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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:
e are nationally recognised

e 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:
e be free from any barriers that restrict access and progression

e 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?

e Bank/building society customer adviser

e Contact centre operator

e Customer service adviser (Post Office)

e Customer service assistant/manager

e Hotel receptionist

e Local government customer services officer

e Maedical 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 Mandatory units Credit | Level

reference (Customer Service Foundations)

F/601/1609 | Unit 1: Communicate using customer 4 1
service language

L/601/1614 | Unit 2: Follow the rules to deliver customer | 4 2
service

Unit Option Group A Credit | Level

reference (Impression and Image)

R/601/1209 | Unit 7: Maintain a positive and customer- 5 1
friendly attitude

L/601/1211 | Unit 8: Adapt your behaviour to give a 5 1
good customer service impression

R/601/1212 | Unit 9: Communicate effectively with 5 2
customers

L/601/0933 | Unit 10: Give customers a positive 5 2
impression of yourself and your
organisation

D/601/0936 | Unit 11: Promote additional services or 6 2
products to customers

H/601/1215 | Unit 12: Process information about 5 2
customers

M/601/1217 | Unit 13: Live up to the customer service 6 2
promise
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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=

Unit Option Group A Credit | Level

reference (Impression and Image)

T/601/1218 | Unit 14: Make customer service personal

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

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

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

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

Unit Option Group B Credit | Level

reference (Delivery)

A/601/1205 | Unit 25: Do your job in a customer friendly |5 1
way

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

Y/601/1213 | Unit 27: Deliver customer service on your 5
customer’s premises

K/601/1216 | Unit 28: Recognise diversity when 5 2
delivering customer service

A/601/1219 | Unit 29: Deal with customers across a 8 2
language divide

A/601/1222 | Unit 30: Use questioning techniques when 4 2
delivering customer service

L/601/1225 | Unit 31: Deal with customers using 5 2
bespoke software

Y/601/1227 | Unit 32: Maintain customer service through | 4 2
effective handover

Unit Option Group C Credit | Level

reference (Handling Problems)

M/601/1508 | Unit 41: Recognise and deal with customer |5 1
queries, requests and problems

T/601/1509 | Unit 42: Take details of customer service 4 1
problems

M/601/1511 | Unit 43: Resolve customer service 6 2
problems

T/601/1512 | Unit 44: Deliver customer service to 6 2
difficult customers
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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=

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 Mandatory units Credit | Level

reference (Customer Service Foundations)

F/601/1609 | Unit 1: Communicate using customer 4 1
service language

L/601/1614 | Unit 2: Follow the rules to deliver customer | 4 2
service

Unit Option Group A Credit | Level

reference (Impression and Image)

R/601/1209 | Unit 7: Maintain a positive and customer- 5 1
friendly attitude

L/601/1211 | Unit 8: Adapt your behaviour to give a 5 1
good customer service impression

R/601/1212 | Unit 9: Communicate effectively with 5 2
customers

L/601/0933 | Unit 10: Give customers a positive 5 2
impression of yourself and your
organisation

D/601/0936 | Unit 11: Promote additional services or 6 2
products to customers

H/601/1215 | Unit 12: Process information about 5 2
customers

M/601/1217 | Unit 13: Live up to the customer service 6 2
promise
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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=

Unit Option Group A Credit | Level

reference (Impression and Image)

T/601/1218 | Unit 14: Make customer service personal

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

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

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

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

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

D/601/1228 | Unit 20: Use customer service as a 8 3
competitive tool

D/601/1231 | Unit 21: Organise the promotion of 7 3
additional services or products to
customers

K/601/1233 | Unit 22: Build a customer service 7 3
knowledge set

Unit Option Group B Credit | Level

reference (Delivery)

A/601/1205 | Unit 25: Do your job in a customer friendly |5 1
way

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

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

K/601/1216 | Unit 28: Recognise diversity when 5 2
delivering customer service

A/601/1219 | Unit 29: Deal with customers across a 8 2
language divide

A/601/1222 | Unit 30: Use questioning techniques when 4 2
delivering customer service

L/601/1225 | Unit 31: Deal with customers using 5 2
bespoke software

Y/601/1227 | Unit 32: Maintain customer service through | 4 2
effective handover

H/601/1229 | Unit 33: Deliver customer service using 6 3
service partnerships

Y/601/1230 | Unit 34: Organise the delivery of reliable 6 3
customer service

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

Unit Optional Group C Credit | Level

reference (Handling Problems)

M/601/1508 | Unit 41: Recognise and deal with customer |5 1
queries, requests and problems

T/601/1509 | Unit 42: Take details of customer service 4 1
problems

M/601/1511 | Unit 43: Resolve customer service 6 2
problems

T/601/1512 | Unit 44: Deliver customer service to 6 2
difficult customers

J/601/1515 | Unit 45: Monitor and solve customer 6 3
service problems

D/601/1519 | Unit 46: Apply risk assessment to customer | 10 3
service

D/601/1522 | Unit 47: Process customer service 6 3
complaints

Unit Option Group D Credit | Level

reference (Development and Improvement)

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

A/601/1530 | Unit 50: Support customer service 5 2
improvements

R/601/1534 | Unit 51: Develop personal performance 6 2
through delivering customer service

H/601/1540 | Unit 52: Support customers using on-line 5 2
customer services

M/601/1542 | Unit 53: Buddy a colleague to develop their |5 2
customer service skills

R/601/1548 | Unit 54: Develop your own customer 6 2
service skills through self-study

Y/601/1549 | Unit 55: Support customers using self- 5 2
service technology

D/601/1553 | Unit 56: Work with others to improve 8 3
customer service

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

K/601/1555 | Unit 58: Develop your own and others' 8 3
customer service skills

H/601/1568 | Unit 59: Lead a team to improve customer |7 3
service

H/601/1571 | Unit 60: Gather, analyse and interpret 10 3
customer feedback

T/601/1574 | Unit 61: Monitor the quality of customer 7 3
service transactions

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 9

NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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 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 Mandatory units Credit | Level

reference (Customer Service Foundations)

K/601/1622 | Unit 3: Demonstrate understanding of 6 3
customer service

J/601/1627 | Unit 4: Demonstrate understanding of the 6 3

rules that impact on improvements in
customer service

Unit Option Group A Credit | Level

reference (Impression and Image)

R/601/1212 | Unit 9: Communicate effectively with 5 2
customers

L/601/0933 | Unit 10: Give customers a positive 5 2

impression of yourself and your
organisation

D/601/0936 | Unit 11: Promote additional services or 6 2
products to customers

H/601/1215 | Unit 12: Process information about 5 2
customers

M/601/1217 | Unit 13: Live up to the customer service 6 2
promise

T/601/1218 | Unit 14: Make customer service personal

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

service
T/601/1221 | Unit 16: Deal with customers face to face 5 2
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Unit Option Group A Credit | Level

reference (Impression and Image)

F/601/1223 | Unit 17: Deal with incoming telephone calls |5 2
from customers

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

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

D/601/1228 | Unit 20: Use customer service as a 8 3
competitive tool

D/601/1231 | Unit 21: Organise the promotion of 7 3
additional services or products to
customers

K/601/1233 | Unit 22: Build a customer service 7 3
knowledge set

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

F/601/1237 | Unit 24: Make customer service 11
environmentally friendly and sustainable

