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Highfield Level2 Award in Personal Development for Employability (RQF)
Highfield LeveP Certificate inPersonal Development for Employability (RQF)
Highfield LeveP Diploma in Personal Develapent for Employability (RQF)

Introduction
Thisqualification pecifiation is designed to outline all you need to know to offer this qualifica
at your centre. If you have any further questions, please contact your account manager

Qualification regulation and support

TheHighfield LeveR Award in Personal Development for Employability (R@E)hfield LevePl

Certificate in Personal Development for Employability (R&fe)Highfield Level Diploma in
Personal Development for Employability (R@de been developed and arawarded by litjhfield

Quialifications and sibn the Regulated Qualifications Framework (RQF). The RQF is a quali
framework regulated by Ofqual and CCEA Regulaiitve. qualificatios are also regulated by
Qualifications Wales.

Key facts
Highfield LeveR Award in PersonalDevelopment for Employability (RQF)
Qualificationnumber: 600/8457 1
Leaning aim reference: 60084571
Creditvalue: 6

Multiple-choice question (MCQ) examination, Portfolio,
Practical Demonstration

Guidedlearninghours (GLH): 36
Total qualification time (TQT): 60
Highfield LeveR Certificatein PersonalDevelopment for Employability (RQF)

Assessmenimethod:

Qualificationnumber: 600/84%9/5
Leaning aim reference: 60084595
Creditvalue: 13

Multiple-choice question (MCQ) examination, Portfolio,
Practical Demonstration

Guided learning hours (GLH): 104
Total qualification time (TQT): 130
Highfield Level Diplomain PersonalDevelopment forEmployability (RQF)

Assessmenimethod:

Qualificationnumber: 600/8460/ 1

Leaning aim reference: 60084601

Creditvalue: 37

Assessmentmethod: Multiple-choice question (MCQ) examination, Portfolio,

Practical Demonstration
Guided learning hours (GLH): 279

Total qualification time (TQT): 370
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Qualificationoverview andobjective

The objective of thse qualificatiorsis to prepare learners for employment and/support a role in
the workplace The content of the qualification is designed to be flexible for learneectoeve a
variety of employmenbased skills, along with a number of wastated tasters.

Entryrequirements

Learners should be 14 or over aibds recommended thathey have agood level of literacy (verbe
and written) skills.

Guidance ordelivery

The total qualification timéTQT)and recommended guided learning hoy@GLH¥or these
qualificatiors are:

TQT GLH
Award 60 36
Certificate 130 104
Diploma 370 279

TQT is an estimate of the total number of hours it would take an average learner to achie
demonstrate the necessary level of attainment to be awarded with a qualification, both under (
supervision (forminguidedlearninghours) and without supevision (all other time). TQT and Gl
values are advisory and assigned to a qualification as guidance.

Guidance orassessment

This qualification is assessed imyltiple-choice question(MCQ) examination, portfolio, practical
demonstrationor open responsevorkbook.

The following table outlines the assessment methods for all units

; efLeJrrgtnce Unit title Assessment method
EmployabilityUnits
A/503/2867 | Selfmanagement skills Portfolio
A/502/3019 | Completing a job application form Portfolio
D/502/0436 | Dealing with Problems in daily life Portfolio
L/505/4047 | Assessing myself for work Portfolio
A/506/4704 | Completing an Application Form Portfolio
A/505/6926 \I?V(Z\ﬁg)lgi:neg Personal Presentation Skills for the Portfolio
H/506/4700 V[\)Ig\r/kerl)cl);)égg timemanagement skills for the Portfolio
T/506/4698 | Job searching Portfolio
D/505/3842 | Learning to be financially aware Portfolio
D/504/3361 | Personal Behaviour for Success Portfolio
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A/502/0461 | Preparation for work Portfolio
A/616/6546 | Produce a Curriculum Vitae Portfolio
Y/503/2827 | Alternatives to Paid Work Portfolio
H/503/2832 | Applying for a Job Portfolio
D/505/4053 | Assessingiyself for a job Portfolio
F/501/5827 | Being Responsible for Other People's Money Portfolio
D/503/2845 | Building Working Relationships with Colleague Portfolio
H/503/2846 | Building Working Relationships with Customers Portfolio
L/501/6107 | Building Working Relationships with Colleague Portfolio
F/503/2837 | Career Progression Portfolio
J/503/2841 | Communicating Solutions to Others Portfolio
A/503/2853 | Contributing to Meetings Portfolio
M/506/4702 v[\)/ﬁ\rllfgljapégg effective communication skills for th Portfolio
J/503/2838 | Developing Personal Skills for Leadership Portfolio
Y/600/0616 | Effective Teamwork Portfolio
M/503/2834 | Interview Skills Portfolio
K/503/2847 | Investigating Rights arfdesponsibilities at Work Portfolio
J/502/4206 | IT User Fundamentals Portfolio
R/502/4256 | IT Security for Users Portfolio
Y/503/2844 | Learning from More Experienced People Portfolio
J/503/2855 | Learning from Work Placement Portfolio
M/505/3845 | Learning to be financially capable Portfolio
F/503/2840 | Learning with Colleagues and Other Learners Portfolio
F/600/3168 | Making informed career and progression choic Portfolio
M/503/2848 | Managing your Health at Work Portfolio
H/503/2829 | Managing Your Own Money Portfolio
H/504/3362 | Personal Behaviour for Success Portfolio
J/505/6928 | Personal Presentation for the Workplace Portfolio
F/501/5942 | Planning an Enterprise Activity Portfolio
K/505/4055 | Planning for and learning from a jafterview Portfolio
L/503/2842 | Positive Attitudes and Behaviours at Work Portfolio
L/503/2839 | Practising Leadership Skills with Others Portfolio
K/503/2833 | Preparing for an Interview Portfolio
F/503/2854 | Preparing for Work Placement Portfolio
F/615/5158 | Principles of Health and Safety within the MCQ (30 minute, 15

guestion paper with a pas

mark of 60%)
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T/505/4057 | Providing personal information for the workplac Portfolio
F/501/5939 | Running an Enterprise Activity Portfolio
L/503/2856 | Safe Learning in the Workplace Portfolio
D/503/2831 | Searching for a Job Portfolio
T/503/2835 | Selfmanagement Skills Portfolio
T/503/2849 | Setting and Meeting Targets at Work Portfolio
T/503/2852 | Summarising Documents Portfolio
J/502/4299 | Using Email Portfolio
T/502/4296 | Using the Internet Portfolio
D/503/2828 | Working as a Volunteer Portfolio
R/503/2843 | Working in a Team Portfolio
R/503/2860 | Alternatives to Paid Work Portfolio
K/503/2864 | Applying for a Job Portfolio
L/505/4095 | Assessing myself for a career Portfolio
A/615/8480 | Building Working Relationships with Customers Portfolio
R/501/5895 | Communicating Solutions to Others Portfolio
Y/501/5896 | Contributing to Meetings Portfolio
K/501/5904 | Developing Personal Skills For Leadership Portfolio
J/501/5912 | Effectiveness at Work Portfolio
T/503/2866 | Interview Skills Portfolio
M/503/2879 | Investigating Rights and Responsibilities at Wo Portfolio
D/503/2876 | Learning from Mordxperienced People Portfolio
L/503/2887 | Learning from Work Placement Portfolio
Y/501/5915 | Learning with Colleagues and Other Learners Portfolio
A/600/3573 | Making Informed Career and Progression Choi Portfolio
H/503/2880 | Managing your Health at/ork Portfolio
D/503/2862 | Managing Your Own Money Portfolio
R/503/2888 | Planning an Enterprise Activity Portfolio
Y/505/4097 | Planning for and reflecting on a job interview Portfolio
D/501/5916 | Practising Leadership Skills with Others Portfolio
M/503/2865 | Preparing for an Interview Portfolio
F/503/2885 | Preparing for Work Placement Portfolio
D/505/4098 \Ij’v:)eri;?atlicneg personal information for the Portfolio
Y/503/2889 | Running an Enterprise Activity Portfolio
H/503/2863 | Searching for dob Portfolio
D/501/6113 | Setting and Meeting Targets at Work Portfolio
J/615/8479 | Solving WorkRelated Problems Portfolio
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T/503/2883 | Summarising Documents Portfolio
H/503/5066 | Terrorism awareness Portfolio
D/602/4769 #gﬁérstanding employmenesponsibilities and Portfolio
Y/503/2861 | Working as a Volunteer Portfolio
R/501/6058 | Working in a Team Portfolio
L/600/9586 (l\)/lrzgenl?sz t?(\;\;‘n professional development within ¢ Portfolio
Y/600/9669 | Plan, allocate and monitor work oftaam Portfolio
M/600/9600 Set objectives and provide support for team Portfolio
members
H/617/5824 | Understanding mineet towards work Portfolio
M/617/5826 | Problem solving in a worttelated environment Portfolio
F/617/5829 | Personapresentation and hygiene at work Portfolio
Accounting Unit
MCQ
K/615/6207 | An introduction to Accounting éiirr:il:;tti(e)hzvatﬁejtéoanss
mark of ®%)
Active Leisure Unit
3/600/0840 gggsgﬁggﬂgggfmployment Rights and Portfolio
Business and Administration Units
F/601/2453 | Communicate in a business environment Portfolio
T/601/1221 | Deal with customers face to face Portfolio
K/601/2446 | Make and receive telephone calls Portfolio
M/601/1508 zzzzgsTésznznsrgEi r\T/]v;th customer queries, Portfolio
Y/601/2460 | Use a filing system Portfolio
R/601/1212 | Communicate effectively with customers Portfolio
M/502/4555 | Database software Portfolio
L/601/1614 | Follow the rules taleliver customer service Portfolio
R/601/7639 | Principles of providing administrative services Portfolio
J/502/4156 | Improving productivity using IT Portfolio
T/601/2482 Produce documents in a business environment Portfolio
H/601/2493 | Use office equipment Portfolio
K/601/2477 | Use a diary system Portfolio
L/502/4157 | Improving productivity using IT Portfolio
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Cleaning Units
Y/502/2251 Heal_th ar_ld Safety fahe cleaning and support Portfolio
services industry
D/502/2252 Workl_ng with customers a_nd ot_hers in the Portfolio
cleaning and support services industry
Conflict Management Unit
MCQ
Managing conflict in the workplace when dealir 1 hour, 30 question
H/615/6965 : : : C .
with customers, service users or the public examination with a pass
mark of 66%
COSHH Unit
MCQ
M/615/7553 Principles of the Control of Substances Hazard 30 ml_nutfe, 15 .questlon
to Health examination with a pass
mark of 60%
COVIBL19 Unit
M/618/2954 | Keeping yourself and others safe from COV8D Portfolio
Customer Service Units
Principles of Customer Service .
Y/501/4375 *Level2 Certificate and Diploma only. Portfolio
Delivery of effective customer service ,
J/600/1003 *Level2 Certificate and Diploma only. Portfolio
MCQ
H/504/3832 | Principles of Customer Service (1 h_our,. 30qu_est|on
examination with a pass
mark of 66%
Supporting the customer service environment :
J/600/0658 *Level2 Certificate and Diploma only. Portfolio
M/503/0386 Prirciples _of selling in a contact centre Portfolio
*Level2 Diploma only.
T/617/5410 | Creating First Impressions Portfolio
F/617/5412 | Making Conversation and Building Rapport Portfolio
D/617/5417 | Complaint Resolution Portfolio
K/617/5419 | Listening Techniques Portfolio
D/617/5420 | Standardised Approach to Customer Service Portfolio
K/617/5422 | Communication Methods Portfolio
A/617/5425 | Expectations of Working in Customer Service Portfolio
JI617/5427 | Use of online and digital software and systems Portfolio
L/617/5428 Leg|§lat|on a_md Regulation in the Customer Portfolio
Service Environment
J/617/5430 | Personal Development within Customer Servic Portfolio
R/617/5432 | Awareness of Equality and Diversity Portfolio
Y/617/5433 | Customer Feedback Portfolio
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A/617/5554 | Teamwork in Customer Service Portfolio
Fire Safety Units
MCQ
Y/615/7451 | Principles of Fire Safety Awareness 30 m_lnut_e, 15_quest|on
examination with apass
mark of 634
MCQ
K/615/7535 | Principles of Fire Safety (45minute, 20 question
examination with a pass
mark of ®%
Health and Social Care, Early Years and Childcare Units
Understand the principles and values in health
J/602/6189 and social caréadults and children and young Portfolio
people), early years and childcare
Understand the range of service provision and
A/602/6187 rol_es within health and social care (adults and Portfolio
children and young people), early years and
childcare
Introduction to duty of care in health, social car .
H/601/5474 2NJ OKAf RNByQa FyR &2d Portfolio
L/602/2905 | Principles of communication in adult social care .
. Portfolio
settings
H/602/3039 PrlnC|pIes_ of dlversn)_/, equalignd inclusion in Portfolio
adult social care settings
L/602/3035 PrlnC|pIe_s of personal development in adult soc Portfolio
care settings
A/601/8574 Principles of sa}feguardlng and protection in Portfolio
health and social care
Hospitality and Caterig Units
T/502/8297 Prlnqples of Providing a Counter and Takeawg Portfolio
Service
R/600/0615 Safe, Hyglgnlc and Secure Working Environme Portfolio
in Hospitality
L/600/1133 | Dealing with Payments Portfolio
MCQ(30 minute, 15
D/616/6880 | Food Safety Awareness in Catering guestion examination with
a pass mark of @)
MCQ(45minute, 20
R/615/8162 | Principles of Food Safety in Catering guestion examination with
a pass mark of@%o
MCQ(45minute, 20
L/617/7261 | Principles of Food Safefyr Catering guestion examination with
a pass mark of®%6
D/600/0617 | Giving Customers a Positive Impression Portfolio
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L/615/5244 | Health and Safety within the Workplace MCQ (45 minute, 20
guestion papewith a pass
mark of 60%)
F/600/0626 | Preparation and Clearing of Service Areas Portfolio
J/502/8319 | Principles of Cleaning Drink Dispense Lines Portfolio
T/600/1059 Pn_nuples of Customer S_‘,erwce in Hospitality Portfolio
Leisure Travel and Tourism
R/502/8257 Principles Qf how Fo maintain an efficient use of Portfolio
resources in the kitchen
R/502/8307 | Principles of Maintaining Cellars and Kegs Portfolio
Principles of Maintaining Customer Service .
K/502/8314 Through Effectivélandover Portfolio
R/502/8260 Principles qf Preparing and Clearing Areas for Portfolio
Table Service
Y/502/8261 | Principles of Preparing and Clearing Bar Areas Portfolio
H/502/8327 Principles of Prepa_lrmg and Serving Dispensed Pottfolio
and Instant Hot Drinks
M/502/8265 | Principles of Preparing and Serving Wines Portfolio
Y/502/8311 Principles of Promoting Additional Services or Portfolio
Products to Customers
M/502/8296 Prlnglples of Providing a Buffet and Carvery Portfolio
Service
A/502/8317 Principles of Resolving Customer Service Portfolio
Problems
T/502/8316 | Principles of setting up and closing the kitchen Portfolio
J/600/0627 | Service of Alcoholic and N#icoholic Drinks Portfolio
T/600/0624 | Service of Food at Table Portfolio
MCQ(30 minute, 15
H/616/6881 | Food Safety Awareness in Manufacturing guestion examination with
a pass mark of &@)
MCQ (45minute, 20
D/615/8164 | Principles of Food Safety in Manufacturing guestion examination with
a pass mark of@%o
MCQ(45minute, 20
Y/617/7263 | Principles of Food Safefyr Manufacturing guestion examination with
a pass mark of%/)
Land based Units
R/600/0288 ASSIST[ with potting up rooted cuttings, large Portfolio
seedlings or plugs by hand
T/502/1026 | Construct a composter Portfolio
R/504/0182 | Aerate turf by hand Portfolio
L/502/4742 | Assist with harvesting and preparing crops Portfolio
T/502/4055 | Assist with the Maintenance of Equipment Portfolio
D/502/4101 | Assist with the movement of animals Portfolio
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H/504/0171 Collect and prepare produce or plant material f Portfolio
transport
M/504/0013 Determine so_ll _pH with colour indicator test kit Portfolio
under supervision
L/504/0178 | Lay paving blocks on sand Portfolio
D/504/0198 | Maintain hand tools Portfolio
D/504/0203 | Mix mortar or concrete Portfolio
Y/600/0292 | Planting andstaking a tree Portfolio
F/502/4740 | Principles of the maintenance of equipment Portfolio
Logistics Units
M/601/7177 Ma_na_ge your own professional development in Portfolio
logistics operations
Manual Handling Units
MCQ(30 minute, 15
D/602/4593 | Manual handlingafety at work question examination with
a pass mark of@%o
+ Practical
MCQ(30 minute, 15
. guestion examination with
F/615/6925 | Moving people safely a pass mark of @6
+ Practical
Retail Units
T/502/5819 | Understandingustomer service in the retalil Portfolio
sector
M/502/5804 | Understanding how a retail business maintains Portfolio
health, safety and security on its premises
R/502/5780 | Understanding how individuals and teams Portfolio
contribute to the effectiveness of rtail
business
A/502/5756 | Understanding the business of retail Portfolio
J/502/5808 | Understanding the control, handling and Portfolio
replenishment of stock in a retail business
T/502/5805 | Understanding the retail selling process Portfolio
M/502/5821 Understanding customer service in the retall Portfolio
sector
A/602/2317 Underst_andlng environmental sustainability in Portfolio
the retail sector
A/502/5823 Understanding how a retail bl_Jsmess maintains Portfolio
health and safety on its premises
Understanding how individuals and teams
J/502/5789 | contribute to the effectiveness of a retalil Portfolio
business
K/502/5817 Understanding security and loss prevention in ¢ Portfolio
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£/502/5810 Under_standmg the gontrol, receipt and storage Portfolio
stock in a retail business
H/502/5797 Understanpllng the'hand_llng of customer Portfolio
payments in a retail business
A/502/5806 | Understanding the retail selling process Portfolio
A/600/0656 Uno!erstandlng visual merchandising for retalil Portfolio
business
Risk Assessment Units
MCQ
R/616/4351 | Risk Assessment Principles (30 m'lnut'e, 15. question
examinaton with a pass
mark of 6G%6
Underage Sales Prevention Unit
MCQ
A/617/1780 Prevgntlng underage sales in retail and license, (30 m_lnut.e, B questlon
premises examination with a pass
mark of 66%
Warehousing and Storage Unit
L/502/2764 Warehousing and Storage Principles Portfolio

*Level2 Diploma only.

Centres mustake all reasonable steps to avoid any part of the assessment of a learner (inclt
any internal quality assurance and invigilation) being undertaken by any person who has a
personal interest in the result of the assessment.

Guidance omuality assurance

Highfield Qualifications requires centres to have in place a robust mechanism for internal (
assurance of training delivery and internal assessment processes.

Recognition of prior learning (RPL)

Centres may apply to use recognition of prior learning or prior achievement to reduce the ar
of time spent in preparing the learner for assessment.

For further information on how centres can apply to use RPL as described above, please refe
RO2AYAGAZY 2F tNA2NI [ SENYyAYy3I o6wt[ 0O LREAO
website. This policy should be read in conjunction with this specification and all other rel
Highfield Qualifications documentation.

Tutor requirements

These general requirements apply to all units within these qualifications. Additional unit or <
requirements may be necessary, and these are outlinghin Appendix 4

Highfield Qualificationsequiresnominated tutors for this qualification to meet the following:

1 have experience ohold a relevant subject area qualificatidor the unit(s) they are
teaching
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1 hold, or be working towardsa recognised teaching qualification [or experience], wh
could include any of the following:
- Level 3 or 4 Education and Training

1 maintain appropriate continued professional development for the subject area

Assessorequirements

These general requirements apply to all units within these qualifications. Additional unit or ¢
requirements may be necessary, and these are outlinghin Appendix 4
Highfield Qualificationsequiresnominatedassessoror this qualification to meet the following:

1 have experience ohold a relevant subject area qualificatidor the unit(s) they are
assessing

1 have experience drold, or be working towardsa recognise@ssessingualification which
could include anyf the following:
- Al
- D32/D33
- Highfield Level 3 Award in Assessing Vocationally Related Achievement

I maintain appropriate continued professional development for the subject area

Internal quality assurance (IQA)equirements
HighfieldQualificationgequiresinternal quality assurerf®r this qualification to meet the following

1 have experience ohold a releant subject area qualificatiofor the unit(s) they are
assessing

91 hold, or be working towardsa recognisednternal quality assurancequalification [or
experience], which could include any of the following:
- D34
- Vi
- Highfield Level 4 Award in the Internal Quality Assurance of Assessment Proces:

Practice or above
I maintain appropriate continuegrofessional development for the subject area

Countersigning strategy

While it is a minimum requirement for centres to have the appropriately qualified workforce in
it is understood that centres may have new personmied are working towards those requirement
During this period, centres are required to have a robostintersigning strategy in place thi
supports and validates unqualified assessment/quality assurance decisions, until the point
they meet the requirements as detailed above.

Reasonabledjustments andspecialconsiderations

Highfield Qualificatios has measures in place for learners who require additional support. Pl
refer to Highfield QualificationSReasonable Adjustments Policy for further information/guidance

ID requirements

It is the responsibility of the centre to have systems in place to ensure that the person taki
assessment is indeed the person they are claiming té\beentres are therefore required to ensui
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a valid passport (any nationality)

a signed UK photocard driving licence

a valid warrant card issued by HM forces or the police

another photographic ID card, e.g. employee ID card, student ID card, travel card etc

= =4 -4 =

If a learner is unable to produce any of the forms of photographic identification listed abo
centremayaccept another form of identification containing a signa&tuior example, a credit carc
Identification by a thiregparty representative, such as a line manager, human resources manai
invigilator, will also be accepted.

For more information on learner ID requirements, please referHaghfield Qualification§Core
Manual.

Progressioropportunities

Learners who successfully complete one of these qualifications may progress in one of the
following routes:

1 Employment Successful learners in completing this qualification will gain the skills and
knowledge required to start work in a variety of different sector areas e.g. security, custon
service.

{1 Education Successful learners may wish to continue withrtleeucational development and
look towards completing the higher level qualification in personal development for
employability (Level 2) available from Highfield, or work towards a more specific work bas
qualification.

