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1. Introduction 

Qualifications Network Limited (QNUK) is an Awarding Organisation recognised and regulated by the Office of 

Qualifications and Examinations (Ofqual) in England, the Council for Curriculum, Examinations and Assessment 

(CCEA) in Northern Ireland, and Qualifications Wales.  

  

This specification outlines key information required by users of the qualification to ensure they can make an informed 

decision about the suitability of the qualification they are taking or proposing to take for the purposes for which they 

intend to use it. 

2. Contact Us 

Please get in touch if you need any advice or guidance with this qualification 

Head Office 

Qualifications Network 

First Floor Offices 

86A Lancaster Road 

Enfield 

Middlesex 

EN2 0BX 

 

Email: centres@qnuk.org  

Tel: 020 3795 0559  

3. Document Control 

Document owner: Qualifications Manager 

Date last updated: 02/06/2025 

Next review: 01/06/2027 

Status: Approved 

Version: 1 

Document control number: L2CSSH QS 

 

Version number Date amended Section Details 

V1 N/A N/A Original 

 

4. Qualification Objective 

This qualification develops the learner’s knowledge in providing good customer service in the social housing sector. 
The qualification also prepares Learners for employment in the housing sector and supports a role in the workplace. 
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5. Sector support and industry recognition 

This qualification has been developed in accordance with best practice from the Regulator of social housing. 

6. Geographical Coverage of this Qualification 

This qualification is regulated in England and available in Wales, Northern Ireland and Internationally.  

7. Benefit to Learners 

This qualification enables learners to: 

• Develop confidence in delivering high-quality customer service tailored to the needs of social housing 
tenants. 

• Understand how to apply customer service principles within a regulated and values-driven environment. 
• Improve their communication, problem-solving, and professionalism in real-world housing situations. 
• Strengthen their employability through sector-specific knowledge and awareness of best practice. 
• Progress into further learning or employment opportunities in housing, customer service, or related roles. 

8. Progression 

Learners could progress to:  

• Employment in a customer facing role in the housing sector 

Combined courses 

There are currently no qualifications to be combined. 

9. Recognition of Prior Learning 

QNUK are unable to accept requests of prior learning for this qualification. 
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10. Qualification Information 

Qualification Number (QN): 610/5861/0 

Learning Aim: 61058610 

Total Qualification Time (TQT): 6 

Guided Learning Hours (GLH): 6 

Credit value: 1 

Level: 2 

Validity: It is recommended that this qualification is refreshed every 3 years 

Assessment: Invigilated MCQ paper 

Achieving the qualification: Learners must achieve the mandatory unit 

Time to complete: Learners must complete the qualification within 4 weeks 

Grading: Pass / Fail 

 

11. Qualification Structure 

Mandatory Units 

Unit No. Unit Title Level GLH TUT Credit 

R/651/6510 
Understanding the principles of customer service in 
a social housing setting 

2 6 6 1 

Optional Units 

Unit No. Unit Title Level GLH TUT Credit 

N/A N/A N/A N/A N/A N/A 

12. Learner Entry Requirements 

Any prior knowledge, skills, understanding or qualifications that are required to undertake this qualification are 

outlined below: 

• There are no pre-requisites for this qualification. 

Language of Assessment  

Learners must have sufficient command of the English language to understand and undertake the recommended 

assessment methods for this qualification. 

 

It is strongly recommended that learners should be working at level 1 literacy. 

 

Learners may use British Sign Language (BSL), however in these cases, centres may be asked to video record 

assessments for verification purposes. 
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13. Reasonable Adjustments  

The Equality Act 2010 requires Awarding Organisations to make reasonable adjustments where a disabled person 

would be at a substantial disadvantage in undertaking an assessment. Some adjustments may be individual to the 

learner and aligned to their normal way of working.  

  

How reasonable an adjustment is, will depend on a number of factors including the needs of the individual. An 

adjustment may not be reasonable if it involves unreasonable costs, timeframes or the security an integrity of the 

qualification.  

  

There is no requirement to adjust the assessment criteria being tested and adjustments should be in line with the 

purpose of the qualification.  

