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

Qualification regulation and support  

The Highfield Level 2 Award in Personal Development for Employability (RQF), Highfield Level 21 
Certificate in Personal Development for Employability (RQF) and Highfield Level 2 Diploma in 
Personal Development for Employability (RQF) have been developed and are awarded by Highfield 
Qualifications and sit on the Regulated Qualifications Framework (RQF). The RQF is a qualification 
framework regulated by Ofqual and CCEA Regulation. The qualifications are also regulated by 
Qualifications Wales. 

Key facts 

Highfield Level 2 Award in Personal Development for Employability (RQF) 

Qualification number:  600/8457/1 

Learning aim reference: 60084571 

Credit value: 6 

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

Guided learning hours (GLH): 36 

Total qualification time (TQT): 60 

Highfield Level 2 Certificate in Personal Development for Employability (RQF) 

Qualification number:  600/8459/5 

Learning aim reference: 60084595 

Credit value: 13 

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

Guided learning hours (GLH): 104 

Total qualification time (TQT): 130 

Highfield Level 2 Diploma in Personal Development for Employability (RQF) 

Qualification number:  600/8460/1 

Learning aim reference: 60084601 

Credit value: 37 

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

Guided learning hours (GLH): 279 

Total qualification time (TQT): 370 
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Qualification overview and objective 

The objective of these qualifications is to prepare learners for employment and/or support a role in 
the workplace. The content of the qualification is designed to be flexible for learners to achieve a 
variety of employment-based skills, along with a number of work-related tasters. 

Entry requirements 

Learners should be 14 or over and it is recommended that they have a good level of literacy (verbal 
and written) skills. 

Guidance on delivery 

The total qualification time (TQT) and recommended guided learning hours (GLH) for these 
qualifications 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 achieve and 
demonstrate the necessary level of attainment to be awarded with a qualification, both under direct 
supervision (forming guided learning hours) and without supervision (all other time). TQT and GLH 
values are advisory and assigned to a qualification as guidance. 

Guidance on assessment  

This qualification is assessed by multiple-choice question (MCQ) examination, portfolio, practical 
demonstration or open response workbook.  

The following table outlines the assessment methods for all units. 

Unit 
reference 

Unit title Assessment method 

Employability Units 

A/503/2867 Self-management 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 
Developing Personal Presentation Skills for the 
Workplace 

Portfolio 

H/506/4700 
Developing time-management skills for the 
workplace  

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 Assessing myself for a job Portfolio 

F/501/5827 Being Responsible for Other People's Money Portfolio 

D/503/2845 Building Working Relationships with Colleagues Portfolio 

H/503/2846 Building Working Relationships with Customers Portfolio 

L/501/6107 Building Working Relationships with Colleagues 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 
Developing effective communication skills for the 
workplace  

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 and Responsibilities 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 choices 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 job interview 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 
Workplace  

MCQ (30 minute, 15 
question paper with a pass 

mark of 60%) 
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T/505/4057 Providing personal information for the workplace 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 Self-management 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 Work Portfolio 

D/503/2876 Learning from More Experienced 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 Choices Portfolio 

H/503/2880 Managing your Health at Work 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 
Presenting personal information for the 
workplace 

Portfolio 

Y/503/2889 Running an Enterprise Activity Portfolio 

H/503/2863 Searching for a Job Portfolio 

D/501/6113 Setting and Meeting Targets at Work Portfolio 

J/615/8479 Solving Work-Related Problems Portfolio 
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T/503/2883 Summarising Documents Portfolio 

H/503/5066 Terrorism awareness Portfolio 

D/602/4769 
Understanding employment responsibilities and 
rights 

Portfolio 

Y/503/2861 Working as a Volunteer Portfolio 

R/501/6058 Working in a Team Portfolio 

L/600/9586 
Manage own professional development within an 
organisation 

Portfolio 

Y/600/9669 Plan, allocate and monitor work of a team Portfolio 

M/600/9600 
Set objectives and provide support for team 
members  

Portfolio 

H/617/5824 Understanding mind-set towards work Portfolio 

M/617/5826 Problem solving in a work-related environment Portfolio 

F/617/5829 Personal presentation and hygiene at work Portfolio 

Accounting Unit 

K/615/6207 An introduction to Accounting 

MCQ 
(45 minute, 20 question 
examination with a pass 

mark of 60%) 

Active Leisure Unit 

J/600/0840 
Understanding Employment Rights and 
Responsibilities 

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 
Recognise and deal with customer queries, 
requests and problems 

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 to deliver customer service Portfolio 

R/601/7639 Principles of providing administrative services Portfolio 

J/502/4156 Improving productivity using IT Portfolio 

J/601/7640 
Principles of managing information and 
producing documents 

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 
Health and Safety for the cleaning and support 
services industry 

Portfolio 

D/502/2252 
Working with customers and others in the 
cleaning and support services industry 

Portfolio 

Conflict Management Unit 

H/615/6965 
Managing conflict in the workplace when dealing 
with customers, service users or the public 

MCQ  
1 hour, 30 question 

examination with a pass 
mark of 66% 

COSHH Unit 

M/615/7553 
Principles of the Control of Substances Hazardous 
to Health 

MCQ 
30 minute, 15 question 
examination with a pass 

mark of 60% 

COVID-19 Unit 

M/618/2954 Keeping yourself and others safe from COVID-19 Portfolio 

Customer Service Units 

Y/501/4375 
Principles of Customer Service 
*Level 2 Certificate and Diploma only. 

Portfolio 

J/600/1003 
Delivery of effective customer service 
*Level 2 Certificate and Diploma only. 

Portfolio 

H/504/3832 Principles of Customer Service 

MCQ 
(1 hour, 30 question 

examination with a pass 
mark of 66%) 

J/600/0658 
Supporting the customer service environment 
*Level 2 Certificate and Diploma only.  

Portfolio 

M/503/0386 
Principles of selling in a contact centre 
*Level 2 Diploma only. 

Portfolio 

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 

J/617/5427 Use of online and digital software and systems Portfolio 

L/617/5428 
Legislation and Regulation in the Customer 
Service Environment 

Portfolio 

J/617/5430 Personal Development within Customer Service 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 

Y/615/7451 Principles of Fire Safety Awareness 

MCQ 
30 minute, 15 question 
examination with a pass 

mark of 60%) 

K/615/7535 Principles of Fire Safety 

MCQ 
(45 minute, 20 question 
examination with a pass 

mark of 60% 

Health and Social Care, Early Years and Childcare Units 

J/602/6189 
 

Understand the principles and values in health 
and social care (adults and children and young 
people), early years and childcare 

Portfolio 

A/602/6187 

Understand the range of service provision and 
roles within health and social care (adults and 
children and young people), early years and 
childcare 

Portfolio 

H/601/5474 
Introduction to duty of care in health, social care 
ƻǊ ŎƘƛƭŘǊŜƴΩǎ ŀƴŘ ȅƻǳƴƎ ǇŜƻǇƭŜΩǎ ǎŜǘǘƛƴƎǎ 

Portfolio 

L/602/2905 
 

Principles of communication in adult social care 
settings 

Portfolio 

H/602/3039 
Principles of diversity, equality and inclusion in 
adult social care settings 

Portfolio 

L/602/3035 
Principles of personal development in adult social 
care settings 

Portfolio 

A/601/8574 
Principles of safeguarding and protection in 
health and social care 

Portfolio 

Hospitality and Catering Units 

T/502/8297 
Principles of Providing a Counter and Takeaway 
Service 

Portfolio 

R/600/0615 
Safe, Hygienic and Secure Working Environments 
in Hospitality 

Portfolio 

L/600/1133 Dealing with Payments Portfolio 

D/616/6880 Food Safety Awareness in Catering  
MCQ (30 minute, 15 

question examination with 
a pass mark of 60%) 

R/615/8162 Principles of Food Safety in Catering 
MCQ (45 minute, 20 

question examination with 
a pass mark of 60%  

L/617/7261 Principles of Food Safety for Catering 
MCQ (45 minute, 20 

question examination with 
a pass mark of 65%  

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 
question paper with 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 
Principles of Customer Service in Hospitality 
Leisure Travel and Tourism 

Portfolio 

R/502/8257 
Principles of how to maintain an efficient use of 
resources in the kitchen 

Portfolio 

R/502/8307 Principles of Maintaining Cellars and Kegs    Portfolio 

K/502/8314 
Principles of Maintaining Customer Service 
Through Effective Handover 

Portfolio 

R/502/8260 
Principles of Preparing and Clearing Areas for 
Table Service 

Portfolio 

Y/502/8261 Principles of Preparing and Clearing Bar Areas  Portfolio 

H/502/8327 
Principles of Preparing and Serving Dispensed 
and Instant Hot Drinks 

Portfolio 

M/502/8265 Principles of Preparing and Serving Wines    Portfolio 

Y/502/8311 
Principles of Promoting Additional Services or 
Products to Customers  

Portfolio 

M/502/8296 
Principles of Providing a Buffet and Carvery 
Service 

Portfolio 

A/502/8317 
Principles of Resolving Customer Service 
Problems    

Portfolio 

T/502/8316 Principles of setting up and closing the kitchen Portfolio 

J/600/0627 Service of Alcoholic and Non-Alcoholic Drinks Portfolio 

T/600/0624 Service of Food at Table Portfolio 

H/616/6881 Food Safety Awareness in Manufacturing  
MCQ (30 minute, 15 

question examination with 
a pass mark of 60%) 

D/615/8164 Principles of Food Safety in Manufacturing 
MCQ (45 minute, 20 

question examination with 
a pass mark of 60% 

Y/617/7263 Principles of Food Safety for Manufacturing 
MCQ (45 minute, 20 

question examination with 
a pass mark of 65%) 

Land based Units 

R/600/0288 
Assist with potting up rooted cuttings, large 
seedlings or plugs by hand 

Portfolio 

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 for 
transport        

Portfolio 

M/504/0013 
Determine soil pH with colour indicator test kit 
under supervision    

Portfolio 

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 and staking a tree Portfolio 

F/502/4740 Principles of the maintenance of equipment Portfolio 

Logistics Units 

M/601/7177 
Manage your own professional development in 
logistics operations 

Portfolio 

Manual Handling Units 

D/602/4593 Manual handling safety at work 

MCQ (30 minute, 15 
question examination with 

a pass mark of 60% 
 + Practical 

F/615/6925 Moving people safely 

MCQ (30 minute, 15 
question examination with 

a pass mark of 60%) 
 + Practical 

Retail Units 

T/502/5819 Understanding customer service in the retail 
sector 

Portfolio 

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

Portfolio 

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

Portfolio 

A/502/5756 Understanding the business of retail Portfolio 

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

Portfolio 

T/502/5805 Understanding the retail selling process Portfolio 

M/502/5821 
Understanding customer service in the retail 
sector 

Portfolio 

A/602/2317 
Understanding environmental sustainability in 
the retail sector 

Portfolio 

A/502/5823 
Understanding how a retail business maintains 
health and safety on its premises 

Portfolio 

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

Portfolio 

K/502/5817 
Understanding security and loss prevention in a 
retail business 

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

Portfolio 

H/502/5797 
Understanding the handling of customer 
payments in a retail business 

Portfolio 

A/502/5806 Understanding the retail selling process Portfolio 

A/600/0656 
Understanding visual merchandising for retail 
business 

Portfolio 

Risk Assessment Units 

R/616/4351 Risk Assessment Principles 

MCQ 
(30 minute, 15 question 
examination with a pass 

mark of 60% 

Underage Sales Prevention Unit 

A/617/1780 
Preventing underage sales in retail and licensed 
premises 

MCQ 
(30 minute, 18 question 
examination with a pass 

mark of 66%) 

Warehousing and Storage Unit 

L/502/2764 
Warehousing and Storage Principles 
*Level 2 Diploma only.  