Unit Option Group B Credit | Level

reference (Delivery)

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

Y/601/1213 | Unit 27: Deliver customer service on your 5
customer’s premises

K/601/1216 | Unit 28: Recognise diversity when 5 2
delivering customer service

A/601/1219 | Unit 29: Deal with customers across a 8 2
language divide

A/601/1222 | Unit 30: Use questioning techniques when 4 2
delivering customer service

L/601/1225 | Unit 31: Deal with customers using 5 2
bespoke software

Y/601/1227 | Unit 32: Maintain customer service through | 4 2
effective handover

H/601/1229 | Unit 33: Deliver customer service using 6 3
service partnerships

Y/601/1230 | Unit 34: Organise the delivery of reliable 6 3
customer service

H/601/1232 | Unit 35: Improve the customer relationship | 7 3
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Unit Option Group B Credit | Level

reference (Delivery)

M/601/1234 | Unit 36: Maintain and develop a healthy 8 4
and safe customer service environment

A/601/1236 | Unit 37: Plan, organise and control 10 4
customer service operations

J/601/1238 | Unit 38: Review the quality of customer 8 4
service

L/601/1239 | Unit 39: Build and maintain effective 8 4
customer relations

F/601/1240 | Unit 40: Deliver seamless customer service | 8 4
with a team

Unit Option Group C Credit | Level

reference (Handling Problems)

M/601/1511 | Unit 43: Resolve customer service 6 2
problems

T/601/1512 | Unit 44: Deliver customer service to 6 2
difficult customers

J/601/1515 Unit 45: Monitor and solve customer 6 3
service problems

D/601/1519 | Unit 46: Apply risk assessment to customer | 10 3
service

D/601/1522 | Unit 47: Process customer service 6 3
complaints

K/601/1524 | Unit 48: Handle referred customer 10 4
complaints
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Unit Option Group D Credit | Level

reference (Development and Improvement)

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

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

R/601/1534 | Unit 51: Develop personal performance 6 2
through delivering customer service

H/601/1540 | Unit 52: Support customers using on-line 5 2
customer services

M/601/1542 | Unit 53: Buddy a colleague to develop their |5 2
customer service skills

R/601/1548 | Unit 54: Develop your own customer 6 2
service skills through self-study

Y/601/1549 | Unit 55: Support customers using self- 5 2
service technology

D/601/1553 | Unit 56: Work with others to improve 8 3
customer service

H/601/1554 | Unit 57: Promote continuous improvement

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

H/601/1568 | Unit 59: Lead a team to improve customer |7 3
service

H/601/1571 | Unit 60: Gather, analyse and interpret 10 3
customer feedback

T/601/1574 | Unit 61: Monitor the quality of customer 7 3
service transactions

L/601/1578 | Unit 62: Implement quality improvements 10 4
to customer service

L/601/1581 | Unit 63: Plan and organise the 9 4
development of customer service staff

M/601/1587 | Unit 64: Develop a customer service 11 4
strategy for a part of an organisation

A/601/1592 | Unit 65: Manage a customer service award |7 4
programme

Y/601/1597 | Unit 66: Apply technology or other 11 4
resources to improve customer service

R/601/1601 | Unit 67: Review and re-engineer customer |11 4
service processes

K/601/1605 | Unit 68: Manage customer service 7 4
performance
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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 Mandatory units Credit | Level

reference (Customer Service Foundations)

J/601/1630 | Unit 5: Demonstrate understanding of 10 4
customer service management

D/601/1634 | Unit 6: Follow organisational rules, 10 4
legislation and external regulations when
managing customer service

Unit Option Group A Credit | Level

reference (Impression and Image)

R/601/1226 | Unit 19: Deal with customers in writing or 6 3
electronically

D/601/1228 | Unit 20: Use customer service as a 8 3
competitive tool

D/601/1231 | Unit 21: Organise the promotion of 7 3
additional services or products to
customers

K/601/1233 | Unit 22: Build a customer service 7 3
knowledge set

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

F/601/1237 | Unit 24: Make customer service 11
environmentally friendly and sustainable
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Unit Option Group B Credit | Level

reference (Delivery)

H/601/1229 | Unit 33: Deliver customer service using 6 3
service partnerships

Y/601/1230 | Unit 34: Organise the delivery of reliable 6 3
customer service

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

M/601/1234 | Unit 36: Maintain and develop a healthy 8 4
and safe customer service environment

A/601/1236 | Unit 37: Plan, organise and control 10 4
customer service operations

J/601/1238 | Unit 38: Review the quality of customer 8 4
service

L/601/1239 | Unit 39: Build and maintain effective 8 4
customer relations

F/601/1240 | Unit 40: Deliver seamless customer service | 8 4
with a team

Unit Option Group C Credit | Level

reference (Handling Problems)

J/601/1515 Unit 45: Monitor and solve customer 6 3
service problems

D/601/1519 | Unit 46: Apply risk assessment to customer | 10 3
service

D/601/1522 | Unit 47: Process customer service 6 3
complaints

K/601/1524 | Unit 48: Handle referred customer 10 4
complaints
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Unit Option Group D Credit | Level

reference (Development and Improvement)

D/601/1553 | Unit 56: Work with others to improve 8 3
customer service

H/601/1554 | Unit 57: Promote continuous improvements

K/601/1555 | Unit 58: Develop your own and others' 8 3
customer service skills

H/601/1568 | Unit 59: Lead a team to improve customer |7 3
service

H/601/1571 | Unit 60: Gather, analyse and interpret 10 3
customer feedback

T/601/1574 | Unit 61: Monitor the quality of customer 7 3
service transactions

L/601/1578 | Unit 62: Implement quality improvements 10 4
to customer service

L/601/1581 | Unit 63: Plan and organise the 9 4
development of customer service staff

M/601/1587 | Unit 64: Develop a customer service 11 4
strategy for a part of an organisation

A/601/1592 | Unit 65: Manage a customer service award | 7 4
programme

Y/601/1597 | Unit 66: Apply technology or other 11 4
resources to improve customer service

R/601/1601 | Unit 67: Review and re-engineer customer 11 4
service processes

K/601/1605 | Unit 68: Manage customer service 7 4
performance
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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 withesses,
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.
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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.

The unit title is accredited on the QCF and this
form of words will appear on the learner’s

Unit title:

I
___1 This is Edexcel’s reference number for the specified unit.
L

Unit code:

| This NDAQ code is a unique reference number for the unit.
Unit reference number: T

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.
[
J
All units have a credit value. The minimum credit value is one,

and credits can only be awarded in whole nhumbers. Learners
will be awarded credits when they achieve the unit.

QCF level:

Credit value:

Guided learning hours:
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.
I

| This provides a summary of the purpose of the unit.

Unit summary:

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

Assessment requirements/evidence requirements:

Assessment methodology: |

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

Learning outcomes: | Assessment criteria: | Evidence type: Portfolio Date:
reference:
The learner The learner

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

should give the
date when the
evidence has

been provided.

~x

The assessment criteria of a unit

AN

[\

Learning outcomes state exactly

Learners must reference the type of

what a learner should know,
understand or be able to do as a
result of completing 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.

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.
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Units
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Unit 1:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Communicate using customer
service language

F1
F/601/1609
1

4

30

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.

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.

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.

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.