 

Reasonable adjustments should be applied, before a learner is assessed, therefore centres need to ensure they 

identify any reasonable adjustment requirements in time for such adjustments to be made safely.  

  

Further information can be found in our reasonable adjustments policy:   

• https://qualifications-network.co.uk/policies/  

 

14. Learner Identification  

All individuals undertaking a regulated qualification must provide proof of identity. This ensures that only those with 

a legitimate claim to the qualification are able to receive it. 

 

Learners who are unwilling or unable to provide a valid form of identification prior to the assessment will not be 

permitted to complete the qualification. 

 

The identification provided must display the learner’s current legal name, as certificates will be issued using this 

name. If a learner has changed their name via Deed Poll, the name on the deed poll document must match the 

identification provided. 

 

In cases where the learner’s name differs from their identification, evidence of the name change—such as a marriage 

certificate—must be submitted. For learners in the process of legally changing their name, such as during gender 

transition, the certificate will be issued under their current legal name. Once the name has been officially changed 

via deed poll, a replacement certificate can be requested to reflect the new legal name. 

 

Learners are required to provide at least one form of photographic identification. If photographic ID is unavailable, 

two forms of non-photographic identification will be accepted. 

 

Acceptable forms of photographic I.D (1 required) are:  

• Signed UK Photo card driving licence  

• Signed passport (any nationality)  

• Valid EU Photo identity card  

• SIA security licence (with photo)  

• Current and valid warrant card issued by HM forces or Police  

• Current and valid Prison service card (with photo)  

https://qualifications-network.co.uk/policies/
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• Proof of age card  

• Employee photo identification card  

• Student photo identification card for a recognised educational establishment 

• Firearms certificate (with photo) 

 

Acceptable forms of non-photographic I.D (2 required) are:  

• Current driving licence – paper version  

• Birth certificate  

• Marriage/civil partnership certificate  

• Mortgage statement (issued within past 12 months)  

• Bank or building society statement (issued within last 3 months)  

• Bank or building society account opening confirmation letter (issued within last 3 months)  

• Credit card statement (issued within last 3 months)  

• Pension or endowment financial statement (issued within last 12 months)  

• P45 or P60 statement (issued within last 12 months)  

• Council tax statement (issued within last 12 months)  

• Valid work permit or visa issued by UK government  

• Utility bill – excluding mobile phone bill (issued within last 3 months)  

• Benefit statement e.g., child benefit, pension (issued within last 3 months) 

15. Delivery Requirements 

This qualification is delivered in a face-to-face setting, typically over a minimum of a one-day period. Learners should 

complete the qualification within 4 weeks. 

Equipment Requirements 

Centres are responsible for ensuring this qualification is delivered using the following equipment as a minimum: 

• suitable presentation materials 

• reference manual (Learners may be required to purchase these separately) 

Additional equipment may include: 

• Posters and realia 

Blended Learning 

Blended learning is accepted for this qualification.  

 

Blended learning includes Live face-to-face learning and assessment, the use of live video conferencing, self-study 

and self-directed e-learning. 

E-Learning 

When using e-learning it is important that: 

• the individual being trained knows how to use the technology that delivers the training 

• the training provider has an adequate means of supporting the individual during their training 

• the training provider has a robust system in place to prevent identity fraud. This includes gaining copies 

of the learners I.D, their IP address and tracking them through the course 

• the provider has an appropriate means of assessing the e-learning component of the training 
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Assessor to learner Ratio 

The maximum assessor to learner ratio for this qualification is 1:20, however a preferred maximum of 16 is 

recommended. 

Recommended Resources 

Learners should have access to a suitable reference manual for the duration of the course. 

16. Venue Requirements 

Physical Classrooms 

Classrooms should be suitable for learning and meet all relevant Health and Safety requirements.  