Portfolio 

 

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

Guidance on quality assurance  

Highfield Qualifications requires centres to have in place a robust mechanism for internal quality 
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 amount 
of time spent in preparing the learner for assessment.   

For further information on how centres can apply to use RPL as described above, please refer to the 
ReŎƻƎƴƛǘƛƻƴ ƻŦ tǊƛƻǊ [ŜŀǊƴƛƴƎ όwt[ύ ǇƻƭƛŎȅ ƛƴ ǘƘŜ ƳŜƳōŜǊǎΩ ŀǊŜŀ ƻŦ ǘƘŜ IƛƎƘŦƛŜƭŘ vǳŀƭƛŦƛŎŀǘƛƻƴǎ 
website. This policy should be read in conjunction with this specification and all other relevant 
Highfield Qualifications documentation.    

Tutor requirements 

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

Highfield Qualifications requires nominated tutors for this qualification to meet the following: 

¶ have experience or hold a relevant subject area qualification for the unit(s) they are 
teaching 
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¶ hold, or be working towards, a recognised teaching qualification [or experience], which 
could include any of the following: 

- Level 3 or 4 Education and Training  

¶ maintain appropriate continued professional development for the subject area 

Assessor requirements 

These general requirements apply to all units within these qualifications. Additional unit or sector 
requirements may be necessary, and these are outlined within Appendix 4. 
Highfield Qualifications requires nominated assessors for this qualification to meet the following: 

¶ have experience or hold a relevant subject area qualification for the unit(s) they are 
assessing 

¶ have experience or hold, or be working towards, a recognised assessing qualification, which 
could include any of the following: 

- A1   

- D32/D33  

- Highfield Level 3 Award in Assessing Vocationally Related Achievement  

¶ maintain appropriate continued professional development for the subject area 

  

Internal quality assurance (IQA) requirements 

Highfield Qualifications requires internal quality assurers for this qualification to meet the following: 

¶ have experience or hold a relevant subject area qualification for the unit(s) they are 
assessing 

¶ hold, or be working towards, a recognised internal quality assurance qualification [or 
experience], which could include any of the following: 

- D34   

- V1   

- Highfield Level 4 Award in the Internal Quality Assurance of Assessment Processes and 
Practice or above 

¶ maintain appropriate continued professional development for the subject area 

Countersigning strategy 

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

Reasonable adjustments and special considerations 

Highfield Qualifications has measures in place for learners who require additional support. Please 
refer to Highfield QualificationsΩ Reasonable 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 taking an 
assessment is indeed the person they are claiming to be. All centres are therefore required to ensure 
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ǘƘŀǘ ŜŀŎƘ ƭŜŀǊƴŜǊΩǎ ƛŘŜƴǘƛŦƛŎŀǘƛƻƴ ƛǎ ŎƘŜŎƪŜŘ ōŜŦƻǊŜ ǘhey undertake the assessment. Highfield 
Qualifications ǊŜŎƻƳƳŜƴŘǎ ǘƘŜ ŦƻƭƭƻǿƛƴƎ ŀǎ ǇǊƻƻŦ ƻŦ ŀ ƭŜŀǊƴŜǊΩǎ ƛŘŜƴǘƛǘȅΥ  
 

¶ 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. 
 

If a learner is unable to produce any of the forms of photographic identification listed above, a 
centre may accept another form of identification containing a signature, for example, a credit card. 
Identification by a third-party representative, such as a line manager, human resources manager or 
invigilator, will also be accepted.  
 
For more information on learner ID requirements, please refer to Highfield QualificationsΩ Core 
Manual. 

Progression opportunities 

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

¶ 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, customer 
service.  

¶ Education: Successful learners may wish to continue with their educational 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 based 
qualification. 

Useful websites 

¶ www.skillsactive.com 

¶ www.skillsforsecurity.org.uk 

¶ www.lantra.co.uk 

¶ www.skillscfa.org 

¶ www.people1st.co.uk 

¶ www.skillsforhealth.org.uk 

¶ www.improveltd.co.uk 
 

 
  

http://www.skillsactive.com/
http://www.skillsforsecurity.org.uk/
http://www.lantra.co.uk/
http://www.skillscfa.org/
http://www.people1st.co.uk/
http://www.skillsforhealth.org.uk/
http://www.improveltd.co.uk/
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Appendix 1: Qualification structure 
 
To complete the Highfield Level 2 Award in Personal Development for Employability (RQF), learners 
must complete the following: 
 

¶ One mandatory unit 

¶ a minimum of 4 credits from the optional units comprising: 
o a maximum of 2 credits at Entry Level, and/or Level 1  

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

¶ One mandatory unit 

¶ a minimum of 11 credits from the optional units comprising: 
o a maximum of 6 credits at Entry Level, Level 1 and/or Level 3 

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

¶ One mandatory unit 

¶ a minimum of 35 credits from the optional units comprising: 
o a maximum of 18 credits at Entry Level, Level 1 and/or Level 3 

 
Mandatory group 
Learners must achieve all units in this group 

Unit 
reference 

Unit title Level GLH Credit 

A/503/2867 Self-management skills 2 20 2 

 
Optional units 

Unit 
reference 

Unit title Level GLH Credit 

Employability Units 

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 
Workplace 

Entry 3 10 1 

H/506/4700 
Developing time-management skills for the 
workplace  

Entry 3 10 1 

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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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 
Developing effective communication skills for the 
workplace  

1 20 2 

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 and Responsibilities 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 be financially capable 1 26 3 

F/503/2840 Learning with Colleagues and Other Learners 1 20 2 

F/600/3168 Making informed career and progression choices 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 Positive Attitudes 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 
Workplace  

1 4 1 

T/505/4057 Providing personal information for the workplace 1 28 3 

F/501/5939 Running an Enterprise Activity 1 10 1 
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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 Self-management 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 with Customers 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 Work 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 Choices 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 an Enterprise 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 
Presenting personal information for the 
workplace 

2 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 Work-Related Problems 2 20 3 
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T/503/2883 Summarising Documents 2 10 1 

H/503/5066 Terrorism awareness 2 9 1 

D/602/4769 
Understanding employment responsibilities and 
rights 

2 20 3 

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

R/501/6058 Working in a Team 2 30 3 

L/600/9586 
Manage own professional development within an 
organisation 
*Level 2 Certificate and Diploma only. 

3 20 4 

Y/600/9669 
Plan, allocate and monitor work of a team 
*Level 2 Certificate and Diploma only. 

3 25 5 

M/600/9600 
Set objectives and provide support for team 
members  
*Level 2 Certificate and Diploma only. 

3 35 5 

H/617/5824 Understanding mind-set towards work 1 20 2 

M/617/5826 Problem solving in a work-related environment 1 18 2 

F/617/5829 Personal presentation and hygiene at work 1 10 3 

Accounting Unit 

K/615/6207 An introduction to accounting 1 70 8 

Active Leisure 

J/600/0840 
Understanding Employment Rights and 
Responsibilities 

2 15 2 

Business and Administration Units 

F/601/2453 Communicate in a business environment 1 21 4 

K/601/2446 Make and receive telephone calls 1  10 3 

M/601/1508 
Recognise and deal with customer queries, 
requests and problems 
*Level 2 Certificate and Diploma only. 

1 33 5 

Y/601/2460 Use a filing system 1 13 2 

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

R/601/1212 
Communicate effectively with customers 
*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 customer service 2 30 4 

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

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

J/601/7640 
Principles of managing information and producing 
documents 

2 24 3 

T/601/2482 Produce documents in a business environment 2 15 4 

H/601/2493 Use office equipment 2 18 4 

K/601/2477 Use a diary system 2 9 3 
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L/502/4157 
Improving productivity using IT 
*Level 2 Certificate and Diploma only. 

3 40 5 

Cleaning Units 

Y/502/2251 
Health and Safety for the cleaning and support 
services industry 

2 35 4 

D/502/2252 
Working with customers and others in the 
cleaning and support services industry 

2 18 2 

Conflict Management Unit 

H/615/6965 
Managing conflict in the workplace when dealing 
with customers, service users or the public 

2 11 2 

COSHH Unit 

M/615/7553 
Principles of the Control of Substances Hazardous 
to Health 

2 5 1 

COVID-19 Unit 

M/618/2954 Keeping yourself and others safe from COVID-19 1 4 1 

Customer Service Units 

Y/501/4375 
Principles of Customer Service 
*Level 1 Certificate and Diploma only. 

1 30 6 

J/600/1003 
Delivery of effective customer service 
*Level 1 Certificate and Diploma only. 

2 50 6 

H/504/3832 Principles of Customer Service 2 6 1 

J/600/0658 
Supporting the customer service environment 
*Level 1 Certificate and Diploma only.  

