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Introduction  

 
 

About EDI  
 
EDI is one of the largest awarders of accredited vocational qualifications in the UK and has 
been involved in providing qualifications for employment for over 100 years.  We work with over 
1400 centres and we award over 140,000 vocational qualification certificates every year.  Our 
vocational qualifications are developed in collaboration with industry and are used by students 
and employers as a benchmark for practical skills and quality.  They include QCF 
Qualifications, National Vocational Qualifications (NVQs), Scottish Vocational Qualifications 
(SVQs), Vocationally Related Qualifications (VRQs), Technical Certificates, Apprenticeships 
and Skills for Life qualifications. 
 
EDI qualifications are accredited on the Qualifications and Credit Framework and are eligible 
for government funding. EDI offers unrivalled centre support, through online administration, 
resources and customer care. 
 
In addition, EDI provides a wide range of services for training providers, colleges, employers 
and schools including customised assessments, bespoke training programmes, innovative 
interactive online assessments mapped to the national curriculum, an electronic portfolio 
system, access to high volume printing and broadband facilities.  For more details, please visit 
the EDI website: www.ediplc.com. 
 
 

The Support Pack  
 
This support pack has been developed to provide additional guidance for training providers, 
assessors and verifiers who will be helping candidates to achieve the EDI Level 2 NVQ 
Certificate in Customer Service. 
 
It has two purposes: 
 
Á To provide, in one place, all of the additional information that may be needed to prepare 

for, and then support the successful delivery of these qualifications; 

Á To provide a resource that can be updated easily and quickly when it becomes 
necessary, and made available to all users. 

 
This support pack has a version number and date on the front cover.  An up to date copy of this 
support pack is always downloadable from our website www.ediplc.com in pdf format. 
 
If this pack is updated we will let you know in EDI Qualifications Update ï our monthly 
newsletter to approved centres.  This is available to download from our website 
www.ediplc.com.  If you would like to receive an electronic copy of the EDI Qualifications 
Update each month, please contact our Enquiries team on enquiries@ediplc.com. 
 
Please note that throughout this support pack, the term ólearnerô is used to refer to the person 
seeking to gain the qualification. 
 
 
 

http://www.ediplc.com/
http://www.ediplc.com/
http://www.ediplc.com/
mailto:enquiries@ediplc.com
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What is the QCF?  

 
 

What is the QCF?  
 
The Qualifications and Credit Framework (QCF) is a unitised qualification framework 
underpinned by a system of credit accumulation and transfer.  Every unit on the framework will 
have a level and a credit value which is based on the notional learning hours for that specific 
unit (for further information see the section: What is credit?).  The QCF is designed to allow 
learners to achieve credit for individual units or qualifications, providing learners with the 
opportunity to accumulate credit at their own pace and use it to claim for a qualification when 
they are ready. 
 
 

Qualifications within the QCF  
 
There are three sizes of qualifications in the QCF: 
 
Á Awards  (1-12 credits) 
Á Certificates  (13-36 credits) 
Á Diplomas  (37 credits or more) 
 
It is possible to have all three of these qualifications at each level, for example, Level 1 Award, 
Certificate or Diploma in Business Skills.  This is because the classification of the qualification 
as an Award, Certificate or Diploma refers to the size of the qualification, not the level of 
difficulty. 
 
Each qualification title will contain the level  of qualification (eg Entry 2), the size  
(award/certificate/diploma) and details indicating the content of qualification.  For example: 
 
Á EDI level 2 Award in Business Skills  
Á EDI level 1 Certificate in IT Users (ITQ)  
 
 

What is credit?  
 
Every unit and qualification on the QCF has been given a credit value, which denotes the 
number of credits that will be awarded to each candidate who successfully completes the unit 
or qualification. 
 
Á 1 credit represents 10 notional learning hours 
 
Notional learning hours represent the amount of time a learner is expected to take, on average, 
to complete the learning outcomes of the unit to the standard required within the assessment 
criteria.  It is important to note that notional learning hours are not  the same as guided learning 
hours (GLH). GLH represent the hours during which a tutor or trainer is present and 
contributing to the learning process.  Notional learning hours represent the hours which are 
needed to successfully cover all the learning required to achieve the unit, either guided or 
independently.
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Rules of c ombination  
 
Every qualification on the QCF is structured through rules of combination.  Rules of 
combination are important because they define the number of credits which need to be 
achieved and where these credits must come from in order for a learner to achieve the 
qualification.  Rules of combination also state what the potential is for learners to transfer 
credits between qualifications and awarding bodies. 
 
The rules of combination for the EDI Level 2 NVQ Certificate in Customer Service are included 
later in this pack. 
 
 

Personal Learner Record and Unique Learner Numb er 
 
Units and qualifications achieved will be logged online within the learnerôs Personal Learner 
Record (PLR). In order to enable their achievement to be recorded, each learner will be 
provided with a ten digit Unique Learner Number (ULN). Learners will have access to their PLR 
and will also be able to give access to training providers and/or employers to enable them to 
view their records as evidence of achievement.  

If you would like further information regarding the QCF IT system, including the Unique Learner 
Number, Personal Learning Record and Learning Provider Register please contact the 
Learning Records Service, either through their website: www.learningrecordsservice.org.uk or 
email: lrssupport@learningrecordsservice.org.uk. 
 

http://www.learningrecordsservice.org.uk/
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Customer Service Statement  

 
 
EDI is committed to the highest possible level of customer service.  The following customer 
service statement aims to provide a summary of the service levels that we offer to our centres 
and candidates. 
 
All requests for information will be responded to within 3 working days of receipt.  Verbal 
enquiries are usually dealt with by EDIôs Enquiries or Centre Support Teams immediately.  
Complaints are responded to within 3 working days. 
 
Our Enquiries or Centre Support teams can be contacted between the hours of 0830 and 1700 
Monday to Friday by using the contact details below or outside those hours by leaving a 
message on our voicemail service.  All messages will be returned the next working day.  
 
 

Enquiries team (g enera l enquiries)  
 
Telephone helpline: 08707 202 909 
Fax: 02476 516559 
Email: enquiries@ediplc.com 
 
Our Enquiries team will be happy to assist you with any general enquiries that you may have. 
For example: 
 
Á information relating to new or existing products and services, including launch dates, 

award content and links with existing products; 

Á enquiries regarding qualification structures and content; 

Á pricing enquiries including price lists requests; 

Á support on the use of EDIôs websites, eg www.ediplc.com ; 

Á international customer service queries; 

Á general information requests including, address, fax number etc; 

Á initial enquires from new centres interested in working with EDI; 

Á maintaining accurate contact details for centres.

mailto:enquiries@ediplc.com


 

5 

Centre support team (Campus and administration e nquiries)  
 
Telephone helpline: 08700 818 008 
Fax: 02476 516566 
Email: centresupport@ediplc.com 
 
Our Centre Support team will be happy to assist with any administration related enquiries you 
may have.  For example: 
 
Á enquiries relating to EDI Centre Approval 

Á centre induction and training 

Á Campus user guidance 

Á queries relating to Quality Advisors 

Á Campus technical support, including IT support for online and offline examinations 

Á the progress of an order or a query relating to a candidate registration 

Á the progress of results, issues with claims including manual claims and certification 
queries 

Á invoice queries 
 
EDI logs and monitors response times to all queries to Customer Services in order to achieve 
ongoing customer service standard improvements. 
 
EDI can also be contacted by post: 
 
EDI 
International House 
Siskin Parkway East 
Middlemarch Business Park 
Coventry 
CV3 4PE 
UK  
 
 

mailto:centresupport@ediplc.com
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QCF service level a greements  
 
Centre a pproval  
 
Á Applications for approval to offer QCF with EDI for the first time will be processed within 

40 days of receipt. 

Á Request to offer additional QCF from existing EDI Centres will be processed within 2 
weeks of receipt. 

 
Registration  materials  
 
Á Orders will be despatched within 5 working days of processing. 
 
Candidate e nrolments  
 
Á Candidates will be enrolled and a candidate number allocated within 5 working days of 

receipt.  Enrolments using Campus will be processed immediately. 
 
Certif icates  
 
Á All certificate claims will be processed and despatched within 5 working days; we aim to 

process all certificates within 2 working days.  For centres with direct claims status using 
Campus, certificates will be despatched within one working day. 

 
Queries  
 
Á All requests for information will be responded to within 3 working days of receipt.  Verbal 

enquiries are usually dealt with by the Centre Support and Enquiries team immediately. 
 
Centre approval and quality assurance  
 
EDI offers detailed information and guidance on the following areas of the EDI QCF Centre 
approval process: 
 
Á the terms and conditions of approved centre status (Form CAUK) 
Á how applications for approval are processed (Form CAUK) 
 
EDI also encourages all Centres to develop customer service standards in order to build a high 
level of customer service into the qualification process. 
 
Fees 
 
Fees for candidate registration, certification (including unit certification), centre approval and 
additional verification visits are available in the EDI Price List. 
 
Complaints and appeals p rocedures  
 
Details relating to all aspects of complaints and appeals for centres, including circumstances 
under which a centre or learner is entitled to appeal can be found within this support pack or by 
contacting our Enquiries Team on 08707 202 909. 
 
Every EDI candidate pack includes details of the complaints and appeals procedure. 
 
All complaints will be responded to within 3 working days. 
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Equal opportunities policy  
 
EDI operates an equal opportunities policy, further details of which can be found on our website 
www.ediplc.com. 
 
Further general information about Qualifications offered by EDI can be obtained by contacting 
our Enquiries team on 08707 202 909 or by emailing enquiries@ediplc.com. 
 

http://www.ediplc.com/
mailto:enquiries@ediplc.com


 

8 

 
 
This section of the support pack details the range of administrative procedures that will need to 
be in place in order for you to deliver these qualifications. 
 
It includes: 
 
Á centre approval; 

Á the specification; 

Á learner registration; 

Á Campus; 

Á ongoing quality assurance. 
 
 

Centre approval  
 
In order to offer these qualifications, you must be approved by EDI.  Centre approval is based 
upon the training providerôs ability to show that the necessary resources and management 
systems are in place to maintain standards of delivery and quality. 
 
Centre approval is based upon completion of Form CAUK, which is a formal statement from the 
provider confirming what will be provided. This form can be found on our website or requested 
from our enquiries team. 
 
 

Approval v isit  
 
When you send Form CAUK to us, this is normally followed by an approval visit carried out by a 
Quality Advisor (previously known as External Verifier).  The purpose of this visit is to verify the 
statements made on Form CAUK and to provide guidance and support to all those who will be 
responsible for delivering these qualifications.

Administrative Procedures  
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The Specification  
 
After a centre has been approved, the first stage in the procedure for registering learners with 
EDI is to purchase a credit for the qualification or unit.  This can be done by using Campus, 
EDIôs online administration system. 
 
Please contact our Centre Support team on 08700 818 008 for further information on EDIôs 
Campus system. 
 
The Specification is individual to each learner and includes everything that is needed for the 
individual to complete all of the requirements for the unit or qualification. 
 
The Specification includes: 
 
Á guidance for the learner; 

Á the standards; 

Á evidence matrices, to be completed by the learner and the assessor as part of the 
learnerôs portfolio; 

Á learner and assessor statements forms, for each claim, to be signed off by the Quality 
Advisor before they are sent to EDI. 

 
 

Learner registration  
 
The next stage is to register the learners by name using Campus, EDIôs online administration 
system. 
 
 

Campus  
 
EDIôs online examination and QCF administration and management system, Campus, is 
available to EDI approved centres.  Campus is an integrated solution providing everything from 
candidate registration through to exam paper production (or online assessment) and result and 
certification release. 
 
Campus can be accessed by using the following link: http://Campus.ediplc.com or through the 
login section on www.ediplc.com. 
 
Campus guidance documents can be found on the website or they can be obtained by 
contacting EDIôs Centre Support team on 08700 818 008. 
 
 

Ongoing quality a ssu rance  
 
EDI maintains the quality of delivery and assessment of these qualifications through a system 
of ongoing monitoring visits undertaken by a suitably qualified consultant. 
 
To ensure consistency, all Consultants are trained by EDI to undertake these visits, which are 
focused on completion of Form CAUK.  These visits will also be used by the Consultant to 
provide updated information to you about the delivery of these qualifications, for example, 
interpretation of standards or the assessment strategy.

http://campus.ediplc.com/
http://www.ediplc.com/
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Assessment  

 
 
Assessment for these qualifications takes the form of: 
 
Á Ongoing review of candidate performance by the assessor and internal verifier. 
 
This section of the Support Pack covers: 
 
Á the assessment strategy for the qualifications; 

Á the evidence matrix; 

Á claims to competence; 

Á the appeals procedure for candidates. 
 
 

How are the qualifications assessed?  
 
Assessment is the process used to judge a candidateôs competence against set standards. 
 
These qualifications are assessed in the same manner as the N/SVQs. 
 
The assessor is usually the person who is responsible for providing training to the candidate 
and who has the greatest number of opportunities to observe the candidateôs performance.  
The assessor may be a work place supervisor. 
 
Assessors must be trained and qualified or working towards a qualification relevant to the 
assessor role. 
 
Assessors base their judgement on a candidateôs performance and decide how it compares to 
the national standard.  The assessor will also ask the candidate questions based on the 
knowledge required to do the work to ascertain the candidates understanding of the job role. 
 
When the required units have been completed and the assessor is satisfied that the candidate 
has met the national standard, a recommendation for a certificate will be made. 
 
