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Key features of the Level 1 and 2 NVQ Certificates 
and Level 3 and 4 NVQ Diplomas in Customer 
Service (QCF) 

These qualifications: 

• are nationally recognised 

• are based on the Customer Service National Occupational Standards 
(NOS). The NOS, assessment strategy and qualification structures are 
owned by the Council for Administration (CfA). 

The Edexcel Level 2 NVQ Certificate in Customer Service and the Edexcel 
Level 3 NVQ Diploma in Customer Service have been approved as 
components required for the Customer Service Apprenticeship framework. 

What is the purpose of these qualifications? 

These qualifications comprise QCF credit-rated units developed by the 
Institute of Customer Service, the Standards Setting Body for the Customer 
Service sector. These qualifications allow learners to apply knowledge, 
understanding and skills to a national occupation level required by 
employers, thus proving competency in their job role. 

Who are these qualifications for? 

These qualifications are for all learners aged 16 and above who are capable 
of reaching the required standards. The Edexcel Level 1 NVQ Certificate in 
Customer Service is for learners aged 14 and above who are capable of 
reaching the required standards. 

Edexcel’s policy is that the qualifications should: 

• be free from any barriers that restrict access and progression 

• ensure equality of opportunity for all wishing to access the qualifications. 

What are the benefits of these qualifications to the learner and 
employer? 

These qualifications require individuals to demonstrate competence against 
National Occupational Standards (NOS) which are based on the needs of the 
Customer Service sector as defined by the Sector Skills Council. As such 
they contribute to the development of skilled labour in the sector. The 
Edexcel Level 2 NVQ Certificate and the Edexcel Level 3 NVQ Diploma in 
Customer Service may contribute towards the competence element of an 
Apprenticeship. 
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What are the potential job roles for those working towards these 
qualifications?  

• Bank/building society customer adviser 

• Contact centre operator 

• Customer service adviser (Post Office) 

• Customer service assistant/manager 

• Hotel receptionist 

• Local government customer services officer 

• Medical receptionist 

What progression opportunities are available to learners who achieve 
these qualifications? 

Learners can progress from the Edexcel Level 1 NVQ Certificate in Customer 
Service (QCF) onto the Edexcel Level 2 NVQ Certificate in Customer Service 
(QCF), employment, or additional related qualifications. 

Learners can progress from the Edexcel Level 2 NVQ Certificate in Customer 
Service (QCF) onto the Edexcel Level 3 NVQ Diploma in Customer Service 
(QCF), employment, or additional related qualifications.  

Learners can progress from the Edexcel Level 3 NVQ Diploma in Customer 
Service (QCF) onto the Edexcel Level 4 NVQ Diploma in Customer Service 
(QCF), employment, or additional related qualifications.  

Learners can progress from the Edexcel Level 4 NVQ Diploma in Customer 
Service (QCF) into employment or additional related qualifications.  

Further information is available in Annexe A.  
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What is the qualification structure for the Level 1 
NVQ Certificate in Customer Service (QCF)? 

Individual units can be found in the Units section. The QCF level and credit 
value are given on the first page of each unit. 

Qualification structure summary 

Learners must achieve all 8 credits from the two mandatory units. A further 
14 credits must be achieved by completing a minimum of one unit from 
each of the three option groups; at least 8 of these 14 credits must be at 
Level 1. 

A minimum of 22 credits are required overall for completion of this 
qualification. 

Qualification structure 

Edexcel Level 1 NVQ Certificate in Customer Service (QCF) 

Unit 
reference 

Mandatory units 
(Customer Service Foundations) 

Credit Level 

F/601/1609 Unit 1: Communicate using customer 
service language 

4 1 

L/601/1614 Unit 2: Follow the rules to deliver customer 
service 

4 2 

Unit 
reference 

Option Group A 
(Impression and Image) 

Credit Level 

R/601/1209  Unit 7: Maintain a positive and customer-
friendly attitude 

5 1 

L/601/1211  Unit 8: Adapt your behaviour to give a 
good customer service impression 

5 1 

R/601/1212  Unit 9: Communicate effectively with 
customers 

5 2 

L/601/0933  Unit 10: Give customers a positive 
impression of yourself and your 
organisation 

5 2 

D/601/0936  Unit 11: Promote additional services or 
products to customers 

6 2 

H/601/1215  Unit 12: Process information about 
customers 

5 2 

M/601/1217  Unit 13: Live up to the customer service 
promise 

6 2 

http://www.accreditedqualifications.org.uk/unit/F6011609.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011614.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011209.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011211.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011212.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6010933.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6010936.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011215.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011217.seo.aspx?OwnerRef=
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Unit 
reference 

Option Group A 
(Impression and Image) 

Credit Level 

T/601/1218  Unit 14: Make customer service personal 6 2 

M/601/1220  Unit 15: Go the extra mile in customer 
service 

6 2 

T/601/1221  Unit 16: Deal with customers face to face 5 2 

F/601/1223  Unit 17: Deal with incoming telephone calls 
from customers 

5 2 

J/601/1224  Unit 18: Make telephone calls to customers 6 2 

Unit 
reference 

Option Group B 
(Delivery) 

Credit Level 

A/601/1205  Unit 25: Do your job in a customer friendly 
way 

5 1 

J/601/1210  Unit 26: Deliver reliable customer service 5 2 

Y/601/1213  Unit 27: Deliver customer service on your 
customer’s premises 

5 2 

K/601/1216  Unit 28: Recognise diversity when 
delivering customer service 

5 2 

A/601/1219  Unit 29: Deal with customers across a 
language divide 

8 2 

A/601/1222  Unit 30: Use questioning techniques when 
delivering customer service 

4 2 

L/601/1225  Unit 31: Deal with customers using 
bespoke software 

5 2 

Y/601/1227  Unit 32: Maintain customer service through 
effective handover 

4 2 

Unit 
reference 

Option Group C 
(Handling Problems) 

Credit Level 

M/601/1508  Unit 41: Recognise and deal with customer 
queries, requests and problems 

5 1 

T/601/1509  Unit 42: Take details of customer service 
problems 

4 1 

M/601/1511  Unit 43: Resolve customer service 
problems 

6 2 

T/601/1512  Unit 44: Deliver customer service to 
difficult customers 

6 2 

http://www.accreditedqualifications.org.uk/unit/T6011218.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011220.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011221.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/F6011223.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011224.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011205.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011210.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011213.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011216.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011219.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011222.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011225.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011227.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011508.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011509.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011511.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011512.seo.aspx?OwnerRef=
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What is the qualification structure for the Level 2 
NVQ Certificate in Customer Service (QCF)? 

Individual units can be found in the Units section. The QCF level and credit 
value are given on the first page of each unit. 

Qualification structure summary 

Learners must achieve all 8 credits from the two mandatory units. A further 
20 credits must be achieved by completing a minimum of one unit from 
each of the four option groups; at least 11 of these 20 credits must be at 
Level 2. 

A minimum of 28 credits are required overall for completion of this 
qualification. 

Qualification structure 

Edexcel Level 2 NVQ Certificate in Customer Service (QCF) 

Unit 
reference 

Mandatory units 
(Customer Service Foundations) 

Credit Level 

F/601/1609 Unit 1: Communicate using customer 
service language 

4 1 

L/601/1614 Unit 2: Follow the rules to deliver customer 
service 

4 2 

Unit 
reference 

Option Group A 
(Impression and Image) 

Credit Level 

R/601/1209  Unit 7: Maintain a positive and customer-
friendly attitude 

5 1 

L/601/1211  Unit 8: Adapt your behaviour to give a 
good customer service impression 

5 1 

R/601/1212  Unit 9: Communicate effectively with 
customers 

5 2 

L/601/0933  Unit 10: Give customers a positive 
impression of yourself and your 
organisation 

5 2 

D/601/0936  Unit 11: Promote additional services or 
products to customers 

6 2 

H/601/1215  Unit 12: Process information about 
customers 

5 2 

M/601/1217  Unit 13: Live up to the customer service 
promise 

6 2 

http://www.accreditedqualifications.org.uk/unit/F6011609.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011614.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011209.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011211.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011212.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6010933.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6010936.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011215.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011217.seo.aspx?OwnerRef=
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Unit 
reference 

Option Group A 
(Impression and Image) 

Credit Level 

T/601/1218  Unit 14: Make customer service personal 6 2 

M/601/1220  Unit 15: Go the extra mile in customer 
service 

6 2 

T/601/1221  Unit 16: Deal with customers face to face 5 2 

F/601/1223  Unit 17: Deal with incoming telephone calls 
from customers 

5 2 

J/601/1224  Unit 18: Make telephone calls to customers 6 2 

R/601/1226 Unit 19: Deal with customers in writing or 
electronically 

6 3 

D/601/1228  Unit 20: Use customer service as a 
competitive tool 

8 3 

D/601/1231  Unit 21: Organise the promotion of 
additional services or products to 
customers 

7 3 

K/601/1233  Unit 22: Build a customer service 
knowledge set 

7 3 

Unit 
reference 

Option Group B 
(Delivery) 

Credit Level 

A/601/1205  Unit 25: Do your job in a customer friendly 
way 

5 1 

J/601/1210  Unit 26: Deliver reliable customer service 5 2 

Y/601/1213  Unit 27: Deliver customer service on your 
customer’s premises 

5 2 

K/601/1216  Unit 28: Recognise diversity when 
delivering customer service 

5 2 

A/601/1219  Unit 29: Deal with customers across a 
language divide 

8 2 

A/601/1222  Unit 30: Use questioning techniques when 
delivering customer service 

4 2 

L/601/1225  Unit 31: Deal with customers using 
bespoke software 

5 2 

Y/601/1227  Unit 32: Maintain customer service through 
effective handover 

4 2 

H/601/1229  Unit 33: Deliver customer service using 
service partnerships 

6 3 

Y/601/1230  Unit 34: Organise the delivery of reliable 
customer service 

6 3 

H/601/1232  Unit 35: Improve the customer relationship 7 3 

http://www.accreditedqualifications.org.uk/unit/T6011218.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011220.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011221.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/F6011223.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011224.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011226.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011228.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011231.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011233.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011205.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011210.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011213.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011216.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011219.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011222.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011225.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011227.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011229.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011230.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011232.seo.aspx?OwnerRef=
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Unit 
reference 

Optional Group C 
(Handling Problems) 

Credit Level 

M/601/1508  Unit 41: Recognise and deal with customer 
queries, requests and problems 

5 1 

T/601/1509  Unit 42: Take details of customer service 
problems 

4 1 

M/601/1511  Unit 43: Resolve customer service 
problems 

6 2 

T/601/1512  Unit 44: Deliver customer service to 
difficult customers 

6 2 

J/601/1515  Unit 45: Monitor and solve customer 
service problems 

6 3 

D/601/1519  Unit 46: Apply risk assessment to customer 
service 

10 3 

D/601/1522 Unit 47: Process customer service 
complaints 

6 3 

Unit 
reference 

Option Group D 
(Development and Improvement) 

Credit Level 

T/601/1526 Unit 49: Develop customer relationships 6 2 

A/601/1530  Unit 50: Support customer service 
improvements 

5 2 

R/601/1534  Unit 51: Develop personal performance 
through delivering customer service 

6 2 

H/601/1540  Unit 52: Support customers using on-line 
customer services 

5 2 

M/601/1542  Unit 53: Buddy a colleague to develop their 
customer service skills 

5 2 

R/601/1548  Unit 54: Develop your own customer 
service skills through self-study 

6 2 

Y/601/1549  Unit 55: Support customers using self-
service technology 

5 2 

D/601/1553  Unit 56: Work with others to improve 
customer service 

8 3 

H/601/1554  Unit 57: Promote continuous improvements 7 3 

K/601/1555  Unit 58: Develop your own and others' 
customer service skills 

8 3 

H/601/1568  Unit 59: Lead a team to improve customer 
service 

7 3 

H/601/1571  Unit 60: Gather, analyse and interpret 
customer feedback 

10 3 

T/601/1574  Unit 61: Monitor the quality of customer 
service transactions 

7 3 

http://www.accreditedqualifications.org.uk/unit/M6011508.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011509.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011511.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011512.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011515.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011519.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011522.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011526.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011530.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011534.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011540.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011542.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011548.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011549.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011553.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011554.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011555.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011568.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011571.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011574.seo.aspx?OwnerRef=


N025173 – Specification –Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

10 

What is the qualification structure for the Level 3 
NVQ Diploma in Customer Service (QCF)? 

Individual units can be found in the Units section. The QCF level and credit 
value are given on the first page of each unit. 

Qualification structure summary 

Learners must achieve all 12 credits from the two mandatory units. A 
further 30 credits must be achieved by completing a minimum of one unit 
from each of the four option groups; at least 10 of these 30 credits must be 
at Level 3. 

A minimum of 42 credits are required overall for completion of this 
qualification. 

Qualification structure 

Edexcel Level 3 NVQ Diploma in Customer Service (QCF) 

Unit 
reference 

Mandatory units 
(Customer Service Foundations) 

Credit Level 

K/601/1622  Unit 3: Demonstrate understanding of 
customer service 

6 3 

J/601/1627  Unit 4: Demonstrate understanding of the 
rules that impact on improvements in 
customer service 

6 3 

Unit 
reference 

Option Group A 
(Impression and Image) 

Credit Level 

R/601/1212  Unit 9: Communicate effectively with 
customers 

5 2 

L/601/0933  Unit 10: Give customers a positive 
impression of yourself and your 
organisation 

5 2 

D/601/0936  Unit 11: Promote additional services or 
products to customers 

6 2 

H/601/1215  Unit 12: Process information about 
customers 

5 2 

M/601/1217  Unit 13: Live up to the customer service 
promise 

6 2 

T/601/1218  Unit 14: Make customer service personal 6 2 

M/601/1220  Unit 15: Go the extra mile in customer 
service 

6 2 

T/601/1221  Unit 16: Deal with customers face to face 5 2 

http://www.accreditedqualifications.org.uk/unit/K6011622.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011627.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011212.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6010933.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6010936.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011215.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011217.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011218.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011220.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011221.seo.aspx?OwnerRef=
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Unit 
reference 

Option Group A 
(Impression and Image) 

Credit Level 

F/601/1223  Unit 17: Deal with incoming telephone calls 
from customers 

5 2 

J/601/1224  Unit 18: Make telephone calls to customers 6 2 

R/601/1226 Unit 19: Deal with customers in writing or 
electronically 

6 3 

D/601/1228  Unit 20: Use customer service as a 
competitive tool 

8 3 

D/601/1231  Unit 21: Organise the promotion of 
additional services or products to 
customers 

7 3 

K/601/1233  Unit 22: Build a customer service 
knowledge set 

7 3 

T/601/1235  Unit 23: Champion customer service 10 4 

F/601/1237 Unit 24: Make customer service 
environmentally friendly and sustainable 

11 4 

Unit 
reference 

Option Group B 
(Delivery) 

Credit Level 

J/601/1210  Unit 26: Deliver reliable customer service 5 2 

Y/601/1213  Unit 27: Deliver customer service on your 
customer’s premises 

5 2 

K/601/1216  Unit 28: Recognise diversity when 
delivering customer service 

5 2 

A/601/1219  Unit 29: Deal with customers across a 
language divide 

8 2 

A/601/1222  Unit 30: Use questioning techniques when 
delivering customer service 

4 2 

L/601/1225  Unit 31: Deal with customers using 
bespoke software 

5 2 

Y/601/1227  Unit 32: Maintain customer service through 
effective handover 

4 2 

H/601/1229  Unit 33: Deliver customer service using 
service partnerships 

6 3 

Y/601/1230  Unit 34: Organise the delivery of reliable 
customer service 

6 3 

H/601/1232  Unit 35: Improve the customer relationship 7 3 

http://www.accreditedqualifications.org.uk/unit/F6011223.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011224.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011226.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011228.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011231.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011233.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011235.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/F6011237.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011210.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011213.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011216.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011219.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011222.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011225.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011227.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011229.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011230.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011232.seo.aspx?OwnerRef=
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Unit 
reference 

Option Group B 
(Delivery) 

Credit Level 

M/601/1234  Unit 36: Maintain and develop a healthy 
and safe customer service environment 

8 4 

A/601/1236  Unit 37: Plan, organise and control 
customer service operations 

10 4 

J/601/1238  Unit 38: Review the quality of customer 
service 

8 4 

L/601/1239  Unit 39: Build and maintain effective 
customer relations 

8 4 

F/601/1240  Unit 40: Deliver seamless customer service 
with a team 

8 4 

Unit 
reference 

Option Group C 
(Handling Problems) 

Credit Level 

M/601/1511  Unit 43: Resolve customer service 
problems 

6 2 

T/601/1512  Unit 44: Deliver customer service to 
difficult customers 

6 2 

J/601/1515  Unit 45: Monitor and solve customer 
service problems 

6 3 

D/601/1519  Unit 46: Apply risk assessment to customer 
service 

10 3 

D/601/1522 Unit 47: Process customer service 
complaints 

6 3 

K/601/1524 Unit 48: Handle referred customer 
complaints 

10 4 

http://www.accreditedqualifications.org.uk/unit/M6011234.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011236.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011238.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011239.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/F6011240.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011511.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011512.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011515.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011519.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011522.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011524.seo.aspx?OwnerRef=
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Unit 
reference 

Option Group D 
(Development and Improvement) 

Credit Level 

T/601/1526 Unit 49: Develop customer relationships 6 2 

A/601/1530  Unit 50: Support customer service 
improvements 

5 2 

R/601/1534  Unit 51: Develop personal performance 
through delivering customer service 

6 2 

H/601/1540  Unit 52: Support customers using on-line 
customer services 

5 2 

M/601/1542  Unit 53: Buddy a colleague to develop their 
customer service skills 

5 2 

R/601/1548  Unit 54: Develop your own customer 
service skills through self-study 

6 2 

Y/601/1549  Unit 55: Support customers using self-
service technology 

5 2 

D/601/1553  Unit 56: Work with others to improve 
customer service 

8 3 

H/601/1554  Unit 57: Promote continuous improvement 7 3 

K/601/1555 Unit 58: Develop your own and others' 
customer service skills 

8 3 

H/601/1568 Unit 59: Lead a team to improve customer 
service 

7 3 

H/601/1571 Unit 60: Gather, analyse and interpret 
customer feedback 

10 3 

T/601/1574 Unit 61: Monitor the quality of customer 
service transactions 

7 3 

L/601/1578 Unit 62: Implement quality improvements 
to customer service 

10 4 

L/601/1581 Unit 63: Plan and organise the 
development of customer service staff 

9 4 

M/601/1587 Unit 64: Develop a customer service 
strategy for a part of an organisation 

11 4 

A/601/1592 Unit 65: Manage a customer service award 
programme 

7 4 

Y/601/1597 Unit 66: Apply technology or other 
resources to improve customer service 

11 4 

R/601/1601 Unit 67: Review and re-engineer customer 
service processes 

11 4 

K/601/1605 Unit 68: Manage customer service 
performance 

7 4 

http://www.accreditedqualifications.org.uk/unit/T6011526.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011530.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011534.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011540.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011542.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011548.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011549.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011553.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011554.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011555.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011568.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011571.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011574.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011578.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011581.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011587.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011592.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011597.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011601.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011605.seo.aspx?OwnerRef=
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What is the qualification structure for the Level 4 
NVQ Diploma in Customer Service (QCF)? 