2 65 7 

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 Techniques 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 

J/617/5427 Use of online and digital software and systems 1 22 3 

L/617/5428 
Legislation and Regulation in the Customer 
Service Environment 

1 22 2 

J/617/5430 Personal Development within Customer Service 1 22 3 

R/617/5432 Awareness of Equality and Diversity 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 
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K/615/7535 Principles of Fire Safety 2 6 1 
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Health and Social Care, Early Years and Childcare Units 

J/602/6189 
 

Understand the principles and values in health 
and social care (adults and children and young 
people), early years and childcare 

1 26 3 

A/602/6187 

Understand the range of service provision and 
roles within health and social care (adults and 
children and young people), early years and 
childcare 

1 26 3 

H/601/5474 
Introduction to duty of care in health, social care 
ƻǊ ŎƘƛƭŘǊŜƴΩǎ ŀƴŘ ȅƻǳƴƎ ǇŜƻǇƭŜΩǎ ǎŜǘǘƛƴƎǎ 

2 9 1 

L/602/2905 
 

Principles of communication in adult social care 
settings 

2 17 2 

H/602/3039 
Principles of diversity, equality and inclusion in 
adult social care settings 

2 18 2 

L/602/3035 
Principles of personal development in adult social 
care settings 

2 17 2 

A/601/8574 
Principles of safeguarding and protection in 
health and social care 

2 26 3 

Hospitality and Catering Units 

T/502/8297 
Principles of Providing a Counter and Takeaway 
Service 

1 6 1 

R/600/0615 
Safe, Hygienic and Secure Working Environments 
in Hospitality 

1 16 2 

L/600/1133 Dealing with Payments 2 9 1 

D/616/6880 Food Safety Awareness in Catering  1 4 1 

R/615/8162 Principles of Food Safety in Catering 2 6 1 

L/617/7261 Principles of Food Safety for Catering 2 7 1 

D/600/0617 Giving Customers 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 
Principles of Customer Service in Hospitality 
Leisure Travel and Tourism 

2 10 1 

R/502/8257 
Principles of how to maintain an efficient use of 
resources in the kitchen 

2 11 2 

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

K/502/8314 
Principles of Maintaining Customer Service 
Through Effective Handover 

2 15 2 

R/502/8260 
Principles of Preparing and Clearing Areas for 
Table Service 

2 15 2 

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

H/502/8327 
Principles of Preparing and Serving Dispensed and 
Instant Hot Drinks 

2 6 1 

M/502/8265 Principles of Preparing and Serving Wines    2 15 2 
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Y/502/8311 
Principles of Promoting Additional Services or 
Products to Customers  

2 10 2 

M/502/8296 
Principles of Providing a Buffet and Carvery 
Service 

2 6 1 

A/502/8317 
Principles of Resolving Customer Service 
Problems    

2 10 2 

T/502/8316 Principles of setting up and closing the kitchen 2 7 1 

J/600/0627 Service of Alcoholic and Non-Alcoholic Drinks 2 10 1 

T/600/0624 Service of Food at Table 2 10 1 

H/616/6881 Food Safety Awareness in Manufacturing  1 4 1 

D/615/8164 Principles of Food Safety for Manufacturing 2 6 1 

Y/617/7263 Principles of Food Safety for Manufacturing 2 7 1 

Land Based Units 

R/600/0288 
Assist with potting up rooted cuttings, large 
seedlings or plugs by hand 

Entry 3 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 
Collect and prepare produce or plant material for 
transport        

1 20 2 

M/504/0013 
Determine soil pH with colour indicator test kit 
under supervision    

1 15 2 

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 

M/601/7177 
Manage own resources and professional 
development in logistics operations 

3 11 2 

Manual Handling Units 

D/602/4593 Manual handling safety at work 2 10 2 

F/615/6925 Moving people safely 2 10 2 

Retail Units 

T/502/5819 Understanding customer service in the retail 
sector 

1 17 2 

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

1 15 2 
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R/502/5780 Understanding how individuals and teams 
contribute to the effectiveness of a retail business 

1 15 2 

A/502/5756 Understanding the business of retail 1 8 1 

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

1 11 2 

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

M/502/5821 
Understanding customer service in the retail 
sector 

2 22 3 

A/602/2317 
Understanding environmental sustainability in 
the retail sector 

2 16 3 

A/502/5823 
Understanding how a retail business maintains 
health and safety on its premises 

2 15 2 

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

2 22 3 

K/502/5817 
Understanding security and loss prevention in a 
retail business 

2 15 2 

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

2 17 2 

H/502/5797 
Understanding the handling of customer 
payments in a retail business 

2 8 2 

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

A/600/0656 
Understanding visual merchandising for retail 
business 

2 39 4 

Risk Assessment Unit 

R/616/4351 Risk Assessment Principles 2 6 1 

Underage Sales Prevention Unit 

A/617/1780 
Preventing underage sales in retail and licensed 
premises 

2 5 1 

Warehousing Unit 

L/502/2764 
Warehousing and Storage Principles 
*Level 1 Diploma only.  

2 110 14 
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This qualification contains the following barred combinations. Learners must achieve either one or 
the other, not both: 
 

Barred Combinations 

Alternatives to Paid Work (R/503/2860) Alternatives to Paid Work (Y/503/2827) 

Applying for a Job (H/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 Relationships with 
Customers (A/615/8480) 

Building Working Relationships with 
Customers (H/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) 

1.1 Principles of Fire Safety (K/615/7535) 

Principles of Food Safety for Catering 
(L/617/7261) 

1.2 Food Safety Awareness in Catering 
(D/616/6880) 

Principles of Food Safety for Manufacturing 
(Y/617/7263) 

1.3 Food Safety Awareness in Manufacturing ς 
Title TBC (H/616/6881) 

Improving productivity using IT (J/502/4156) 1.4 Improving productivity using IT (L/502/4157) 

Interview Skills (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) 

1.5 Learning from More Experienced People 
(Y/503/2844) 

Learning from Work Placement (J/503/2855) Learning from Work Placement (L/503/2887) 

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

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

Making Informed Career 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 Activity (R/503/2888) 

Running an Enterprise Activity (F/501/5939) Running an Enterprise Activity (Y/503/2889) 

Personal Behaviour for Success (D/504/3361) Personal Behaviour for Success (H/504/3362) 

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

Practising 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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Barred Combinations 

Preparing for and reflecting on a job interview 
(Y/505/4097) 

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/501/4375) 

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)  

Self-management Skills (A/503/2867) Self-management Skills (T/503/2835) 

Setting and Meeting 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 retail 
sector (M/502/5821) 

Understanding customer service in the retail 
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 retail 
business (J/502/5789) 

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

Understanding how a retail business maintains 
health and safety on its premises (A/502/5823) 

Understanding how a retail business 
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, handling and 
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 Team (R/501/6058) Working in a Team (R/503/2843) 

Managing Your Health at Work (M/503/2848) Managing Your Health at Work (H/503/2880) 
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Appendix 2: Qualification content 
 
Unit Title:  Self-management Skills 
Unit number:  A/503/2867 
Credit:   2 
GLH:  20 
Level:  2 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the importance of self-
management for work 

1.1 Explain why it is important for individuals to 
self-manage in the workplace 

1.2  Explain how to self-manage in the workplace 
1.3  Explain benefits to others in the workplace 

when individuals self-manage effectively 

2. Be able to self-manage for work 2.1 Produce a plan of activities and breaks for a 
working day 

2.2  Carry out activities prioritising to achieve daily 
objectives 

3. Be able to review own self-management 
skills for work 

3.1 Assess own self-management skills for work 
3.2  Identify aspects of self-management for 

improvement 
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EMPLOYABILITY UNITS 
 
Unit Title:  Completing a job application 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 application 

form 

 

1.1 Collect the information needed for the 
application form, with help 

1.2 Complete a simple job application form, with 
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 

recognise straightforward problems 

 

1.1 Identify a straightforward problem 
1.2 Identify a way of tackling the problem, with 

appropriate support 

2. Tackle straightforward problems 

 

2.1 Tackle the problem using a given procedure 
2.2 Ask for advice or support if needed 

 
 
 
  



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 29 

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 
needed for success in work 

1.1 Identify actions which may lead to success in 
work 

1.2 State the skills needed for success in different 
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 
personal attributes 

2.1  Identify own: 

¶ skills  

¶ personal attributes  

2.2 Assess current level of own skills and personal 
attributes, to include: 

¶ own assessment  

¶ confirmation of own assessment by 

person(s) supervising. 

3 Know skills and personal attributes that need 
to be developed for specific jobs 

3.1  Identify a specific job of personal interest 
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 develop 
skills and personal attributes for a specific job 

4.1 Produce an action plan to develop skills for a 
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 attributes 
for a specific job to include: 

¶ a start date  

¶ personal attributes to be developed  

¶ ways to develop the personal attributes  

¶ who can help with the development  

¶ target dates  
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Unit Title:  Completing an Application Form 
Unit number:  A/506/4704 
Credit:   1 
GLH:  10 
Level:  Entry 3 
 
 

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 an 
application form  

1.2 Identify personal information to be included 
on an application form 

2. Be able to complete an application form 2.1 Collect own information to complete an 
application form  

2.2 Use own information to complete an 
application form 

2.3 Present own application form in an agreed 
format, with help   

2.4 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 
workplace 

1.1  State why personal presentation is important 
at work 

1.2 Identify appropriate personal presentation for 
an area of work 

1.3 Identify inappropriate personal presentation 
for an area of work 

2. Be able to present self appropriately for the 
workplace 

2.1 Adhere to dress codes in line with workplace 
requirements 

2.2 Follow workplace requirements for own 
hygiene and cleanliness 
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Unit Title:  Developing time-management 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-
management skills for the workplace 

1.1 Identify time-management skills used in the 
workplace  

1.2 List the benefits of time-management skills 
for the workplace 

2. Be able to use time-management skills 2.1 List own tasks for a work-related activity, with 
help  

2.2 Estimate the time needed for each task, with 
help  

2.3 Prioritise own tasks for a work-related activity  
2.4 Complete tasks within the time agreed 
2.5 Identify what action to take if you are unable 

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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know where to find information on job 
vacancies 

1.1 List sources of information for job vacancies 

2. Know how to search for suitable job roles 
 

2.1 Identify suitable occupational sectors for own 
job search  

2.2 List roles suitable for own job search  
2.3 Identify skills and knowledge required for 

selected job roles 

3. Be able to search for job vacancies 3.1 Identify suitable job vacancies from sources of 
information  

3.2 Select a job vacancy that matches own skills 
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 Outcomes  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 financial rewards of 

using money 
1.3 Identify different ways of paying for goods 

and services 

2. Know about United Kingdom (UK) state 
financial benefits 

2.1 Identify different United Kingdom (UK) state 
financial benefits 

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

3. Be able to plan personal spending for a week 3.1  Identify total income for one week 
3.2  Identify the cost of different items to be 

bought 
3.3  Calculate the difference between income and 

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 out financial 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know how behaviours influence different 
situations 
 

1.1 List different situations where behaviours 
change 

1.2 Give examples of positive behaviour in given 
situations 

2. Know how own behaviour impacts on others 
 

2.1 Describe how verbal communication 
influences given situations 

2.2 Describe how non-verbal communication 
influences given situations 

2.3 Describe appropriate dress for given 
situations 

2.4 Describe how own behaviour impacts on 
others 

3. Know strategies that can be used to modify 
behaviour in different situations 
 

3.1 Identify techniques to manage different types 
of behaviours in self 

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

4. Know how personal behaviour affects 
personal success 
 

4.1 List factors that contribute to personal 
success 
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Unit Title:  Preparation for work 
Unit number:  A/502/0461 
Credit:   2 
GLH:  20 
Level:  Entry 3 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the skills and qualities needed for 
working life 