Classrooms should: 

• Have suitable light and heat 

• Be a suitable temperature 

• Be free from obtrusive noise and odours 

• Have sufficient seating  

• Have suitable surfaces for note taking 

• Be of a suitable size for learners (approximately 11m3 per learner in a room with 3m high ceilings) 

• Have access to toilets and welfare facilities 

• Have access to refreshment facilities 

Video Conferencing Classrooms 

 Where this qualification is delivered over a video conferencing learners should have a suitable device that allows an 

appropriate level of interaction. Interaction should include: 

• Quiz functionality 

• White board 

• Audio 

• Cameras on policy* 

 

*Where learners are under 18, a ‘camera on’ policy may impact safeguarding policies. In these cases, a suitable 

assessment should be made of the appropriateness of cameras on. Where an assessment is being undertaken that 

requires cameras to be on, any safeguarding concerns must be addressed and managed appropriately in order to 

maintain the validity and authenticity of the assessment. 

17. Centre Personal Requirements 

Centres are required to ensure anyone involved in the delivery, assessment and quality assurance of our 

qualifications are registered with QNUK and approved to deliver, assess or quality assure the qualification. 

 

Any courses delivered without the above approval will be invalidated. 

 

Internal quality assurers (IQAs) are required to ensure that trainers, assessors and quality assurance staff, and their 

records, (including qualification certificates and CPD) are up to date and maintained. 
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Trainers/Assessors 

Specific details related to the training, assessing, subject knowledge and CPD requirements are outlined in our 

delivery resource requirements brochure. This is available on our website. 

 

All those who deliver and assess these qualifications must:  

1. Hold a teaching qualification as listed in appendix 1, and  

2. Hold either  

a. a level 2 Award in a Customer Service-related qualification or higher or 

b. a regulated qualification containing the unit: customer service in housing and  

3. Show how competence has been maintained where any of the above were achieved more than 3 years ago.  

Internal Quality Assurers (IQAs)  

Internal quality assurers for this qualification must: 

• Meet the above trainer/ assessor requirements. 

They should also:  

• Meet the qualification requirement for IQAs (type 1) listed in appendix 2 and  

• Show how IQA competence has been maintained where qualifications are more than 3 years old. 

18. Assessment Requirements 

Learners are assessed for this qualification using the following methods: (Delete as appropriate) 

• Multiple choice examination 

Multiple Choice Examination (MCQ) 

The MCQ paper will be taken under examination conditions, i.e. learners will sit a minimum of 1.25 metres apart, will 

not confer during the examination and no electronic devices (such as mobile phones) or books, including dictionaries, 

will be permitted 

 

Language of assessment: English 

Duration: 30 mins 

Pass mark: 14/20 (70%) 

Grading: Pass / Fail 

Resits 

If a learner is unsuccessful with the MCQ, they can make a second attempt. This must be taken within the time 

allowed for completion of the qualification. 

 

Where a learner has failed to score 60% or more, they should undertake additional training before resitting the 

assessment.  

 

If a learner fails a second attempt, with or without additional training, they will have failed the qualification and will 

not be able to resit the assessments. 
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19. Moderation 

This qualification has been rated by QNUK as low risk. As centre assessors are responsible for assessment decisions, it 

is subject to both moderation and verification. 

 

Moderation will initially require QNUK’s EQA department to moderate or check each assessment decision for the 

MCQ assessment. We will also ensure centres assessment decisions in regard to practical skills in this, or a closely 

related subject, are verified. 

 

The level of moderation and verification is dependent on the risk level of the centre.  

 

Direct claims status (DCS) may be available for medium or low risk centres who have demonstrated consistent high 

levels of quality assurance. 

 

DCS is reviewed regularly at intervals determined by our Centre Assessment Standards Scrutiny Strategy (CASSS). 

  

Centres should allow for an additional 3 days where assessment decisions are being moderated. 

 

 

20. Internal quality assurance 

Centres are responsible for ensuring those assessing this qualification are sampled and monitored to ensure they are 

assessing to the same standard and that assessment decisions applied across a range of assessors is consistent and 

fair. 

 

The amount of sampling should be outlined in the centres sampling strategy and should be risk based; low risk 

assessors may be sampled less frequently than high risk assessors. 

 

All IQA activities should be recorded with comments made in terms of any observations made and actions to be 

taken. This should be submitted with cohort paperwork and IQA reports should be uploaded to MyQNUK. 

 

All IQA activity should occur before EQA Activity. Centres who fail to undertake or upload IQA activity related to this 

qualification may have the qualification removed and may face additional sanctions. 

