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1 Introduction 
 

About this document  
This document provides details that centres and candidates will need in order to assess, verify and 
collect evidence for this N/SVQ qualification and includes: 

• the requirements for occupational competence for all those involved in the assessment process 

• the assessment methods and requirements  

• the national occupational standards and unit evidence requirements  

• progression routes. 
 

Other sources of essential information 
This document has been designed to be used with the City & Guilds N/SVQ Guide which is made up 
of: 

• Candidate Handbook – containing information specifically for candidates and recording forms 
 
Visit the City & Guilds website (www.cityandguilds.com) for the latest versions of these 
documents.  
 
There are also other City & Guilds documents which contain the latest information regarding the 
assessment of N/SVQs: 

• Providing City & Guilds qualifications – a guide to centre and qualification (scheme) approval 
• Ensuring quality - containing updates on assessment and policy issues 

• City & Guilds centre toolkit – additional information on running City & Guilds qualifications is 
given in a CD-ROM, which links to the internet for access to the latest documents, reference 
materials and templates. 

 
Details of general regulations, registration and certification procedures, including fees, are included 
in the City & Guilds Directory of qualifications. This information appears on the online qualification 
administration service for City & Guilds approved centres, the Walled Garden, at www.walled-
garden.com. 
 
If there are any differences between the N/SVQ Centre Guide or the N/SVQ Candidate Guide and this 
Standards and Assessment Requirements document, this document has the more up-to-date 
information. 
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2 The Institute of Customer Service and the National 
Occupational Standards  

 

Contacting the Standards Setting Bodies 
The Standards Setting Body (SSB) responsible for having developed the National Occupational 
Standards (NOS) on which this N/SVQ is based is: 
 
Name of SSB  The Institute of Customer Service 
Address 2 Castle Court 
 St Peter's Street 

Colchester 
Essex 
CO1 1EW 

Telephone  01206 571716 
Fax   01206 546688 
e-mail   enquires@icsmail.co.uk 
URL   www.instituteofcustomerservice.com  

Apprenticeship framework 
See the Institute of Customer Service website for information on the apprenticeship framework: 
www.instituteofcustomerservice.com. 
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3 Candidate entry and progression  
 

Candidate work role requirements 
 
This N/SVQ is for those working in any of the following roles or roles similar to these: 

• Medical receptionist 

• Lead secretary 

Candidate entry requirements 
Generally, there is no prescribed recommended prior knowledge, attainment or experience needed 
to gain access to this qualification. It is recommended that potential candidates are initially 
assessed on entry, so that levels of literacy, numeracy, communication skills and sector 
understanding can be determined. This initial assessment should consider previous qualifications 
and practical experience. Candidates will be employed within the industry or in a realistic working 
environment and as such would have been through a selection process. 

Age restrictions 
These N/SVQs are not approved for the use of those who are under 16 years of age. Otherwise, 
there are no formal entry requirements for candidates undertaking this qualification, however 
centres must ensure that candidates have the potential and opportunity to gain evidence for the 
qualification in the work place. 
 
For funding purposes, centres are reminded that candidates should not be entered for a 
qualification of the same type, level and content as that of a qualification they already hold. 
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4 Customer Service Progression Routes 
 

                   Occupational                                  Relevant                              NQF 
                    Roles Qualifications Level    
 
  Customer Service 
   Director Doctorate/MPhil/Masters 5 
  Proprietor Higher Hons/Hons Degree 
  Franchisee Bachelors Degree/Certificate 
 
 
 
 
  Customer Service  Customer Service NVQ   4 
  Management Accounting/Admin N/SVQs 
  Product Development Training & Development N/SVQ 
    
    
    
 
  Customer Service Customer Service N/SVQ  3 
  Supervisor/Leader  Certificate in Customer Service VRQ 
   Management N/SVQs 
  Administration N/SVQ 
  Certificate in Business Administration 
  Call Handling N/SVQ 
  Certificate in Call Handling VRQ 
   Information Technology N/SVQ 
   Training and Development N/SVQ 
    
     
    
  Customer Service Customer Service N/SVQ 2 
  Administrators Certificate in Customer Service VRQ  
  Contact Centres Operatives Administration N/SVQ 
  Receptionist Certificate in Business Administration VRQ 
  Retail/Service Assistant Call Handling N/SVQ 
     
    
 
 
  Customer Service Customer Service NVQ 1 
  Support Operative Administration N/SVQ  
  Despatch Operative  
  Transport Operative  
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5 Centre resource requirements  
 

There are no additional resource requirements over and above what would be found in a normal 
workplace. 

Registration period 
 
Please check the Directory of qualifications for the latest information on length of registration and 
the last registration and certification dates.  
 
Where the period of access to assessment offered by a centre is less than the period covered by the 
candidates’ registration with City & Guilds, centres must ensure that this is understood by the 
candidates. 
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6 Assessment method requirements  
 

This guidance is based on and amplifies the assessment strategy developed for the Level 3 N/SVQ in 
Customer Service. 

External quality control 
External quality control is provided by the usual City & Guilds external verification process which 
includes the use of the electronically scannable report form which is designed to provide an 
objective risk analysis of individual centre assessment and verification practice.   

Performance evidence requirements 
Usually evidence of candidate performance will be derived from assessor observation (and/or 
testimony from an expert witness) of the candidate carrying out work activities in the workplace. 
Detailed additional guidance, is provided on a unit basis for the use of these or other acceptable 
performance assessment methods. 
 

Knowledge evidence requirements 
Knowledge evidence may be determined by professional discussion requirements or, more usually, 
looked for in performance. 
 
Special assessment arrangements 
City & Guilds’ policy for access to assessment for candidates with particular requirements can be 
found on the City & Guilds website: www.cityandguilds.com. 
 
It is important to ensure that all candidates are given reasonable opportunities to achieve the 
NVQ/SVQ. 
 
Centres are required to comply with the requirements of relevant legislation, eg the Disability 
Discrimination Act. 
 