1.1 Describe some personal skills and qualities 
which employees need 

1.2 Identify how their own skills and qualities 
compare with the skills 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 Identify a suitable potential job role 
2.3 Prepare key personal information 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1 Know the purpose of a Curriculum 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 information needed to complete 
a CV 

3 Be able to produce a CV 3.1  Produce a curriculum vitae (CV) with personal 
information for use when seeking 
employment, to include:  

 ω  name  
 ω  contact details  
 ω  work experience (with dates)  
 ω  education (with dates)  
 ω  personal skills and attributes  
 ω  other relevant information  
3.2  Produce a curriculum vitae (CV) for use when 

seeking employment, checking that it is:  
 ω  legible  
 ω  logical  
 ω  in an appropriate format  
 ω  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 
 
 

Learning Outcomes  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 paid 
work 

1.2 List ways to access information on 
alternatives to paid work 

1.3 Identify opportunities for alternatives to paid 
work from organisations 

2. Understand the value of skills and qualities 
gained from participating in alternatives to paid 
work 

2.1 Outline skills and qualities gained from 
participating in alternatives to paid work 

2.2 Explain how the skills and qualities gained 
from participating in alternatives to paid work 
may be transferable to other areas of life 
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Unit Title:  Applying for a Job 
Unit number:  H/503/2832 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand different methods of applying for 
jobs 

1.1 Outline different methods of applying for a 
job 

1.2 Explain why different 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 in a given 

format 
2.4 Present an appropriate covering letter for 

a job application 
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Unit Title:  Assessing myself for a job 
Unit number:  D/505/4053 
Credit:   3 
GLH:  25 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1 Understand the skills and personal attributes 
needed for success at work 

1.1 Explain behaviours that lead to success in the 
workplace 

1.2 Outline how success at work is acknowledged 
1.3 Describe how skills in different workplaces may 

lead to success, to include: 
¶ sector-specific  
¶ transferable 

1.4 Describe how personal attributes may lead to 
success 

2 Be able to assess level of own skills and 
personal attributes 

2.1  Identify: 
¶ own skills  
¶ own personal attributes 

2.2  Assess current level of: 
¶ own skills  
¶ own personal attributes 

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

3 Understand sector-specific skills and personal 
attributes that need to be developed for jobs in 
sectors 

3.1  Identify skills and attributes needed for a 
sector-specific job 

3.2  Describe why different skills and attributes 
are needed for a sector-specific job 

3.3  Identify own skills and attributes that need 
development for a sector-specific job 

4 Be able to plan the development of skills and 
personal attributes for jobs 

4.1  Produce an action plan for skills development, 
to include: 
¶ skills to be developed for a job  
¶ ways of developing skills  
¶ support needed  
¶ start, review and target dates 

4.2  Produce an action plan for personal attributes 
development, to include: 
¶ attributes to be developed for a job  
¶ ways of developing attributes  
¶ support needed  
¶ start, review and target dates 

4.3  Describe the importance of having an action 
plan for personal development 
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Unit Title:  .ŜƛƴƎ wŜǎǇƻƴǎƛōƭŜ ŦƻǊ hǘƘŜǊ tŜƻǇƭŜΩǎ aƻƴŜȅ 
Unit number:  F/501/5827 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know different methods of payment and 
when they could be used 

1.1 Identify different methods of payment 
1.2 Describe when different methods of payment 

are likely to be used 

2. Understand the importance of handling other 
ǇŜƻǇƭŜΩǎ ƳƻƴŜȅ ǊŜǎǇƻƴǎƛōƭȅ 

2.1 Explain the consequences of not handling 
other ǇŜƻǇƭŜΩǎ ƳƻƴŜȅ ǊŜǎǇƻƴǎƛōƭȅ 

3. Know procedures that might apply when 
ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ƳƻƴŜȅ 

3.1 Describe procedures that might apply when 
ǊŜǎǇƻƴǎƛōƭŜ ŦƻǊ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ ƳƻƴŜȅ 

4. Be able to handle financial transactions 
responsibly 

4.1 Carry out simple financial transactions 
accurately 

4.2 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know why it is important to get on well with 
colleagues 

1.1 Identify different types of colleagues an 
employee needs to interact with 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 
managers 

2.1 Complete a task as instructed by employers 
and/or managers 

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

3. Be able to work with peers 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 their 
peers 

3.4 Seek and accept help, guidance and feedback 
from peers when appropriate 
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Unit Title:  Building Working Relationships with Customers 
Unit number:  H/503/2846 
Credit:   2 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know that the way of presenting self makes 
an impression on a customer or client 

1.1 Identify positive ways of presenting self to 
customers or clients, including appearance, 
manner and language 

1.2 Outline effects of presenting self positively on 
a customer or client 

1.3 Outline effects of presenting self negatively 
on a customer or client 

2. Know that organisations normally have 
protocols for dealing with customers or clients 

2.1  Outline the basic rules in an organisation for 
dealing with customers or clients 

3. Be able to interact positively with customers 
or clients in line with given protocols 

3.1 Cƻƭƭƻǿ ŀƴ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǇǊƻǘƻŎƻƭǎ ǘƻ ǇǊƻǾƛŘŜ 
answers to straightforward customer queries 
or to carry out straightforward customer 
requests 

3.2 Demonstrate polite behaviour towards 
customers 

3.3 Identify 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand career progression 1.1 Explain the importance of career progression 
for the individual 

1.2 Describe the role of work and study in career 
progression 

2. Be able to assess skills and qualities for career 
progression  

2.1 Outline personal skills, qualities and 
experience relevant to career progression 

2.2 Identify areas of work or study suited to own 
personal skills, qualities or experience 

3. Be able to plan short-term goals for career 
progression 

3.1 Identify sources for information and guidance 
for own career progression 

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

3.3 Identify short-term goals that will help 
progress own career 

3.4 Identify a timeline for achieving the short-
term career progression goals 

3.5 Identify resources for achieving the short-
term career progression goals 
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Unit Title:  Communicating Solutions to Others 
Unit number:  J/503/2841 
Credit:   2 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know how to solve problems 1.1 Identify an appropriate problem that can be 
solved 

1.2 Identify a way in which to solve the problem 

2. Know how to communicate the solution 
appropriately to others 

2.1 Identify appropriate communication methods 
to present the solution to others 

2.2 Identify appropriate information to 
communicate the solution 

3. Be able to communicate the solution 
appropriately to others 

3.1 Present the solution to others in an 
appropriate way 

3.2 wŜǎǇƻƴŘ ŀǇǇǊƻǇǊƛŀǘŜƭȅ ǘƻ ƻǘƘŜǊǎΩ ǾƛŜǿǎ 

4. Be able to review own performance 4.1 Identify one aspect that went well and one 
that did not go so well 

4.2 Suggest a solution for the aspect that did not 
go so well 
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Unit Title:  Contributing to Meetings 
Unit number:  A/503/2853 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the format of a meeting 1.1 Outline main types of meetings 
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 Identify the main issues or topics to be 
covered at a meeting 

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

2.3 Identify potential problems that might arise in 
preparing for the meeting 

2.4 Identify potential problems that might arise 
during the meeting 

3. Be able to contribute effectively at meetings 3.1 Make an effective contribution at the meeting 
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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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the importance of effective 
communication for the workplace 
 

1.1 List types of communication used in the 
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 
with others 

2.1 Identify how to communicate effectively with 
others  

2.2 Outline the importance of communicating 
effectively with others 

3. Be able to use communication skills with 
others 

3.1 Demonstrate effective communication skills 
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 Outcomes  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 Identify a decision that needs to be made 
about a task or situation 

2.2 Outline steps needed to make the decision 

3. Know how to give instructions to members of 
a group 

3.1 Identify instructions needed by members of a 
group to carry out an aspect of their tasks or 
activities 

3.2 Give instructions to group members 

4. Know how to give and receive feedback about 
a task or activity 

4.1 Give examples of when feedback was given 
about a task or activity to another group 
member 

4.2 Give examples of when feedback was 
received about a task or activity from another 
group member 
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Unit Title:  Effective Teamwork 
Unit number:  Y/600/0616 
Credit:   2 
GLH:  19 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know how to organise their own work 1.1 State the order of work to complete a task 
1.2 Describe situations when it is appropriate to 

ask for help 
1.3 Describe situations when it is appropriate to 

help and support others 
1.4 State the importance of working to deadlines 
1.5 State why it is important to follow 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 State the importance of clear communication 
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 
and development  

3.1 List benefits of self-development  
3.2 State the importance of feedback from team 

members  
3.3 Describe how a learning plan could improve 

aspects of work 
3.4 List types of activities that help learning  

 
 
 
  



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 50 

Unit Title:  Interview Skills 
Unit number:  M/503/2834 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  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 in personal appearance 

relevant to the interview       

2. Be able to respond to questions in an 
interview 

2.1 Answer questions asked by the interviewer 
with appropriate informative responses 

2.2 Demonstrate attention through use of non-
verbal communication 

3. Be able to assess own performance in an 
interview 

3.1 Outline what went well in the interview and 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

мΦ Yƴƻǿ ŜƳǇƭƻȅŜŜ ΨǊƛƎƘǘǎΩ ŀƴŘ ΨǊŜǎǇƻƴǎƛōƛƭƛǘƛŜǎΩ 
in a place of work 

1.1 hǳǘƭƛƴŜ ŜƳǇƭƻȅŜŜ ΨǊƛƎƘǘǎΩ ŀǘ ǿƻǊƪ 
1.2 hǳǘƭƛƴŜ ŜƳǇƭƻȅŜŜ ΨǊŜǎǇƻƴǎƛōƛƭƛǘƛŜǎΩ ŀǘ ǿƻǊƪ 

2. Know how the rights of individuals are 
supported in a place of work 

2.1 Describe the factors that may affect the rights 
of individuals at work 

2.2 Describe how to respect the rights of 
individuals at work 

2.3 Identify laws that can protect the rights of 
employees at work 

3. Know the responsibilities of employers in a 
place of work 

3.1 Identify employer responsibilities at work, in 
regard to: 
ω  fulfilling a contract 
ω  health and safety 
ω  equal opportunities and prevention of  
discrimination 
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Unit Title:  IT User Fundamentals 
Unit number:  J/502/4206 
Credit:   3 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Use IT systems to meet needs 
 

1.1 Use correct procedures to start and shutdown 
an IT system 

1.2 Use interface 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 describing 
IT systems 

2. Organise, store and retrieve information 
efficiently 
 
 

2.1 Work with files and folders so that it is easy to 
find and retrieve information 

2.2 Identify what storage media to use 
2.3 Organise and store information, using general 

and local conventions where appropriate 

3. Follow and understand the need for safety 
and security practices 
 

3.1 Work safely and take steps to minimise 
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 is important to stay safe and to 

respect others when using ICT-based 
communication 

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

4. Carry out routine maintenance of IT systems 
and respond to routine IT system problems 
 
 

