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Qualification Structure
All units within mandatory group 'A' must be achieved (10 credits). A minimum of a further 13 credits should be achieved from optional group 'B'. Total minimum credit value for the qualification is 23 credits.

Mandatory Group A
Candidates must achieve 10 credits from this group.

· Understand support services in the public sector – AS01
· Understand employment practices – AS02
· Work in a team and develop yourself – AS03
· Reduce risks to health and safety in the workplace – C2.01
Optional Group B
Candidates must achieve a minimum of 13 credits from this group.

· Give customers a positive impression of yourself and your organisation – ICSA4
· Recognise and deal with customer queries, requests and problems – ICSC1
· Communicate using customer service language – ICSF1
· Follow the rules to deliver customer service – ICSF2
Qualification Summary
This qualification forms part of the public sector skills framework and covers the relevant skills, knowledge and understanding which are vital to those who have an element of customer facing activity within their job role. This qualification has been designed to provide support staff with the skills they will require to confidently interact with members of the public and to understand the culture of the public sector within which they are employed or to which they provide a service. 
Progression

This qualification will allow candidates to further develop their job roles and pursue further learning.

Assessment Guidance

The primary source of evidence must be observation in the workplace by an assessor. It is recommended that assessment is holistic where possible. This is referencing the evidence across all the units which it fits. However, other forms of evidence may be used in exceptional instances and these are set out in the principles of assessment and are as follows:

· Health and safety considerations

· Activities that would cause serious inconvenience or loss to an employer if there was an undue delay in their being carried out

· Infrequently occurring activities

· Equality of access

Suggested evidence types for the headings are as follows:

Observation: direct observation or witness testimony where direct observation is not possible.

Question and Answer: candidate statements, verbal questioning, professional discussion, written questions, product evidence supported by questioning.

Simulation/Realistic working environment: should be used as a last resort where allowed. 

Glossary of Verbs and Qualitative Statements

Explain:  show an understanding of the content/process mentioned.  Include what it is, how it works, what it looks like, what it does, how it happens, why it happens, relevant reasons.  The answer should make it plain or comprehensible.

Describe: provide a vivid picture of what it is.  Use of imagery, adjectives and adverbs make it vivid and more understandable.  Describe may also convey an idea and impart facts.

Evaluate/Justify:  learner must look at whatever the required content/process, etc is and suggest other the relevance/significance/ possible outcomes/results/ possibilities.  It is the process of exploring, checking and suggesting a likely outcome with reasons

Analyse: look at something/a process/etc using given classifications/principles to gain a further understanding

Demonstrate: a doing verb which requires the learner to show he can actually do whatever the AC requires.  The learner will have to provide evidence of him/her actually doing the requirements of the AC/task.  It is about application of knowledge and skills rather than just talking about them.  The evidence for this can be the learner discussing the task with an assessor and then showing that he has done it by nature of documentation, video, etc.  It is not enough to actually just write about it unless the task requires such evidence as the production of a balance sheet, health and safety guidance, etc

List:  produce a number of relevant items which apply to the question.  Further description is not required.

Identify:  for most ACs this requires the learner to list and describe what is required or relevant to produce a required outcome or requires the learner to make choices to achieve a particular aspect of their job.  At levels 4, 5 and 6 this would require the learner to say what is available, make the choice and then to explain or justify why the choice was made.

Develop:  Build a process or activity or understanding either from scratch or forward from the existing product into something workable.  

Manage:  after a development process ensure that the product/process etc works using relevant management techniques.  This is very much a “doing” activity.

Apply:  put something into action – a “doing” task which requires “real” evidence from a workplace scenario.

Implement: A “doing” task. After a development process, ensure that the product/process is actually employed and/or used by self and others during work activities. 

Differentiate: look at the characteristics of an item or situation and explain the differences.
Distinguish: look at the characteristics of an item or activity and explain the difference. Use this evaluation to pick an appropriate item/activity in the context of the requirements of the assessment criteria.
Compare: look at the characteristics of an item or activity and note the similarities and differences. This is more often used at level 1 and 2.
Critically Compare: look at the characteristics of an item or situation, note the similarities and differences and their respective positive and negative aspects. In some cases, the can include the use of the comparison in context as the basis for decision making. This is generally used at level 3 and above.
Recognise: be aware of, familiar with and able to identify an activity or product.