Individual units can be found in the Units section. The QCF level and credit 
value are given on the first page of each unit. 

Qualification structure summary 

Learners must achieve all 20 credits from the two mandatory units. A 
further 47 credits must be achieved by completing a minimum of one unit 
from each of the four option groups; at least 15 of these 47 credits must be 
at Level 4. 

A minimum of 67 credits are required overall for completion of this 
qualification. 

Qualification structure 

Edexcel Level 4 NVQ Diploma in Customer Service (QCF) 

Unit 
reference 

Mandatory units 
(Customer Service Foundations) 

Credit Level 

J/601/1630  Unit 5: Demonstrate understanding of 
customer service management 

10 4 

D/601/1634 Unit 6: Follow organisational rules, 
legislation and external regulations when 
managing customer service 

10 4 

Unit 
reference 

Option Group A 
(Impression and Image) 

Credit Level 

R/601/1226 Unit 19: Deal with customers in writing or 
electronically 

6 3 

D/601/1228  Unit 20: Use customer service as a 
competitive tool 

8 3 

D/601/1231  Unit 21: Organise the promotion of 
additional services or products to 
customers 

7 3 

K/601/1233  Unit 22: Build a customer service 
knowledge set 

7 3 

T/601/1235  Unit 23: Champion customer service 10 4 

F/601/1237 Unit 24: Make customer service 
environmentally friendly and sustainable 

11 4 

http://www.accreditedqualifications.org.uk/unit/J6011630.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011634.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011226.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011228.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011231.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011233.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011235.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/F6011237.seo.aspx?OwnerRef=
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Unit 
reference 

Option Group B 
(Delivery) 

Credit Level 

H/601/1229  Unit 33: Deliver customer service using 
service partnerships 

6 3 

Y/601/1230  Unit 34: Organise the delivery of reliable 
customer service 

6 3 

H/601/1232  Unit 35: Improve the customer relationship 7 3 

M/601/1234  Unit 36: Maintain and develop a healthy 
and safe customer service environment 

8 4 

A/601/1236  Unit 37: Plan, organise and control 
customer service operations 

10 4 

J/601/1238  Unit 38: Review the quality of customer 
service 

8 4 

L/601/1239  Unit 39: Build and maintain effective 
customer relations 

8 4 

F/601/1240  Unit 40: Deliver seamless customer service 
with a team 

8 4 

Unit 
reference  

Option Group C 
(Handling Problems) 

Credit Level 

J/601/1515  Unit 45: Monitor and solve customer 
service problems 

6 3 

D/601/1519  Unit 46: Apply risk assessment to customer 
service 

10 3 

D/601/1522 Unit 47: Process customer service 
complaints 

6 3 

K/601/1524 Unit 48: Handle referred customer 
complaints 

10 4 

http://www.accreditedqualifications.org.uk/unit/H6011229.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011230.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011232.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011234.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011236.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011238.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011239.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/F6011240.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/J6011515.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011519.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/D6011522.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011524.seo.aspx?OwnerRef=
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Unit 
reference 

Option Group D 
(Development and Improvement) 

Credit Level 

D/601/1553  Unit 56: Work with others to improve 
customer service 

8 3 

H/601/1554  Unit 57: Promote continuous improvements 7 3 

K/601/1555 Unit 58: Develop your own and others' 
customer service skills 

8 3 

H/601/1568 Unit 59: Lead a team to improve customer 
service 

7 3 

H/601/1571 Unit 60: Gather, analyse and interpret 
customer feedback 

10 3 

T/601/1574 Unit 61: Monitor the quality of customer 
service transactions 

7 3 

L/601/1578 Unit 62: Implement quality improvements 
to customer service 

10 4 

L/601/1581 Unit 63: Plan and organise the 
development of customer service staff 

9 4 

M/601/1587 Unit 64: Develop a customer service 
strategy for a part of an organisation 

11 4 

A/601/1592 Unit 65: Manage a customer service award 
programme 

7 4 

Y/601/1597 Unit 66: Apply technology or other 
resources to improve customer service 

11 4 

R/601/1601 Unit 67: Review and re-engineer customer 
service processes 

11 4 

K/601/1605 Unit 68: Manage customer service 
performance 

7 4 

http://www.accreditedqualifications.org.uk/unit/D6011553.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011554.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011555.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011568.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/H6011571.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/T6011574.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011578.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/L6011581.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/M6011587.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/A6011592.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/Y6011597.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/R6011601.seo.aspx?OwnerRef=
http://www.accreditedqualifications.org.uk/unit/K6011605.seo.aspx?OwnerRef=
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How are the qualifications graded and assessed? 

The overall grade for each qualification is a ‘pass’. The learner must achieve 
all the required units within the specified qualification structure. 

To pass a unit the learner must: 

• achieve all the specified learning outcomes 

• satisfy all the assessment criteria by providing sufficient and valid 
evidence for each criterion 

• show that the evidence is their own. 

The qualifications are designed to be assessed: 

• in the workplace or 

• in conditions resembling the workplace, as specified in the assessment 
strategy for the sector, or 

• as part of a training programme. 

Assessment strategy  

The assessment strategy for these qualifications has been included in 
Annexe D. It has been developed by the Institute of Customer Service in 
partnership with employers, training providers, awarding organisations and 
the regulatory authorities. The assessment strategy includes details on: 

• criteria for defining realistic working environments 

• roles and occupational competence of assessors, expert witnesses, 
internal verifiers and standards verifiers 

• quality control of assessment 

• evidence requirements. 

Evidence of competence may come from: 

• current practice where evidence is generated from a current job role 

• a programme of development where evidence comes from 
assessment opportunities built into a learning/training programme 
whether at or away from the workplace 

• the Recognition of Prior Learning (RPL) where a learner can 
demonstrate that they can meet the assessment criteria within a unit 
through knowledge, understanding or skills they already possess without 
undertaking a course of learning. They must submit sufficient, reliable 
and valid evidence for internal and standards verification purposes. RPL 
is acceptable for accrediting a unit, several units or a whole qualification 

• a combination of these. 
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It is important that the evidence is: 

Valid relevant to the standards for which competence is claimed 

Authentic produced by the learner 

Current sufficiently recent to create confidence that the same skill, 
understanding or knowledge persist at the time of the claim 

Reliable indicates that the learner can consistently perform at this 
level 

Sufficient fully meets the requirements of the standards. 

Types of evidence 

To successfully achieve a unit the learner must gather evidence which 
shows that they have met the required standard in the assessment criteria. 
Evidence can take a variety of different forms including the examples below. 
Centres should refer to the assessment strategy for information about which 
of the following are permissible. 

• direct observation of the learner’s performance by their assessor (O) 

• outcomes from oral or written questioning (Q&A) 

• products of the learner’s work (P) 

• personal statements and/or reflective accounts (RA) 

• outcomes from simulation, where permitted by the assessment 
strategy (S) 

• professional discussion (PD) 

• assignment, project/case studies (A) 

• authentic statements/witness testimony (WT) 

• expert witness testimony (EPW) 

• evidence of Recognition of Prior Learning (RPL). 

The abbreviations may be used for cross-referencing purposes. 

Learners can use one piece of evidence to prove their knowledge, skills and 
understanding across different assessment criteria and/or across different 
units. It is, therefore, not necessary for learners to have each assessment 
criterion assessed separately. Learners should be encouraged to reference 
the assessment criteria to which the evidence relates. 

Evidence must be made available to the assessor, internal verifier and 
Edexcel standards verifier. A range of recording documents is available on 
the Edexcel website www.edexcel.com. Alternatively, centres may develop 
their own. 

http://www.edexcel.com/
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What do you need to offer these qualifications? 

Centre recognition 

Centres that have not previously offered Edexcel qualifications need to 
apply for and be granted centre recognition as part of the process for 
approval to offer individual qualifications. New centres must complete both 
a centre recognition approval application and a qualification approval 
application. 

Existing centres will be given ‘automatic approval’ for a new qualification if 
they are already approved for a qualification that is being replaced by the 
new qualification and the conditions for automatic approval are met. 
Centres already holding Edexcel approval are able to gain qualification 
approval for a different level or different sector via Edexcel online. 

Approvals agreement 

All centres are required to enter into an approvals agreement which is a 
formal commitment by the head or principal of a centre to meet all the 
requirements of the specification and any linked codes or regulations. 
Edexcel will act to protect the integrity of the awarding of qualifications, if 
centres do not comply with the agreement. This could result in the 
suspension of certification or withdrawal of approval.  

Quality assurance 

Detailed information on Edexcel’s quality assurance processes is given in 
Annexe B.  

What resources are required? 

Each qualification is designed to support learners working in the customer 
service sector. Physical resources need to support the delivery of the 
qualifications and the assessment of the learning outcomes and must be of 
industry standard. Centres must meet any specific resource requirements 
outlined in Annexe D: Assessment strategy. Staff assessing the learner 
must meet the requirements within the overarching assessment strategy for 
the sector. 
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Unit format 

Each unit in this specification contains the following sections. 

 
Unit title:  

Unit code:  

 

Unit reference number: 

 

QCF level:  

 

Credit value:  

 
 

Guided learning hours:  

 
 
 
 

Unit summary: 

 

 

Assessment requirements/evidence requirements:  

 

Assessment methodology:  

 

Learning outcomes: 

 

Assessment criteria: 

 

Evidence type: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Portfolio 
reference: 

 

Date: 

 

 

 

 

 

The unit title is accredited on the QCF and this 
form of words will appear on the learner’s 
Notification of Performance (NOP). 

This is Edexcel’s reference number for the specified unit. 

This NDAQ code is a unique reference number for the unit. 

All units and qualifications within the QCF have a level assigned to them, which 
represents the level of achievement. There are nine levels of achievement, from 
Entry level to level 8. The level of the unit has been informed by the QCF level 
descriptors and, where appropriate, the NOS and/or other sector/professional. 

All units have a credit value. The minimum credit value is one, 
and credits can only be awarded in whole numbers. Learners 
will be awarded credits when they achieve the unit. 

A notional measure of the substance of a qualification. It includes an estimate of the 
time that might be allocated to direct teaching or instruction, together with other 
structured learning time, such as directed assignments, assessments on the job or 
supported individual study and practice. It excludes learner-initiated private study. 

This provides a summary of the purpose of the unit. 

The assessment/evidence requirements are 
determined by the SSC. Learners must provide 
evidence for each of the requirements stated in this 

Learning outcomes state exactly 
what a learner should know, 
understand or be able to do as a 
result of completing a unit. 

The assessment criteria of a unit 
specify the standard a learner is 
expected to meet to demonstrate 
that a learning outcome, or a set of 
learning outcomes, has been 
achieved. 

Learners must reference the type of 
evidence they have and where it is 
available for quality assurance 
purposes. The learner can enter the 
relevant key and a reference. 
Alternatively, the learner and/or 
centre can devise their own 
referencing system. 

This provides a summary of the assessment methodology to be used for the unit. 

The learner 
should use this 
box to indicate 
where the 
evidence can 
be obtained eg 
portfolio page 
number. 

The learner 
should give the 
date when the 
evidence has 
been provided. 
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Units 
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Unit 1: Communicate using customer 
service language 

Unit code: F1 

Unit reference number: F/601/1609  

QCF level: 1 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The ‘organisation’ from which the learner draws their evidence must be 
the organisation they work for or the organisation in which they have 
realistic work experience. The ‘organisation’ may be the whole of the 
organisation or the business unit, division or department with which they 
are involved. 
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Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 2: Follow the rules to deliver 
customer service 

Unit code: F2 

Unit reference number: L/601/1614  

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This unit requires the learner to show that they know and understand all the 
rules that apply to customer service delivered by their organisation and how 
they apply to the learner and their job. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The ‘organisation’ from which the learner draws their evidence must be 
the organisation they work for or the organisation in which they have 
realistic work experience. The ‘organisation’ may be the whole of the 
organisation or the business unit, division or department with which they 
are involved. 

5 The learner must provide evidence of following the rules to deliver 
customer service:  

• during routine delivery of customer service  

• during a busy time in their job 

• during a quiet time in their job 

• when people, systems or resources have let them down. 
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Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 3: Demonstrate understanding of 
customer service 

Unit code: F3 

Unit reference number: K/601/1622  

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

This unit is about being able to understand and explain the principles of 
customer service and the way they can be applied in specific customer 
service situations. The basic principles in this unit influence all aspects of 
making customer service work and enable the learner to place professional 
customer practice in the context of their industry sector and their own 
organisation. Above all, working as a customer service professional involves 
working with colleagues to develop deeper and broader understanding of 
customer service language and principles. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The ‘organisation’ from which the learner draws their evidence must be 
the organisation they work for. The ‘organisation’ may be the whole of 
the organisation or the business unit, division or department with which 
they are involved. 

5 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 
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Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
5
 

Le
ar

ni
ng

 o
ut

co
m

es
 a

nd
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
 

fo
llo

w
 t

h
ei

r 
o
rg

an
is

a
ti
o
n
’s

 
ac

ce
p
te

d
 c

u
st

o
m

er
 s

er
vi

ce
 

la
n
g
u
ag

e 

1
.1

 
co

m
m

u
n
ic

at
e 

to
 c

u
st

o
m

er
s 

th
ei

r 
o
rg

an
is

a
ti
o
n
’s

 
se

rv
ic

e 
o
ff
er

, 
h
o
w

 i
t 

b
al

an
ce

s 
o
rg

an
is

a
ti
o
n
al

 a
n
d
 

cu
st

o
m

er
 n

ee
d
s 

an
d
 h

o
w

 i
t 

m
ee

ts
 c

u
st

o
m

er
 

ex
p
ec

ta
ti
o
n
s 

1
.2

 
co

m
p
a
re

 t
h
e 

se
rv

ic
e 

o
ff

er
s 

o
f 
co

m
m

er
ci

a
l,
 p

u
b
lic

 
se

ct
o
r 

an
d
 t

h
ir
d
 s

ec
to

r 
o
rg

an
is

at
io

n
s 

an
d
 h

o
w

 t
h
ey

 
ea

ch
 m

ee
t 

cu
st

o
m

er
 e

xp
ec

ta
ti
o
n
s 

1
.3

 
d
is

cu
ss

 w
it
h
 c

o
lle

ag
u
es

 s
te

p
s 

th
at

 t
ea

m
 m

em
b
er

s 
ca

n
 t

a
ke

 t
o
 d

ea
l 
w

it
h
 d

if
fe

re
n
t 

cu
st

o
m

er
s 

an
d
 

d
if
fe

re
n
t 

cu
st

o
m

er
 s

er
vi

ce
 s

it
u
at

io
n
s 

 
 

 

2
 

ap
p
ly

 c
u
st

o
m

er
 s

er
vi

ce
 

p
ri
n
ci

p
le

s 
in

 t
h
ei

r 
cu

st
o
m

er
 s

er
vi

ce
 r

o
le

 

2
.1

 
fo

llo
w

 t
h
e 

ke
y 

p
o
lic

ie
s 

an
d
 p

ro
ce

d
u
re

s 
in

 t
h
ei

r 
o
rg

an
is

at
io

n
 f
o
r 

th
e 

d
el

iv
er

y 
o
f 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 

2
.2

 
d
em

o
n
st

ra
te

 h
o
w

 t
h
ei

r 
o
rg

an
is

a
ti
o
n
’s

 s
er

vi
ce

 
ap

p
ro

a
ch

 a
n
d
 s

er
vi

ce
 o

ff
er

 f
it
 w

it
h
in

 t
h
ei

r 
o
w

n
 

in
d
u
st

ry
 a

n
d
 d

if
fe

r 
fr

o
m

 t
h
o
se

 o
f 
o
th

er
 i
n
d
u
st

ri
es

 

2
.3

 
d
is

cu
ss

 w
it
h
 c

o
lle

ag
u
es

 h
o
w

 t
h
ei

r 
o
rg

an
is

a
ti
o
n
’s

 
et

h
ic

a
l 
an

d
 v

al
u
e 

b
a
se

 f
it
s 

w
it
h
 o

rg
an

is
at

io
n
al

 
n
ee

d
s 

an
d
 c

u
st

o
m

er
 e

xp
ec

ta
ti
o
n
s 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
6
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
 

u
n
d
er

st
an

d
 t

h
e 

p
ri
n
ci

p
le

s 
o
f 

cu
st

o
m

er
 s

er
vi

ce
 

3
.1

 
d
es

cr
ib

e 
h
o
w

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff
er

 
m

ee
ts

 c
u
st

o
m

er
 e

xp
ec

ta
ti
o
n
s 

3
.2

 
ex

p
la

in
 h

o
w

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff

er
 i
s 

af
fe

ct
ed

 b
y 

fi
n
an

ci
al

 a
n
d
 o

th
er

 r
es

o
u
rc

e 
lim

it
at

io
n
s 

3
.3

 
id

en
ti
fy

 t
h
e 

im
p
ac

t 
th

at
 t

h
ei

r 
o
rg

an
is

a
ti
o
n
’s

 s
er

vi
ce

 
o
ff
er

 m
a
y 

h
av

e 
o
n
 d

if
fe

re
n
t 

p
eo

p
le

 i
n
 t

h
e 

se
rv

ic
e 

ch
ai

n
 

3
.4

 
ex

p
la

in
 h

o
w

 c
u
st

o
m

er
s 

fo
rm

 t
h
ei

r 
ex

p
ec

ta
ti
o
n
s 

o
f 

th
e 

se
rv

ic
es

 o
r 

p
ro

d
u
ct

s 

3
.5

 
ex

p
la

in
 t

h
e 

im
p
o
rt

an
ce

 o
f 
ef

fe
ct

iv
e 

te
am

w
o
rk

 f
o
r 

th
e 

d
el

iv
er

y 
o
f 
ex

ce
lle

n
t 

cu
st

o
m

er
 s

er
vi

ce
 

3
.6

 
d
es

cr
ib

e 
h
o
w

 c
u
st

o
m

er
 s

er
vi

ce
 c

an
 c

o
n
tr

ib
u
te

 t
o
 

b
es

t 
va

lu
e 

in
 a

 p
u
b
lic

 s
ec

to
r 

o
r 

th
ir
d
 s

ec
to

r 
o
rg

an
is

at
io

n
 

3
.7

 
ex

p
la

in
 h

o
w

 c
u
st

o
m

er
 s

er
vi

ce
 c

a
n
 p

ro
vi

d
e 

a
 

co
m

p
et

it
iv

e 
ad

va
n
ta

g
e 

fo
r 

a
 c

o
m

m
er

ci
al

 
o
rg

an
is

at
io

n
  

3
.8

 
d
es

cr
ib

e 
w

h
y 

th
ei

r 
o
rg

an
is

at
io

n
 m

u
st

 l
im

it
 t

h
e 

cu
st

o
m

er
 s

er
vi

ce
 i
t 

g
iv

es
 t

o
 b

al
a
n
ce

 c
u
st

o
m

er
 

sa
ti
sf

a
ct

io
n
 w

it
h
 o

rg
an

is
at

io
n
al

 g
o
al

s 

3
.9

 
ex

p
la

in
 h

o
w

 t
o
 d

ea
l 
w

it
h
 d

if
fe

re
n
t 

cu
st

o
m

er
 

b
eh

av
io

u
rs

 a
n
d
 p

er
so

n
al

it
ie

s 
to

 a
ch

ie
ve

 c
u
st

o
m

er
 

sa
ti
sf

a
ct

io
n
  

3
.1

0
 

ex
p
la

in
 t

h
e 

im
p
o
rt

an
ce

 o
f 
ef

fe
ct

iv
e 

co
m

m
u
n
ic

at
io

n
 

in
 t

h
e 

d
el

iv
er

y 
o
f 
ex

ce
lle

n
t 

cu
st

o
m

er
 s

er
vi

ce
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
7
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