4.1 Identify why routine maintenance of 
hardware is important and when to carry it 
out 

4.2 Identify where to get expert advice 
4.3 Carry out regular routine maintenance of IT 

systems safely 
4.4 Take appropriate action to handle routine IT 

problems 
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Unit Title:  IT Security for Users 
Unit number:  R/502/4256 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Use appropriate methods to minimise 
security risks to IT systems and data 

1.1 Identify security issues that may threaten 
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 precautions to keep 
information secure 

1.5 Follow relevant guidelines and procedures for 
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 from More Experienced People 
Unit number:  Y/503/2844 
Credit:   2 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  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 workplace 
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 Identify what is useful about the ways to learn 
from people with more experience 

2.2 Identify appropriate ways to learn from 
someone with more experience 

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

3. Understand what they have learned 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to reflect on what has been learned 
from the work placement 

1.1 Keep an accurate record of tasks undertaken 
during work placement 

1.2 Identify what has been learned from key tasks 
undertaken during the work placement 
experience 

2. Know how tasks could be undertaken 
differently or improved 

2.1 Identify tasks undertaken during the work 
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 placement 
to set short-term goals 

3.1 Set short-term goals which build on own 
learning from work placement 
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Unit Title:  Learning to be financially capable 
Unit number:  M/505/3845 
Credit:   3 
GLH:  26 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how money is used 1.1 Outline different uses of money, to include: 
¶ making money  
¶ regular spending  
¶ non-essential spending  
¶ saving  
¶ borrowing  
¶ gambling  

1.2 Identify financial services used by individuals 
1.3 Describe aspects of financial services, to 

include: 
¶ financial risks and rewards  
¶ importance to individuals 

1.4 Describe advantages and disadvantages of 
different payment methods 

1.5 Describe how money can help achieve 
personal aspirations 

2. Know about United Kingdom (UK) state 
financial benefits 

2.1  Outline different United Kingdom (UK) state 
financial benefits 

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 week 3.1 Describe how different groups of people 
might gain from United Kingdom (UK) state 
financial benefits 

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

3.3 Calculate the difference between income and 
expenditure 

3.4 Describe actions to help budgeting 

4. Understand financial documents 4.1 Outline the purpose of routine financial 
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 payments, 
to include: 
¶ cash  
¶ debit/credit cards 

5.2 Research features of a financial account 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

5.3 Identify documentation required to open a 
financial account 

6. Understand the consequences of getting into 
debt 

6.1 Describe different ways of getting into debt 
6.2 Outline problems that getting into debt may 

cause for an individual 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know of situations where learning can take 
place 

1.1 Outline learning situations with co-workers 
1.2 Outline learning situations with other learners 

2. Be able to interact with colleagues or other 
learners in a learning situation 

2.1 Give opinions about an aspect of own learning 
2.2 wŜǎǇƻƴŘ ŀǇǇǊƻǇǊƛŀǘŜƭȅ ǘƻ ƻǘƘŜǊǎΩ ƻǇƛƴƛƻƴǎ 

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

3. Know that people have preferred individual 
learning styles 

3.1 Identify own preferred method of learning 
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 Identify the progress made towards own 

identified learning goal 
4.3 Outline what went 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:  Making informed career and progression choices  
Unit number:  F/600/3168 
Credit:   2 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know how career choices are influenced 1.1 Define career 
1.2 Describe factors which may influence career 

choices 
1.3 Outline influences on own career choices 

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

2.1 Carry out a self-evaluation of needs, interests, 
values, skills, abilities and attitudes 

2.2 Use information sources to research career 
options which match needs, interests, values, 
skills, abilities and attitudes 

2.3 Identify career options 

3. Be able to prepare for a career guidance 
interview 

3.1 Prepare a personal statement 
3.2 Plan questions to ask in a career guidance 

interview 

4. Be able to plan learning 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 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

1.1 Describe risks to employee health for 
a chosen area of work  

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

2.1 Explain measures to safeguard health for 
a chosen area of work  

2.2 Identify sources of information on 
safeguarding own health 
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Unit Title:  Managing Your Own Money 
Unit number:  H/503/2829 
Credit:   2 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to compare personal income with 
expenditure 

1.1 Identify different sources of income 
1.2 Identify regular weekly expenditure 
1.3 Use calculations to compare weekly income 

with expenditure 

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

2.1 Outline features of different types of savings 
accounts 

2.2 Identify a savings account to match own 
needs 

3. Understand borrowing money 3.1 Identify reasons why borrowing money could 
be necessary 

3.2 Explain factors to take into account before 
borrowing money 

3.3 Outline 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how different factors affect 
behaviour 

1.1 Identify different situations where behaviour 
changes 

1.2 Explain why behaviour changes in different 
situations 

2. Know how different codes of behaviour 
influence different situations 
 

2.1 Describe how verbal communication can be 
used in different situations 

2.2 Describe how body language can influence 
situations 

2.3 Describe how dress codes influence situations 

3. Know strategies to use to manage behaviour 
in different situations 
 

3.1 Compare different strategies for managing 
behaviour 

3.2 Identify techniques to manage behaviour in 
different situations 

4. Be able to manage own behaviour, in given 
situations 
 

4.1 Use techniques to manage own behaviour, in 
given situations 

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

5. Know how personal behaviour affects 
personal success 
 

5.1 Identify factors that contribute to personal 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the requirements for personal 
presentation for the workplace 

1.1  Outline why personal presentation is 
important for the workplace 

1.2  Identify effects of inappropriate personal 
presentation in the workplace 

2. Know how requirements for personal 
presentation vary across different types of 
workplace 

2.1  List personal presentation requirements for 
different types of workplace 

2.2  Outline why expected requirements for 
personal presentation vary across different 
types of workplace 

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

3.2  Follow workplace requirements for own 
hygiene and cleanliness 

3.3  Demonstrate attitudes and behaviours at 
work in line with organisational procedures 
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Unit Title:  Principles of Health and Safety within the Workplace 
Unit number:  F/615/5158 
Credit:   1 
GLH:  4 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

1.1 State the main responsibilities of employers in 
health and safety  

1.2 State the main responsibilities of employees 
in health and safety 

2. Understand how the workplace can affect 
health and safety 

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

workplace  
2.3 Identify controls measures for common 

hazards  
2.4 Recognise the benefits of maintaining a tidy, 

well organised workplace  
2.5 Identify the types of personal protective 

equipment  
2.6 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know how to select a suitable enterprise 
activity 

1.1 Describe the strengths and weaknesses of 
generated ideas for an enterprise activity 

2. Know appropriate roles and skills required for 
the enterprise activity 

2.1 List roles and the practical and personal skills 
required for the enterprise activity 

3. Understand the costs involved in producing 
and selling a product or service 

3.1 Use basic calculations to show the cost of 
items and processes related 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 the product 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to organise personal arrangements 
for a specific job interview 

1.1  Outline job details, to include: 
¶ job title  
¶ name and address of organisation  
¶ job responsibilities  
¶ working arrangements  

1.2  Prepare personal arrangements for a specific 
job interview, to include: 
¶ date and time  
¶ name of interviewer  
¶ dress code  
¶ travel method  
¶ journey start and end time  
¶ method of confirming attendance  

1.3  Identify sources of information for a specific 
job interview 

2. Be able to research information about a 
specific job offered for interview 

2.1  Describe the importance of facts about an 
organisation 

2.2  Describe the importance of facts about a job 
2.3  Outline skills and personal attributes needed 

for a job 

3. Be able to prepare questions and answers for 
a specific job interview 

3.1  Identify questions an individual may be asked 
at a job interview, to include: 
¶ open questions  
¶ closed questions  

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

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

3.4  Describe the importance of preparing 
questions and answers for an interview 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

4. Be able to communicate during a specific job 
interview 

4.1  Demonstrate ways to make a positive first 
impression at interview, to include: 
¶ punctuality  
¶ courtesy  
¶ positive body language  
¶ personal hygiene  
¶ personal appearance  

4.2  Demonstrate interview techniques, to 
include: 
¶ introducing self  
¶ responding to open questions  
¶ responding to closed questions  
¶ 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: 
¶ what went well  
¶ what did not go well  

5.2  Outline improvements for future interviews 
5.3  Identify 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 Outcomes  Assessment Criteria  

The learner will The learner can 

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

1.1 Explain why it is important to follow an 
ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǊǳƭŜǎ ŀƴŘ ǇǊƻŎŜŘǳǊŜǎ 

1.2 Describe the benefits of positive attitudes and 
behaviours for self 

1.3 Describe the benefits of positive attitudes and 
behaviours at work 

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

2.1 Interact appropriately with colleagues and 
customers 

2.2 Follow organisational procedures governing 
attitudes and behaviours at work 

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

3.1 Identify own positive attitudes and 
behaviours 

3.2 Describe how own attitudes and behaviours 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know which leadership skills to use with 
others 

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

skills 

2. Be able to demonstrate leadership skills in a 
group 

2.1 Identify instances when leadership skills have 
been demonstrated 

2.2 Use an appropriate leadership skill 

3. Be able to review own practice of leadership 
skills 

3.1 Outline why use of a leadership skill was a 
success 

3.2 Identify one aspect of leadership that did not 
go well 

3.3 Explain why use of a leadership skill was not 
so successful 
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Unit Title:  Preparing for an Interview 
Unit number:  K/503/2833 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know information required to prepare for an 
interview 

1.1 Identify the purpose of the 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 Identify questions to ask which show interest 
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 arrive 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know about the work placement company or 
organisation 

1.1 Describe the work placement company or 
organisation 

1.2 Outline key objectives of the company or 
organisation 

2. Know what is expected of the learner during 
the work placement 

2.1 Identify the requirements for the placement, 
and why the requirements are necessary 

2.2 Outline tasks likely to be undertaken in the 
work placement 

2.3 Identify appropriate attitudes and behaviours 
for the work placement and why they are 
important in the workplace 

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

3. Be able to set goals to help the learner get the 
most out of the work placement 

3.1 Set appropriate goals for 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how personal information is used 
and provided in workplace situations 

1.1  Identify personal information an individual 
would need to provide in routine and non-
routine workplace situations 

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

1.3  Identify ways in which personal information is 
provided 

1.4  Explain situations when personal information 
should not be given out 

2. Be able to provide personal information 
during telephone calls 

2.1  Make or receive a routine telephone call for a 
familiar situation, providing personal 
information 

2.2  Make or receive a non-routine telephone call 
for a non-familiar situation, providing 
personal information 

3. Be able to produce documents requiring 
personal information in relation to the 
workplace 

3.1  Complete handwritten or electronic forms for 
different workplace purposes, to include: 
¶ following instructions  
¶ completing all sections (according to 

guidance)  
¶ accurate spelling, punctuation and 

grammar  
¶ free from alterations or changes  

3.2 Produce a curriculum vitae (CV) with personal 
information for use when seeking 
employment, to include: 
¶ name  
¶ contact details  
¶ work experience (with dates)  
¶ education (with dates)  
¶ personal skills and attributes  
¶ other relevant information  

