Allocating an SCQF level to SVQ Units
	SVQ Unit Grid — Level Recommendations — Part 1

	SVQ Title: SVQ3 in Travel Services at SCQF Level 6

	SVQ Level: SVQ3 in Travel Services at SCQF Level 6

	SVQ Unit Title: Build and maintain relationships with customers not present

	SVQ Unit Number: TT52

	SVQ Rater Name:   2010 Expert Working Group – Travel


	SCQF characteristics
	Best fit level
	Comments 

	Knowledge and understanding
	5
	Face to face or a lot on the phone. 

Routine tasks –provide info to customers to suit their needs so need factual knowledge. Advising customers about recording of phone call so need to know about organisational req. 



	Practice/applied knowledge
	5
	Addressing straight forward problems. Managing expectations of customers. Up managing if unable to deal with particular situations or difficult customers


	Generic cognitive skills
	5
	Have to be able to use awareness of how customers will respond to your communication managing expectations of customer over the phone. Potentially writing to them although would have a standard format to use.

	Communication/

ICT/numeracy
	5
	Numeracy – N/A

IT – level 5 telecommunications only SMS logging all customer calls on databases etc

Communication – Level 5 over the phone with customers and face to facing building relationships etc. 



	Autonomy/working with others
	5
	Identifying how effective methods have been4.4 managing expectations of customers. Responsible for communicating with customers. Autonomy and judgement subject to overall direction

	Estimated level 
(best fit)
	5
	

	Summary of Rationale for recommended SVQ unit level including reasons for final level selected (if different levels identified for characteristic); justification of selection with reference to levels above and below; quotes/extracts from component (unit/module) to support selection.

(expand section as required)

Notes on Approach used plus who was consulted, discussions points, issues raised, etc



Calculating SCQF credit points for SVQ Units

	SVQ Unit Grid — Credit Point Recommendations — Part 2 

	SVQ Title: SVQ3 in Travel Services at SCQF Level 6

	SVQ Level: SVQ3 in Travel Services at SCQF Level 6

	SVQ Unit Title: Build and maintain relationships with customers not present

	SVQ Unit Number: TT52

	SVQ Rater Name:  2010 Expert Working Group - Travel


	SVQ Unit breakdown (if relevant) e.g. topics/sections from the SVQ unit
	Formal input (e.g. contact time with tutor, acquisition of knowledge/

understanding) 

(hours)
	Additional activities 

(e.g. developing practice, reflection, research/study time) (hours)
	Assessment (e.g. planning, completion of assessment tasks) (hours)
	Total time

	Knowledge and Understanding

· Work with others

· Customer service

· Legislation

· Technical Craft
	8
	3
1
	
	12

	Practical/ Application

· Work with others

· Customer service

· Legislation

· Technical Craft
	
	3
34
	
	37

	Admin
· Planning

· Portfolio

· Evidence

· Set Tests
	
	
	6
	6

	Total hours
	8
	41
	6
	54

	
	
	
	Credit points

(hours/10)
	5


	Notes on Approach

	Limited knowledge and understanding of building and maintaining relationships with customers, how to develop rapport, how to communicate with customers via e-mail, telephone or in writing, how to deal with complaints and difficult customers when they are not face to face, techniques that can be used

Organisational procedures, guidelines and policies, legislation

Minimal preparation required other than ensuring customers are available, resources are available and learner prepared for serving customers

Low skills levels that will take practice to develop to become competent and confident serving customers

Observation of performance


	CREDIT RATING SCORECARD

	RECOMMENDATION FOR SCQF LEVEL AND CREDIT OF A SVQ UNIT

SIGNOFF FORM

	SVQ Title:
	SVQ3 in Travel Services at SCQF Level 6

	SVQ unit Title:
	TT52; Build and maintain relationships with customers not present

	Recommended SCQF level:
	5
	Recommended SCQF credit points:
	5

	Name:
	

	Awarding Body:
	City & Guilds

	Date:
	8th March 2010 

	CREDIT RATER / VETTER’S COMMENTS (delete as appropriate)

	Levelling
	Agree
	5
	
	
	Queries to be addressed 
	

	Credit rating
	Agree
	5
	
	
	Queries to be addressed  
	

	Comments/

queries
	

	Name:
	Kate Tetley

	Signature:
	
[image: image1.png]




	Date:
	8th March 2010 

	DECISION

	SCQF level:
	5
	SCQF credit points:
	5

	Comments


	Level 5 is considered appropriate for this unit and for the SVQ Framework a credit of 5 considered appropriate
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