 
3
.1

1
 

d
es

cr
ib

e 
h
o
w

 t
h
ey

 e
n
su

re
 t

h
ei

r 
co

m
m

u
n
ic

at
io

n
 w

it
h
 

d
iv

er
se

 g
ro

u
p
s 

o
f 
cu

st
o
m

er
s 

is
 e

ff
ec

ti
ve

 a
n
d
 

ef
fi
ci

en
t 

3
.1

2
 

d
es

cr
ib

e 
th

e 
im

p
o
rt

an
ce

 o
f 

co
n
ti
n
u
o
u
s 

im
p
ro

ve
m

en
t 

w
it
h
in

 c
u
st

o
m

er
 s

er
vi

ce
  

3
.1

3
 

ex
p
la

in
 t

h
e 

ke
y 

p
o
lic

ie
s 

an
d
 p

ro
ce

d
u
re

s 
in

 t
h
ei

r 
o
rg

an
is

at
io

n
 f
o
r 

th
e 

d
el

iv
er

y 
o
f 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 
an

d
 w

h
y 

it
 i
s 

im
p
o
rt

a
n
t 

to
 f
o
llo

w
 t

h
em

 

3
.1

4
 

ex
p
la

in
 h

o
w

 t
h
ei

r 
in

d
u
st

ry
’s

 a
p
p
ro

ac
h
 t

o
 c

u
st

o
m

er
 

se
rv

ic
e 

d
if
fe

rs
 f

ro
m

 t
h
e 

ap
p
ro

ac
h
 o

f 
an

o
th

er
 

in
d
u
st

ry
 

3
.1

5
 

o
u
tl
in

e 
th

e 
se

rv
ic

e 
o
ff
er

 o
f 

co
m

p
et

it
o
rs

 o
f 
th

ei
r 

o
rg

an
is

at
io

n
 o

r 
an

y 
o
rg

an
is

at
io

n
s 

o
ff
er

in
g
 s

im
ila

r 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 

3
.1

6
 

d
es

cr
ib

e 
th

e 
fe

a
tu

re
s 

an
d
 b

en
ef

it
s 

o
f 

th
ei

r 
o
rg

an
is

at
io

n
’s

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 
th

at
 i
n
fl
u
en

ce
 

cu
st

o
m

er
 s

er
vi

ce
 d

el
iv

er
y 

an
d
 c

u
st

o
m

er
 s

at
is

fa
ct

io
n
 

3
.1

7
 

ex
p
la

in
 h

o
w

 t
h
ei

r 
o
rg

an
is

at
io

n
 b

a
la

n
ce

s 
it
s 

n
ee

d
s 

w
it
h
 c

u
st

o
m

er
 e

xp
ec

ta
ti
o
n
s 

an
d
 n

ee
d
s 

3
.1

8
 

ju
st

if
y 

th
e 

et
h
ic

a
l 
an

d
 v

al
u
e 

b
a
se

 o
f 
th

ei
r 

o
rg

an
is

at
io

n
’s

 a
p
p
ro

a
ch

 t
o
 c

u
st

o
m

er
 s

er
vi

ce
 

3
.1

9
 

ex
p
la

in
 h

o
w

 t
h
ei

r 
b
eh

av
io

u
r 

w
h
en

 i
m

p
ro

vi
n
g
 

cu
st

o
m

er
 s

er
vi

ce
 d

el
iv

er
y 

af
fe

ct
s 

th
e 

su
cc

es
s 

o
f 

an
y 

ch
an

g
es

 t
o
 c

u
st

o
m

er
 e

xp
ec

ta
ti
o
n
s 

an
d
 n

ee
d
s 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
8
 

 Le
ar

n
er

 n
a
m

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
a
tu

re
:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 



N025173 – Specification – Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

39 

 

Unit 4: Demonstrate understanding of 
the rules that impact on 
improvements in customer 
service 

Unit code: F4 

Unit reference number: J/601/1627  

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

This unit is about the rules, regulations and legislation that can impact on 
the way the learner develops and improves customer service. It requires 
the learner to demonstrate that they follow those rules when taking actions 
to improve customer service 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The ‘organisation’ from which the learner draws their evidence must be 
the organisation they work for. The ‘organisation’ may be the whole of 
the organisation or the business unit, division or department with which 
they are involved. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 5: Demonstrate understanding of 
customer service management 

Unit code: F5 

Unit reference number: J/601/1630  

QCF level: 4 

Credit value: 10 

Guided learning hours: 65 

 

Unit summary 

This unit covers the key principles of customer service that influence how it 
is managed and the links between management responsibilities and those 
key principles. The unit also recognises that knowledge and understanding 
of customer service principles and systems required in a management role 
may not be as detailed as that required in a delivery role. Instead, 
knowledge and understanding must relate clearly to a more strategic 
appreciation of the principles of customer service. This unit provides the 
opportunity to demonstrate the knowledge and understanding that is 
needed to be effective in customer service management. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 

4 The ‘organisation’ from which the learner draws their evidence must be 
the organisation they work for. The ‘organisation’ may be the whole of 
the organisation or the business unit, division or department with which 
they are involved. 
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Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 6: Follow organisational rules, 
legislation and external 
regulations when managing 
customer service 

Unit code: F6 

Unit reference number: D/601/1634  

QCF level: 4 

Credit value: 10 

Guided learning hours: 65 

 

Unit summary 

This unit is about management responsibilities in a role that is directly 
related to customer service generally involving actions and a set of 
knowledge and understanding of legislation and regulation that impact on 
the management function and the way it is fulfilled. It is about observing 
the law and rules and what the individual needs to know and understand in 
order to manage customer service processes effectively. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 

4 The ‘organisation’ from which the learner draws their evidence must be 
the organisation they work for. The ‘organisation’ may be the whole of 
the organisation or the business unit, division or department with which 
they are involved. 
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Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 7: Maintain a positive and 
customer-friendly attitude 

Unit code: A1 

Unit reference number: R/601/1209  

QCF level: 1 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

The learner’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 
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5 The learner needs to include evidence that they are positive and 
customer-friendly with customers who are: 

 a easy to deal with  

 b difficult to deal with.  

6 The learner needs to include evidence that they are positive and 
customer-friendly: 

 a during routine delivery of customer service 

 b during a busy time in their job 

 c during a quiet time in their job. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 8: Adapt your behaviour to give a 
good customer service impression 

Unit code: A2 

Unit reference number: L/601/1211  

QCF level: 1 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

This unit is all about how the learner’s 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 – ‘Maintain a positive and 
customer-friendly attitude’. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 

5 The learner needs to include evidence that they are positive and 
customer-friendly with customers who are: 

 a easy to deal with  

 b difficult to deal with.  

6 The learner needs to include evidence that they are positive and 
customer-friendly: 

 a during routine delivery of customer service 

 b during a busy time in their job 

 c during a quiet time in their job. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 9: Communicate effectively 
with customers 

Unit code: A3 

Unit reference number: R/601/1212  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 
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5 The learner needs to include evidence that they have communicated 
effectively with customers: 

 a during routine delivery of customer service 

 b during a busy time in their job 

 c during a quiet time in their job. 

6 The learner needs to include evidence that they 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 the learner passes on to colleagues may be verbal, in 
writing or passed on by any other method they would be expected to use 
within their job. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 10: Give customers a positive 
impression of yourself and 
your organisation 

Unit code: A4 

Unit reference number: L/601/0933  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

Excellent customer service is provided by people who are good with people. 
The learner’s 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 learner’s behaviour counts when 
dealing with a customer. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 
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5 The learner must provide evidence of creating a positive impression with 
customers: 

a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

6 The learner must provide evidence that they communicate with 
customers effectively by: 

 a using appropriate spoken or written language 

b applying the conventions and rules appropriate to the method of 
communication they have chosen. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 11: Promote additional services or 
products to customers 

Unit code: A5 

Unit reference number: D/601/0936  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

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 learner’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 

5 The learner must provide evidence that the additional services or 
products offered include: 

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

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

6 The learner’s evidence must show that they: 

 a identify what their customer wants by seeking information directly 

b identify what their customer wants from spontaneous customer 
comments. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

8
1
 

Le
ar

ni
ng

 o
ut

co
m

es
 a

nd
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
 

id
en

ti
fy

 a
d
d
it
io

n
a
l 
se

rv
ic

es
 

o
r 

p
ro

d
u
ct

s 
th

a
t 

ar
e 

av
ai

la
b
le

 

1
.1

 
u
p
d
at

e 
an

d
 d

ev
el

o
p
 t

h
ei

r 
kn

o
w

le
d
g
e 

o
f 
th

ei
r 

o
rg

an
is

at
io

n
’s

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 

1
.2

 
ch

ec
k 

w
it
h
 o

th
er

s 
w

h
en

 t
h
ey

 a
re

 u
n
su

re
 a

b
o
u
t 

n
ew

 
se

rv
ic

e 
o
r 

p
ro

d
u
ct

 d
et

a
ils

 

1
.3

 
id

en
ti
fy

 a
p
p
ro

p
ri
at

e 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 
th

at
 m

a
y 

in
te

re
st

 t
h
ei

r 
cu

st
o
m

er
 

1
.4

 
sp

o
t 

o
p
p
o
rt

u
n
it
ie

s 
fo

r 
o
ff
er

in
g
 t

h
ei

r 
cu

st
o
m

er
 

ad
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 
th

at
 w

ill
 i
m

p
ro

ve
 t

h
e 

cu
st

o
m

er
 e

xp
er

ie
n
ce

 

 
 

 

2
 

in
fo

rm
 c

u
st

o
m

er
s 

a
b
o
u
t 

ad
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 

2
.1

 
ch

o
o
se

 t
h
e 

b
es

t 
ti
m

e 
to

 i
n
fo

rm
 t

h
ei

r 
cu

st
o
m

er
 

ab
o
u
t 

a
d
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 
 

2
.2

 
ch

o
o
se

 t
h
e 

b
es

t 
m

et
h
o
d
 o

f 
co

m
m

u
n
ic

at
io

n
 t

o
 

in
tr

o
d
u
ce

 t
h
ei

r 
cu

st
o
m

er
 t

o
 a

d
d
it
io

n
a
l 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 

2
.3

 
g
iv

e 
th

ei
r 

cu
st

o
m

er
 a

cc
u
ra

te
 a

n
d
 s

u
ff
ic

ie
n
t 

in
fo

rm
at

io
n
 t

o
 e

n
ab

le
 t

h
em

 t
o
 m

ak
e 

a 
d
ec

is
io

n
 

ab
o
u
t 

th
e 

ad
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 
 

2
.4

 
g
iv

e 
th

ei
r 

cu
st

o
m

er
 t

im
e 

to
 a

sk
 q

u
es

ti
o
n
s 

ab
o
u
t 

th
e 

ad
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

8
2
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
 

g
ai

n
 c

u
st

o
m

er
 

co
m

m
it
m

en
t 

to
 u

si
n
g
 

ad
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 

3
.1

 
cl

o
se

 t
h
e 

co
n
ve

rs
at

io
n
 i
f 

th
e 

cu
st

o
m

er
 s

h
o
w

s 
n
o
 

in
te

re
st

  

3
.2

 
g
iv

e 
in

fo
rm

at
io

n
 t

o
 m

o
ve

 t
h
e 

si
tu

at
io

n
 f

o
rw

ar
d
 

w
h
en

 t
h
ei

r 
cu

st
o
m

er
 s

h
o
w

s 
in

te
re

st
 

3
.3

 
se

cu
re

 c
u
st

o
m

er
 a

g
re

em
en

t 
an

d
 c

h
ec

k 
cu

st
o
m

er
 

u
n
d
er

st
an

d
in

g
 o

f 
th

e 
d
el

iv
er

y 
o
f 
th

e 
se

rv
ic

e 
o
r 

p
ro

d
u
ct

  

3
.4

 
ta

ke
 a

ct
io

n
 t

o
 e

n
su

re
 p

ro
m

p
t 

d
el

iv
er

y 
o
f 

th
e 

ad
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 
to

 t
h
ei

r 
cu

st
o
m

er
 

3
.5

 
re

fe
r 

th
ei

r 
cu

st
o
m

er
 t

o
 o

th
er

s 
o
r 

to
 a

lt
er

n
a
ti
ve

 
so

u
rc

es
 o

f 
in

fo
rm

at
io

n
 i
f 

th
e 

ad
d
it
io

n
a
l 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 
a
re

 n
o
t 

th
ei

r 
re

sp
o
n
si

b
ili

ty
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

8
3
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

4
 

u
n
d
er

st
an

d
 h

o
w

 t
o
 

p
ro

m
o
te

 a
d
d
it
io

n
al

 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 
to

 
cu

st
o
m

er
s 

4
.1

 
d
es

cr
ib

e 
th

e 
o
rg

an
is

a
ti
o
n
’s

 p
ro

ce
d
u
re

s 
an

d
 s

ys
te

m
s 

fo
r 

en
co

u
ra

g
in

g
 t

h
e 

u
se

 o
f 
a
d
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 

4
.2

 
ex

p
la

in
 h

o
w

 a
d
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 
w

ill
 

b
en

ef
it
 t

h
ei

r 
cu

st
o
m

er
s 

4
.3

  
ex

p
la

in
 h

o
w

 t
h
ei

r 
cu

st
o
m

er
’s

 u
se

 o
f 
ad

d
it
io

n
al

 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 
w

ill
 b

en
ef

it
 t

h
ei

r 
o
rg

a
n
is

at
io

n
 

4
.4

 
id

en
ti
fy

 t
h
e 

m
ai

n
 f
a
ct

o
rs

 t
h
at

 i
n
fl
u
en

ce
 c

u
st

o
m

er
s 

to
 u

se
 t

h
ei

r 
se

rv
ic

es
 o

r 
p
ro

d
u
ct

s 

4
.5

 
ex

p
la

in
 h

o
w

 t
o
 i
n
tr

o
d
u
ce

 a
d
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 
to

 c
u
st

o
m

er
s 

o
u
tl
in

in
g
 t

h
ei

r 
b
en

ef
it
s,

 
o
ve

rc
o
m

in
g
 r

es
er

va
ti
o
n
s 

an
d
 a

g
re

ei
n
g
 t

o
 p

ro
vi

d
e 

th
e 

ad
d
it
io

n
al

 s
er

vi
ce

s 
o
r 

p
ro

d
u
ct

s 

4
.6

 
st

at
e 

h
o
w

 t
o
 g

iv
e 

ap
p
ro

p
ri
at

e,
 b

al
an

ce
d
 i
n
fo

rm
a
ti
o
n
 

to
 c

u
st

o
m

er
s 

ab
o
u
t 

se
rv

ic
es

 o
r 

p
ro

d
u
ct

s 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

8
4
 

 Le
ar

n
er

 n
a
m

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
a
tu

re
:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



N025173 – Specification – Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

85 

 

Unit 12: Process information 
about customers 

Unit code: A6 

Unit reference number: H/601/1215 

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 
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5 The learner must provide evidence that they have processed information 
relating to: 

 a new customers 

 b existing customers.  

6 The learner’s evidence must show that they have: 

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

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 13: Live up to the customer 
service promise 

Unit code: A7 

Unit reference number: M/601/1217  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

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 customer’s 
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 learner’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner’s organisation’s service offer, vision and promise may be 
expressed formally or may be simply an informal description of the way 
customer service is delivered. 
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5 The learner’s evidence of their organisation’s service offer, vision and 
promise must include examples of: 

 a the way these are communicated to customers 

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

6 The learner must show how they deliver the customer service promise: 

 a through their own efforts 

 b by working with others. 

7 The learner’s evidence must show that they have taken opportunities to 
reinforce their organisation’s message: 

 a through organisation initiatives 

 b by responding to opportunities when dealing with customers. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 14: Make customer service personal 
Unit code: A8 

Unit reference number: T/601/1218  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

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 ‘one 
to one’ basis, that they care what happens to their customer and that they 
respect their customer as an individual. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 
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5 The learner must provide evidence of making customer service personal: 

 a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

6 The learner’s evidence must include examples of how they have dealt 
with customers who are: 

 a happy with the service they are receiving 

 b unhappy about the service they are receiving. 

7 The learner must provide evidence that they have made customer 
service more personal: 

 a when they have taken the initiative 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 15: Go the extra mile in 
customer service 

Unit code: A9 

Unit reference number: M/601/1220  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

When the learner’s 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 customer’s 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 ‘go the extra mile’ must be within their own 
authority or with the authority of an appropriate colleague. It must also 
take account of the organisation’s service offer and all the relevant 
procedures and regulations. As customers, we all enjoy and remember it 
when somebody has ‘gone the extra mile’ to deliver special customer 
service. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence of making customer service personal: 

 a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

5 The learner’s evidence must show that they have: 

 a followed organisational procedures to go the extra mile for customers 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 16: Deal with customers face to face 
Unit code: A10 

Unit reference number: T/601/1221  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must include examples of dealing with customers 
who: 

a have standard expectations of the learner’s organisation’s customer 
service 

b have experienced difficulties when dealing with the learner’s 
organisation 

 c have made a specific request for information 

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

5 The learner’s evidence must include examples of dealings with 
customers that are: 

a planned 

 b unplanned. 

6 The learner must provide evidence of dealing with customers face to 
face: 

a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

7 The learner must include examples of how they have made use of: 

a verbal communication skills 

 b non-verbal communication skills. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 17: Deal with incoming telephone 
calls from customers 

Unit code: A11 

Unit reference number: F/601/1223  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner may provide evidence of dealing with customers using land 
line telephones, mobile telephones, internet telephone connections, 
video telephone systems or any other technology that involves a 
conversation with a customer at a distance. 
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5 The learner’s evidence must include examples of dealing with customers 
who: 

a have standard expectations of the learner’s organisation’s customer 
service 

b have experienced difficulties when dealing with the learner’s 
organisation 

 c have made a specific request for information 

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

6 The learner’s evidence must include examples of dealings with 
customers that are: 

a planned 

 b unplanned. 

7 The learner must provide evidence of dealing with customers by 
telephone: 

a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

8 The learner must provide evidence that they have taken messages that 
are passed on to colleagues: 

a verbally 

 b in a form that maintains a permanent record. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 18: Make telephone calls 
to customers 

Unit code: A12 

Unit reference number: J/601/1224  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

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 organisation’s customer service. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner may provide evidence of dealing with customers using land 
line telephones, mobile telephones, internet telephone connections, 
video telephone systems or any other technology that involves a 
conversation with a customer at a distance. 
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5 The learner’s evidence must include examples of dealing with customers 
who: 

a are receptive to the content of their call  

 b are not receptive to the content of their call.  