3.3 Produce a curriculum vitae (CV) for use when 
seeking employment, checking that it is: 
¶ legible  
¶ logical  
¶ in an appropriate format  
¶ checked and free from errors  
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

4.1  Collate evidence of personal achievements 
4.2  Present evidence of personal achievements in 

different formats 

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

5.1  Identify the skills used when presenting 
personal information, to include: 
¶ making a telephone call  
¶ receiving a telephone call  
¶ completing forms  
¶ producing a Curriculum Vitae (CV)  
¶ presenting evidence of personal 

achievements  
5.2  Identify improvements to own skills for future 

use when presenting personal information 
5.3  Outline ways to improve own skills, for future 

use, when presenting personal information 

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

6.1  Identify situations when presenting personal 
information will be important during working 
life 

6.2  Outline personal information needed during 
working life 

6.3  Explain why 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 
 
 

Learning Outcomes  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 or service, 
taking into account the practical and personal 
skills needed 

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

3.1  Produce records to show the successes and 
failures of the enterprise activity 
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Unit Title:  Safe Learning in the Workplace 
Unit number:  L/503/2856 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  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  

1.2 Identify examples of hazard in the workplace 
environment  

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

2.1 Identify aspects of different workplace 
environments which could cause harm to self 
or others 

2.2 Outline how aspects of personal behaviour 
can reduce risk of harm 

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

3.1 Identify the person responsible for health and 
safety in the workplace environment  

3.2 Outline the duties of the person responsible 
for health and safety in the workplace 
environment  

3.3 Outline reporting procedures for hazards and 
risks in the workplace 

3.4 State the procedures for dealing with low-risk 
hazards in accordance with instructions  
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Unit Title:  Searching for a Job 
Unit number:  D/503/2831 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know sources of information about jobs 1.1 Outline different sources of information 
about jobs 

1.2 Outline the assistance provided by different 
recruitment services 

2. Know how to recognise own interests and 
skills for job roles 

2.1 Identify own interests and skills for 
employment 

2.2 Identify potential job roles which match own 
skills and interests 

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

3.1 Identify appropriate methods to search for 
potential job vacancies 
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Unit Title:  Self-management Skills 
Unit number:  T/503/2835 
Credit:   2 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand self-management for work 1.1 Outline reasons for self-management in the 
workplace 

1.2 Identify areas which need time management 
in the workplace 

1.3 Explain reasons for taking breaks during the 
working day 

2. Be able to demonstrate time management 
skills for work 

2.1 Carry out tasks and activities in an 
appropriate prioritised 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 skills 3.1 Outline aspects of time management which 
went well when carrying out the tasks 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 Outcomes  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 

1.2 Describe how individual targets link to team 
targets 

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

2.1 Identify potential personal targets 
2.2 Describe how to record personal targets in 

line with organisational procedures 
2.3 Record and agree personal targets with an 

appropriate person 

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

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

3.2 Outline next steps towards meeting personal 
targets 
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Unit Title:  Summarising Documents 
Unit number:  T/503/2852 
Credit:   1 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  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 the key points 
and supporting material in straightforward 
documents 

2.1  Identify key points from a straightforward 
document 

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

3.1 Produce a summary which contains the key 
points of the original document 

3.2   Proofread and edit the summary for accuracy 
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Unit Title:  Using Email 
Unit number:  J/502/4299 
Credit:   2 
GLH:  15 
Level:  1 
 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Use e-mail software tools and techniques to 
compose and send messages 
 
 

1.1 Use software tools to compose and format e-
mail messages 

1.2 Attach files to e-mail messages 
1.3 Send e-mail messages 
1.4 Identify how to stay safe and respect others 

when using e-mail 
1.5 Use an address book to store and retrieve 

contact information 

2. Manage incoming email effectively 
 

2.1 Follow guidelines and procedures for using e-
mail 

2.2 Identify when and how to respond to e-mail 
messages 

2.3 Read and respond to e-mail messages 
appropriately 

2.4 Identify what messages to delete and when to 
do so 

2.5 Organise and store e-mail messages 
2.6 Respond appropriately to common e-mail 

problems 
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Unit Title:  Using the Internet 
Unit number:  T/502/4296 
Credit:   3 
GLH:  20 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Connect to the internet 
 

1.1 Identify different types of connection 
methods that can be used to access the 
Internet 

1.2 Access the Internet or intranet 

2. Use browser software to navigate web pages 
 
 

2.1 Use browser tools to navigate webpages 
2.2 Identify when to change browser settings to 

aid navigation 
2.3 Adjust browser settings to meet needs 
2.4 Use browser help facilities 

3. Use browser tools to search for information 
from the internet 
 
 

3.1 Select and use appropriate search techniques 
to locate information 

3.2 Outline how information meets requirements 
3.3 Use references to make it easier to find 

information another time 
3.4 Download and save different types of 

information from the Internet 

4. Use browser software to communicate 
information online 
 
 

4.1 Select and use tools and techniques to 
communicate information online 

4.2 Use browser tools to share information 
sources with others 

4.3 Submit information online using forms or 
interactive sites 

4.4 Identify opportunities to post or publish 
material to websites 

5. Follow and understand the need for safety 
and security practices when working online 
 

5.1 Identify the threats to user safety when 
working online 

5.2 Outline how to minimise internet security 
risks 

5.3 Work responsibly and take appropriate safety 
and security precautions when working online 

5.4 Keep personal information secure 
5.5 Follow relevant laws, guidelines and 

procedures for the use of the Internet 
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Unit Title:  Working as a Volunteer 
Unit number:  D/503/2828 
Credit:   2 
GLH:  10 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the role volunteers play in 
different volunteering situations 

1.1 Identify different situations where volunteers 
are used 

1.2 Explain why the role of volunteers is 
important in different volunteering situations 

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

2.2 Apply for voluntary work, adhering to 
application requirements 

2.3 Complete a voluntary work activity 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 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

1.1 Outline positive behaviours necessary for 
teamwork 

2. Know how to contribute to a team task 2.1 Outline own strengths, skills and experiences 
that might be relevant to team task 

2.2 Identify team skills needed to complete team 
task 

2.3 Outline how own strengths and skills could 
match the needs of the team task 

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 

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

3.3 Outline how own role contributes to the work 
of the team as a whole 

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

4.1 Give examples of listening to the ideas and 
suggestions of others 

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

4.3 Give examples of offering help or support to 
other team members 

4.4 Give examples of accepting the help or advice 
of others 

4.5 Complete the aspects of the allocated task, in 
line with the brief 

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 

5.2 Identify own teamworking skills that could be 
improved 
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Unit Title:  Alternatives to Paid Work 
Unit number:  R/503/2860 
Credit:   1 
GLH:  10 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand different alternatives to paid 
work 

1.1 Describe the different types of alternatives to 
paid work 

1.2 Explain differences in types of alternatives to 
work 

1.3 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 Describe different types of skills, qualities and 
knowledge that can be gained through 
participating in alternatives to paid work  

2.2 Explain steps to take to use the skills, qualities 
or knowledge gained from alternatives to paid 
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 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand different methods of applying for 
a job. 

1.1 Describe different methods of applying for a 
job. 

1.2 Explain how to obtain job application 
information. 

2. Be able to prepare a job application. 2.1 Collate the information appropriate for a job 
application. 

2.2 Complete a comprehensive and accurate job 
application. 

2.3 Carry out checks of a job application for 
accuracy. 

2.4 Review a job application for fitness for 
purpose. 
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Unit Title:  Assessing myself for a career 
Unit number:  L/505/4095 
Credit:   3 
GLH:  28 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how skills and personal attributes 
lead to national or international success in 
business 

1.1 Describe a successful businessperson, to 
include: 
¶ age when starting business  
¶ business sector  
¶ name of business and/or job title  
¶ purpose of the business  

1.2 Explain how sector-specific skills contribute to 
a ōǳǎƛƴŜǎǎǇŜǊǎƻƴΩǎ ǎǳŎŎŜǎǎ 

1.3 Explain how transferable skills contribute to a 
ōǳǎƛƴŜǎǎǇŜǊǎƻƴΩǎ ǎǳŎŎŜǎǎ 

1.4 Explain how personal attributes contribute to 
ŀ ōǳǎƛƴŜǎǎǇŜǊǎƻƴΩǎ ǎǳŎŎŜǎǎ 

1.5 LŘŜƴǘƛŦȅ ǿŀȅǎ ŀ ōǳǎƛƴŜǎǎǇŜǊǎƻƴΩǎ ǎǳŎŎŜǎǎ Ŏŀƴ 
be recognised 

2. Be able to evaluate own skills and personal 
attributes to inform career choices 

2.1 Assess own transferable skills 
2.2 Assess personal attributes 
2.3 Justify own assessment of skills and 

attributes, to include: 
¶ strengths and weaknesses  
¶ feedback from person supervising  

2.4 Use assessment of skills and attributes to 
inform career choice 

3. Be able to audit own sector-specific skills 
relating to career choices 

3.1 Research sector-specific skills needed for 
chosen career 

3.2 Describe the relevance of sector-specific skills 
to a chosen career 

3.3 Assess current level of own sector-specific 
skills 



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 87 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

4. Be able to plan the development of skills and 
personal attributes for a career 

4.1 Identify skills and personal attributes to be 
developed for a career 

4.2 Produce an action plan to develop skills and 
attributes for a career, including 
¶ sector-specific skills  
¶ transferable skills  
¶ ways of developing skills and attributes  
¶ support needed  
¶ resources needed  
¶ start, review and target dates  
¶ sign-off by tutor/sponsor  

4.3 Explain the importance of having an action 
plan for personal development 
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Unit Title:  Building Working Relationships with Customers 
Unit number:  A/615/8480 
Credit:   3 
GLH:  20 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

мΦ ¦ƴŘŜǊǎǘŀƴŘ Ƙƻǿ ŀ ŎǳǎǘƻƳŜǊΩǎ ƻǊ ŎƭƛŜƴǘΩǎ 
interactions with employees influence their 
opinion of the organisation as a whole 

1.1 9ȄǇƭŀƛƴ Ƙƻǿ ŀƴ ŜƳǇƭƻȅŜŜΩǎ ǎŜƭŦ-presentation 
Ŏŀƴ ŀŦŦŜŎǘ ŀ ŎǳǎǘƻƳŜǊΩǎ ƻǇƛƴƛƻƴ ƻŦ ǘƘŜ 
individual and their organisation 

