Assessment, feedback must be given in a way that builds confidence.
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Realistic Working Environment Guidelines 


for Customer Service National Occupational Standards





RWE can be applied to all Units in the Level 1 and 2 SVQs





It is essential that organisations wishing to operate a Realistic Working Environment (RWE) operate in an environment which reflects a real work setting. This will ensure that any competence achieved in this way will be sustained in real employment.





To undertake the assessment in a RWE the following guidelines must be met:  


assessments must be carried out under realistic business pressures, using real customers and within a defined service offer; 


all services that are carried out should be completed in a way, and to a timescale, that is acceptable in business organisations; 


candidates must be expected to achieve a volume of work comparable to normal business practices;


the range of services, products, tools, materials and equipment that the candidates use must be up to date and available.  They must enable candidates to meet the requirements of the National Occupational Standards;


account must be taken of any legislation or regulations in relation to the type of work that is being carried out;





candidates must be given workplace responsibilities to enable them to meet the requirements of the Customer Service National Occupational Standards at Level 2;





candidates must show that their productivity reflects those found in the work situation being represented;





customer perceptions of the RWE is similar to that found in the work situation being represented;





the RWE is managed as a real work situation.
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