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Standards

This SVQ is based on standards developed by Assetskills. Assetskills draws its membership from a wide variety of people working in a broad range of occupations within Housing.

Structure of the SVQ

The way the SVQ is made up is shown below. The unit title appears in bold and the elements that make up each unit are listed under the unit title. 

Mandatory units

Candidates must complete all of these units: 

D87V 04

Process Documents Relating to Housing Services

1
Access information for the processing of documents

2
Collate and complete documentation

D86K 04

Develop and Maintain Open and Honest Relationships with Customers

1
Develop a relationship of trust with your customers

2
Maintain and improve relationships with customers

D87N 04

Obtain and Provide Information to Customers and Others

1
Obtain information for customers and others

2
Provide information to customers and others

B7WE 04

Ensure Your Own Actions Reduce Risks to Health and Safety 

1
Identify the hazards and evaluate the risks in your workplace

2
Reduce the risks to health and safety in your workplace

B73D 04

Mange Yourself 

1 Develop your own skills to improve your performance 

2
Manage your time to meet your objectives

Optional units

Candidates must also complete 3 of the following units, in addition to the mandatory units: 

D88D 04

Respond to Issues Which Customers Have Identified

1
Handle customer enquiries in a professional manner

2 Analyse issues identified by customers

3 Take appropriate action in response to issues identified by customers

D88K 04

Support and Promote the Rights of Customers in the Community

1
Promote the rights of customers within the community

2
Help customers to represent their own interests

D86Y 04

Identify and Access the Use of Property Owned by Others 

1
Identify property to meet customer needs

2
Access the use of property

D87A 04

Identify and Match the Needs of Customers with Available Accommodation

1
Identify the accommodation needs of customers

2
Assess the condition and availability of accommodation

3
Match customers with available accommodation

D85P 04

Allocate Accommodation to Meet Customers’ Needs

1
Handle applications for accommodation

2
Identify customer needs based upon applications and available background information

3
Allocate accommodation to customers

D85L 04

Accompany Customers to View Accommodation

1
Prepare for viewing

2
View accommodation with customers

D88J 04

Set Up and Manage Agreements

1
Collate and fill out agreement documents

2
Explain and agree conditions, rights and responsibilities and sign up customers 

3
Carry out follow-up actions

D88F 04

Respond to Possible Breaches of Agreement

1
Identify the nature of possible breaches

2
Investigate possible breaches

3
Take the appropriate action in response to breaches

D85X 04

Complete the Necessary Checks and Documentation at the End of the Occupancy

1
Check the condition of property and compliance with agreements at the end of the occupancy

2
Complete the necessary documentation and financial transactions

D86A 04

Consult with Customers on Needs and Issues Within the Local Community

1
Consult with customers to identify key needs and issues within the local community

2
Analyse and present the results of consultation with customers

D86R 04

Encourage Customer Associations and Networks 

1
Identify existing and potential associations and networks

2
Provide support to existing associations and networks

3
Support the establishment of new associations and networks

D86N 04

Develop and Promote Customer Involvement in the Local Community 

1
Identify opportunities for customers to be come involved in the community

2
Encourage customers to become involved in the local community

3
Contribute to the development of community agendas and activities

D87X 04

Promote the Resolution of Disputes

1
Assess disputes

2
Manage the resolution of disputes

D85T 04

Assess Customers’ Needs and Agree Support

1
Assess customers’ needs for support

2
Agree support for customers

D86J 04

Develop and Maintain Joint-working to Meet Individual Customer Needs 

1
Plan joint-working to meet individual customer needs

2
Implement and maintain joint-working to meet individual customer needs

3
Monitor, evaluate and improve joint-working to meet individual customer needs

D88A 04

Respond to Customer Request for Repairs

1
Receive and analyse customer requests for repairs

2
Take appropriate action in response to customer requests

D87D 04

Inspect the Condition of Property

1
Prepare for inspections of property

2
Carry out inspections

3
Assess the results of the inspection

D87R 04

Organise the Maintenance and Repair of Property

1
Identify maintenance and repair needs

2
Implement a programme for maintenance and repair

3
Check the completion of maintenance and repair

D86P 04

Encourage and Develop Customers to Participate and Contribute to Decision Making

1
Promote the importance of participation to customers

2
Identify and agree the needs of customers to enable them to participate

3
Provide opportunities to enable customers to participate and contribute to decision making

D85R 04

Arrange and Conduct Meetings With Customers and Others 

1
Agree and arrange meetings

2
Conduct meetings

D86F 04

Contribute to Maintaining Accounting Systems

1
Prepare and check information for accounting systems

2
Provide information for the production of accounts

D87P 04

Operate Rent Accounting Systems

1
Establish individual rent accounts and methods of payment

2
Monitor rent accounts

D87L 04

Monitor, and Respond to the Potential for Legal Proceedings 

1
Monitor the potential for legal proceedings

2
Respond to the potential for legal proceedings

B6S7 04

Promote People’s Equality, Diversity and Rights

1
Promote people’s rights and responsibilities

1 Promote equality and diversity of people

2 Promote people’s right to the confidentiality of information

B6SW 04

Promote Communication with Individuals Where There are Communication Differences

1
Determine the nature and scope of communication differences

2
Contribute to effective communication where there are communication differences

B6VN 04

Enable Individuals to Maintain Contacts in Potentially Isolating Situations

1
Support individuals in maintaining social contacts

2
Obtain specific information and literature for individuals

B6WB 04

Enable Individuals to find out about and Use Services and Facilities

1
Enable individuals to find out about services and facilities


2
Enable individuals to use services and facilities

B6W9 04

Enable Individuals to Administer their Financial Affairs

1
Enable individuals to make payments

2
Enable individuals to claim benefits and allowances

3
Enable individuals to collect benefits and allowances


B6XB 04

Assist Individuals to Move from a Supportive to a More Independent Living Environment

1
Enable individuals to plan for their new environment


2
Support individuals in living in an environment which require a greater degree of independence

B6V3 04

Contribute to the Protection of Individuals from Abuse

1
Contribute to minimising the level of abuse in care environments

2
Minimise the effects of abusive behaviour

3
Contribute to monitoring individuals who are at risk from abuse


B6XC 04

Contribute to the Provision of Advocacy for Individuals

1 Enable individuals to establish their need for advocacy

2 Enable individuals to obtain an advocate

3 Act as an advocate on an individual’s behalf

4 Enable individuals to assess the effectiveness of advocacy

B6VT 04

Support Individuals When They are Distressed

1
Contribute to the prevention of individuals’ distress

2
Support individuals in times of distress

B6XT 04

Support Clients Who Are Substance Users

1
Enable clients to adopt safe practices associated with substance use


2
Support clients when they have used substances

3
Support clients in reducing substance use

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

Customer Contact Centre

The Scottish Qualifications Authority

The Optima Building 

58 Robertson Street

GLASGOW

G2 8DQ

Tel: 0845-279-1000

Fax: 0845-213-5000

Email: customer@sqa.org.uk

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

Housing3/270502/sqa.cih

