15 May 2007
New Level 1 Customer Service National Occupational Standards announced

Revised Standards reflect employers’ demands on service skills
Extensive consultation throughout the UK has led to the approval, in April 2007, of revised National Occupational Standards in Customer Service. 

Revision of the Level 1 National Occupational Standards was carried out in response to the growing demand for Customer Service Skills throughout the UK. Labour Market Information in all the latest research shows that: 

· Customer Service Occupations will increasingly become a key area for faster growth throughout the UK over the next 10 years 

· there is clear and consistent evidence that the demand from employers for Customer Service Skills in all parts of the economy is continuing to grow 

· employers identified high levels of skills shortages and gaps in Customer Service Skills and reported that these are the ‘most critical’ in terms of holding back business objectives 

· there is growing recognition that Customer Service Skills are particularly important, yet frequently absent among school leavers.

The latest Labour Market Information can be found here.

The Level 1 Standards were reviewed to ensure they remain fit for purpose to meet the occupational and skill needs of the future. As the foundation for the new Level 2, 3 and 4 Standards the addition of the new Level 1 ensures the provision of a coherent and flexible suite of Customer Service Standards that can be used for wide ranging educational and employment needs. In particular, the Level 1 Standards are suitable for those individuals who are:

· in work but who do not have the breadth of job role or responsibility to access the full Level 2 customer service qualifications 

· starting a new job where customer service skills are needed 

· considering customer service as a ‘career choice’ 

· still making a decision about their ‘career choice’
on work experience or work placement 

· still at school undergoing work tasting 

· returning to work 

· undergoing a complete career change 

· seasonal workers 

· prisoners or young offenders 

· Train to Gain learners 

· pensioners/meeters and greeters

In revising the new Level 1 Standards the ICS has:

· addressed issues of delivery in schools and across the 14-19 age groups 

· provided a foundation on which other qualifications can be developed for the 14-19 age group 

· updated current practices in Customer Service at Level 1 across all sectors 

· introduced a similar language to the new suite of Level 2, 3 and 4 Standards 

· enabled the new Standards to stand coherently alongside the new suite of Level 2, 3 and 4 Standards 

· produced greater flexibility and choice 

· produced clear progression routes alongside the Level 2, 3 and 4 Standards 

· produced clearer and more targeted knowledge and understanding 

· linked them to the overarching Customer Service Themes found in the full suite of Customer Service Standards 

· added key words and phrases for each Unit 

The revised Customer Service National Occupational Standards at Level 1 are available to download by clicking here. They have not yet been accredited as NVQ/SVQs. Awarding Bodies who will be offering the new Level 1, plan to have these available as NVQ/SVQs from 1 September 2007, with the existing ones expiring on 31 August 2007. 