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

e during routine delivery of customer service

e during a busy time in their job

e during a quiet time in their job

e 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.
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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: 1/601/1630

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

2

3

4

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.

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.

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.

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.

44 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



0T0Z paawWIT [90xap3 ® 0TOZ 499010 - T dNSST - (400) 9IAIDS JdW0IsND Ul sewojdig DAN

St  pue g€ |9A97 [90Xap3 pue S1edIR) DAN Z Pue T [9AST [99Xap3 - uonedynads - €£T1SZ0N
uonesiueb.lo
JI9Y3 Ul 9JIAJDS J2W03ISnd Jo jJuswanoidwi ayowoldd 2
uonesiuebio Jioy
Ul 9JIAJIDS J9WO0ISND SAIID94S UlRUIBW pue JojluoWw  €°7 sa|dpund
I IAIDS U n ludoudd IM A
4J€3S JO JuSWdO[2ASp pue juawlinidad 03 93nqluod  Z°¢ Juswabeuew
9|0J 2DIAIDS Jowo3snd e ul diysiopea| Aejdsip 12 J19Yy3 Moy a3jeJisuowap r4
swia|qoJd 92IAI9S JoW03Shd
Uam buljeap usym juswssasse ysii no Aued g1
AJDAII9P DDIAIDS J2WO]SND
anoaduwil |Im Jeyy Abojouyoa] Joj suonndo ajenjeAs T
uonesiuebio Jioyl ul S21Yle pue aanynd ‘salpijod
DIAJDS J2WO0ISND JO JuswdooAap ay3y 03 23nquauod  €°1
9DIAJIDS J2W03snd
JO AJDAIIDP 243 Ul S||IMS JJe3s dojaaap pue asinladns Z°T pabeuew si 11 Aem
$92J4Nn0SaJ pue 93 22ouan|jul 3eY3 9JIAIDS
suol3eladxa Jawo3isnd ‘19440 3JIAIDS S,uonesiueblo Jawolsnod jo sajdipund
11943 104 uoijelapisuod yum Ajjigisuodsad ay3 Jo buipuelsiapun
juswabeuew 92IAI9S JOWOISND BSIDJIdXD T°'T ue ajeJjsuowap T
CRIIENETET] adAy
9jeq | 0l1]0J310d | DOUdPIA] BLI9}ID JUBWISSASSY sawod3no Huluiean

eLI9)LID JUSWISSISSe puR SaWO0d3IN0 §ululea




0T0Z paawWIT [90xap3 ® 0T0Z 499010 - T dNSST - (400) 92IAIDS JBW0IsND Ul sewojdid DAN
 PUE € [9AS7 [99X9P3 PUB S3IEDRIMISD DAN T PUB T [9A97 [99X9p3- UOREIYIPAdS - ££TSZON

9

S10323s pJiy}
10 211gnd ayy ul anjeA 1Sag 03 uoIINQLIJuU0d e se asn
S]1 pue 10323s |eldJawwod ayl AqQ |00 aAlRIRdwWOod

B Se 9JIAJ9S JaWO03IsNd JO asn ay) ulejdxa

uondo yoes Jo syoegmedp
pue sjijauaq ayj pue aouewlojiad IDIAIDS
Jawolsnd buliojluow 404 suondo ayj aiedwod

Ajljeuosuad pue aouaadxa pue buluiedy ybnoayy
paJinboe s||1XS JO UoI3eUIqUIOD B SSA|OAUI JJB1S
AQ AJDAIIDP DDIAIDS JOWO0ISND 9AID94D Moy ule|dxa

uone|nbad pue uoie|siba| Jo syuswadinbad ayy
pue SUOI}RJIDPISUOD [BIDURUL) ‘UOI3ORISIIRS JDWO0]SND
2oue|eq swalsAs |euonesiuebio moy ule|dxa

SEVNIE]s]

DIAJDS J2WO0ISND 10 9|qisuodsal 9soyy JO SIS

93 pue swalsAs |euoijesiueblo Jo uoijeuIquiod e
UO spuadap 921AIDS J2WO0ISND DAIFDD4D Moy ule|dxa

uoIOBJSIIeS J3WO0ISND pue suoiejadxs
J2W03SNd 03 uoejad ul sanljiqisuodsal pue
9|04 Juswabeuew 92IAISS J12WO0ISND 3Y] 9GIIISap

19JJ0 9DIAISS S,uonesiuebio
11341 01 uoniead ul sanljiqisuodsal pue
9104 Juawabeuew 9IIAIDS JWOISND Y] 9qIIdSIP

L€

9'¢

S'€

173

€€

483

T°€

s9|dpund
9JIAJ3S JawWo03snd
YaIM Uil sanljigqisuodsal
Juswabeuew
119yl Moy pueistapun €

?1eq

CRITEYETEY
oljojiiod

adAy
CRITET V|

21193110 JUDWISSISSY

sawod3no bujuiea




Ly

0T0Z Pa)WIT [99Xap3 @ 0T0Z 499000 — T aNSST - (400) dIAIBS Jawoisn) ul sewojdid DAN
¥ PUB € [9A97 [92XP3 puUB S31edISD DAN Z PUe T [9A97 [99Xap3 — Uonedydads - €/ TSZON

uonesiueblo J1dy3 ul IIAIBS
12Wo3snd JaAII9p 03 uosJdad e J04 buljinidal uaym
3ybnos aq 03 saingline pue s|is Asx ay3 Ajiuspi

SEVNIE]s]
9DIAJIDS J2wW03snd ul 9joJ diysiapes) J19y3 9qlIdsap

uonesiueb.lo
1943 Ul SWI)SAS pue S924n0SaJ 92IAI9S J2WO03Snd
10J sanljiqisuodsad Jdiay3 Jo ainjeu ayj ule|dxa

pauiejuiew pue pajeJdisuowap aJle
DIAIDS J2WO03sNd 03 yoeoddde s,uonjesiuebio ue jo
saseq San|eA pue |BdI1yla 2yl Ydiym ul sAem aqliosap

9DIAJIDS J2WO0ISND S Ul JudwaAoJdwil SNONUIIUOD
Y99S ued uonesiueblo ue yoiym ul sAem aqliosap

AJDAI|DP 9DIAIDS JoW03ISND aAaosdwli
03 Abojouyoal jo asn bupjew 4o suondo ajenjeAs

swa|qoJd 321AIDS J2W03Shd
yim Buijeap usym suoieniis adiAISS JoWo3snd
03} paljdde aq ued JusaWISSasse YSId Moy ule|dxa

uonesiuebio ue ul aunynNd
9DIAJIDS JoW03SND B JO SaJnjea) ASX oyl 2qlIdsap

ST'€

4%

€ETe

e

TT°€

oT°¢

6°¢

8¢

?1eq

CRITEYETEY
oljojiiod

adAy
CRITET V|

21193110 JUDWISSISSY

sawod3no bujuiea




0T0Z paawWIT [90xap3 ® 0T0Z 499010 - T dNSST - (400) 92IAIDS JBW0IsND Ul sewojdid DAN
 PUE € [9AS7 [99X9P3 PUB S3IEDRIMISD DAN T PUB T [9A97 [99X9p3- UOREIYIPAdS - ££TSZON

.9le

8

(pajdwes jr)