Realistic Working Environment 
 
The use of a Realistic Working Environment, including work experience and work placement, is 
permissible for units 201, 202, 203, 204, 205, 206, 207, 208, 209, 210, 211, 212, 213, 214, 215, and 
216. 
 
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;  

1. all services that are carried out should be completed in a way, and to a timescale, that is 
acceptable in business organisations;  

2. candidates must be expected to achieve a volume of work comparable to normal business 
practices; 
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3. 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; 

4. account must be taken of any legislation or regulations in relation to the type of work that is 
being carried out; 

5. candidates must be given workplace responsibilities to enable them to meet the requirements 
of the Customer Service National Occupational Standards at Level 2; 

6. candidates must show that their productivity reflects those found in the work situation being 
represented; 

7. customer perceptions of the RWE is similar to that found in the work situation being 
represented; 

8. the RWE is managed as a real work situation. 

 
 
All other Units must be achieved in a real working situation (either paid or voluntary). 
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7 Roles and occupational expertise requirements 
 

Assessor and Internal Verifier requirements 
See Appendix 1 

Witnesses 
There are no specific occupational expertise requirements for witnesses.  Witness testimony can 
provide evidence to establish consistency in a candidate’s practice and/or to evidence events which 
are difficult to plan to observe.  In order that the assessor may make an informed judgement about 
the contribution of the witness’ testimony to the overall evidence presented for a unit or 
qualification, a statement of the witness’ status should be included in the candidate’s portfolio of 
evidence.  This can be done by using the Witness Status list (form N/SVQ5) or including it as part of 
the witness testimony itself.  The statement should indicate the relationship between the candidate 
and the witness and should enable the assessor, by defining the role that the witness has played in 
the gathering of evidence (ie as colleague, worker from another organisation) to judge the extent of 
the witness’ knowledge of the National Occupational Standards and understanding of the work roles 
involved. 
Please note: The use of witness testimony from relatives or those with whom the candidate has a 
significant personal relationship is not acceptable. 

Continuous Professional Development requirements 
City & Guilds expects all those with formal roles in the assessment or verification process to 
participate in a minimum of two CPD activities per annum. This can be to update either vocational 
skills / knowledge or assessment/verification skills/knowledge. 
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8 Recording assessment and evidence  
 

Confidentiality and privacy 
The need to maintain confidentiality and privacy, when putting together portfolios, should be 
stressed to candidates where appropriate. 

Recording forms to use 
City & Guilds has developed a set of Recording forms including examples of completed forms, for 
new and existing centres to use as appropriate (see N/SVQ Guide for centres and candidates - 
Recording forms, available on the City & Guilds website). Although it is expected that new centres 
will use these forms, centres may devise or customise alternative forms, which must be approved 
for use by the external verifier, before they are used by N/SVQ candidates and assessors at the 
centre. City & Guilds also endorses the electronic recording systems Quick Step and Paper Free. 
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9 The qualification structure and standards  
 

Qualification structure 
The units for this qualification have been grouped into themes, candidates must complete eight 
units for this award, two mandatory and six optional, they must complete at least one optional unit 
from each theme, the maximum number of units that can be imported from level 2 is three.  Please 
see appendix 3, which outlines the themes and progression routes for this award. 
 

QCA/SQA unit ref.  City & 
Guilds Unit 
number 

 ICS unit 
number 

 Unit title 

Mandatory units       
R/103/6284  301  Unit 7  Understand customer service to 

improve service delivery 
Y/103/6285  302  Unit 8  Know the rules to follow when 

developing customer service 
Optional units       
A/103/6277  205  Unit 13  Make customer service personal 
F/103/6278  206  Unit 14  Go the extra mile in customer service 

J/103/6279  207  Unit 15  Deal with customers in writing or 
using ICT 

T/103/6312  303  Unit 18  Use customer service as a 
competitive tool 

A/103/6313  304  Unit 19  Organise the promotion of services or 
products to customers 

J/103/6282  211  Unit 22  Deliver customer services on your 
customers’ premises 

L/103/6283  212  Unit 23  Recognise diversity when delivering 
customer service 

F/103/6314  305  Unit 24  Deliver customer service using 
service partnerships 

Y/103/6318  306  Unit 25  Organise the delivery of reliable 
customer service 

K/103/6792  307  Unit 26  Improve the customer relationship 
D/103/6790  308  Unit 32  Monitor and solve customer service 

problems 
D/103/6319  309  Unit 33  Apply risk assessment to customer 

service 
Y/103/6321  310  Unit 34  Process customer service complaints 
H/103/6791  311  Unit 39  Work with others to improve 

customer service 
J/103/6329  312  Unit 40  Promote continuous improvement in 

customer service 
J/103/6332  313  Unit 41  Develop your own and others’ 

customer service skills 
M/103/6339  314  Unit 42  Lead a team to improve customer 

service 
R/103/6348  315  Unit 43  Gather, analyse and interpret 

customer feedback 
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10 About the standards  
 

Availability of standards 
This document is available in two ways: either as a free downloadable document from the City & 
Guilds website, www.cityandguilds.com, or as a ‘print on demand’ document from our Publications 
department, for which there is a fee. 
 
City & Guilds publications are available from 
 
Publication Sales 
City & Guilds 
1 Giltspur Street 
London 
EC1A 9DD 
T +44(0)20 7294 2850 
F +44(0)20 7294 2400 
 

Mapping of old standards to new 
This N/SVQ is based on new standards and replaces City & Guilds’ NVQs/SVQs in Customer Service 
Levels 2, 3 and 4 (scheme numbers 4507 and 4508). Centres should use the APEL assessment 
method to confirm transferability of any existing evidence to units in the new N/SVQ structure. 