An Internal Verifier is responsible for the quality assurance of the qualifications within the 
training organisation, for example the assessor's line manager.  The Internal Verifier provides 
advice and support to the assessors and ensures that the assessors apply the standards 
consistently and fairly.  The Internal Verifier will see the candidate's portfolio of evidence during 
the assessment process. 
 
A Quality Advisor, who is appointed by EDI, will verify the assessment and internal verification 
decisions involved in the development of the candidate's portfolio.  The Quality Advisor will 
quality assure the qualification process which ensures that certification of the qualification is 
reliable, consistent and to the national standard, by checking the consistency of assessments 
made by the training provider, and across training providers.  They also make visits to ensure 
training providers continue to meet the approval criteria.
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Assessment  Strategy  

 
 
1.   External Quality Control  
 
1a   Monitoring Centre Performance  
 
Awarding Organisations/Bodies should: 
 

Á carry out thorough risk assessments of organisations applying to become Approved 
Centres for the Customer Service Level 1, 2, 3 and 4 S/NVQs 

Á apply quality control management measures appropriate to assess each centreôs 
risk. 

 

1b External Verification  
 
Awarding Organisations/Bodies will appoint External Verifiers and will monitor all External 
Verifier practices. 
 
In particular the AO/B will: 
 

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

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

Á 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 

Á 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: 
 

Á 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; 

Á experience and working knowledge of the operational and assessment processes 
of the Customer Service S/NVQ at the Level the EV is working at ; 

Á relevant and credible customer service experience across the level and breadth of 
the National Occupational Standards and S/NVQs at the Level the EV is working at; 

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

Á high levels of communication and interpersonal skills. 
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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 ï 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: 
 

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

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

Á hold briefings for External Verifiers about the revised Customer Service Standards 
and S/NVQs;  

Á encourage EVs to take part in CfA events regarding the Customer Service 
Standards and S/NVQs whenever this is felt appropriate; 

 

3. Simulation and Realistic Workplace P erformanc e 

 
Wherever possible, assessment of the Customer Service National S/NVQ 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 S/NVQ Units only:  
 

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

Á 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 S/NVQ 
 
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). 
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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 and NVQs, 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: 

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

Á prepare, validate and review the assessment/verification roles 

Á 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 

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

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

The Awarding Organisation/Body must: 

Á offer this model to employers only 

Á inform the CfA of employers who are using this model  

Á 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
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The Assessor, IV and EV 
working at Level 1 must have:      

This can be evidenc ed 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   P 

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

P P P 

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 

 P P 

explaining the differences between the 4 UK 
Countries 

P P P 

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 

  P 

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

P P P 

reading Customer Service publications and 
articles 

P P P 

regularly looking at the CfA Website for new 
developments 

P P P 

keeping up to date with media news regarding 
Customer Service  

P P P 

joining the CfA P P P 

4. 

Experience and working 
knowledge of the operational, 
assessment and verification 
processes specifically for 
Customer Service S/NVQ Level 
1 

having a successful track record of assessing 
or verifying the current Standards across a 
variety of organisations 

P P P 

achieving or be working towards the Level 2, 3 
or 4 Customer Service S/NVQ 

P P P 

5. 

Sufficient, relevant and credible 
Customer Service experience 
across the level and breadth of 
the Standards and S/NVQs at 
Level 1 

gathering feedback from a variety of employers 
and centres 

P P P 

curriculum vitae and references/testimonies P P P 

APPENDIX A 
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The As sessor, IV and EV working 
at Level 1 must have:      

This can be evidenced by:  A IV EV 

6. 
 

Appropriate A and V Units 
according to their role ï 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 

P P P 

7. 
Demonstrated high levels of 
communication and interpersonal 
skills 

gathering feedback from candidates, employers 
or peers 

P P P 
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APPENDIX B 

 

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   P 

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

P P P 

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 

 P P 

explaining the differences between the 4 UK 
Countries 

P P P 

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 

  P 

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

P P P 

reading Customer Service publications and 
articles 

P P P 

regularly looking at the CfA Website for new 
developments 

P P P 

keeping up to date with media news regarding 
Customer Service  

P P P 

joining the CfA P P P 

4. 

Experience and working 
knowledge of the operational, 
assessment and verification 
processes specifically for 
Customer Service S/NVQ Level 
2 

having a successful track record of assessing 
or verifying the current Standards across a 
variety of organisations 

P P P 

achieving or be working towards the Level 2, 3 
or 4 Customer Service S/NVQ 

P P P 

5. 

Sufficient, relevant and credible 
Customer Service experience 
across the level and breadth of 
the Standards and S/NVQs at 
Level 2 

gathering feedback from a variety of employers 
and centres 

P P P 

curriculum vitae and references/testimonies P P P 
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The Assessor, IV and EV 
working at Level 2 must have:      

This can be evidenced by:  A IV EV 

6. 

Appropriate A and V Units 
according to their role ï 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 

P P P 

7. 
Demonstrated high levels of 
communication and 
interpersonal skills 

gathering feedback from candidates, employers 
or peers 

P P P 
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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   P 

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

P P P 

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 

 P P 

explaining the differences between the 4 UK 
Countries 

P P P 

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 

  P 

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

P P P 

reading Customer Service publications and 
articles 

P P P 

regularly looking at the CfA Website for new 
developments 

P P P 

keeping up to date with media news regarding 
Customer Service  

P P P 

joining the CfA P P P 

4. 

Experience and working knowledge 
of the operational, assessment and 
verification processes specifically 
for Customer Service S/NVQ Level 
3 

having a successful track record of assessing 
or verifying the current Standards across a 
variety of organisations 

P P P 

achieving or be working towards the Level 2, 3 
or 4 Customer Service S/NVQ 

P P P 

5. 

Sufficient, relevant and credible 
Customer Service experience 
across the level and breadth of the 
Standards and S/NVQs at Level 3 

gathering feedback from a variety of employers 
and centres 

P P P 

curriculum vitae and references/testimonies P P P 

6. 

Appropriate A and V Units 
according to their role ï 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 

P P P 

7. 
Demonstrated high levels of 
communication and interpersonal 
skills 

gathering feedback from candidates, 
employers or peers 

P P P 

APPENDIX C 
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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   P 

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

P P P 

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 

 P P 

explaining the differences between the 4 UK 
Countries 

P P P 

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 

  P 

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

P P P 

reading Customer Service publications and 
articles 

P P P 

regularly looking at the CfA Website for new 
developments 

P P P 

keeping up to date with media news regarding 
Customer Service  

P P P 

joining the CfA P P P 

4. 

Experience and working knowledge 
of the operational, assessment and 
verification processes specifically 
for Customer Service S/NVQ Level 
4 

having a successful track record of assessing 
or verifying the current Standards across a 
variety of organisations 

P P P 

achieving or be working towards the Level 2, 3 
or 4 Customer Service S/NVQ 

P P P 

5. 

Sufficient relevant and credible 
Customer Service experience 
across the level and breadth of the 
Standards and S/NVQs at Level 4 

gathering feedback from a variety of employers 
and centres 

P P P 

curriculum vitae and references/testimonies P P P 

6. 

Appropriate A and V Units 
according to their role ï 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 

P P P 

7. 
Demonstrated high levels of 
communication and interpersonal 
skills 

gathering feedback from candidates, 
employers or peers 

P P P 

APPENDIX D 
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Realistic Working Environment Guidelines for Customer Service National 
Occupational Standards  
 
RWE can be applied to all Units in the Level 2 S/NVQs 
 
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:   

a. assessments must be carried out under realistic business pressures, using real 
customers and within a defined service offer;  

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

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

d. 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; 

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

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

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

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

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

APPENDIX E 
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Claiming c ompetence  
 
Each of the units achieved will appear on the learnerôs certificate.  If the learner does not 
complete the requirements for a full qualification, they will be awarded a unit certificate for the 
units in which the learner has demonstrated competence. 
 
In order to claim the unit(s) or the qualification, the learner will need to complete a claim to 
competence, which is split into two sections: the evidence matrix and learner statement and 
summative assessor statement.  These are located at the rear of the Specification. 
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Evidence m atrix  
 
The evidence matrix is designed to help with evidence collection.  It is a mapping activity to 
ensure that learners have covered the óAssessment Criteriaô contained in learning outcome, 
and is intended to help to keep the volume of evidence to a minimum.  One matrix should be 
completed for each unit. 
 
It is expected that a selection of various types of evidence will be used as appropriate; columns 
in the matrix enable learners or assessors to enter the evidence type, eg Report, Log, Written 
Statement, and also the assessment method, eg Obs (= Observation), as shown in the 
Assessment method key.  By inserting portfolio reference numbers in the boxes provided, 
learners will enable the Assessor, Internal Verifier and Quality Advisor to quickly locate the 
evidence which they are submitting to demonstrate their competence. 
 
Examples of types of evidence learners could provide to prove competence:  
 
Á Record of observation of performance in the workplace 

Á Professional discussion 

Á Reflective account 

Á Product evidence (eg implementation plans, correspondence, work records) 

Á Work-based projects 

Á Testimony from senior colleagues/clients 

Á Personal report of actions and circumstances 

Á Accreditation of Prior Learning/Achievement (APL/A) 

Á Special projects, assignments or simulations 

Á Records of questioning 

Á Other 
 
An example of the Evidence Matrix follows:
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EVIDENCE MATRIX 

 Candidate name :   Registration 
number:  

  

 
Qualification title:    Unit title :   

 Portfolio  
ref  

Evidence  
description  

Ass  
meth  

Customer Service  standards  

Learning o utcome 1  Learning o utcome 2  Learning o utcome 3  

Assessment criteria  1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency. 

 
Learner signature:   Date:   Assessment method key:  

 
Assessor signature:   Date:  

 Obs = 

P = 

Q = 

Sim = 

Observation 

Product evidence 

Questioning 

Simulation/assignment 

Wt =  

A = 

Ot =  

Witness testimony 

APA/APL 

Other  

Internal Verifier sig:  
 

Date:  
 

(if sampled) 
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EVIDENCE MATRIX 

 Candidate name :   Registration 
number:  

  

 
Qualification title:    Unit title :   

 Portfolio 
ref  

Evidence 
description  

Ass 
meth  

Customer Service  standards  

Learning o utcome 1  Learning o utcome 2  Learning o utcome 3  

Assessment criteria  1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency. 

 
Learner signature:   Date:   Assessment method key:  

 
Assessor signature:   Date:  

 Obs = 

P = 

Q = 

Sim = 

Observation 

Product evidence 

Questioning 

Simulation/assignment 

Wt =  

A = 

Ot =  

Witness testimony 

APA/APL 

Other  

Internal Verifier sig:  
 

Date:  
 

(if sampled) 
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EVIDENCE MATRIX 

 Candidate name :   Registration 
number:  

  

 
Qualification title:    Unit title :   

 Portfolio 
ref  

Evidence 
description  

Ass 
meth  

Customer Service  standards  

Learning o utcome 1  Learning o utcome 2  Learning o utcome 3  

Assessment criteria  1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency. 

 
Learner signature:   Date:   Assessment method key:  

 
Assessor signature:   Date:  

 Obs = 

P = 

Q = 

Sim = 

Observation 

Product evidence 

Questioning 

Simulation/assignment 

Wt =  

A = 

Ot =  

Witness testimony 

APA/APL 

Other  

Internal Verifier sig:  
 

Date:  
 

(if sampled) 
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EVIDENCE MATRIX 

 Candidate name :   Registration 
number:  

  

 
Qualification title:    Unit title :   

 Portfolio 
ref  

Evidence 
description  

Ass 
meth  

Customer Service  standards  

Learning o utcome 1  Learning o utcome 2  Learning o utcome 3  

Assessment criteria  1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency. 

 
Learner signature:   Date:   Assessment method key:  

 
Assessor signature:   Date:  

 Obs = 

P = 

Q = 

Sim = 

Observation 

Product evidence 

Questioning 

Simulation/assignment 

Wt =  

A = 

Ot =  

Witness testimony 

APA/APL 

Other  

Internal Verifier sig:  
 

Date:  
 

(if sampled) 
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EVIDENCE MATRIX 

 Candidate name :   Registratio n 
number:  

  

 
Qualification title:    Unit title :   

 Portfolio 
ref  

Evidence 
description  

Ass 
meth  

Customer Service  standards  

Learning o utcome 1  Learning o utcome 2  Learning o utcome 3  

Assessment criteria  1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency. 

 
Learner signature:   Date:   Asses sment method key:  

 
Assessor signature:   Date:  

 Obs = 

P = 

Q = 

Sim = 

Observation 

Product evidence 

Questioning 

Simulation/assignment 

Wt =  

A = 

Ot =  

Witness testimony 

APA/APL 

Other  

Internal Verifier sig:  
 

Date:  
 

(if sampled) 
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EVIDENCE MATRIX 

 Candidate name :   Registration 
number:  

  

 
Qualification title:    Unit title :   

 Portfolio 
ref  

Evidence 
description  

Ass 
meth  

Customer Service  standards  

Learning o utcome 1  Learning o utcome 2  Learning o utcome 3  

Assessment criteria  1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency. 