Usefulwebsites

www.skKillsactive.com
www.skKillsforsecurity.org.uk
www.lantra.co.uk
www.skKillscfaorg
www.peoplelst.co.uk
www.skKillsforhealth.org.uk
www.improveltd.co.uk

=A =4 =4 =8 =8 -8 =9
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Appendix 1 Qualificationstructure

Tocompletethe Highfield Level2 Award in Personal Development for Employability (RQFarners
mustcomplete the following:

1 One mandatory unit
1 aminimum of 4 creditsfrom the optional units comprising:
0 amaximum of 2 credits at Entrizeve| and/or Level 1

To complete the Highfield Level 2Certificate in Personal Development for Employability (RQF),
learners mustomplete the following:

1 One mandatory unit
I aminimum of 11 creditsfrom the optional units comprising:
0 amaximum of 6credits at Entry LevelLevel land/or Level 3

Tocompletethe HighfieldLevel2 Diplomain Personal Development for Employability (RQIEgrners
mustcomplete the following:

I One mandatory unit
1 aminimum of 35 creditsfrom the optional units comprising:
0 amaximum of 18 credits at Entry Levelevel land/or Level 3

Mandatory group
Learners must achiewadl unitsin this group
unit Unit title Level GLH | Credit
reference
A/503/2867 | Seltmanagement skills 2 20 2
Optional units
. Unit title Level GLH Credit
reference
EmployabilityUnits
A/502/3019 | Completing a job application form Entry 2 10 1
D/502/0436 | Dealing with Problems in daily life Entry 2 20 2
L/505/4047 | Assessing myself for work Entry 3 25 3
A/506/4704 | Completing an Application Form Entry 3 10 1
A/505/6926 Developing Personal Presentation Skills for the Entry 3 10 1
Workplace
H/506/4700 Developing timemanagement skills for the Entry 3 10 1
workplace
T/506/4698 | Job searching Entry 3 20 2
D/505/3842 | Learning to be financially aware Entry 3 25 3
D/504/3361 | Personal Behaviour for Success Entry 3 30 3
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Qualifications

A/502/0461 | Preparation for work Entry 3 20 2
A/616/6546 | Produce a Curriculum Vitae Entry 3 20 2
Y/503/2827 | Alternatives to Paid Work 1 10 1
H/503/2832 | Applying for a Job 1 10 1
D/505/4053 | Assessing myself for a job 1 25 3
F/501/5827 | Being Responsible for Other People's Money | 1 10 1
D/503/2845 | Building Working Relationships with Colleagues 1 20 2
H/503/2846 | Building Working Relationships with Customers 1 20 2
F/503/2837 | Career Progression 1 20 2
J/503/2841 | Communicating Solutions to Others 1 20 2
A/503/2853 | Contributing to Meetings 1 10 1
M/506/4702 VE\)Ig\r/fFI)cl);(i:r;g effective communication skills for th 1 20 5
J/503/2838 | Developing Personal Skills for Leadership 1 20 2
Y/600/0616 | Effective Teamwork 1 19 2
M/503/2834 | Interview Skills 1 10 1
K/503/2847 | Investigating Rights arilesponsibilities at Work | 1 10 1
J/502/4206 | IT User Fundamentals 1 20 3
R/502/4256 | IT Security for Users 1 10 1
Y/503/2844 | Learning from More Experienced People 1 20 2
J/503/2855 | Learning from Work Placement 1 10 2
M/505/3845 | Learning to bdinancially capable 1 26 3
F/503/2840 | Learning with Colleagues and Other Learners | 1 20 2
F/600/3168 | Making informed career and progression choic¢ 1 20 2
M/503/2848 | Managing your Health at Work 1 10 1
H/503/2829 | Managing Your Own Money 1 20 2
H/504/3362 | Personal Behaviour for Success 1 30 3
J/505/6928 | Personal Presentation for the Workplace 1 20 2
F/501/5942 | Planning an Enterprise Activity 1 10 1
K/505/4055 | Planning for and learning from a job interview | 1 25 3
L/503/2842 | PositiveAttitudes and Behaviours at Work 1 10 1
L/503/2839 | Practising Leadership Skills with Others 1 20 2
K/503/2833 | Preparing for an Interview 1 10 1
F/503/2854 | Preparing for Work Placement 1 10 1
F/615/5158 | Principles of Health and Safety within the 1 4 1
Workplace
T/505/4057 | Providing personal information for the workplac 1 28
F/501/5939 | Running an Enterprise Activity 10

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
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L/503/2856 | Safe Learning in the Workplace 1 10 1
D/503/2831 | Searching for a Job 1 10 1
T/503/2835 | Selfmanagement Skills 1 20 2
T/503/2849 | Setting and Meeting Targets at Work 1 20 2
T/503/2852 | Summarising Documents 1 10 1
J/502/4299 | Using Email 1 15 2
T/502/4296 | Using the Internet 1 20 3
D/503/2828 | Working as a Volunteer 1 10 2
R/503/2843 | Working in a Team 1 30 3
R/503/2860 | Alternatives to Paid Work 2 10 1
K/503/2864 | Applying for a Job 2 10 1
L/505/4095 | Assessing myself for a career 2 28 3
A/615/8480 | Building Working Relationships wiGustomers | 2 20 3
L/501/6107 | Building Working Relationships with Colleagues 2 20 2
R/501/5895 | Communicating Solutions to Others 2 20 2
Y/501/5896 | Contributing to Meetings 2 10 1
K/501/5904 | Developing Personal Skills For Leadership 2 20 2
J/501/5912 | Effectiveness at Work 2 10 1
T/503/2866 | Interview Skills 2 10 1
M/503/2879 | Investigating Rights and Responsibilities at Wo| 2 10 1
D/503/2876 | Learning from More Experienced People 2 20 2
L/503/2887 | Learning from Work Placement 2 20 2
Y/501/5915 | Learning with Colleagues and Other Learners | 2 20 2
A/600/3573 | Making Informed Career and Progression Choi( 2 16 2
H/503/2880 | Managing your Health at Work 2 10 1
D/503/2862 | Managing Your Own Money 2 20 2
R/503/2888 | Planning arEnterprise Activity 2 10 1
Y/505/4097 | Planning for and reflecting on a job interview | 2 26 3
D/501/5916 | Practising Leadership Skills with Others 2 20 2
M/503/2865 | Preparing for an Interview 2 10 1
F/503/2885 | Preparing for Work Placement 2 10 1
D/505/4098 \Ij’vgerizll’l;i:neg personal information for the 5 20 3
Y/503/2889 | Running an Enterprise Activity 2 10 1
H/503/2863 | Searching for a Job 2 10 1
D/501/6113 | Setting and Meeting Targets at Work 2 20 2
J/615/8479 | Solving WorlkelatedProblems 2 20 3

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
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T/503/2883 | Summarising Documents 2 10 1

H/503/5066 | Terrorism awareness 2 9 1

D/602/4769 L}nderstandmg employment responsibilities anc 5 20 3
rights

Y/503/2861 | Working as a Volunteer 2 20 2

R/501/6058 | Working in a Team 2 30 3
Manage own professional development within &

L/600/9586 | organisation 3 20 4
*Level 2 Certificate and Diploma only.
Plan, allocate and monitor work of a team

/60079669 *Level 2 Certificate and Diploma only. 3 25 >
Set objectives and provide support for team

M/600/9600 | members 3 35 5
*Level 2 Certificate and Diploma only.

H/617/5824 | Understanding mineet towards work 20

M/617/5826 | Problem solving in a wostelated environment 18

F/617/5829 | Personapresentation and hygiene at work 10

Accounting Unit
K/615/6207 | An introduction to accounting 1 70 8
Active Leisure

3/600/0840 Understa_nq!rp Employment Rights and 5 15 5

Responsibilities
Business and Administration Units

F/601/2453 | Communicate in a business environment 21 4

K/601/2446 | Make and receive telephone calls 10 3
Recognise and deal with customer queries,

M/601/1508 | requests and problems 1 33 5
*Level 2 Certificate and Diploma only.

Y/601/2460 | Use a filinggystem 1 13 2

T/601/1221 | Deal with customers face to face 2 33 5
Communicate effectively with customers

R/601/1212 *Level 2 Certificate and Diploma only. 2 33 5

M/502/4555 | Database Software 2 30 4

L/601/1614 | Follow the rules to deliver customservice 2 30 4

J/502/4156 | Improving productivity using IT 2 30 4

R/601/7639 | Principles of providing administrative services | 2 32 4

3/601/7640 Principles of managing information and produc 5 24 3
documents

T/601/2482 | Produce documents inlausiness environment | 2 15 4

H/601/2493 | Use office equipment 2 18 4

K/601/2477 | Use a diary system 2 9 3

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
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Qualifications®

Improving productivity using IT

L/502/4157 *Level 2 Certificate and Diploma only. 3 40 >
Cleaning Units
Y/502/2251 Heal_th ar_1d Safety for theleaning and support 5 35 4
services industry
D/502/2252 Workl_ng with customers a_nd ot_hers in the 5 18 5
cleaning and support services industry
Conflict ManagementJnit
H/615/6965 M_anaglng conflict in the workplace wher_1 dealin 5 11 5
with customersservice users or the public
COSHH Unit
M/615/7553 Principles of the Control of Substances Hazard 5 5 1
to Health
COVID19 Unit
M/618/2954 | Keeping yourself and others safe from COWD | 1 4 1
Customer Service Units
Principles of Customer Service
V50174375 *Level 1 Certificate and Diploma only. 1 30 6
Delivery of effective customer service
J/600/1003 *Level 1 Certificate and Diploma only. 2 50 6
H/504/3832 | Principles of Customer Service 2 6 1
Supporting thecustomer service environment
J/600/0658 *Level 1 Certificate and Diploma only. 2 65 !
M/503/0386 | Principles of selling in a contact centre 2 14 2
T/617/5410 | Creating First Impressions 1 16 2
F/617/5412 | Making Conversation and Building Rapport 1 22 3
D/617/5417 | Complaint Resolution 1 36 5
K/617/5419 | Listening Technigues 1 16 2
D/617/5420 | Standardised Approach to Customer Service | 1 22 3
K/617/5422 | Communication Methods 1 36 5
A/617/5425 | Expectations of Working in Customer Service | 1 16 3
JI617/5427 | Use of online and digital software and systems| 1 22 3
L/617/5428 Legls_latlon e_md Regulation in the Customer 1 29 5
Service Environment
J/617/5430 | Personal Development within Customer Servic¢ 1 22 3
R/617/5432 | Awareness of Equality arRiversity 1 22 3
Y/617/5433 | Customer Feedback 1 22 3
A/617/5554 | Teamwork in Customer Service 1 22 3
Fire Safety Units
Y/615/7451 | Principles of Fire Safety Awareness 1 4 1

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)

Return to Contents

19



We listen and respond "yb\% Hi hfield
| Welistenandrespond (@) Highfield

K/615/7535 | Principles of Fire Safety 2 6 1
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Health and Social Care, Eaiyars and Childcare Units

Understand the principles and values in health

J/602/6189 and social care (adults and children and young| 1 26 3
people), early years and childcare
Understand the range of service provision and

A/602/6187 rol_es withinhealth and social care (adults and 1 26 3
children and young people), early years and
childcare
Introduction to duty of care in health, social car

H/601/5474 2NJ OKAf RNByQa | yR é2d:2 9 !

L/602/2905 | Principles otommunication in adult social care 5 17 5
settings

H/602/3039 Pnnmpleg of d|verS|t3_/, equality and inclusion in 5 18 5
adult social care settings

L/602/3035 Prmuple_s of personal development in adult soc 5 17 5
care settings

A/601/8574 Principles of sa_lfeguardlng and protection in 5 26 3
health and social care

Hospitality and Catering Units

T/502/8297 Prmc_lples of Providing a Counter and Takeawa 1 6 1
Service

R/600/0615 _Safe, H_ygl_enlc and Secure Working Environme 1 16 5
in Hospitality

L/600/1133 | Dealing with Payments 2 9 1

D/616/6880 | Food Safety Awareness in Catering 1 1

R/615/8162 | Principles of Food Safety in Catering 2 1

L/617/7261 | Principles of Food Safety for Catering 2 1

D/600/0617 | GivingCustomers a Positive Impression 2 18 2

L/615/5244 | Health and Safety within the Workplace 2 6 1

F/600/0626 | Preparation and Clearing of Service Areas 2 26 3

J/502/8319 | Principles of Cleaning Drink Dispense Lines 2 12 2

T/600/1059 Prl_nC|pIes of Customer Serwce in Hospitality 5 10 1
Leisure Travel and Tourism

R/502/8257 Principles (_)f how 'Fo maintain an efficient use of 5 11 5
resources in the kitchen

R/502/8307 | Principles of Maintaining Cellars and Kegs 2 12 2
Principles of Maintaining Customer Service

K/502/8314 Through Effective Handover 2 15 2

R/502/8260 Principles qf Preparing and Clearing Areas for 5 15 5
Table Service

Y/502/8261 | Principles of Preparing and Clearing Bar Areas| 2 15 2

H/502/8327 Principles of P_reparlng and Serving Dispensed 5 6 1
Instant Hot Drinks

M/502/8265 | Principles of Preparing and Serving Wines 2 15 2

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
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Principles of Promoting Additional Services or

V/502/8311 Products to Customers 2 10 2
M/502/8296 ggr\zgpeles of Providing a Buffet and Carvery 5 6 1
A/502/8317 E;g]t():lfrlﬁi of Resolving Customer Service 5 10 5
T/502/8316 | Principles obetting up and closing the kitchen | 2 7 1
J/600/0627 | Service of Alcoholic and Néicoholic Drinks 2 10 1
T/600/0624 | Service of Food at Table 2 10 1
H/616/6881 | Food Safety Awareness in Manufacturing 1 1
D/615/8164 | Principles of Food Safety fitanufacturing 2 1
Y/617/7263 | Principles of Food Safety for Manufacturing 2 1
Land Based Units
ooz | (S5 POUNG ook UG 9 enya| 20 |2
T/502/1026 | Construct a composter Entry 3 20 2
R/504/0182 | Aerate turf by hand 1 15 2
L/502/4742 | Assist with harvesting and preparing crops 1 27 3
T/502/4055 | Assist with the Maintenance of Equipment 1 36 4
D/502/4101 | Assist with the movement of animals 1 18 2
H/504/0171 t?;:}lg;’:)eratnd prepare produce or plant material f 1 20 5
M/504/0013 Er?éirrrzﬁ]se?\?i”si%ﬂ with colour indicator test kit 1 15 5
L/504/0178 | Lay paving blocks on sand 1 20 2
D/504/0198 | Maintain hand tools 1 15 2
D/504/0203 | Mix mortar or concrete 1 15 2
Y/600/0292 | Planting and staking a tree 1 18 2
F/502/4740 | Principles of the maintenance of equipment 1 18 2
Logistics Unit
L7 e e ey (3 1| 2
Manual Handling Units
D/602/4593 | Manual handling safety at work 10
F/615/6925 | Moving people safely 10
Retail Units
T/502/5819 | Understanding customer service in the retail 1 17 2
sector
M/502/5804 | Understanding how a retail business maintains| 1 15 2

health, safety and security on its premises
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R/502/5780 | Understanding how individuals and teams 1 15 2
contribute to the effectiveness of a retail busine

A/502/5756 | Understanding the busirss of retalil 1 8

J/502/5808 | Understanding the control, handling and 1 11
replenishment of stock in a retail business

T/502/5805 | Understanding the retail selling process 1 13 2

M/502/5821 Understanding customer service in the retalil 5 29 3
sector

A/602/2317 Underst_andlng environmental sustainability in 5 16 3
the retail sector

A/502/5823 Understanding how a retail bt_Jsmess maintains 5 15 5
health and safety on its premises

3/502/5789 Undgrstandmg how |n.d|V|duaIs and teqms _ 5 29 3
contribute to theeffectiveness of a retail busines

K/502/5817 Und.ersta.ndlng security and loss prevention in ¢ 5 15 5
retail business

£/502/5810 Under_standlng the c_:ontrol, receipt and storage 5 17 5
stock in a retail business

H/502/5797 Understan_dlng the_hand.llng of customer 5 8 5
payments in a retail business

A/502/5806 | Understanding the retail selling process 2 15 2

A/600/0656 Unc!erstandlng visual merchandising for retail 5 39 4
business

Risk Assessment Unit
R/616/4351 | RiskAssessment Principles 2 6 1
Underage Sales Prevention Unit

A/617/1780 Preve_ntmg underage sales in retail and license 5 5 1

premises
Warehousing Unit
L/502/2764 Warehousing and Storage Principles 5 110 14

*Level 1 Diploma only.
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Thisqualification contains the following barred combinations. Learners must achieve either one or
the other, not both:

Alternatives to Paid Work (R/503/2860)

Alternatives to Paid Work (Y/503/2827)

Applying for a JoH/503/2832)

Applying for a Job (K/503/2864)

Assessing myself for a job (D/505/4053)

Assessing myself for work (L/505/4047)

Assessing myself for a career (L/505/4095)

Building Working Relatiships with
CustomergA/615/8480

Building WorkindRelationships with
CustomergH/503/2846)

Communicating Solutions to Others
(J/503/2841)

Communicating Solutions to Others
(R/501/5895)

Contributing to Meetings (A/503/2853)

Contributing to Meetings (Y/501/5896)

Developing Personal Skills for Leadership
(J/503/2838)

Developing Personal Skills For Leadership
(K/501/5904)

Principles of Fire Safety Awareness
(Y/615/7451)

Principles of Fire Safety (K/615/7535)

Principles of Food Safettyr Catering
(L/617/726])

Food Safety Awareness in Catering
(D/616/6880

Principles of Food Safetyr Manufacturing
(Y/617/7263

Food Safety Awareness in Manufacturing
Title TBCH/616/6881)

Improving productivity usingrl(J/502/4156)

Improving productivity using IT (L/502/4157

Interview Skill§M/503/2834)

Interview Skills (T/503/2866)

Investigating Rights and Responsibilities at
Work (K/503/2847)

Investigating Rights and Responsibilities at]
Work (M/503/2879)

Learning from More Experienced People
(D/503/2876)

Learning from Mord=xperienced People
(Y/503/2844)

Learning from Work Placeme(/503/2855)

Learning from Work Placeme(it/503/2887)

Learning with Colleagues and Other Learner
(F/503/2840)

Learning with Colleagues and Other Learng
(Y/501/5915)

Making InformedCareer and Progression
Choices (A/600/3573)

Making informed career and progression
choices (F/600/3168)

Managing Your Own Money (D/503/2862)

Managing Your Own Money (H/503/2829)

Planning an Enterprise Activity (F/501/5942)

Planning an Enterprise Activitig/503/2888)

Running an Enterprise Activiflf/501/5939)

Running an Enterprise Activity (Y/503/2889

Personal Behaviour for Success (D/504/336!

Personal Behaviour for Success (H/504/33

Practising Leadership Skills with Others
(D/501/5916)

Practisig Leadership Skills with Others
(L/503/2839)

Preparing for an Interview (K/503/2833)

Preparing for an Interview (M/503/2865)
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Preparing for and reflecting on a job interviey
(Y/505/4097)
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Preparing for and learning from a job
interview (K/505/4055)

Preparing for Work Placement (F/503/2854)

Preparing for Work Placement (F/503/2885

Principles of Customer Service (H/504/3832)

Principles of Customer Service (Y/501/437}

Providing personal information for the
workplace (T/505/4057)

Presenting personal information for the
workplace (D/505/4098)

Searching for a Job (D/503/2831)

Searching for a Job (H/503/2863)

Job searching (T/506/4698)

Selfmanagement Skills (A/503/2867)

Selfmanagement Skills (T/503/2835)

Setting andVleeting Targets at Work
(D/501/6113)

Setting and Meeting Targets at Work
(T/503/2849)

Summarising Documents (T/503/2852)

Summarising Documents (T/503/2883)

Understanding customer service in the retalil
sector (M/502/5821)

Understanding customeservice in the retalil
sector (T/502/5819)

Understanding employment responsibilities
and rights (D/602/4769)

Understanding Employment Rights and
Responsibilities (J/600/0840)

Understanding how individuals and teams
contribute to the effectiveness of a rait
business (J/502/5789)

Understanding how individuals and teams
contribute to the effectiveness of a retalil
business (R/502/5780)

Understanding how a retail business maintai
health and safety on its premises (A/502/582

Understanding how a retail buress
maintains health, safety and security on its
premises (M/502/5804)

Understanding the retail selling process
(A/502/5806)

Understanding the retail selling process
(T/502/5805)

Understanding the control, handlirand
replenishment of stock in a retail business
(J/502/5808)

Understanding the control, receipt and
storage of stock in a retail business
(F/502/5810)

Working as a Volunteer (D/503/2828)

Working as a Volunteer (Y/503/2861)

Working in a Tear(R/501/6058)

Working in a Team (R/503/2843)

Managing Your Health at Work (M/503/2848

Managing Your Health at Work (H/503/288
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Appendix 2:Qualification content

Unit Title: Selfmanagement Skills
Unit number: A/503/2867

Credit: 2

GLH: 20

Level: 2

{@yHighfield

et ouiiicaion:]

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Understand the importance of self
managementfor work

1.1 Explain why it is important for individuals to
seltmanagein the workplace

1.2 Explain how teselfmanage in the workplace

1.3 Explain benefits to others in the workplace
whenindividuals selimanage effectively

2.Be able to seimanage for work

2.1 Produce a plan of activities and breaks for g
workingday
2.2 Carry out activities prioritisingp achieve dailyf
objectives

3. Be able to review own selfnanagement
skills for work

3.1 Assess own sefthanagement skills for work
3.2 Identify aspects of sethanagement for
improvement
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EMPLOYABILITY UNITS

Unit Title: Completing a jokapplication form
Unit number: A/502/3019
Credit: 1
GLH: 10
Level: Entry 2
Learning Outcomes Assessment Criteria
The learner will The learner can
1. Be able to complete a simple job applicatio| 1.1 Collect the information needed for the
form application form, with help
1.2 Complete a simple job application form, witf
help
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Unit Title: Dealing with Problems in daily life
Unit number: D/502/0436
Credit: 2
GLH: 20
Level: Entry 2
Learning Outcomes Assessment Criteria
The learner will The learner can
1. Demonstrate an awareness of how to 1.1 Identify a straightforward problem
recognise straightforward problems 1.2 Identify a way of tackling the problem, with
appropriate support
2. Tacklestraightforward problems 2.1 Tackle the problem using a given procedurg
2.2 Ask for advice or support if needed
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Unit Title: Assessing myself for work
Unit number: L/505/4047
Credit: 3
GLH: 25
Level: Entry 3
Learning Outcomes Assessment Criteria
The learner will The learner can
1. Know what skills and personal attributes are| 1.1 Identify actions which may lead to success
needed for success in work work
1.2 State the skills needed for successliffierent
workplace activities
1.3 Identify the personal attributes needed for
success in different workplace activities
2. Be able to assess level of own skills and 2.1 ldentify own:
personal attributes T skills

9 personal attributes

2.2 Assesgurrent level of own skills and person
attributes, to include;:
I own assessment
9 confirmation of own assessment by
person(s) supervising.

3 Know skills and personal attributes that need| 3.1 ldentify a specific job gersonal interest

to be developed for specific jobs 3.2 Identify skills to be developed for a specific
job

3.3 Identify personal attributes to be developed
for a specific job

4. Be able to produce an action plan to develog 4.1 Produce aaction plan to develop skills for a
skills and personal attributes for a specific job specific job, to include:
a start date

skills to be developed

ways to develop the skills

who can help with the development
target dates

4.2 Produce a plan to develop personal attributg
for a specific job tanclude:
1 astart date

personal attributes to be developed
ways to develop the personal attributes
who can help with the development
target dates

= =4 -4 -4 A

= =4 =4 =
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Unit Title: Completing an Application Form
Unit number: A/506/4704

Credit: 1

GLH: 10

Level: Entry 3

{@yHighfield

et ouiiicaion:]

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Know the information required when
completing an application form

1.1 List the main sections to be completed on a

1.2

application form
Identify personal information to be included
on an application form

2. Be able to complete an application form

2.1

2.2

2.3

2.4

Collect own information to complete an
application form

Use own information to complete an
application form

Present own application form in an agreed
format, with help

Check that the application form has been
completed correctly
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Unit Title: Developing Personal Presentation Skills for the Workplace
Unit number: A/505/6926
Credit: 1
GLH: 10
Level: Entry 3
Learning Outcomes Assessment Criteria
The learner will The learner can
1. Know about personal presentation for the 1.1 State why personal presentation is importar
workplace at work

1.2 ldentify appropriate personal presentation fq
an area of work

1.3 ldentify inappropriate personal presentation
for an area of work

2. Be able to present seHppropriately for the | 2.1 Adhere to dress codes in line with workplac

workplace requirements

2.2 Follow workplace requirements for own
hygiene and cleanliness
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Unit Title: Developing timemanagement skills for the workplace
Unit number: H/506/4700
Credit: 1
GLH: 10
Level: Entry 3
Learning Outcomes Assessment Criteria
The learner will The learner can
1. Understand the importance of time 1.1 Identify time-management skills used in the
management skills for the workplace workplace
1.2 List the benefits of timeananagement skills
for the workplace
2.Be able to use timananagement skills 2.1 List own tasks for a wostelated activity, with
help
2.2 Estimate the time needed for each task, wit
help

2.3 Prioritise own tasks for a wotielated activity

2.4 Complete tasks within the time agreed

2.5 ldentify what action to take if you are unablg
to complete agreed work activities
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Unit Title: Job searching
Unit number: T/506/4698

Credit: 2
GLH: 20
Level: Entry 3
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know where to find information on job 1.1 List sources of information for job vacancieq
vacancies
2. Know how to search for suitable job roles 2.1 Identify suitable occupational sectors for ow
job search
2.2 List roles suitable for own job search
2.3 Identify skills and knowledgequired for
selected job roles
3. Be able to search for job vacancies 3.1 Identify suitable job vacancies from sourceg
information
3.2 Select a job vacancy that matches own skKill
and knowledge
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Unit Title: Learning to be financially aware
Unit number: D/505/3842
Credit: 3
GLH: 25
Level: Entry 3
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know how money is used 1.1 Identify different uses of money
1.2 Identify financial risks and financi@wards of

using money
1.3 Identify different ways of paying for goods
and services

2. Know about United Kingdom (UK) state 2.1 Identify different United Kingdom (UK) state|

financial benefits financial benefits

2.2 ldentify how different groups of peoplmight
gain from United Kingdom (UK) state financ
benefits

3. Be able to plan personal spending for a weel 3.1 ldentify total income for one week

3.2 ldentify the cost of different items to be
bought

3.3 Calculate the difference between income ar
expenditure

4. Understand financial documents 4.1 Identify the purpose of routine financial
documents

4.2 List key information found on financial
documents

4.3 Demonstrate the use of a routine financial
document

5. Be able to carry oufinancial transactions 5.1 Demonstrate how to buy products/services
using cash

5.2 Demonstrate how to buy products/services
using a card or voucher

6. Know the consequences of getting into debt| 6.1 Identify different ways of getting into debt

6.2 Identify problems that debt may cause an
individual

6.3 Identify sources of help for people in debt
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Unit Title: Personal Behaviour for Success

Unit number: D/504/3361

Credit: 3

GLH: 30

Level: Entry 3
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know how behaviours influence different 1.1 List different situations where behaviours
situations change

1.2 Give examples of positive behaviour in give

situations

2. Know how ownbehaviour impacts on others | 2.1 Describe how verbal communication
influences given situations

2.2 Describe how notverbal communication
influences given situations

2.3 Describe appropriate dress for given

situations
2.4 Describe how own behaviour impaais
others
3. Know strategies that can be used to modify | 3.1 Identify techniques to manage different typg
behaviour in different situations of behaviours in self