301  Understand customer service to improve service delivery 

302  Know the rules to follow when developing customer service 

205  Make customer service personal 

206  Go the extra mile in customer service 

207  Deal with customers in writing or using ICT 

303  Use customer service as a competitive tool 

304  Organise the promotion of services or products to customers 

211  Deliver customer service on your customers' premises 

212  Recognise diversity when delivering customer service 

305  Deliver customer service using service partnerships 

306  Organise the delivery of reliable customer service 

307  Improve the customer relationship 

308  Monitor and solve customer service problems 

309  Apply risk assessment to customer service 

310  Process customer service complaints 

311  Work with others to improve customer service 

312  Promote continuous improvement in customer service 

313  Develop your own and others' customer service skills 

314  Lead a team to improve customer service 

315  Gather, analyse and interpret customer feedback 
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Unit 301 Understand customer service to improve 
service delivery 

 

Rationale 
This Unit sits within the Customer Service Theme of Customer Service Foundations.  This Theme 
covers the language and concepts of Customer Service as well as the organisational context and the 
external environment in which you have to work. 
 
What this unit is about  
Industries and organisations have developed a language and approach for Customer Service that is 
recognised and understood as the basic principles for service excellence.  It is essential for you to 
understand and apply this language and approach if you are to become a true Customer Service 
Professional. 
This unit is all about being able to understand and explain the principles of customer service and the 
way they can be applied in specific customer service situations.  The basic principles defined in this 
unit underpin all aspects of making customer service work and enable you to place professional 
customer practice in the context of your occupational sector and your own organisation. 
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Unit 301 Understand customer service to improve 
service delivery 

 

Customer Service standards 
When you understand customer service to improve service delivery you are able to: 

301.1 Use accepted customer service language and apply its principles 

301.1.1 explain how your organisation builds a service offer that will meet customer 
expectations 

301.1.2 describe how the service offer is affected by financial and other resource limitations 

301.1.3 describe what effects the service offer may have on the service chain 

301.1.4 give examples of how customers may form their expectations of the services or 
products 

301.1.5 explain the importance of effective teamwork and service partnerships for the 
delivery of excellent customer service 

301.1.6 give examples of the similarities and differences in planning customer service offers 
for the commercial, public sector and private sector not-for-profit organisations 

301.1.7 explain how customer service can provide added value to a public sector or private 
sector not-for profit organisation 

301.1.8 explain how customer service can provide a competitive advantage for a 
commercial organisation 

301.1.9 explain why your organisation must limit the level of customer service it gives in 
order to balance customer satisfaction with organisational goals 

301.1.10 explain how your behaviour and the behaviour of customers can influence 
the level of customer satisfaction achieved 

301.1.11 give positive examples of how you deal with different customer behaviours 
and personalities when managing problems and complaints 

301.1.12 explain the importance of effective communication in the delivery of 
excellent customer service 

301.1.13 give examples of how you ensure that communication with diverse groups 
of customers is effective and efficient 

301.1.14 explain the significance of continuous improvement within customer service 
and the way that change and the management of change are central to ongoing 
customer satisfaction 

301.2 Place customer service principles in context for your professional customer service 
role 

301.2.1 give examples of approaches different sectors may take to customer service 

301.2.2 explain your organisation’s policies and procedures for the delivery of services or 
products and why it is important to follow them 

301.2.3 give examples of the service offer of competitors of your organisation or explain 
how your organisation’s service offer is benchmarked if it is not in a competitive 
environment 

301.2.4 give examples of the essential features and benefits of your organisation’s services 
or products that influence customer service delivery and satisfaction 
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301.2.5 describe how your organisation balances its needs with customer expectations and 
needs 

301.2.6 explain the ethical and values base of your organisation’s approach to customer 
service. 

 
Knowledge and understanding 
The knowledge and understanding relating to this unit are contained in the Customer Service 
Standards above. 
 
Key words and phrases 

1 understand customer service language and concepts 

2 know customer service principles 

3 understand service offer 

4 understand service chain 

5 know meaning of added value 

6 know meaning of competitive advantage 

7 understand customer behaviour 

8 understand service partnerships 
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Unit 301 Understand customer service to improve 
service delivery 

Evidence requirements 

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 principles 
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 language and concepts required for working in the field of customer 
service at this level. 

6 Your knowledge of the customer service language and principles must be explained or 
described from the context of real work. 
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Unit 302 Know the rules to follow when developing 
customer service 

 

Rationale 
This Unit sits within the Customer Service Theme of Customer Service Foundations.  This Theme 
covers the language and concepts of Customer Service as well as the organisational context and the 
external environment in which you have to work. 
 
What this unit is about 
The job of a customer service professional is to develop and improve customer service.  However, 
this must be done within the framework of organisational procedures, regulation and legislation.  
Some of this framework applies only to your organisation, some applies to your industry sector and 
some is based on national regulation and legislation. 
This unit is about what needs to be taken into account to ensure that developments and 
improvements take place within the rules. 
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Unit 302 Know the rules to follow when developing 
customer service 

 

Customer Service standards 
When you know the rules to follow when developing customer service you are able to: 

302.1 Develop customer service following organisational rules and procedures 

302.1.1 describe organisational policies and procedures that you would need to take into 
account to propose improvements or developments to customer service 

302.1.2 describe how you would obtain authorisation to change customer service practices 

302.1.3 explain the limits of your own authority and who else in the organisation would need 
to be involved if additional authority is needed for improvements or developments 

302.1.4 explain how you would involve colleagues or service partners in the implementation 
of improvements or changes 

302.2 Develop customer service following external regulation and legislation 

302.2.1 explain relevant regulation and legislation relating to consumer protection 

302.2.2 describe relevant regulation and legislation relating to data protection 

302.2.3 explain relevant regulation and legislation relating to disability discrimination and 
equal opportunities 

302.2.4 explain relevant regulation and legislation relating to diversity and inclusion and 
discrimination for reasons other than disability 

302.2.5 explain relevant regulation and legislation relating to health and safety of customers 
and colleagues 

302.2.6 explain the need to balance the requirements of regulation with the needs and 
objectives of your organisation 

302.2.7 describe how you would incorporate relevant regulation and legislation when 
planning and implementing improvements and developments 
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Knowledge and understanding 
The knowledge and understanding relating to this unit are contained in the Customer Service 
Standards above. 
 