6 The learner must provide evidence of dealing with customers by 
telephone: 

a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 19: Deal with customers in writing or 
electronically 

Unit code: A13 

Unit reference number: R/601/1226  

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner’s communication with customers may be in writing, by text 
message, email, internet (including social networking), intranet or by 
any other method they would be expected to use within their job role 
providing that there is a permanent record of their communication with 
their customers. 
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5 The learner’s evidence must include examples of dealing with customers 
who: 

a have routine expectations of the learner’s organisation’s customer 
service 

b have experienced difficulties when dealing with the learner’s 
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 the learner’s communication must follow 
organisational guidelines and they must provide evidence that they have 
taken account of: 

 a their job role and position in their organisation 

 b the personal style and preferences of their customer 

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

7 The learner must show that they have communicated with customers 
when: 

 a they have initiated the contact 

 b they are responding to a customer. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 20: Use customer service as a 
competitive tool 

Unit code: A14 

Unit reference number: D/601/1228  

QCF level: 3 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

Customer service contributes to an organisation’s 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. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner 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 The learner’s evidence must include examples of competitive analysis 
involving: 

 a direct competitors 

 b competitors offering substitute services or products. 

6 The learner’s evidence must include examples of when they have used 
customer service actions as a competitive tool to attract or maintain: 

 a loyal customers 

 b customers returning from competitors 

 c new customers. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 21: Organise the promotion 
of additional services or 
products to customers 

Unit code: A15 

Unit reference number: D/601/1231  

QCF level: 3 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence that they:  

a use agreed organisational procedures and systems  

b create their own opportunities. 

5 The learner’s evidence must show that they have: 

a taken responsibility for their 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 they have requested to identify 
opportunities for promoting services or products. 

6 The learner’s evidence must include examples of: 

a existing customers extending their use of the learner’s organisation’s 
services or products  

b new customers making use of the learner’s organisation’s services or 
products. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 22: Build a customer service 
knowledge set 

Unit code: A16 

Unit reference number: K/601/1233  

QCF level: 3 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

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. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

There are no additional evidence requirements other than those expressed 
within the unit. 
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Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 23: Champion customer service 
Unit code: A17 

Unit reference number: T/601/1235 

QCF level: 4 

Credit value: 10 

Guided learning hours: 67 

 

Unit summary 

Staff with high levels of responsibility for customer service have an 
important role to play as champions of excellent service within their 
organisations. They should also promote customer service to service 
partners without whom their organisation cannot deliver reliable and 
excellent customer service. They need to have a great deal of knowledge 
and expertise from which others can benefit. This unit is about acting as a 
champion – being constantly alert for issues that affect customer service, 
analysing these issues and their implications, challenging on behalf of the 
customer and passing on any knowledge and expertise to others. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 

4 The learner must provide evidence that they have monitored 
developments that, in relation to their own area of responsibility, are: 

a strategic 

 b operational. 
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5 The learner’s evidence must show that they have analysed the 
implications of customer service developments for: 

 a the quality of services or products 

 b the way services or products are delivered 

 c customer relationships. 

6 The learner must provide evidence that they have responded to requests 
for information and advice from two of these groups: 

 a front line staff 

 b supervisors or team leaders 

 c senior managers 

 d colleagues in other departments 

 e service partners. 

7 The learner’s evidence must show that they have provided information 
and advice about: 

 a the quality of services or products 

 b the way services or products are delivered 

 c customer relationships. 

8 The learner’s evidence must show that they have communicated 
customer service advice and information using two different 
communication media. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 24: Make customer service 
environmentally friendly 
and sustainable 

Unit code: A18 

Unit reference number: F/601/1237 

QCF level: 4 

Credit value: 11 

Guided learning hours: 73 

 

Unit summary 

Environmental awareness and positive action form an important aspect of 
strategy for many organisations. Customer service may impact on 
environmental performance by demanding additional resources. 
Environmental policies may impact on customer service by placing 
restrictions on how it can be delivered. Periodically, the link between 
customer service and environmentalism needs to be reviewed so that 
appropriate changes may be made. Environmental and sustainability 
awareness must be encouraged constantly so that staff, suppliers, 
customers and other stakeholders are reminded of their contributions and 
responsibilities. This unit is appropriate for a learner whose job involves 
responsibility for customer service and sufficient authority to review and 
promote environmental matters in their organisation or in some part of it. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 

4 The customer service systems referred to in the learner’s evidence may 
be formal or informal. 
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5 The waste management policy used in the learner’s evidence must 
cover:  

 a reduction 

 b re-use 

 c recycling  

 d disposal. 

6 The learner’s evidence should include working with customers who are:  

 a receptive to environmental initiatives 

 b resistant to environmental initiatives. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

1
5
9

Le
ar

ni
ng

 o
ut

co
m

es
 a

nd
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
 

re
vi

ew
 a

n
d
 m

o
n
it
o
r 

en
vi

ro
n
m

en
ta

l 
a
n
d
 

su
st

a
in

ab
ili

ty
 a

sp
ec

ts
 o

f 
cu

st
o
m

er
 s

er
vi

ce
 

1
.1

 
id

en
ti
fy

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 p
o
lic

ie
s 

o
n
 c

u
st

o
m

er
 

se
rv

ic
e 

an
d
 o

n
 t

h
e 

en
vi

ro
n
m

en
t 

an
d
 t

ra
ce

 l
in

ks
 

b
et

w
ee

n
 t

h
e 

tw
o
  

1
.2

 
id

en
ti
fy

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 p
o
lic

y 
o
n
 e

n
er

g
y 

m
an

ag
em

en
t 

an
d
 c

a
rb

o
n
 e

m
is

si
o
n
s 

an
d
 t

h
ei

r 
ke

y 
lin

ks
 w

it
h
 c

u
st

o
m

er
 s

er
vi

ce
 s

ys
te

m
s 

 

1
.3

 
id

en
ti
fy

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 p
o
lic

y 
o
n
 w

a
st

e 
m

an
ag

em
en

t 
an

d
 i
ts

 k
ey

 l
in

ks
 w

it
h
 c

u
st

o
m

er
 

se
rv

ic
e 

sy
st

em
s 

 

1
.4

 
ca

rr
y 

o
u
t 

a
 s

ys
te

m
at

ic
 r

ev
ie

w
 o

f 
th

ei
r 

o
rg

a
n
is

at
io

n
’s

 
cu

st
o
m

er
 s

er
vi

ce
 s

ys
te

m
s 

to
 i
d
en

ti
fy

 o
p
p
o
rt

u
n
it
ie

s 
fo

r 
en

vi
ro

n
m

en
ta

l 
im

p
ro

ve
m

en
ts

  

1
.5

 
id

en
ti
fy

 s
er

vi
ce

 p
ar

tn
er

sh
ip

s 
th

a
t 

af
fe

ct
 t

h
ei

r 
o
rg

an
is

at
io

n
’s

 e
n
vi

ro
n
m

en
ta

l 
p
ro

fi
le

 a
n
d
 w

h
at

 t
h
ey

 
m

ig
h
t 

d
o
 t

o
 i
m

p
ro

ve
 i
t 

 

1
.6

 
d
ev

el
o
p
 a

n
 a

ct
io

n
 p

la
n
 t

o
 p

ro
m

o
te

 e
n
vi

ro
n
m

en
ta

l 
ac

ti
o
n
s 

an
d
 i
m

p
ro

ve
m

en
ts

 i
n
 t

h
ei

r 
o
rg

an
is

at
io

n
’s

 
cu

st
o
m

er
 s

er
vi

ce
 d

el
iv

er
y 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

1
6
0
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

2
 

p
ro

m
o
te

 e
n
vi

ro
n
m

en
ta

l 
an

d
 s

u
st

ai
n
ab

le
 a

sp
ec

ts
 o

f 
cu

st
o
m

er
 s

er
vi

ce
 i
n
 t

h
ei

r 
o
rg

an
is

at
io

n
 

2
.1

 
m

ak
e 

lin
ks

 b
et

w
ee

n
 t

h
ei

r 
o
rg

an
is

at
io

n
’s

 
en

vi
ro

n
m

en
ta

l 
p
o
lic

ie
s 

a
n
d
 c

u
st

o
m

er
 s

er
vi

ce
 

d
el

iv
er

y 
ro

u
ti
n
es

  

2
.2

 
en

co
u
ra

g
e 

th
o
se

 i
n
vo

lv
ed

 i
n
 c

u
st

o
m

er
 s

er
vi

ce
 

d
el

iv
er

y 
to

 p
ro

m
o
te

 a
n
 e

n
vi

ro
n
m

en
ta

l 
ap

p
ro

ac
h
 b

y 
cu

st
o
m

er
s 

 

2
.3

 
id

en
ti
fy

 a
n
d
 p

ro
m

o
te

 w
ay

s 
to

 m
in

im
is

e 
re

so
u
rc

e 
u
se

 i
n
 c

u
st

o
m

er
 s

er
vi

ce
 d

el
iv

er
y 

 

2
.4

 
co

m
m

u
n
ic

at
e 

th
ei

r 
o
rg

an
is

a
ti
o
n
’s

 e
n
vi

ro
n
m

en
ta

l 
p
o
lic

ie
s 

to
 s

er
vi

ce
 p

ar
tn

er
s 

in
cl

u
d
in

g
 s

u
p
p
lie

rs
 a

n
d
 

en
co

u
ra

g
e 

th
ei

r 
p
ar

ti
ci

p
at

io
n
 i
n
 e

n
vi

ro
n
m

en
ta

l 
im

p
ro

ve
m

en
ts

  

2
.5

 
co

m
m

u
n
ic

at
e 

th
ei

r 
o
rg

an
is

a
ti
o
n
’s

 e
n
vi

ro
n
m

en
ta

l 
p
o
lic

ie
s 

to
 c

u
st

o
m

er
s 

an
d
 e

n
co

u
ra

g
e 

th
ei

r 
p
ar

ti
ci

p
at

io
n
 i
n
 e

n
vi

ro
n
m

en
ta

l 
im

p
ro

ve
m

en
ts

  

2
.6

 
d
ev

el
o
p
 s

ta
ff

 a
w

ar
en

es
s 

o
f 
en

vi
ro

n
m

en
ta

l 
m

at
te

rs
 

an
d
 w

ay
s 

th
ey

 c
an

 c
o
n
tr

ib
u
te

 t
o
 e

n
vi

ro
n
m

en
ta

lis
m

 
an

d
 s

u
st

ai
n
ab

ili
ty

  

2
.7

 
d
ev

el
o
p
 c

o
m

m
u
n
it
y 

st
ak

eh
o
ld

er
s’

 a
w

a
re

n
es

s 
o
f 

th
ei

r 
o
rg

an
is

at
io

n
’s

 e
n
vi

ro
n
m

en
ta

l 
p
o
lic

ie
s 

an
d
 

ap
p
ro

a
ch

es
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

1
6
1

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
 

u
n
d
er

st
an

d
 h

o
w

 t
o
 m

ak
e 

cu
st

o
m

er
 s

er
vi

ce
 

en
vi

ro
n
m

en
ta

lly
 f
ri
en

d
ly

 
an

d
 s

u
st

ai
n
ab

le
 

3
.1

 
ex

p
la

in
 p

ri
n
ci

p
le

s 
o
f 

en
vi

ro
n
m

en
ta

lis
m

 a
n
d
 

su
st

a
in

ab
ili

ty
 t

h
at

 a
re

 r
el

ev
an

t 
to

 c
u
st

o
m

er
 s

er
vi

ce
 

o
p
er

at
io

n
s 

3
.2

 
in

ve
st

ig
a
te

 w
ay

s 
to

 e
xp

re
ss

 e
n
vi

ro
n
m

en
ta

l 
p
o
lic

ie
s 

an
d
 l
in

k 
th

em
 w

it
h
 c

u
st

o
m

er
 s

er
vi

ce
  

3
.3

 
ex

p
la

in
 p

ri
n
ci

p
le

s 
o
f 

en
er

g
y 

m
a
n
ag

em
en

t 
an

d
 

re
d
u
ct

io
n
 o

f 
ca

rb
o
n
 e

m
is

si
o
n
s 

3
.4

 
ex

p
la

in
 p

ri
n
ci

p
le

s 
o
f 

w
as

te
 m

an
ag

em
en

t 
re

le
va

n
t 

to
 

th
ei

r 
o
rg

an
is

at
io

n
  

3
.5

 
ev

al
u
at

e 
te

ch
n
iq

u
es

 f
o
r 

re
vi

ew
in

g
 e

n
vi

ro
n
m

en
ta

l 
as

p
ec

ts
 o

f 
cu

st
o
m

er
 s

er
vi

ce
 s

ys
te

m
s 

3
.6

 
re

vi
ew

 d
if
fe

re
n
t 

a
ct

io
n
s 

th
a
t 

m
a
y 

b
e 

ta
ke

n
 t

o
 

im
p
ro

ve
 e

n
vi

ro
n
m

en
ta

l 
a
sp

ec
ts

 o
f 
cu

st
o
m

er
 s

er
vi

ce
 

d
el

iv
er

y 

3
.7

 
d
es

cr
ib

e 
w

ay
s 

to
 m

in
im

is
e 

re
so

u
rc

e 
u
se

 i
n
 

cu
st

o
m

er
 s

er
vi

ce
 d

el
iv

er
y 

3
.8

 
ev

al
u
at

e 
te

ch
n
iq

u
es

 f
o
r 

co
m

m
u
n
ic

at
in

g
 a

n
d
 

d
ev

el
o
p
in

g
 a

w
ar

en
es

s 
o
f 
en

vi
ro

n
m

en
ta

l 
m

at
te

rs
 

am
o
n
g
 s

ta
ke

h
o
ld

er
s 

3
.9

 
d
es

cr
ib

e 
w

ay
s 

to
 e

n
co

u
ra

g
e 

cu
st

o
m

er
s 

to
 a

ct
 m

o
re

 
en

vi
ro

n
m

en
ta

lly
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

1
6
2
 

 Le
ar

n
er

 n
a
m

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
a
tu

re
:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



N025173 – Specification – Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

163

 

Unit 25: Do your job in a customer 
friendly way 

Unit code: B1 

Unit reference number: A/601/1205  

QCF level: 1 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

The customer service that the learner’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must show that they have done their job in a 
customer-friendly way:  

 a during routine delivery of customer service 

 b during a busy time in their job 

 c during a quiet time in their job. 

5 The learner needs to include evidence that they are doing their job in a 
customer-friendly way for customers who are: 

 a easy to deal with  

 b difficult to deal with.  

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 26: Deliver reliable customer service 
Unit code: B2 

Unit reference number: J/601/1210  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

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 organisation’s service systems to meet or exceed customer 
expectations. In the learner’s job there will be many examples of how they 
combine their approach and behaviour with their organisation’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner must provide evidence that they have worked with different 
customers who have different needs and expectations. 
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5 The learner must provide evidence of delivering reliable customer 
service: 

 a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 27: Deliver customer service on 
your customer’s premises 

Unit code: B3 

Unit reference number: Y/601/1213  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

Many organisations deliver a service to their customers on the customer’s 
own premises. This requires sensitive handling as people are particularly 
protective about their own personal space. In this situation there is always 
the potential to detract from excellent customer service by using 
inappropriate language or behaviour or even by causing accidental damage 
to the customer’s 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 learner’s 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 customers’ homes. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence that they deliver excellent customer 
service: 

 a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

5 The learner must provide evidence that they deliver excellent customer 
service during: 

a planned visits to their customer’s premises 

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

6 The learner must provide evidence that they deliver excellent customer 
service: 

 a when their work goes to plan 

 b when their work does not go to plan. 

7 The learner must provide evidence that they deliver excellent customer 
service: 

 a with their customer present 

 b when their customer is not present. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 28: Recognise diversity when 
delivering customer service 

Unit code: B4 

Unit reference number: K/601/1216  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

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 customer’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must show that they have developed their 
approach to diversity taking account of: 

 a relevant legislation 

 b sector or industry codes of practice 

 c the policies and procedures of their own organisation. 

5 The learner must provide evidence that they 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 The learner must provide examples of situations when they have 
adapted their behaviour to:  

a deliberately adopt different approaches to different groups of 
customers 

b deliberately adopt a consistent approach to groups of customers who 
they recognise as having diverse requirements. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 29: Deal with customers across 
a language divide 

Unit code: B5 

Unit reference number: A/601/1219 

QCF level: 2 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

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 learner’s customer’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence of dealing with customers across a 
language divide:  

a during routine delivery of customer service  

b during a busy time in their job 

c during a quiet time in their job. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 30: Use questioning techniques when 
delivering customer service 

Unit code: B6 

Unit reference number: A/601/1222  

QCF level: 2 

Credit value: 4 

Guided learning hours: 27 

 

Unit summary 

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 learner’s 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. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence of using questioning techniques when 
delivering customer service:  

a during routine delivery of customer service  

b during a busy time in their job 

c during a quiet time in their job 

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

5 The learner needs to include evidence of using questioning techniques 
with customers who are: 

 a easy to deal with  

 b difficult to deal with.  

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 31: Deal with customers using 
bespoke software 

Unit code: B7 

Unit reference number: L/601/1225  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

Customer service is often delivered using bespoke software when dealing 
with customers face-to-face, by telephone or on-line. For the process to be 
effective, the learner must be able to navigate the system quickly and 
directly following recommended routes and using all the functionality of the 
system. Customers are unaware of the details of the system they are using 
and they must be kept informed of the different steps the learner is taking. 
The use of the system must also ensure that the learner keeps appropriate 
records of the transaction so that it can proceed successfully through the 
next stages. Most of all, customer satisfaction must drive the interaction 
and it should not appear to be dominated by the demands of the software. 
This unit is for a learner who is responsible for delivering service to 
customers at the same time as operating bespoke service software. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 

5 The learner must provide evidence of dealing with customers using 
bespoke software:  

a during routine delivery of customer service  

b during a busy time in their job 

c during a quiet time in their job 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 32: Maintain customer service 
through effective handover 

Unit code: B8 

Unit reference number: Y/601/1227  

QCF level: 2 

Credit value: 4 

Guided learning hours: 27 

 

Unit summary 

Customer service delivery in a team involves many situations when the 
learner is unable to see actions through and they pass on responsibility to a 
colleague. This sharing of responsibility should be organised and follow a 
recognised pattern. Most of all the learner needs to be sure that, when 
responsibility is passed on, the actions are seen through. This involves 
routinely checking with their colleagues that customer service actions have 
been completed. This unit is for a learner whose job involves service 
delivery as part of a team and who regularly passes on responsibility for 
completion of a customer service action to a colleague. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence of maintaining customer service 
through effective hand over:  

a during routine delivery of customer service  

b during a busy time in their job 

c during a quiet time in their job 

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

5 The learner does not need to be more senior than their colleague or be 
their supervisor to pass on responsibility to them for customer service 
actions or check completion. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 33: Deliver customer service using 
service partnerships 

Unit code: B9 

Unit reference number: H/601/1229  

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

Excellent customer service relies on teamwork. In many situations, 
successful delivery of service to end user customers relies on a complete 
service chain of internal or external customers and internal or external 
suppliers. For this to work, a series of service partnerships must be formed 
which will enable the chain to work efficiently and effectively. This unit is all 
about how to work effectively within a service chain and how to develop the 
links that cement key relationships. Effective communication and 
understanding of the roles of different organisations, departments and 
individuals are central to this area of the learner’s work. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The service level agreement between service partners in the learner’s 
evidence may be formal or informal. 
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5 The learner must provide examples of working in a service partnership 
on occasions when: 

 a the service partners are cooperative 

 b the service partners are un-cooperative. 