3.2 Identify techniques to respond to different
types of behaviour in others

4. Know howpersonal behaviour affects 4.1 List factors that contribute to personal
personal success success
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Unit Title: Preparation for work
Unit number: A/502/0461
Credit: 2
GLH: 20
Level: Entry 3
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand the skills and qualities needed f{ 1.1 Describe some personal skills and qualities
working life which employees need

1.2 Identify how their own skills and qualities
compare with theskills and qualities
employees need

1.3 Identify areas for development

2. Investigate personal career opportunities 2.1 Find out about potential job roles which
interest them

2.2 ldentify a suitable potential job role

2.3 Prepare key personatformation needed to
apply for the job role
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Unit Title: Produce a Curriculum Vitae
Unit number: A/616/6546
Credit: 2
GLH: 20
Level: Entry 3
Learning @tcomes Assessment Criteria
The learner will The learner can

1 Know the purpose of &urriculum Vitae CV 1.1 Outline why a CV might be used when
applying for a job

2 Know information required in a CV 2.1 Identify core informatiomeeded to complete
aCVv
3 Be able to produce a CV 3.1 Produce a curriculum vitae (CV) with persot

information for use when seeking

employment, to include:

name

contact details

work experience (with dates)

education (with dates)

personal skills and attributes

other relevant infemation

3.2 Produce a curriculum vitae (CV) for use wh¢
seeking employment, checking that it is:

eEegegeee

w legible

w logical

w in an appropriate format

w checked and free from errors
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Unit Title: Alternatives to paid work
Unit number: Y/503/2827

Credit: 1

GLH: 10

Level: 1

{@yHighfield
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know different types of alternatives to paid
work

1.1 Outline different types of alternatives to paidg
work

Listways to access information on
alternatives to paid work

Identify opportunities for alternatives to paid
work from organisations

1.2

1.3

2. Understand the value of skills and qualities

gained from participating in alternatives to paid
work

2.1 Outlineskills and qualities gained from

participating in alternatives to paid work

Explain how the skills and qualities gained
from participating in alternatives to paid wor
may be transferable to other areas of life

2.2
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Unit Title: Applying for a Job
Unit number: H/503/2832
Credit: 1

GLH: 10

Level: 1

{@yHighfield
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand different methods of applying fo

jobs

1.1 Ouitline different methods of applying for a
job

1.2 Explain whyifferent methods of applying for
a job are used

2. Be able to complete a job application

2.1 Present relevant information collected for a
job application

2.2 Complete a job application form accurately

2.3 Complete a CV for a job application igigen
format

2.4 Present an appropriate covering letter for
ajob application
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Unit Title: Assessing myself for a job
Unit number: D/505/4053
Credit: 3
GLH: 25
Level: 1
Learning @tcomes Assessment Criteria
The learner will Thelearner can

1 Understand the skills and personal attributes| 1.1 Explain behaviours that lead to success in tH
needed for success at work workplace
1.2 Outline how success at work is acknowledgd
1.3 Describe how skills in different workplaces nf
lead tosuccess, to include:
1 sectorspecific
{ transferable
1.4 Describe how personal attributes may lead t

success
2 Be able to assess level of own skills and 2.1 Identify:
personal attributes 1 own skills

{ own personal attributes

2.2 Assess current levelr:
1 own skills
{ own personal attributes

2.3 Justify own assessment of skills and
attributes, to include feedback from person(
supervising

3 Understand sectoespecific skills and personal| 3.1 Identify skills and attributes needed for a

attributes that need to be developed for jobs in sectorspecific job

sectors 3.2 Describe why different skills and attributes
are needed for a sectespecific job

3.3 Identify own skills and attributes that need
development for a sectespecific job

4 Be able to pla the development of skills and | 4.1 Produce an action plan for skills developme
personal attributes for jobs to include:
1 skills to be developed for a job
1 ways of developing skills
1 support needed
1 start, review and target dates
4.2 Produce araction plan for personal attribute
development, to include:
7 attributes to be developed for a job
1 ways of developing attributes
1 support needed
1 start, review and target dates
4.3 Describe the importance of having an actior]
plan for personal development
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Unit Title: . SAy3a wSalLkRyaa
Unit number: F/501/5827

Credit: 1

GLH: 10

Level: 1

0fS FT2NJI hdiKSNItS2L}f SQa
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know different methods of payment and
when they could baused

11
1.2

Identify different methods of payment
Describe when different methods of paymet
are likely to be used

2. Understand the importance of handling othe
LIS2 L) SQ& Y2ySeée NB&aLRY

2.1

Explain the consequences of not handling
otherLIS2 LI SQ&a Y2ySé NB

3. Know procedures that might apply when
NBalLlR2yairofS FT2NJ 23KSN

3.1

Describe procedures that might apply when
NBalLl2yairoftsS FT2NJ 2{0K:

4. Be able to handle financial transactions
responsibly

4.1

4.2

Carryout simple financial transactions
accurately
Keep an accurate record of simple financial

transactions
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Unit Title: Building Working Relationships with Colleagues
Unit number: D/503/2845

Credit: 2

GLH: 20

Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Know why it is important to get on well with | 1.1 Identify different types of colleagues an

colleagues employee needs to interaatith at work

1.2 Outline why an employee needs to get on
well with each type of colleague

2. Be able to work with employers and/or 2.1 Complete a task as instructed by employerd

managers and/or managers

2.2 Use appropriate language and tone when
communicating with employers and/or
managers

3. Be able to work with pers in the workplace | 3.1 Use appropriate language and tone when
communicating with peers

3.2 Contribute ideas and opinions in a way that
peers find acceptable

3.3 Carry out their own role or task in line with
the agreed or designated expectations of th
peers

3.4 Seek and accept help, guidance and feedbd
from peers when appropriate

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
42




We listen and respona

il

Y Highfield

g
:
:%7{&% Qualifications®

Unit Title: Building Working Relationships with Customers
Unit number: H/503/2846
Credit: 2
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know that the way of presenting self makes| 1.1 Identify positive ways of presenting self to
an impression on a customer or client customers or clients, including appearance,

manner and language
1.2 Ouitline effects of presenting self positively ¢
a customer or client
1.3 Ouitline effects of presenting self negatively
on a customer or client

2. Know that organisations normally have 2.1 Outline the basic rules in an organisation fo
protocols for dealing with customers or clients dealing with customers or clients
3. Be able to interact positively with customers| 3.1 C2f f 26 |y 2NBI yAal i/
or clients in line with giverprotocols answers to straightforward customer querie
or to carry out straightforward customer
requests
3.2 Demonstrate polite behaviour towards
customers

3.3 ldentify situations when it is necessary to
refer the customer to another colleague or
department
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Unit Title: Career Progression
Unit number: F/503/2837
Credit: 2
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand careeprogression 1.1 Explain the importance of career progressid

for the individual
1.2 Describe the role of work and study in cared
progression

2. Be able to assess skills and qualities for car¢ 2.1 Outline personal skills, qualities and

progression experience relevant to career progression

2.2 ldentify areas of work or study suited to owr
personal skills, qualities or experience

3. Be able to plan shorsterm goals for career 3.1 Identify sources foinformation and guidance]

progression for own career progression

3.2 ldentify career and course options from
sources of information and guidance
appropriate to own skills, qualities and
experiences

3.3 ldentify shortterm goals that will help
progress own career

3.4 Identify a timeline for achieving the shert
term career progression goals

3.5 ldentify resources for achieving the short
term career progression goals
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know how to solve problems

11

1.2

Identify an appropriate problem that can be
solved
Identify a way in which to solve the problem

2. Know how tocommunicate the solution
appropriately to others

2.1

2.2

Identify appropriate communication method
to present the solution to others

Identify appropriate information to
communicate the solution

3. Be able to communicate the solution
appropriately to othes

3.1

3.2

Present the solution to others in an
appropriate way
wSaL2yR | LILINE LINRA | G S

4. Be able to review own performance

4.1

4.2

Identify one aspect that went well and one
that did not go so well

Suggest a solution for the aspect thadl shot
go so well
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Unit Title: Contributing to Meetings
Unit number: A/503/2853
Credit: 1
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know the format of a meeting 1.1 Outline main types afeetings
1.2 Define main terms used at formal meetings
1.3 Identify the main parts of an agenda
1.4 Outline the activities carried out after the
meeting
2. Know how to prepare for meetings 2.1 ldentify the main issues or topics to be

covered at a meeting

2.2 List questions that may be asked at a meeti
based on the agenda and papers provided

2.3 ldentify potential problems that might arise i
preparing for the meeting

2.4 |dentify potential problems that might arise
during the meeting

3. Be able to cormibute effectively at meetings | 3.1 Make an effective contribution at the meetin
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Unit Title: Developing effective communication skills for the workplace
Unit number: M/506/4702
Credit: 2
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand the importance of effective 1.1 List types of communication used in the
communication for the workplace workplace
1.2 Identify types of communication used for
different purposes
1.3 Identify the benefits of effective
communication for the workplace
1.4 State the importance of listening to
instructions
2. Understand how to communicate effectively| 2.1 Identify how to communicate effectively witH
with others others
2.2 Outline the importance of communicating
effectively with others
3. Be able to use communication skills with 3.1 Demonstrate effective communication skills
others with others
3.2 Demonstrate how to listen to instructions
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Unit Title: Developing Personal Skills for Leadership
Unit number: J/503/2838
Credit: 2
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Know about the main features of leadership| 1.1 Identify different types of leadership
1.2 Outline main features of leadership

2. Know how to make decisions 2.1 ldentify a decision that needs tme made
about a task or situation
2.2 Outline steps needed to make the decision

3. Know how to give instructions to members o 3.1 ldentify instructions needed by members of

a group group to carry out an aspect of their tasks o
activities

3.2 Give instuctions to group members

4. Know how to give and receive feedback abg 4.1 Give examples of when feedback was giver

a task or activity about a task or activity to another group
member

4.2 Give examples of when feedback was
received about a task or actiy from another
group member
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Unit Title: Effective Teamwork
Unit number: Y/600/0616
Credit: 2
GLH: 19
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know how to organise their own work 1.1 State theorder of work to complete a task
1.2 Describe situations when it is appropriate td
ask for help

1.3 Describe situations when it is appropriate td
help and support others

1.4 State the importance of working to deadline

1.5 State why it is important to falw instructions
accurately

1.6 State the importance of keeping work areas
clean and tidy

2. Know how to support the work of a team 2.1 State the benefits of helping team members

2.2 State the importance of passing information
to the relevant people

2.3 Sate the importance of clear communicatiof|

2.4 Describe ways to maintain good working
relationships in a team

2.5 State problems in working relationships that
should be reported to line managers

3. Know how to contribute to their own learning 3.1 List benefits of selflevelopment

and developnent 3.2 State the importance of feedback from teanm
members

3.3 Describe how a learning plan could improvg
aspects of work

3.4 List types of activities that help learning
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Unit Title: Interview Skills
Unit number: M/503/2834
Credit: 1
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Be able to prepare to be interviewed 1.1 Demonstrate punctuality for the interview
1.2 Demonstrate care ipersonal appearance
relevant to the interview
2. Be able to respond to questions in an 2.1 Answer questions asked by the interviewer
interview with appropriate informative responses
2.2 Demonstrate attention through use of nen
verbalcommunication
3. Be able to assess own performance in an 3.1 Outline what went well in the interview and
interview what did not
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Unit Title: Investigating Rights and Responsibilities at Work

Unit number: K/503/2847

Credit: 1

GLH: 10

Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
M® Yy2g SYLI 28SS WNAI 11lhdzifAyS SYLX 28SS WNJ
in a place of work 12 hdzitf AyS SYLX 28SS WNJ
2. Know how therights of individuals are 2.1 Describe the factors that may affect the righ
supported in a place of work of individuals at work

2.2 Describe how to respect the rights of
individuals at work

2.3 ldentify laws that can protect the rights of
employees at wik

3. Know the responsibilities of employersina | 3.1 ldentify employer responsibilities at work, in
place of work regardto:

w fulfilling a contract

w health and safety

w equal opportunities and preventioof
discrimination
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Unit Title: ITUser Fundamentals
Unit number: J/502/4206
Credit: 3
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1.Use IT systems to meet needs 1.1 Use correct procedures to start and shutdoy
an IT system
1.2 Useinterface features effectively to interact
with IT systems
1.3 Adjust system settings to meet individual
needs
1.4 Use a communication service to access the
Internet
1.5 Use appropriate terminology when describir
IT systems
2. Organise, store and retriev information 2.1 Work with files and folders so that it is easy
efficiently find and retrieve information

2.2 ldentify what storage media to use
2.3 Organise and store information, using gene
and local conventions where appropriate

3. Follow and understand the need for safety | 3.1 Work safely and take steps to minimise

and security practices physical stress

3.2 Recognise the danger of computer viruses,
and how to minimise risk

3.3 Keep information secure

3.4 Outline why it igmportant to stay safe and td
respect others when using I®ased
communication

3.5 Follow relevant guidelines and procedures f
the safe and secure use of IT

4. Carry out routine maintenance of IT systems| 4.1 ldentify why routine maintenance of

and respond to routine IT system problems hardware is important and when to carry it
out

4.2 ldentify where to get expert advice

4.3 Carry out regular routine maintenance of IT
systems safely

4.4 Take appropriate action to handle routine 1T
problems
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Unit Title: IT Security for Users
Unit number: R/502/4256
Credit: 1
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Use appropriate methods to minimise 1.1 Identify security issues that may threaten
security risks to IT systems and data system performance

1.2 Take appropriate security precautions to
protect IT systems and data

1.3 Identify threats to information security
associated with the widespread use of
technology

1.4 Take appropriate precdions to keep
information secure

1.5 Follow relevant guidelines and procedures f
the secure use of IT

1.6 Describe why it is important to backup data
securely

1.7 Ensure personal data is backed up to
appropriate media
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Unit Title: Learning fromMore Experienced People
Unit number: Y/503/2844

Credit: 2

GLH: 20

Level: 1

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know how to identify more experienced
people

1.1 Identify people with more experience they
could come into contact within the workplac
or place of learning

1.2 Identify people with more experience they
could come into contact with outside the
workplace or place of learning

2. Be able to learn from people with more
experience

2.1 ldentify what is useful about the ways to leal
from people with more experience

2.2 ldentify appropriate ways to learn from
someonewith more experience

2.3 Use an appropriate method to learn from
someone with more experience

3. Understand what they havésarned from
people with more experience

3.1 Identify skills that people with more
experience have demonstrated

3.2 Describe how these skills could be used in
own context
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Unit Title: Learning from Work Placement
Unit number: J/503/2855
Credit: 2
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Be able to reflect on what has been learned| 1.1 Keep an accurate record of tasks undertakg
from the work placement during workplacement
1.2 Identify what has been learned from key tag

undertaken during the work placement

experience
2. Know how tasks could be undertaken 2.1 Identify tasks undertaken during the work
differently or improved placement that could be carried out

differently or improved
2.2 Outline different ways to carry out tasks

3. Be able to use learning from work placemen{ 3.1 Set shoriterm goals which build on own
to set shortterm goals learning from work placement
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Unit Title: Learning to bdinancially capable
Unit number: M/505/3845
Credit: 3
GLH: 26
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand how money is used 1.1 Ouitline different uses of money, to include:

1 making money
1 regular spending
1 non-essential spending
1 saving
1 borrowing
1 gambling
1.2 Identify financial services used by individua
1.3 Describe aspects of financial services, to
include:
1 financial risks and rewards
1 importance to individuals
1.4 Descibe advantages and disadvantages of
different payment methods
1.5 Describe how money can help achieve
personal aspirations

2. Know about United Kingdom (UK) state 2.1 Outline different United Kingdom (UK) state

financial benefits financialbenefits

2.2 Describe how different groups of people
might gain from United Kingdom (UK) state
financial benefits

3. Be able to plan personal spending for a wee| 3.1 Describe how different groups of people
might gain from United Kingdom (UK) state
financil benefits

3.2 Identify the cost of different items to be paid
for in one week

3.3 Calculate the difference between income ar
expenditure

3.4 Describe actions to help budgeting

4. Understand financial documents 4.1 Outline the purpose of routine finaradi
documents

4.2 Outline the importance of information found
on routine financial documents

5. Be able to carry out financial transactions 5.1 Demonstrate making and checking paymen
to include:
{ cash
1 debit/credit cards

5.2 Research features offanancial account
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Learning @tcomes Assessment Criteria
The learner will The learner can

5.3 Identify documentation required to open a
financial account

6. Understand the consequences of getting int¢ 6.1 Describe different ways of getting into debt

debt 6.2 Outline problems that getting into debt may
cause for anndividual and family

6.3 Identify sources of help for people in debt
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Unit Title: Learning with colleagues and other learners

Unit number: F/503/2840

Credit: 2

GLH: 20

Level: 1
Learning @tcomes Assessment Criteria
The learner will Thelearner can
1. Know of situations where learning can take | 1.1 Outline learning situations with eaorkers
place 1.2 Ouitline learning situations with other learne
2. Be able to interact with colleagues or other | 2.1 Give opinions about an aspect of own learn
learners in a learning situation 22 wWwSAL2YR I LILINE LINR I G S

and feelings about an aspect of learning
2.3 Give and receive feedback about own learn

3. Know that people have preferred individual | 3.1 ldentify own preferred method of learning

learning styles 3.2 Outline how this compares to how
other people prefer to learn
4. Be able to record progress in learning 4.1 State own learning goal

4.2 ldentify the progress made towarasvn
identified learning goal

4.3 Outline whatwent well and what did not go
so well in own learning

4.4 Create a new learning plan to achieve the
next learning goal
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Unit Title:

Unit number: F/600/3168
Credit: 2

GLH: 20

Level: 1

s&) Highfield

Qualifications”

Making informed career and progression choices

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know how career choices are influenced

11
1.2

1.3

Define career
Describe factors which may influence caree
choices

Outline influences on own career choices

2. Be able to match needs, interests, values,
skills, abilities and attitudes to career options

2.1

2.2

2.3

Carry out a selévaluation of needs, interestd
values, skills, abilities and attitudes

Use information sources to research career
options which matcmeeds, interests, values
skills, abilities and attitudes

Identify career options

3. Be able to prepare for a career guidance
interview

3.1
3.2

Prepare a personal statement
Plan questions to ask in a career guidance
interview

4. Be able to plan leaiing for career
management

4.1

Contribute to individual learning plans to
reflect career options
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Unit Title: Managing your Health at Work
Unit number: M/503/2848

Credit: 1

GLH: 10

Level: 1

[
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Y

{g Highfield
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know the risks to health for a chosen area o
work

1.1 Describe risks to employee health for
achosen area of work

2. Understand how to maintairgood health in a
chosen area of work

2.1 Explain measures to safeguard health for
achosen area of work

2.2 ldentify sources of information on
safeguarding own health
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We listen and respon:

Unit Title: Managing Your Own Money
Unit number: H/503/2829

Credit: 2

GLH: 20

Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Be able to compare personal income with 1.1 Identify different sources of income
expenditure 1.2 Identify regular weekly expenditure
1.3 Use calculations to compare weekly incomg

with expenditure

2. Know how to save money 2.1 Outline ways to make savings in weekly
expenditure

2.1 Ouitline features of different types of savingy
accounts

2.2 ldentify a savings account to match own
needs

3. Understand borrowing money 3.1 Identifyreasons why borrowing money could
be necessary

3.2 Explain factors to take into account before
borrowing money

3.3 Ouitline the features of different ways to
borrow money
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Unit Title: Personal Behaviour for Success
Unit number: H/504/3362
Credit: 3
GLH: 30
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand how different factors affect 1.1 Identify different situations where behaviour
behaviour changes
1.2 Explain why behaviowhanges in different
situations
2. Know how different codes of behaviour 2.1 Describe how verbal communication can be
influence different situations used in different situations
2.2 Describe how body language can influence
situations

2.3 Describe how drss codes influence situation

3. Know strategies to use to manage behavioul 3.1 Compare different strategies for managing

in different situations behaviour

3.2 Identify techniques to manage behaviour in
different situations

4. Be able to manage own belvéur, in given 4.1 Use techniques to manage own behaviour,

situations given situations

4.2 Use techniques to respond to behaviour in
others, in given situations

5. Know how personal behaviour affects 5.1 Identify factors thattontribute to personal

personal success success

5.2 Describe how personal behaviour affects
personal success
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.
Unit Title: Personal Presentation for the Workplace
Unit number: J/505/6928
Credit: 2
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know the requirements for personal 1.1 Outline why personal presentation is
presentation for the workplace important for the workplace

1.2 Identify effects of inappropriate personal
presentationin the workplace

2. Know how requirements for personal 2.1 List personal presentation requirements for
presentation vary across different types of different types of workplace
workplace 2.2 Outline why expected requirements for

personalpresentation vary across different
types of workplace

3. Be able to present self for the workplace 3.1 Adhere to dress codes in line with workplac
requirements

3.2 Follow workplace requirements for own
hygiene and cleanliness

3.3 Demonstrate attitudesind behaviours at
work in line with organisational procedures
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Unit Title:

Unit number: F/615/5158
Credit: 1

GLH: 4

Level: 1

{@yHighfield

et ouiiicaion:]

Principles of Health and Safety within the Workplace

Learning @tcomes

Assessment Criteria

The learner will

Thelearner can

1. Understand main responsibilities for health
and safety in the workplace

11

1.2

State the main responsibilities of employers
health and safety
State the main responsibilities of employeed
in health and safety

2. Understand how thevorkplace can affect
health and safety

2.1
2.2

2.3

2.4

2.5

2.6

Define the terms hazard and risk
Identify common hazards in a typical
workplace

Identify controls measures for common
hazards

Recognise the benefits of maintaining a tidyf
well organised workplace

Identify the types of personal protective
equipment

Identify the different classes of health and
safety signage
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Unit Title: Planning an Enterprise Activity
Unit number: F/501/5942
Credit: 1
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know how to select a suitable enterprise 1.1 Describe the strengths and weaknesses of
activity generated ideas for an enterprise activity
2. Know appropriate roles and skills required fq 2.1 List roles and the practical and personal ski
the enterprise activity required for the enterprise activity
3. Understand the costs involved in producing | 3.1 Use basic calculations to show the cost of
and selling a product or service items and processeaglated to producing and
selling the product or service
3.2 Use basic calculations to show the final
pricing of the product or service
4. Know appropriate promotional techniques | 4.1 Provide appropriate promotional materials
and methods for promoting thproduct or
service
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Unit Title: Planning for and learning from a job interview
Unit number: K/505/4055
Credit: 3
GLH: 25
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Be able to organispersonal arrangements 1.1 Ouitline job details, to include:
for a specific job interview 1 job title
1 name and address of organisation
1 job responsibilities
1 working arrangements
1.2 Prepare personal arrangements for a specif
job interview, toinclude:
{ date and time
1 name of interviewer
{ dress code
{ travel method
1 journey start and end time
1 method of confirming attendance
1.3 Identify sources of information for a specific

job interview
2. Be able to research information about a 2.1 Describe the importance of facts about an
specific job offered for interview organisation

2.2 Describe the importance of facts about a jol
2.3 Ouitline skills and personal attributes neede

for a job
3. Be able to prepare questions and answers f( 3.1 ldentify questions an individual may be askd
a specific job interview at a job interview, to include:

1 open questions
1 closed questions

3.2 Prepare answers to interview questions an
individual may be asked, to include:
{ short answers
{1 extended answers

3.3 Prepare questions to ask an interviewer at ¢
job interview, to include:
1 about the job
1 about the organisation

3.4 Describe the importance of preparing
guestions and answers for an interview
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Learning @tcomes Assessment Criteria
The learner will The learner can
4. Be able to communicate duringspecific job | 4.1 Demonstrate ways to make a positive first
interview impression at interview, to include:
{1 punctuality
f courtesy

1 positive body language
1 personal hygiene
f personal appearance
4.2 Demonstrate interview technigues, to
include:
1 introducing self
1 responding to open questions
1 responding to closed questions
1 asking relevant questions
{ using listening skills

5. Be able to reflect on a specific job interview | 5.1 Review own performance during the
interview, to include:
1 what went well
1 what did not go well
5.2 Outline improvements for future interviews
5.3 ldentify own reasons for wanting or not
wanting a job following the interview
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Unit Title: Positive Attitudes and Behaviours at Work
Unit number: L/503/2842

Credit: 1

GLH: 10

Level: 1

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand the importance of positive
attitudes and behaviours at work

11

1.2

1.3

Explain why it is important to follow an
2NBFYA&l GA2y Qa NXz S
Describe the benefits of positive attitudes al
behaviours for self
Describe the benefits of positive attitudes al
behaviours at work

2. Be able to demonstrate a range of positive
attitudes andbehaviours in the workplace

2.1

2.2

Interact appropriately with colleagues and
customers

Follow organisational procedures governing
attitudes and behaviours at work

3. Be able to assess own attitudes and
behaviours in the workplace

3.1

3.2

Identify own positve attitudes and
behaviours

Describe how own attitudes and behaviourg
could be improved
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Unit Title: Practising Leadership Skills with Others
Unit number: L/503/2839

Credit: 2

GLH: 20

Level: 1

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know which leadershigkills to use with
others