Key words and phrases 

1 advanced knowledge of customer service 

2 advanced understanding of customer service 

3 understanding of policies and procedures 

4 understand how improvements are made 

5 know how developments take place 

6 know how to negotiate 

7 know and understand regulations 

8 know and understand legislation 

9 know and understand discrimination 

10 know and understand health and safety 

11 know and understand diversity 
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Unit 302 Know the rules to follow when developing 
customer service 

Evidence requirements 

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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Unit 205 Make customer service personal 
 

Rationale 
This unit sits within the Customer Service Theme of Impression and Image.   This Theme covers the 
Customer Service behaviours and processes that have the most impact on the way your customer 
sees you and your organisation. 
 
What this unit is about 
Research has shown that customer satisfaction increases if your customer feels that they have been 
treated in a way that recognises their own personal needs.  When you are delivering customer 
service you often deal with a large number of customers who seem to be the same, but it is 
important to remember that each customer is an individual.  Anything you can do to make each 
customer feel that they have had your complete attention and have been dealt with personally 
increases their sense of satisfaction.  
This unit is all about how you can help your customers feel that they have experienced service that 
focuses on them as an individual.  When you work with a customer you need to give the impression 
that it is on a ‘one to one’ basis, that you care what happens to them and that you respect them as 
an individual. 
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Unit 205 Make customer service personal 
 

Customer Service standards 
When you make customer service personal you must consistently: 

205.1 Identify opportunities for making customer service personal 

205.1.1 identify which of your organisation’s systems or procedures allows you to add a 
personal touch to your service 

205.1.2 use the cues and information that your customer gives to develop the personal 
service 

205.1.3 let your customer know that you understand and that you are there to help 

205.1.4 identify opportunities to help or direct your customer outside of normal routines 
and procedures 

205.1.5 identify customers with particular needs who would especially appreciate personal 
service 

205.1.6 balance the time you take when giving individual attention to one customer with the 
needs and expectations of other customers 

205.1.7 make extra efforts to show how willing and able you are to give a more personal 
service 

205.2 Treat your customer as an individual 

205.2.1 greet and deal with your customer in a way that respects them as an individual 

205.2.2 focus your attention on the customer you are dealing with 

205.2.3 always communicate with your customer in a friendly and open way 

205.2.4 use your customer’s name where it is known and appropriate 

205.2.5 follow your organisation’s guidelines about giving your customer your own name 
and contact details 

205.2.6 concentrate on building a ‘one to one’ relationship with your customer by making 
them feel valued and respected 

 
Knowledge and understanding 
To be competent at making customer service personal you need to know and understand: 

a how use of your customer’s name makes service more personal 

b personality types and their receptiveness to personalised services 

c types of personal information about customers that should and should not be kept on 
record 

d of personal service that are most appreciated by customers with individual needs 

e body language and approaches to communication that are generally interpreted as open 

f your organisation’s guidelines on actions that are permissible outside of the normal routines 
and procedures 

g your own preferences and comfort levels relating to how you are willing and able to 
personalise service 
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Key words and phrases 

1 communicating 

2 feeling valued 

3 giving respect 

4 adding the personal touch 

5 working with customers with particular needs 

6 balancing time 

7 forming one-to-one relationships 
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Unit 205 Make customer service personal 
Evidence requirements 

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. 
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Unit 206 Go the extra mile in customer service 
 

Rationale 
This unit sits within the Customer Service Theme of Impression and Image.   This Theme covers the 
Customer Service behaviours and processes that have the most impact on the way your customer 
sees you and your organisation. 
 
What this unit is about 
When your customer feels that you have taken special care to give them good service and have 
done something more than they expect, they are likely to enjoy a better customer service 
experience.  Opportunities to add this extra value to your customer’s experience depend on you 
spotting what they will particularly appreciate.  Often you can offer this little extra when sorting out 
a difficulty or problem.   
Whatever special service you give when you “go the extra mile” must be within your own authority 
or with the authority of an appropriate colleague.  It must also take account of the organisation’s 
service offer and all the relevant procedures and regulations. 
As customers, we all enjoy and remember it when somebody has “gone the extra mile” to deliver 
special customer service. 
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Unit 206 Go the extra mile in customer service 
 

Customer Service standards 
When you go the extra mile in customer service you must consistently: 

206.1 Distinguish between routine service standards and going the extra mile 

206.1.1 explain the service offer clearly and concisely 

206.1.2 identify your customer’s expectations and needs 

206.1.3 match the service offer with your customer’s expectations and needs and identify 
the key differences 

206.1.4 identify options for other actions that will give added value customer service and 
might impress your customer 

206.1.5 choose actions that are most appropriate to impress your customer 

206.2 Check that your extra mile ideas are feasible 

206.2.1 match your ideas for added value customer service against your authority to see 
them through 

206.2.2 check that your ideas for added value customer service are possible within your 
organisation’s guidelines 

206.2.3 check that your ideas for added value customer service are possible within 
regulatory boundaries 

206.2.4 check that your ideas for added value customer service will not unreasonably affect 
the service to your other customers 

206.2.5 explain your ideas for added value service to a senior colleague or other appropriate 
authority if necessary 

206.3 Go the extra mile 

206.3.1 take the appropriate action to go the extra mile 

206.3.2 ensure that your customer is aware of the added value of your actions 

206.3.3 monitor the effects of your added value actions to ensure that the service given to 
your other customers is not affected unreasonably 

206.3.4 note and pass on positive feedback from your customer about your actions 

206.3.5 suggest that an extra mile action becomes routine if you have seen it work several 
times and it could be accommodated within the service offer 
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Knowledge and understanding 
To be competent at going the extra mile in customer service you need to know and understand: 

a your organisation’s service offer 

b how customers form expectations of the service they will receive 

c what types of service action most customers will see as adding value to the customer 
service they have already had 

d your organisation’s rules and procedures that determine your authority to go the extra mile 

e relevant legislation and regulation that impact on your freedom to go the extra mile 

f how your organisation receives customer service feedback on the types of customer 
experience that has impressed them 

g your organisation’s procedures for making changes in its service offer 

 
Key words and phrases 

1 the service offer 

2 explaining 

3 recognising needs and expectations 

4 adding value 

5 taking action 

6 checking action 

7 understanding own authority 

8 monitoring feedback 

9 passing on feedback 
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Unit 206 Go the extra mile in customer service 
Evidence requirements 

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. 
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Unit 207 Deal with customers in writing or using ICT 
 

Rationale 
This unit sits within the Customer Service Theme of Impression and Image.   This Theme covers the 
Customer Service behaviours and processes that have the most impact on the way your customer 
sees you and your organisation. 
 