6 The learner must include evidence to show that they have worked in a 
service partnership with: 

 a regular or long-term suppliers 

 b new suppliers. 

7 The learner’s evidence must show that they have negotiated agreements 
with service partners that are of benefit to: 

 a their organisation 

 b their service partner. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 34: Organise the delivery of 
reliable customer service 

Unit code: B10 

Unit reference number: Y/601/1230  

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

This unit is about how the learner delivers and maintains excellent and 
reliable customer service. The role of the learner may or may not involve 
supervisory or management responsibilities but they are expected to take 
some responsibility for the resources and systems they use which support 
the service that they give. In the learner’s job they must be alert to 
customer reactions and know how they can be used to improve the service 
that they give. In addition, customer service information must be recorded 
to support reliable service. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner needs to include evidence that they have dealt with a variety 
of customers including: 

 a customers who are easy to deal with 

 b customers who are difficult to deal with  

 c existing customers  

 d new customers. 

5 The learner’s evidence must show that they have: 

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

b used spontaneous customer feedback to improve customer service 

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

6 The system the learner uses for recording data can be manual or 
electronic. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 35: Improve the customer 
relationship 

Unit code: B11 

Unit reference number: H/601/1232  

QCF level: 3 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

To improve relationships with their customers, learners need to deliver 
consistent and reliable customer service. In addition, customers need to feel 
that the learner genuinely wants to give them high levels of service and that 
the learner makes every possible effort to meet or exceed their 
expectations. This encourages loyalty from external customers or longer-
term service partnerships with internal customers. The learner needs to be 
proactive in their dealings with their customers and to respond 
professionally in all situations. The learner needs to negotiate between their 
customers and their organisation or department in order to find some way 
of meeting their customers’ expectations. In addition the learner needs to 
make extra efforts to delight their customers by exceeding customer service 
expectations. 

Assessment requirements/evidence requirements 

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

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must include examples of using:  

a organisational procedures 

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

5 The learner needs to provide evidence that they have dealt with 
customers who: 

a have different needs and expectations 

b appear angry or confused 

c behave unusually. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

2
2
3

Le
ar

ni
ng

 o
ut

co
m

es
 a

nd
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
 

im
p
ro

ve
 c

o
m

m
u
n
ic

at
io

n
 

w
it
h
 t

h
ei

r 
cu

st
o
m

er
s 

1
.1

 
se

le
ct

 a
n
d
 u

se
 t

h
e 

b
es

t 
m

et
h
o
d
 o

f 
co

m
m

u
n
ic

at
io

n
 

to
 m

ee
t 

th
ei

r 
cu

st
o
m

er
s’

 e
xp

ec
ta

ti
o
n
s 

1
.2

 
ta

ke
 t

h
e 

in
it
ia

ti
ve

 t
o
 c

o
n
ta

ct
 t

h
ei

r 
cu

st
o
m

er
s 

to
 

u
p
d
at

e 
th

em
 w

h
en

 t
h
in

g
s 

ar
e 

n
o
t 

g
o
in

g
 t

o
 p

la
n
 o

r 
w

h
en

 t
h
ey

 r
eq

u
ir
e 

fu
rt

h
er

 i
n
fo

rm
at

io
n
 

1
.3

 
ad

ap
t 

th
ei

r 
co

m
m

u
n
ic

at
io

n
 t

o
 r

es
p
o
n
d
 t

o
 i
n
d
iv

id
u
al

 
cu

st
o
m

er
s’

 f
ee

lin
g
s 

 
 

 

2
 

b
al

an
ce

 t
h
e 

n
ee

d
s 

o
f 

th
ei

r 
cu

st
o
m

er
 a

n
d
 t

h
ei

r 
o
rg

an
is

at
io

n
 

2
.1

 
m

ee
t 

th
ei

r 
cu

st
o
m

er
s’

 e
xp

ec
ta

ti
o
n
s 

w
it
h
in

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff

er
  

2
.2

 
ex

p
la

in
 t

h
e 

re
a
so

n
s 

to
 t

h
ei

r 
cu

st
o
m

er
s 

se
n
si

ti
ve

ly
 

an
d
 p

o
si

ti
ve

ly
 w

h
en

 c
u
st

o
m

er
 e

xp
ec

ta
ti
o
n
s 

ca
n
n
o
t 

b
e 

m
et

 

2
.3

 
id

en
ti
fy

 a
lt
er

n
at

iv
e 

so
lu

ti
o
n
s 

fo
r 

th
ei

r 
cu

st
o
m

er
s 

ei
th

er
 w

it
h
in

 o
r 

o
u
ts

id
e 

th
e 

o
rg

an
is

at
io

n
 

2
.4

 
id

en
ti
fy

 t
h
e 

co
st

s 
an

d
 b

en
ef

it
s 

o
f 
th

es
e 

so
lu

ti
o
n
s 

to
 

th
ei

r 
o
rg

an
is

at
io

n
 a

n
d
 t

o
 t

h
ei

r 
cu

st
o
m

er
s 

2
.5

 
n
eg

o
ti
a
te

 a
n
d
 a

g
re

e 
so

lu
ti
o
n
s 

w
it
h
 t

h
ei

r 
cu

st
o
m

er
s 

w
h
ic

h
 s

at
is

fy
 t

h
em

 a
n
d
 a

re
 a

cc
ep

ta
b
le

 t
o
 t

h
ei

r 
o
rg

an
is

at
io

n
 

2
.6

 
ta

ke
 a

ct
io

n
 t

o
 s

at
is

fy
 t

h
ei

r 
cu

st
o
m

er
s 

w
it
h
 t

h
e 

ag
re

ed
 s

o
lu

ti
o
n
 w

h
en

 b
al

an
ci

n
g
 c

u
st

o
m

er
 n

ee
d
s 

w
it
h
 t

h
o
se

 o
f 
th

ei
r 

o
rg

an
is

at
io

n
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

2
2
4
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
  

ex
ce

ed
 c

u
st

o
m

er
 

ex
p
ec

ta
ti
o
n
s 

to
 d

ev
el

o
p
 

th
e 

re
la

ti
o
n
sh

ip
 

3
.1

 
m

ak
e 

ex
tr

a 
ef

fo
rt

s 
to

 i
m

p
ro

ve
 t

h
ei

r 
re

la
ti
o
n
sh

ip
 

w
it
h
 t

h
ei

r 
cu

st
o
m

er
s 

3
.2

 
re

co
g
n
is

e 
o
p
p
o
rt

u
n
it
ie

s 
to

 e
xc

ee
d
 t

h
ei

r 
cu

st
o
m

er
s’

 
ex

p
ec

ta
ti
o
n
s 

3
.3

 
ta

ke
 a

ct
io

n
 t

o
 e

xc
ee

d
 t

h
ei

r 
cu

st
o
m

er
s’

 e
xp

ec
ta

ti
o
n
s 

w
it
h
in

 t
h
e 

lim
it
s 

o
f 
th

ei
r 

o
w

n
 a

u
th

o
ri
ty

 

3
.4

 
g
ai

n
 t

h
e 

h
el

p
 a

n
d
 s

u
p
p
o
rt

 o
f 

o
th

er
s 

to
 e

xc
ee

d
 t

h
ei

r 
cu

st
o
m

er
s’

 e
xp

ec
ta

ti
o
n
s 

 
 

 

4
  

u
n
d
er

st
an

d
 h

o
w

 t
o
 

im
p
ro

ve
 t

h
e 

cu
st

o
m

er
 

re
la

ti
o
n
sh

ip
 

4
.1

 
d
es

cr
ib

e 
h
o
w

 t
o
 m

a
ke

 b
es

t 
u
se

 o
f 
th

e 
m

et
h
o
d
 o

f 
co

m
m

u
n
ic

at
io

n
 c

h
o
se

n
 f
o
r 

d
ea

lin
g
 w

it
h
 t

h
ei

r 
cu

st
o
m

er
s 

4
.2

 
ex

p
la

in
 h

o
w

 t
o
 n

eg
o
ti
at

e 
ef

fe
ct

iv
el

y 
w

it
h
 t

h
ei

r 
cu

st
o
m

er
s 

4
.3

 
ex

p
la

in
 h

o
w

 t
o
 a

ss
es

s 
th

e 
co

st
s 

an
d
 b

en
ef

it
s 

to
 

th
ei

r 
cu

st
o
m

er
s 

an
d
 t

h
ei

r 
o
rg

an
is

at
io

n
 o

f 
a
n
y 

u
n
u
su

al
 a

g
re

em
en

t 
th

ey
 m

ak
e 

4
.4

 
ex

p
la

in
 t

h
e 

im
p
o
rt

an
ce

 o
f 
cu

st
o
m

er
 l
o
ya

lt
y 

an
d
/o

r 
im

p
ro

ve
d
 i
n
te

rn
al

 c
u
st

o
m

er
 r

el
at

io
n
sh

ip
s 

to
 t

h
ei

r 
o
rg

an
is

at
io

n
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

2
2
5

 Le
ar

n
er

 n
a
m

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
a
tu

re
:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 



N025173 – Specification –Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

226



N025173 – Specification – Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

227

 

Unit 36: Maintain and develop a 
healthy and safe customer 
service environment 

Unit code: B12 

Unit reference number: M/601/1234  

QCF level: 4 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

Health and safety is important in all areas of work, and customer service is 
no exception. To provide high levels of customer service it is also important 
to provide an environment that enables and encourages staff to work 
effectively but safely for themselves and for customers. This unit is about 
managing the delivery of services or products in a way that is safe for 
customers and colleagues. 

Assessment requirements/evidence requirements 

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

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner’s evidence must show that they have assessed and 
controlled risks associated with: 

 a the use of equipment 

 b the working environment 

 c working practices 

 d potential breaches of security 

 e factors that affect the well-being of staff 

 f factors that affect the well-being of customers. 

5 The learner must provide evidence that they have collected and 
evaluated key requirements of: 

 a legal requirements 

 b regulatory requirements 

 c organisational codes of practice 

 d ethical codes of practice. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 37: Plan, organise and control 
customer service operations 

Unit code: B13 

Unit reference number: A/601/1236  

QCF level: 4 

Credit value: 10 

Guided learning hours: 67 

 

Unit summary 

Delivering effective customer service is key to winning and maintaining 
customer loyalty. This requires careful planning and organisation, followed 
by close monitoring and control of customer service operations. When 
problems occur, the learner must be able to deal with these problems in a 
way that leaves their customer with a positive impression of the 
organisation. This unit is about managing the delivery of services to the 
customer. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner’s plans must provide evidence that they have taken into 
account: 

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

 b their organisation’s customer service strategy 

 c their customers’ needs and expectations. 

5 The learner’s evidence must show that their plans include consideration 
of: 

 a time 

 b physical resources 

 c human resources 

 d financial resources. 

6 The learner must show that they have negotiated with: 

 a front-line staff 

 b supervisors or team leaders 

 c senior managers. 

7 The learner must provide evidence that they have collected and 
analysed: 

 a qualitative information 

 b quantitative information.  

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 38: Review the quality of 
customer service 

Unit code: B14 

Unit reference number: J/601/1238  

QCF level: 4 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

People managing customer service need to know how effectively it is being 
delivered. Without this information, they have no way of knowing if their 
customers are satisfied and are likely to remain loyal. They also need to 
know what to do to improve customer service to meet and exceed customer 
expectations. This unit is about planning how the learner can measure 
standards of customer service by collecting and analysing information. The 
learner must develop conclusions and recommendations and then report 
their findings to relevant people. Most of all, this unit is about approaching 
the review of customer service quality systematically and making full use of 
the findings. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner must include evidence of collecting and analysing 
information that is:   

 a quantitative  

 b qualitative. 

5 The learner’s communication of the results of their measurements may 
be face to face, in writing, by telephone, text message, email, internet 
(including social networking), intranet or by any other method they 
would be expected to use within their job role. 

6 The learner’s evidence must show that they have communicated the 
results of their measurements to three of these groups of people: 

 a front line staff 

 b supervisors or team leaders 

 c senior managers 

 d colleagues in other departments 

 e service partners. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 39: Build and maintain effective 
customer relations 

Unit code: B15 

Unit reference number: L/601/1239  

QCF level: 4 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

Building and developing effective customer relations is a vital aspect of 
customer service. Strong customer relations will help the learner’s 
organisation to identify and understand their customers’ expectations, 
encourage a way of working that is based on partnership and mutual trust, 
and establish and maintain customer loyalty. This unit is about establishing 
and maintaining such relations. For some organisations this means 
encouraging loyalty and repeat business from large numbers of customers. 
For others it is all about nurturing and relating to a smaller number of 
valued customers who make an important strategic contribution to the 
organisation’s success. This unit is for the learner only if they are in a 
position to influence the way their organisation determines the level of 
service offered to different customers. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner must provide evidence that they can build and maintain 
relationships with: 

 a potential or new customers 

 b existing customers 

 c customers with particular needs and expectations 

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

5 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 

6 The learner must provide evidence that they have collected feedback 
that is: 

 a qualitative 

 b quantitative 

 c formal 

 d informal. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 40: Deliver seamless customer 
service with a team 

Unit code: B16 

Unit reference number: F/601/1240  

QCF level: 4 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

Excellent customer service is a team effort. The learner cannot win and 
maintain the loyalty of customers without pulling together with all the other 
staff who help to organise the delivery of services or products, interface 
with the customer or provide back-up to customer service activities. The 
team probably includes colleagues, senior managers and service partners 
who are working in other departments or outside organisations but still 
contribute to customer service delivery. To achieve the organisation’s aims 
and objectives for customer service the learner will need to have effective 
working relationships with all of these – especially when they urgently need 
their co-operation and support. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner’s evidence must show that they have built relationships with 
members of their organisation from two of these groups of people: 

 a front line staff 

 b supervisors or team leaders 

 c senior managers 

 d colleagues in other departments 

 e service partners. 

5 The learner’s evidence must show that they have communicated with 
team members and service partners using two different communication 
media. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 41: Recognise and deal with 
customer queries, requests 
and problems  

Unit code: C1 

Unit reference number: M/601/1508  

QCF level: 1 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

No matter how good the learner is at providing consistent and reliable 
customer service, some of their customers will from time to time expect 
more. They can signal this in various ways and when they do the learner 
must know how to handle it. Sometimes customers ask different questions 
and request special treatment. The learner may be able to help them and 
they certainly need to know who to ask for help if necessary. Some 
customers may be dissatisfied with the service and may present a problem. 
The learner’s job is to recognise that there is a problem and make sure that 
the appropriate person deals with it. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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 also allowed for evidence within this unit but 
ideally this should be based on either previous or existing experience 
from a work placement, a realistic working environment or real work. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must include examples of problems which are: 

a brought to their attention by customers  

b identified first by them and/or by their colleagues. 

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

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

b a problem resulting from a system or procedure failure. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
However, simulated activities may be used for the assessment of this 
unit where workplace assessment is not possible. See Annexe D for further 
details. Learners can enter the types of evidence they are presenting for 
assessment and the submission date against each assessment criterion. 
Alternatively, centre documentation should be used to record this 
information. 
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Unit 42: Take details of customer 
service problems 

Unit code: C2 

Unit reference number: T/601/1509  

QCF level: 1 

Credit value: 4 

Guided learning hours: 27 

 

Unit summary 

However good the customer service of the learner’s organisation is, some 
problems will occur. Learners may not have the authority or experience to 
deal with the problem by themselves so it is important to collect helpful 
information for those who will deal with it. The learner will need to be able 
to identify that there is a problem, discover detailed information about that 
problem and pass on the information so that the problem can be tackled. 
This unit is about how to collect information about a customer service 
problem, pass it to the right people in the organisation and keep the 
customer informed about what is being done. 

Assessment requirements/evidence requirements 

1 Wherever possible the learner’s 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 also allowed for evidence within this unit but 
ideally this should be based on either previous or existing experience 
from a work placement, a realistic working environment or real work. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner needs to include evidence of taking details of customer 
service problems from customers who are: 

 a easy to deal with  

 b difficult to deal with.  

5 The learner may include evidence that they have passed details to a 
colleague able to deal  with the problem either verbally or in writing. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
However, simulated activities may be used for the assessment of this 
unit where workplace assessment is not possible. See Annexe D for further 
details. Learners can enter the types of evidence they are presenting for 
assessment and the submission date against each assessment criterion. 
Alternatively, centre documentation should be used to record this 
information. 
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Unit 43: Resolve customer 
service problems 

Unit code: C3 

Unit reference number: M/601/1511  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

This unit is about what to do when it is difficult to meet customer 
expectations. Even if the service the learner gives is excellent, some 
customers experience problems. Part of the learner’s job is to help to 
resolve those problems. There is likely to be a problem if customer 
expectations are not met. This may be because the customer’s expectations 
involve more than the learner can offer or because service procedures have 
not been followed. Some problems are reported by customers and 
sometimes the learner will spot the problem first and resolve it before their 
customer has even noticed. As soon as the learner is aware of a problem, 
they need to consider the options and then choose a way to put it right. 
This unit is particularly important in customer service because many 
customers judge how good the customer service of the organisation is by 
the way problems are handled. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must include examples of resolving problems 
involving each of the following: 

a a problem first identified by customers  

b a problem identified within the organisation before it has affected the 
learner’s customer 

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

d a problem caused by a system or procedure failure  

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

5 The learner must provide evidence that they: 

 a supplied relevant information when customers have requested it 

 b supplied relevant information when customers have not requested it 

 c have used agreed organisational procedures when solving problems 

 d have made exceptions to usual practice with the agreement of others. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 44: Deliver customer service 
to difficult customers 

Unit code: C4 

Unit reference number: T/601/1512  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

Many organisations have a significant proportion of difficult customers. The 
customer’s attitude may be difficult simply because they believe that a 
threat or problem exists before they contact the organisation. They may 
become difficult or even aggressive when they discover that their 
expectations are not going to be met by the organisation. They may be very 
concerned or nervous about the outcome of dealing with the organisation. 
In either case, they are difficult to deal with and need the learner’s 
understanding. This unit is about dealing directly with these customers and 
trying to reach a resolution that satisfies everybody or at least reduces the 
risk of dissatisfaction. The learner should choose this unit only if they 
recognise the content as applying to a reasonable proportion of their 
exchanges with customers. Do not choose this unit if it will be hard to find 
evidence because the learner only occasionally deals with a difficult 
customer. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence of delivering customer service to 
difficult customers: 

a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 45: Monitor and solve customer 
service problems 

Unit code: C5 

Unit reference number: J/601/1515  

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

The learner’s job involves delivering and organising excellent customer 
service. However good the service provided, some of their customers will 
experience problems and the learner will spot and solve other problems 
before their customers even know about them. This unit is about the part of 
their job that involves solving immediate customer service problems. It is 
also about changing systems to avoid repeated customer service problems. 
Remember that some customers judge the quality of their customer service 
by the way that the learner solves customer service problems. The learner 
can impress customers and build customer loyalty by sorting out those 
problems efficiently and effectively. Sometimes a customer service problem 
presents an opportunity to impress a customer in a way that would not 
have been possible if everything had gone smoothly. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must include examples of problems which are: 

 a brought to their attention by customers  

 b identified first by them and/or by a colleague. 

5 The problems included in the learner’s evidence must include examples 
of a: 

a difference between customer expectations and what is offered by the 
learner’s organisation  

 b problem resulting from a system or procedure failure 

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

6 The learner must show that they have considered the options for solving 
problems from the point of view of: 

 a their customer 

 b the potential benefits to their organisation 

 c the potential risks to their organisation. 