 
Learner signature:   Date:   Assessment method key:  

 
Assessor signature:   Date:  

 Obs = 

P = 

Q = 

Sim = 

Observation 

Product evidence 

Questioning 

Simulation/assignment 

Wt =  

A = 

Ot =  

Witness testimony 

APA/APL 

Other  

Internal Verifier sig:  
 

Date:  
 

(if sampled) 
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EVIDENCE MATRIX 

 Candidate name :   Registration 
number:  

  

 
Qualification title:    Unit title :   

 Portfolio 
ref  

Evidence 
description  

Ass 
meth  

Customer Service  standards  

Learning o utcome 1  Learning o utcome 2  Learning  outcome 3  

Assessment criteria  1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6 

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

                     

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency. 

 
Learner signature:   Date:   Assessment method key:  

 
Assessor signature:   Date:  

 Obs = 

P = 

Q = 

Sim = 

Observation 

Product evidence 

Questioning 

Simulation/assignment 

Wt =  

A = 

Ot =  

Witness testimony 

APA/APL 

Other  

Internal Verifier sig:  
 

Date:  
 

(if sampled) 
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Learner statement and assessor summative statement  
 
Each time a learner completes a unit and has signed off the evidence matrix the assessor will 
be required to complete the details on the claim to competence form, ie the unit number and 
the date of the summative assessment.  Both learner and assessor are required to enter their 
initials.  If the internal verifier has sampled that unit, he or she will also be required to enter the 
date and his or her initials. 
 
Once the learner has completed some or all of the units and decides that it is time to claim 
these, the learner will need to write a statement showing how he or she achieved the unit/s.  
This should show: 
 
Á how the learner completed the units/award and what she or he has learnt from the 

experience; 

Á how long the learner has been in his or her current role and working towards this 
qualification; 

Á the assessment methods used to show competence; 

Á how this has affected the way the learner approaches his or her job. 
 
The assessor is also required to write a statement.  This should provide support for the 
learnerôs statement and any supplementary information about how the learner achieved the 
unit/s drawing on the learnerôs particular circumstances. 
 
An example of a completed claim to competence form with learner and assessor summative 
statements follows.  This is for guidance only to give an indication of the kind of things that 
should be mentioned. 
 
A claim should only be submitted when there is sufficient evidence to fulfil all of the above. 
 
It is understood, however, that learners may not always have evidence to cover the full range of 
situations that are indicated.  Nonetheless, the Claim to Competence cannot be agreed and 
signed by the assessor until the assessor is sure that the learner could operate across a range 
of different situations.  As such, where visible evidence is not present, the assessor will need to 
interview the learner to cover these aspects.  Overall, it is recommended that the portfolio is as 
complete as possible in order to fully demonstrate and support the Claim to Competence and in 
order to clarify this claim to the assessor as effectively as possible. 
 
A completed CTC form (completed by both learner and assessor) and blank CTC form to 
follow.
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Learner Statement and Assessor Summative Statement  
 

 

Candidate name:    
Registration

number:  
  

 

 

Qualification title:    
Number of units 
completed for this claim 
(write in words)  

 
 

Full Award: Yes/No 
 

Unit n o Summati ve 
assessment 
date 

Learner  
initials  

Assessor 
initials  

Internal 
Verifier 
date 

IV 
initials  

 Unit  
No 

Summative 
assessment 
date 

Learner  
initials  

Assessor  
initials  

Internal 
Verifier 
date 

IV 
initials  

             

             

             

             

             

             

             

             

 

LEARNER STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED  
 
Completing these 3 units has been very enjoyable and I have realised whilst doing them that I have learnt a great deal about the way 
I work and also about my employment rights and responsibilities.  I have gathered evidence from my job role within The Office, my 
workplace and have used specific work situations that clearly show how I am able to interact and work within my team and also how I 
take responsibility for ensuring that I work within the requirements of my organisation.  I am always keen to keep up to date with new 
changes within work and also I like to learn new tasks and take on new challenges. 
 
Within my evidence, I have shown that I am sensitive and able to work with a diverse work force and also that I take note of 
colleaguesô needs and beliefs.  I am fully aware of my employment rights and responsibilities and have even guided colleagues to 
websites I used for research for their own learning. 
 
I am an H&S rep in the office and so completing this unit was not a problem for me.  I used copies of risk assessments that I had 
carried out and also my assessor carried out a discussion with me around this unit. 
 
Across all of the units, my assessor has observed me and has questioned me to back up the observations. 
 
I realise now just how much I do at work and how completing these 3 units have made me strive to achieve even higher standards 
within my work. 

 
I confirm the evidence I have submitted to claim competence is authentic. 

 
Learner signature: 

 
Date: 
 

ASSESSOR SUMMATIVE STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED  
 
A.N. Candidate has used a wide selection of work situations to show exactly how he works within his business environment, carried 
out his responsibilities at work and also how he ensures his own actions reduces risks to health and safety. 
 
A.N. has carried out research prior to being assessed in terms of employment rights and responsibilities, which was an area where 
he highlighted more knowledge was needed.  This has helped him in his work as he is now more aware of what he is legally able to 
do and he is now acting as a mentor to other colleagues in this area. 
 
A.N. is the office H&S rep, so collecting evidence for this unit was not a problem and the evidence clearly demonstrates A.Nôs 
competence at ensuring all of his colleagues and his safety. 
 
Throughout the period of assessment within the units completed, A.N. has shown his knowledge and competence and this is shown 
within assessor observation, discussions and witness testimony that accompanies his work product evidence and personal 
statements. 
 
I am satisfied that evidence used clearly demonstrates the requirements for these 3 units fully, well done A.N. 

 
I confirm the evidence I have assessed is authentic. 

 
Assessor signature: 

 
Date: 

 
Internal Verifier signature: 

 
Date: 

SAMPLE ONLY 
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Learner Statement and Assessor Summative Statement  
 

 

Candidate name :   
Registration 

number:  
  

 

 

Qualification 
title:  

  
Number of units 
completed for t his claim 
(write in words)  

 
 

Full award: Yes/No 
 

Unit 
no 

Summative 
assessment 
date 

Learner  
initials  

Assessor 
initials  

Internal 
Verifier 
date 

IV 
initials  

 Unit 
no 

Summative 
assessment 
date 

Learner  
initials  

Assessor 
initials  

Internal 
Verifier 
date 

IV 
initials  

             

             

             

             

             

             

             

             

 

LEARNER STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
I confirm the evidence I have submitted to claim competence is authentic  

 
Learner signature: 

 
Date: 
 

ASSESSOR SUMMATIVE STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
I confirm the evidence I have assessed is authentic 

 
Assessor signature: 

 
Date: 

 
Internal Verifier signature: 

 
Date: 
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Appeals Proce dure for Centres  

 
 
A Centre has the right to lodge an appeal directly with EDI.  The main reasons for an appeal 
are likely to be: 
 
Á Approval has been withdrawn, following an unsatisfactory quality advisory visit 
Á Centres are dissatisfied with a Quality Advisorôs judgement (excluding decisions on 

individual learners when the learner procedure should be used). 
 
 

Appeal against Quality Advisor decisions  
 
If centres are not satisfied with the judgements made by the Quality Advisor, they should first 
contact EDI Customer Support and EDI will then seek to resolve the problem by discussion 
between the centre and the Quality Advisor.  Occasionally, the views of a second Quality 
Advisor will be sought. 
 
The appeal must be submitted in writing by the Head of Centre, including the grounds for 
appeal and any supporting documents.  The Appeal must be sent to the Quality Assurance 
Manager (email qualityassurance@ediplc.com).  
 
EDI will acknowledge receipt of the appeal within three working days.  Upon receipt of the 
appeal, the Quality Assurance Manager will initiate an internal review.  A fee will be charged 
(please see current fee sheet).  This fee will be refunded if the appeal is upheld. 
 
 

Internal Review  
 
A review of the Appeal will be undertaken by the Quality Assurance Manager and a sector 
specific Quality Advisor.  The purpose of the review will be to consider whether the Quality 
Advisorôs original judgement was sound and may include the following: 
 
Á A discussion with centre staff and/or learners and EDI personnel 
Á A request for further information from the centre, learners or EDI personnel 
Á A centre visit authorised by EDI personnel 
Á Any other action that EDI deems appropriate to resolve the case. 
 
The outcome of the review will then be communicated to the centre within 10 working days 
stating justification for the decision. 
 
 

External Review  
 
If centres are dissatisfied with the outcome of the internal review, they may apply to the 
Appeals Panel.  
 
The Appeals Panel will comprise three independent members, the Innovation Manager and a 
member of the Quality Assurance Department. One of the independent members shall be 
appointed chair of the Panel.  
 
The Appeals Panel will review the case and determine whether the action that EDI has taken to 
resolve the case has been both sufficient and appropriate. 
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The Appeals Panel will either: 
 
(a) Agree that the action that EDI has taken has been both sufficient and appropriate and 

therefore reject the appeal; or 
(b) Uphold the appeal and authorise further action to be carried out.  The further action may 

include: 
Á The appointment of an independent Quality Advisor 
Á Any other action that the Appeals Panel deems appropriate to resolve the case. 

 
The outcome of the appeal, including the results of any further action, will be communicated to 
the centre within 10 working days of the conclusion of any further work authorised. 
 
Note - The decision of the Appeals Panel will be final. 
 
 

Appeal to Regulatory Body  
 
Following appeal to the awarding body, if centres are unsatisfied with the result, then they are 
entitled to appeal to the relevant regulatory body. 
 
Á NVQ/QCF regulatory body ï Ofqual (Office of Qualifications and Examinations 

Regulation) 
Á SVQ regulatory body ï SQA (Scottish Qualifications Authority) 
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EDI Level 2  NVQ Certificate in Customer Service  

 
 

Qualification s tructure  
 
To achieve a full Level 2 NVQ Certificate in Customer Service, learners must achieve a 
minimum of twenty eight credits.  The learner must achieve eight credits from the Mandatory 
Units and a further twenty credits must be achieved by completing a minimum of one unit from 
each Optional Group. A minimum of eleven credits must be achieved at level 2 from optional 
groups B to E. 

GROUP 
A 

UNIT 
CODE 

Mandatory Units -  Customer Service 
Foundations  

QCF 
LEVEL 

QCF 
CREDIT 

F1 CU791 Communicate using customer service language   1 4 

F2 CU792 Follow the rules to deliver customer service  2 4 

     

Group 
B 

UNIT 
CODE 

Optional Units -  Impression and Image  
QCF 
Level  

QCF 
Credit  

A1 CU793 Maintain a positive and customer-friendly attitude  1 5 

A2 CU794 Adapt your behaviour to give a good customer 
service impression  

1 5 

A3 CU795 Communicate effectively with customers  2 5 

A4 CU796 Give customers a positive impression of yourself 
and your organisation  

2 5 

A5 CU797 Promote additional services or products to 
customers  

2 6 

A6 CU798 Process information about customers  2 5 

A7 CU799 Live up to the customer service promise  2 6 

A8 CU800 Make customer service personal  2 6 

A9 CU801 Go the extra mile in customer service  2 6 

A10 CU802 Deal with customers face to face  2 5 

A11 CU803 Deal with incoming telephone calls from 
customers   

2 5 

A12 CU804 Make telephone calls to customers  2 6 

A13 CU818 Deal with customers in writing or electronically 3 6 

A14 CU755 Use customer service as a competitive tool 3 8 

A15 CU819 Organise the promotion of additional services or 
products to customers 

3 7 

A16 CU820 Build a customer service knowledge set 3 7 

     

Group 
C 

UNIT 
CODE 

Optional Units -  Delivery  
QCF 
Level  

QCF 
Credit  

B1 CU805 Do your job in a customer friendly way  1 5 

B2 CU806 Deliver reliable customer service  2 5 

B3 CU807 Deliver customer service on your customerôs 
premises   

2 5 

B4 CU808 Recognise diversity when delivering customer 
service  

2 5 

B5 CU809 Deal with customers across a language divide  2 8 
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Group 
C 

UNIT 
CODE 

Optional Units -  Delivery  
QCF 
Level  

QCF 
Credit  

B6 CU810 Use questioning techniques when delivering 
customer service  

2 4 

B7 CU811 Deal with customers using bespoke software  2 5 

B8 CU812 Maintain customer service through effective hand 
over  

2 4 

B9 CU821 Deliver customer service using service 
partnerships 

3 6 

B10 CU822 Organise the delivery of reliable customer service 3 6 

B11 CU823 Improve the customer relationship 3 7 

     

Group 
D 

UNIT 
CODE 

Optional Units -  Handling  Problems  
QCF 
Level  

QCF 
Credit  

C1 CU813 Recognise and deal with customer queries, 
requests and problems  

1 5 

C2 CU814 Take details of customer service problems  1 4 

C3 CU815 Resolve customer service problems  2 6 

C4 CU816 Deliver customer service to difficult customers  2 6 

C5 CU756 Monitor and solve customer service problems 3 6 

C6 CU817 Apply risk assessment to customer service 3 10 

C7 CU824 Process customer service complaints 3 6 

     

Group 
E 

UNIT 
CODE 

Optional Units ï  Development and 
Improveme nt 

QCF 
Level  

QCF 
Credit  

D1 CU825 Develop customer relationships 2 6 

D2 CU826 Support customer service improvements 2 5 

D3 CU827 Develop personal performance through delivering 
customer service 

2 6 

D4 CU828 Support customers using on-line customer 
services 

2 5 

D5 CU829 Buddy a colleague to develop their customer 
service skills 

2 5 

D6 CU830 Develop your own customer service skills through 
self-study 

2 6 

D7 CU831 Support customers using self-service technology 2 5 

D8 CU832 Work with others to improve customer service 3 8 

D9 CU833 Promote continuous improvement 3 7 

D10 CU834 Develop your own and othersô customer service 
skills 

3 8 

D11 CU835 Lead a team to improve customer service 3 7 

D12 CU836 Gather, analyse and interpret customer feedback 3 10 

D13 CU837 Monitor the quality of customer service 
transactions 

3 7 
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Guided learning hours  
 
We recommend that 192-228 guided learning hours (GLHs) provide a suitable course length for 
an óaverageô learner at this level. 
 