What this unit is about 
Some customer service delivery involves communicating with your customer in a way that creates a 
permanent record either in writing or by using ICT.  This form of communication carries risks and 
implications that are less likely to apply to a conversation held with your customer face to face or on 
the telephone.   
This unit is all about how written or ICT communication can be made effective and can contribute to 
excellent customer service. 
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Unit 207 Deal with customers in writing or using ICT 
 

Customer Service standards 
When you are dealing with customers in writing or using ICT you must consistently: 

207.1 Use written or ICT communication effectively 

207.1.1 operate equipment used to communicate in writing or using ICT efficiently and 
effectively 

207.1.2 ensure that the period of time between exchanges in writing or using ICT represents 
excellent customer service 

207.1.3 use language that is clear and concise 

207.1.4 adapt your use of language to meet the individual needs of your customer 

207.1.5 ensure that the style and tone of your written or ICT communication follows your 
organisation’s guidelines and matches the service offer 

207.2 Plan and send an effective written or ICT communication 

207.2.1 anticipate your customer’s expectations taking account of any previous exchanges 
you may have had 

207.2.2 assemble all the information you need to construct the communication 

207.2.3 plan the objective of your communication 

207.2.4 format your communication following your organisation’s guidelines 

207.2.5 open the communication positively to establish a rapport with your customer 

207.2.6 ensure that your customer is aware of the purpose of the communication as early as 
possible 

207.2.7 summarise the key point of the communication and any actions that you or your 
customer will take as a result 

207.3 Handle incoming written or ICT communications effectively 

207.3.1 read your customer’s communication carefully to identify their precise reason for 
contacting you 

207.3.2 identify what they are seeking as the outcome of the contact 

207.3.3 identify all the options you have for responding to your customer and weigh up the 
benefits and drawbacks of each 

207.3.4 choose the option that is most likely to lead to customer satisfaction within the 
service offer 

207.3.5 summarise the outcome of the communication and any actions that you or your 
customer will take as a result 
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Knowledge and understanding 
To be competent at dealing with customers in writing or using ICT you need to know and 
understand: 

a the importance of using clear and concise language 

b the additional significance and potential risks involved in committing a communication to a 
permanent record format 

c the effects of style and tone on the reader of a written or ICT communication 

d the importance of adapting your language to meet the needs of customers who may find the 
communication hard to understand 

e your organisation’s guidelines and procedures relating to written communication and the 
use of ICT to communicate 

f how to operate equipment used for producing and sending written or ICT communications 

g the importance of keeping your customer informed if there is likely to be any delay in 
responding to a communication 

h the risks associated with the confidentiality of written or ICT communications 

 
Key words and phrases 

1 operating equipment 

2 managing time 

3 using clear and concise language 

4 recognising style and tone of language 

5 anticipate expectations 

6 establishing a rapport 

7 summarising key points 

8 identifying and choosing between options 

9 summarising outcomes 
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Unit 207 Deal with customers in writing or using ICT 
Evidence requirements 

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, e-mail, 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. 
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Unit 303 Use customer service as a competitive tool 
 

Rationale 
This unit sits within the Customer Service Theme of Impression and Image.   This Theme covers the 
Customer Service behaviours and processes that have the most impact on the way your customer 
sees you and your organisation. 
 
What this unit is about 
Customer service contributes to an organisation’s competitive position.  Customers of many 
organisations have some choice about the services or products they use and who supplies them.  
Often the technical features and cost of the service or product are almost identical.  If this is the 
case, the quality of the customer service offered makes all the difference about which supplier the 
customer chooses. 
This unit is all about how you can play your part in ensuring that your organisation makes the best 
possible use of the competitive advantage that can be gained from offering superior customer 
service.  It covers how you use customer service as a tool to compete effectively with other 
providers of similar services and products. 
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Unit 303 Use customer service as a competitive tool 
 

Customer Service standards 
When you are using customer service as a competitive tool you must consistently: 

303.1 Organise customer service to gain a competitive advantage 

303.1.1 develop your own and colleagues’ understanding of the services and products 
offered by your organisation 

303.1.2 analyse your organisation’s service offer and the ways in which it compares with 
those of your competitors 

303.1.3 set an example for colleagues and present an image to your customers that 
reinforces your organisation’s service offer 

303.1.4 encourage customer service actions that create and develop customer loyalty 

303.2 Deliver a competitive service 

303.2.1 take positive actions and encourage colleagues to take actions that provide 
individual customers with added value within your organisation’s service offer 

303.2.2 remind your customers about your service offer and the extra benefit it provides 
over those of your competitors 

303.2.3 offer additional technical advice to customers within your organisation’s service 
offer 

303.2.4 show awareness of the financial implications of any added value actions that you or 
your colleagues might offer 

303.2.5 meet customer service targets to ensure that your customers see the benefit of 
dealing with you rather than with a competitor 

303.2.6 re-direct customers to other service providers without offence when their 
expectations cannot be met by your organisation’s service offer 

303.2.7 ensure that customers who have shown a previous interest in repeat and additional 
services are reminded of this 

303.2.8 encourage colleagues to offer complementary services and products when 
customer satisfaction indicates that your customers would be interested in them 