:a4njeubis JaljIdaA [eulaiug

1918

:24n3jeubis 10ssassy

=31-lq

:2anjeubis Joulea

.9led

.ouwleu Jsulean

9JIAJ3S JBWO03SND
Ul S3S9J423jUl JB[IWIS YIM SIORIU0D JO MJOoMIdU
buouis e bulysigeiss jJo aocuejiodwi ayy uie|dxa

uonesiueblo J1ayl ulylm JuswaAolduwl
snonuiauod ajowold Ayl yoiym ul sAem aqliosap

uonesiueblo J1oyl ul IIAISS
J2Wo03Snd JO AJDAIIDP DAI303}J9 UlRjuIRW puR J0jIuoW
03 9yel Aay) sdajs ayj Jo aouejiodwi ayy uiejdxa

uonesiuebio Ji1vyl
ul 3jdoad jo juswdo|aAap ay3 404 93edoidde aq
Aew 1ey) 9DIAIDS J2WO0ISND Ul suoliedyijienb Ajiauapi

uondo yoes JO S}oegmeup pue sjijauaq ayj
pue 9J|AJI9S J2WO03snd Ul Jje3s s,uonesiuebio Jvyl
40 Juswdo|aAap pue bujuiedy 104 suoindo aqlIdsap

0c'€

6T°¢

8T°¢

LT°E

9T1°¢

?1eq

CRITEYETEY
oljojiiod

adAy
CRITET V|

21193110 JUDWISSISSY

sawod3no bujuiea




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.

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.

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.

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: Al

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

2

3

4

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.

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.

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.

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
¢ 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

Cc 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

2

3

4

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.

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.

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.

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
b
C

during routine delivery of customer service
during a busy time in their job
during a quiet time in their job.

6 The learner needs to include evidence that they have communicated
effectively with different customers who:

a
b
o
d

have an easy-going attitude
have a difficult attitude
are easy to understand

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.
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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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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.

The learner must show how they deliver the customer service promise:
a through their own efforts

b by working with others.

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
Cc 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
Cc 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.

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 107
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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

¢ 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
Cc 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: All

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.

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.

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.

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

¢ 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

Cc 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: Al12

Unit reference number: 1/601/1224

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.

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.

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.

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: Al13

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.

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.

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.

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.

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 125
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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

¢ 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: Al4

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: Al5

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: Al6

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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Champion customer service
A17

T/601/1235

4

10

67

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.

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 151
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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.
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Unit 25: Do your job in a customer
friendly way

Unit code: Bl

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
¢ 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: 1/601/1210

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

2

3

4

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.

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.

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.

The learner must provide evidence that they have worked with different
customers who have different needs and expectations.

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 167
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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.

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 171
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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.

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.

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.

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
b
C

relevant legislation
sector or industry codes of practice

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:

K M o a o T w

]
k
I

age

disability

national origin
sexual orientation
values

ethnic culture
education
lifestyle

beliefs

physical appearance
social class

economic status.

6 The learner must provide examples of situations when they have
adapted their behaviour to:

a

b

deliberately adopt different approaches to different groups of
customers

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 @ 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
¢ 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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Use questioning techniques when
delivering customer service

B6
A/601/1222
2

4

27

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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Maintain customer service
through effective handover

B8
Y/601/1227
2

4

27

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
b
o
d

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.

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.

202

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



€0¢

0T0Z Pa)WIT [99Xap3 @ 0T0Z 499000 — T aNSST - (400) dIAIBS Jawoisn) ul sewojdid DAN
¥ PUB € [9A97 [92XP3 puUB S31edISD DAN Z PUe T [9A97 [99Xap3 — Uonedydads - €/ TSZON

uoI30e BIIAIDS JaWwo3snd e bunadwod
1oj anbea||0d e 03 Ajjigqisuodsad passed aAey
A3yl uaym saAjaswayl buipuiwad Jo sAem Ajiauapl

uoI3lde DIAIDS JoW0lshd e 919|dwod
0] Jayjoue 3|geus 03 wayl usamiaq pabueyodxa
9Q p|NOYS uonew.lojul Moy uo sanbea|jod yjm aadbe

Jayjoue 03 uonoe
9DIAJDS Jowo3snd e buna|dwod Jo) Ajljigisuodsal
ssed 03 3ybu si 31 uaym sanbes|jod yiim aadbe

sanbea||0d J1ay) pue wayl usamiaq
uonew.Jojul Jo abueyosxa uo Ajad jeyy ssasoud
AJDAIIDP DDIAIDS J2WO0ISND BY3 Ul sdais AJiauapl

MJoMwea) aAIda42 uo Ajad eyl buliaAlep
Ul PaAJOAUL aJde Aay) s3onpodd 1o Sa2IAIaS AJIjuapl

S'T

72"

€T

[

T'T

wea}
9DIAJDS J12W03SND e Ul
sanljiqisuodsaud juiof saube T

?1eq

CRITENEIEY
oljojyiod

adAy
32U3PIAT

e119311D JUDWISSISSY

sawo023no bulu.iea

eLI9)LID JUSWISSISSe puR SaWO0d3IN0 §ululea




0T0Z paawWIT [90xap3 ® 0T0Z 499010 - T dNSST - (400) 92IAIDS JBW0IsND Ul sewojdid DAN
 PUE € [9AS7 [99X9P3 PUB S3IEDRIMISD DAN T PUB T [9A97 [99X9p3- UOREIYIPAdS - ££TSZON

¥0¢

paJeys aJe suoljoe 9JIAJIDS JaWo03snd
yoiym ui Aem ayl malAad 0] sanbea|jod yiim Jdom  G°g

paalbe Ajsnoinaid pey Asayj suoijoe
ay3 939|dwod 03 9|geun uaaq aAeYy sanbea||0d
J19Y3 JI SUOI3OR DDIAIDS J2WI0ISND IXaU ayy AJauapl ¢

paaJbe se uoljoe 92IAJIaS Jawolsnd ay) bunajdwod
Wwiay3 Jo awodINo ayl Jnoge anbeajjod JIdyl Mse €7

919|dwod
0] anp sem anbea||0d JI9Y] SUOIIOe IDIAIDS JOWO0]SND
JO S|1e19p ||B JO 21eme ade Asy]l jeyl ainsus  7'C

pa19|dwo0d usaq Ssey Uoi3de 3JIAISS JaWO0ISND
B 1eU3 YJ3Ud 01 USYM AJIJUSPI 0] SISpuUllWal SS3X0e  T'7

sanbea||0d yam Jayiaboy

bupjiom Agq ybnouays

UD3S S4B SUOI}OR IDIAISS
Jawo3snd jeyl oayd rd

?1eq

CRITENEIEY
oljoj3u0d

adAy
CRITET V|

e119}110 JUDWISSISSY

sawod3no bujuiea




S0¢

0T0Z Pa)WIT [99Xap3 @ 0T0Z 499000 — T aNSST - (400) dIAIBS Jawoisn) ul sewojdid DAN
¥ PUB € [9A97 [92XP3 puUB S31edISD DAN Z PUe T [9A97 [99Xap3 — Uonedydads - €/ TSZON

$955900.4d 9DIAJIDS J2W03SND
Ul paleys aJe suojjoe 9JIAIDS JBW0ISND Aem
39Ul M3IA3J 0] buianqguod J1oj saniunjaoddo Ajlauapi