Guided learning hours include direct contact hours, as well as other time when candidates are 
completing work that has been agreed with teachers or training providers.  It is the 
responsibility of training centres to decide the appropriate course duration, based on their 
candidatesô ability and level of existing knowledge.  It is possible, therefore, that the number of 
GLHs can vary significantly from one training centre to another according to candidates' needs. 
 
 

Learners with particular requirements  
 
We recognise that some learners will have particular requirements.  EDIôs policy for candidates 
with particular requirements is stated in the EDI Guide for Centres, which is available via 
www.ediplc.com or by contacting Customer Services. 

 
 
Further inform ation  
 
Information about EDI qualifications, assessments or other issues can be found on the EDI 
website www.ediplc.com or by telephoning the EDI Enquiries team on 08707 202 909. 

 

http://www.ediplc.com/
http://www.ediplc.com/
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Aims  
 
This unit is about the language and basic principles that are the heart of customer service and 
the skills needed to communicate effectively with customers and colleagues.  It also covers 
how the learner fits into the customer service picture in their organisation and the contribution 
of their job to good customer service.  The individual needs to be able to describe and explain 
the services or products that their organisation offers and how it delivers customer service.  . 
 
Credit value 
 

 
4 

 
Level 

 
1 
 

Learning outcomes  

The learner will: 

Assessment criteria  

The learner can: 

1 Identify customers and their 
characteristics and expectations 

1.1  Recognise typical customers and their 
expectations 

1.2  Discuss customer expectations with 
colleagues using recognised customer 
service language  

1.3  Follow procedures through which they 
and their colleagues deliver effective 
customer service  

2 Identify their organisationôs services and 
 products 

2.1    Outline their organisationôs services 
and products to customers 

2.2  Greet customers politely and positively 

 
2.2 List the information they need to deliver 

effective customer service and where 
that information can be found 

Unit C U791 Communicate Using Custome r Service 
 Language  
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3 Know how to communicate using 
customer service language 

3.1    Identify the differences between an 

internal customer and an external 

customer 

3.2    List their organisationôs services or 

products 

3.3    Describe the connection between 

customer expectations and customer 

satisfaction in customer service 

3.4    Describe why organisation procedures 

are important to good customer service 

3.5    Explain why teamwork is central to 

good customer service 

3.6    Identify the service offer of their 

organisation  

3.7     Identify the part they play in delivering 

customer service 

3.8    Identify who are their customers 

3.9    Describe the main characteristics of 

typical customers that they deal with 

3.10   Identify what impresses their 

customers and what annoys their 

customers 

3.11   Identify whoôs who and who does what 

to deliver customer service in their 

organisation 

3.12   Describe the kinds of information they 

need to give good customer service to 

customers 

3.13   Explain how to find information about 

their organisationôs services or 

products 

3.14  List typical customer service problems 

in their work and who should be told 

about them 

3.15   Explain how the way they behave 

affects their customerôs service 

experience  
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Evidence  Requirements  
 
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 a realistic working environment 
or a work placement is permissible.  Simulation is not allowed for any performance 
evidence within this unit.  (Guidelines for a Realistic Working Environment can be found 
in the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï 
February 2010) 

 
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 óorganisationô from which you draw your evidence must be the organisation you work 

for or the organisation in which you have realistic work experience.  The óorganisationô 
may be the whole of the organisation or the business unit, division or department with 
which you are involved.
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Aims  
 
This unit requires the learner to understand and follow all the rules that apply to customer 
service delivered by their organisation and how they apply to the learner and their job 
 
Credit value 
 

 
4 

 
Level 

 
2 
 

Learning outcomes  

The learner will: 

Assessment criteria  

The learner can: 

1 Follow their organisationôs customer 
service practices and procedures 

1.1  Follow organisational practices and 
procedures that relate to their customer 
service work  

1.2  Recognise the limits of what they are 
allowed to do when delivering customer 
service  

1.3  Refer to somebody in authority when 
they need to 

1.4  Work in a way that protects the security 
of customers and their property 

1.5  Work in a way that protects the security 
of information about customers  

2 Know how to follow the rules to deliver 
 customer service 

2.1    Describe organisational practices and 

procedures that relate to their customer 

service work 

2.2    Identify the limits of what they are 

allowed to do when delivering customer 

service  

2.3   Explain when and how they should 

refer to somebody in authority about 

the rules for delivering customer 

service  

2.4    Explain how they protect the security of 

customers and their property  

2.5    Explain how they protect the security of 
information about customers 

2.6    Describe their health and safety 

responsibilities as they relate to their 

customer service work  

Unit C U792 Follow the Rules to Deliver Customer Service  
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2.7    Explain their responsibilities to deliver 

customer service treating customers 

equally  

2.8    Explain why it is important to respect 

customer and organisation 

confidentiality  

2.9    List the main things they must do and 

not do in their job under legislation that 

affects their customer service work  

2.10  List the main things that they must do 
and not do in their job under external 
regulations that affect their customer 
service work   
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Evidence Requirements  
 
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 a realistic working environment 
or a work placement is permissible.  Simulation is not allowed for any performance 
evidence within this unit.  (Guidelines for a Realistic Working Environment can be found 
in the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï 
February 2010) 

 
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 óorganisationô from which you draw your evidence must be the organisation you work 

for or the organisation in which you have realistic work experience.  The óorganisationô 
may be the whole of the organisation or the business unit, division or department with 
which you are involved. 

 
5. You must provide evidence of following the rules to deliver customer service:  
 

a. during routine delivery of customer service  
b. during a busy time in your job 
c. during a quiet time in your job 
d. when people, systems or resources have let you down 
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Aims  
 
This Unit the learnerôs attitude and the way the learner behaves towards customers affects 
customer satisfaction.  Simply following procedures may not be enough to provide good 
customer service.  Customers like to deal with organisations whose staff show that they are 
willing and keen.  Customers like to think that staff want to help and they can show this by 
being friendly and positive and giving customers complete personal attention. 
 
Credit value 
 

 
5 

 
Level 

 
1 
 

Learning outcomes  

The learner will: 

Assessment criteria  

The learner can: 

1 Show the right attitude for customer 
service 

1.1  Speak to customers clearly and put 
them at their ease 

1.2  Recognise how customers are feeling 
and establish a rapport with them 

1.3  Show customers that you are willing 
and enthusiastic at all times 

1.4  Recognise that each customer is 
different and treat them as an individual 

1.5  Show customers respect at all times 
and under any circumstances 

1.6  Show customers that you can be relied 
on 

1.7  Show colleagues respect at all times 
and under any circumstances 

1.8  Show colleagues that you can be relied 
on 

Unit C U793 Maintain a Positive and Customer -Friendly 
 Attitude  
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2 Show appropriate and positive 
 behaviours to customers 

2.1  Recognise and respond when a 
customer wants or needs attention 

2.2   Greet customers politely and positively 

2.3  Focus on customers and ignore 
distractions which are not important to 
them 

2.4  React appropriately to situations that 
are important enough to interrupt their 
work with a customer 

2.5  Thank customers for the information 
they have given or for doing business 
with your organisation 

2.6  Help colleagues to provide good 
customer service 

3 Know how to maintain a positive and 
 customer-friendly attitude 

3.1  Identify signs that a customer gives 
when seeking attention 

3.2  Describe what rapport looks, sounds 
and feels like 

3.3  Identify what unimportant distractions 
are 

3.4  Identify what is important enough to 
interrupt their work with a customer 

3.5  Identify positive and negative body 
language and facial expressions 

3.6  State how people are different and 
have different expectations for many 
reasons such as their age, culture and 
personality 
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Evidence Requirements  
 

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 a realistic working environment 
or a work placement is permissible.  Simulation is not allowed for any evidence within this 
Unit.  (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 2010) 

 
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 face to face, in writing, by telephone, text 

message, e-mail, internet (including social networking), intranet or by any other method 
you would be expected to use within your job role. 

 
5. You need to include evidence that you are positive and customer-friendly with customers 

who are: 
 
 a easy to deal with  
 b difficult to deal with.  
 
6. You need to include evidence that 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. 
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Aims  
 

This unit is all about how the learnerôs behaviour affects the way customers see them.  Some 
customers expect different things from the service they offer but there are basic acceptable 
standards of behaviour and attitudes that they need to achieve.  Their managers and 
supervisors also expect them to meet those standards.  When they create the right impression 
and show a positive attitude they reduce the risk of somebody being upset or offended by the 
way they deal with them.  This unit is appropriate for learners who have done jobs where they 
had limited contact with customers, are experiencing customer service work for the first time or 
are just starting their first job.  If a learner has already successfully done full or part-time work 
dealing directly with customers, this may not be the right unit for them and they should consider 
the unit - ñMaintain a positive and customer-friendly attitudeò. 
 
Credit value 
 

 
5 

 
Level 

 
1 
 

Learning outcomes  

The learner will: 

Assessment criteria  

The learner can: 

1 Look and act the part in order to provide 
a good customer service impression 

1.1  Dress for customer service work in the 
way their organisation expects 

1.2  Show they are working hard and 
making efforts to impress customers 

1.3  Be in the right place at the right time to 
give a good impression and deliver 
good customer service 

1.4  Show good manners when dealing with 
customers 

2 Relate to their customers and to 
 colleagues effectively 

2.1  Explain the benefits of dealing with 
customers face to face or by telephone 
rather than using text, e-mail or writing 

2.2  Talk clearly to customers using words 
that they can understand 

2.3  Talk to customers without using 
language that they would consider to 
be bad 

2.4  Show a willing and friendly attitude 
when dealing with customers without 
being over-familiar 

2.5  Help and cooperate with colleagues to 
give good service to customers 

Unit C U794 Adapt Your Behaviour to Give a Good 
 Customer Service Impression  
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3 Know how to adapt their behaviour to 
 give a good customer service impression 

3.1  Identify how the way they dress affects 
the way that customers react to the 
service they provide 

3.2  Describe why customers may see 
particular types of dress as 
inappropriate and how their 
organisation expects them to dress 

3.3  State why it is important for customers 
to feel that they are working hard to 
give them an excellent service 

3.4  State why good timekeeping and 
making sure they are where they are 
expected to be is important to giving 
excellent customer service 

3.5  Describe what behaviour is considered 
by most customers to be ñgood 
mannersò and what is  considered to be 
ñbad mannersò or rudeness 

3.6  Identify what customers and colleagues 
might consider to be bad language and 
why it may offend people 

3.7  Identify why customers feel better 
about the service they receive if they 
have a willing and friendly attitude 

3.8  Describe how to behave so that they 
appear to be willing and friendly with 
customers without being over-familiar 

3.9   Identify what they can do to cooperate 
with colleagues in giving customer 
service and why that might be helpful 
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Evidence Requirements  
 
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 a realistic working environment 
or a work placement is permissible.  Simulation is not allowed for any evidence within this 
Unit.  (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 2010) 

 
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 face to face, in writing, by telephone, text 

message, e-mail, internet (including social networking), intranet or by any other method 
you would be expected to use within your job role. 

 
5. You need to include evidence that you are positive and customer-friendly with customers 

who are: 
 
 a easy to deal with  
 b difficult to deal with.  
 
6. You need to include evidence that 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. 
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Aims  
 

To provide good customer service the learner needs to understand what customers want and 
how they feel.  This means that they need to share information with them and listen carefully to 
them.  Customers need to understand what the learner is telling them and what they are able to 
do for them.  Communication is an essential skill for delivering good customer service. 
 
Credit value 
 

 
5 

 
Level 

 
2 
 

Learning outcomes 

The learner will: 

Assessment criteria 

The learner can: 

1 Communicate effectively with customers 1.1  Listen actively to what customers are 
saying 

1 2  Identify the most important things that 
customers are telling them 

1.3  Respond appropriately to what 
customers are telling them 

1.4  Check that they understand what 
customers are telling them and make 
sure it is really what they mean 

1.5  Summarise information for customers 

1.6  Explain in a way that is clear and does 
not cause offence when they cannot 
help a customer 

1.7  Use appropriate body language when 
communicating with customers 

1. 8  Read customersô body language to 
help them understand their feelings 
and wishes   

1.9  Deal with customers in a respectful, 
helpful and professional way at all 
times 

1.10 Help to give good customer service by   
passing messages to colleagues   

Unit C U795 Communicate Effectively with Customers  
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2 Understand how to communicate 
 effectively with customers 

2.1   Identify the difference between hearing 
and listening 

2.2   Explain how to listen actively 

2.3.  Describe  how to read both positive 
and negative body language 

2.4   Explain how to use body language 
effectively 

2.5   State how to use questions to check 
that they understand what customers 
are telling them 

2.6   Identify the difference between 
negative and positive language 

2.7  Explain how to summarise 

2.8   Explain why it is important to speak 
clearly 

2.9    Explain why it is important to use words 
that the customer will understand 

2.10  Describe  how to communicate with 
customers who have language, dialect 
or accents that are different from theirs 

2.11 Explain why the way things are said, 
and the tone of voice, affects the way a 
customer experiences customer 
service 

2.12  Identify what information is helpful to 
pass on in messages to colleagues so 
that customers receive good service 
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Evidence Requirements  
 
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 a realistic working environment 
or a work placement is permissible.  Simulation is not allowed for any evidence within this 
Unit.  (Guidelines for a Realistic Working Environment can be found in the Customer 
Service Assessment Strategy for S/NVQ Level 1 ï February 2010) 

 
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 face to face, in writing, by telephone, text 

message, e-mail, internet (including social networking), intranet or by any other method 
you would be expected to use within your job role. 