 
Knowledge and understanding 
To be competent in using customer service as a competitive tool you need to know and understand: 

a the criteria and factors that lead to customers’ belief that they are enjoying value for money 

b the services and products offered by your organisation 

c the services and products offered by competitors 

d features and benefits of services and products that are seen by customers as added value 

e the purpose of adding non-chargeable items to the service offer in order to impress 
customers and develop customer loyalty 

f how to portray a positive image that reinforces your organisation’s competitive position 

g your organisation’s customer service targets and cost implications of added value actions to 
improve the organisation’s competitive position 

h complementary services and products that may be of interest to your customers 
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Key words and phrases 

1 analysing the service offer 

2 comparing with competitors 

3 non-chargeable items 

4 adding value 

5 understanding financial implications 

6 repeat service 

7 complementary services 

8 customer satisfaction 

9 customer loyalty 
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Unit 303 Use customer service as a competitive tool 
Evidence requirements 

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. 
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Unit 304 Organise the promotion of services or 
products to customers 

 

Rationale 
This unit sits within the Customer Service Theme of Impression and Image. This Theme covers the 
Customer Service behaviours and processes that have the most impact on the way your customer 
sees you and your organisation. 
 
What this unit is about 
This unit is about expanding and extending the relationship with your customers by persuading 
them to make use of additional services and products that you can offer. 
Your services or products will remain viable only if they are used sufficiently by customers. 
This Unit is about how you organise customer service to promote additional use of your services or 
products by communicating with customers and then delivering those services or products 
effectively. 
 It is also about monitoring your successes and failures and recognising the best way to approach 
your customer with additional services or products for the future. 
You need to show that you are promoting the services or products by encouraging more people to 
use them. 
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Unit 304 Organise the promotion of services or 
products to customers 

 

Customer Service standards 
When you organise and promote services or products to customers you must consistently: 

304.1 Offer additional services or products 

304.1.1 offer additional services or products to your customers 

304.1.2 identify the benefits of offering additional services or products for your customers 
and the organisation 

304.1.3 explain the features and benefits of additional services or products to your 
customers 

304.1.4 identify ways of encouraging customers to ask about additional services or products 

304.2 Organise support to promote use of additional services or products 

304.2.1 discuss with others ways of promoting additional services or products to your 
customers 

304.2.2 implement procedures to ensure that customers interested in additional services or 
products are dealt with promptly 

304.2.3 promote services or products which will suit your customers but which are supplied 
from outside your own area of the organisation 

304.2.4 help customers to access services or products which are supplied outside of your 
own area of the organisation 

304.3 Monitor the promotion of additional services or products 

304.3.1 devise methods to inform customers about additional services or products 

304.3.2 use different methods to inform customers about additional services and products 
and record successes and failures against each method 

304.3.3 use your record of successes and failures to identify the best approach for offering 
additional services or products 

304.3.4 share information with others regarding the best approach to take when offering 
additional services or products to your customers 

 
Knowledge and understanding 
To be competent at organising and promoting services or products to customers you need to know 
and understand: 

a your organisation’s procedures and systems for encouraging the use of additional services 
or products 

b how the use of additional services or products will benefit your customers 

c the main factors that influence customers to use your services or products 

d how to introduce additional services or products to your customers outlining their benefits, 
overcoming reservations and agreeing to provide the additional services or products 

e how to give appropriate, balanced information to your customers about services or 
products 
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Key words and phrases 

1 additional products 

2 additional services 

3 promoting 

4 planning 

5 organising 

6 monitoring 
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Unit 304 Organise the promotion of services or 
products to customers 

Evidence requirements 

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. 

 

Level 3 N/SVQ in Customer Services 43 



 

Unit 211 Deliver customer service on your customers' 
premises 

 

Rationale 
This unit sits within the Customer Service Theme of Delivery.   This Theme covers Customer Service 
behaviours and processes that have most effect on the customer experience during Customer 
Service delivery. 
 
What this unit is about 
Many organisations deliver a service to their customers on the customer’s own premises.  This 
requires sensitive handling as people are particularly protective about their own personal space.  In 
this situation there is always the potential to detract from excellent customer service by using 
inappropriate language or behaviour or even by causing accidental damage to your customer’s 
property. 
This unit is all about the process of providing a service on customer premises whist ensuring that 
your customer both enjoys the customer service experience and has confidence that the work you 
have carried out has been completed successfully. 
This unit also applies when you are delivering service to an internal customer in their own work 
area. 
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Unit 211 Deliver customer service on your customers' 
premises 

 

Customer Service standards 
When you deliver customer service on your customer’s premises you must consistently: 

211.1 Establish a rapport with your customer 

211.1.1 prepare for a visit to your customer’s premises and ensure they know when and 
why you will be there 

211.1.2 identify yourself to your customer showing official identification whenever possible 

211.1.3 show a positive and friendly approach to the service you are about to give 

211.1.4 use appropriate language and behaviour and show your customer respect at all 
times 

211.1.5 explain to your customer exactly what you are going to do and approximately how 
long you expect the to take 

211.1.6 listen to any concerns that your customer may have and acknowledge them 

211.1.7 keep your customer informed of progress and about any cause for delay that might 
take place 

211.1.8 keep your customer informed of any variation to the work that could involve 
additional time or cost 

211.1.9 consult your customer when you will have to do work that they had not expected 

211.2 Balance customer service with your own skills and expertise 

211.2.1 show respect to your customer’s premises and possessions by treating them with 
care 

211.2.2 consider the customer service implications of each action and, when appropriate, 
inform your customer of what will be involved 

211.2.3 take the time to give your customer confidence in your knowledge and skills 

211.2.4 inform your customer when you have finished and reinforce how the work has been 
handled professionally 

211.2.5 check that your customer is satisfied with the work and listen carefully to any 
feedback 

211.2.6 inform your customer of  timescales if any follow up work is involved 

211.2.7 ensure that timescales for follow up work are kept 

211.2.8 keep your customer informed if timescales for follow up work are not going to be 
met 