Terms often used to provide a qualitative benchmark for assessment evidence

Appropriate – provide evidence which is specific to the assessment criteria and relevant to the operation. 

Suitable – Due consideration has been given to the context of the site/waste type/operation/safety regulations in the formulation of the response/evidence.

Compliant/compliance – Evidence/response meets clearly defined operational and/or regulatory guidance in relation to the work activity.
Constructive – Possibilities for positive improvement have been considered, perhaps with examples of suggested improvements and the positive/negative aspects of the work activity.
Proper – that which would be expected based on the regulatory/operational/procedural guidelines for the work activity.
Standards and Assessment Guidance

Understand support services in the public sector

	Level: 2

	Credit Value: 2

	Learning Outcome
	Assessment Criteria

	1. Understand the contribution public services make to people’s lives


	1.1 Describe the diverse needs of a range of customers for public services drawn from different communities and groups

	
	1.2 . Give examples of services the public sector provides

	
	1.3 Describe the positive effects of at least 3 types of service on individuals and local communities

	
	1.4 Describe the contribution their job makes to the service delivered to the public

	
	1.5 Describe how they may be able to provide additional help to members of the public whilst carrying out their job

	2. Understand the way in which public services are responsible to the public


	2.1 Describe how to give a good service in a working environment which is not commercially competitive

	
	2.2 Describe how the public can influence the quality of services provided to them

	3. Understand the nature of public services provided by outside contractors


	3.1 Describe the difference between providing services to the public on an “in house “ basis and through external private contractors.

	
	3.2 Describe why staff employed by an external contractor need to provide good service to all "customers" of the public sector body to which their employer is contracted.

	
	3.3 Describe how value for money influences service delivery provided by an outside contractor

	
	3.4  Give reasons why public service contracts are monitored


Understand employment practices

	Level: 2

	Credit Value: 2

	Learning Outcome
	Assessment Criteria

	1. Understand employment rights and responsibilities relevant to a specific work role


	1.1 Describe where they can access information about rights and responsibilities relevant to them

	
	1.2 List the employment rights relevant to them

	
	1.3 Explain what their responsibilities are to the employer in relation to a contract of employment

	
	1.4 Identify where and how they would seek guidance about their employment rights and responsibilities

	2. Know how to contribute to equality and diversity


	2.1 Describe how interactions with others should show respect for their backgrounds, abilities, values, customs and beliefs

	
	2.2 Describe how interaction with others can help to improve own ways of working

	
	2.3 Outline the organisation’s procedures and legal requirements in relation to discrimination legislation


Work in a team to develop yourself

	Level: 2

	Credit Value: 3

	Learning Outcome
	Assessment Criteria

	1. Know how to work with others


	1.1 Give examples of tasks that may be shared within the team

	
	1.2 Describe the limits of their responsibility in demonstrating jobs to others

	
	1.3 Give examples of areas of work where they may be able to assist colleagues

	
	1.4 Describe how to resolve disagreements in a way which does not have a negative affect on the work of the team

	
	1.5 Give reasons why it is important to resolve disagreements as soon as possible

	
	1.6 Describe when disagreements should be reported and to whom

	
	1.7 Explain how to ask for help in carrying out work

	
	1.8 Give reasons why it is important to join in discussions about their work

	2. know how to develop him/her self in the job


	2.1 Identify activities that could help with self development

	
	2.2 Describe how to set targets for personal development

	
	2.3 Give reasons why it is important that these are achievable

	
	2.4 Identify the types of support available to achieve targets

	
	2.5 Describe the procedures for accessing support

	
	2.6 Give reasons why it is important to review and update progress against targets

	
	2.7 Describe the procedures for reviewing and updating progress

	
	2.8 List the benefits of discussing progress with others

	3. be able to work with others


	3.1 Agree how to share work so that the team works effectively

	
	3.2 Welcome new colleagues to the team

	
	3.3 Within the limits of their responsibility demonstrate how to undertake tasks a new team member may not have done before