 
5. You need to include evidence that 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. 

 
6. You need to include evidence that 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.  

 
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. 
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Aims  
 
Excellent customer service is provided by people who are good with people.  The learnerôs 
behaviour affects the impression that customers have of the service they are receiving.  This 
Unit is about communicating with the customers and giving a positive impression whenever 
dealing with a customer. By doing this the learner can create a positive impression of the 
organisation and the customer service it provides.  All of us enjoy the experience of good 
customer service if we feel that the person serving us really wants to create the right 
impression, responds to us and gives us good information. Every detail of the learnersô 
behaviour counts when dealing with a customer. 
 
Credit value 

 
5 

 
Level 

 
2 
 

Learning outcomes  

The learner will: 

Assessment criteria  

The learner can: 

1 Establish rapport with customers 1.1  Meet their organisationôs standards of 
appearance and behaviour  

1.2  Greet their customer respectfully and in 
a friendly manner 

1.3  Communicate with their customer in a 
way that makes them feel valued and 
respected 

1.4  Identify and confirm their customerôs 
expectations 

1.5  Treat their customer courteously and 
helpfully at all times 

1.6  Keep their customer informed and 
reassured 

1.7  Adapt their behaviour to respond to 
different customer behaviour 

Unit C U796 Give Customers a Positive Impression of 
 Yourself and Your Organisation  
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2 Respond appropriately to customers 2.1  Respond promptly to a customer 
seeking help 

2.2  Choose the most appropriate way to 
communicate with their customer 

2.3  Check with their customer that they 
have fully understood their 
expectations 

2.4  Respond promptly and positively to 
their customerôs questions and 
comments 

2.5  Allow their customer time to consider 
their response and give further 
explanation when appropriate 

3 Communicate information to customers 3.1  Quickly find information that will help 
their customer 

3.2  Give their customer information they 
need about the services or products 
offered by their organisation 

3.3  Recognise information that their 
customer might find complicated and 
check whether they fully understand 

3.4  Explain clearly to their customers any 
reasons why their expectations cannot 
be met 

4 Understand how to give customers a 
 positive impression of themselves and 
 the organisation they must know and 
 understand 

4.1  Describe their organisationôs standards 
for appearance and behaviour 

4.2  Explain their organisationôs guidelines 
for how to recognise what their 
customer wants and respond 
appropriately 

4.3  Identify their organisationôs rules and 
procedures regarding the methods of 
communication they use 

4.4  Explain how to recognise when a 
customer is angry or confused 

4.5  Identify their organisationôs standards 
for timeliness in responding to 
customer questions and requests for 
information  
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Evidence Requirement s 
 
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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service at S/NVQ Levels 1,2,3 and 4 ï February 
2010) 

 
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 face to face, in writing, by telephone, text 

message, e-mail, internet (including social networking), intranet or by any other method 
you would be expected to use within your job role. 

 
5. You must provide evidence of creating a positive impression 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 

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

 
6. You must provide evidence that you communicate with customers effectively by: 

 

a using appropriate spoken or written language 

b applying the conventions and rules appropriate to the method of communication 

you have chosen 
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Aims  
 

Services or products are continually changing in organisations to keep up with customers' 
expectations.  By offering new or improved services or products the organisation can increase 
customer satisfaction.  Many organisations must promote these to be able to survive in a 
competitive world.  However, it is equally important for organisations that are not in competition 
with others to encourage their customers to try new services or products.  This unit is about the 
learnersô need to keep pace with new developments and to encourage customers to take an 
interest in them.  Customers expect more and more services or products to be offered to meet 
their own growing expectations. They need to be made aware of what is available from the 
organisation.  Because of this everybody offering services or products needs to play a part in 
making customers aware of what is available.   Learners should not choose this unit if their 
organisation does not want them to suggest additional services or products to customers. 

 

Level: 2 

Credit value: 6 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Identify additional services or 
products that are available 

1.1  Update and develop their knowledge 
of their organisationôs services or 
products 

1.2  Check with others when they are 
unsure about new service or product 
details 

1.3  Identify appropriate services or 
products that may interest their 
customer 

1.4  Spot opportunities for offering their 

customer additional services or 

products that will improve the 

customer experience 

Unit C U797 Promote Additional Services or Products to 
 Customers  
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2.   Inform customers about 
additional services or products 

2.1 Choose the best time to inform their 
customer about additional services 
or products 

2.2  Choose the best method of 
communication to introduce their 
customer to additional services or 
products 

2.3  Give their customer accurate and 
sufficient information to enable them 
to make a decision about the 
additional services or products 

2.4  Give their customer time to ask 
questions about the additional 
services or products 

3.   Gain customer commitment to 
using additional services or 
products 

3.1 Close the conversation if the 
customer shows no interest  

3.2 Give information to move the 
situation forward when their 
customer shows interest 

3.3 Secure customer agreement and 
check customer understanding of the 
delivery of the service or product 

3.4 Take action to ensure prompt 
delivery of the additional services or 
products to their customer 

3.5 Refer their customer to others or to 
alternative sources of information if 
the additional services or products 
are not their responsibility 
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4.   Understand how to promote 
additional services or products to 
customers  

4.1  Describe the organisationôs 
procedures and systems for 
encouraging the use of additional 
services or products 

4.2  Explain how additional services or 
products will benefit their customers 

4.3  Explain how their customerôs use of 
additional services or products will 
benefit their organisation 

4.4  Identify the main factors that 
influence customers to use their 
services or products 

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

4.6  State how to give appropriate, 

balanced information to customers 

about services or products 
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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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 face to face, in writing, by telephone, text 

message, e-mail, internet (including social networking), intranet or by any other method 
you would be expected to use within your job role. 

 
5. 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. 

 

6. Your evidence must show that you: 

 

a identify what your customer wants by seeking information directly 

b identify what your customer wants from spontaneous customer comments. 
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Aims  
 

The learner and their organisation need information about their customers and their behaviour 
to answer customer questions and to respond to customer requests.  Information about 
customers is also used by the organisation to develop its customer service.  Some customer 
information is collected from customers.  Other customer information is collected through 
information systems and equipment that make records of service delivery.  In either case the 
learner must collect information, retrieve it and supply it when needed.  Good customer 
information provides a sound basis for all customer service transactions.  The quality of the 
customer information depends heavily on the skills and attention to detail of the person dealing 
with the information. 

 

Level: 2 

Credit value: 5 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.    Collect information about 
customers 

1.1  Collect and record new information 
about customers following the 
organisationôs guidelines 

1.2  Update existing information about 
customers 

1.3  Record and store information about 
customers that is accurate, sufficient 
and relevant following organisational 
guidelines 

2.   Select and retrieve information 
about customers 

 

2.1  Respond promptly to authorised 
requests for information about 
customers 

2.2  Select and retrieve relevant 
information for customers or 
colleagues following the 
organisationôs guidelines 

3.   Supply information about 
customers 

3.1  Supply accurate and sufficient 
information about customers to meet 
their customersô or colleaguesô 
expectations  

3.2  Choose the most appropriate way to 
supply information to their customers 
or colleagues 

3.3  Confirm that their customers or 
colleagues have received and 
understood the customer information 

Unit C U798 Process Information About Customers  
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4.  Understand how to process 
customer service information 

4.1  Describe their organisationôs 
procedures and guidelines for 
collecting, retrieving and supplying 
information about customers 

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

4.3  Explain how to collect information 
about customers efficiently and 
effectively 

4.4  Explain how to operate the customer 
information storage system 

4.5  Explain why processing information 
about customers correctly makes an 
important contribution to effective 
customer service 

4.6  Explain the importance of attention 
to detail when processing 
information about customers  

4.7  Describe legal and regulatory 
restrictions on the storage and use of 
customer data 
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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.  (Guidelines for a Realistic Working Environment can be found 
in the Assessment Strategy for Customer Service at S/NVQ Levels 1,2,3 and 4 ï 
February 2010) 

 
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 face to face, in writing, by telephone, text 
message, e-mail, internet (including social networking), intranet or by any other method 
you would be expected to use within your job role. 

 
5. You must provide evidence that you have processed information relating to: 
 

a new customers 

b existing customers.  

 

6. 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 
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Aims  
 
The learner may work in an organisation that has a carefully defined brand and vision that 
includes a specific service offer and promise to their customers.  Often, much work has taken 
place to develop these, and they influence what the customer expects.  By promoting the 
brand, the organisation is making a promise to their customers about what they can expect.   
Customer satisfaction is unlikely to be achieved if their customerôs experience does not match 
their expectations of that promise.  Even in organisations without a strong brand image, 
customers often have firm expectations.  This unit is about the way the learnerôs work supports 
the branding of their services or products.  It covers what they must do to make sure that they 
deliver the promise that the customer has come to expect.  It also covers how the learner can 
avoid giving their customer an experience that is significantly different from the one offered in 
the promise. 
 

Level: 2 

Credit value: 6 

Learning outcomes 
 
The learner will:  

Assessment criteria 
 
The learner can: 

1.  Understand and explain the 
customer service promise    

1.1  Explain the key features of the 
service offer, vision and promise 
their organisation has made  

1.2  Identify the role they can play to 
ensure that their customer believes 
that the service offer, vision and 
promise is being delivered 

1.3  Explain the procedures and 
regulations their organisation follows 
to support the service offer, vision 
and promise 

1.4  Devise and use phrases that 
reinforce the service offer, vision and 
promise 

1.5  Identify and avoid phrases that might 
be used, but would not fit with the 
service offer, vision and promise 

1.6  Identify moments and actions within 
the delivery of customer service that 
are particularly relevant to their 
customerôs experience of the 
promise being delivered 

1.7  Share ideas with colleagues about 
how particular words and 
approaches help to support the 
service offer, vision and promise 

Unit C U799 Live up to the Customer Service Promise  
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2.  Produce customer satisfaction by 
delivering the customer service 
promise   

 

2.1  Ensure that their appearance and 
behaviour supports the 
organisationôs service offer, vision 
and promise  

2.2  Observe or listen to the customer 
closely to identify opportunities to 
reinforce their understanding of the 
service offer, vision and promise  

2.3  Take actions to deliver customer 
service in a way that meets their 
customerôs expectations and 
understanding of the service offer, 
vision and promise    

2.4  Ensure that what they decide to do is 
realistic and in line with the service 
offer and promise 

2.5  Be positive about and supportive of 
the service offer and promise 

3.  Know how to live up to the 
customer service promise 

3.1  Identify the key features, moments of 
truth (those points in the customer 
service process that have the most 
impact on the customer experience) 
and customer experiences that 
define the organisationôs service 
offer, vision and promise  

3.2  Identify ways in which staff can 
contribute to communicating the 
service vision or promise to 
customers  

3.3  Explain sales, marketing and/or 
public relations reasons for defining 
a service offer, vision and promise  

3.4  Explain how words can be used and 
adapted to reflect a defined service 
offer, vision and promise 

3.5  Explain how actions can be used 
and adapted to reflect a defined 
service offer, vision and promise  
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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.  (Guidelines for a Realistic Working Environment can be found 
in the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï 
February 2010) 

 
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 organisationôs 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 organisationôs 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 organisationôs 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 

organisationôs message: 
 
 a through organisation initiatives 
 b by responding to opportunities when dealing with customers 
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Aims  
 
Research has shown that customer satisfaction increases if customers feel that they have been 
treated in a way that recognises their own personal needs.  When they are delivering customer 
service learners 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 the learner can do to 
make each customer feel that they have had their complete attention and have been dealt with 
personally increases their sense of satisfaction.  This unit is about how the learner can help 
their customers feel that they have experienced service that focuses on them as an individual.  
When the learner works with a customer they need to give the impression that it is on a óone to 
oneô basis, that they care what happens to their customer and that they respect their customer 
as an individual. 
 