1.2 Explain why keeping customers satisfied is 
important to organisations 

2. Understand why organisations normally have 
protocols for dealing with customers 

2.1 Describe the key areas likely to be contained 
in a customer service protocol 

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

3. Interact positively with customers in line with 
given protocols 

3.1 Cƻƭƭƻǿ ŀƴ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǇǊƻǘƻŎƻƭǎ ǘƻ ǇǊƻǾƛŘŜ 
answers to commonly occurring customer 
queries or meet commonly occurring 
customer requests 

3.2 Communicate appropriately with customers 
3.3 Explain the procedures within an organisation 

for dealing with customer problems and 
complaints 

3.4 Describe when it would be necessary to 
involve colleagues in assisting the customer 
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Unit Title:  Building Working Relationships with Colleagues 
Unit number:  L/501/6107 
Credit:   2 
GLH:  20 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how people in the 
workplace depend on one another 

1.1  Explain the interdependencies between 
different people in a workplace 

2. Understand how an ƛƴŘƛǾƛŘǳŀƭΩǎ 
behaviour affects other people at 
work 

2.1  Describe how the positive behaviour of one 
person can affect others in the workplace 

2.2  Describe how the negative behaviour of one 
person can affect others in the workplace 

3. Be able to demonstrate positive 
behaviours that promote effective 
working with others 

3.1  Communicate clearly with colleagues 
3.2  Resolve differences with colleagues amicably 
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 opinions 

of colleagues and respond appropriately 
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Unit Title:  Communicating Solutions to Others 
Unit number:  R/501/5895 
Credit:   2 
GLH:  20 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand why they need to solve a 
problem 

1.1 Describe a possible problem to solve 
1.2 Explain why the problem requires a solution 
1.3 Describe a way to solve the problem 

2. Communicate the solution effectively to 
others 

2.1 Using appropriate communication methods, 
explain to others how the problem was solved 

2.2 Use appropriate information to support their 
explanation 

3. Provide appropriate responses to questions 
or objections 

3.1 Identify possible questions or objections to 
their solutions to a problem 

3.2 Plan how to deal with feedback and questions 
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 was 
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 also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know key aspects of meetings 1.1  Describe key aspects of the meeting process 
and procedures 

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

3. Be able to contribute to the discussion at a 
meeting 

3.1 Record personal notes from meeting 
3.2 Contribute relevant ideas and opinions which 

help move the discussion forward and build 
appropriately on what has already been said 
at the meeting 

4. Be able to take responsibility for an agenda 
item at a meeting 

4.1 Present an agenda item at a meeting 
4.2 Answer questions to help move the discussion 

forward and reach decisions 
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Unit Title:  Developing Personal Skills for Leadership 
Unit number:  K/501/5904 
Credit:   2 
GLH:  20 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  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 order to lead others 

3. Prepare for a leadership activity 3.1 Select a suitable activity to demonstrate their 
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 also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand effective workplace behaviour 
 

1.1 Explain different ways in which employees 
can behave effectively within the workplace 
or when representing their employer outside 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to demonstrate readiness for an 
interview 

1.1 Present an appearance and dress code that 
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 role/title of the 

interviewer during introductions         

2. Be able to respond to questions in an 
interview 

2.1 DƛǾŜ ǊŜǎǇƻƴǎŜǎ ǘƻ ŎƭŀǊƛŦȅ ŀƴ ƛƴǘŜǊǾƛŜǿŜǊΩǎ 
questions if they are unclear 

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

2.3 Demonstrate non-verbal communication such 
as body language and facial expressions to 
show interest in the job or course 

3. Know how to review own performance in an 
interview 

3.1 Describe what went well in the interview 
3.2 Describe what did not go well in the interview 
3.3 Suggest ways of improving own performance 

in a future 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand why rights and responsibilities 
are important in a workplace 

1.1 Explain reasons why rights and responsibilities 
are important in a workplace 

1.2 Explain how rights and responsibilities are 
enforced in a workplace 

2. Understand rights and responsibilities of 
employees and employers 

2.1 Outline the responsibilities employers have to 
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 exchange 
of information in a workplace 

3. Know how to obtain guidance and 
information about rights and responsibilities at 
work 

3.1 Identify key representative bodies for 
employers and employees who would be able 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know about situations where they might 
interact with more experienced people 

1.1 Select situations where learners can interact 
with experienced people 

1.2 Describe ways to benefit from working with 
more experienced people 

2. Know ways in which more experienced 
people work effectively 

2.1 Describe effective working methods 
demonstrated by a more experienced person 

2.2 Describe why these ways of working are 
effective 

3. Know how to improve performance by 
learning from those who have more experience 

3.1 Select examples of a skill or process learnt 
from others with more experience 

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

3.3 Describe the advantages of learning from 
more experienced people 

3.4 Describe the disadvantages of learning from 
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 help of 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to reflect on what was learnt on the 
work placement 

1.1 Maintain a log of work placement tasks and 
personal development 

1.2 Describe skills and knowledge gained during 
the work placement 

2. Know how to improve the work placement 
experience 

2.1 Identify aspects of the work placement 
experience that could have been improved 

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

3. Be able to use learning from the work 
placement to set career-related goals 

3.1 Describe how the work placement experience 
might assist them in making choices about a 
future career 

3.2 Set short-term and long-term 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 also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

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

2. Plan the learning they will undertake 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 achieving 
the learning goal 

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

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

appropriately 
3.3 Give helpful feedback to others 

4. Review the learning they have undertaken 
with colleagues or other learners 

4.1 Give examples of how they have learned with 
colleagues or other learners 

4.2 Reflect on their experience of learning with a 
group of other colleagues or other learners 
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Unit Title:  Making Informed Career and Progression Choices 
Unit number:  A/600/3573 
Credit:   2 
GLH:  16 
Level:  2 
 
 

Learning Outcomes  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 Evaluate information 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 
interview 

3.1 Create a CV 
3.2 Create a personal statement 
3.3 Present questions for a guidance interview 

4. Be able to review individual learning plan to 
reflect career and progression choices 

4.1 Present a revised individual learning plan 
which reflects career and progression choices 
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Unit Title:  Managing Your Health at Work 
Unit number:  H/503/2880 
Credit:   1 
GLH:  10 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

мΦ ¦ƴŘŜǊǎǘŀƴŘ ǘƘŜ ŜƳǇƭƻȅŜŜΩǎ ǊƻƭŜ ƛƴ 
maintaining good health at work 

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

1.2 Explain how employees can maintain good 
health in the workplace 

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

2.1 Describe services that can be provided by 
employers to help maintain the health of the 
workforce 

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

3.1 Describe different sources of help to ensure 
good health at work 

3.2 Describe the services offered by different 
sources of help 
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Unit Title:  Managing Your Own Money 
Unit number:  D/503/2862 
Credit:   2 
GLH:  20 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to produce a personal budget 1.1 Carry out calculations of expenditure 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 not 

exceed income 

2. Understand the use of credit to borrow 
money 

2.1 Identify 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 
 
 

Learning Outcomes  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 

1.2 Describe why people might want to buy their 
product or service 

2. Be able to prepare a plan for implementing an 
enterprise activity 

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

2.2 Present the timelines required to carry out 
the tasks identified 

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

3. Understand the risks involved in running the 
enterprise activity 

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

3.2 Discuss ways to minimise the risks 
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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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to plan arrangements for an interview 
for a specific job 

1.1  Outline job details, to include: 
¶ sector  
¶ job title  
¶ name and address of organisation  
¶ employment status  
¶ remuneration  
¶ work pattern  
¶ dress code  
¶ job responsibilities  
¶ sector-specific skills  
¶ transferable skills  

1.2 Organise personal arrangements for a specific 
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  
¶ format  

1.3 Explain why personal documents are needed 
for a job interview 

1.4 Identify consequences of failing to provide 
requested personal documents 

2. Be able to research an organisation offering a 
specific job interview 

2.1 Use different sources of information to 
research facts about the organisation offering 
the interview 

2.2 Identify problems associated with the use of 
different sources of information 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

3. Be able to prepare questions for a specific job 
interview including extended responses 

3.1 Identify open or probing questions an 
individual may be asked at a job interview, to 
include: 
¶ relevance of qualifications  
¶ suitability of own skills or attributes  
¶ career aims  
¶ own availability  
¶ reason for interest in vacancy  

3.2 Prepare extended responses to interview 
questions an individual 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 questions 
to ask an interviewer, to include: 
¶ about the job  
¶ about the organisation  

4. Be able to apply interview techniques during 
a specific job interview 

4.1 Plan ways to make a positive first impression 
at a job interview 

4.2 Plan ways to make a confident introduction at 
a job interview 

4.3 Demonstrate interview techniques when: 
¶ making a positive first impression  
¶ introducing self  
¶ responding to questions in full  
¶ clarifying interviewer questions  
¶ asking planned questions  
¶ using communication skills  

5. Be able to reflect on a specific job interview 5.1 Evaluate how an individualΩǎ ŘŜŎƛǎƛƻƴǎ ŀǊŜ 
influenced by information learnt at interview 
in relation to: 
¶ the job  
¶ the organisation  

5.2 Reflect on own planning and preparation for a 
job interview, to include: 
¶ strengths  
¶ weaknesses  
¶ opportunities to improve  
¶ failure to improve  

5.3 Reflect on personal performance at a job 
interview, to include: 
¶ strengths  
¶ weaknesses  
¶ opportunities to improve  
¶ failure to improve  
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

6. Be able to plan improvements for future job 
interviews 

6.1 Produce an action plan to improve 
performance for future interviews, to include: 
¶ specific areas of improvement  
¶ actions to take  
¶ support requirements  
¶ start, review and target dates  
¶ sign off by tutor/sponsor 
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Unit Title:  Practising Leadership Skills with Others 
Unit number:  D/501/5916 
Credit:   2 
GLH:  20 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  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 a given group activity 

2. Demonstrate effective leadership skills with 
others 

2.1 Give support to other members of the group 
2.2 Allocate tasks and activities appropriately to 

other members of the group 
2.3 Give and receive appropriate feedback 
2.4 Make decisions 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 an Interview 
Unit number:  M/503/2865 
Credit:   1 
GLH:  10 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know information required in preparing for 
an interview 

1.1 Describe the key information about the 
interviewing organisation which are relevant 
to the job/placement/course 

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

1.3 Identify gaps in own information about the 
organisation 

1.4 Identify gaps in own information about 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 
questions 

2.1 Devise questions that may be asked at an 
interview 

2.2 Select questions most likely to be asked at an 
interview specific to the 
course/job/placement 

2.3 Prepare responses to questions that may be 
asked at interview 
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Unit Title:  Preparing for Work Placement 
Unit number:  F/503/2885 
Credit:   1 
GLH:  10 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