11
1.2

Identify leadership skills to use with others
Identify situations that require leadership
skills

2. Be able to demonstratéeadership skills in a
group

2.1 ldentify instances when leadership skills ha

been demonstrated

3. Be able to review owipractice of leadership
skills

2.2 Use an appropriate leadership skill

3.1 Outline why use of a leadership skill was a
success

3.2 Identify one aspect of leadership that did no
go well

3.3 Explain why use of a leadership skill was nd

so successful
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Unit Title: Preparing for an Interview
Unit number: K/503/2833
Credit: 1
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know information required to prepare for an| 1.1 Identify the purpose of the interview
interview 1.2 Outline the key information about the job/
placement/course drawing on application
information

2. Be able to prepare for interview questions | 2.1 Prepare answers to questions that might be|
asked at the interview

2.2 ldentify questions to ask which show intereg
in the job, placement or course

3. Be able to plan travel for an interview 3.1 Confirm the time and place where the
interview will be held

3.2 Plan a route and means of transport to arriv
on time for the interview
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Unit Title: Preparing for Work Placement
Unit number: F/503/2854
Credit: 1
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Know about the work placement company ol 1.1 Describe the work placement company or

organisation organisation

1.2 Outline key objectives of the company or
organisation

2. Know what is expected of the learner during| 2.1 ldentify the requirements for the placement,

the work placement and why the requirements are necessary

2.2 Outline tasks likely to be undertaken in the
work placement

2.3 Identify appropriateattitudes and behaviourg|
for the work placement and why they are
important in the workplace

2.4 ldentify appropriate steps that could be takg
in situations of emotional stress, difficulty or]
confusion during the work placement
workplace

3. Be able to skegoals to help the learner get thg 3.1 Set appropriate goals for the work placemef
most out of the work placement
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Unit Title: Providing personal information for the workplace
Unit number: T/505/4057
Credit: 3
GLH: 28
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Understand how personal information is use| 1.1 Identify personal information an individual

and provided in workplace situations would need to provide in routine anabn-
routine workplace situations

1.2 Explain why different types of personal
information are needed for routine and nen
routine situations

1.3 Identify ways in which personal information
provided

1.4 Explain situations when personal informatio
shoul not be given out

2. Be able to provide personal information 2.1 Make or receive a routine telephone call for
during telephone calls familiar situation, providing personal
information

2.2 Make or receive a neroutine telephone call
for a nonfamiliar situation, providing
personal information

3. Be able to produce documents requiring 3.1 Complete handwritten or electronic forms fd
personal information in relation to the different workplace purposes, to include:
workplace { following instructions
1 completing all sections (according to
guidance)
1  accurate spelling, punctuation and
grammar

1 free from alterations or changes

3.2 Produce a curriculum vitae (CV) with person
information for use when seeking
employment, to include

name

contact details

work experience (with dates)

education (with dates)

personal skills and attributes
1  other relevant information

3.3 Produce a curriculum vitae (CV) for use whe
seeking employment, checking that it is:
1 legible
7 logical
f in an appropriate format
1 checked and free from errors

=A =4 =4 -4 =
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

4. Be able to present, in different formats,
evidence of personal achievements

4.1
4.2

Collate evidence of personal achievements
Present evidence of personal achievementd
different formats

5. Know how to develop personal skills for
presenting personal information

5.1

5.2

5.3

Identify the skills used when presenting
personal information, to include:

1 making a telephone call

receiving a telephone call

completing forms

producing a Curriculum Vitae (CV)
presenting evidence of personal
achievements

Identify improvements to own skills for futur
use when presenting personal information
Outline ways to improve own skills, for futur
use, when presenting personal information

=A =4 =4 =4

6. Understand the importance of providing
personal information during working life

6.1

6.2

6.3

Identify situations when presenting persona
information will be important during working
life

Outline personal information needed during
working life

Explain wl it is important to give personal
information during working life
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Unit Title: Running an Enterprise Activity
Unit number: F/501/5939

Credit: 1

GLH: 10

Level: 1

Y Highfield

g
:
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know how to increase the likelihood of
success in an enterprise activity

1.1 Describe features which would lead to the
effective delivery of a chosen enterprise
activity

2. Be able to complete an enterprise activity

2.1 Demonstrate selling a product service,
taking into account the practical and person
skills needed

3. Be able to review the success of the
enterprise activity

3.1 Produce records to show the successes an(
failures of the enterprise activity
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Unit Title: Safe Learning in th&Vorkplace
Unit number: L/503/2856

Credit: 1

GLH: 10

Level: 1
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Be able to identify risks and hazards in the
workplace

1.1 Identify examples of risk in the workplace
environment

Identify examples of hazard in the workplac
environment

1.2

2. Know how to reduce risk of harm to self or
others

2.1 Identify aspects of different workplace
environments which could cause harmdelf
or others

Outline how aspects of personal behaviour

can reduce risk of harm

2.2

3. Know how to deal with hazards and risks
within the workplace environment

3.1 Identify the person responsible for health arf
safety in the workplace environment
Qutline the duties of the person responsible
for health and safety in the workplace
environment

Outline reporting procedures for hazards an
risks in the workplace

State the procedures for dealing with lengk

hazards in accordance with instruat®

3.2

3.3

3.4
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Unit Title: Searching for a Job
Unit number: D/503/2831
Credit: 1
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know sources of information about jobs 1.1 Outline different sources ahformation

about jobs
1.2 Ouitline the assistance provided by different
recruitment services

2. Know how to recognise own interests and | 2.1 Identify own interests and skills for

skills for job roles employment

2.2 ldentify potential job roles which matatwn
skills and interests

3. Know how to search for job vacancies 3.1 Ouitline relevant information to look for in jol
adverts for potential jobs

3.1 Identify appropriate methods to search for
potential job vacancies
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Unit Title: Selfmanagement Skills
Unit number: T/503/2835
Credit: 2
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand selmanagement for work 1.1 Outline reasons for sethanagement in the
workplace
1.2 Identify areas which need time managemen
in the workplace
1.3 Explain reasons for taking breaks during thd
working day
2. Be able to demonstrate time management | 2.1 Carry out tasks and activities in an
skills for work appropriate prioritisel order

2.2 Carry out tasks and activities to achieve
agreed objectives for a working day
2.3 Take breaks during the working day

3. Be able to assess own time management skl 3.1 Outline aspects of time management which
went well when carrying out theasks and
activities for the working day

3.2 Outline aspects of time management which
were less successful
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Unit Title: Setting and meeting targets at work
Unit number: T/503/2849

Credit: 2

GLH: 20

Level: 1

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand the importance of setting and
meeting targets in the workplace

1.1 Explain the benefits of individual and team
targets in the workplace

Describe how individual targets link tigam
targets

1.2

2. Be able to set personal targets in line with
organisational procedures

2.1
2.2

Identify potential personal targets
Describe how to record personal targets in
line with organisational procedures
Record and agree personal targets with an
appropriate person

2.3

3. Be able to review personal targets in line wit
organisational procedures

3.1 Carry out a review of progress against
personal targets in line with organisational
procedures

Outline next steps towards meeting persong

targets

3.2
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Unit Title: Summarising Documents
Unit number: T/503/2852

Credit: 1

GLH: 10

Level: 1
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know that summaries are written for a
particular audience and purpose

1.1 Identify the audience and purpose for

summaries

2. Be able to distinguish between thieey points

and supportingmaterial in straightforward
documents

2.1
document

Identify key points from a straightforward

3. Be able to summarise the key points of
straightforward documents

3.1

points of the original document
3.2

Produce a summary which contains the keyj

Proofread and edit the summary for accurad
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Unit Title: Using Email
Unit number: J/502/4299
Credit: 2

GLH: 15

Level: 1
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g
:
:%7{&% Qualifications®

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Use email software tools and techniques to
compose and send messages

1.1 Use software tools to compose and format ¢
mail messages

Attach files to email messages

Send email messages

Identify how to stay safe and respect others
when using emalil

Use an address book to store and retrieve
contact information

1.2
1.3
1.4

15

2. Manage incoming email effectively

2.1 Follow guidelines and procedures for using
mail

2.2 ldentify when andchow to respond to email
messages

2.3 Read and respond to-mail messages
appropriately

2.4 |dentify what messages to delete and when
do so

2.5 Organise and store-mail messages

2.6 Respond appropriately to commonreail

problems
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Unit Title: Using the Internet
Unit number: T/502/4296
Credit: 3
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Connect to the internet 1.1 Identify different types of connection
methods that can beised to access the

Internet
1.2 Access the Internet or intranet

2. Use browser software to navigate web pagey 2.1 Use browser tools to navigate webpages

2.2 ldentify when to change browser settings to
aid navigation

2.3 Adjust browser settings to meeeeds

2.4 Use browser help facilities

3. Use browser tools to search for information | 3.1 Select and use appropriate search techniqu

from the internet to locate information

3.2 Outline how information meets requirement

3.3 Use references to makeegsier to find
information another time

3.4 Download and save different types of
information from the Internet

4. Use browser software to communicate 4.1 Select and use tools and techniques to

information online communicate information online

4.2 Use bpwser tools to share information
sources with others

4.3 Submit information online using forms or
interactive sites

4.4 ldentify opportunities to post or publish
material to websites

5. Follow and understand the need for safety | 5.1 Identify the threats to user safety when

and security practices wheworking online working online

5.2 Outline how to minimise internet security
risks

5.3 Work responsibly and take appropriate safe
and security precautions when working onlif

5.4 Keep personahformation secure

5.5 Follow relevant laws, guidelines and
procedures for the use of the Internet

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
81




We listen and respond ' d“?’, Highf jeld

. et ouiiicaion:]

Unit Title: Working as a Volunteer
Unit number: D/503/2828

Credit: 2

GLH: 10

Level: 1

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand the role volunteers play in 1.1 Identify different situations where volunteerd

different volunteering situations are used

1.2 Explain why the role of volunteers is
important indifferent volunteering situations

2. Be able to undertake voluntary work 2.1 ldentify the skills required for different types|
of voluntary work

2.2 Apply for voluntary work, adhering to
application requirements

2.3 Complete a voluntary wordctivity according
to a given brief
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Unit Title: Working in a Team
Unit number: R/503/2843

Credit: 3

GLH: 30

Level: 1

Y Highfield

g
Y
el auiicarions ]

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know that effective teamwork requires team
members to behave in certain ways

1.1 Ouitline positive behaviours necessary for
teamwork

2. Know how to contribute to a team task

2.1 Outline own strengths, skills and experiencd
that might be relevant to team task
Identify team skills needed toomplete team
task

Outline how own strengths and skills could

match the needs of the team task

2.2

2.3

3. Know the roles and responsibilities of team
members (including their own) in relation to a
given task

3.1 Identify what the task is about and what the
team is working to achieve

Identify own role and responsibilities and
those of others in the team

Outline how own role contributes to the wor

of the team as a whole

3.2

3.3

4. Be able to work positively as a member of a
team

4.1 Give examples of listenirig the ideas and
suggestions of others

Give ideas and suggestions as to how the
team might complete their task

Give examples of offering help or support td
other team members

Give examples of accepting the help or adv
of others

Completethe aspects of the allocated task, i
line with the brief

4.2

4.3

4.4

4.5

5. Be able to review own performance as a
member of a team

5.1 Identify which positive teamworking
behaviours were demonstrated by self in
undertaking the task

Identify ownteamworking skills that could bd

improved

5.2
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Unit Title: Alternatives to Paid Work
Unit number: R/503/2860

Credit: 1

GLH: 10

Level: 2
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et ouiiicaion:]

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand differentalternatives to paid
work

1.1 Describe the different types of alternatives t

1.2

1.3

paid work
Explain differences in types of alternatives t
work

Explain the role of different organisations
associated with alternatives to paid work

2. Understand how to transfer the skills,
qualities and knowledge gained from
alternatives to paid work to other areas of life

2.1

2.2

Describe different types of skills, qualities a
knowledge that cate gained through
participating in alternatives to paid wior
Explain steps to take to use the skills, qualit
or knowledge gained from alternatives to pg
work in other areas of life
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Unit Title: Applying for a Job
Unit number: K/503/2864
Credit: 1

GLH: 10

Level: 2

{@yHighfield

et ouiiicaion:]

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand different methods of applying fo
ajob.

1.1 Describe different methods of applying for &
job.

Explain how to obtain job application
information.

1.2

2. Be able to prepare a jolapplication.

2.1 Collate the information appropriate for a job
application.
Complete a comprehensive and accurate jo
application.

Carry out checks of a job application for
accuracy.

Review a job application for fitness for
purpose.

2.2

2.3

2.4
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Unit Title: Assessing myself for a career
Unit number: L/505/4095
Credit: 3
GLH: 28
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand how skills and personal attributgd 1.1 Describe a successful businessperson, to
lead to national orinternational success in include:
business 1 age when starting business

1  business sector
1 name of business and/or job title
1  purpose of the business
1.2 Explain how sectespecific skills contribute td
addzaiAySaalLlSNrR2yQa ad
1.3 Explain how transferable skills contribute to
0dzZaAAYSaalLISNBER2Y Q& & dz
1.4 Explain how personal attributes contribute t
I 0dzaAySaalLISNE2yQa
15 LRSyGATe gl ea | 0dzaj
be recognised

2. Be able teevaluate own skills and personal | 2.1 Assess own transferable skills
attributes to inform career choices 2.2 Assess personal attributes
2.3 Justify own assessment of skills and
attributes, to include:
1 strengths and weaknesses
1 feedback from person supervising
2.4 Use assessment of skills and attributes to
inform career choice

3. Be able to audit own sectespecific skills 3.1 Research sectespecific skills needed for

relating to career choices chosen career

3.2 Describe theelevance of sectespecific skills
to a chosen career

3.3 Assess current level of own sectgpecific
skills
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Learning @tcomes Assessment Criteria
The learner will The learner can
4. Be able to plan the development of skills anq 4.1 Identify skills and personal attributes to be
personal attributes for a career developed for a career

4.2 Produce an action plan to develop skills ang
attributes for a career, including

sectorspecific skills

transferable skills

ways of developing skills and attributes

support needed

resources needed

start, review and target das
1  signoff by tutor/sponsor

4.3 Explain the importance of having an action
plan for personal development

=A =4 =4 =4 4 =4
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Unit Title: Building Working Relationships with Customers

Unit number: A/615/8480

Credit: 3

GLH: 20

Level: 2

This unit als@ppears in the following ighfield qualifications:
w HighfieldLevel 2 Certificate in Principleskrfoviding Security Services (RQF

Learning @tcomes Assessment Criteria

The learner will The learner can

M® ! YRSNEGFYR KQWASY @D 11 9ELX I AYy K246 | -greséhwtich 7
interactions with employees influence their Oy FTFF¥SOG I Odzad?2 Y]
opinion of the organisation as a whole individual and their organisation

1.2 Explain why keeping customers satisfied
important to organisations

2. Understand why organisations normally hav{ 2.1 Describe the key areas likely to be containe

protocols for dealing with customers in a customer service protocol

2.2 Explain why it is important for employees to
follow customer service protocols

3. Interact positively with customersinlinewith 3.1 C2ft t 26 |y 2NHI yAal G

given protocols answers to commonly occurring customer
gueries or meet commonly occurring
customer requests

3.2 Communiate appropriately with customers

3.3 Explain the procedures within an organisati
for dealing with customer problems and
complaints

3.4 Describe when it would be necessary to
involve colleagues in assisting the custome
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Unit Title: BuildingWorking Relationships with @lleagues
Unit number: L/501/6107

Credit: 2
GLH: 20
Level: 2

This unit also appears in the followinggHiffield qualifications:
w HighfieldLevel 2 Certificate in Principleskrfoviding Security Services (RQF

Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand how people in the 1.1 Explain the interdependencies between
workplace depend on one another different people in a workplace
2. Understand how aik Y RA @A Rdzl £ Q{ 2.1 Describe how the positive behaviour of one
behaviour affects other people at person can affect others in the workplace
work 2.2 Describe how the negative behaviour of ond
person can affect others in the workplace
3. Be able to demonstii@ positive 3.1 Communicate clearly with colleagues
behaviours that promote effective 3.2 Resolve differences with colleagues amical
working with others 3.3 Offer help and guidance to colleagues and
accept their help and guidance
3.4 Offer ideas, suggestions and opinions to
colleagues
3.5 Consider the ideas, suggestions and opinio
of colleagues and respond appropriately
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We listen and respon:

.
Unit Title: Communicating Solutions to Others
Unit number: R/501/5895
Credit: 2
GLH: 20
Level: 2

This unit ado appears in the following Highfiaddialifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand why they neetb solve a 1.1 Describe a possible problem to solve
problem 1.2 Explain why the problem requires a solution
1.3 Describe a way to solve the problem
2. Communicate the solution effectively to 2.1 Using appropriate communication methods,
others explain to dhers how the problem was solve
2.2 Use appropriate information to support their
explanation
3. Provide appropriate responses to questions| 3.1 ldentify possible questions or objections to
or objections their solutions to a problem
3.2 Plan how to deal wh feedback and question
from others in the group
3.3 Respond appropriately to questions or
objections from others
4. Evaluate their performance 4.1 Evaluate how effective their performance w.
4.2 Suggest areas for improvement
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Unit Title: Contributing to Meetings

Unit number: Y/501/5896

Credit: 1

GLH: 10

Level: 2

This unit ado appears in the following Highfiaddialifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know key aspects of meetings 1.1 Describe key aspects of the meeting proceg

and procedures

2. Know solutions to common meeting problen] 2.1 Describe appropriate solutions to common
meeting problems

3. Be able to contribute to the discussion at a | 3.1 Record personal notes from meeting
meeting 3.2 Contribute relevant ideas and opinions whig
help move the discussion forward and build
appropriately on what has already been sai
at the meeting

4. Be able to take responsibility for an agenda | 4.1 Present an agenda item at a meeting
item at a meeting 4.2 Answer questions to help move the discuss
forward and reach decisions
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Unit Title: Developing Personal Skills flweadership
Unit number: K/501/5904

Credit: 2
GLH: 20
Level: 2

This unit ado appears in the following Highfiaddialifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand the main features of leadership | 1.1 Describe the main features of leadership
1.2 Explain how their own skills and qualities
relate to the main features of leadership

2. Plan how to demonstrate leadership skills 2.1 Describe the range of skills they will use to
lead others

2.2 Explain how they will put these skills into
practice in or@r to lead others

3. Prepare for a leadership activity 3.1 Select a suitable activity to demonstrate the
leadership skills

3.2 Explain why they selected that activity and
how it will enable them to demonstrate an
appropriate range of skills
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Unit Title: Effectiveness at Work

Unit number: J/501/5912

Credit: 1

GLH: 10

Level: 2

This unit ado appears in the following Highfiaddialifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand effective workplace behaviour | 1.1 Explain different ways in which employees
can behaveeffectively within the workplace
or when representing their employer outsidd
of the workplace

2. Demonstrate effective working practice 2.1 Interact appropriately with a wide range of
colleagues in the workplace

2.2 Represent the workplace positively when
dealing with customers or others outside of
the workplace

2.3 Apply organisational, procedures
appropriately

3. Evaluate their own practice 3.1 Describe what went well and what did not
3.2 Suggest areas for improvement of their
performance
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Unit Title: Interview Skills
Unit number: T/503/2866
Credit: 1
GLH: 10
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Be able to demonstrate readiness for an 1.1 Present an appearance and dress ctu
interview conforms to interview requirements
1.2 Demonstrate punctuality for the interview
1.3 Introduce self at the interview location
1.4 Give the name or job rolef/title of the
interviewer during introductions
2. Be able to respond tguestions in an 21 DAPS NBalLkRyaSa G2 Of
interview guestions if they are unclear

2.2 Give responses which provide answers to tf
questions asked by the interviewer

2.3 Demonstrate norverbal communication suck
as body language and fatexpressions to
show interest in the job or course

3. Know how to review own performance in an| 3.1 Describe what went well in the interview

interview 3.2 Describe what did not go well in the intervie

3.3 Suggest ways of improving own performand
in afuture interview
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Unit Title: Investigating Rights and Responsibilities at Work
Unit number: M/503/2879
Credit: 1
GLH: 10
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand why rights andesponsibilities 1.1 Explain reasons why rights and responsibilit
are important in a workplace are important in a workplace

1.2 Explain how rights and responsibilities are
enforced in a workplace

2. Understand rights andesponsibilities of 2.1 Outline the responsibilities employers have

employees and employers employees

2.2 Outline the rights and responsibilities an
employee has at work

2.3 Explain the implications of employee rights
and responsibilities in a workplace

2.4 Describe data protection and confidentiality
procedures for the use, storage and exchan
of information in a workplace

3. Know how to obtain guidance and 3.1 Identify key representative bodiesrfo
information about rights and responsibilities at employers and employees who would be aj
work to advise on rights and responsibilities

3.2 Describe the type of advice given by key
representative bodies
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Unit Title: Learning from More Experienced People
Unit number: D/503/2876
Credit: 2
GLH: 20
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know about situations where they might 1.1 Select situations where learners can interad
interact with more experienced people with experienced people

1.2 Describe ways to benefit from workingth
more experienced people

2. Know ways in which more experienced 2.1 Describe effective working methods
people work effectively demonstrated by a more experienced persg
2.2 Describe why these ways of working are
effective
3. Know how to improve performance by 3.1 Select examples of a skill or process learnt
learning from those who have more experience from others with more experience

3.2 Describe how to use what has been learnt t
improve own performance

3.3 Descibe the advantages of learning from
more experienced people

3.4 Describe the disadvantages of learning fron
more experienced people

3.5 Select a skill or process which needs to be
improved

3.6 Outline the plan to improve the skill or
process with the helpf more experienced
people
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Unit Title: Learning from Work Placement
Unit number: L/503/2887
Credit: 2
GLH: 20
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Be able to reflect on what was learnt che 1.1 Maintain a log of work placement tasks and
work placement personal development

1.2 Describe skills and knowledge gained durin
the work placement

2. Know how to improve the work placement | 2.1 Identify aspects of the work placement

experience expetience that could have been improved

2.2 Describe how improvements could be madg
to tasks carried out during work placement

3. Be able to use learning from the work 3.1 Describe how the work placement experien

placement to set careerelated goals might assist them in making choices about g
future career

3.2 Set shortterm and longterm goals which
build on own learning from the work
placement
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Unit Title: Learning with Colleagues and Other Learners
Unit number: Y/501/5915
Credit: 2
GLH: 20
Level: 2

This unit ado appears in the following Highfiaddialifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria

The learner will The learner can

1.1 Explain why learning with their colleagues @
other learners is important for their own
development

1. Understand the importance of learning with
colleagues or other learners

2.1 Describe a learning goal which they will be
able to undertake with colleagues or other
learners

2.2 Explain how they will work towards achievin
the learning goal

2. Plan the learning they will undertake with
colleagues or other learners

3.1 Respond appropriately to advice from other
3.2 Express beliefs and opinions to others
appropriately

3. Be able to interact appropriately with
colleagues or other learners in a learning

situation 3.3 Give helpful feedback to others

4.1 Give examples dfow they have learned with
4. Review the learning they have undertaken colleagues or other learners
with colleagues or other learners 4.2 Reflect on their experience of learning with

group of other colleagues or other learners

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
98




We listen and respon: L

(w}Highfield

.
Unit Title: Making Informed Career and Progression Choices
Unit number: A/600/3573
Credit: 2
GLH: 16
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know influences on career choices 1.1 List influences on own career choices
2. Understand how to make career choices 2.1 Evaluatenformation about careers and
progression opportunities from a variety of
sources

2.2 Explain different career options
2.3 Justify choices for career progression

3. Be able to prepare for a careers guidance | 3.1 Create a CV
interview 3.2 Create a personatatement
3.3 Present questions for a guidance interview

4. Be able to review individual learning planto| 4.1 Present a revised individual learning plan
reflect career and progression choices which reflects career and progression choic
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Unit Title: Managing Your Health at Work
Unit number: H/503/2880

Credit: 1

GLH: 10

Level: 2

Y Highfield

g
:
:%7{&% Qualifications®

Learning @tcomes

Assessment Criteria

The learner will

The learner can

M® ! YRSNBRGFIYR GKS SYL

maintaining good health at work

1.1 Explain why it is important for employees to
maintain good health at work
Explain how employees can maintain good

health in the workplace

1.2

2. Know the services employers can provide to|
maintain the health of the workforce

2.1 Describe services that cde provided by
employers to help maintain the health of thg

workforce

3. Know sources of help to ensure good health
at work

3.1 Describe different sources of help to ensurg
good health at work
Describe the services offered by different

sources of hgl

3.2
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Unit Title: Managing Your Own Money
Unit number: D/503/2862

Credit: 2

GLH: 20

Level: 2

[
‘U
Y

{g Highfield

el “ouciicatons |

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Be able to produce a personal budget

1.1 Carry out calculations @xpenditure and
income for an individual for a month
1.2 Calculate balance at the end of the month

1.3 Identify ways to ensure expenditure does ng
exceed income

2. Understand the use of credit to borrow
money

2.1 ldentify different sources of credit

2.2 Explain how to use credit responsibly for
expenditure and investing

2.3 Describe the potential problems of using
credit
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Unit Title: Planning an Enterprise Activity
Unit number: R/503/2888