Level: 2 

Credit value: 6 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Identify opportunities for making 
customer service personal 

1.1  Identify which of their organisationôs 
systems or procedures allows them 
to add a personal touch to the 
service 

1.2  Observe and listen to their customer 
carefully for signs that will guide how 
they personalise the service 

1.3  Let the customer know that they 
understand and that they are there to 
help  

1.4  Identify opportunities to help or direct 
their customer outside of normal 
routines and procedures  

1.5  Identify customers with particular 
needs who would especially 
appreciate personal service 

1.6  Balance the time they take when 
giving individual attention to one 
customer with the needs and 
expectations of other customers 

1.7  Make extra efforts to show how 
willing and able they are to give a 
more personal service  

Unit C U800 Make Customer Service Personal  
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2.   Treat their customer as an 
individual 

 

2.1  Greet and deal with their customer in 
a way that respects them as an 
individual 

2.2  Focus their attention on the customer 
they are dealing with 

2.3  Always communicate with their 
customer in a friendly and open way 

2.4  Use their customerôs name when it is 
known and appropriate 

2.5  Follow their organisationôs guidelines 
about giving their customer their own 
name and contact details 

2.6  Concentrate on building a óone to 
oneô relationship with their customer 
by making them feel valued and 
respected 

3.    Know and understand how to 
make customer service personal 

3.1  Explain how the use of the 
customerôs name makes service 
more personal 

3.2  Describe personality types and their 
receptiveness to personalised 
services 

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

3.4  Identify features of personal service 
that are most appreciated by 
customers with individual needs 

3.5  Describe body language and 
approaches that promote open 
communication   

3.6  Describe the organisationôs 
guidelines on actions that are 
permissible outside of the normal 
routines and procedures 

3.7  Explain their own preferences and 
comfort levels relating to how they 
are willing and able to personalise 
service 
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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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 face to face, in writing, by telephone, text 

message, e-mail, internet (including social networking), intranet or by any other method 
you would be expected to use within your job role. 

 
5. You must provide evidence of making customer service personal: 
 
 a during routine delivery of customer service 
 b during a busy time in your job  

c during a quiet time in your job 

d when people, systems or sources have let you down 
 
6. 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  
 
7. 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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Aims  
 
When the learnerôs customer feels that they 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 the customerôs experience depend 
on the learner spotting what they will particularly appreciate.  Often they can offer this little extra 
when sorting out a difficulty or problem.  Whatever special service the learner gives when they 
ñgo the extra mileò must be within their own authority or with the authority of an appropriate 
colleague.  It must also take account of the organisationôs service offer and all the relevant 
procedures and regulations.  As customers, we all enjoy and remember it when somebody has 
ñgone the extra mileò to deliver special customer service. 
 

Level: 2 

Credit value: 6 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Distinguish between routine 
service standards and going the 
extra mile 

1.1  Explain the service offer clearly and 
concisely 

1.2  Identify their customerôs expectations 
and needs 

1.3  Match the service offer with their 
customerôs expectations and needs 
and identify the key differences 

1.4  Identify options for other actions that 
will give added value to customer 
service and might impress their 
customer 

1.5  Choose actions that are most 
appropriate to impress their 
customer 

Unit C U801 Go the Extra Mile in Customer Service  
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2.   Check that your extra mile ideas 
are feasible 

 

2.1  Match their ideas for added value 
customer service against their 
authority to see them through 

2.2  Check that their ideas for added 
value customer service are possible 
within their organisationôs guidelines 

2.3  Check that their ideas for added 
value customer service are possible 
within regulatory boundaries 

2.4  Check that their ideas for added 
value customer service will not 
unreasonably affect the service to 
their other customers 

2.5  Explain their ideas for added value 
service to a senior colleague or other 
appropriate authority 

3.   Go the extra mile 3.1  Take action to go the extra mile in 
customer service  

3.2  Ensure that their customer is aware 
of the added value of their actions 

3.3  Monitor the effects of their added 
value actions to ensure that the 
service given to their other 
customers is not affected 
unreasonably 

3.4  Note and pass on positive feedback 
from their customer about their 
actions 

3.5  Suggest that an extra mile action 
becomes routine if they have seen it 
work several times and it could be 
accommodated within the service 
offer 



 

 71 

4.   Know how to go the extra mile in 
customer service 

4.1  Describe their organisationôs service 
offer 

4.2  Explain how customers form 
expectations of the service they will 
receive 

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

4.4  Outline their organisationôs rules and 
procedures that determine their 
authority to go the extra mile 

4.5  Identify relevant legislation and 
regulation that impact on their 
freedom to go the extra mile 

4.6  Describe how their organisation 
receives customer service feedback 
on the types of customer experience 
that has impressed them 

4.7  Describe their organisationôs 
procedures for making changes in its 
service offer 
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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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 time in your job  

c during a quiet time in your job 
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 
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Aims  
 
This unit is about the skills the learner needs to deal with their customer in person and face to 
face.  When they are working with a customer in this way, good feelings about the way the 
learner looks and behaves can improve how their customer feels about the transaction and give 
them greater satisfaction.  Whilst verbal communication is important, the learner focus on their 
customer and the relationship that is formed also depends on the non-verbal communication 
that takes place between them.  The learner will have many opportunities to impress their 
customer and their behaviour in this situation can make all the difference to customer behaviour 
and the satisfaction that they feel. 
 

Level: 2 

Credit value: 5 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Communicate effectively with 
their customer   

1.1  Plan a conversation with their 
customer that has structure and 
clear direction 

1.2  Hold a conversation with their 
customer that establishes rapport 

1.3  Focus on their customer and listen 
carefully to ensure that they collect 
all possible information they need 
from the conversation 

1.4  Explain their services or products 
and their organisationôs service offer 
to their customer clearly and 
concisely 

1.5  Adapt their communication to meet 
the individual needs of their 
customer 

1.6  Anticipate their customerôs requests 
and needs for information 

1.7  Balance conflicting demands for their 
attention whilst maintaining rapport 
with their current customer 

1.8  Calm down situations when one 
customer is adversely affecting the 
customer service enjoyed by other 
customers 

Unit C U802 Deal With Customers Face to Face  
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2.   Improve the rapport with their 
customer through body language 

 

2.1 Present a professional and 
respectful image when dealing with 
their customer 

2.2 Show an awareness of their 
customerôs needs for personal space 

2.3 Focus their attention on their 
customer so that non-verbal signs do 
not betray disinterest, boredom or 
irritation 

2.4 Ensure that their customer focus is 
not disrupted by colleagues 

2.5 Observe all customers and the total 
customer service situation whilst 
maintaining rapport with their current 
customer 

2.6 Observe their customer to read non-
verbal clues about the customerôs 
wishes and expectations 

3.    Understand how to deal with 
customers face to face 

3.1  Explain the importance of speaking 
clearly and slowly when dealing with 
a customer face to face 

3.2  State the importance of taking the 
time to listen carefully to what the 
customer is saying 

3.3  Identify the organisationôs 
procedures that impact on the way 
they are able to deal with their 
customers face to face 

3.4  Describe the features and benefits of 
the organisationôs services or 
products 

3.5  Explain the organisationôs service 
offer and how it affects the way they 
deal with customers face to face 

3.6  Explain the principles of body 
language that enables them to 
interpret customer feelings without 
verbal communication 

3.7  Explain the difference between 
behaving assertively, aggressively 
and passively 
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 3.8  Explain why the expectations and 
behaviour of individual customers 
will demand different responses to 
create rapport and achieve customer 
satisfaction 

3.9  Describe the agreed and recognised 
signs in customer behaviour in their 
organisation that indicates that their 
customer expects a particular action 
by them 
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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.  (Guidelines for a Realistic Working Environment can be found 
in the Assessment Strategy for Customer Service at S/NVQ Levels 1,2,3 and 4 ï 
February 2010 

 
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 standard expectations of your organisationôs 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 time in your job  

c during a quiet time in your job 

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. 
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Aims  
 

Many organisations rely on dealing with incoming telephone calls as a key part of their 
customer service procedures.  Customer expectations are high when calling organisations 
because they have had an opportunity to prepare for their call.  In addition, a proportion of calls 
start with customers in a negative frame of mind because the caller sees making a call as a 
way of dealing with a customer service problem.  This unit is about being prepared to deal 
effectively with calls and using effective communication to satisfy customers with the outcome 
of each call. 

 

Level: 2 

Credit value: 5 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Use communication systems 
effectively   

1.1   Operate telecommunication 
equipment efficiently and effectively 

1.2   Speak clearly and slowly and adapt 
their speech to meet the individual 
needs of their customer 

1.3   Listen carefully when collecting 
information from their customer 

1.4   Select the information they need to 
record and store following their 
organisationôs guidelines 

1.5   Update their customer records 
during or after the call to reflect the 
key points of the conversation  

2.   Establish rapport with customers 
who are calling   

 

2.1  Greet their customer following their 
organisationôs guidelines  

2.2 Listen closely to their customer to 
identify their precise reason for 
calling and what outcome they are 
seeking from the call 

2.3 Confirm the identity of their customer 
following organisational guidelines 

2.4 Use effective and assertive 
questions to clarify their customerôs 
requests 

Unit C U803 Deal With Incoming Telephone Calls From 
 Customers  
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3.   Deal effectively with customer 
questions and requests   

3.1    Identify all the options they have for 
responding to their customer and 
weigh up the benefits and drawbacks 
of each  

3.2   Choose the option that is most likely 
to lead to customer satisfaction 
within the service offer 

3.3    Give clear and concise information to 
customers in response to questions 
or requests 

3.4    Use questions and answers to 
control the length of the conversation 

3.5    Keep their customer regularly 
informed about their actions when 
accessing information to provide 
responses or if they are going to be 
on hold for a period of time 

3.6    Put their customer on hold and 
ensure they cannot be heard if they 
are discussing action with others or 
calling a colleague 

3.7   Summarise the outcome of the call 
and any actions that they or their 
customer will take as a result 

3.8   Check before the call is finished that 
their customer is content that all their 
questions or requests have been 
dealt with 

3.9    Complete any follow up actions 
agreed during the call 

3.10  Take a clear message for a 
colleague if they are unable to deal 
with some aspect of their customerôs 
questions or requests 

3.11 Ensure that promises to call back are 
kept 
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4.    Know how to deal with incoming 
telephone calls from customers 

4.1   Describe their organisationôs 
guidelines and procedures for the 
use of telecommunication equipment 

4.2   Explain how to operate the 
organisationôs telecommunication 
equipment 

4.3   Explain the importance of speaking 
clearly and slowly when dealing with 
customers by telephone 

4.4   Describe the effects of smiling and 
other facial expressions that can be 
detected by somebody listening to 
them on the telephone 

4.5   Explain the importance of adapting 
their speech to meet the needs of 
customers who may find their 
language or accent difficult to 
understand   

4.6   Identify what information is important 
to note during or after telephone 
conversations with customers 

4.7   Describe their organisationôs 
guidelines and procedures for what 
should be said during telephone 
conversations with customers 

4.8   Explain the importance of keeping 
their customer informed if they are 
on hold during a call 

4.9   Explain the importance of not talking 
across an open line 

4.10  List details that should be included if 
taking a message for a colleague 

4.11  Describe their organisationôs 
guidelines and procedures for taking 
action to follow up calls made to 
customers 

4.12  Describe their organisationôs 
guidelines for handling abusive calls 
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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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 may provide evidence of dealing with customers using land line telephones, mobile 

telephone, internet telephone connections, video telephone systems or any other 
technology that involves a conversation with a customer at a distance. 

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

a have standard expectations of your organisationôs 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. Your evidence must include examples of dealings with customers that are: 
  

a planned 
 b unplanned. 
 
7. You must provide evidence of dealing with customers by telephone: 
  

a during routine delivery of customer service 
 b during a busy time in your job  

c during a quiet time in your job 
d when people, systems or resources have let you down 

 
8. 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. 
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Aims  
 
Many customer service jobs involve contacting customers by telephone.  Making an effective 
telephone call involves some very specific actions and should not be seen as a casual activity.  
By making a call to a customer the learner will have the opportunity to prepare and is therefore 
more likely to be able to lead the conversation in the direction they want it to go.  This unit is 
about planning and making calls to customers in a way that contributes positively to the 
organisationôs customer service. 
 

Level: 2 

Credit value: 6 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Plan their calls effectively    1.1  Use all appropriate customer information 
to plan their call 

1.2  Anticipate their customerôs expectations 
and assemble all the information they 
might need before their conversation 
with the customer 

1.3  Identify the objective of their call and the 
way in which they expect the call to end 

1.4  Plan the opening part of their 
conversation with their customer and 
anticipate possible responses  

2.   Use communication systems 
effectively    

 

2.1  Operate telecommunication equipment 
efficiently and effectively 

2.2 Speak clearly and slowly and adapt their 
speech to meet the individual needs of 
their customer 

2.3 Listen carefully when collecting 
information from their customer 

2.4 Select the information they need to 
record and store following their 
organisationôs guidelines 

2.5 Update their customer records during or 
after the call to reflect the key points of 
the conversation 

Unit C U804 Make Telephone Calls to Customers  
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3.   Make focussed calls to their 
customer   

3.1  Open the conversation positively and 
establish a rapport with their customer 

3.2  Confirm the identity of their customer 
following organisational guidelines 

3.3  Ensure that their customer is aware of 
the purpose of their call as early as 
possible 

3.4  Respond positively to queries and 
objections from their customer 

3.5  Summarise the outcome of the call and 
any actions that they or their customer 
will take as a result 

3.6  Complete any follow up actions agreed 
during the call 

4.    Know how to make telephone 
calls to customers 

4.1  Describe the relevant parts of legislation, 
external regulations and their 
organisationôs procedures relating to the 
use of customer information to plan calls 

4.2  Describe their organisationôs guidelines 
and procedures for the use of 
telecommunication technology 

4.3  Explain how to operate their 
organisationôs telecommunication 
technology 

4.4  Explain the importance of speaking 
clearly and slowly when dealing with 
customers by telephone 

4.5  Describe the effects of smiling and other 
facial expressions that can be detected 
by somebody listening to them on the 
telephone 

4.6  Explain the importance of adapting their 
speech to meet the needs of customers 
who may find their language or accent 
difficult to understand   

4.7  Identify what information it is important to 
note during or after telephone 
conversations with customers 

4.8  Describe their organisationôs guidelines 
and procedures for what should be said 
during telephone conversations with 
customers 

4.9  Describe their organisationôs guidelines 
and procedures for taking action to 
follow up calls made to customers 
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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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 may provide evidence of dealing with customers using land line telephones, mobile 

telephone, internet telephone connections, video telephone systems or any other 
technology that involves a conversation with a customer at a distance. 