7 The learner must provide evidence that they have made use of options 
that:  

 a follow organisational procedures or guidelines 

 b make agreed and authorised exceptions to usual practice.  

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 46: Apply risk assessment 
to customer service 

Unit code: C6 

Unit reference number: D/601/1519  

QCF level: 3 

Credit value: 10 

Guided learning hours: 67 

 

Unit summary 

This unit is about how formal or informal risk assessment techniques can be 
used to reduce any risks involved in the provision of customer service. The 
provision of customer service involves a range of risks. These may be 
financial, reputational or health and safety risks. Awareness of them alone 
is rarely enough so customer service sometimes involves identifying and 
assessing individual risks so that they can be classified and prioritised. This 
in turn enables the learner to take actions to minimise risks. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The procedures the learner follows for risk assessment may be formal or 
informal and may or may not be written. 
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5 The learner must provide evidence that they have identified risks in their 
own area of responsibility: 

a through their everyday work 

 b by actively carrying out a risk assessment 

 c through discussion with colleagues. 

6 The learner’s evidence must show that when carrying out a risk 
assessment they have: 

a listed each risk 

 b identified the consequences of each risk  

 c estimated the probability of each risk occurring 

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

7 The learner must provide evidence that they have worked with two of 
these groups of people to identify possible actions for managing risk: 

a team members or colleagues 

b suppliers or service partners 

c supervisors, team leaders or managers. 

8 The learner’s evidence must show that they have carried out risk 
assessments that have caused them to: 

a take action to manage the risk 

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

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 47: Process customer 
service complaints 

Unit code: C7 

Unit reference number: D/601/1522  

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

This unit is about the process of handling complaints. In any customer 
service situation a customer who is not satisfied may resort to making a 
complaint. Complaints may be justified or unjustified but in either case the 
learner’s customer expects them to respond and to offer some resolution or 
compensation. Complaints require investigation and the different options for 
their resolution to be considered. The learner’s organisation may have 
detailed and formal procedures for dealing with complaints. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence that they have processed complaints 
that are seen by their organisation as: 

a justified 

 b unjustified. 

5 The learner must provide evidence of processing customer service 
complaints: 

a during routine delivery of customer service 

 b during a busy time in their job  

c during a quiet time in their job 

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

6 The learner needs to provide evidence that they have dealt with 
customers who: 

a have different needs and expectations 

b appear angry or confused 

c behave unusually. 

7 The learner must provide evidence that they have processed complaints 
and taken full account of: 

a organisational procedures 

 b sector or industry codes of practice 

 c legislation. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 48: Handle referred customer 
complaints 

Unit code: C8 

Unit reference number: K/601/1524  

QCF level: 4 

Credit value: 10 

Guided learning hours: 67 

 

Unit summary 

However effectively customer service is organised, customers make 
complaints from time to time. In some organisations, it is simply a matter 
of procedure for all complaints to be handled by particular people. 
Sometimes, front-line staff or supervisors can deal with these complaints; 
however, often more senior staff must deal with the complaint. This is 
either because of the severity of the complaint and its implications for the 
organisation, or because the customer will accept the solution only if it is 
dealt with at a senior level. This may require someone with the authority 
and influence to adapt existing policies and procedures to find an acceptable 
solution. It is also important for this person to explore patterns and trends 
in significant complaints and recommend changes to policies and procedures 
to avoid repetition. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence that they have collected and analysed 
including: 

 a qualitative information 

 b quantitative information.  

5 The learner must show that they have dealt with complaints from 
customers who are: 

 a prepared to accept their proposed solutions 

 b not prepared to accept their proposed solutions. 

6 The complaints included in the learner’s evidence must include examples 
of: 

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

b a problem resulting from a system or procedure failure 

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

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 49: Develop customer relationships 
Unit code: D1 

Unit reference number: T/601/1526  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

When the learner deals with their customers regularly, they want to make 
each occasion a good customer experience. The impression the learner 
creates and the way the service is delivered affects this in just the same 
way as when they deal with a customer only once. However, a longer-term 
relationship with a repeat customer also depends on building up their 
customer’s confidence in the service that the learner offers. Loyalty and a 
long-term relationship rely on the customer having a realistic view of the 
organisation’s service and being comfortable with it. The learner’s customer 
will return to their organisation if they feel confident that they will receive 
excellent service because they have enjoyed good customer experiences 
with the learner before. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s communication with customers may be face to face, in 
writing, by telephone, text message, email, internet (including social 
networking), intranet or by any other method they would be expected to 
use within their job role. 

5 The learner must provide evidence of taking actions to meet the needs 
and expectations of their customer and of their organisation:  

 a without being asked by their customer  

 b at their customer’s request. 

6 The learner must include evidence that they have balanced the needs of 
their customers and their organisation by:  

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

b varying the service they would normally offer within organisational 
guidelines 

c saying ‘no’ to their customer and explaining the limits of their 
organisation’s service offer. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the 
workplace. Learners can enter the types of evidence they are presenting for 
assessment and the submission date against each assessment criterion. 
Alternatively, centre documentation should be used to record this 
information. 
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Unit 50: Support customer service 
improvements 

Unit code: D2 

Unit reference number: A/601/1530  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

Organisations change the way they deliver service to their customers 
because customer expectations rise and because other organisations 
improve the services they offer. Often the most important ideas about how 
to improve customer service come from people dealing directly with 
customers. The learner’s job involves delivering customer service. If the 
organisation has decided to make changes, it is the learner’s job to support 
them and to present them positively to customers. Also, by listening to 
customer comments the learner may have their own ideas about how the 
service they deliver could be improved. This unit is about how the learner 
provides support for changes that their organisation has introduced. In 
addition, it covers how the learner presents their own ideas for 
improvements to someone in their organisation who can authorise trying 
out the change. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence that they have: 

 a contributed to improving customer service through their own efforts  

 b contributed to improving customer service by working with others. 

5 The learner’s evidence must cover two changes with which they have 
been actively involved. In each case they must be able to identify the 
part they played in: 

 a linking customer feedback with the reasons for the change 

 b implementing the change 

 c gathering customer reactions to the change. 

6 The learner’s evidence for each change must show how: 

 a the change has improved customer service 

 b their customers have reacted to the change. 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 51: Develop personal performance 
through delivering customer 
service 

Unit code: D3 

Unit reference number: R/601/1534  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

Delivering customer service presents many opportunities for learning and 
for developing personal skills. This unit is about how the learner can 
develop their personal skills at the same time as improving their customer 
service performance. The learner will need to plan together with a manager 
or mentor and then carry out activities which help the learner learn and 
develop in their customer service role. Customer service improvements rely 
on continuous improvement and this includes improving the learner’s own 
skills. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 An ‘appropriate person’ must be one or more of the following: 

• the learner’s manager 

• their supervisor or team leader 

• a colleague detailed to help them learn 

• their assessor 

• their mentor 

• someone from their training or personnel department. 

5 The learner must provide evidence that they have developed their 
personal development plan taking account of: 

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

 b their own learning style preferences  

 c their workload 

 d opportunities for learning on the job. 

6 The learner’s personal development plan must be put on record and 
agreed with an appropriate person.  

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 52: Support customers using 
on-line customer services 

Unit code: D4 

Unit reference number: H/601/1540  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

Many organisations develop their customer service by directing customers 
towards on-line services. Customer service delivered on-line leaves a 
customer isolated and reliant on screen routes and instructions. A customer 
may seek help face to face or by telephone. That help will involve the 
learner in understanding what the customer is trying to achieve, how the 
system allows for that and what point they have reached in terms of finding 
the right route. Difficulties can arise if the system fails or if the learner’s 
customer is unable to discover how it can deliver what they want. This unit 
is for the learner if one part of their job involves helping customers to find 
their way through on-line systems. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence of supporting customers who are: 

a new to the use of on-line services for this particular purpose 

 b familiar with the use of on-line services for this particular purpose. 

5 The learner’s evidence must include examples of helping customers with 
difficulties caused by: 

a the customer’s use of the on-line services 

 b a system or equipment failure. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 53: Buddy a colleague to develop 
their customer service skills 

Unit code: D5 

Unit reference number: M/601/1542  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

In customer service roles it is often useful to have a ‘buddy’ relationship 
with somebody who has more experience of the same customer service 
situation. If someone is asked to buddy a colleague who is learning 
customer service aspects of their job, they will need to approach that 
responsibility in an organised way. This unit is about how to be a good 
buddy by working alongside their colleague and providing them with 
constructive feedback and support. Someone does not need to be more 
senior than their colleague or their supervisor to act as a customer service 
buddy. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence of buddying a colleague to develop 
their customer service skills:  

a during routine delivery of customer service  

b during a busy time in their job 

c during a quiet time in their job 

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

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 54: Develop your own customer 
service skills through self-study 

Unit code: D6 

Unit reference number: R/601/1548  

QCF level: 2 

Credit value: 6 

Guided learning hours: 40 

 

Unit summary 

Much of the responsibility for developing customer service knowledge and 
skills rests on the learner as an individual. There are numerous sources of 
information that can be used but which need to be located and linked with 
their customer service role. When located, the learning materials must be 
used to good effect in an organised manner. This unit is about locating and 
using materials to help the learner learn in the course of their work. It is the 
right unit for a learner who needs to take responsibility for their own self-
development in relation to customer service skills. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must show that they have taken personal 
responsibility for identifying, locating and using learning materials with 
only limited guidance and support from their line manager, mentor or 
colleagues. 

5 The information sources and learning materials referred to in the 
learner’s evidence may be any or all of the following: 

a paper based  

b on-line or other electronic media 

c structured discussions. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 55: Support customers using 
self-service technology 

Unit code: D7 

Unit reference number: Y/601/1549  

QCF level: 2 

Credit value: 5 

Guided learning hours: 33 

 

Unit summary 

Many organisations develop their customer service by directing customers 
towards self-service equipment which is operated by the customer alone. 
Regular customers become familiar with how that equipment operates and 
some will feel uncomfortable about being offered further help. Others may 
be learning about the use of the equipment for the first time or may be 
experiencing particular problems. Sometimes equipment fails and 
authorised intervention will be needed to clear it. Whichever is the case, the 
learner must be able to recognise what help and intervention is needed and 
to provide that in a way that pleases their customer and builds their 
confidence in the use of the equipment. This unit is right for the learner if 
any part of their job involves helping and encouraging customers to operate 
self-service equipment in order to improve their customer experience. 

Assessment requirements/evidence requirements 

1 The learner’s 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 based on a realistic working environment or a work placement 
is permissible. Simulation is not allowed for any performance evidence 
within this unit. 

2 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The self–service technology used in the learner’s evidence may be any 
technology used outside the home to allow customers to interact with an 
organisation and help themselves. Examples include, but are not 
restricted to, scanning groceries, printing a boarding pass, printing 
photos, buying from an automated vending machine, and using an 
electronic kiosk to obtain information or conduct a transaction. 

5 The learner must provide evidence of supporting customers who are: 

a new to the use of self-service equipment for this particular purpose 

b familiar with the use of self-service equipment for this particular 
purpose. 

6 The learner’s evidence must include examples of helping customers with 
difficulties caused by: 

a the customer’s use of the technology 

b a system or equipment failure. 

Assessment methodology 

This unit is assessed in the workplace or in a realistic working environment. 
For guidelines on ‘realistic working environments’ refer to the Appendix F of 
the Assessment Strategy in Annexe D. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 56: Work with others to improve 
customer service 

Unit code: D8 

Unit reference number: D/601/1553  

QCF level: 3 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

Teamwork is a key component of delivering and improving excellent 
customer service. The people the learner works with to improve customer 
service may include one or more of the following: team members; 
colleagues; suppliers; service partners; supervisors; managers; team 
leaders. The delivery of excellent customer service depends on their skills 
and those of others. It involves communicating with each other and 
agreeing how they can work together to give a more effective service. They 
all need to work together positively. The learner must also monitor their 
own and the team’s performance and change the way they do things if that 
improves customer service. This unit is about how the learner develops a 
relationship with others to improve their customer service performance. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must include examples of agreeing customer 
service roles and responsibilities which are: 

 a part of their own role 

 b part of other people’s roles. 

5 The learner must provide evidence that they have worked with two of 
these groups of people: 

 a team members or colleagues 

 b suppliers or service partners 

 c supervisors, team leaders or managers. 

6 The learner’s evidence must show that their work with others involves 
communication by two of these methods as expected within their job 
role: 

 a face to face 

 b in writing 

 c by telephone 

 d using text messages 

 e by email 

 f using the internet (including social networking) 

 g using an intranet. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 57: Promote continuous 
improvements 

Unit code: D9 

Unit reference number: H/601/1554  

QCF level: 3 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

This unit covers the key competence of the customer service professional. 
The learner must be dedicated to the continuous improvement of customer 
service and this involves organising changes in the way customer service is 
delivered over and over again. The learner will need to identify potential 
changes, think through their consequences and make them work. Above all, 
this unit covers the competence of organising and seeing through change 
that is sustainable and is in the spirit of continuous improvement in 
customer service. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner must provide evidence that they have organised changes 
over a period of time which have resulted in sustainable continuous 
improvement in customer service. 

5 The learner must show that their proposals for improvements: 

 a are based on planned and analysed customer feedback  

b take into account all relevant regulations 

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

6 The learner may carry out this work alone or with colleagues. However, 
they must provide evidence that they have taken an active role in: 

 a collecting and analysing feedback  

 b proposing initiatives for change  

 c implementing the change 

 d evaluating and reviewing the change. 

7 The learner’s evidence must clearly show the part they have played in 
each step of the continuous improvement process. 

8 The changes that the learner proposes and initiates may be changes in 
how services or products are supplied or in how they and their 
colleagues behave when delivering services or products.  

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 58: Develop your own and others’ 
customer service skills 

Unit code: D10 

Unit reference number: K/601/1555  

QCF level: 3 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

This unit is about taking responsibility for continuously developing the 
learner’s own customer service skills and passing those skills on to others. 
It is about helping themselves and others to learn and grow in their 
customer service roles. The learner may not be a manager or a supervisor 
but they may be responsible for showing others how things work and what 
they need to do. For example, a new member of staff may need an 
introduction to the products, services, systems or procedures of their 
organisation and the learner may be asked to show them. Or the learner 
may need to coach someone from another department who has been 
transferred. Also, there may be the introduction of a new product, service, 
system or procedure that the learner is asked to learn about and present or 
demonstrate to others. This unit will help the learner to put ‘showing others’ 
into a formal framework that will help them to learn and improve their own 
coaching skills. The delivery of excellent customer service depends on the 
learner’s skills and the skills of those around them. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s personal development plan may be based on existing 
customer service skills and development activities that already take 
place in their organisation or new activities that they have to devise. 

5 The learner must have constructed their personal development plan 
taking account of information about the knowledge and skills relevant to 
their: 

 a customer service role 

 b own preferred method of learning 

 c workload 

 d opportunities for learning on the job 

 e opportunities for learning off the job. 

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

7 The learner’s evidence of coaching may relate either to a single 
colleague or several colleagues who may be:  

a new to the organisation or department  

b new to the job, procedure or system 

c experienced but seeking to refresh or improve their customer service 
skills. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 59: Lead a team to improve 
customer service 

Unit code: D11 

Unit reference number: H/601/1568  

QCF level: 3 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

If the learner is responsible for leading a team delivering customer service, 
they need to plan and organise the team’s work and support team members 
as they develop their performance. This unit is about looking at both the 
learner’s organisation and their staffing resources and bringing these 
together in a constructive way to improve overall customer service. The 
learner will need to give support and guidance to their team to encourage 
them to improve their customer service delivery. It is about having a 
passion for customer service and sharing this enthusiasm with their 
colleagues and staff team. It is about leading by example. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

4 The learner must provide evidence they have line management or 
supervisory responsibility for the team members used in their evidence. 
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5 The learner must show that they have taken into account the 
organisational constraints of: 

 a time 

 b human resources 

 c physical resources 

 d financial resources. 

6 The learner must also show that they have taken into account the team 
or individual constraints of: 

 a existing workloads 

 b individual capabilities and sensitivities 

c initiatives and objectives currently being undertaken by the organisation 

 d influences operating on the team from outside. 

7 The learner’s evidence must provide evidence that they have taken time 
with each team member to: 

 a plan and organise their work 

 b provide support and guidance 

 c give and seek feedback on performance. 

8 The feedback the learner provides to team members may be: 

 a formal or informal 

 b verbal or in writing. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 60: Gather, analyse and interpret 
customer feedback 

Unit code: D12 

Unit reference number: H/601/1571  

QCF level: 3 

Credit value: 10 

Guided learning hours: 67 

 

Unit summary 

Customer service can be improved only if the learner is fully aware of 
customer wishes and expectations. The learner can discover much of this 
information by seeking structured feedback from their customers about the 
customer’s experiences of the learner’s services or products. When the 
information has been collected it must be analysed and interpreted in order 
to use it for making customer service improvements. This unit is about how 
the learner collects that feedback and prepares it for use in the 
improvement of customer service. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 
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4 The learner’s evidence must show that they have collected feedback 
from customers: 

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

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

5 The learner’s evidence must include feedback that they have collected:  

 a using a method they have devised 

 b following established organisational procedures. 

