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Glasgow Council for the Voluntary Sector

Group award number: G8E6 22 Standards 
This SVQ is based on standards developed by Employment National Training Organisation (ENTO). ENTO draws its membership from a wide variety of people working in a broad range of occupations within a wide range of industries. Please note that the body responsible for developing the standards on which the SVQ is based may alter owing to the emergence of the Sector Skills Councils network. For details on Sector Skills Councils please contact the SQA Accreditation Unit on SSC Information. 

MANDATORY UNITS 
Candidates must complete all of these units: 

F134 04/AG2
Support clients to make use of the advice and guidance service

1
Enable clients to decide whether to use the service
2
Agree with clients their use of the service
3
Identify and provide the information required by clients
F126 04/AG4
Interact with clients using a range of media

1
Establish interactions with clients using a range of media

2
Sustain interactions with clients using a range of media

3
Conclude interactions with clients using a range of media
D3XG 04/CS38

Develop personal performance through delivering customer service
1
Review performance in your customer service role
2
Prepare a personal development plan and keep it up to date
3
Undertake development activities and obtain feedback on your customer service performance
OPTIONAL UNITS 
Candidates must also complete 3 of the following units, in addition to the mandatory units: 
F11W 04/AG13
Enable advice and guidance clients to access referral opportunities
1 
Identify options for referral
2 
Enable clients to take up referral opportunities 

F130 04/AG21

Provide and maintain information materials for use in the service

1 
Identify the requirements for information materials in the service
2 
Obtain information materials for use in the service
D3XF 04/CS37
Support Customer Service Improvements

1 
Use feedback to identify potential customer service improvements
2
Implement changes in customer service

3
Assist with the evaluation of changes in customer service
F12W 04/CS10
Promote additional services or products to customers

1 
Identify additional services or products that are available

2 
Inform customers about additional services or products
3 
Gain customer commitment to using additional services or products
D3XJ 04/CS11

Process customer service information

1
Collect customer service information
2
Select and retrieve customer service information

3
Supply customer service information
DK5T 04/HSC240

Contribute to the identification of the risk of danger to individuals and others
This workforce competence covers contributing to identifying risks of danger to individuals and others.  This involves contributing to recognising risks of harm and abuse, taking action to deal with risks of harm and abuse, and contributing to reviewing the effectiveness of actions taken to deal with risks of harm and abuse.

DK5R 04/HSC41

Contribute to the effectiveness of teams

This workforce competence covers contributing to the effectiveness of teams.  This involves agreeing and carrying out your roles and responsibilities within the team, and participating effectively as a team member.
DK51 04

Receive and pass on messages and information

This workforce competence covers receiving and passing on messages and information

This involves receiving processing, recording and passing on messages and responding to requests for information.

There may be publications available to support this SVQ. For more information, please contact: 

Customer Contact Centre 
The Scottish Qualifications Authority 
Hanover House 
24 Douglas Street 
GLASGOW 
G2 7NQ 

Tel: 

0141-242 2214 

Fax: 

0141-242 2244 

Email: 
customer@sqa.org.uk 

Website:
 http://www.sqa.org.uk/svq 