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

a are receptive to the content of your call  
b are not receptive to the content of your call.  

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

a during routine delivery of customer service 
 b during a busy time in your job  

c during a quiet time in your job 
d when people, systems or resources have let you down 
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Aims  
 
Some customer service delivery involves communicating with a customer in a way that creates 
a permanent record either in writing or electronically.  This form of communication carries risks 
and implications that are less likely to apply to a conversation held with a customer face to face 
or on the telephone.  This unit is all about how written or electronic communication can be 
made effective and can contribute to excellent customer service. 

Unit C U818 Deal with Customers in Writing or 
Electronically  

Level: 3 

Credit value: 6 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Use written or electronic 
communication effectively 

1.1  Operate equipment used to 
communicate in writing or electronically 
efficiently and effectively 

1.2  Ensure that the period of time between 
exchanges in writing or electronically 
represents excellent customer service 

1.3  Use language that is clear and concise 

1.4  Adapt their use of language to meet the 
individual needs of their customer 

1.5 Ensure that the style and tone of their 
written or electronic communication 
follows their organisationôs guidelines 
and matches the service offer 

2.   Plan and send an effective 
written or electronic 
communication 

 

2.1 Anticipate their customerôs expectations 
taking account of any previous 
exchanges they may have had 

2.2 Assemble all the information they need 
to construct the communication 

2.3 Plan the objective of their 
communication 

2.4 Format their communication following 
their organisationôs guidelines 

2.5 Open the communication positively to 
establish a rapport with their customer 

2.6 Ensure that their customer is aware of 
the purpose of the communication as 
early as possible 

2.7 Summarise the key point of the 
communication and any actions that they 
or their customer will take as a result 
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3.   Handle incoming written or 
electronic communications 
effectively 

3.1  Read their customerôs communication 
carefully to identify their precise reason 
for contacting you 

3.2  Identify what they are seeking as the 
outcome of the contact 

3.3  Identify all the options they have for 
responding to their customer and weigh 
up the benefits and drawbacks of each 

3.4  Choose the option that is most likely to 
lead to customer satisfaction within the 
service offer 

3.5  Summarise the outcome of the 
communication and any actions that they 
or their customer will take as a result 

4.    Know how to deal with customers 
in writing or electronically 

4.1  Explain the importance of using clear 
and concise language 

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

4.3  Describe the effects of style and tone on 
the reader of a written or electronic 
communication 

4.4  Explain the importance of adapting their 
language to meet the needs of 
customers who may find the 
communication hard to understand 

4.5  Describe their organisationôs guidelines 
and procedures relating to written and 
electronic communication 

4.6  Explain how to operate equipment used 
for producing and sending written or 
electronic communications 

4.7  Explain the importance of keeping their 
customer informed if there is likely to be 
any delay in responding to a 
communication 

4.8  Explain the risks associated with the 
confidentiality of written or electronic 
communications 
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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 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 

(including social networking), 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 organisationôs 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 provide evidence 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. 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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Aims  
 
Customer service contributes to an organisationôs competitive position.  Customers of many 
organisations have 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 about how the learner can play their part in ensuring that 
their organisation makes the best possible use of the competitive advantage that can be gained 
from offering superior customer service.  It covers how the learner can use customer service as 
a tool to compete effectively with other providers of similar services and products.  The unit is 
not for a learner whose organisation does not compete actively with others. 
 

Unit C U755 Use Customer Service as a Competitive Tool  

Level: 3 

Credit value: 8 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Organise customer service to 
gain a competitive advantage 

1.1  Develop their own and colleaguesô 
understanding of the services and 
products offered by their organisation 

1.2  Define their organisationôs service offer 
and the ways in which it compares with 
those of their competitors 

1.3  Set an example for colleagues and 
present an image to their customers that 
reinforces their organisationôs service 
offer 

1.4  Encourage customer service actions that 
create and develop customer loyalty 

2. Deliver a competitive service 2.1 Take positive actions and encourage 
colleagues to take actions that provide 
individual customers with added value 
within their organisationôs service offer 

2.2 Remind customers about their service 
offer and the extra benefit it provides 
over those of their competitors 

2.3 Offer additional technical advice to 
customers within their organisationôs 
service offer 

2.4 Show awareness of the financial 
implications of any added value actions 
that they or their colleagues might offer 
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 2.5 Meet customer service targets to ensure 
that customers see the benefit of dealing 
with them rather than with a competitor 

2.6 Re-direct customers to other service 
providers without offence when their 
expectations cannot be met by the 
organisationôs service offer 

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

2.8 Encourage colleagues to offer 
complementary services and products 
when customer satisfaction indicates 
that customers would be interested in 
them 

3.   Understand how to use customer 
service as a competitive tool 

3.1  Identify the factors that lead to 
customersô belief that they are enjoying 
value for money 

3.2  Describe the services and products 
offered by their organisation 

3.3  Describe the services and products 
offered by competitors 

3.4  Identify the features and benefits of 
services and products that are seen by 
customers as added value 

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

3.6 Explain how to portray a positive image 
that reinforces their organisationôs 
competitive position 

3.7 Explain their organisationôs customer 
service targets and cost implications of 
added value actions to improve the 
organisationôs competitive position 

3.8 Describe complementary services and 
products that may be of interest to their 
customers 
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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 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. 
 
5. Your evidence must include examples of competitive analysis involving: 
  
 a direct competitors 
 b competitors offering substitute services or products. 
 
6. 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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Aims  
 
This unit is about expanding and extending the relationship with customers by persuading them 
to make use of additional services and products that the learner can offer.  Services or products 
will remain viable only if they are used by customers.  The unit covers the way the learner 
organises customer service to promote additional use of their services or products by 
communicating with customers and then delivering those services or products effectively.  It is 
also about monitoring the successes and failures and recognising the best way to approach 
customers with additional services or products for the future.  The learner needs to show that 
they are promoting the services or products by encouraging more people to use them. 
 

Unit C U819 Organise the Promotion of Additional Services 
or Products to Customers  

Level: 3 

Credit value: 7 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Offer additional services or 
products 

1.1  Offer additional services or products to 
customers 

1.2  Identify the benefits of offering additional 
services or products for customers and 
the organisation 

1.3  Explain the features and benefits of 
additional services or products to 
customers 

1.4  Identify ways of encouraging customers 
to ask about additional services or 
products 

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

2.1 Discuss with others ways of promoting 
additional services or products to 
customers 

2.2 Implement procedures to ensure that 
customers interested in additional 
services or products are dealt with 
promptly 

2.3 Promote services or products which will 
suit customers but which are supplied 
from outside their own area of the 
organisation 

2.4 Help customers to access services or 
products which are supplied outside of 
their own area of the organisation 
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3.   Monitor the promotion of 
additional services or products 

3.1  Devise methods to inform customers 
about additional services or products 

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

3.3  Use their record of successes and 
failures to identify the best approach for 
offering additional services or products 

3.4  Share information with others regarding 
the best approach to take when offering 
additional services or products to 
customers 

4. Understand how to organise and 
promote services or products to 
customers 

4.1 Describe their organisationôs procedures 
and systems for encouraging the use of 
additional services or products 

4.2 Explain how the use of additional 
services or products will benefit their 
customers 

4.3 Describe the main factors that influence 
customers to use their services or 
products 

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

4.5 Describe how to give appropriate, 
balanced information to customers about 
services or products 
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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 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 existing customers extending their use of your services or products  
 b new customers making use of your services or products. 
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Aims  
 
Effective and improving customer service may make use of a customer service knowledge set.  
This information base is built up continuously as the organisation learns from interaction with its 
customers.  A knowledge set may contain a wide variety of information about customers and 
their transactions with the organisation.  It will, in any case, rely on the actions of the learner 
and their colleagues in direct contact with customers to build and grow as a useful customer 
service tool.  This unit is all about actions the learner takes to add to the information set and 
how they use it to develop the way they deal with customer transactions.  This unit is for a 
learner only if their organisation has a systematic and technology supported approach to 
building a customer information set. 
 

Unit C U820 Build a Customer Service Knowledge Set  

Level: 3 

Credit value: 7 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.   Input details of customer queries 
and requests and develop 
responses 

1.1  Identify through active listening customer 
queries and comments for inclusion in 
the knowledge set 

1.2  Classify information collected through 
customer contact for inclusion in the 
knowledge set 

1.3  Identify questions frequently asked by 
customers 

1.4  Identify the broad customer service 
messages of their organisationôs 
answers to frequently asked questions 

1.5 Work with colleagues to develop 
responses to customer queries and 
requests 

1.6 Contribute ideas and responses to the 
customer knowledge set which build on 
key organisational customer service 
messages 

1.7 Check the effects of possible responses 
included in the knowledge set with 
customers 

1.8 Monitor the customer service knowledge 
set to identify trends and patterns 
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2.   Use a customer service 
knowledge base 

2.1  Access information from the customer 
service knowledge set using specific 
search criteria 

2.2  Browse the customer service knowledge 
set to research a topic of interest or 
project area 

2.3  Use the customer service knowledge set 
to inform the introduction of a new 
product or service variation 

2.4  Use the customer service knowledge set 
to respond to a specific customer 
request or query 

2.5 Assist a colleague to locate specific 
information in the customer service 
knowledge set 

2.6 Add to the customer service knowledge 
set as a result of dealing with a customer 
request or query 

3. Understand how to build a 
customer service knowledge set 

3.1 Explain the structure and content of their 
organisationôs customer service 
information set   

3.2 Describe how to input and update 
routines for adding to the customer 
service knowledge set   

3.3 Identify ways that information in a 
customer service knowledge set can be 
classified 

3.4 Identify questions frequently asked by 
customers of their organisation 

3.5 Explain the importance of working with 
colleagues to develop responses to 
customer requests and queries 

3.6 Describe their organisationôs key 
messages in relation to the services or 
products they are delivering 

3.7 Identify ways to interpret information in a 
customer service knowledge set 

3.8 Describe techniques for assisting a 
colleague to locate information in a 
customer service knowledge set 
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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 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. 

 
There are no additional evidence requirements other than those expressed within the Unit. 
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Aims  
 
The customer service that the learnerôs organisation gives is affected by the way they do their 
job.  Whatever job the learner is doing, customers expect them to do it properly.  They also 
expect the learner to consider their wishes and feelings while they are doing it.  Doing their job 
properly involves following procedures and doing the tasks in their job correctly as well as 
having the appropriate relationship with customers.  This Unit covers how the learner does their 
job with their customer in mind in a way that the organisation and supervisors find acceptable.  
It will help the learner to understand the parts of their job that are most important to good 
customer service. 
 

Level: 1 

Credit value: 5 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1. Do their job in a customer friendly 
way 

1.1  Make a good first impression 

1.2  Follow the dress code of their 
organisation and present the right 
personal image to their customers 

1.3  Do the tasks that make up their job 
in a way that shows they know what 
their customers expect and what 
their organisation offers 

1.4  Show consideration to customers 
when carrying out the tasks required 
in their job 

1.5  Respond willingly to routine requests 
and questions from customers and 
recognise when to pass a request on 
to an appropriate colleague 

1.6  Share information with customers 
about how delivery of the product or 
service is going 

1.7  Work flexibly to help individual 
customers without reducing the level 
of service they give to others 

1.8  Share information with colleagues 
when they need it to provide good 
customer service 

Unit C U805 Do Your Job in a Customer Friendly Way  
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2. Know how to do their job in a 
customer-friendly way 

 

2.1 Describe their organisationôs dress 
code 

2.2 Describe how to do the tasks that 
make up their job 

2.3 Identify how long parts of the job 
take to do and how this may affect 
their customers 

2.4 Describe how to do their own work in 
an organised way 

2.5 Identify what their customers expect 
of them and their work 

2.6 Identify the organisations service 
offer and how this affects the way 
they do their work 

2.7 State what they are allowed to do 
and not allowed to do for customers 

2.8  State how to do their job in a way 
that is healthy and safe for them, 
their customers and their colleagues 
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Evidence Requirements  
 
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 a realistic working environment 
or a work placement is permissible.  Simulation is not allowed for any evidence within this 
Unit.  (Guidelines for a Realistic Working Environment can be found in the Assessment 
Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 2010) 

 
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 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 you are doing your job in a customer-friendly for 

customers who are: 
 
 a easy to deal with  
 b difficult to deal with. 
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Aims  
 
This Unit is about how the learner delivers consistent and reliable service to customers.  As 
well as being good with people, the learner needs to work with their organisationôs service 
systems to meet or exceed customer expectations.  In the learnersô job there will be many 
examples of how they combine their approach and behaviour with their organisationôs systems.  
The learner will need to prepare for each transaction with a customer, deal with different types 
of customers in different circumstances and check that what they have done has met customer 
expectations.  To meet this standard they have to deliver excellent customer service over and 
over again. 
 