6 The learner must provide evidence that they have displayed the results 
of their data collection: 

 a in tabulated form 

 b in graphical or pictorial form. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
7
1

Le
ar

ni
ng

 o
ut

co
m

es
 a

nd
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
 

p
la

n
 t

o
 g

a
th

er
 c

u
st

o
m

er
 

fe
ed

b
a
ck

 
1
.1

 
id

en
ti
fy

 t
h
e 

o
p
ti
o
n
s 

a
va

ila
b
le

 f
o
r 

co
lle

ct
in

g
 

cu
st

o
m

er
 s

er
vi

ce
 f

ee
d
b
ac

k 

1
.2

 
ev

al
u
at

e 
th

e 
co

st
s 

a
n
d
 b

en
ef

it
s 

o
f 
ea

ch
 o

p
ti
o
n
 f

o
r 

co
lle

ct
in

g
 c

u
st

o
m

er
 f
ee

d
b
ac

k 

1
.3

 
se

le
ct

 o
n
e 

o
r 

m
o
re

 m
et

h
o
d
s 

fo
r 

co
lle

ct
in

g
 c

u
st

o
m

er
 

fe
ed

b
a
ck

 

1
.4

 
p
la

n
 i
n
 d

et
ai

l 
w

h
a
t 

in
fo

rm
at

io
n
 t

h
ey

 w
ill

 c
o
lle

ct
 f
ro

m
 

cu
st

o
m

er
s 

1
.5

 
en

su
re

 t
h
e 

in
fo

rm
at

io
n
 t

h
ey

 c
o
lle

ct
 a

ll 
h
as

 a
 

cu
st

o
m

er
 s

er
vi

ce
 f

o
cu

s 

1
.6

 
p
la

n
 i
n
 d

et
ai

l 
h
o
w

 t
h
ey

 w
ill

 c
o
lle

ct
 i
n
fo

rm
at

io
n
 f
ro

m
 

cu
st

o
m

er
s 

u
si

n
g
 t

h
ei

r 
ch

o
se

n
 m

et
h
o
d
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
7
2
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

2
 

g
at

h
er

 c
u
st

o
m

er
 f
ee

d
b
ac

k 
2
.1

 
u
se

 t
h
ei

r 
ch

o
se

n
 m

et
h
o
d
 a

n
d
 d

et
ai

le
d
 p

la
n
 t

o
 

co
lle

ct
 c

u
st

o
m

er
 f
ee

d
b
ac

k 

2
.2

 
m

o
n
it
o
r 

th
e 

co
lle

ct
io

n
 o

f 
cu

st
o
m

er
 f

ee
d
b
ac

k 
to

 
en

su
re

 i
t 

is
 f
al

lin
g
 w

it
h
in

 t
h
ei

r 
ch

o
se

n
 s

am
p
lin

g
 

fr
am

e 

2
.3

 
m

o
n
it
o
r 

th
e 

co
lle

ct
io

n
 o

f 
cu

st
o
m

er
 f

ee
d
b
ac

k 
to

 
en

su
re

 i
t 

fo
cu

se
s 

o
n
 c

u
st

o
m

er
 s

er
vi

ce
 i
ss

u
es

 

2
.4

 
re

co
rd

 t
h
e 

d
at

a 
th

ey
 c

o
lle

ct
 i
n
 a

 w
ay

 t
h
at

 m
ak

es
 

an
al

ys
is

 a
n
d
 i
n
te

rp
re

ta
ti
o
n
 e

as
y 

2
.5

 
re

sp
ec

t 
th

ei
r 

cu
st

o
m

er
s'

 r
ig

h
ts

 t
o
 c

o
n
fi
d
en

ti
al

it
y 

if
 

th
e 

cu
st

o
m

er
s 

d
o
 n

o
t 

w
an

t 
th

ei
r 

co
m

m
en

ts
 t

o
 b

e 
id

en
ti
fi
ed

 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
7
3

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
 

an
al

ys
e 

an
d
 i
n
te

rp
re

t 
cu

st
o
m

er
 f
ee

d
b
ac

k 
3
.1

 
co

lla
te

 d
at

a 
co

lle
ct

ed
 f
ro

m
 c

u
st

o
m

er
s 

in
 o

rd
er

 t
o
 

id
en

ti
fy

 p
a
tt

er
n
s 

an
d
 t

re
n
d
s 

in
 c

u
st

o
m

er
 s

er
vi

ce
  

3
.2

 
p
er

fo
rm

 a
p
p
ro

p
ri
at

e 
ca

lc
u
la

ti
o
n
s 

to
 s

u
m

m
a
ri
se

 
p
at

te
rn

s 
a
n
d
 t

re
n
d
s 

in
 t

h
e 

d
at

a
 

3
.3

 
p
re

se
n
t 

th
ei

r 
an

a
ly

si
s 

in
 a

 f
o
rm

 t
h
at

 i
s 

ea
si

ly
 

u
n
d
er

st
o
o
d
 

3
.4

 
lin

k 
th

ei
r 

a
n
al

ys
is

 w
it
h
 t

h
ei

r 
kn

o
w

le
d
g
e 

o
f 

th
ei

r 
o
rg

an
is

at
io

n
's

 s
er

vi
ce

 o
ff

er
 a

n
d
 c

u
st

o
m

er
 s

er
vi

ce
 

p
ro

ce
ss

es
 i
n
 o

rd
er

 t
o
 i
n
te

rp
re

t 
th

e 
m

ea
n
in

g
 o

f 
th

e 
d
at

a 

3
.5

 
m

ak
e 

re
co

m
m

en
d
at

io
n
s 

fo
r 

ch
an

g
es

 i
n
 t

h
ei

r 
o
rg

an
is

at
io

n
's

 s
er

vi
ce

 o
ff

er
 o

r 
cu

st
o
m

er
 s

er
vi

ce
 

p
ro

ce
ss

es
 i
n
 r

es
p
o
n
se

 t
o
 t

h
e 

vi
ew

s 
o
f 
th

ei
r 

cu
st

o
m

er
s 

3
.6

 
id

en
ti
fy

 w
a
ys

 i
n
 w

h
ic

h
 c

u
st

o
m

er
 f
ee

d
b
a
ck

 c
an

 b
e 

u
se

d
 t

o
 i
n
fo

rm
 c

u
st

o
m

er
s 

an
d
 d

ev
el

o
p
 t

h
e 

cu
st

o
m

er
 r

el
at

io
n
sh

ip
 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
7
4
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

4
 

u
n
d
er

st
an

d
 h

o
w

 t
o
 g

at
h
er

, 
an

al
ys

e 
an

d
 i
n
te

rp
re

t 
cu

st
o
m

er
 f
ee

d
b
ac

k 

4
.1

 
ex

p
la

in
 r

a
n
d
o
m

 s
am

p
lin

g
 t

ec
h
n
iq

u
es

 a
n
d
 h

o
w

 t
o
 

ev
al

u
at

e 
b
ia

s 
in

 n
o
n
-r

an
d
o
m

 s
am

p
le

s 
 

4
.2

 
id

en
ti
fy

 p
ri
n
ci

p
le

s 
o
f 

q
u
es

ti
o
n
n
a
ir
e 

d
es

ig
n
 

4
.3

 
id

en
ti
fy

 p
ri
n
ci

p
le

s 
o
f 

ef
fe

ct
iv

e 
in

te
rv

ie
w

in
g
 

4
.4

 
ex

p
la

in
 h

o
w

 t
o
 c

al
cu

la
te

 t
h
e 

co
st

 o
f 
a 

cu
st

o
m

er
 

su
rv

ey
 

4
.5

 
d
es

cr
ib

e 
te

ch
n
iq

u
es

 f
o
r 

m
o
n
it
o
ri
n
g
 d

at
a
 c

o
lle

ct
io

n
 

4
.6

 
ex

p
la

in
 h

o
w

 t
o
 u

se
 a

p
p
ro

p
ri
at

e 
so

ft
w

ar
e 

to
 r

ec
o
rd

 
an

d
 a

n
al

ys
e 

cu
st

o
m

er
 f
ee

d
b
a
ck

 

4
.7

 
d
es

cr
ib

e 
m

et
h
o
d
s 

o
f 

d
is

p
la

yi
n
g
 a

n
d
 p

re
se

n
ti
n
g
 d

at
a 

in
 a

 w
a
y 

th
at

 i
s 

ea
sy

 t
o
 u

n
d
er

st
an

d
 

4
.8

 
ex

p
la

in
 s

ta
ti
st

ic
a
l 
te

ch
n
iq

u
es

 f
o
r 

su
m

m
ar

is
in

g
 

tr
en

d
s 

an
d
 p

at
te

rn
s 

4
.9

 
d
es

cr
ib

e 
o
rg

an
is

at
io

n
al

 p
ro

ce
d
u
re

s 
fo

r 
re

co
m

m
en

d
in

g
 c

h
an

g
es

 i
n
 t

h
e 

se
rv

ic
e 

o
ff

er
 o

r 
cu

st
o
m

er
 s

er
vi

ce
 p

ro
ce

d
u
re

s 

4
.1

0
 

co
m

p
a
re

 t
h
e 

ad
va

n
ta

g
es

 a
n
d
 d

is
ad

va
n
ta

g
es

 o
f 

co
lle

ct
in

g
 c

u
st

o
m

er
 f
ee

d
b
ac

k 
th

ro
u
g
h
 w

ri
tt

en
 

q
u
es

ti
o
n
n
a
ir
es

, 
b
y 

te
le

p
h
o
n
e,

 b
y 

in
te

rv
ie

w
, 

u
si

n
g
 

fo
cu

s 
g
ro

u
p
s 

o
r 

b
y 

in
te

rn
et

 o
r 

em
ai

l 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
7
5

 Le
ar

n
er

 n
a
m

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
a
tu

re
:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



N025173 – Specification –Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

376



N025173 – Specification – Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

377

 

Unit 61: Monitor the quality of customer 
service transactions 

Unit code: D13 

Unit reference number: T/601/1574  

QCF level: 3 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

The quality of customer service transactions must be monitored if they are 
to benefit from actions to improve that overall quality. Quality in this area 
can be defined only in terms of agreed criteria and against agreed 
performance ratings. In an organisation that carries out a high volume of 
customer service transactions delivered face-to-face, by telephone or on-
line, quality can be measured and improved only by adopting a systematic 
sampling approach. Spot checks and routine checks are needed to observe 
individual performance and results must be analysed to identify patterns 
and trends. Improvement can then occur as a result of feedback the learner 
gives to colleagues so that actions to improve individual performance can be 
taken. This unit is for the learner if one of their job responsibilities involves 
systematically sampling the quality of customer service transactions and 
working with colleagues to improve their performance. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time with different customers on different occasions 
for their assessor to be confident that they are competent. 

There are no additional evidence requirements other than those expressed 
within the unit. 
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Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 62: Implement quality improvements 
to customer service 

Unit code: D14 

Unit reference number: L/601/1578  

QCF level: 4 

Credit value: 10 

Guided learning hours: 67 

 

Unit summary 

Introducing quality improvements to customer service requires careful 
management of change. This unit covers the detailed planning of customer 
service improvements, managing the changes that need to take place to 
implement the improvements, and then evaluating the results. It includes 
the consultation and communication processes that are vital to the 
successful implementation of improvements and management of change. In 
particular it is vital to involve customers at all stages of the quality 
improvement process. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner’s evidence must include planning for and using the following 
resources when implementing improvements to customer service: 

 a time 

 b human resources 

 c physical resources 

 d financial resources. 

5 The learner must provide evidence of communicating with:  

 a customers  

 b front-line staff 

 c colleagues 

 d supervisors/team leaders 

 e senior managers 

 f service partners. 

6 The learner’s communication may be face to face, in writing, by 
telephone, text message, email, internet (including social networking), 
intranet or by any other method they would be expected to use within 
their job role. 

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

 a quantitative  

 b qualitative. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
8
7

Le
ar

ni
ng

 o
ut

co
m

es
 a

nd
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
 

p
la

n
 t

h
e 

in
tr

o
d
u
ct

io
n
 o

f 
cu

st
o
m

er
 s

er
vi

ce
 

im
p
ro

ve
m

en
ts

 

1
.1

 
id

en
ti
fy

 p
o
ss

ib
le

 c
u
st

o
m

er
 s

er
vi

ce
 i
m

p
ro

ve
m

en
ts

 
an

d
 t

h
e 

re
so

u
rc

es
 a

va
ila

b
le

 t
o
 i
m

p
le

m
en

t 
th

em
 

1
.2

 
ev

al
u
at

e 
fa

ct
o
rs

 t
h
at

 m
ay

 h
el

p
 o

r 
h
in

d
er

 t
h
e 

in
tr

o
d
u
ct

io
n
 o

f 
ch

an
g
e 

1
.3

 
d
ev

el
o
p
 r

ea
lis

ti
c 

o
b
je

ct
iv

es
, 

ta
sk

s 
an

d
 s

ch
ed

u
le

s 
fo

r 
th

e 
in

tr
o
d
u
ct

io
n
 o

f 
im

p
ro

ve
m

en
ts

 a
n
d
 a

g
re

e 
th

em
 

w
it
h
 c

o
lle

a
g
u
es

 

1
.4

 
as

se
ss

 t
h
e 

ri
sk

s 
a
ss

o
ci

at
ed

 w
it
h
 e

ac
h
 a

ct
io

n
 t

o
 

ef
fe

ct
 c

h
an

g
e 

1
.5

 
p
la

n
 h

o
w

 t
h
ey

 w
ill

 e
va

lu
at

e 
th

e 
p
ro

p
o
se

d
 

im
p
ro

ve
m

en
ts

 

 
 

 

2
 

m
an

ag
e 

th
e 

im
p
le

m
en

ta
ti
o
n
 o

f 
cu

st
o
m

er
 s

er
vi

ce
 

im
p
ro

ve
m

en
ts

 

2
.1

 
in

fo
rm

 t
h
e 

p
eo

p
le

 w
h
o
 w

ill
 b

e 
a
ff

ec
te

d
 b

y 
ch

an
g
e,

 
w

in
 t

h
ei

r 
su

p
p
o
rt

 a
n
d
 k

ee
p
 t

h
em

 i
n
fo

rm
ed

 o
f 

p
ro

g
re

ss
  

2
.2

 
im

p
le

m
en

t 
th

ei
r 

p
la

n
s 

fo
r 

im
p
ro

ve
m

en
ts

 d
ea

lin
g
 

ef
fe

ct
iv

el
y 

w
it
h
 a

n
y 

d
if
fi
cu

lt
ie

s 

2
.3

 
p
ro

vi
d
e 

th
e 

n
ec

es
sa

ry
 s

u
p
p
o
rt

 t
o
 a

ll 
th

ei
r 

co
lle

ag
u
es

 w
h
o
 a

re
 i
n
vo

lv
ed

 w
it
h
 c

h
an

g
es

 a
n
d
 

im
p
ro

ve
m

en
ts

 

2
.4

 
en

su
re

 t
h
a
t 

th
e 

p
la

n
n
ed

 i
m

p
ro

ve
m

en
ts

 a
re

 
im

p
le

m
en

te
d
 o

n
 t

im
e 

an
d
 w

it
h
in

 b
u
d
g
et

 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
8
8
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
 

m
o
n
it
o
r 

an
d
 e

va
lu

at
e 

cu
st

o
m

er
 s

er
vi

ce
 

im
p
ro

ve
m

en
ts

 

3
.1

 
m

o
n
it
o
r 

an
d
 e

va
lu

at
e 

th
e 

im
p
a
ct

 t
h
at

 t
h
e 

ch
an

g
es

 
ar

e 
h
a
vi

n
g
 o

n
 t

h
e 

q
u
al

it
y 

o
f 

cu
st

o
m

er
 s

er
vi

ce
  

3
.2

 
id

en
ti
fy

 a
n
d
 r

ec
o
m

m
en

d
 a

n
y 

fu
rt

h
er

 c
h
an

g
es

 t
h
at

 
m

ay
 b

e 
n
ec

es
sa

ry
 t

o
 a

ch
ie

ve
 t

h
e 

p
la

n
n
ed

 a
im

s 
an

d
 

o
b
je

ct
iv

es
 o

f 
th

e 
im

p
ro

ve
m

en
ts

  

3
.3

 
id

en
ti
fy

 a
n
y 

le
ss

o
n
s 

fr
o
m

 t
h
e 

ch
an

g
e 

p
ro

ce
ss

 a
n
d
 

n
o
te

 t
h
es

e 
fo

r 
fu

tu
re

 a
ct

iv
it
ie

s 

 
 

 

4
 

u
n
d
er

st
an

d
 h

o
w

 t
o
 

im
p
le

m
en

t 
q
u
al

it
y 

im
p
ro

ve
m

en
ts

 t
o
 

cu
st

o
m

er
 s

er
vi

ce
 

4
.1

 
ex

p
la

in
 t

h
e 

im
p
o
rt

an
ce

 o
f 
ca

re
fu

l 
p
la

n
n
in

g
 w

h
en

 
in

tr
o
d
u
ci

n
g
 c

h
an

g
e 

 

4
.2

 
ev

al
u
at

e 
th

e 
ty

p
es

 o
f 
fa

ct
o
rs

 t
h
at

 m
a
y 

h
el

p
 o

r 
h
in

d
er

 t
h
e 

p
ro

ce
ss

 o
f 

ch
an

g
e 

an
d
 h

o
w

 t
o
 i
d
en

ti
fy

 
an

d
 p

la
n
 f
o
r 

th
es

e 

4
.3

 
d
es

cr
ib

e 
h
o
w

 t
o
 d

ev
el

o
p
 p

la
n
s 

th
at

 c
o
n
ta

in
 r

ea
lis

ti
c 

o
b
je

ct
iv

es
, 

ta
sk

s 
an

d
 s

ch
ed

u
le

s 

4
.4

 
ex

p
la

in
 t

h
e 

im
p
o
rt

an
ce

 o
f 
h
av

in
g
 c

le
ar

 l
in

es
 o

f 
re

sp
o
n
si

b
ili

ty
 a

n
d
 a

cc
o
u
n
ta

b
ili

ty
 

4
.5

 
ex

p
la

in
 h

o
w

 t
o
 i
d
en

ti
fy

 a
n
d
 p

la
n
 f
o
r 

p
o
ss

ib
le

 
co

n
ti
n
g
en

ci
es

 

4
.6

 
d
es

cr
ib

e 
th

e 
im

p
o
rt

an
ce

 o
f 

cl
ea

r 
co

m
m

u
n
ic

at
io

n
 

w
h
en

 c
h
an

g
es

 a
re

 t
a
ki

n
g
 p

la
ce

 

 
 

 



N
0
2
5
1
7
3
 –

 S
p
ec

if
ic

a
ti
o
n
 –

 E
d
ex

ce
l 
Le

ve
l 
1
 a

n
d
 2

 N
V
Q

 C
er

ti
fi
ca

te
s 

a
n
d
 E

d
ex

ce
l 
Le

ve
l 
3
 a

n
d
 4

 
N

V
Q

 D
ip

lo
m

a
s 

in
 C

u
st

o
m

er
 S

er
vi

ce
 (

Q
C

F)
 –

 I
ss

u
e 

1
 –

 O
ct

o
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

3
8
9

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

 
4
.7

 
ex

p
la

in
 w

h
y 

it
 i
s 

im
p
o
rt

a
n
t 

to
 w

in
 t

h
e 

su
p
p
o
rt

 o
f 

p
eo

p
le

 w
h
o
 w

ill
 b

e 
a
ff

ec
te

d
 b

y 
ch

an
g
e 

4
.8

 
d
es

cr
ib

e 
h
o
w

 t
o
 w

in
 o

ve
r 

st
af

f 
w

h
o
 a

re
 r

es
is

ta
n
t 

to
 

ch
an

g
e 

4
.9

 
d
es

cr
ib

e 
th

e 
ty

p
es

 o
f 

su
p
p
o
rt

 t
h
at

 s
ta

ff
 m

a
y 

n
ee

d
 

w
h
en

 i
m

p
ro

ve
m

en
ts

 a
re

 b
ei

n
g
 i
m

p
le

m
en

te
d
 a

n
d
 

h
o
w

 t
o
 p

ro
vi

d
e 

su
ch

 s
u
p
p
o
rt

 

4
.1

0
 

ex
p
la

in
 w

h
y 

it
 i
s 

im
p
o
rt

an
t 

to
 c

o
m

p
le

te
 c

h
an

g
e 

o
n
 

ti
m

e 
an

d
 w

it
h
in

 b
u
d
g
et

 

 
 

 

 Le
ar

n
er

 n
a
m

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
a
tu

re
:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



N025173 – Specification –Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

390



N025173 – Specification – Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 
NVQ Diplomas in Customer Service (QCF) – Issue 1 – October 2010 © Edexcel Limited 2010 

391

 

Unit 63: Plan and organise the 
development of customer 
service staff 

Unit code: D15 

Unit reference number: L/601/1581  

QCF level: 4 

Credit value: 9 

Guided learning hours: 60 

 

Unit summary 

Achieving excellent customer service depends on the skills and knowledge 
of the staff who provide it. To be effective, organisations need to review 
constantly how effective their customer service is and what improvements 
should be made. Sometimes customer service improvements will depend on 
the development of staff skills. New staff must be brought to the required 
standards of skills and knowledge and established staff need to be updated 
on new procedures and techniques or refreshed on existing ones. Senior 
customer service staff have an important contribution to make to this 
process. This unit is about identifying what development and training is 
needed for staff, organising its delivery and monitoring its success. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner’s evidence must show that they have been involved with the 
training and development of staff from two of the following groups:  

 a new staff 

 b existing staff 

 c front-line staff 

 d supervisors and team leaders 

 e part-time staff 

 f support staff 

 g service partners. 