211.2.9 explain clearly to your customer why you cannot do work that is not specified in the 
service offer 

211.2.10 ensure that your customer has the appropriate details to contact your 
organisation if they need to 
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Knowledge and understanding 
To be competent at delivering customer service on the customer’s premises you must know and 
understand: 

a the importance of sensitivity to people’s feelings about their own premises and possessions 

b the regulatory and legal restrictions on what you can and cannot do in all aspects of your 
work 

c the insurance implications of working on your customer’s premises 

d the organisational procedures you would take if any accidental damage is incurred by you on 
your customer’s premises 

 
Key words and phrases 

1 customer’s premises 

2 language 

3 behaviour 

4 keep customer informed 

5 give explanations 

6 consult with customer 

7 inform customer 

8 work professionally 
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Unit 211 Deliver customer service on your customers' 
premises 

Evidence requirements 

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. 
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Unit 212 Recognise diversity when delivering customer 
service 

 

Rationale 
This unit sits within the Customer Service Theme of Delivery.   This Theme covers Customer Service 
behaviours and processes that have most effect on the customer experience during Customer 
Service delivery. 
 
What this unit is about 
Many customer service situations involve dealing with diverse groups of people inclusively and with 
respect.  Responses to diversity can lead to discrimination that might or might not be deliberate.  
Discrimination can result from simply not knowing the beliefs and preferences of different groups or 
may result from assumptions that are drawn from stereotypes rather than from solid evidence 
obtained from your customer. 
This unit is all about how you establish your customer’s expectations and needs in a way that takes 
full account of them as an individual.  The unit also covers the way you provide customer service to 
diverse groups of customers each of which has common likes and dislikes. 
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Appendix 2 Key/Core Skills mapping 
 
 
 
Introduction 
This document with its Key and Core Skills Signposting Grid is designed to provide the link between 
the Customer Service National Occupational Standards and S/NVQ Levels 2 and 3 with the relevant 
Key Skills units as required in the Customer Service Apprenticeships in England, Wales and Northern 
Ireland and Scotland.   
The primary aim of the signposting is to provide SQA and QCA with the evidence they require that 
an appropriate level of match has been achieved between the Customer Service Standards and 
S/NVQs at Levels 2 and 3 and the appropriate Key or 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 Key or Core Skills 
evidence when gathering evidence for the Customer Service S/NVQs 

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

 
Therefore, although all the signposting grids are designed to meet the approval requirements of 
SQA and QCA, they will also provide the basis for practitioner assistance. 
 
Methodology and signposting issues 

SQA and QCA guidance on signposting states that signposting should indicate clear areas in which 
acceptable evidence for the main S/NVQ would automatically provide identifiable Key or Core Skills 
evidence.  In the case of technically specific S/NVQs such links are relatively easy to draw because of 
the extent to which technical standards link with specific job roles. 
 
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 National 
Occupational Standards and Key or Core Skills, decisions taken will depend on the job situation.   
 
Signposting of the link between the National Occupational Standards and the Key and Core Skills has 
therefore been indicated on a scale of three levels of probability: 
 

• a red link indicates that there is unlikely to be an opportunity to draw Key or Core Skills evidence 
from the Customer Service evidence 

• an amber link indicates that there may be an opportunity to draw Key or Core Skills evidence 
from the Customer Service evidence and this possibility will be determined primarily by the job 
role of the candidate 

• a green link indicates that there is a strong probability that Key or 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 Key or Core Skills evidence.   
 
In addition to specific job roles, opportunities will vary according to: 

• the approach and culture of an individual organization 

• the approach and culture of an economic sector 

• the extent to which Customer Service systems make use of technology for effective delivery. 
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Appendix 2 Key/Core Skills mapping  

This signposting has been constructed at a unit by unit level to reinforce the holistic approach to 
gathering evidence in customer service. 
 
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 Key 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 Key or Core Skills evidence among the Customer Service evidence 

• where a unit to unit block is predominantly amber the probability of finding Key or Skills 
evidence among the Customer Service evidence will depend on the three factors: 
o the candidate’s job role 
o the level of technology used in Customer Service delivery 
o the organisational and sector cultures. 
 

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 Key and 
Core Skills. 
 
These particular Key and Core Skills have been chosen as they reflect the Key and Core Skills 
currently in use in the Customer Service Apprenticeship Frameworks. 
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Appendix 2 Key/Core Skills mapping  

N N N C C C C
2.1 2.2 2.3 2.1a 2.1b 2.2 2.3

Y Y Y G G G Y
Y R R G G G Y

Y Y Y G Y G Y
Y Y Y G Y G Y
Y Y Y Y R G G
Y Y Y G G G G
Y Y Y G G G G

Y Y Y Y R Y Y
R R R G Y G Y
Y Y Y G G G G

25  Organise the delivery of reliable customer service Y Y Y G G G G
Y Y Y G Y G Y

Y Y Y G Y G Y
G G G Y Y G Y
G G G G Y G Y

R R R G G G Y
Y Y Y G G G Y
R R R G G G Y
Y Y Y G G G Y
G G G G G G G

KEY SKILLS STATEMENTS

UNIT TITLES
MANDATORY FOUNDATION UNITS
7    Understand customer service to improve service delivery
8    Know the rules to follow when developing customer service
THEME:  IMPRESSION AND IMAGE
13  Make customer service personal
14  Go the extra mile in customer service

24  Deliver customer service using service partnerships

26  Improve the customer relationship
THEME:  HANDLING PROBLEMS

15  Deal with customers in writing or using ICT
18  Use customer service as a competitive tool

THEME:  DELIVERY

23  Recognise diversity when delivering customer service

19  Organise the promotion of services or products to customers

22  Deliver customer service on your customers' premises

32  Monitor and solve customer service problems
33  Apply risk assessment to customer service 
34  Process customer service complaints
THEME:  DEVELOPMENT AND IMPROVEMENT