Buipadxa alam Aayl suollde 9JIAIDS JaW03snd
Y3 paia|dwod aAey Aayl J1ayiaym anbea||jod
B yum Ajnj3oel bupjoayd Jo socueodwi ayj uieidxa

anbea||0d e 03 AjljIqisuodsau
uo passed aney Aayy usym paxoayd aq 03 pasau
1ey3 SuoIlde JO SDA[SWIY] puiwal 03 sAem Ajiauapl

AI9A1303449
sonbea||0d J1oy]y pue wayl usamiaq passed
S| uonnewJojul 3eyy buinsua Jo sAem aqlIdsap

SuoIlloe JJIAISS
Jawoisnd Jendijded bunajdwod Jo) 03 Ajljigisuodsad
ssed 03 sonbes||oo ajelidoidde ayy Ajiauapl

BULIBAI|Sp Ul PRAJOAUI

9J4e Asy3y syonpoud 40 S32IAISS Y3 J0J saanpado.d
DIAIDS J2WO0ISND s,uoljesiuebio Jioyy uie|dxa

9'¢

S'€

€€

483

T°€

Jlanopuey

9AID3Ye ybnouayy

9JIAJDS J2Wo0lsnd ujejulew
0] MOy puejsiapun €

?1eq

CRITENEIEY
oljoj3u0d

adAy
CRITET V|

e119}110 JUDWISSISSY

sawod3no bujuiea




0T0Z paawWIT [90xap3 ® 0T0Z 499010 - T dNSST - (400) 92IAIDS JBW0IsND Ul sewojdid DAN
 PUE € [9AS7 [99X9P3 PUB S3IEDRIMISD DAN T PUB T [9A97 [99X9p3- UOREIYIPAdS - ££TSZON

.9le

90¢

(pajdwes jr)

:24njeubis JallIaA |euldaul

1918

:a4nyeubis 10Ssassy

:91e(

:o4njeubis Joulea

.9led

.ouwleu Jasulean



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

2

3

4

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.

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.

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.

The service level agreement between service partners in the learner’s
evidence may be formal or informal.
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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.

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.

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.
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Unit 36:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Maintain and develop a
healthy and safe customer
service environment

B12
M/601/1234
4

8

53

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:

- O O O T 9

the use of equipment

the working environment

working practices

potential breaches of security

factors that affect the well-being of staff
factors that affect the well-being of customers.

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

a

b
o
d

legal requirements
regulatory requirements
organisational codes of practice

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
¢ 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: 1/601/1238

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.

242 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



0T0Z paawWIT [90xap3 ® 0TOZ 499010 - T dNSST - (400) 9IAIDS JdW0IsND Ul sewojdig DAN

Eve ¥ pue ¢ |9A37 [90X3p3 pue Sa31ed1ia) DAN ¢ Pue T [9A97 [99X2p3 - uonedydads - £/ T1SZ0N
SISAjeue pue sjuswiainseaw Jiay} wWodj 3nsad
1eY3 92IAISS Jawo3snd aAoadwi 03 suonoe aalbe 97
sanbea||0D 03 IDIAIDS J2W0ISND
JO JuswaJnseaw Jdiay) JO S3INsaJd ay3 91eDIUNWWOd  §°¢Z
CYNRETIE)
buinoad jJou aue uonyewdojul buisAjeue pue buiyoa||0d
JO spoyiaw paadbe ayy JI sued J1oyy 3depe ¢
payiuapl Asyy elaild
39Ul YuMm SisAjeue J1ay3 JO suoisnpuod ayj aledwod €7
pa323]|02
aAey Aayj uonijewdojul buiojiuow ayjy asAjeue  z'¢ 5DIAIDS
S2W021N0 pue sassad0.d 921AI9S JawWo3snd uo uollew.loul
Jawolsnd buliojiuow Joj suejd J19y3 Juswa|dwi 1°C 9sAjeue pue 309||02 4
p3]23]|00 aARY
Ayl uonewuojul ayjy asAjeue |IMm Aayl moy ueild  €°'1
UuOI310RJSIIBS J2WO0ISND 1094e 1.yl AIDAIIDP DIAIDS
J3wWo3lsnd JO saJdniea) ayj Jojyiuow |[Im Asyy moy ueld  z't
UOI30BJSIIBS J12W03SND 1094k eyl 9JIAJIDS J2W03snd
AJDAI|DP DDIAIDS JDWOISND JO Saaniea) oyl Ajauspl  T°T aJnseaw 03 moy ue|d T
CRIIENETET] adAy
9jeq | 0l1]0J310d | DOUdPIA] BLI9}ID JUBWISSASSY sawod3no Huluiean

eLI9)LID JUSWISSISSe puR SaWO0d3IN0 §ululea




0T0Z paawWIT [90xap3 ® 0T0Z 499010 - T dNSST - (400) 92IAIDS JBW0IsND Ul sewojdid DAN
 PUE € [9AS7 [99X9P3 PUB S3IEDRIMISD DAN T PUB T [9A97 [99X9p3- UOREIYIPAdS - ££TSZON

1444

(pajduwes i)

1918

:94njeubis JaljIu9A [eulau]

:91eQ

:a4njeubis 10Ssassy

.9leg

:oanjeubis Joulea

:91e@

.ouweu Jaudean

uonesiuebio JdY3 UIyIM sjuswaAolduwl
9JIAJDS J12W03SND UO SUOIIRpUSWIWIODD.
bupjew J1oj saunpasold ayj uie|dxa

9DIAJISS JBWOISND JO JUSWISINSEIW JI9y) W0y
MOJ4 3R] SuUOlI_RpUSWWOd3J AJiudpl 03 moy ulejdxa

9DIAIBS JO Ajljenb
93 uo uonewJojul buisAjeue Jo spoyiaw a2qldsap

asn p|nod Aayl spoyiawl
U0I1303]|0D uoljewJojul Jo sadA) ay3l aqlIdsap

sajdwes aAlejuasaldal 10NJIsuod 03 moy ulejdxa

9JIAJDS JBWO03ISND JO JudWaINSeaw
10J 9sn ||IM ASY3 elua314d 3y3 30919S 03 Moy ule|dxa

uoI3oL)SIIeS JaW03sSNd 3034)e ssadodd
92IAJISS J2W0ISND 3y JO syoadse yoiym ulejdxa

9DIAJDS J2WO03ISNd
J0 Ajijenb ay3 burinseaw Jo aouejodwi ayj uie|dxa

8¢

L€

9'¢

S€
173

€€

483

T°€

DIAIDS
Jawolsnd jo Ajljenb ayj
M3IASJ 0} MOY pueisiapun €

?1eq

CRITEYETEY
oljojiiod

adAy
CRITET V|

21193110 JUDWISSISSY

sawod3no bujuiea




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

b
o
d

potential or new customers
existing customers
customers with particular needs and expectations

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

b
c
d

qualitative
quantitative
formal

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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Recognise and deal with
customer queries, requests
and problems

C1
M/601/1508
1

5

33

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: Cc2

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.

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.

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
b

d
e

a problem first identified by customers

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

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

a problem caused by a system or procedure failure

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

5 The learner must provide evidence that they:

o o O

supplied relevant information when customers have requested it
supplied relevant information when customers have not requested it
have used agreed organisational procedures when solving problems

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: 1/601/1515

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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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.

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.

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.