Level: 2 

Credit value: 5 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1. Prepare to deal with customers 1.1  Keep their knowledge of their 
organisationôs services or products 
up-to-date 

1.2  Ensure that the area they work in is 
tidy, safe and organised efficiently 

1.3  Prepare and arrange everything they 
need to deal with customers before 
their shift or period of work 
commences 

2.    Give consistent service to 
customers 

 

2.1 Make realistic customer service 
promises to customers   

2.2 Ensure that their promises balance 
the needs of their customers and 
their organisation 

2.3 Keep their promises to customers 

2.4 Inform their customers if they cannot 
keep their promises due to 
unforeseen circumstances 

2.5 Recognise when their customersô 
needs or expectations have changed 
and adapt their service to meet the 
new requirements 

2.6 Keep their customers informed if 
delivery of the service needs to 
involve passing them on to another 
person or organisation 

Unit C U806 Deliver Reliable Customer Service  
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3.    Check customer service delivery 3.1  Check that the service they have 
given meets their customersô needs 
and expectations 

3.2  Identify when they could have given 
 better service to customers and how 
 their service could have been 
 improved 

3.3  Share information with colleagues 
and service partners to maintain and 
improve their standards of service 
delivery. 

4. Know how to deliver reliable 
customer service 

4.1  Describe their organisationôs 
services or products 

4.2  Explain their organisationôs 
procedures and systems for 
delivering customer service 

4.3  Describe methods or systems for 
measuring an organisationôs 
effectiveness in delivering customer 
service 

4.4  Explain their organisationôs 
procedures and systems for 
checking service delivery 

4.5  Explain their organisationôs 
requirements for health and safety in 
their area of work 

 
 



 

 101 

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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 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 time in your job  

c during a quiet time in your job 
d when people, systems or resources have let you down. 
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Aims  
 
Many organisations deliver a service to their customers on the customerôs 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 
customerôs property.  This unit is about the process of providing a service on customer 
premises whilst ensuring that the customer both enjoys the customer service experience and 
has confidence that the work carried out has been completed successfully.  This unit is not 
simply about working in a different building.  The learnerôs customer must be somebody who 
feels real ownership of the premises and is therefore somewhat protective about them.  In 
particular, this unit is for the learner whose job takes them into their customersô homes. 
 

Level: 2 

Credit value: 5 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1. Establish a rapport with their 
customer 

1.1   Prepare for a visit to customer premises 
and ensure the customer knows when 
and why they will be there 

1.2   Identify themselves to their customer 
showing official identification whenever 
possible 

1.3   Show a positive and friendly approach to 
the service they are about to give 

1.4    Use language and behaviour that show 
respect for their customer 

1.5   Explain to their customer exactly what 
they are going to do and approximately 
how long they expect the work to take 

1.6    Listen to any concerns that their 
customer may have and reassure them 

1.7    Keep their customer informed of 
progress and about any cause for delay 
that might take place 

1.8 Keep their customer informed of any 
variation to the work that could involve 
additional time or cost 

1.9 Consult their customer when they have 
to do work that the customer had not 
expected 

Unit C U807 Deliver Customer Service on Your Customerôs 
 Premises  
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2.    Combine customer service with 
their other skills and expertise   

 

2.1  Show respect to customerôs premises 
and possessions by treating them with 
care 

2.2  Make sure their customer is aware of 
their specialist technical skills 

2.3  Take time to give their customer 
confidence in their knowledge and skills 

2.4  Consider the customer service 
implications of each action and inform 
their customer of what will be involved 

2.5  Inform their customer when they have 
finished and reinforce how the work has 
been handled professionally 

2.6  Check that their customer is satisfied 
with the work and listen carefully to any 
feedback 

2.7  Inform their customer of  timescales if 
any follow up work is involved 

2.8  Ensure that timescales for follow up work 
are kept 

2.9  Keep their customer informed if 
timescales for follow up work are not 
going to be met 

2.10 Explain clearly to their customer why 
they cannot do work that is not specified 
in the service offer 

2.11 Ensure that their customer has the 
appropriate details to contact their 
organisation if the customer needs to  

3.    Know how to deliver customer 
service on the customerôs 
premises 

3.1   Describe what they can do to establish a 
rapport with the customers 

3.2   Explain the importance of sensitivity to 
peopleôs feelings about their own 
premises and possessions 

3.3   Explain the regulatory and legal 
restrictions on what they can and cannot 
do in all aspects of their work 

3.4   Explain the insurance implications of 
working on their customerôs premises 

3.5   Describe  the organisational procedures 
they would take if they cause any 
accidental damage on their customerôs 
premises 
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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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 time in your job  

c during a quiet time in your job 

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 customerôs premises 
 b visits to your customerôs 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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Aims  
 
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 actions based on stereotyping rather than on solid evidence 
obtained from the customer.  This unit is about how the learner can establish their customerôs 
expectations and needs in a way that takes full account of them as an individual.  The unit also 
covers the way the learner provides customer service to diverse groups of customers each of 
which has common likes and dislikes. 

 

Level: 2 

Credit value: 5 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.    Respect customers as individuals 
and promote equality in customer 
service    

1.1  Observe verbal and non-verbal clues 
that provide information about their 
customerôs expectations and needs 

1.2  Identify and avoid features of 
stereotypes that might be applied to 
their customer that could carry the 
risk of causing offence 

1.3  Identify aspects of their customerôs 
appearance or communication which 
risk leading them to treat the 
customer differently 

1.4  Consider aspects of their customerôs 
appearance or communication in the 
light of their own beliefs about 
various groups of people that include 
their customer 

1.5  Question their customer to ensure 
that the impressions they are forming 
about their expectations and wishes 
are based on sound evidence 

1.6  Adjust their interpretation of the 
customerôs expectations and wishes 
as a result of further evidence they 
have collected by talking to their 
customer 

Unit C U808 Recognise Diversity When Delivering 
 Customer Service  
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2.    Adapt customer service to 
recognise the different needs and 
expectations of diverse groups of 
customers  

 

2.1  Follow organisational procedures 
and guidelines that seek to make 
customer service inclusive for 
diverse groups of customers 

2.2 Show respect for their customerôs 
individual beliefs, expectations and 
needs that may result from 
membership of a particular group 

2.3 Vary their approach to their customer 
to take account of beliefs, 
expectations and needs that result 
from membership of a particular 
group 

2.4 Work with colleagues to identify 
consistent approaches that team 
members should adopt when dealing 
with a particular group 

3.    Understand how to recognise 
diversity when delivering 
customer service 

3.1  Explain the importance of 
recognising diversity in relation to 
age, disability, national origin, 
religion, sexual orientation, values, 
ethnic culture, education, lifestyle, 
beliefs, physical appearance, social 
class and economic status 

3.2  Explain why consideration of 
diversity and inclusion issues affect 
customer service 

3.3  Describe organisational guidelines to 
make customer service inclusive for 
diverse groups of customers 

3.4 Explain how to observe and interpret 
non-verbal clues 

3.5  Describe how to listen actively for 
clues about their customerôs 
expectations and needs 

3.6  Identify techniques for obtaining 
additional information from 
customers through tactful and 
respectful questions 

3.7  Describe behaviour that might cause 
offence to specific groups of people 
to whom they regularly provide 
customer service 

3.8  Explain how to impress specific 
groups of people to whom they 
regularly provide customer service 
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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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 developed your approach to diversity taking 

account of: 
 
 a relevant legislation 
 b sector or industry codes of practice 
 c the policies and procedures of your own organisation. 
 
5. You must provide evidence that you have recognised diversity when delivering customer 

service to people from different groups in relation to four of these sources of diversity: 
 
 a age 
 b disability 
 c national origin 
 d sexual orientation 
 e values 
 f ethnic culture 
 g education 
 h lifestyle 
 i beliefs  
 j physical appearance 
 k social class 
 l economic status. 
 
6. You must provide examples of situations when you have adapted your behaviour to:  

 
 a deliberately adopt different approaches to different groups of customers 
 b deliberately adopt a consistent approach to groups of customers who you 

 recognise as having diverse requirements. 
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Aims  
 

Customer service is frequently delivered across a language divide.  Customer service centres 
may be located in one country but deal mainly with another.  In a multi-cultural society many 
customers may have a different first language from those delivering customer service to them.  
This language divide can present a real challenge to those who deliver customer service.  This 
unit is about preparing to deliver customer service across a language divide and seeing 
through that delivery.  The unit covers the steps that are needed to deal with customers with 
different language preferences without having full access to the learnerôs customerôs first 
language.  The learner should choose this unit if they frequently deal across a language divide.  
The learner should not choose this unit if they come across customers who do not share their 
first language only occasionally. 

 

Level: 2 

Credit value: 8 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1. Prepare to deal with customers 
with a different first language     

1.1   Identify the language or languages 
other than their own that they are 
most likely to come across when 
dealing with customers 

1.2  Learn a greeting, an expression of 
thanks and a farewell phrase in the 
language they expect to encounter 

1.3  Identify a source of assistance with a 
language they expect to encounter 
when delivering customer service 

1.4  Agree with colleagues informal 
signing options that may be used for 
key aspects of their services or 
products when dealing with 
somebody with a different first 
language 

1.5  Log useful words and phrases to 
support their dealings with a 
customer with a different first 
language 

1.6  Learn an appropriate phrase to 
explain to a customer in their first 
language that they do not speak that 
language fluently 

Unit C U809 Deal With Customers Across a L anguage 
 Divide  
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2.    Deal with customers who speak a 
different first language from their 
own 

 

2.1  Identify their customerôs first language 
and indicate to the customer that they 
are aware of this 

2.2  Establish the expectations of the 
customer regarding whether they expect 
to deal in the learnerôs first language or 
theirs 

2.3  Speak clearly and slowly if using a 
language which is not the first language 
for either them or their customer   

2.4  Maintain a consistent tone and volume 
when dealing with somebody across a 
language divide 

2.5  Listen closely to their customer to 
identify any words they may be using in 
a way that differs from the way the 
learner would generally use the same 
words 

2.6  Check their understanding of specific 
words with their customer using 
questions for clarification 

2.7  Seek appropriate assistance from 
colleagues if they are unable to complete 
a customer transaction because of 
language barriers 

2.8  Reword a question or explanation if their 
customer clearly does not understand 
their original wording 

2.9  Use a few words of their customerôs first 
language to create a rapport 

3.    Know how to deal with customers 
across a language divide 

3.1  List the languages that they are most 
likely to encounter among groups of their 
customers  

3.2  State how to greet, thank and say 
farewell to customers in their first 
languages  

3.3  Explain the importance of dealing with 
customers in their first language if 
possible 

3.4  Describe how to explain to a customer 
that they cannot hold an extended 
conversation in their first language 

3.5  Explain the importance of tone, pace and 
volume when dealing with customers 
across a language divide 

3.6  Identify possible sources of assistance to 
use when a language barrier demands 
additional language skills 
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Evidence Re quirements  
 
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. (Guidelines for a Realistic Working Environment can be found in 
the Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 ï February 
2010) 

 
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 dealing with customers across a language divide:  
 

a during routine delivery of customer service  
b during a busy time in your job 
c during a quiet time in your job. 
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Aims  
 
This unit is about how the learner uses questioning both in planned sequences and in 
spontaneous conversation to paint a picture of what their customer wants and how the learnerôs 
organisation can deliver it.  This unit is for a learner who comes into contact with their customer 
face to face, by voice technology or on-line with immediate interaction.  This unit is probably not 
for a learner who deals with customers remotely when it takes time to exchange questions and 
responses. 
 

Level: 2 

Credit value: 4 

Learning outcomes 
 
The learner will: 

Assessment criteria 
 
The learner can: 

1.     Establish rapport and identify 
customer concerns 

     

1.1  Greet their customer sincerely and 
invite a full and open response    

1.2   Use planned or spontaneous lines to 
indicate to their customer that they 
empathise with their initial enquiry 

1.3  Invite more detailed explanation from 
their customer   

1.4  Listen closely to their customerôs 
responses to strengthen their 
understanding of customer concerns 

1.5  Use both open and closed questions 
to make appropriate connection with 
their customer and open the door to 
more detailed investigation 

1.6  Identify and note their customerôs 
feelings and mood in relation to the 
information they are seeking 

Unit C U810 Use Questioning Techniques When Delivering 
 Customer Service  
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2.    Seek detailed information from 
customers using questioning 
techniques  

 

2.1  Follow a planned trail of questions to 
explore in detail customer concerns 
they have already identified  

2.2  Hold a spontaneous conversation 
with their customer to explore in 
detail customer concerns they have 
already identified 

2.3  Explain to their customer why they 
need the information they are asking 
for 

2.4  Use probing and searching 
questions that draw on comments or 
words used by their customer    

2.5  Thank their customer for the 
information in a way that encourages 
further open responses    

2.6  Use pre-planned routing and trigger 
questions that lead their customer to 
respond in new areas 

2.7  Follow organisational procedures to 
record customer responses to inform 
future actions  

3.    Understand how to use 
questioning techniques when 
delivering customer service 

3.1  Explain why establishing rapport 
makes it easier to draw information 
from customers 

3.2  Describe ways to greet customers 
that immediately build rapport 

3.3  Explain reasons for using planned 
question patterns to draw out 
particular information 

3.4  Explain reasons for using 
spontaneous conversation to draw 
out particular information   

3.5  Explain the importance of active 
listening when seeking detailed 
information from customers   

3.6  Identify the differences between and 
uses of closed and open questions 

3.7  Describe the importance of 
explaining to customers why 
information is needed 

3.8  Explain why particular trigger 
questions are effective in gaining 
specific information 

 
 
 