42  Lead a team to improve customer service
43  Gather, analyse and interpret customer feedback

39  Work with others to improve customer service
40  Promote continuous improvement
41  Develop your own and others' customer service skills
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CUSTOMER SERVICE NVQ 
LEVEL 3

signposted to
KEY SKILLS LEVEL 2

G

Y

R

WILL PROBABLY provide dual assessment opportunities

MAY provide dual assessment opportunities

IS UNLIKELY TO provide dual assessment opportunities



 

Appendix 2 Key/Core Skills mapping 

N N N IT IT IT
2.1 2.2 2.3 2.1 2.2 2.3

Y G R Y R G
Y G R Y R Y

Y Y R Y R Y
Y Y R Y R Y
R Y R G G G
Y Y R Y R Y
Y G Y Y Y G

R Y R Y R Y
R R R Y R Y
Y G R Y R G

25  Organise the delivery of reliable customer service Y G R Y G G
Y G Y Y Y G

Y Y Y Y R G
Y Y Y Y R Y
Y Y R Y R Y

Y Y R R R Y
G G G Y Y G
Y Y R Y R Y
Y Y R Y R Y
G G G G Y G

40  Promote continuous improvement
41  Develop your own and others' customer service skills
42  Lead a team to improve customer service
43  Gather, analyse and interpret customer feedback

33  Apply risk assessment to customer service 
34  Process customer service complaints

39  Work with others to improve customer service

24  Deliver customer service using service partnerships

26  Improve the customer relationship

23  Recognise diversity when delivering customer service

32  Monitor and solve customer service problems

CORE SKILLS TASKS

UNIT TITLES

7    Understand customer service to improve service delivery
8    Know the rules to follow when developing customer service

MANDATORY FOUNDATION UNITS

THEME:  IMPRESSION AND IMAGE

THEME:  DELIVERY

THEME:  HANDLING PROBLEMS

THEME:  DEVELOPMENT AND IMPROVEMENT

13  Make customer service personal
14  Go the extra mile in customer service
15  Deal with customers in writing or using ICT
18  Use customer service as a competitive tool
19  Organise the promotion of services or products to customers

22  Deliver customer service on your customers' premises
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CUSTOMER SERVICE SVQ 
LEVEL 3

signposted to
CORE SKILLS INTERMEDIATE 2

G

Y

R

WILL PROBABLY provide dual assessment opportunities

MAY provide dual assessment opportunities

IS UNLIKELY TO provide dual assessment opportunities
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Appendix 3 Customer Service themes 
 

See the following page for a colour coded/pattern coded list of the units available at each level and 
in each theme. 
 



 

 

Level 2   Level 3  Level 4 
Seven units must be completed to gain  the 
full qualification 

 Eight units must be completed to gain  the 
full qualification, the maximum number of 
level 2 imports = 3 

 Nine units must be completed to gain  the 
full qualification 

Foundations  Foundations  Foundations 

101  Prepare yourself to deliver good 
customer service 

 301  Understand customer service to 
improve service delivery 

 301  Understand customer service to 
improve service delivery 

105  Provide customer service within 
the rules 

 302  Know the rules to follow when 
developing customer service 

 302  Know the rules to follow when 
developing customer service 

Impression and image  Impression and image  Impression and image 

201  Give customers a positive 
impression of yourself and your 
organisation 

 205  Make customer service personal  
303 

 
Use customer service as a 
competitive tool 

202  Promote additional services or 
products to customers 

 206  Go the extra mile in customer 
service 

 
401 

 
Champion customer service 

203  Process customer service 
information 

 207  Deal with customers in writing or 
using ICT 

    

204  Live up to the customer service 
promise 

 303  Use customer service as a 
competitive tool 

    

205  Make customer service personal  304  Organise the promotion of services 
or products to customers 

    

206  Go the extra mile in customer 
service 

        

207  Deal with customers in writing or 
using ICT 

        

208  Deal with customers face to face         

209  Deal with customers by telephone         

Delivery  Delivery  Delivery 

210  Deliver reliable customer service  
211 

 Deliver customer service on your 
customers’ premises 

 
402 

 Maintain and develop a healthy and 
safe customer service environment 

211  Deliver customer service on your 
customers’ premises 

 
212 

 Recognise diversity when delivering 
customer service 

 
403 

 Plan, organise and control customer 
service operations 

212  Recognise diversity when 
delivering customer service 

 
305 

 Deliver customer service using 
service partnerships 

 
404 

 Evaluate the quality of customer 
service 

    
306 

 Organise the delivery of reliable 
customer service  

 
405 

 Build and maintain effective 
customer relations 

    307  Improve the customer relationship     

Handling Problems  Handling Problems  Handling Problems 

106  Recognise and deal with customer 
queries, requests and problems 

 
308 

 Monitor and solve customer service 
problems 

 
309 

 Apply risk assessment to customer 
service 

213  Resolve customer service problems  
309 

 Apply risk assessment to customer 
service 

 
406 

 Handle referred customer 
complaints 

    
310 

 Process customer service 
complaints 

    

Development and Improvement  Development and Improvement  Development and Improvement 

214  Develop customer relationships  
311 

 Work with others to improve 
Customer Service 

 
314 

 Lead a team to improve Customer 
Service 

215  Support customer service 
improvements 

 
312 

 Promote continuous improvement 
in customer service 

 
407 

 Implement quality improvements to 
customer service 

216  Develop personal performance 
through delivering customer 
service 

 
313 

 
Develop your own and others’ 
customer service skills 

 
408 

 
Plan and organise the development 
of customer service staff 

    
314 

 Lead a team to improve Customer 
Service 

 
409 

 Develop a customer service strategy 
for an area 

    
315 

 Gather, analyse and interpret 
customer feedback 

 
410 

 Work as a member of a team to 
deliver seamless customer service 

        
411 

 Manage a customer service award 
programme 

  Foundations    Impression and image    Delivery 

           

  Problem handling    Development and Improvement 
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