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Customer Service SVQ Level 2 
(SCQF 5) 
 
This qualification has a flexible start date and timescale 
Competence involves the application of knowledge and skills in a significant range of varied 
work activities, performed in a variety of contexts.  At this level, there will be activities, which are 
complex or non-routine and there is some individual responsibility and autonomy.  Collaboration 
with others, perhaps through membership of a work group or team, may often be a 
requirement.  Participants must achieve 2 mandatory units plus 5 optional units (a minimum of 1 
unit from Groups B, C, D and E, plus 1 unit from any optional group). 
 
Mandatory Units 

 Communicate in a customer service environment 

 Deliver customer service within the rules 

Optional Units Group B 

 Communicate effectively with customers 

 Give customers a positive impression of yourself and your organisation 

 Promote additional services or products to customers 

 Process information about customers 

 Live up to the brand promise when delivering customer service 

 Make customer service personal 

 Go the extra mile in customer service 

 Deal with customers face to face 

 Deal with incoming telephone calls from customers 

 Make telephone calls to customers 

 Deal with customers using a social media platform 

Optional Units Group C 

 Deliver reliable customer service 

 Deliver customer service on your customer's premises 

 Recognise diversity when delivering customer service 

 Deal with customers across a language divide 

 Use questioning techniques when delivering customer service 

 Deal with customers using bespoke software 



 

 

2 

 Maintain customer service through effective handover 

 Deliver customer service in an environmentally friendly and sustainable way 

Optional Units Group D 

 Resolve customer service problems 

 Deliver customer service to challenging customers 

 Monitor and solve customer service problems 

 Apply risk assessment to customer service 

 Process customer service complaints 

Optional Units Group E 

 Develop customer relationships 

 Support customer service improvements 

 Develop personal performance through delivering customer service 

 Support customers using online customer services 

 Buddy a colleague to develop their customer service skills 

 Develop your own customer service skills through individual learning 

 Support customers using self-service technology 

Location 

Aberdeen & Grampian Chamber of Commerce 

The Hub, Exploration Drive 

Aberdeen Energy Park 

Bridge of Don 

ABERDEEN 

AB23 8GX 

 

Price 

Member Rate: £1785.00 +VAT | Non Member Rate: £2660.00 +VAT 

 

 

 

https://www.agcc.co.uk/contact