Credit: 1

GLH: 10

Level: 2

Y Highfield

g
:
:%7{&% Qualifications®

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know how to choose a viable enterprise
activity

1.1 Describe key aspects of a viable product or
service

Describe why people might want to buy thei
product or service

1.2

2.Be able toprepare a plan for implementing ar
enterprise activity

2.1 Describe the tasks that need to be completd
to carry out the enterprise activity

Present the timelines required to carry out
the tasks identified

Create a coherent plan for implementing an
enterprise activity, including the tasks and

timelines identified

2.2

2.3

3. Understand the risks involved in running the
enterprise activity

3.1 Assess main risks that may occur in
implementing the enterprise activity

Discuss ways to minimise the risks

3.2
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Unit Title: Planning for and reflecting on a job interview
Unit number: Y/505/4097
Credit: 3
GLH: 26
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Be able to plan arrangements for an intervie] 1.1 Outline job details, to include:
for a specific job 1 sector
1 jobtitle
1 name and address of organisation
1 employment status
f remuneration
1 work pattern
{ dress code
1 job responsibilities
1  sectorspecific skills

transferable skills

1.2 Organisepersonal arrangements for a specif
job interview, to include:

date and time

location of interview

name of interviewer

travel method

travel start and end time

dress code

method of confirming attendance
1 format

1.3 Explain why personal documents areeded
for a job interview

1.4 Identify consequences of failing to provide
requested personal documents

=

=A =4 =4 =4 -4 -4 =4

2. Be able to research an organisation offering| 2.1 Use different sources of information to

specific job interview research facts about therganisation offering
the interview

2.2 ldentify problems associated with the use of
different sources of information
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Learning @tcomes Assessment Criteria
The learner will The learner can
3. Be able to prepare questions for a specific jq¢ 3.1 ldentify open or probing questions an
interview including extended responses individual may be asked at a job interview, t
include:

1 relevance of qualifications
7 suitability of own skills or attributes
 careeraims
1 own availability
1 reason for interest in vacancy

3.2 Prepare extended responses to interview
guestions anndividual may be asked

3.3 Prepare questions an individual will need to
ask an interviewer relating to the job or the
organisation

3.4 Explain the importance of preparing questio|
to ask an interviewer, to include:
1 about the job
1 about the organisation

4. Be able to apply interview techniques during| 4.1 Plan ways to make a positive first impressio
a specific job interview at a job interview
4.2 Plan ways to make a confident introduction
a job interview
4.3 Demonstrate interview techniques when:
f making a positive first impression
introducing self
responding to questions in full
clarifying interviewer questions
asking planned questions
using communication skills

=A =4 =4 4 A

5. Be able to reflect on a specific job interview | 5.1 Evaluate how an individu@la RS OA & A
influenced by information learnt at interview
in relation to:

1 thejob
1 the organisation

5.2 Reflect on own planning and preparation fol

job interview, to include:

1 strengths

1 weaknesses

1  opportunities to improve
1 failure to improve

5.3 Reflect on personal performance at a job

interview, to include:

1 strengths

1 weaknesses

1  opportunities to improve
T failure to improve
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Learning @tcomes Assessment Criteria

The learner will The learner can

6. Be able to plan improvements for future job | 6.1 Produce an action plan to improve
interviews performance for future interviews, to includeg

1  specific areas of improvement
actions to take

support requirements

start, review and target dates
sign off by tutor/sponsor

=A =4 =4 =4
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Unit Title: Practising Leadership Skills with Others
Unit number: D/501/5916

Credit: 2
GLH: 20
Level: 2

This unit ado appears in the following Highfiaddialifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand how to lead a group activity 1.1 Explain how their leadership skills will

contribute to agiven group activity

2. Demonstrate effective leadership skills with | 2.1 Give support to other members of the groug

others 2.2 Allocate tasks and activities appropriately td
other members of the group

2.3 Give and receive appropriate feedback

2.4 Makedecisions about tasks and activities
appropriately

3. Evaluate their leadership performance 3.1 Carry out an evaluation of their leadership
performance

3.2 Suggest areas for improvement of their
leadership performance
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Unit Title: Preparing for arinterview
Unit number: M/503/2865
Credit: 1
GLH: 10
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Know information required in preparing for | 1.1 Describe the key information about the

an interview interviewing organisation which are relevant
to the job/placement/course

1.2 Describe key aspects of the
job/placement/course drawing on applicatio
information

1.3 Identify gaps in own information about the
organisation

1.4 |dentify gaps in own informatimabout the
job/placement/course

1.5 Devise questions to ask the interviewer at
interview to find answers to gaps in

knowledge
2. Be able to prepare answers to interview 2.1 Devise questions that may be asked at an
questions interview

2.2 Select questionmost likely to be asked at ar
interview specific to the
course/job/placement

2.3 Prepare responses to questions that may b¢
asked at interview
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Unit Title: Preparing for Work Placement
Unit number: F/503/2885

Credit: 1

GLH: 10

Level: 2

Y Highfield

g
Y
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Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know the company or organisation where th
work placement is planned

1.1 Describethe company or organisation
providing the work placement
Describe the key purpose cbmpany or
organisation

1.2

2. Know the information needed before starting
the work placement

2.1 Describe the terms and conditions of the wd
placement
Describe the tasks to be performed as part

the work placement

2.2

3. Know what the company or orgarasion
expects of the learner during the work
placement

3.1 Describe why workplace values are importal
for success at the work placement
Describe personal presentation requiremen
appropriate to the work placement
Describe how to deal effectivelyith
situations of emotional stress, difficulty or

confusion during the work placement

3.2

3.3

4. Be able to set goals relating to the work
placement

4.1 Set goals for skills development relating to t
work placement
Set goals for personal development retefito

the work placement

4.2
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Unit Title:

Unit number: D/505/4098
Credit: 3

GLH: 20

Level: 2

Sy Highfield
*ﬁ!@g

Presenting personal information for the workplace

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand theimportance of providing
personal information in relation to workplace
situations

11

1.2

1.3

1.4

Identify personal information an individual
would need in different workplace situationg
Explain why different types of personal
information are needed for different
workplace situations

Explain the impact of not providing persona
information for a workplace situation
Explain different methods of presenting
personal information in the workplace, to
include:

f routine situations

f non-routine situations

2. Undestand risks associated with personal
information in the workplace

2.1

Explain how behaviours in the workplace c§
put personal information at risk

3. Be able to use communication skills to

accurately provide own personal information in

telephonecalls

3.1

3.2

Demonstrate the use of communication skil

by providing accurate personal information

a routine telephone call, to include:

1 listening carefully

1 questioning for clarification

1 speaking clearly and effectively (tone,
inflection, accent, languge)

1 controlling the time and pace of the call

1 summarising information

1 checking for accuracy

Demonstrate the use of communication skil

by providing accurate personal information

a nonroutine telephone call, to include:

1 listening carefully

1 questioning for clarification

1 speaking clearly and effectively (tone,
inflection, accent, language)

1 controlling the time and pace of the call

summarising information

1 checking for accuracy

=
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Learning @tcomes Assessment Criteria
The learner will The learner can
4. Be able to produce documents requiring 4.1 Complete an application form, for a specific
personalinformation in relation to work job, to include:
situations 1 following instructions accurately
71  all sections completed (according to
guidance)

1 fit for purpose
1  accurate spelling, punctuation and
grammar

4.2 Produce a covering document for an
application for a specific job

4.3 Complete a form accurately with personal
information, for a specific work situation, to
include:
{ following instructions
1 completing all sections (according to

guidance)
1 accurate spelling, punctuation and
grammar
4.4 Produce documents checking they are:
1 legible
71 logical

f in an appropriate format
1 free from alterations or changes

5. Be able to present personal information on § 5.1 Produce a curriculum vitae (CV) for use in

curriculum vitae (CV) in relation to an relation to a specific job opportunity, to
employment opportunity include:
f name

f contact details
1 schools and colleges attended (includin
dates)
referee (including full contact details)
personal attributes
skills and experience
1 other relevant information
5.2 Produce a curriculum vitae (CV) for use in
relation to a specific job opportunity, checkif

=A =4 =4

that it is:
1 legible
1 logical

{ in an appropriate format
1 checked and free from errors

5.3 Produce a covering document to accompan
CV for use in relation to employment
opportunities, to include:
1 correct style, language and grammar
{1 correct format and layout
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Learning @tcomes Assessment Criteria
The learner will The learner can
6. Be able to present, in different formats, 6.1 Collate evidence of personal achievements
evidence of own personal achievements relation to an employment related situation
relation to future employment 6.2 Present evidence of own personal

achievements in different formats, in relatiol
to an employment related situation

6.3 Explain why presentation of personal
information is important in employment
related situations

7. Be able to reflect on written and verbal skills| 7.1 Assess written and verbal skills when

used when presenting personal information presenting personal infonation

7.2 Describe ways to improve written and verbg
skills for future presentation of own persong
information

7.3 Describe why it is important to improve
written and verbal skills for the presentation
of own personal information
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Unit Title: Running an Enterprise Activity
Unit number: Y/503/2889
Credit: 1
GLH: 10
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can

1. Be able to provide a strategy to ensure the | 1.1 Identify what is required in an operational

success of an enterprise activity plan

1.2 Create an operational plan for the actual
enterprise activity

2. Be able to carry out an enterprise activity 2.1 Demonstrate a range of skills and techniqud

using appropriate skills and procedures to sell the product or service

2.2 Demonstrate good customer care

2.3 Demonstrate correct handling money
procedures for an enterprise activity

2.4 Explain the importance of correct handling
money procedures for an enterprise activity

3. Be able to evaluate th profitability of the 3.1 Present fnancial records to show the sep

enterprise activity costs, running costs and other costs

3.2 Present financial records showing sales ang
profit or losses

3.3 Give reasons for the financial success or
financial failue of the enterprise activity

4. Know how to review personal involvement i 4.1 Describe skills gained from running the

an enterprise activity enterprise activity

4.2 Describe personal strengths which were
demonstrated during the enterprisactivity

4.3 Describe skills that need to be improved as
result of participating in the enterprise
activity
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Unit Title: Searching for a Job
Unit number: H/503/2863
Credit: 1
GLH: 10
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand how to use sources of 1.1 Explain the roles of different sources of
information about jobs information about jobs

1.2 Select appropriate sources of information
about jobvacancies for own purposes

1.3 Identify potential job roles from sources of
information about jobs

2. Understand how to relate own skills, interest 2.1 Explain how own skills relate to potential jol

and achievements to potential job roles roles

2.2 Explain own interests in relation to potential
job roles

2.3 Explain how own achievements are relevan|
to potential job roles

3. Be able to investigate job vacancies 3.1 Carry out investigations to identify potential
job vacancies

3.2 Provide evidence afommunication with
SYLX 28SN&E 2N 0KS SYl
to obtain further information about job
vacancies
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Unit Title: Setting and Meeting Targets at Work
Unit number: D/501/6113

Credit: 2
GLH: 20
Level: 2

This unit ado appears in th&llowing Highfieldyualifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand how to develop and confirm 1.1 Develop personal targets that are approprial
personaltargets for a workplace situation

1.2 Identify relevant team or organisational
targets which relate to own personal targets

1.3 Confirm own personal targets with an
appropriate person

1.4 Present owrpersonal targets in an
appropriate format to suit organisational
requirements

2. Review progress against own targets 2.1 ldentify an appropriate review point

2.2 Review own progress with an appropriate
person

2.3 Discuss and agree with an appropriate jmers
what has been achieved and what, if
anything, is still to be achieved
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Unit Title: Solving WorkRelated Problems
Unit number: J/615/8479

Credit: 3
GLH: 20
Level: 2

This unit ado appears in the following Highfiaddialifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand that both individuals and 1.1 Explain the main reasons that individuals
organisations encounteworkplace problems encounter problems in the workplace

1.2 Describe some of the common types of
problem that an organisation or company
might need to solve

2. Use sources of help effectively 2.1 Explain how sources of help available to bo
individuals and to organisations can help in
solving workrelated problens

2.2 Extract relevant information or advice from
several different sources to help solve
workplace problems

3. Consider possible solutions to workplace 3.1 Describe possible solutions to different werl

problems place problems

3.2 Rank the solutions torpblems according to
their likely effectiveness, providing
explanations for the rank order

4. Apply appropriate strategies to solve 4.1 Plan how to execute the solutions they
workplace problems consider most likely to work
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Unit Title: Summarising Documents
Unit number: T/503/2883

Credit: 1

GLH: 10

Level: 2

{@yHighfield

et ouiiicaion:]

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know how the intended purpose and
audience for a summary influences the way in
which it iswritten

11
1.2
13

Describe different audiences for summaries
Describe different purposes for summaries
Describe different formats for writing
summaries.

2.Be able to produce an accurate summaof/a
chosen document

2.1
2.2

Extract key points from eéhosendocument
Produce a summary, suitable for the intendd
purpose and audience, of key points of a
chosen document

Proofread and edit the summary to ensure
accuracy

2.3
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Unit Title: Terrorism awareness
Unit number: H/503/5066
Credit: 1
GLH: 9
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand the history of terrorism 115SFAYS GKS GSN¥Y wisi
1.2 Describe the origins of terrorism
2. Understand the classifications oérrorist 219ELX FAY GKS GSNY Wil
groups 2.2 ldentify state sponsored terrorism groups

239ELX FAY G-ES8F GSNXMS NN

2.4 ldentify nonstate terrorist groups

2.5 Explain the differences between natate
terrorism and religiouserrorism

2.6 ldentify religious terrorist groups

3. Understand the current threats to the UK 3.1 Describe the current threats in the UK from
terrorist activities

329ELX FAY (KS GSN¥Y wSj
commercial security

3.3 Explainthe termP O& 6 SNJ G KNB I {

3.4 Explainsituationalawareness in relation to:
9 Suspicious activity/persons/objects
9 Public buildings

1 Transport systems

1

Critical national infrastructure (CNI)

4. Understand how to report suspicious 4.1 Explain the different reporting options and
activity/objects and suspectedhreats actions to follow in relation to suspicious
activity/objects and suspected threats
5. Understand different government threat 5.1 State the current government threat level in
levels relevant to the UK the UK
5.2 Explain the different current threat levels in
use in the UK
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Unit Title: Understanding employment responsibilities and rights
Unit number: D/602/4769
Credit: 3
GLH: 20
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know the statutory rights and responsibilitieq 1.1 Outline employee rights and responsibilities
of employees and employers within own area d under Employment Law
work 1.2 Describe howelated legislation can support

employees in the workplace

1.3 Describe employer responsibilities in the
workplace

1.4 Identify sources and types of information an
advice on own employment rights and
responsibilities

2. Understand agreed ways of workintpat 2.1 Explain the terms and conditions of own

protect own relationship with employer contract of employment

2.2 Describe information shown on own pay
statement

2.3 Explain the procedures to follow in event of
grievance

2.4 |dentify the personal inforration that must
be kept up to date with own employer

2.5 Explain agreed ways of working with

employer
3. Know how own role fits within the wider 3.1 Describe the effect of own role on service
context of the sector provision
3.2 Describe how own rolénks to the wider
sector

3.3 Describe the main roles and responsibilities|
representative bodies that influence the
wider sector

3.4 Ouitline different viewpoints around an issug
of public concern relevant to the sector or
occupation

3.5 Describe how isges of public concern have
altered public views of the sector or

occupation
4. Know career pathways available within own | 4.1 Describe occupational opportunities within
and related sectors own sector and related sectors

4.2 Identify sources of informatiorelated to a
chosen career pathway
4.3 ldentify next steps in own career pathway
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Unit Title: Working as a Volunteer
Unit number: Y/503/2861

Credit: 2

GLH: 20

Level: 2

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Be able to find voluntary work that matches | 1.1 Identify ways to become a volunteer

own skills and interests 1.2 Apply for voluntary work matching own skKillg
and interests

1.3 Describe the nature of the work to be
undertaken

1.4 Describebehaviours and attitudes needed td
undertake the work

2. Be able to undertake voluntary work 2.1 Complete a voluntary work task which
matches own skills and interests

3. Understand benefits to the individual from 3.1 Descrile skills developed during voluntary

taking part in voluntary work work

3.2 Explain how the skills used during the time
a volunteer may be useful for career plannir
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Unit Title: Working in a Team
Unit number: R/501/6058
Credit: 3
GLH: 30
Level: 2

This unit adoappears in the following Highfietfualifications:
w HighfieldLevel 2 Certificate in Principles of Providing Security &esr{RQF

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand the advantages and 1.1 Explain the advantages and disadvantages
disadvantages of having a team complete a tag having a team complete a task

2. Understand the need for a team to work to a 2.1 ldentify a code of conduct for effective team
agreed code of conduct work

2.2 Explain the likely consequences of team
members not following a code of conduct

3. Be able to recognise the different strengths,| 3.1 Explain th@& own strengths, skills and

skills and experiences different people bring to experiences, as relevant to a task being

team undertaken by a team

3.3 ldentify some relevant strengths, skills and
experiences that other members bring to a
particular team

4. Understand how to allocate roles and 4.1 Agree with other team members the roles
responsibilitieswithin the team in relation to a and responsibilities of each member of the
given task team

4.2 Explain how each role contributes to the
GSFryQa 2062S0GA@Sa |y
team task

5. Work positively & a member of a team 5.1 Describe ways in which respect was shown
the ideas and suggestions of others

5.2 ldentify relevant ideas and suggestions whi
were given which helped the team to
complete their task

5.3 Describe ways in which help, support or
advice was given to team members where
appropriate

5.4 Explain why it is important to respond
positively to advice or constructive criticism

5.5 Complete tasks allocated to the required
standard and on time

6. Reflect on the performance of a team 6.1 Discuss how their individual performance
contributed to the overall performance of thq
team

6.2 Outline ways in which the team as a whole
performed effectively
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Learning @tcomes Assessment Criteria

The learner will The learner can

6.3 Outline areas in which the team could
improve its team work skills.

Unit Title: Manage own professional development within an organisation
Unit number: L/600/9586

Credit: 4

GLH: 20

Level: 3

Unit Introduction
This unit helps learners to produce, implement and review a personal professional development plan
that supportsdevelopment.

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Be able to assess own career goals and | 1.1 Identify own career and personal goals.

personal development. 1.2 Assess how own career goals affect wale

and professional development.

2. Be able to set personal work objectives | 2.1 Agree SMART (Specific, Measurable,

Achievable, Realistic and Tirheund)

personal work objectives in line with

organisational objectives.

3. Be able to produce personal 3.1 Identify gaps between objectives setyn

development plan. current knowledge and skills.

3.2 Produce a development plan.

4. Be able to implement and monitor own 4.1 Plan activities identified in owdevelopment

personal development plan. plan.

4.2 Explain how to monitor and review own
personal development plan.
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Unit Title: Plan, allocate and monitor work of a team

Unit number: Y/600/9669

Credit: 5

GLH: 25

Level: 3

Unit Introduction
Thisunit helps learners tplan and allocate the work for a team, and support, monitor and improve
team performance

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Be able to plan work for ateam. | 1.1 Agree team objectives with own manager.
1.2 Develop a plan for a team to meet agreediectives,
taking into account capacity ammpabilities of the

team.
2. Be able to allocate work across a | 2.1 Discuss team plans with a team.
team. 2.2 Agree work allocation and SMART (Specific,

Measurable, Achievable, Realistic and Timebound
objectives with team members.

2.3 Agree standard of work required by team.

3. Be able to manage team memberg 3.1 Support all team members in order to achigeam

to achieve team objectives. objectives.
4. Be able to monitor and evaluate | 41! aaS&aa GSIY YSYoSNadpdadd
the performance of team members. and objectives.

4.2 Identify and monitor conflict within a team.
4.3 Identify causes for team members noeeting team

objectives.
5. Be able to improve the 5.1 Identify ways of improving team performance.
performance of a 5.2 Provide constructive feedback to teamembers to
team. improve their performance.
5.3 Implement identified ways of improving team
performance.
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Unit Title: Set objectives and provide support for team members

Unit number: M/600/9600

Credit: 5

GLH: 35

Level: 3

Unit Introduction
This unit helps learners to set and support individuals and teams to achieve objectives

Learning Outcomes Assessment Criteria

The learner will The learner can

Mm® .S 6fS (2 02 1.1 Describe the purpose of a team.

purpose and objectives to the team | 1.2 Set team objectives with its members whiafe

members. SMARTSpecific, Measurable, AchievalRealistic
and Timebound).

1.3/ 2YYdzy AOF S (KS abjsdivesia

its members.
2. Be able to develop a plan with 2.1 Discuss with teamrmembers how teanobjectives will
team be met.
members showing how team 2.2 Ensure team members to participate in thianning
objectives process and think creatively.
will be met. 2.3 Develop plans to meet team objectives.

2.4 Set SMART personal work objectives wéhm

members.
3. Be able tasupport team members | 3.1 Identify opportunities and difficulties faced lbyam
identifying opportunities and members.
providing 3.2 Discuss identified opportunities amifficulties with
support. team members.

3.3 Provide advice and support to teamembersto
overcome identified difficulties anchallenges.

3.4 Provide advice and support to team membérs
make the most of identified opportunities.

4. Be able to monitor and evaluate | 4.1 Monitor and evaluate individual and teaattivities

progress and recognise individual an and progress.

team achievement. 4.2 Provide recognition when individual and team

objectives have been achieved.
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Unit Title: Understanding mindset towards work
Unit number: H/617/5824
Credit: 2
GLH: 20
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know why having the right mineet is 1.1 Define whatmind-setis
important 1.2 State why having a positive mirset is
important

1.3 Define what a positive minrdet in work is
1.4 Identify the impact a negative attitude can
have on self, team and organisation

2. Know how to improve mindset 2.1 Describe how own mindset could be
improved

2.2 State how a better minget can improve
opportunities

Amplification / Indicative content /Range

1 The right mindset includes

Definition of how attitude drives behaviours
Positive approach to work

Teamworking, helpful, sharing ideas & suggestions
Respect for others

Awareness of diversity & bias.

Building relationships and networks

OO O o0 0O
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Unit Title: Problem solving in a workelated environment
Unit number: M/617/5826
Credit: 2
GLH: 18
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understanding work related problems 1.1 Define whatproblemscould occur in a
workplace

1.2 State why communication is important
regarding problems

1.3 Identify who should be told if there is a
problem

2. Know how to resolve problems 2.1 Identify potentialsolutionsto problems

2.2 State how organisations might look tesolve
problems with customers

2.3 ldentify the signs of a problem developing
getting worse

2.4 Identify what the signs are of a situation
getting better

2.5 State why it is important to recognise
repeated problems

Amplification / Indicative content /Range

1 Problems
o Problems related to faulty products, unsatisfactory services offered, H&S issus
customer complaints, problems arising within teaipsoblems likely to be related
to junior roles in organisations (a minimum of three examspbebe given)
1 Solutions
o A minimum of thregotential ways to solve an identified problem must be giver
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Unit Title: Personal presentation and hygiene at work
Unit number: F/617/5829
Credit: 3
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know the requirements for personal 1.1 Outline whypersonal presentatioris
presentation for the workplace important for the workplace

1.2 Identify effects of inappropriate personal
presentation in the workplace

2. Know how requirements for personal 2.1 List personal presentation requirements for
presentation vary across different types of different types of workplace
workplace 2.2 Outline why expected requirements for

personal presentation vary across different
types of workplace

3. Know howto present self fo the workplace | 2.1 State what may be deemed a suitable dresd
code for a workplace

2.2 ldentify what the workplace requirements fq
own hygiene and cleanliness might be

2.3 State what attitudes and behaviours would
successful for work

4. Know the importance of maintaining 4.1 Listgood personal hygiene practices
personal hygiene for the workplace 4.2 List reasons why having good personal
hygiene is important for the workplace
4.3 Outline why having poor personal hygiene I
a negative impact

Amplification / Indicative content / Range

9 Personal Presentation

0 Uniform

o Personal Protective Equipment (PPE)

o0 Badges/Passes

o Tattoos/jewellery

o Positive attitude and behaviours, houskyle/script
1 Good personal hygiene practices

o Washing hands

0 Reporting illnesses

o Dealing with cuts, wounds and skin infections

Unit Guidance

AC 3.1 and AC 3A fictional or real workplace can be used for these assessment criteria.