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
b

C

through their everyday work
by actively carrying out a risk assessment
through discussion with colleagues.

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

a

b
o
d

listed each risk
identified the consequences of each risk
estimated the probability of each risk occurring

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

C

suppliers or service partners

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: Cc7

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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The learner must provide evidence that they have processed complaints
that are seen by their organisation as:

a justified
b unjustified.

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.

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.

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: Cc8

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.

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 297
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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

Cc 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:  T1/601/1526

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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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.

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

¢ gathering customer reactions to the change.

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.

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.

310

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



0T0Z paawWIT [90xap3 ® 0TOZ 499010 - T dNSST - (400) 9IAIDS JdW0IsND Ul sewojdig DAN

T1€  PUB € [9AS7 [99X3P3 pue S231ed1343D DAN Z PUR T [9A97 [99Xap3 - uoneoyads - ££TSZON
sanbes||0d ym
9DIAIDS Jowolsnd buiaoldwi 404 seapl JIdyl aJeys G'T
paJayieb aAey Aayj uoijew.ojul uo paseq pasosduwl
9q p|nod aAIb Aayj 921A43S ay3 sAem AJuuapl T
2oualladxa 9JIAJISS
Jawoisnd Jiayy Jo Bulpuejsiapun 1a132q e dojaAap
03} SI2WO03SND JI9yl WoJj uoljewdojul ayy asn €'t
SJI2UWO03ISND J19y) Wod) oeqpasy sjuswanodw
109||02 03 sadnpadodd s,uonesiuebio JiIdyy asn  7°T 9DIA9S JBLI0ISND [enu210d
SJ2WO03SND JI9y) WoJ) yoeqpasy jewdojul Jayeb 11 AJ1auapl 03 Xoeqpasy) asn T
CRIIENETET] adAy
9jeq | 0l1]0J310d | DOUdPIA] BLI9}ID JUBWISSASSY sawod3no Huluiean

eLI9)LID JUSWISSISSe puR SaWO0d3IN0 §ululea




0T0Z paawWIT [90xap3 ® 0T0Z 499010 - T dNSST - (400) 92IAIDS JBW0IsND Ul sewojdid DAN
 PUE € [9AS7 [99X9P3 PUB S3IEDRIMISD DAN T PUB T [9A97 [99X9p3- UOREIYIPAdS - ££TSZON

(483

popIOoAR 9Q ued 3sayl} moy pue sabueyd
JO S1094J9 aAnebau Aue AJj3uspl 03 SI9YJ0 YHM HJOM

BuIyIoM aJe 9DIAISS
JawWwo03snd 03 sebueyd moy SJayio Yilm ssnasip

(43

T°€

9JIAJDS
Jawolsnd ul sabueyo Jo
uoien|eA ayl Yim isisse €

sabueyd adIAIBS
Jawolsnd Joddns 03 s1ayio yiim Aj@Aiisod ydom

apew uaaq aAey ieyy
sabueyd Jo uoissaidwl aAI3sod e siawoisnd aA1b

92IAJ3S JaW01SNd
03 sabueyd Jo pawliojul SIawolIsnd Jiayl doay

uonesiueb.lo
J19y3 Aq pasodoud 10 eapl UMO JI9Yy) Uo paseq
saanpadoJd 921A19S Jawo3snd 03 sabueyd 1no Alied

abueyo ayj aAoudde
03 Ajuoyine ajendoadde ayl yyim anbea|joo e
03 9JIAIDS Jawo3lsnd buiaoadwi Jo) eapl J1ay] juasaud

DJIAIDS J2W01SND aAoLdwl
0} apew aq p|nod jey) abueyd sjqissod e Ajiauapi

9'¢

S°¢

v'c

€c¢

[ayd

T°c

9JIAJDS JBWO0ISND
ul sabueyd jJuswajdwi 4

?1eq

CRITENEIEY
oljoj3u0d

adAy
CRITET V|

e119}110 JUDWISSISSY

sawod3no bujuiea




0T0Z paawWIT [90xap3 ® 0TOZ 499010 - T dNSST - (400) 9IAIDS JdW0IsND Ul sewojdig DAN

€1e  PUB € [9AS7 [99X3P3 pue S231ed1343D DAN Z PUR T [9A97 [99Xap3 - uoneoyads - ££TSZON
(pajdwes Jr)
:91eQ :24n3eubis JaIaA [eulalul
:91eQ :24njeubis 10ssassy
:91eq :a4njeubis Jsulea
:91eQ ;9Weu Jaulea
wiayl yym saaubesip
JauJdea| ayj JI usaas uonesiuebio ayl Aq spew
sabueyd ayj Inoge J1awo3isnd Jivy3l 03 uoissaidul
aAnIsod e aAlb 03 juepodwi s1 3 Aym 2quIdsap b
paJaAl|op SI 2JIAI9S Aem ay3 ul abueyd Joddns
pue AJIquapl 0] S19Yl0 UM MJoMm 03 moy uiejdxa €'
paulelqo si Xoeqpasa) Jowoisnd moy AJpuuapl 2 sjuswaAoaduwl
PaJaAIIBp SI 9J1AI9S Aem ay] 9JIAJIDS J2W03SND
AQ paouanyjjul s| 9duaadXd JoWwoIsNd Moy uleldxa  T'p Hoddns 03 Moy mouy| ¥
CRlIENETEN] adAy
9jeq | 01]0J110d | DOUdpIA] BLI9}ID JUDWISSASSY sawod3no buluiean




314 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



Unit 51:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Develop personal performance
through delivering customer
service

D3
R/601/1534
2

6

40

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:
e the learner’'s manager
e their supervisor or team leader
e a colleague detailed to help them learn
o their assessor
o their mentor
e 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
¢ 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.

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 321
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



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

2

3

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.

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.

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

2

3

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.

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.

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

¢ 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

5

6

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.

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.

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:

face to face

in writing

by telephone

using text messages
by email

using the internet (including social networking)

aa M O a o0 T 9

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

¢ 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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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.

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

initiatives and objectives currently being undertaken by the organisation
d influences operating on the team from outside.

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

Cc give and seek feedback on performance.

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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Gather, analyse and interpret
customer feedback

D12
H/601/1571
3

10

67

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.
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Unit 61: Monitor the quality of customer
service transactions

Unit code: D13

Unit reference number:  1/601/1574

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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Implement quality improvements
to customer service

D14
L/601/1578
4

10

67

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
b
c
d

time
human resources
physical resources

financial resources.

5 The learner must provide evidence of communicating with:

a
b
c
d
e
f

customers

front-line staff
colleagues
supervisors/team leaders
senior managers

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
b

quantitative

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.
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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

@ ™™ O QO O O

new staff

existing staff

front-line staff

supervisors and team leaders
part-time staff

support staff

service partners.

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

a

b

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

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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Develop a customer service
strategy for a part of an
organisation

D16
M/601/1587
4

11

73

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:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Manage a customer service award
programme

D17
A/601/1592
4

7

47

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

b
o
d
e

the criteria for making the award

what the award will be

the frequency of the award

the procedure for judging the award

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

b
o
d

benefits to the organisation
benefits to the supervisors and managers of the winners
the effect on the winner or winners

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.