	
	3.4 Respond appropriately to work related questions from other members of the team

	4. be able to develop him/her self in the job


	4.1 Identify and agree areas where they could develop him/her self further

	
	4.2 Agree targets for personal development that are achievable

	
	4.3 Agree the time and support required to achieve targets

	
	4.4 Demonstrate new skills in the workplace

	
	4.5 Request and use feedback on their performance from the appropriate person


Reduce risks to health and safety in the workplace
	Level: 2

	Credit Value: 3

	Learning Outcome
	Assessment Criteria

	1. Know about their organisation’s health and safety procedures


	1.1 Describe their responsibilities and legal duties for health and safety in the workplace

	
	1.2 Identify responsibilities and legal duties for health and safety specific to their own job role

	
	1.3 Name and locate the person responsible for health and safety in their area of work

	
	1.4 Describe where and when to get additional health and safety assistance

	
	1.5 Give reasons why it is important to follow manufacturer’s instructions for the safe use of equipment materials and products

	2. know how to identify the hazards in the workplace


	2.1 Define the term ‘hazard’

	
	2.2 Give examples of hazards which could exist in the workplace and the safe working practices which should be followed and identify those specific to their own job role

	
	2.3 Give reasons why it is important to remain alert to the presence of hazards in the whole workplace

	
	2.4 Describe why personal presentation and behaviour is important in maintaining health and safety in the workplace

	3. know how to evaluate risks in the workplace


	3.1 Define the term ‘risk’

	
	3.2 Give reasons why they should deal with or report risks

	
	3.3 Describe procedures for reporting risks which they are unable to deal with.

	
	3.4 Describe the risks to the environment which may be present in the workplace and your own job

	4. be able to identify the hazards and risks in the workplace


	4.1 Select the workplace instructions are relevant to the job

	
	4.2 Identify aspects of the workplace which could pose a danger to themselves or others

	
	4.3 Give examples of working practices in the job which could pose a danger to people in the workplace

	
	4.4 Assess which aspects of the workplace and working practices pose the highest risk and report them to the relevant person

	
	4.5 Deal with hazards in accordance with instructions and legal requirements

	5. be able to reduce the risks to health and safety in the workplace


	5.1 Perform duties in accordance with workplace instructions, manufacturers instructions and legal requirements

	
	5.2 Use equipment materials and products safely and in accordance with instructions

	
	5.3 Use relevant equipment to control risks to health and safety

	
	5.4  Make suggestions on how to reduce risks to health and safety in the workplace to the relevant person

	
	5.5 Describe any differences between workplace instructions and manufacturer’s instructions and report these to the relevant person

	
	5.6 Describe how your personal presentation and behaviour at work could cause risks to the health and safety of him/her self and others


Give customers a positive impression of yourself and your organisation
	Level: 2

	Credit Value: 5

	Learning Outcome
	Assessment Criteria

	1. establish rapport with customers


	1.1  Meet their organisation’s standards of appearance and behaviour

	
	1.2  Greet their customer respectfully and in a friendly manner

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

	
	1.4  Identify and confirm their customer’s expectations

	
	1.5  Treat their customer courteously and helpfully at all times

	
	1.6  Keep their customer informed and reassured

	
	1.7  Adapt their behaviour to respond to different customer behaviour

	2. respond appropriately to customers


	2.1  Respond promptly to a customer seeking help

	
	2.2  Choose the most appropriate way to communicate with their customer

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

	
	2.4  Respond promptly and positively to their customer’s questions and comments

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

	3. Communicate information to customers


	3.1  Quickly find information that will help their customer

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

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

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

	4. Understand how to give customers a positive impression of themselves and the organisation


	4.1  Describe their organisation’s standards for appearance and behaviour

	
	4.2  Explain their organisation’s guidelines for how to recognise what their customer wants and respond appropriately

	
	4.3  Identify their organisation’s rules and procedures regarding the methods of communication they use

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

	
	4.5 Identify their organisation’s standards for timeliness in responding to customer questions and requests for information