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
127




(@) Highfield

€

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
128




J
a

We listen and respon:

ACCOUNTING UNIT
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Unit Title: An introduction to Accounting
Unit number: K/615/6207

Credit: 8

GLH: 70

Level: 1

Learning Outcomes

Assessment Criteria

The learner will

The learner can

1. Apply basic mathematics in a
financial context

1.1 Carry outsimple mathematical calculations
1.2 Carry out simple accountancy calculations

2. Understand the language of basic
accounting

2.1 Define the following key terms
Assets
Income
Liabilities
Expenditure
Profit
Loss
rovide examples of the following:
Assets
Income
Liabilities
Expenditure
Profit
Loss
2.3 ldentify thedifferencebetween cash transactions an
credit transactions
2.4 ldentify the differentmethodsof transferring money

2.2

—a _a _a _a _a _a -Uﬂﬁﬂﬁﬁﬂ

3. Understand the different roles and
responsibilities within accounting

3.1 Identify the accounting needs of different business
needs

3.2 Ildentify the different accounting roles and their
responsibilities

3.3 State the ethical and professional behaviour that is
expected within the accounting profession

3.4 State why is itmportant to maintain confidentiality of
information

4. Understand how to communicate
effectively

4.1 ldentify appropriate methodsf communicating
financial information

4.2 State the importance of communicating accounting
information to clientsaccurately and clearly
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Learning Outcomes Assessment Criteria
The learner will The learner can
5. Understand the advantages of 5.1 Identify different IT software programmeisat are
different IT programmes which available to support the recording of accounting
support accounting information and transactions

5.2 ldentify the advantages of using an IT software
programme to record accounting information and
transactions

6. Know how to produce business 6.1 ldentify the different method®f recording business

documents transactions

6.2 Identify the different types of accounting document
and their purpose

6.3 Outline the possible consequences of poor
information storage

7. Understand how to use office 7.1 ldentify the features and uses of different types of

equipment office equipment

7.2 State the importance of following correct procedurg
within an office environment

7.3 Summarise how work areas should be left after usd

7.4 ldentify ways to minimise waste in the use of
resources

Additional assessmenguidance/requirements

This section of the specification provides further details on any additional assessment
guidance/requiremergto consistently provide valid, reliabdsnd comparable assessments.

LO1: Apply basic mathematics in a financial context

9 Carry out simple mathematical calculations eg.

0 Add and Subtract whole numbers
Add and Subtract numbers up to 2 decimal places
Divideand multiply whole numbers
Divide and multiply numbers up to 2 decimal places
Calculate simple percentages eg. 10%, 20%, 25%
Calculate averages
9 Carry out simple accountancy calculations eg.
o0 Gross profit

O O O oo

0 Net profit
0 Loss
o VAT

LO2: Understand théanguage of basic accounting
91 Define the following key terms:
0 Assets: Something a business owns
o Income: Money received in exchange for providing goods or services
o Liabilities: Something a business owes
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0 Expenditure: Cost a business pays for goods or services
9 Identify the difference between cash transactions and credit transactions
o Cash transactions are immediate
1 Identify the different methods of transferring money
0 Bank transfer
Direct debits
Telephone Banking
BACS
Standing orders
Cheques
o Cash deposits
LO3 Understand the different roles and responsibilities within accounting
1 The accounting needs of different business sectors eg.

O O O oo

o Public
o Private
o Charitable

1 The different accounting roles eg.
Management accountant
Purchase Ledger Clerk
Sales Ledger Clerk
Credit Controller
Accounting Assistant
Bookkeeper
o Payroll Assistant
1 Responsibilities of different accounting roles
o Document financial transactions
0 Preparing accounts
o Compile reports, budgets, financial statements
0 Check and produce invoices
1 The ethical angirofessional behaviors that are expected within the accounting professi
0 Honesty
0 Integrity
0 Have respect for others
9 State why is it important to maintain confidentiality of information
o Data protection
LO4 Understand how to communicateffectively
1 Appropriate methods of communicating financial information eg.

O O O O 0 O

o Emails
0 Letters
0 Reports

1 Importance of communicating accounting information to clients accurately and clearly
0 Maintaining the reputation of the company
0 Reducing the number of corfgints
o Appropriate use of Body language and Tone of voice
0 Appropriate use of Formal language or Informal language

LOS5 Understand the advantages of different IT programmes which support accounting
I The different IT software programmésat are available to support recoding of accountin
information and transactions
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o0 Excel
0 Sage
0 Quick Books
1 The advantages of using an IT software programme to record accounting information 4
transactions eg
0 Better control of processes
0 Quickerprocessing times
o Eliminate cost inefficiencies
0 Better reporting functions
LOG6: Know how to produce business documents
91 Identify the different methods of recording business transactions
o0 Cash receipts daybook
0 Sales daybook
o0 Purchase daybook
0 Ledgers
9 Identify the different types of accounting documents and their purpose
0 Balance Sheet
o Cash Flow Statement
o Profit and Loss statement
o Invoices
0 Receipts
9 Outline the possible consequences of poor information storage
o Data protection breach
0 Legal action being taken
LO7 Understand how to use office equipment
1 Features and uses of different types of office equipment
o Computers (Emails, Electronic diaries, Word processing, Internet, Spreadsheet
o0 Printers/Photocopiers
o Franking Machines
0 Telephones
1 The importance of following correct procedures within an office environment eg.
0 Health and Safety practices in the office
o Fire drills
o al ydzFlI OGdzZNENRa AyadNHzGA2Yy A
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ACTIVE LEISURE UNIT

Unit Title: Understanding Employment Rights arResponsibilities
Unit number: J/600/0840

Credit: 2
GLH: 15
Level: 2
This unit ado appears in the following Highfiaddialifications:
w Highfield Level 2 Award in Employment Awareness in Active Leisure and Learning (RQF)
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know their employment rights and 1.1 Describe their rights and responsibilities in
responsibilities under the law terms of:
w Contracts of employment
w Anti-discrimination legislation
w Working hours and holiday entitlementg
w Sickness absence and sick pay
w Data protection
w Health and safety

1.2 Ouitline the rights and responsibilities of the
employer

1.3 Describe the health and safety legal
requirements relevant to their organisation

1.4 Ouitline the implications of health and safety
legal requirements for their own job role

2. Understand documents relevant to their 2.1 Explain the main terms and conditions of a
employment contract of employment
2.2 Ouitline the contents and purpose afjob
description

2.3 Describe the types of information held on
personnel records

2.4 Describe how to update information held on
personnel records

2.5 Interpret the information shown on a pay sli
or other statement of earnings

3. Know keyemployment procedures at work | 3.1 Describe the procedures to follow if someor
needs to take time off

3.2 Describe the procedures to follow if there is
grievance

3.3 Describe the procedures to follow if there is
evidence of discrimination or bullying

3.4 ldentify sources of information and advice o
employment issues:
w Internal to their organisation
w External to their organisation

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
133




(@) Highfield

€

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
134




We listen and respa‘iif" § d“:“’, Hi g hfield

BN
BUSINESS ADMINISTRATION UNITS
Unit Title: Communicate in a business environment
Unit number: F/601/2453
Credit: 4
GLH: 21
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know the purpose of planning 1.1 Identify the purpose of communication
communication 1.2 State different methods of communication

and when touse them

2. Understand how to communicate in writing | 2.1 Give reasons for using language that suits t
purpose of the communication

2.2 Describe how to format information so that i
is clear and accurate

2.3 Give reasons for accurate use of grammar,
punctuation and spelling

2.4 Explain what is meant by plain English, and
why it is used

2.5 Explain the need to check work

2.6 Outline ways of recognising work that is
important and work that is urgent

2.7 Outline organisational procedures for saving
and fiing written communications

3. Know how to communicate verbally 3.1 Identify methods of verbally presenting
information and ideas clearly

3.2 ldentify ways of contributing to discussions

3.3 Identify ways of listening actively

4. Understand thepurpose of feedback in 4.1 ldentify ways of getting feedback on

developing communication skills communications

4.2 Describe the purpose of using feedback to
develop communication skills

5. Be able to plan communication 5.1 Identify the purpose oEommunications to be|
presented

5.2 Select methods of communication to be us¢g

5.3 Confirm methods of communication, as
required

6. Be able to communicate in writing 6.1 Format information so that it is clear and
accurate

6.2 Use language that suits theipose of the
communications

6.3 Use accurate grammar, spelling and
punctuation, and plain English to make surg
that the message is clear
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Learning @tcomes Assessment Criteria

The learner will The learner can

6.4 Check communications and make
amendments, as required

6.5 Agree what is important and what is urgent

6.6 Produce ommunications to meet agreed
deadlines

6.7 Keep a file copy of communications sent

7.Be able to communicate verbally 7.1 Verbally present information to others so th{
it is clear and accurate

7.2 Contribute to discussion(s)

7.3 Actively listen tanformation given by other
people

7.4 Ask relevant questions to clarify own
understanding, as required

8. Be able to identify and agree ways of 8.1 Get feedback to confirm whether the

developing communication skills communication has achieved its purpose

8.2 Use feedback to identify and agree ways of
improving own communication skills
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Unit Title: Make and receive telephone calls
Unit number: K/601/2446
Credit: 3
GLH: 10
Level: 1
Learning @tcomes Assessment Criteria
The learner will Thelearner can
1. Understand how to make telephone calls 1.1 Describe the different features of telephone

systems and how to use them

1.2 Give reasons for identifying the purpose of {
call before making it

1.3 Describe different ways of obtaining the
names and numbers of people that need to
be contacted

1.4 Describe how to use a telephone system to
make contact with people inside and outsidg
an organisation

1.5 Explain the purpose of giving a positive ima|
of self and own organisation

1.6 Explain thepurpose of summarising the
outcomes of a telephone conversation befo
ending the call

1.7 Describe how to identify problems and who
refer them to

1.8 Describe organisation structures and
communication channels within an
organisation

1.9 Describe how tdollow organisational
procedures when making a telephone call

1.10Explain how to report telephone system fau

2. Understand how to receive and transfer 2.1 Describe how to identify callers and their

telephone calls needs

2.2 Explain thepurpose of giving accurate and u
to date information to callers

2.3 Explain the purpose of confidentiality and
security when dealing with callers

2.4 Describe the types of information that could
affect confidentiality and security and how t
handle these

2.5 Describe ways of identifying the appropriatg
person to whom a call is transferred

2.6 Describe the information to be given when
transferring calls or leaving messages

2.7 Describe how to identify problems and who
refer them to
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Learning @tcomes Assessment Criteria

The learner will Thelearner can

2.8 Describe how to fllow organisational
procedures when receiving a telephone call
2.9 Explain how to report telephone system fau

3. Be able to make telephone calls 3.1 Identify the purpose of the call

3.2 Obtain the name and number of the person
be contacted

3.3 Make contact with the person

3.4 Communicate information to achieve the
purpose of the call

3.5 Project a positive image of self and
organisation

3.6 Summarise the outcomes of the conversatiq
before ending a call

3.7 Report telephone systeraults, if necessary

4.Be able to receive telephone calls 4.1 Answer a phone following organisational
procedures

4.2 Give a positive image of self and organisatig

4.3 ldentify the caller, where they are calling
from, and what they need

4.4 Giveaccurate and up to date information
whilst protecting confidentiality and security

4.5 Transfer calls, if required

4.6 Take and pass on messages according to tf
OFrff SNRa ySSRa

4.7 Summarise the outcomes of the conversatig
before ending the call

4.8 Repot telephone system faults, if necessany
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Unit Title: Recognise and deal with customer queries, requests and problems
Unit number: M/601/1508
Credit: 5
GLH: 33
Level: 1

*This unit cannot be selected as an optional unit for thighfleldLevel 2 Award in Personal
Development for Employability.

Learning @tcomes Assessment Criteria

The learner will The learner can

1.recognise and deal with customer queries ar] 1.1 deal with queries and requests from

requests customers in gositive and professional way

1.2 seek information or help from a colleague if
GKSe OlFlyy2i |yasSNI I
request

1.3 obtain help from a colleague if they are not
lotS G2 RSKHE @gAGK (f

1.4 always tell their customer hat is happening

2.recognise and deal with customer problems | 2.1 recognise when something is a problem frof
0KS Odzad2YSNRa LR2AYI

2.2 avoid saying or doing anything which may
make the problem worse

2.3 deal with a difficult customecalmly and
confidently

2.4 recognise when to pass a problem on to an
appropriate colleague

2.5 pass the problem on to their colleague with
the appropriate information

2.6 check that the customer knows what is

happening
3. know how to recognise and deal with 3.1 list who in the organisation is able to give h¢
customer queries, requests and problems and information

3.2 state the limits of what they are allowed to d

3.3 identify what professional behaviour is

3.4 describehow to speak to people who are
dissatisfied

3.5 describe how to deal with difficult people

3.6 state what customers normally expect

3.7 identify how to recognise a problem from
what a customer says or does

3.8 describe what kinds of behaviours/actions
would make situations worse

3.9 list the organisational procedures they must
follow when they deal with problems or
complaints

3.10identify the types of behaviour that may mak
a problem worse
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Unit Title: Use a filing system
Unit number: Y/601/2460

Credit: 2

GLH: 13

Level: 1

s&) Highfield

Qualifications”

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know methods and procedures for storing
and retrieving information

1.1 Describe methods of storing and retrieving
information

1.2 Describe procedures to be followed for
storing and retrieving information

1.3 Describe legal and organisational procedurg
for security and confidentiality of informatior,

2.Be able to store information

2.1 Identify and collecinformation to be stored

2.2 Follow procedures for security and
confidentiality of information

2.3 Store information in approved locations

2.4 Refer problems, if required

3. Be able to retrieve information

3.1 Identify information to beetrieved

3.2 Follow procedures for security and
confidentiality of information

3.3 Locate and retrieve the required information

3.4 Provide information in the agreed format an
timescale

3.5 Refer problems, if required
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Unit Title: Deal withcustomers face to face
Unit number: T1/601/1221
Credit: 5
GLH: 33
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can

1. communicate effectively with their customer | 1.1. plan a conversation with their customer that
has structure and clear direction

1.2. hold a conversation with their customer that
establishes rapport

1.3. focus on their customer and listen carefully g
ensure that they collect all possible
information they need from the conversation

1.4. explain their services orpducts and their
2NBFYA&lIGA2yQa &SNDA
clearly and concisely

1.5. adapt their communication to meet the
individual needs of their customer

16.F YGAOALI 0SS GKSAN Odzj
needs for information

1.7. balance conflictinglemands for their
attention whilst maintaining rapport with thei
current customer

1.8. calm down situations when one customer is
adversely affecting the customer service
enjoyed by other customers

2.improve the rapport with their customer 2.1 present a professional and respectful image

through body languge when dealing with their customer

22 A4K2¢g Ly gl NBySaa 27
for personal space

2.3 focus their attention on their customer so
that nonverbal signs do not betray
disinterest, boredom or irrétion

2.4 ensure that their customer focus is not
disrupted by colleagues

2.5 observe all customers and the total customd
service situation whilst maintaining rapport
with their current customer
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Learning @tcomes Assessment Criteria

The learner will The learner can

2.6 observe their customer to read nererbal
clues aboutthed dza (2 YSNRa ¢ A

expectations
3. understand how to deal with customers face| 3.1 explain the importance of speaking clearly
to face and slowly when dealing with a customer fa|
to face

3.2 state the importance of taking the time to
listen carefully to whathe customer is saying

33 ARSYGATE GKS 2NBI yA:
impact on the way they are able to deal with
their customers face to face

3.4 describe the features and benefits of the
2NBFYyA&al GA2yQa &SN

3.5 explainthe2 NHI yA &l GA2y Qa
how it affects the way they deal with
customers face to face

3.6 explain the principles of body language that
enables them to interpret customer feelings
without verbal communication

3.7 explain the difference between behaving
assetively, aggressively and passively

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
142




We listen and respon: L

(w}Highfield

:
Unit Title: Communicate effectively with customers
Unit number: R/601/1212
Credit: 5
GLH: 33
Level: 2

*This unit cannot be selected as an optional unit for thighfleldLevel 2 Award in Personal
Development for Employability.

Learning @tcomes Assessment Criteria
The learner will The learner can
1. communicate effectively with customers 1.1 listen actively to what customers are saying

1.2 identify themost important things that
customers are telling them

1.3 respond appropriately to what customers ar
telling them

1.4 check that they understand what customers
are telling them and make sure it is really
what they mean

1.5 summarise information for custoers

1.6 explain in a way that is clear and does not
cause offence when they cannot help a
customer

1.7 use appropriate body language when
communicating with customers

1.8 NBIFR 0dzAai2YSNARQ 02R3J
understand their feelings and wishes

1.9 deal with customers in a respectful, helpful
and professional way at all times

1.10help to give good customer service by pass
messages to colleagues

2. understand how to communicate effectively | 2.1 identify the differencebetween hearing and

with customers listening

2.2 explain how to listen actively

2.3 describe how to read both positive and
negative body language

2.4 explain how to use body language effective

2.5 state how to use questions to check that thq
understand what customerare telling them

2.6 identify the difference between negative ang
positive language

2.7 explain how to summarise

2.8 explain why it is important to speak clearly

2.9 explain why it is important to use words that
the customer will understand

2.10describe low to communicate with customer
who have language, dialect or accents that
are different from theirs
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Learning @tcomes Assessment Criteria

The learner will The learner can

2.11explain why the way things are said, and thg
tone of voice, affects the way a customer
experiences customer service

2.12identify what information ishelpful to pass on

in messages to colleagues so that custome
receive good service
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Unit Title: Database software
Unit number: M/502/4555
Credit: 4

GLH: 30

Level: 2

Unit Introduction

{@yHighfield

et ouiiicaion:]

This is the ability to use a software applicataasigned to organise and store structured

information and generate reports.

This unit is about selecting and using intermediate database software tools and techniques to:
9 enter information into databases, that is at times nayutine or unfamiliar;

9 retrieve information by creating queries using multiple selection criteria; and
9 produce reports by setting up menus or short cuts.

They will also be able to create and modifygsintable, norrelational databases. Any aspects that
are unfamiliar may require support and advice from others.

Database tools, functions and techniques at this level will be defined as:
9 the software tools and functions involved will at times be soatine or unfamiliar; and

9 the choice and use of input, manipulation and output techniques will need to take account

of a number of factors or elements

Learning @itcomes

Assessment Criteria

The learner will

The learner can

1. Create and modifyion-relational database
tables

11
1.2

1.3

1.4
15

1.6

Identify the components of a databasgesign
Describe the field characteristics for tdata
required

Create and modify database tables using
range of field types

Describe ways to maintain datiategrity
Respond appropriately to problems with
database tables

Use database tools and techniquesetasure
data integrity is maintained

2. Enter, edit and organise structured
information in a database

2.1

2.2

2.3

2.4

Create forms to enter, edit anorganisedata
in a database

Select and use appropriate tools and
techniques to format data entry forms
Check data entry meets needs, usingodls
and making corrections agcessary
Respond appropriately to data enteyrors

3. Usedatabase software tools to run queries
and produce reports

3.1

Create and run database queries using
multiple criteria to display or amensklected
data
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Learning @tcomes Assessment Criteria
The learner will The learner can

3.2 Plan and produce database reports fram
single table norrelational database

3.3 Select andise appropriate tools and
techniques to format database reports

3.4 Check reports meet needs, using IT tcatsl
making corrections as necessary
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Unit Title: Follow the rules to deliver customer service
Unit number: L/601/1614
Credit: 4
GLH: 30
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1.C2ff 26 GKSANI 2NHI yAal 1.1 follow organisational practices and
practices and procedures procedures that relate to their customer

service work
1.2 recognise the limits of what they are allowe
to do when delivering customer service
1.3 refer to somebody in authority when they
need to
1.4 work in a way that protects the security of
customers and their property
1.5 work in a way that ptects the security of
information about customers

2. know how to follow the rules to deliver 2.1 describe organisational practices and

customer service procedures that relate to their customer
service work

2.2 identify the limits of whathey are allowed to
do when delivering customer service

2.3 explain when and how they should refer to
somebody in authority about the rules for
delivering customer service

2.4 explain how they protect the security of
customers and their property

2.5 explan how they protect the security of
information about customers

2.6 describe their health and safety
responsibilities as they relate to their
customer service work

2.7 explain their responsibilities to deliver
customer service treating customers equally

2.8 explain why it is important to respect
customer and organisation confidentiality

2.9 list the main things they must do and not do
in their job under legislation that affects thei
customer service work

2.10list the main things that they must do and nq
do in their job under external regulations thg
affect their customer service work
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Unit Title: Improving Productivity using IT

Unit number: J/502/4156

Credit: 4

GLH: 30

Level: 2

Unit Introduction
The use of IT tools and systems can improveptioeluctivity and efficiency of work activities in a
variety of contexts.

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Plan, select and use appropriate IT systems| 1.1 Describe thgurpose for using IT

and software for different purposes 1.2 Describe the methods, skills and resources
required to complete the task successfully

1.3 Plan how to carry out tasks using ITaithieve
the required purpose and outcome

1.4 Describe any factors that may affect the tas

1.5 Select and use IT systems and software
applications to complete planned tasks and
produce effective outcomes

1.6 Describe how the purpose and outcomes
have been met by the chosen IT systems af
software applications

1.7 Describe any legal or localigelines or
constraints that may apply to the task or

activity
2. Review and adapt the ongoing use of IT 2.1 Review ongoing use of IT tools aedhniques
tools and systems to make sure that and change the approach aseded
activities are successful 2.2 Describe whether the IT tools selected werg

appropriate for the task and purpose

2.3 Assess strengths and weaknesses of fimak

2.4 Describe ways to make furtheanprovements
to work

2.5 Review outcomes to make sure they match
requirements and ee fit for purpose

3. Develop and test solutions to improve the 3.1 Review the benefits and drawbacks otddls

ongoing use of IT tools and systems and systems used, in terms pfoductivity
and efficiency

3.2 Describe ways to improv@roductivity and
efficiency

3.3 Develop solutions to improve own
productivity in using IT

3.4 Test solutions to ensure that they work as
intended

Return to Contents
Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
149




Unit Title:

Unit number: R/601/7639
Credit: 4

GLH: 32

Level: 2

Y Highfield

g
Y
el auiicarions ]

Principles of providing administrative services

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand how to make and receive
telephone calls

11

1.2

1.3

Describe the different features of telephone
systems and how to use them

Describe how tdollow organisational
procedures when making and receiving
telephone calls

Explain the purpose of giving a positive ima
of self and own organisation

2. Understand how to handle mail

2.1

2.2

2.3

Explain the purpose of correctly receiving,
checking and sontig incoming and outgoing
mail or packages

Identify different internal and external mail
services available to organisations
Describe the methods of calculating postag
charges for mail or packages

3. Understand how to use different types of
office equipment

3.1

3.2

3.3

Identify different types of equipment and
their uses

Explain the purpose of following
Yl ydzF I O dzNB ND a
equipment

Explain the purpose of keeping equipment
clean, hygieniand ready for the next user

Ay ail

4. Understand how to keep waste to a minimun

in a business environment

4.1

4.2

4.3

Explain why waste should be kept to a
minimum in a business environment
Identify the main causes of waste that may
occur in a business environmie

Identify ways of keeping waste to a minimur
in a business environment

5. Know how to make arrangements for
meetings

5.1

5.2

5.3

Identify different types of meetings and theil
main features

Identify the sources and types of informatiol
needed toarrange a meeting

Describe how to arrange meetings

6. Understand procedures for organising travel

and accommodation arrangements

6.1

6.2

Explain the purpose of confirming instructio
and requirements for business travel and
accommodation

Outline themain types of business travel or
accommodation arrangements that may neq
to be made and the procedures to follow
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Learning @tcomes Assessment Criteria

The learner will The learner can

6.3 Explain the purpose of keeping records of
business travel or accommodation
arrangements

7. Understand diary management procedures | 7.1 Explain the purpose of using a diary system
plan activities

7.2 ldentify the information needed to maintain
diary system

8. Understand the purpose of delivering 8.1 Contrast the differences betweenternal and

effective customer service and how to do so external customers in a business environmg

8.2 Explain why customer service should meet
exceed customer expectations

8.3 Identify the purpose and ways of building
positive relationships with customers

8.4 Identify how customers demonstrattheir
own needs and expectations

9. Understand the purpose of reception servicel 9.1 Describe the purpose of the receptionist rol

and how to follow reception procedures as the first point of contact between the
public / client and an organisation

9.2 Explain how to present a positive image of
self and the organisation and the purpose o
doing so

9.3 Explain how to carry out entry, departure,
security and confidentiality procedures in a
reception area
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Unit Title:

Unit number: J/601/7640
Credit: 3

GLH: 24

Level: 2

{Qit Highfield

#

Principles of managingformation and producing documents

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose of information
technology in a businessnvironment

11

1.2

Identify different types of information
technology that may be used for work tasks
Outline the benefits of using information
technology for work tasks

2. Understand how to manage electronic and
paper based information

2.1

2.2

2.3

2.4

Explain the purpose of agreeing objectives
and deadlines for researching information
Identify different ways of researching,
organising and reporting information
Describe procedes to be followed for
archiving, retrieving and deleting informatiof
including legal requirements, if required
Explain why confidentiality is critical when
managing information

3. Understand the purpose of producing
documents that are fitfor-purpose

3.1

3.2

Identify reasons for producing documents
that are fit-for-purpose

Describe different types and styles of
documents and when they are used

4. Know the procedures to be followed when
producing documents

4.1

4.2

4.3

4.4

4.5

Identify reasons foagreeing the purpose,
content, layout, quality standards and
deadlines for the production of documents
Describe ways of checking finished
documents for accuracy and correctness, a
the purpose of doing so

Explain the purpose of confidentiality and
data protection procedures when preparing
documents

Compare different types of documents that
may be produced from notes and the forma
to be followed

Explain the procedures to be followed when
preparing text from notes
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Unit Title: Produce documents in a business environment
Unit number: T/601/2482

Credit: 4

GLH: 15

Level: 2

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand the purpose of producing high
quality and attractivedocuments in a business
environment

1.1 Outline different types of documents that
may be produced and the different styles th
could be used

Describe different formats in which text may
be presented

Explain the purpose and benefitsrfoducing
high quality and attractive documents

1.2

1.3

2. Know the resources and technology availabl
and how to use them when producing
documents in a business environment

2.1 Describe the types of resources available fd
producing high quality and attractive
documents

Outline ways of using different resources to
produce documents

Describe different types of technology
available for inputting, formatting and editing

text, and their main features

2.2

2.3

3. Understand the purpose of following
procedures when poducing documents in a
business environment

3.1 Explain the benefits of agreeing the purposg
content, style, and deadlines for producing
documents

Outline different ways of organising content
needed for documents

Outline ways ofntegrating and laying out tex
and nontext

Describe ways of checking finished
documents for accuraayincluding spelling,
grammar and punctuatioq and correctness,
and the purpose of doing so

Explain the purpose of storing documents
safely andsecurely, and ways of doing so
Explain the purpose of confidentiality and
data protection when preparing documents
Explain the purpose and benefits of meeting
deadlines

3.2

3.3

3.4

3.5

3.6

3.7

4. Be able to prepare for tasks

4.1 Confirm the purpose, content, style and

deadlines for documents

5. Be able to produce documents to agreed
specifications

5.1 Prepare resources needed to produce

documents
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Learning @tcomes Assessment Criteria

The learner will The learner can

5.2 Organise the content required to produce
documents

5.3 Make use otechnology, as required

5.4 Format and produce documents to an agreq
style

5.5 Integrate nontext objects into an agreed
layout, if required

5.6 Check texts for accuracy

5.7 Edit and correct texts, as required

5.8 Clarify document requirements, when
necesary

5.9 Store documents safely and securely
following organisational procedures

5.10Present documents to the required format
and within the agreed deadlines
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Unit Title: Usea diary system
Unit number: K/601/2477
Credit: 3
GLH: 9
Level: 2

Unit Introduction
This unit is about using a diary system to organise and record work activities so that planned work
can take place.

Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand a diary system 1.1 Explain the purpose of using a diary system

1.2 Describe different types of diary systems

1.3 Describe the purpose of obtaining relevant
information about requested diary entries
and changes

2. Understand how to use a diary system 2.1 Describe thaypes of information needed for
diary entries

2.2 Explain how to prioritise requests

2.3 Explain the purpose of prioritising requests

2.4 Explain the purpose of trying to balance the
needs of all those involved

2.5 Explain the purpose of communicating
changes to those affected

2.6 Explain the purpose of keeping a diagstem
up to date

2.7 Describe the different types of problems tha
may occur when new requests are made an
solutions to these problems

2.8 Explain the purpose of followiregecurity and
confidentiality procedures when using a dia
system

3. Be able to use a diary system 3.1 Obtain information needed to make diary
entries

3.2 Make diary entries accurately and clearly

3.3 Prioritise changes to entries, as required

3.4 Record agreed changes in the diary

3.5 Identify and report the effects of any changd
for existing entries

3.6 Solve problems by negotiating alternative
arrangements, when necessary

3.7 Keep a diary up to date and store it securely
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Unit Title: Use office equipment
Unit number: H/601/2493

Credit: 4

GLH: 18

Level: 2

Sy Highfield
*ﬁ!@g

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Know about different types of office
equipment and its uses

1.1 Identify different types oéquipment and
their uses

Describe the different features of different
types of office equipment

Explain why different types of equipment ar
chosen for tasks

1.2

1.3

2. Understand the purpose of following
instructions and health and safetgrocedures

2.1 Explain the purpose of following
YI ydzF I OG dzZNB ND &
equipment

Explain the purpose of following
organisational instructions when using
equipment

Identify health and safety procedures for
using different types oéquipment

Explain the purpose of following health and
safety procedures when using equipment
Explain the purpose of keeping equipment
clean and hygienic

Ayail

2.2

2.3
2.4

2.5

3. Understand how to use equipment in a way
that minimises waste

3.1 Give examples ataste when using
equipment
Give examples of ways to reduce waste

Explain the purpose of minimising waste

3.2
3.3

4. Know about the different types of problems
that may occur when using equipment and how
to deal with them

4.1
4.2

Give examples afquipment problems
Explain the purpose of following
YIydzZFlI O dzNBNRa Ayadl
organisational procedures when dealing wit
problems

4.3 Give examples of how to deal with problemd

5. Understand the purpose of meeting work
standards and deadlines

5.1 Explain the purpose of meeting work
standards and deadlines when using
equipment

6. Understand the purpose of leaving
equipment and the work area ready for the nex
user

6.1 Explain the purpose of leaving equipment a
the work area ready for the néxiser

7.Be able to use office equipment

7.1 Locate and select equipment needed for a
task

721 4S SljdzA LIYSy i
organisational guidelines

T2t 24
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Learning @tcomes Assessment Criteria

The learner will The learner can

7.3 Use equipment minimising waste

7.4 Keep equipment clean and hygienic

7.5 Dealwith equipment problems following
YIydzFl OG dzNBENRa FyR 4

7.6 Refer problems, if required

7.7 Make sure final work product meets agreed
requirements

7.8 Make sure that product is delivered to agred
timescale

7.9 Make sure equipment,asources and work
area are ready for the next user
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Unit Title: Improving Productivity using IT
Unit number: L/502/4157
Credit: 4
GLH: 40
Level: 3

Unit Introduction

The use of IT tools and systems can improve the productivityeHiniency of activities in a variety
of contexts.

This unit is about the skills and knowledge needed by the IT User to plan and review their use of
predefined or commonly used IT tools for activities that are at timesnoattine orunfamiliar. As a
result of reviewing their work, they will be able to identify and use automated methods or
alternative ways of working to improve productivity

Ly | OGAGAGE GAff ( eNDAIGiFATYTIS20 605 QW Qi2aYSL¥t SE | yR y2y
9 the task or context is likelp require research, analysis and interpretation;
1 the work may be undertaken by others; and
9 the techniques required will be complex, and the selection process may involve analysis,
research, identification and application.

Learning @tcomes Assessment @eria

The learner will The learner can

1. Plan, select and use appropriate IT systems| 1.1 Explain the purpose for using IT

and software for different purposes 1.2 Analyse the methods, skills and resources

required to complete the taskuccessfully

1.3 Analyse any factors that may affect the task

1.4 Critically compare alternative methods to
produce the intended outcome

1.5 Develop plans for using IT for different task{
and purposes, including contingencies

1.6 Select IT systems amsdftware applicationgs
appropriate to purposes and use them to
produce effective outcomes

1.7 Explain why different software applications
could be chosen to suit different tasks,
purposes and outcomes

1.8 Explain any legal or local guidelines or
constraints which apply to the task or activif]

2. Evaluate the selection and use of IT tools to| 2.1 Critically compare the strengths and

make sure that activities are successful gSIH1ySaasSa 2F 26y |\
work

2.2 Review ongoing use ¢T tools andechniques
and change the approach aseded

2.3 Evaluate and test solutions to make stiney
match requirements and are fit fggurpose
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Learning @tcomes Assessment @teria

The learner will The learner can

2.4 Be prepared to give feedback on other
LIS2 L) SQa aStSOGAzy |

2.5 Explaindifferent ways to make further
improvements to work

3. Devise solutions to improve the use of IT 3.1 Evaluate the productivity and efficiency of I

tools and systems for self and others systems and procedures used by self and
others

3.2 Research anddvise on ways to improve
productivity and efficiency

3.3 Develop solutions that make a demonstrabl
improvement to the use of IT tools and
systems

3.4 Test solutions to ensure that they work as
intended

3.5 Recommend improvements to IT systeamsl
procedures that increase productivity
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CLEANING UNITS

Unit Title: Health and Safety for the cleaning and support services industry
Unit number: Y/502/2251

Credit: 4

GLH: 35

Level: 2

This unit ado appears in the following Highfiaddialifications:
() Highfield Level 2 Certificate in Cleaning Principles (RQF)

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand the health & safety legislation 1.1 Describe the health & safety legislation and
which applies to the Cleaning & Support regulations which apply to the cleaning and
Servicesndustry support services industry.

1.255a0NRAO0S SYLX 28SSaqQ

1.355a0NR0S SYLX 28 SNDa

1.4 Explain the appropriate codes b&haviour in
relation to health and safety

2. Understand how to work in a safe manner. | 2.1 State job roles within organisations
responsible for health and safety

2.2 Explain the importance of correct use of
equipment, materials and chemicals

2.3 Explain bhe importance of the correct use of
personal protective equipment

2.4 Describe types of security requirements wh
working on customer sites.

2.5 Describe techniques for safe lifting and
handling

2.6 Explain the need for colour coding systems

2.7 Describerecommended procedures in the
event of a fire

2.8 Describe the recommended procedures in t
event of an accident

3. Understand how to control risks in the 3.1 Explain the importance of personal hygiene
workplace the workplace
3.2 Ouitline the requiredpersonal hygiene
standards

335STAYS (KS GSN¥a WwWNJ
FaasSaaySyaQ

3.4 Identify the types of hazards which might
occur in the workplace.

3.5 Describe health and safety procedures
relating to controlling risks.

3.6 Describe theprocedures for reporting hazard

3.7 Explain the importance of following
YIEydzFlFI OGdzZNENEQ Ayail
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Learning @tcomes

Sy Highfield
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Assessment Criteria

The learner will The learner can

3.8 Explain the importance of clear
communication in relation to risk assessmef

3.9 Explain the importance of risk control
measures
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Unit Title: Working with customers and others in the cleaning and support services industry
Unit number: D/502/2252
Credit: 2
GLH: 18
Level: 2

This unit ado appears in the following Highfiaddialifications:
() Highfield Level 2 Certificate in Cleaning PrinsifiRQF)

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand how to communicate effectively| 1.1 Describe the importance of communicating

with customers with others

1.2 Describe appropriate ways obmmunicating
with customers

1.3 State the importance of up to date, accuratg
and clear information

1.4 State key sources of jefelated information

1.5 State reasons for adapting communication {
different audiences

1.6 State procedures for acknowledging,
responding to and recording customer
communication

1.7 State the limits of authority for dealing with
different types of customer communication

H® | YRSNERGFYR K2g (2 |21 Explainthe importance of positive behaviou
andattitudes

2.2 Describe examples of positive behaviour an
attitude

2.3 Explain the benefits of creating a positive
impression

2.4 Describe different types of customer

2.5 Describe procedures for handling difficult
customer situations

3. Understand how to contribute to effective 3.1 Explain the importance of teamwork

team working 3.2 Describe roles and responsibilities within

teams

3.3 List factors that contribute to effective
teamwork

3.4 Describe key personal behaviours of team
members

3.5 Describe how to respond to disagreements
ateam
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CONFLICT MANAGEMENT UNIT

Unit Title:

the public
Unit number: H/615/6965
Credit: 2
GLH: 11
Level: 2

Y Highfield

g
:
:%7{&% Qualifications®

Managing conflict in the workplace when dealing with customers, service users or

This unit ado appears in théllowing Highfieldyualifications:
() Highfield Level 2 Award in Conflict Management (RQF)
1 Highfield Level 3 Award in the Delivery of Conflict Management Training (RQF)

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Knowhow communication can be used to
solve problems and reduce the likelihood of
conflict

1.1

1.2

1.3

1.4

15

State the importance of positive
communication as a way of reducing the
likelihood of conflict

Identify how managing customer expectatio
can reduce thdikelihood of conflict

Identify the differences between
assertiveness and aggression

State the importance of viewing a situation
FTNRBY (GKS Odzad2YSNRa
Identify strategies that can be used to solve
problems

2. Know the factorghat influence human
responses in conflict situations

2.1

2.2

2.3

Identify human responses to emotional or
threatening situations

Identify factors that can trigger an angry
response in others

Identify factors that can inhibit an angry
response in others

3. Know how to assess and reduce risks in
conflict situations

3.1

3.2

3.3

3.4

Identify the stages of escalation in conflict
situations

State how to apply dynamic risk assessmen
to a conflict situation

State the importance of following employer
policies and gaiance in conflict situations
Identify measures that can reduce risks for
people who may be involved in conflict
situations

4. Know how to communicate effectively and
de-escalate conflict in emotive situations

4.1

4.2

Identify how to use nosverbal
communcation in emotive situations
Identify how to overcome communication
barriers in emotive situations
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Learning @tcomes Assessment Criteria

The learner will The learner can

4.3 ldentify ways of defusing emotive conflict
situations

4.4 \dentify how to work with colleagues to de
escalate conflict situations

4.5 State theimportance of providing exit routes
and space when dealing with an angry pers

5. Know good practice to follow after conflict | 5.1 State the importance of accessing help and

situations support following an incident

5.2 Identify the benefits of reflectingn and
learning from conflict situations

5.3 Identify the benefits of sharing good practict
and contributing to solutions to recurring
problems

Additional assessmenguidance/requirements
LO1: Know how communication can be used to sgiveblems and reduce the likelihood of conflic

1 The importance of positive communication as a way of reducing the likelihood of conflic{
0 be proactive in giving information to customers
o listen to the individual, before responding
0 maintain a calm tone and moaggressive body language

1 How managing customer expectations can reduce the likelihood of conflict

clear communication
managing unrealistic expectations
explaining procedures

O O O O

proactive service delivery
1 The differences between assertiveness aggression

0 Assertive
A firm but fair
A calm
A polite

0 Aggressive
A threatening
A rude
A unsympathetic
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o helps to defuse conflict situations
0 enables the use of empathy
0 builds a rapport

1 Identify strategies that can be used to solve problems
o0 building rapport
0 stating expectations
0 compromising

LO2: Know the factors that influence human responses in conflict situations
1 Human responses to emotional or threatening situations

o fight or flight
fear

shock
anger

O O O o

aggression

9 Factors that can trigger an angry response in others
o Factors:
A Dbeing drunk or on drugs
A emotionsc anger, pain, upset, etc
o Possible triggers:
A showing disrespect
A threatening/aggressive behaviour
A insulting behaviour
1 Factors thatan inhibit an angry response in others:
0 self control
o calmness
o fear of prosecution
o fear of retaliation

LO3: Know how to assess and reduce risks in conflict situations

1 The stages of escalation in conflict situations:

frustration
anger

aggression

O O OO

violence
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1 How to apply dynamic risk assessment to a conflict situation:

GKAY]l walFfsSie FTANRGQ
assess the situation
consider your options

o O O O

take action

1 The importance of following employer policies and guidance in conflict situations:

legislationc Health and Safety at Work Etc Act 1974
reduce risk of litigation/employer/employee.
protect company reputation.

o O O O

provide clear role and responsibility

1 Measures that can reduce risks for people who may be involved in conflict situations
0 training
o Personal Protective Equipment (PPE)
o CCTV
0 positive communication

LO4: Know how to communicate effectively and-@scalate conflict in emotive situations

1 How to use noxrverbal communication in emotive situations:

o0 awareness of personal space
0 nonaggressive body language
0 open hand gestures

 How to overcome communication barriers in emotive situations

move to a quieter area
speak slowly and calmly
non aggressive body language

o O O O

be patient
1 Ways of defusing emotive conflict situations:

0 positive communicton
0 empathy
o self control

1 How to work with colleagues to descalate conflict situations:
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o dynamic risk assessment
0 correct positioning
o changing control with a colleague

1 The importance of providing exit routes and space when dealing with an paggn

0 non-aggressive stance
0 maintaining personal space
0 ensure an escape route is available for self and aggressor

LO5: Know good practice to follow after conflict situations

1 The importance of accessing help and support following an incident

0 emotional support
0 reduces the possibility of post traumatic stress disorder

1 The benefits of reflecting on and learning from conflict situations

0 making improvements
0 sharing good practice
0 identifying poor practice

1 The benefits of sharing gogmtactice and contributing to solutions to recurring problems:

0 improved customer service
0 improved morale and safety
0 reduced stress
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Unit Title: Principles of the Control of Substances Hazardous to Health
Unit number: M/615/7553
Credit: 1
GLH: 5
Level: 2
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Understand the principles of hazardous 1.1 Ouitline duties relating to hazardous
substances in the workplace substances at work
1.2 Identify the consequences for noncompliang
with duties
2. Understand how hazardous substances 2.1 Define the following key terms:
can cause hazards and risks to health w Risk
within the workplace w Hazardous substance
w Risk Assessment
2.2 State the different forms that hazardous
substances can take
2.3 ldentify the health and safety effects
that may occur following exposure to
hazardous substances
2.4 State the routes that hazardous
substances can enter the body
3. Understand howrisk assessments 3.1 Ouitline the process of risk assessment
contribute to the safe use of hazardous 3.2 Identify how risk assessments reduce
substances in the workplace accidents and Hhealth at work
3.3 ldentify the risk control hierarchy for
hazardas substances
4. Understand the precautions and 4.1 ldentify common COSHH symbols
procedures necessary to ensure the 4.2 Outline the types of information thaghould
risks associated with hazardous be referred to for he safeidentification and
substances are properly controlled use of hazardousubstances
4.3 State the general procedures that shotile
in place for dealing with an incidemvolving
hazardous substances
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COVIBP19 UNIT
Unit Title: Keeping yourself and others safe fro@OVID19
Unit number: M/618/2954
Credit: 1
GLH: 4
Level: 1
Learning @tcomes Assessment Criteria
The learner will The learner can
1. Know what Coronavirus and COVID are 1.1 State the difference between coronavirus af

COVIEL9

1.2 State how coronaviruspreads both directly
and indirectly

1.3 State the incubation period of coronavirus

1.45STAYS 0KBMNKhS MBextBf
infectious diseases

2. Know how COVIEL9 can affect the body 2.1 State thesymptomsof COVIBEL9

2.2 Define the tem immunity

2.3 State theways an immune system can fight
virus

2.4 ldentify thehigh-risk groupsof COVIEL9

3. Know how to protect yourself from COVHDO | 3.1 State the most effective way of washing
hands

3.2 State why it is important to maintain a safe
distance from others

3.3 Statepractical waysof reducing the spread o
infection to keep yourself and others safe

3.4 Statesourcesof information regarding
COVIBEL9

Amplification

9 How spread
o Coughing
0 Sneezing
0 Being in close contact with an infected person
0 Touching a contaminated surface

9 Carrier.
0 Aninfected person who does not show symptoms

9 Symptoms
o Fever
o Tiredness
o Persistent dry cough
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o Breathing difficulties
o Bad sore throat
0 Loss of sense of smell or taste

I Ways an immune system can fight a virus:
o Expelling the infection e.g. mucous, vomiting, diarrhoea, pus, sneezing
o Fevers
o Developing immunity

9 Highrisk groups
o Veryold
Very young
Already ill
Weakened immune systems
Expectant mothers

O O O O

9 Practical ways
0 Sneeze or cough into elbow or shoulder
Maintain distance from others
Use face coverings
Selfisolate for 14 days if you have symptoms
Use hand santiser and/or wash hands regularly
5 2 ytduch face with unwashed hands
Pay using contactless payment methods
52y Qi aKINB F22R 2N dziSyaait a
Good ventilation of areas
Keep hanetontact surfaces clean and disinfected regularly

O O O 0O 0O O o o o

9 Sources of information:
o Government websites
o NHS
o World Health Organisation

Unit Guidance

AC 1.% at least 3 methods must be identified
AC 2.1 at least 3 symptoms must be identified
AC 3.3 at least 3 ways must be identified

AC 3.4 at least 2 sources must be identified
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CUSTOMER SERVICE UNITS

Unit Title: Principles of Customer Service
Unit number: Y/501/4375

Credit: 6

GLH: 30

Level: 1

*This unit cannot be selected as an optional unit for tH&EHFIELDevel 1 Award in Personal
Development for Employability.

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Know how to deliver good customer service| 1.1 Identify different types of customers
1.2 Identify different needs o€ustomers
1.3 State what is meant by customer satisfactio
1.4 State what is meant by customer expectatio

2. Know different communication methods 2.1 State effective methods of communication t
use when dealing with different customers

2.2 State how tause questions when dealing wit
different customers

2.3 Identify positive and negative body languag
and facial expression

24 {01 4GS K2g Odzad2YSNE(
on customer service

2.5 State how own body language impacts on
customer service

3. Krow how to provide good customer service| 3.1 State the importance of providing products

in line with organisational procedures FYR aSNIDAOSAE 6KAOK |

3.2 State the importance of customer and
organisation confidentiality

3.3 State the limis of own authority

4. Know how to effectively deal with customer | 4.1 State how to deal with customer queries

queries, problems and complaints 4.2 ldentify common customer problems and
complaints

4.3 State how to deal with problems and
complaints
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Unit Title: Delivery of effective customer service

Unit number: J/600/1003

Credit: 6

GLH: 50

Level: 2

*This unit cannot be selected as an optional unit for thighfleldLevel 1 Award in Personal
Development for Employability.

This unit also appears in the followingghffieldqualification:
w HighfieldLevel 2 CertificateniCustomer Swice (RQJF

Learning @tcomes Assessment Criteria

The learner will Thelearner can

1. Describe the principles of customer service | 1.1 Identify the purpose of customer service

1.2 Describe how customer service affects the
success of the organisation

1.3 Describe different types of customers of an
organisation

1.4 |dentify the range of customer needs

1.5 Identify the customer service information
which may be retained

1.6 Identify the difference between providing a
product and providing a service

1.7 Describe what is meant by an afteales
service

1.8 Describe whais meant by a Unigue Selling
Point (USP) and a Unique Service Offer (U

1.9 Identify the methods a customer service
deliverer can use to keep product and servi
knowledge upto-date

1.10Describe how an organisation can promote
products and/or services

2. Understand how customer needs and 2.1 Describel KS LJdzN1J32asS 27F |
expectations are formed service offer
2.2 Describe how customer expectations are
formed

2.3 Describe the interrelationship between
customer satisfaction and customer
expectations

2.4 Describe how customer needs can be
identified

2.5 ldentify themethods of obtaining customer
feedback

2.6 Describe how an organisation can maintain
customer loyalty
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Learning @tcomes Assessment Criteria

The learner will Thelearner can

2.7 ldentify why it is important to ensure
effective customer relationships are
maintained

2.8 Describe why it is important for a customer
beabletoRSY GAFe& | W6 NI Y

3. Understand principles of responding to 3.1 Identify common causes of customer

OdzaG2YSNRAQ LINRof Sya 2 problems and complaints

3.2 ldentify different methods of communication

3.3 Describe the importance of adaptimgethods
of communication and behaviour to meet th
individual needs of customers

3.4 Explain how the non verbal communication
the service deliverer can affect the behaviol
of the customer

3.5 Describe how personal presentation,
approach and attitude Mliinfluence the
perception of the service delivered

4. |dentify the interpersonal and team working | 4.1 Describe the skills required for effective

skills required in the customer service teamworking

environment 4.2 Describe how to maintain effective worlg
relationships within a team

4.3 Describe the range of intgrersonal skills
required for effective customer service

5. Identify the legislation which supports the 5.1 Identify the key aspects of the legislation

customer service process relating to consmer law

5.2 Identify the main principles of equal
opportunities legislation in relation to
providing customer service

5.3 ldentify the responsibilities of the employer
and employee under the Health and Safety
Work Act

5.4 Describe why it isnportant to respect
customer and organisation confidentiality

5.5 Identify the main principles of the Data
Protection Act

5.6 Identify how a code of practice or ethical
standards can impact upon the activities of
service deliverer
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Unit Title: Principles of Customer Service
Unit number: H/504/3832
Credit: 1
GLH: 6
Level: 2

This unit also appears in the followingghfieldqualification:
w Highfield Level 2 Award iCustomer Swice (RQJF

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand the principles of customer serviq 1.1 Identify the purpose of customer service

1.2 Describe how customer service affects the
success of an organisation

1.3 Identify the different type®of customers an
organisation may have

1.4 |dentify the range of customer needs

1.5 Describe how effective teamwork impacts o
customer service

2. Understand how customer needs and 2.1 Describe the purpose of &hNH I Y A a |
expectations are formed service offer
2.2 Describe how customer expectations are
formed

2.3 Describe the relationship between custome
expectations and customer satisfaction

2.4 ldentify why it is important to ensure
effective customer relationships are
maintained

2.5 Identify methods of obtaining customer
feedback and why this is important

3. Know the interpersonal skills and appropriat{ 3.1 ldentify different methods of communication

behaviour required in the customer service 3.2 Describe the range diterpersonal skills

environment required for effective customer service

3.3 Explain how notverbal communication of th¢
service deliverer can affect the behaviour of
the customer

3.4 Describe how personal presentation,
approach and attitude will influence the
percegion of the service delivered

3.5 Describe the appropriate behaviour and
customer service skills required when using
the telephone

3.6 Explain why it is important to ensure that thg
customer is informed and reassured at all
stages

4. Understand theprinciples of responding to 4.1 Identify common causes of customer
OdzaGi2YSNARAQ LINRPof Sya 2 problems and complaints
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Learning @tcomes Assessment Criteria

The learner will The learner can

4.2 Describe the importance of adapting metho
of communication and behaviour to meet th
individual needs of customers

4.3 Describe ways of handling difficult customer
situations

4.4 Explain the importance of responding to
customer service issues promptly
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Unit Title: Supporting the customer service environment

Unit number: J/600/0658

Credit: 7

GLH: 65

Level: 2

*Thisunit cannot be selected as an optional unit for thigtfieldLevel 1 Award in Personal
Development for Employability.