 

IQAs will most commonly moderate assessors on their first delivery of the qualification. The outcomes of the 

moderation will then feed into their sampling plan. 

21. Results 

The centre is required to submit learner results within 10 working days of assessment to Qualifications Network for 

moderation. 

 

We will issue verified results and appropriate certification to the approved centre within 10 working days of receiving 

the results.  
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Centres with DCS will have certificates issued within 7 days. 

 

Centres will forward results and/or certificates to learners, who can expect to receive them within 24 working days of 

taking the assessment. If learners have not received results and/or certificates within 28 working days, they should 

contact the centre in the first instance. 

 

If a centre is in a sanction or has been withdrawn from QNUK either voluntarily or otherwise, we reserve the right to 

send certificates directly to learners. 
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22. Appendix 1: Units of Assessment  

Unit 1 Understanding the principles of customer service in a social housing setting R/651/6510 

Unit Summary 

This unit introduces the core principles of customer service within the social housing sector. Learners will 
explore the expectations of tenants, the importance of professional conduct, and how effective communication 
and complaint handling contribute to positive outcomes and tenant satisfaction. 
 

LO 1 Understand the role and Importance of customer service in the social housing sector 

 
Assessment Criteria 

Types of 
evidence 

The learner can:  

1.1 Identify the key principles of customer service in social housing MCQ 

1.2 Recognise the expectations and needs of tenants MCQ 

1.3 Describe how customer service contributes to tenant satisfaction and trust MCQ 

 

LO 2 Understand how regulations and best practice influence customer service in social housing 

 
Assessment Criteria 

Types of 
evidence 

The learner can:  

2.1 Identify key regulatory requirements relevant to customer service in social housing MCQ 

2.2 Recognise the importance of professional standards in service delivery MCQ 

2.3 Outline best practices for handling tenant interactions within a regulated environment MCQ 

 

LO 3 Understand effective communication techniques for customer service in social housing 

 
Assessment Criteria 

Types of 
evidence 

The learner can:  

3.1 Identify key features of clear and professional communication MCQ 

3.2 Recognise techniques for managing challenging conversations MCQ 

3.3 Outline the importance of cultural awareness and respect in customer service MCQ 
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LO 4 Understand how to handle complaints and resolve issues effectively in social housing 

 
Assessment Criteria 

Types of 
evidence 

The learner can:  

4.1 Identify the key steps in handling tenant complaints MCQ 

4.2 Recognise best practices for resolving customer issues MCQ 

4.3 Outline the importance of feedback in service improvement MCQ 

 

LO 5 Understand how customer service approaches vary in different housing-related situations 

 
Assessment Criteria 

Types of 
evidence 

The learner can:  

5.1 Recognise how customer service differs across communication channels  MCQ 

5.2 Identify best practices for handling urgent and non-urgent requests MCQ 

5.3 Describe how customer service can impact the reputation of a housing provider MCQ 

 

LO 6 Understand the role of feedback and service improvement in social housing 

 
Assessment Criteria 

Types of 
evidence 

The learner can:  

6.1 Identify ways to collect and respond to tenant feedback MCQ 

6.2 Recognise how service quality is monitored and assessed MCQ 

6.3 Outline the benefits of continuous improvement in customer service MCQ 
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R/651/6510 Understanding the principles of customer service in a social housing setting 

What needs to be learnt? 

  

1.1 

• The purpose of customer service in social housing. 

• Principles such as responsiveness, professionalism, empathy, and consistency. 

• The importance of clear communication and reliability in service delivery. 

• How good customer service supports the reputation of a housing provider. 

1.2 

• Common tenant expectations, such as timely responses, fair treatment, and respect. 

• The importance of understanding different tenant needs, including vulnerable groups. 

• The balance between landlord responsibilities and tenant responsibilities. 

• Factors that influence tenant satisfaction (e.g., property conditions, safety, communication). 

1.3 

• The relationship between customer service quality and tenant confidence in their landlord. 

• How poor service can lead to complaints, dissatisfaction, and regulatory scrutiny. 

• The impact of clear communication, transparency, and respect on trust-building. 

• Examples of positive customer service interactions in housing settings. 

2.1 
• The role of regulations and consumer standards in shaping service expectations. 