Recognise and deal with customer queries, requests and problems
	Level: 1

	Credit Value: 5

	Learning Outcome
	Assessment Criteria

	1. Recognise and deal with customer queries and requests


	1.1 Deal with queries and requests from customers in a positive and professional way

	
	1.2 Seek information or help from a colleague if they cannot answer their customer’s query or request

	
	1.3 Obtain help from a colleague if they are not able to deal with their customer’s request

	
	1.4 Always tell their customer what is happening

	2. Recognise and deal with customer problems


	2.1 Recognise when something is a problem from the customer’s point of view

	
	2.2 Avoid saying or doing anything which may make the problem worse

	
	2.3 Deal with a difficult customer calmly and confidently

	
	2.4 Recognise when to pass a problem on to an appropriate colleague

	
	2.5 Pass the problem on to their colleague with the appropriate information

	
	2.6 Check that the customer knows what is happening

	3. Know how to recognise and deal with customer queries, requests and problems

 
	3.1 List who in the organisation is able to give help and information

	
	3.2 State the limits of what they are allowed to do

	
	3.3 Identify what professional behaviour is

	
	3.4 Describe how to speak to people who are dissatisfied

	
	3.5 Describe how to deal with difficult people

	
	3.6 State what customers normally expect

	
	3.7 Identify how to recognise a problem from what a customer says or does

	
	3.8 Describe what kinds of behaviours/actions would make situations worse

	
	3.9 List the organisational procedures they must follow when they deal with problems or complaints

	
	3.10 Identify the types of behaviour that may make a problem worse


Communicate using customer service language
	Level: 1

	Credit Value: 4

	Learning Outcome
	Assessment Criteria

	1. Identify customers and their characteristics and expectations


	1.1 Recognise typical customers and their expectations

	
	1.2 Discuss customer expectations with colleagues using recognised customer service language

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

	2. Identify their organisation’s services and products


	2.1 Outline their organisation’s services and products to customers

	
	2.2 Greet customers politely and positively

	
	2.3 List the information they need to deliver effective customer service and where that information can be found

	3. Know how to communicate using customer service language

 
	3.1 Identify the differences between an internal customer and an external customer

	
	3.2 List their organisations services or products

	
	3.3 Describe the connection between customer expectations and customer satisfaction in customer service

	
	3.4 Describe why organisation procedures are important to good customer service

	
	3.5 Explain why teamwork is central to good customer service

	
	3.6 Identify the service offer of their organisation

	
	3.7 Identify the part they play in delivering customer service

	
	3.8 Identify who are their customers

	
	3.9 Describe the main characteristics of typical customers that they deal with

	
	3.10 Identify what impresses their customers and what annoys their customers

	
	3.11 Identify who’s who and who does what to deliver customer service in their organisation

	
	3.12 Describe the kinds of information they need to give good customer service to customers

	
	3.13 Explain how to find information about their organisation’s services or products

	
	3.14 List typical customer service problems in their work and who should be told about them

	
	3.15 Explain how the way they behave affects their customer’s service experience


Follow the rules to deliver customer service
	Level: 2

	Credit Value: 4

	Learning Outcome
	Assessment Criteria

	1. Follow their organisation’s customer service practices and procedures


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

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

	
	1.3 Refer to somebody in authority when they need to

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

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

	2. Know how to follow the rules to deliver customer service

 
	2.1 Describe organisational practices and procedures that relate to their customer service work

	
	2.2 Identify the limits of what they are allowed to do when delivering customer service

	
	2.3 Explain when and how they should refer to somebody in authority about the rules for delivering customer service

	
	2.4 Explain how they protect the security of customers and their property

	
	2.5 Explain how they protect the security of information about customers

	
	2.6 Describe their health and safety responsibilities as they relate to their customer service work

	
	2.7 Explain their responsibilities to deliver customer service treating customers equally

	
	2.8 Explain why it is important to respect customer and organisation confidentiality

	
	2.9 List the main things they must do and not do in their job under legislation that affects their customer service work

	
	2.10 List the main things that they must do and not do in their job under external regulations that affect their customer service work
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