5 The learner must show that they monitor the performance of staff 
involved in development and training activities through: 

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

 b informal and more immediate monitoring such as direct supervision. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 64: Develop a customer service 
strategy for a part of an 
organisation 

Unit code: D16 

Unit reference number: M/601/1587  

QCF level: 4 

Credit value: 11 

Guided learning hours: 73 

 

Unit summary 

If organisations want to be consistently successful in customer service over 
a period of time, they need a customer service strategy. Managers and 
other senior staff can contribute to this through their knowledge of the 
organisation’s customers and their expertise in customer service. This 
contribution is also based on what they know of other organisations and 
published research into trends in customer service. This unit does not 
assume the learner has full responsibility for their organisation’s customer 
service strategy but that the learner takes a major role in the development 
of strategy for a particular part of their organisation. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The learner should be able to identify and analyse the needs and 
expectations of: 

 a existing customers 

 b potential or new customers. 

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

6 The mission, aims, objectives, targets and values of the learner’s 
organisation may be expressed formally or informally. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 65: Manage a customer service award 
programme 

Unit code: D17 

Unit reference number: A/601/1592  

QCF level: 4 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

This unit is about the competences involved in managing a customer service 
award programme. A customer service award programme can make a 
valuable contribution to the organisation’s customer service strategy. It 
serves the dual role of motivating team members and displaying to 
customers the learner’s commitment to customer service. Whilst such a 
programme must be managed like any other management project, its dual 
purpose means that each management action associated with it must take 
full account of the strategic customer service implications. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The award programmes used in the learner’s evidence may relate to 
individuals, teams, special projects, trainees, incentive schemes or 
customer nominated awards. 

5 The learner must provide evidence that they have planned details of 
their award programme that include: 

 a the criteria for making the award 

 b what the award will be 

 c the frequency of the award 

 d the procedure for judging the award 

 e how the award will be presented and publicised. 

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

7 The learner’s evidence must show that they have evaluated the 
customer service award programme from the point of view of: 

 a benefits to the organisation 

 b benefits to the supervisors and managers of the winners 

 c the effect on the winner or winners 

 d the effect on others who are not winners. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 66: Apply technology or 
other resources to improve 
customer service 

Unit code: D18 

Unit reference number: Y/601/1597  

QCF level: 4 

Credit value: 11 

Guided learning hours: 73 

 

Unit summary 

Customer service changes and improves sometimes through the application 
of technology or other resources as much as through changes in behaviour 
of those delivering the service. Whilst these changes can bring real benefits 
they inevitably come at an initial cost which must be taken into 
consideration. This unit is about the process of managing the application of 
technology or other resources to a customer service process. It involves a 
systematic approach to considering and evaluating options, implementing 
the most appropriate and reviewing the results. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The technology used in the learner’s evidence may be electronic or non-
electronic. 

5 The costs the learner establishes for each option for improving customer 
service must be financial. 

6 The business case the learner plans for applying technology or other 
resources to improve customer service may be formal or informal. 

7 The learner’s review of the implementation of customer service 
improvements may be formal or informal. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 67: Review and re-engineer 
customer service processes 

Unit code: D19 

Unit reference number: R/601/1601  

QCF level: 4 

Credit value: 11 

Guided learning hours: 73 

 

Unit summary 

From time to time, a customer process must be subject to review. Most of 
all, this is because both customer expectations and the general environment 
change. In addition to this, features of the process evolve as it is operated 
and the customer service purpose of various details can be lost. This unit is 
about a systematic approach to reviewing and re-engineering a customer 
service process. The review seeks a balance of customer satisfaction, cost 
awareness and compliance with regulation. The review must be undertaken 
with the agreement and support of those with authority to make changes. It 
must also take account of the views of those who deliver the process and 
are in direct contact with customers. This unit is for the learner if they are 
responsible for reviewing customer service processes. Do not use this unit if 
the learner does not hold that responsibility and does not have the support 
of those with authority to make changes. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 
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4 The ‘appropriate people’ with whom the learner agrees the boundaries of 
the customer service process to be reviewed must include one or more 
of the following: 

 a people in other departments or sections of the organisation 

 b internal customers  

 c external customers 

 d internal suppliers 

 e service partners 

 f service delivery colleagues 

 g line managers. 

5 The learner’s plan for implementing agreed recommendations may be 
formal or informal. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Unit 68: Manage customer service 
performance 

Unit code: D20 

Unit reference number: K/601/1605  

QCF level: 4 

Credit value: 7 

Guided learning hours: 47 

 

Unit summary 

Customer service performance can be measured by a wide variety of 
metrics and ratings collected in different ways by different organisations. 
Those measurements are needed if the learner is to be able to manage 
performance systematically and take positive actions for improvement. 
Information on performance must be collected and interpreted in order to 
identify appropriate management actions to promote improvement. This 
may involve reference to standards, benchmarks, targets and tolerances 
and also the identification of trends and patterns in the evidence that is 
monitored. This unit is about those monitoring and management processes. 
This unit is for the learner if they have responsibility for the customer 
service performance of individuals or a team and they have the authority to 
see management actions through. 

Assessment requirements/evidence requirements 

1 The learner’s 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 The learner 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 The learner must provide evidence that shows they have done this over 
a sufficient period of time for their assessor to be confident that they are 
competent. 

4 The techniques used in the learner’s evidence for interpreting customer 
service performance statistics and identifying trends may be any which 
are practical for their organisation.  
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Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of 
evidence they are presenting for assessment and the submission date 
against each assessment criterion. Alternatively, centre documentation 
should be used to record this information. 
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Further information 

Our customer service numbers are: 

BTEC and NVQ 0844 576 0026 

GCSE 0844 576 0027 

GCE 0844 576 0025 

The Diploma 0844 576 0028 

DiDA and other qualifications 0844 576 0031 

Calls may be recorded for training purposes. 

Useful publications 

Related information and publications include: 

• Centre Handbook for Edexcel QCF NVQs and Competence-based 
Qualifications published annually 

• functional skills publications – specifications, tutor support materials and 
question papers 

• Regulatory Arrangements for the Qualification and Credit Framework 
(published by Ofqual, August 2008) 

• the current Edexcel publications catalogue and update catalogue. 

Edexcel publications concerning the Quality Assurance System and the 
internal and standards verification of vocationally related programmes can 
be found on the Edexcel website. 

NB: Some of our publications are priced. There is also a charge for postage 
and packing. Please check the cost when you order. 

How to obtain National Occupational Standards 

To obtain the National Occupational Standards go to 
www.ukstandards.org.uk. 
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Professional development and training 

Edexcel supports UK and international customers with training related to 
NVQ and BTEC qualifications. This support is available through a choice of 
training options offered in our published training directory or through 
customised training at your centre. 

The support we offer focuses on a range of issues including: 

• planning for the delivery of a new programme 

• planning for assessment and grading 

• developing effective assignments 

• building your team and teamwork skills 

• developing student-centred learning and teaching approaches 

• building functional skills into your programme 

• building effective and efficient quality assurance systems. 

The national programme of training we offer can be viewed on our website 
(www.edexcel.com/training). You can request customised training through 
the website or by contacting one of our advisers in the Training from 
Edexcel team via Customer Services to discuss your training needs. 

The training we provide: 

• is active 

• is designed to be supportive and thought provoking 

• builds on best practice 

• may be suitable for those seeking evidence for their continuing 
professional development. 
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Annexe B: Quality assurance 

Key principles of quality assurance 

• A centre delivering Edexcel qualifications must be an Edexcel recognised 
centre and must have approval for qualifications that it is offering. 

• The centre agrees as part of gaining recognition to abide by specific 
terms and conditions around the effective delivery and quality assurance 
of assessment; the centre must abide by these conditions throughout 
the period of delivery. 

• Edexcel makes available to approved centres a range of materials and 
opportunities to exemplify the processes required for effective 
assessment and provide examples of effective standards. Approved 
centres must use the guidance on assessment to ensure that staff who 
are delivering Edexcel qualifications are applying consistent standards. 

• An approved centre must follow agreed protocols for: standardisation of 
assessors; planning, monitoring and recording of assessment processes; 
internal verification and recording of internal verification processes; and 
for dealing with special circumstances, appeals and malpractice. 

Quality assurance processes 

The approach to quality assured assessment is made through a partnership 
between a recognised centre and Edexcel. Edexcel is committed to ensuring 
that it follows best practice and employs appropriate technology to support 
quality assurance process where practicable. Therefore, the specific 
arrangements for working with centres will vary. Edexcel seeks to ensure 
that the quality assurance processes that it uses do not place undue 
bureaucratic processes on centres and works to support centres in providing 
robust quality assurance processes. 

The learning outcomes and assessment criteria in each unit within this 
specification set out the standard to be achieved by each learner in order to 
gain each qualification. Edexcel operates a quality assurance process, which 
is designed to ensure that these standards are maintained by all assessors 
and verifiers. 

For the purposes of quality assurance all individual qualifications and units 
are considered as a whole. Centres offering these qualifications must be 
committed to ensuring the quality of the units and qualifications they offer, 
through effective standardisation of assessors and internal verification of 
assessor decisions. Centre quality assurance and assessment processes are 
monitored by Edexcel. 
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The Edexcel quality assurance processes will involve: 

• gaining centre recognition and qualification approval if a centre is not 
currently approved to offer Edexcel qualifications 

• annual visits to centres by Edexcel for quality review and development of 
overarching processes and quality standards. Quality review and 
development visits will be conducted by an Edexcel quality development 
reviewer 

• annual visits by occupationally competent and qualified Edexcel 
Standards Verifiers for sampling of internal verification and assessor 
decisions for the occupational sector 

• the provision of support, advice and guidance towards the achievement 
of National Occupational Standards. 

Centres are required to declare their commitment to ensuring quality and 
appropriate opportunities for learners that lead to valid and accurate 
assessment outcomes. In addition, centres will commit to undertaking 
defined training and online standardisation activities. 
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Annexe C: Centre certification and registration 

Edexcel Standards Verifiers will provide support, advice and guidance to 
centres to achieve Direct Claims Status (DCS). Edexcel will maintain the 
integrity of Edexcel QCF NVQs through ensuring that the awarding of these 
qualifications is secure. Where there are quality issues identified in the 
delivery of programmes, Edexcel will exercise the right to: 

• direct centres to take actions 

• limit or suspend certification 

• suspend registration. 

The approach of Edexcel in such circumstances is to work with the centre to 
overcome the problems identified. If additional training is required, Edexcel 
will aim to secure the appropriate expertise to provide this. 

What are the access arrangements and special considerations for the 
qualifications in this specification? 

Centres are required to recruit learners to Edexcel qualifications with 
integrity. 

Appropriate steps should be taken to assess each applicant’s potential and a 
professional judgement made about their ability to successfully complete 
the programme of study and achieve the qualification. This assessment will 
need to take account of the support available to the learner within the 
centre during their programme of study and any specific support that might 
be necessary to allow the learner to access the assessment for the 
qualification. Centres should consult Edexcel’s policy on learners with 
particular requirements. 

Edexcel’s policy on access arrangements and special considerations for 
Edexcel qualifications aims to enhance access to the qualifications for 
learners with disabilities and other difficulties (as defined by the 1995 
Disability Discrimination Act and the amendments to the Act) without 
compromising the assessment of skills, knowledge, understanding or 
competence. Please refer to Access Arrangements and Special 
Considerations for BTEC and Edexcel NVQ Qualifications for further details. 
www.edexcel.com. 
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Annexe D: Assessment strategy 

1.  External Quality Control  

1a Monitoring Centre Performance  

Awarding Organisations/Bodies should: 

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

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

1b External Verification 

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

In particular the AO/B will: 

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

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

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

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

2. Assessor, Internal and External Verifier Occupational 
Competence 

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

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

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

• relevant and credible customer service experience across the level 
and breadth of the National Occupational Standards and S/NVQs at 
the Level the EV is working at; 
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• knowledge of current customer service practice and emerging issues 
in the customer service arena; 

• high levels of communication and interpersonal skills. 

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

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

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

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

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

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

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

• advise EVs of the availability of the ICS web pages; 

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

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

 

3. Simulation and Realistic Workplace Performance 

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:  

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

• C2 Take details of customer service problems 

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

 

4. Employer Direct Model 

The ICS 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 ICS 
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 ICS supports this model with several provisos: 

The organisation must: 

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

• prepare, validate and review the assessment/verification roles 

• carry out 100% mapping of the employer’s training to the National 
Occupational Standards for the A and V units which the qualifications 
are based on 

• agree the mapping process with the Awarding Organisation/Body 
involved  

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

The Awarding Organisation/Body must: 

• offer this model to employers only 

• inform the ICS of employers who are using this model  

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

• keep the ICS informed of any problems/issues incurred in the 
delivery of this model 
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Appendix A 

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

This can be evidenced by: A IV EV 

gathering feedback from a 
variety of centres 

   

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 

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

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, 
UKCES, Accreditation Bodies 
and the ICS 

   

2 

Knowledge of current 
practice and emerging 
issues and changes in 
the VQ area across the 
UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

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

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new 
developments 

   

keeping up to date with 
media news regarding 
Customer Service  

   

3 

Knowledge of current 
practice and emerging 
issues and changes in 
Customer Service across 
organisations and 
industries 

joining the ICS    
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The Assessor, IV and EV 
working at Level 1 must 
have: 

This can be evidenced by: A IV EV 

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 

   

gathering feedback from a 
variety of employers and 
centres 

   

5 

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

curriculum vitae and 
references/testimonies 

   

6 

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

In Scotland all Assessors 
and Verifiers should 
provide evidence of CPD 
to show that they are 
working to the A and/or 
V unit standards where 
appropriate; those not 
yet qualified should 
show that they are 
working towards 
achieving the 
appropriate units. 

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

   

7 
Demonstrated high 
levels of communication 
and interpersonal skills 

gathering feedback from 
candidates, employers or 
peers 
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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 

gathering feedback from a 
variety of centres 

   

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 

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

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, 
UKCES, Accreditation Bodies 
and the ICS 

   

2 

Knowledge of current 
practice and emerging 
issues and changes in 
the VQ area across the 
UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

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

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new 
developments 

   

keeping up to date with 
media news regarding 
Customer Service  

   

3 

Knowledge of current 
practice and emerging 
issues and changes in 
Customer Service across 
organisations and 
industries 

joining the ICS    
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The Assessor, IV and EV 
working at Level 2 must 
have: 

This can be evidenced by: A IV EV 

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

   

4 

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

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

   

gathering feedback from a 
variety of employers and 
centres 

   

5 

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

curriculum vitae and 
references/testimonies 

   

6 

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

In Scotland all Assessors 
and Verifiers should 
provide evidence of CPD 
to show that they are 
working to the A and/or 
V unit standards where 
appropriate; those not 
yet qualified should 
show that they are 
working towards 
achieving the 
appropriate units. 

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

   

7 
Demonstrated high 
levels of communication 
and interpersonal skills 

gathering feedback from 
candidates, employers or 
peers 
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Appendix C 

The Assessor, IV and EV 
working at Level 3 must 
have: 

This can be evidenced by: A IV EV 

gathering feedback from a 
variety of centres 

   

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 

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

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, 
UKCES, Accreditation Bodies 
and the ICS 

   

2 

Knowledge of current 
practice and emerging 
issues and changes in 
the VQ area across the 
UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

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

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new 
developments 

   

keeping up to date with 
media news regarding 
Customer Service  

   

3 

Knowledge of current 
practice and emerging 
issues and changes in 
Customer Service across 
organisations and 
industries 

joining the ICS    
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The Assessor, IV and EV 
working at Level 3 must 
have: 

This can be evidenced by: A IV EV 

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

   

4 

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

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

   

gathering feedback from a 
variety of employers and 
centres 

   

5 

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

curriculum vitae and 
references/testimonies 

   

6 

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

In Scotland all Assessors 
and Verifiers should 
provide evidence of CPD 
to show that they are 
working to the A and/or 
V unit standards where 
appropriate; those not 
yet qualified should 
show that they are 
working towards 
achieving the 
appropriate units. 

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

   

7 
Demonstrated high 
levels of communication 
and interpersonal skills 

gathering feedback from 
candidates, employers or 
peers 
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Appendix D 

The Assessor, IV and EV 
working at Level 4 must 
have: 

This can be evidenced by: A IV EV 

gathering feedback from a 
variety of centres 

   

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 

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

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, 
UKCES, Accreditation Bodies 
and the ICS 

   

2 

Knowledge of current 
practice and emerging 
issues and changes in 
the VQ area across the 
UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

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

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new 
developments 

   

keeping up to date with 
media news regarding 
Customer Service  

   

3 

Knowledge of current 
practice and emerging 
issues and changes in 
Customer Service across 
organisations and 
industries 

joining the ICS    
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The Assessor, IV and EV 
working at Level 4 must 
have: 

This can be evidenced by: A IV EV 

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

   

4 

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

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

   

gathering feedback from a 
variety of employers and 
centres 

   

5 

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

curriculum vitae and 
references/testimonies 

   

6 

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

In Scotland all Assessors 
and Verifiers should 
provide evidence of CPD 
to show that they are 
working to the A and/or 
V unit standards where 
appropriate; those not 
yet qualified should 
show that they are 
working towards 
achieving the 
appropriate units. 

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

   

7 
Demonstrated high 
levels of communication 
and interpersonal skills 

gathering feedback from 
candidates, employers or 
peers 
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Appendix E 

Simulated Activities Guidelines for Customer Service National 
Occupational Standards 

Simulation can only be applied to the Level 1 S/NVQ Units listed 
below 

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

• C2 Take details of customer service problems 

Simulation is defined by the ICS as any activities where dealing with 
customers and work activities are carried out through using individuals 
acting the part of the customer or scenarios which are not ‘real’ customer 
transactions. 

To undertake the assessment of simulated activities for these two units the 
following guidelines must be met: 

a when role playing, candidates and anybody taking part as a customer 
must have a brief that gives sufficient information for them to recognise 
the equivalent real situation and decide what they would do and say; 

b the simulated situation should represent normal and routine experience 
wherever possible and not exceptional or unusually difficult 
circumstances that might be faced; 

c the person taking part in the simulation as a customer must be credible 
for the situation that is being simulated; 

d any resources or equipment that would normally be in real work should 
be available and in working order for the simulation; 

e candidates should complete the required tasks to the National 
Occupational Standards and in the timescales that would normally be 
expected in real work; 

f candidates should complete the required tasks taking account of 
legislation and regulation that would apply in real work; 

g candidates must carry out the simulated activity in a professional 
manner taking into account establishment requirements such as 
appearance and dress code, personal conduct, hygiene, reliability and 
punctuality; 

h whilst the primary purpose of the simulation is for assessment, feedback 
must be given in a way that builds confidence. 
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Appendix F 

Realistic Working Environment Guidelines for Customer Service 
National Occupational Standards 

RWE can be applied to all units in the Level 1 and 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 that found in the 
work situation being represented. 
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