404

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



Sov

0T0Z Pa)WIT [99Xap3 @ 0T0Z 499000 — T aNSST - (400) dIAIBS Jawoisn) ul sewojdid DAN
¥ PUB € [9A97 [92XP3 puUB S31edISD DAN Z PUe T [9A97 [99Xap3 — Uonedydads - €/ TSZON

awwedboud builsixa ue jo Juswdo|aAap
a3 J10J 10 swwelboid spieme 3DIAIDS JoWOISND
B JO uoidNpoJluUl 9Y3] J0J 9SeD ssaulsng e axew

UuOoI3eAIlOW WEed) pue uoIde)SIles Jawoisnd
03 uonejaJ ul swwelboid pieme 321AISS JoWOISND
uasoyd J1ay3 JO S1S0D puk sjiauaq ayl Ajiauapl

sawuwelsboud pieme
9JIAIDS JBWO0ISND USSOYD JIdY3 JO S|ie3ap ay3y ueid

SaA1303[qo uoieAOW WEea) pue uoijoessies
JawWo3snd J1ay)l S3Ns 3saq 1ey) awwelboud
pJeme 921AJ3S Jawo3lsnd e Joj uondo ayy asooyd

swuwelboid pieme 32IAISS JSWOISND € 10J
uondo yoes Jo syoegmedp pue sjijausq ayy Ajlauspl

uonesiuebIo UMO JI9y3 JO SPISINO pue
apisul sajdwexa uo Buimelp awaydsS pJeme 92IAI3S
Jawo03snd e Joy suondo a|qissod ay3 ||e Ajauapl

9'T

S'T

72"

€T

[4N!

T'T

awuwedboud pieme
9JIAJBS Jowo3isnd e ueld T

?1eq

CRITENEIEY
oljojyiod

adAy
32U3PIAT

e119311D JUDWISSISSY

sawo023no bulu.iea

eLI9)LID JUSWISSISSe puR SaWO0d3IN0 §ululea




0T0Z paawWIT [90xap3 ® 0T0Z 499010 - T dNSST - (400) 92IAIDS JBW0IsND Ul sewojdid DAN
 PUE € [9AS7 [99X9P3 PUB S3IEDRIMISD DAN T PUB T [9A97 [99X9p3- UOREIYIPAdS - ££TSZON

90¥

slaquiawl
Wwea) pue sJawoisnd uo swuweldboid spieme 2diAI8S
J3WO03ISND 3Y3 JO S109443 Y3 931BN|eAS puB M3IAS

wea) 92IAJSS JaWO0Isnd pue
uonesiueblo Jiayl JOo a1n3jNd ay3 S1INS Jeyy Jauuew
e ul spdeme ay) Juasald pue sjjnsaJd ayl adunouue

3|oym e se uonesiuebio ayj
03 pauiasnl 2q ued s3jNsaJ ay3 suesaw eyl Aem e ul
spieme wea)} pue |enpiAlpul Jo buibpn( ayjy asiuebio

9JIAIDS
J9WO03ISND JU3||22Xa 0] JUsWIWWOoD jeuonesiueblo

sajeJisuowap 1eyl Aem e Ul S1awolsnd 03
swwelboid spieme 32IAISS J9W0ISND ay) asidgnd

sloguiaw wed)
AQ Jiej paJapISu0d aJe pue jualedsued) aie spieme
9DIAJDS J2WO03SND 9Y3 J0J elIdjlud 3y} JeY3 94NSud

slaquiaw wea) pue s1awolsnd
S91eAljOW pue swJojul jeyy Aem e ul sawweaboud
pJeME 2DIAIDS 12W03ISND ay3 ul syuswdojaAap youne|

9'¢

S'¢

Ve

€¢

[ayd

T°c

swuweusboud
pleme 92IAI9S JBWO0ISND
e abeuew pue juswa|duwil 4

?1eq

CRITEYETEY
oljojiiod

adAy
CRITET V|

21193110 JUDWISSISSY

sawod3no bujuiea




0T0Z paawWIT [90xap3 ® 0TOZ 499010 - T dNSST - (400) 9IAIDS JdW0IsND Ul sewojdig DAN

L0V  PUB € [9AS] [92X2P3 pue S33edRIRD DAN T PUB T [9A97 [20Xdp3 - uoneoynads — €£TSZON
(pajdwes jr)
:93eQ :24n3eubis JaIISA [eulluUT
:91eQ :24njeubis 10ssassy
:91eQ :24njeubis Jsudea
:931eQ ;aweu Jaules
sawuwelboid pieme yjim pajeidosse splemald
JUDJIDIP JO Syoegmedp pue sjyauaq ayj adedwod  ¢'¢
uOI310eJSIIeS J2WO0ISND 0] SN|eA
pappe aAlb 0] s|00] |euoiowo.d se sswwelboud
pJeme 92IAJ9S J2WO0ISND JO 9sn axew 0} moy uleldxa  z'¢ swWweiB0.d pieme IAI9S
JdojeAnjow e se uoniubodad jo soduepodwi ayl lawolsnd e sbeuew
Jdejnonided ul pue uoieAnow jo sajdpuiid ayy uiedxa 1°¢ 0} MOy puejsiapun €
CRlIENETEN] adAy
9jeq | 01]0J110d | DOUdpIA] BLI9}ID JUDWISSASSY sawod3no buluiean




408 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



Unit 66:

Unit code:

Unit reference number:
QCF level:

Credit value:

Guided learning hours:

Unit summary

Apply technology or
other resources to improve
customer service

D18
Y/601/1597
4

11

73

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:

people in other departments or sections of the organisation
internal customers

external customers

internal suppliers

service partners

- O O O T 9

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:

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

o functional skills publications — specifications, tutor support materials and
question papers

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

e 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:

e planning for the delivery of a new programme

e planning for assessment and grading

o developing effective assignments

e building your team and teamwork skills

e developing student-centred learning and teaching approaches
e building functional skills into your programme

e 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:

e is active

e is designhed to be supportive and thought provoking
e builds on best practice

e 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

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

e 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.

o 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.

e 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.

432
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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:

o direct centres to take actions
e limit or suspend certification
e 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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o 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:

e 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;

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

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

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

. 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:

e« C1 Recognise and deal with customer queries, requests and problems
e (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 Al 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 Al 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:

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

e prepare, validate and review the assessment/verification roles

e 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

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

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

The Awarding Organisation/Body must:
o offer this model to employers only
o inform the ICS of employers who are using this model

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

e keep the ICS informed of any problems/issues incurred in the
delivery of this model

N025173 - Specification — Edexcel Level 1 and 2 NVQ Certificates and Edexcel Level 3 and 4 437
NVQ Diplomas in Customer Service (QCF) — Issue 1 - October 2010 © Edexcel Limited 2010