• Key areas where legislation influences customer interactions (e.g., handling complaints, fairness). 

• The importance of following required procedures to ensure compliance. 

2.2 
• What professionalism means in customer service. 

• The impact of ethical behaviour and integrity in housing interactions. 

• The need for consistency, respect, and fairness in dealing with tenants. 

2.3 
• The importance of transparency and accurate record-keeping. 

• Using structured processes for responding to tenant concerns. 

• The role of training and development in maintaining service standards. 

3.1 
• The role of tone, body language, and choice of words in effective communication. 

• Differences between written and verbal communication in customer service. 

• The importance of active listening and checking understanding. 

3.2 
• How to stay calm and professional in difficult interactions. 

• De-escalation techniques for handling complaints and frustration. 

• The importance of staying objective and solution-focused. 

3.3 
• Why cultural competence matters in housing services. 

• Examples of different communication styles and how to adapt appropriately. 

• The importance of treating all tenants with fairness and respect. 

4.1 

• The purpose of having a structured complaint-handling process. 

• Key steps in receiving, acknowledging, investigating, and responding to complaints. 

• The importance of following correct procedures to ensure fair outcomes. 

4.2 
• The role of active listening and empathy in problem-solving. 

• The importance of providing clear and realistic solutions. 

• How to communicate outcomes effectively and professionally. 

4.3 
• The role of complaints, surveys, and tenant feedback in improving services. 

• How feedback identifies patterns and areas for improvement. 

• The benefits of acting on feedback to prevent recurring issues. 

5.1 
• Differences between in-person, phone, and digital interactions. 

• Best practices for handling tenant requests through different channels. 

• The importance of consistency and professionalism across all communication types. 
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5.2 
• How to prioritise and manage different types of tenant queries. 

• The difference between emergency and routine service requests. 

• The importance of clear communication about response  times 

5.3 
• The role of word-of-mouth, online reviews, and complaints in shaping reputation. 

• How positive service experiences can improve tenant satisfaction and trust. 

• The consequences of poor service on reputation and regulatory scrutiny 

6.1 
• Common methods for gathering feedback (e.g., surveys, direct communication, complaints). 

• The importance of listening to tenant concerns and responding appropriately. 

• Examples of how tenant feedback can lead to service improvements. 

6.2 
• The role of audits, performance metrics, and external assessments. 

• How housing providers use data to track and improve service delivery. 

• The importance of learning from complaints and service reviews. 

6.3 
• Why ongoing training and development matter for customer service teams. 

• The impact of adapting services to meet changing tenant needs. 

• How continuous improvement contributes to better tenant relationships and compliance. 

 

Rationale for level Level Emphasis Comments 

Knowledge 2 Strong  

Skills N/A N/A 

Overall 2  

 

Rationale for TQT and credit Hours Comments 

Guided learning: 6 

 

Directed study: N/A 

Independent study: N/A 

Work-based learning: N/A 

Non invigilated assessment: N/A 

TUT: 6 

Credit value: 1 
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23. Appendix 2: Command Verbs  

To ensure that learners can meet the requirements of each criterion, they should be explained to the learner prior to 

assessment and fully understood by the Assessor for this qualification. 

 

Describe  Write or speak about the topic or activity giving detailed information  

Identify Provide brief information about a subject, specific process or activity  

Outline  Briefly identify the main points  

Recognise Acknowledge validity of. Know from before 

 

24. Appendix 3: Specimen Assessment Material 

1. Which of the following is a key principle of customer service in social housing? 

A Prioritising staff convenience 

B Treating tenants with respect 

C Reducing services to lower costs 

D Avoiding feedback to prevent complaints 

  
  

2. A tenant raises a concern about noise in the property. What is the most appropriate first step? 

A Acknowledge the concern and explain how it will be handled 

B  Refer the tenant to the complaints department without explanation 

C Tell the tenant to speak to their neighbours directly 

D Ignore it unless the issue is repeated 

  

3. Why is effective communication important in customer service within social housing? 

A It avoids having to keep written records 

B It allows staff to take control of conversations 

C It helps build trust and avoid misunderstandings 

D  It ensures tenants follow instructions without question 

 