This unit also appears in the followingghffieldqualification:
w Highfield Level 2 Certificate Customer Swice (RQJF

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Apply the practical skills required to deliver | 1.1 Identify the type of organisation

effective customer service 1.2 Identify the organisation's customers
includinginternal and/or external and those
with specific needs

1.3 lllustrate a customer service supply chain
within an organisation

1.4 Maintain established customer records

1.5 Suggest a unique selling point or unique
service offer for a product ervice

1.6 Suggest ways of promoting a product or
service to increase customer awareness

1.7 Compare the strengths and weaknesses of
promotional methods available

2. Demonstrate how to meet customer needs | 2.1 Identify how customerse&monstrate their

and expectations own individual needs and expectations

2.2 ldentify customers with special requirement

2.3 Identify how to use methods of
communication and behaviour to meet the
individual needs of specified customers

2.4 ldentify and use methods of cheok
customer satisfaction

2.5 Identify ways in which an organisation migh
improve its reputation

3. Communicate effectively with customers 3.1 Use different methods of communication

3.2 Identify the interpersonal skills which are
required for effective ¢éamworking

3.3 Describe how to adapt own behaviour to
meet the individual needs of the team

3.4 Use the telephone system efficiently and
effectively

3.5 ldentify the personal qualities required to
deal with customer problems

3.6 Describe the skilleequired to deal with
potentially stressful situations
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Learning @tcomes Assessment Criteria

The learner will The learner can

3.7 Apply problem solving theories to resolving
customer service problem

3.8 Identify the process of solving a customer
problem or complain

4. Apply customer service improvements and | 4.1 Devise a method for obtaining customer

develop self feedback

4.2 Identify why it is important to give a positive
impression to customers about changes mg
to customer service procedures

4.3 ldentify how own behaviour might affect the
behaviour of others

4.4 \dentify how to obtain useful and constructiy
feedback from others about own
performance

4.5 ldentify own strengths and weaknesses in
relation to working within a customer servicq
role

4.6 Apply the techniques of sedfssessment to
look at strengths and eaknesses

4.7 Produce a Training Needs Analysis (TNA) f
self

4.8 Prepare an individual learning/development
plan which could be used as a basis for
discussion with a relevant person, eg tutor,
line manager, HR, training department

Amplification

The following assessment criteria are based on candidate performance; however, simulation can
used if workplace evidence is not available.

A scenario can be created to allow learners to achieve all criteria.

Suitable evidence may incla:

1.4 Completed customer record(s)

3.1 Various methods of communication such as letters, emails, producing posters etc.

3.4 Use of a telephone, using the correct greeting, putting the customer on hold, transferring the
and wrapping up the call cactly.

3.7 This can be simulated through role play.

4.1 Learner should design a method of collecting feedback, eg customer feedback form or a seri
questions for completing an afteservice phone call.

Preferred method of assessment for 3.4 andi8.@bservation, which, if used, could also be used aq
evidence for ac 3.1. If the call is part of a role play, a customer service record can also be compl
part of the phone call, to evidence 1.4
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Unit Title: Principles of selling in aontact centre

Unit number: M/503/0386

Credit: 2

GLH: 14

Level: 2

*This unit cannot be selected as an optional unit for the Highfield Level 1 Award in Personal
Development for Employability.

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Know the process of selling in a 1.1 Describe procedures for greeting and
contactcentre identifyingcustomers, authorising payment

and closing andecording customer contacts
1.2 Describe the regulatory requirements for
selling tocustomers
1.3 Describe what is meant by a “service offer’
1.4 Describe how the service offer is
communicated tocustomers

2. Understand the use of 2.1 Describe the information needed about
information for sales activities in productsand/or services needed to support
a contact centre sales activities

2.2 Explain how to obtain sufficient information
from customers to enable a sale

2.3 Explain the link between product and/or
service anccustomer information and sales
opportunities

2.4 Explain how to find new customers for
productsand/or services

3. Undestand how to make sales 3.1 Describe the purpose of explaining to

through a contact centre customers theeatures and benefits of
products and/or servicesffered or supported

3.2 Explain why it is important to identify and
confiimOdza G2 YSNEQ Yy SSRa

3.3 Explain how to make matches to products
and/or services from information provided b
customers

3.4 Explain the importance of informing
customers ofvhat is happening and the
reasons for any constraints limitations

3.5 Explain the techniques fois&ablishing a
rapport with customers

3.6 Explain how to ugsell and crossell
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Unit Title: Creating First Impressions
Unit number: T/617/5410
Credit: 2
GLH: 16
Level: 1

This unit also appears in the following Highfigldalifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Cusher Service Sector (RQF)

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the factors that can influence a| 1.1 State what dirst impressionis
Odza 12 YSNEQ TFANRG A Y] 1.2ldentify ways in whiclyou caninfluence afirst
impression
1.3 Listpotential factorsthat can influence a
Odzai2YSNEQ FANRG AYL
1.4 State the importance of different factors that
can influence @ustomer

2. Knowhow you cancreate a positive first 2.1 ldentifywhat skills can helgreate a god first
impression impression

2.2 Describe hovpersonal presentatiorcan
impress a customer

2.3 ldentify ways to make a confident introductio

2.4 Describe how your personality can affect a
Odzai2YSNEQ FANROG AYL

2.5 Outlinethe role of body languag@ customer
interactions

Amplification / Indicative content / Range

9 First Impression:
o An idea, feeling, or opinion about something or someone, especially one formed
without conscious thought or on the basis of little evidence
1 Potential factors:
o Advertising, previous experiences, word of mouth
{ Customer
0 Both internal and external customers
1 Pesonal presentation
0 Appearancebody languageandbehaviours e.g. friendly approach, courtesy and
respect punctualityand being in theight placeat theright time
I Afirstimpression can be influenced
o Assumptions, beliefs and values, previous interaction/experience
1 What skills can help
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o Communication, empathy, conflict management, questioning, problem solatiye
listening
Unit Title: Making Conversation and Building Rapport
Unit number: F/617/5412
Credit: 3
GLH: 22
Level: 1

This unit also appears in the following Highfield qualifications:
9 Highfield Level 1 Award in WoeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate Work-Related Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Customer Service Sector (RQF)

Learning Outcomes Assessment Criteria
The learner will The learner can
1. Understand theimportance of building 1.1 Define the meaning of rapport
rapport with customer 1.2 Identify the reasons whiuilding rapportwith

external customers is important
1.3 State reasons why employees building rappo
with internal customers is important

2. Know ways to buildapport 2.1 State ways to introduce yourself

2.2 Identifyways to engage in a conversation

2.3 State how body language can affect rapport

2.4 State the importance of personal appearancg
building rapport

2.5 List appropriate greetings that can be used
toward customers

2.6 State how empathy can be used to create
rapport

2.7 ldentify why good communication is required
to build rapport

3. Know how to use suitable questioning 3.1 State different ways of approaching and
techniqueswhen making conversation questioning customers

3.2 Identify when the right time is to ask question|

33{GFdS GKS RAFFSNByYyOS

WOt 2aSRQ ljdzSaliAzya

3.4 State what open questioning is used for

3.5 Identify why questioning is important in the
customer service environment

3.6 ldentify questions that can be used to establi
customer needs

37hdzif AYS 6KIFG | WLINRO

Amplification / Indicative content / Range

9 Building rapport:
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o Elicits information, facts, requirementsxpectationsMinimises therisk of conflict
customer engagement & loyalty.
T  Ways to build rapport
o YY24ftSR3IAS 2F 2NHIyAal iA2yad RNBaa O2R
handshake, making small talk
o0 List the factors involved in rappdbuilding e.g. trust, commonalities, empathy.
I Ways to engage in a conversation
o Face to face, telephone and other media
o Friendly, professional approachse of active listening
o0 Knowledge of organisations products or services
I Questioningcustomers
o Identify good, and less useful, questions e.g. open, probing, reflective, closed, lea
multiple.
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Unit Title: Complaint Resolution
Unit number: D/617/5417
Credit: 5
GLH: 36
Level: 1

This unit also appears in the following Highfigldalifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Cusher Service Sector (RQF)

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand the differences between 1.1 Describe reasons why people complain
handling and resolving complaints 1.2 State what complaint handling is

1.3 State whatcomplaint resolution is

2. Understand how to deal with complaints on| 2.1 List social media platforms used for custom
social media service

2.2 Outline the organisations procedures that
must be followed when on social media

2.3 ldentify theways thatorganisations respond
to complaints on social media

2.4 State what customers expect on social med
when they make a complaint

3. Know the signs of complaint intensification | 3.1 Identify whatbehaviour a complaining
and methods of avoidance customermight have

3.2 Identify how to recognise a problem based ¢
what a customer says or does

3.3 List whatactions could potentially lead to
complaints becoming more intense

3.4 Identify ways that a difficult situation can be
resolved before it becomes a complaint

4. Know theskills, attributes and techniques | 4.1 Statewhy knowing youown level of
that can be used to resolve complaints authority is important when providing

customer service

4.2 Identify when it is appropriate to refer a
complaint to another person

4.3 List theskillsthat can be usedvhen dealing
with a difficult customer

4.4 Outline why tone of voice/body language is
important in resolving a complaint

4.5 Stateanorganisatio® procedure to resolving
complaints

Amplification / Indicative content / Range

I Ways that organisations respond:
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0 Social media platforms could include any company/industry/sector specific sites s
as Intranet pages
I Behaviour a complaining customer might have:
0 Behaviar, body language, words used (includingppropriate language), tone
1 illsthat can be used
o CGommunicationskills, empathy, conflict resolution techniques.
0 Using own authority level and escalation procedure
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Unit Title: Listening Techniques
Unit number: K/617/5419
Credit: 2
GLH: 16
Level: 1

This unit also appears in the following Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Customer Service Sector (RQF)

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understandactive listening 1.1 Outline the difference between listening and
hearing

1.2 Define whatactive listeningis
1.3 ldentify whatbehavioursyou coulddisplayto
demonstrate active listening

2. Knowhow to listen to customerseffectively | 2.1 Statedifferent ways to listen to people

2.2 State what key information should be listend
for whendealing with customers

2.3 Statewhy it is important to listento a
customer

2.4 Describe thébarriersto listening

2.5 Describe the implications of not listening

2.6 Describetechniques toenable effective
listening

Amplification / Indicative content / Range

9 Different ways to listen to people:
o face to face, telephonevideo calls, tweway radio, intercom
1 Exhibited Behaviours
o Verbal nodsleaning forwardtilting head summarisingrelevant questions
clarification, paraphrasing
1 Why itis important to listen:
o Qustomer wants, needs and expectatiofassing messages to colleagu@athering
information, problem solving, wid misunderstandings, conflict and complaints
1 Barriersto listening:
o Assumptions, distractions, language, background noise, system/sjgalitly, disability
Techniques to enable effective listening:

o Focus, open mind, minimisation of distractions, allowing enough time, using notef
and pen

==
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Unit Title: Standardised Approach to Customer Service
Unit number: D/617/5420
Credit: 3
GLH: 22
Level: 1

This unit also appears in the following Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)
1 Highfield Level 1 Certificate in WelRelated Studies for th€ustomer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Customer Service Sector (RQF)

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand the benefits of having set 1.1 Statewhat the minimum standardof
standards incustomer service customer service ianorganisation is

1.2 Outline why it is important to continually
meet and exceed organisationalstomer
servicestandards

1.3 Identify policies in place to support custome
servicestandards

1.4 State what sstandardised approacls

1.5 List possible reasons for organisations
wanting to have a standardised approach

2. Understand why expectations have to be sq 2.1 State possiblexpectationsthat organisationg

in a customer service environment mayhave of employees delivering
customer service

2.2 State the importance of company
expectationsin a customer service
environment

Amplification / Indicative content / Range

T Minimum standard
o Outlined in customer service chartegre values
I Standardised approach
0 A standardised approach is something a company expects its employees to adhe
so that they are all following the same principles when making decisions. An exan|
of this might begreeting all customers in the same manner
I Expectations
o { SNBAOS [ S¢St ! ANBSYSyida o{[! Qauvsz dl
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Unit Title: Communication Methods

Unit number: K/617/5422

Credit: 5

GLH: 36

Level: 1

This unit als@ppears in the following Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma WorkRelated Studies for the Customer Service Sector (RQF)

Learning @tcomes

Assessment Criteria

The learner will

The learner can

1. Understand different methods of 1.1 Identify differentways anorganisation can
communicationand how to support communicatewith its customers
customer service 1.2 Identify differentcommunication techniques

based orcustomer type

1.3 Identify possiblevays to end a conversation
with a customer

1.4 List possible ways of handling a customer

query
2. Understand different communication 2.1 Identify recognisedommunication models
models 2.2 Identify key features of communication

models found
2.3 Outline advantages and disadvantages of 0
communication model

3. Understand ways to communicate 3.1 List social media sites that can be used by
effectively with custoners over the organisations to communicate with
internet customers

3.2 Outline what needs to be included in an em
to a customer from an organisation

3.3 List the advantages of communication with
customers oveemail/social media/livechat

3.4 List the disadvantages of communication w
customers over email/social media/livechat

3.5 State appropriate communication to be use
on social media when addressing customer

3.6 Outline the importance of confidentiality
while operatihg online

3.7 List the barriers to communicatiomhilst

online
4. Understand ways to communicate 4.1 State the importance of body language whe
effectively with customer faceo-face and faceto-face

over the phone 4.2 State the importance of tone of voice when

using the telephone
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Assessment Criteria

The learner will

The learner can

4.3 List the advantages of communicating with
customers faceo-face

4.4 List the advantages of communicating with
customer over the phone

4.5 Identify the barriers to communicating
verbally

Amplification / Indicative content / Range

M Different communication methods:
o Verbal, NorVerbal, Written
T Customertype:

o Internal, external, visitors, contractors

f Communication models

o Adler and Townenodeland similar

1 Ways an organisation can communicate

o Emalil, Text/Multimedia messagd>ocuments shared (Hard/soft/uploaded to shared
drive), social media and smartphone applications
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Unit Title: Expectations of working in a customer service role
Unit number: A/617/5425
Credit: 3
GLH: 22
Level: 1

Thisunit also appears in the following Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Customer Service Sector (RQF)

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Understand the importance of punctuality | 1.1 Identify what time workstarts and finishes
and time keeping 1.2 Identify how long breaks are
1.3 State why it is important to be on time and
ready to work
1.4 Describe the impact of lateness onstomer
service, colleagues and the organisation

2. Know the correct way to dress and present | 2.1 Describeanorganisatio®@ dress code
themselves 2.2 List suitable clothing to wear for work

2.3 Outline why it is important that employees
dress appropriately

2.4 State why offensive tattoos or body piercing
should be covered up

2.5 State the importance of good personal
hygiene.

2.6 Describe the benefits a positive attitude to
work has on customer service

3. Understand the impact and importance of | 3.1 Statewhy overtime may be requiredy an
shift patterns organisation
3.2 Identify the benefits ofvorking overtimefor
the employee.
3.3 Describe thébenefits of a good, clear
handover

Amplification / Indicative content / Range

9 Dress appropriately:
0 Brand representation, identification, first impressions, Health & Safety
1 Why overtime may be required:
0 absence, holidays, increased worklopdtential impact on customer service during
shift changes

Unit Guidance

AC 1.1 & 1.2 Learners do not need to be in employment. The training provider may wish to provi
fictional brief for learners to work from.
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Unit Title: Use of online andligital software and systems
Unit number: J/617/5427
Credit: 3
GLH: 22
Level: 1

This unit also appears in the following Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 HighfieldLevel 1 Certificate in WoiRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Customer Service Sector (RQF)

Assessment Criteria

Learning Outcomes

The learner will

The learner can

1. Know how to safely use systems

1.1 Identify systemsused inanorganisation

1.2 Outlinehow systems/software are used to
support customer service

Identify legislation governing
data/information management

Identify what indicates that a website is
trusted/secure

Identify how to keep information secure

1.3

1.4

15

2. Understand the uses of Social Media 2.1 List possibleises of social media a
customer service environment
Outlineanorganisations policies governing
the use of social media

Identify possible regulatios/legislation that
could be brokenwvhen communicating with
customers online

Outline ways to gather customer feedback
social media

List different ways of communicating
information over social media

Identifyg KSy G2 GF 1S

2.2

2.3

2.4
2.5

2.6 Iy

3.1
3.2
3.3

3. Know how to communicate by email and
online chat facilities

State possiblgreetingsin emails

State possible ways of ending emails
Identify thelanguage that isappropriate for
communicating on email

Identify appropriate timescalego respond to
emails

Describe a situation when communication 4
email/online chat may not be appropriate

3.4

3.5

Amplification / Indicative content / Range

I Systems
0 CRM and otheinternal databases, Intranet, internal drive
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1 Uses of Social Media:
0 Marketing & promoting products/services, information gathering/sharing, custome
preferences, publicity, news & updates
9 Possible regulation/legislation that could be broken
o0 Ownership/responsibility and management of information
I Language that is appropriate
0 Language, formal/informal, tone, words
I Greetings to emails
o Email etiquette e.g. CC/BC/Reply to all, email chains,
I Appropriate timescales
o0 Organisation guidelines/serviceviel agreements
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Unit Title: Legislation and Regulation in the Customer Service Environment
Unit number: L/617/5428
Credit: 2
GLH: 16
Level: 1

This unit also appears in the following Highfield qualifications:
9 Highfield Level 1 Award Work-Related Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Customer Service Sector (RQF)

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Knowthe legislation and regulations that ard 1.1 State what the responsibilities of the
relevant to a customer service environment employer are regarding health and safety

1.2 List two duties oEmployees under the Healt
& Safety at Work Act

1.3 Identify 3 pieces ofegislationthat could
affect the delivery of customer service

1.4 State how legislation affects employees in t
workplace

1.5 State the implications of not abiding by
legislation andegulations

2. Knowhow legislation andregulations impact| 2.1 State what acode of practicds
customer service 2.2 Describe how customer information is store

and retrievedin line with Data Protection
legislation

2.3 Define theimportance ofData Protection
legislationto the customer and to the
organisation

2.4 Outline how to protect the information and
details of customers

Amplification / Indicative content / Range

1 Legislation:
o Possible legislation could include: Health & Safety at Work Act T@fdsumer Rights
Act 2015, Consumer Credit Act, Consumer Contract RegulatioAsr{®trading),
Consumer Protection Act 1987, Data Protection Act AGEBPR)
1 Code of Practice
o guidelines issued by an official body or professional association tastedfpor
members comply with its ethical standards
1 Importance ofData Protection legislation
0 GDPRThe learner understands that they cannot discuss or disclose any informatig
they might be deemed sensitive or personal about or to customers
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Unit Title: Personal Development within Customer Service
Unit number: J/617/5430
Credit: 3
GLH: 22
Level: 1

This unit also appears in the following Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service SERQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies for the Customer Service Sector (RQF)

Learning @tcomes Assessment Criteria

The learner will Thelearner can

1. Know the ways to gather feedback on own | 1.1 Identify own strengths in a customer service
performance environment

1.2 Identify own areas for development

1.3 State what &8WOT analysiis

1.4 Ouitline the features of a personal
development plan

1.5 Statehow feedback could be obtaine@bout
own performance

2. Know learning activities that can develop 2.1 List differentways that knowledge or skills
own ability can be developed
2.2 Outlinehow to measure own personal
developmentto support customer service

3. Understand the benefits of developing own | 3.1 Identify benefits to the organisation of
skills and knowledge in customer service improving own skilland knowledge
3.2 ldentify advantages of improving own

performance
3.3 Listreasons for undertakingersonal
development

Amplification / Indicative content / Range

1 Howfeedbackcould be obtained

0 t SNF2NXYIFYyOS NBGASGHkFLIINF Aalfazr /dzadz2
T SWOT analysis:

o Strengths, Weaknesse@pportunities, Threats
1 Ways that knowledge or skills can be developed

o Training on or off the job, coachinglearning, working with others, reflective
practices

1 Advantages of improving own performance
0 Increased customer satisfaction/retention, brareputation exposure, staff
competence and confidence, better recognition or increased likelihood of promaotig
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Unit Title: Awareness of Equality and Diversity
Unit number: R/617/5432
Credit: 3
GLH: 22
Level: 1

This unit also appears in ttiellowing Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelatedStudies for the Customer Service Sector (RQF)

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Understand definitions that are important 1.1 State what diversity means
regarding equality and diversity 1.2 Define what equality means

1.3 State the organisational policy or policies
regarding diversity and equality

2. Know legislation and regulations used in 2.1 Listlegislation that relates to equality and
Equality and Diversity diversity in a customer service environment
2.2 Listthe protectedcharacteristics
2.3 Describe why knowledge of protected
characteristics is important to customer
service practitioners

3. Understand why Equality and Diversity is kg 3.1 Listorganisations facilitieghat make
in organisations customer service inclusive

3.2 Statehow assumptions can affect own
behaviour

3.3 Listbehaviours that may cause offence to
customers and/or colleagues

3.4 State thepossible impact on an organisation
found to have demonstrated discriminatory
behaviour

3.5 State the possible impact on an individual
found to have demonstrate discriminatory
behaviour

Amplification / Indicative content / Range

9 Definitions important regarding equality and diversity:
0 Stereotypes &assumptionsorganisation policy/valuesvhistleblowing
1 Legislation that relates teequality and diversity:
o Equality Act 201(Human Rights Act 1998
1 Understand why Equality and Diversity is key in organisations:
0 This can be part of aavied approactor response
1 Organisations facilities
0 Access to premisesscalators/hearing loops/assestce dogs
1 Possible impact on an organisation
0 Loss of business, fines, reputational damage, disciplinary action
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Unit Title: Customer Feedback
Unit number: Y/617/5433
Credit: 3
GLH: 22
Level: 1

This unit also appears in the followiktighfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelated Studies fahe Customer Service Sector (RQF)

Learning @tcomes Assessment Criteria

The learner will The learner can

1. Know why collecting feedback is important | 1.1 State ways to obtain customer feedback

1.2 Identifywhy it is important to collect
customerfeedback

1.3 List thebenefits of gathering customer
feedback

1.4 Statewhat could happen if feedback was no
gathered

2. Understand how customer feedback can bg 2.1 Statehow customer feedback can be usdy

used the organisation, the team and the individug

2.2 List theimplications of not actingon
customer feedback

3. Know how customer feedback can influencq 3.1 Identify why it is important taecord
future planning customer feedback
3.2 Describe types afustomer information that
can affect future planning
3.3 Stateorganisational decisi@that can be
influenced by customer feedback

Amplification / Indicative content / Range

I Why itis important to collect customer feedback:
o Monitor customer satisfactioridentify customer needs & expectations, customer
retention
9 Benefits of gathering customer feedback:
o Personal development, monitoring own performance
1 How customer feedback cabe used:
o Publicity/marketing/trends, monitoring performance, recognition, development of
staff, product development
9 Implications of not acting
o Negative publicity, service improvements not recognised, potential loss of busineq
1 Record customer feedback
0 Understanding customergnables the mnitoring ofimprovements identify patterns
and custometrends
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We listen and respond

{Qit Highfield

- Wi
Unit Title: Teamwork in Customer Service
Unit number: A/617/5554
Credit: 3
GLH: 22
Level: 1

This unit also appears in ttiellowing Highfield qualifications:
9 Highfield Level 1 Award in WeRelated Studies for the Customer Service Sector (RQF)

9 Highfield Level 1 Certificate in WeRelated Studies for the Customer Service Sector (RQF)
9 Highfield Level 1 Diploma in WeRelatedStudies for the Customer Service Sector (RQF)

Learning Outcomes Assessment Criteria

The learner will The learner can

1. Know why working with others in ateamis | 1.1 State thebenefits of working together with
important others in a customer service environment

1.2 State the importance of passing accurate
information to the relevant people

1.3 State why it is important to follow
instructions accurately

1.4 State the importance of feedback from tean

members
1.5 State how teamwork helps a team to meet i
objectives
2. Understand how to support the work of a | 2.1 List ways to help maintain good working
team relationships in a team

2.2 Give examples of problems that should be
reported to a line manager

2.3 Describe situations when it is appropriate tg
ask for help

2.4 State thebehavioursthat are important
when working in a team

2.5 ldentify how you wouldontribute to a team

2.6 List whatskillsmight be required for effective
teamwork

Amplification / Indicative content / Range

1 Benefits
o Faster service, problems solved more easily, increased efficiency, better service (
1 Behaviours
o Patience, determination, compassion for others, belief, confidence, honesty,
responsibility, optimism, enthusiasm, adaptability
9 Contribute
o What the learner would bring to a team in the form of strengths and qualities
1 Skills
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