Appendix A

The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 1 must
have:
A thorough gathering feedback from a ,
und.erstandlng of.the variety of centres
National Occupational
Standards in Customer
Service at Level 1 with . .
1 the ability to interpret explaining and putting the
them within the National Occupational % %
environments and Standards into the contexts
sectors they are working | [N€Y are working in
in
taking active participation in
consultations and briefings
Knowledge of current with Awarding ooy
practice and emerging | organisations/Bodies,
2 | issues and changes in | yKCES, Accreditation Bodies
’EJhKe VQ area across the | 3nd the ICS
explaining the differences v v
between the 4 UK countries
gathering feedback from a
variety of employers and v
centres
attending conferences or
workshops where trends and % %
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging : :
3 issues and Changes in read}ng -Customer S-erV|Ce v v
Customer Service across | pPublications and articles
organisations and regularly looking at the ICS
industries website for new oY
developments
keeping up to date with
media news regarding VoV
Customer Service
joining the ICS v v
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The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 1 must
have:
Experience and working
knowledge of the having a successful track
operational, assessment | record of assessing or
4 and verification verifying the current v v
processes specifically for | Standards across a variety of
Customer Service organisations
S/NVQ Level 1
Sufficient, relevant and | gathering feedback from a
credible Customer variety of employers and A
Service experience centres
5 across the level and
breadth of the curriculum vitae and sl
Standards and S/NVQs | references/testimonies
at Level 1
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.
producing certificates or
In Scotland all Assessors | eyidence of working towards
6 and Verifiers should these units or by taking part s |,
provide evidence of CPD | iy an Employer Direct Model
to show that they are in partnership with an
working to the A and/or | awarding Organisation/Body
V unit standards where
appropriate; those not
yet qualified should
show that they are
working towards
achieving the
appropriate units.
Demonstrated high gathering feedback from
7 levels of communication | candidates, employers or v v
and interpersonal skills peers
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Appendix B

The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 2 must
have:
A thorough gathering feedback from a ,
und_erstandlng of_the variety of centres
National Occupational
Standards in Customer
1 Service at Level 2 with . .
the ability to interpret explaining and putting the
them within the National Occupational v v
environments and Standards into the contexts
sectors they are working they are working in
in
taking active participation in
consultations and briefings
Knowledge of current with Awarding ool
practice and emerging | grganisations/Bodies,
2 | issues and changes in | yKCES, Accreditation Bodies
tL:JhKe VQ area across the | 3nd the ICS
explaining the differences Y
between the 4 UK countries
gathering feedback from a
variety of employers and v
centres
attending conferences or
workshops where trends and % %
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging : :
3 issues and Changes in read}ng -Customer S-erV|Ce v v
Customer Service across pUb||Cat|0nS and articles
organisations and regularly looking at the ICS
industries website for new oV
developments
keeping up to date with
media news regarding A
Customer Service
joining the ICS VoV
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The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 2 must
have:
having a successful track
Experience and working | record of assessing or
knowledge of the verifying the current oV
operational, assessment | standards across a variety of
4 and verification organisations
processes specifically for
Customer Service aCh|eV|ng or Work|ng towards
S/NVQ Level 2 the Level 2, 3 or 4 Customer v v
Service S/NVQ
Sufficient, relevant and | gathering feedback from a
credible Customer variety of employers and VoV
Service experience centres
5 across the level and
breadth of the curriculum vitae and sl
Standards and S/NVQs | references/testimonies
at Level 2
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.
producing certificates or
In Scotland all Assessors | ayidence of working towards
and Verifiers should these units or by taking part sy
6 | provide evidence of CPD |y an Employer Direct Model
to show that they are in partnership with an
working to the A and/or | awarding Organisation/Body
V unit standards where
appropriate; those not
yet qualified should
show that they are
working towards
achieving the
appropriate units.
Demonstrated high gathering feedback from
7 levels of communication | candidates, employers or oV
and interpersonal skills peers
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Appendix C

The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 3 must
have:
A thorough gathering feedback from a ,
und_erstandlng of_the variety of centres
National Occupational
Standards in Customer
1 Service at Level 3 with . .
the ability to interpret explaining and putting the
them within the National Occupational v v
environments and Standards into the contexts
sectors they are working they are working in
in
taking active participation in
consultations and briefings
Knowledge of current with Awarding ool
practice and emerging | grganisations/Bodies,
2 | issues and changes in | yKCES, Accreditation Bodies
tL:JhKe VQ area across the | 3nd the ICS
explaining the differences Y
between the 4 UK countries
gathering feedback from a
variety of employers and v
centres
attending conferences or
workshops where trends and % %
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging : :
3 issues and Changes in read}ng -Customer S-erV|Ce v v
Customer Service across pUb||Cat|0nS and articles
organisations and regularly looking at the ICS
industries website for new oV
developments
keeping up to date with
media news regarding A
Customer Service
joining the ICS VoV
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The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 3 must
have:
having a successful track
Experience and working | record of assessing or
knowledge of the verifying the current oV
operational, assessment | standards across a variety of
4 and verification organisations
processes specifically for
Customer Service aCh|eV|ng or Work|ng towards
S/NVQ Level 3 the Level 2, 3 or 4 Customer v v
Service S/NVQ
Sufficient, relevant and | gathering feedback from a
credible Customer variety of employers and VoV
Service experience centres
5 across the level and
breadth of the curriculum vitae and sl
Standards and S/NVQs | references/testimonies
at Level 3
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.
producing certificates or
In Scotland all Assessors | ayidence of working towards
and Verifiers should these units or by taking part sy
6 | provide evidence of CPD |y an Employer Direct Model
to show that they are in partnership with an
working to the A and/or | awarding Organisation/Body
V unit standards where
appropriate; those not
yet qualified should
show that they are
working towards
achieving the
appropriate units.
Demonstrated high gathering feedback from
7 levels of communication | candidates, employers or oV
and interpersonal skills peers
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Appendix D

The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 4 must
have:
A thorough gathering feedback from a ,
und_erstandlng of_the variety of centres
National Occupational
Standards in Customer
1 Service at Level 4 with . .
the ability to interpret explaining and putting the
them within the National Occupational v v
environments and Standards into the contexts
sectors they are working they are working in
in
taking active participation in
consultations and briefings
Knowledge of current with Awarding ool
practice and emerging | grganisations/Bodies,
2 | issues and changes in | yKCES, Accreditation Bodies
tL:JhKe VQ area across the | 3nd the ICS
explaining the differences Y
between the 4 UK countries
gathering feedback from a
variety of employers and v
centres
attending conferences or
workshops where trends and % %
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging : :
3 issues and Changes in read}ng -Customer S-erV|Ce v v
Customer Service across pUb||Cat|0nS and articles
organisations and regularly looking at the ICS
industries website for new oV
developments
keeping up to date with
media news regarding A
Customer Service
joining the ICS VoV
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The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 4 must
have:
having a successful track
Experience and working | record of assessing or
knowledge of the verifying the current v oV
operational, assessment | standards across a variety of
4 | and verification organisations
processes specifically for
Customer Service aCh|eV|ng or Work|ng towards
S/NVQ Level 4 the Level 2, 3 or 4 Customer VoY
Service S/NVQ
Sufficient relevant and gathering feedback from a
credible Customer variety of employers and VoV
Service experience centres
5 across the level and
breadth of the curriculum vitae and sl
Standards and S/NVQs | references/testimonies
at Level 4
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.
producing certificates or
In Scotland all Assessors | eyidence of working towards
and Verifiers should these units or by taking part sy
© | provide evidence of CPD | i, 5 Employer Direct Model in
to show that they are partnership with an Awarding
working to the A and/or | organisation/Body
V unit standards where
appropriate; those not
yet qualified should
show that they are
working towards
achieving the
appropriate units.
Demonstrated high gathering feedback from
7 levels of communication | candidates, employers or oV
and interpersonal skills 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

o C1 Recognise and deal with customer queries, requests and problems
e (2 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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