1.1 Describe the company or organisation 
providing the work placement 

1.2 Describe the key purpose of company or 
organisation 

2. Know the information needed before starting 
the work placement 

2.1 Describe the terms and conditions of the work 
placement 

2.2 Describe the tasks to be performed as part of 
the work placement 

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

3.1 Describe why workplace values are important 
for success at the work placement 

3.2 Describe personal presentation requirements 
appropriate to the work placement 

3.3 Describe how to deal effectively with 
situations of emotional stress, difficulty or 
confusion during the work placement 

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

4.1 Set goals for skills development relating to the 
work placement 

4.2 Set goals for personal development relating to 
the work placement 
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Unit Title:  Presenting personal information for the workplace 
Unit number:  D/505/4098 
Credit:   3 
GLH:  20 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

1.1 Identify personal information an individual 
would need in different workplace situations 

1.2 Explain why different types of personal 
information are needed for different 
workplace situations  

1.3 Explain the impact of not providing personal 
information for a workplace situation 

1.4 Explain different methods of presenting 
personal information in the workplace, to 
include: 
¶ routine situations  
¶ non-routine situations  

2. Understand risks associated with personal 
information in the workplace 

2.1 Explain how behaviours in the workplace can 
put personal information at risk 

3. Be able to use communication skills to 
accurately provide own personal information in 
telephone calls 

3.1 Demonstrate the use of communication skills 
by providing accurate personal information in 
a routine telephone call, to include: 
¶ listening carefully  
¶ questioning for clarification  
¶ speaking clearly and effectively (tone, 

inflection, accent, language)  
¶ controlling the time and pace of the call  
¶ summarising information  
¶ checking for accuracy  

3.2 Demonstrate the use of communication skills 
by providing accurate personal information in 
a non-routine telephone call, to include: 
¶ listening carefully  
¶ questioning for clarification  
¶ speaking clearly and effectively (tone, 

inflection, accent, language)  
¶ controlling the time and pace of the call  
¶ summarising information  
¶ checking for accuracy  
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

4. Be able to produce documents requiring 
personal information in relation to work 
situations 

4.1 Complete an application form, for a specific 
job, to include: 
¶ following instructions accurately  
¶ all sections completed (according to 

guidance)  
¶ fit for purpose  
¶ 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  
¶ completing all sections (according to 

guidance)  
¶ accurate spelling, punctuation and 

grammar  
4.4 Produce documents checking they are: 

¶ legible  
¶ logical  
¶ in an appropriate format  
¶ free from alterations or changes  

5. Be able to present personal information on a 
curriculum vitae (CV) in relation to an 
employment opportunity 

5.1 Produce a curriculum vitae (CV) for use in 
relation to a specific job opportunity, to 
include: 
¶ name  
¶ contact details  
¶ schools and colleges attended (including 

dates)  
¶ referee (including full contact details)  
¶ personal attributes  
¶ skills and experience  
¶ other relevant information  

5.2 Produce a curriculum vitae (CV) for use in 
relation to a specific job opportunity, checking 
that it is: 
¶ legible  
¶ logical  
¶ in an appropriate format  
¶ checked and free from errors  

5.3 Produce a covering document to accompany a 
CV for use in relation to employment 
opportunities, to include: 
¶ correct style, language and grammar  
¶ correct format and layout  
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

6. Be able to present, in different formats, 
evidence of own personal achievements, in 
relation to future employment 

6.1 Collate evidence of personal achievements in 
relation to an employment related situation 

6.2 Present evidence of own personal 
achievements in different formats, in relation 
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 
used when presenting personal information 

7.1 Assess written and verbal skills when 
presenting personal information 

7.2 Describe ways to improve written and verbal 
skills for future presentation of own personal 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to provide a strategy to ensure the 
success of an enterprise activity 

1.1 Identify what is required in an operational 
plan 

1.2 Create an operational plan for the actual 
enterprise activity 

2. Be able to carry out an enterprise activity 
using appropriate skills and procedures 

2.1 Demonstrate a range of skills and techniques 
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 the profitability of the 
enterprise activity 

3.1 Present financial records to show the set-up 
costs, running costs and other costs 

3.2 Present financial records showing sales and 
profit or losses 

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

4. Know how to review personal involvement in 
an enterprise activity 

4.1 Describe skills gained from running the 
enterprise activity 

4.2 Describe personal strengths which were 
demonstrated during the enterprise activity 

4.3 Describe skills that need to be improved as a 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how to use sources of 
information about jobs 

1.1 Explain the roles of different sources of 
information about jobs 

1.2 Select appropriate sources of information 
about job vacancies for own purposes 

1.3 Identify potential job roles from sources of 
information about jobs 

2. Understand how to relate own skills, interests 
and achievements to potential job roles 

2.1 Explain how own skills relate to potential job 
roles 

2.2 Explain own interests in relation to potential 
job roles 

2.3 Explain how own achievements are relevant 
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 of communication with 
ŜƳǇƭƻȅŜǊǎ ƻǊ ǘƘŜ ŜƳǇƭƻȅŜǊΩǎ ǊŜǇǊŜǎŜƴǘŀǘƛǾŜ 
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 also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how to develop and confirm 
personal targets 

1.1 Develop personal targets that are appropriate 
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 own personal targets in an 
appropriate format to suit organisational 
requirements 

2. Review progress against own targets 2.1 Identify an appropriate review point 
2.2 Review own progress with an appropriate 

person 
2.3 Discuss and agree with an appropriate person 

what has been achieved and what, if 
anything, is still to be achieved 
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Unit Title:  Solving Work-Related Problems 
Unit number:  J/615/8479 
Credit:   3 
GLH:  20 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand that both individuals and 
organisations encounter workplace problems 

1.1 Explain the main reasons that individuals 
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 both 
individuals and to organisations can help in 
solving work-related problems 

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

3. Consider possible solutions to workplace 
problems 

3.1 Describe possible solutions to different work-
place problems 

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

4. Apply appropriate strategies to solve 
workplace problems 

4.1 Plan how to execute the solutions they 
consider most likely to work 
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Unit Title:  Summarising Documents 
Unit number:  T/503/2883 
Credit:   1 
GLH:  10 
Level:  2 
 
 

Learning Outcomes  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 is written  

1.1 Describe different audiences for summaries 
1.2 Describe different purposes for summaries 
1.3 Describe different formats for writing 

summaries. 

2. Be able to produce an accurate summary of a 
chosen document 

2.1 Extract key points from a chosen document 
2.2 Produce a summary, suitable for the intended 

purpose and audience, of key points of a 
chosen document 

2.3 Proofread and edit the summary to ensure 
accuracy 

 
  



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 117 

Unit Title:  Terrorism awareness 
Unit number:  H/503/5066 
Credit:   1 
GLH:  9 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the history of terrorism 1.1 5ŜŦƛƴŜ ǘƘŜ ǘŜǊƳ ΨǘŜǊǊƻǊƛǎƳΩ 
1.2 Describe the origins of terrorism 

2. Understand the classifications of terrorist 
groups 

2.1 9ȄǇƭŀƛƴ ǘƘŜ ǘŜǊƳ ΨǎǘŀǘŜ ǘŜǊǊƻǊƛǎƳΩ 
2.2 Identify state sponsored terrorism groups 
2.3 9ȄǇƭŀƛƴ ǘƘŜ ǘŜǊƳ Ψƴƻƴ-ǎǘŀǘŜ ǘŜǊǊƻǊƛǎƳΩ 
2.4 Identify non-state terrorist groups 
2.5 Explain the differences between non-state 

terrorism and religious terrorism 
2.6 Identify religious terrorist groups 

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

3.2 9ȄǇƭŀƛƴ ǘƘŜ ǘŜǊƳ ΨŜǎǇƛƻƴŀƎŜΩ ŀƴŘ ƛǘǎ ƛƳǇŀŎǘ ƻƴ 
commercial security 

3.3 Explain the term ΨŎȅōŜǊ ǘƘǊŜŀǘΩ 
3.4 Explain situational awareness in relation to: 

¶ Suspicious activity/persons/objects 

¶ Public buildings 

¶ Transport systems 

¶ Critical national infrastructure (CNI) 

4. Understand how to report suspicious 
activity/objects and suspected threats 

4.1 Explain the different reporting options and 
actions to follow in relation to suspicious 
activity/objects and suspected threats 

5. Understand different government threat 
levels relevant to the UK 

5.1 State the current government threat level in 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the statutory rights and responsibilities 
of employees and employers within own area of 
work 

1.1 Outline employee rights and responsibilities 
under Employment Law 

1.2 Describe how related legislation can support 
employees in the workplace 

1.3 Describe employer responsibilities in the 
workplace 

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

2. Understand agreed ways of working that 
protect own relationship with employer 

2.1 Explain the terms and conditions of own 
contract of employment 

2.2 Describe information shown on own pay 
statement 

2.3 Explain the procedures to follow in event of a 
grievance 

2.4 Identify the personal information 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 
context of the sector 

3.1 Describe the effect of own role on service 
provision 

3.2 Describe how own role links to the wider 
sector 

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

3.4 Outline different viewpoints around an issue 
of public concern relevant to the sector or 
occupation 

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

4. Know career pathways available within own 
and related sectors 

4.1 Describe occupational opportunities within 
own sector and related sectors 

4.2 Identify sources of information related to a 
chosen career pathway 

4.3 Identify 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to find voluntary work that matches 
own skills and interests 

1.1 Identify ways to become a volunteer 
1.2 Apply for voluntary work matching own skills 

and interests 
1.3 Describe the nature of the work to be 

undertaken 
1.4 Describe behaviours and attitudes needed to 

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 
taking part in voluntary work 

3.1 Describe skills developed during voluntary 
work 

3.2 Explain how the skills used during the time as 
a volunteer may be useful for career planning 
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Unit Title:  Working in a Team 
Unit number:  R/501/6058 
Credit:   3 
GLH:  30 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Principles of Providing Security Services (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

1.1  Explain the advantages and disadvantages of 
having a team complete a task 

2. Understand the need for a team to work to an 
agreed code of conduct 

2.1 Identify a code of conduct for effective team 
work 

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

3. Be able to recognise the different strengths, 
skills and experiences different people bring to a 
team 

3.1 Explain their own strengths, skills and 
experiences, as relevant to a task being 
undertaken by a team 

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

4. Understand how to allocate roles and 
responsibilities within the team in relation to a 
given task 

4.1 Agree with other team members the roles 
and responsibilities of each member of the 
team 

4.2 Explain how each role contributes to the 
ǘŜŀƳΩǎ ƻōƧŜŎǘƛǾŜǎ ŀƴŘ ǘƘŜ ŎƻƳǇƭŜǘƛƻƴ ƻŦ ǘƘŜ 
team task 

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

5.2 Identify relevant ideas and suggestions which 
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 the 
team 

6.2 Outline ways in which the team as a whole 
performed effectively 
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Learning Outcomes  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 supports development. 

 
Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Be able to assess own career goals and 
personal development. 

1.1  Identify own career and personal goals. 
1.2  Assess how own career goals affect work role 

and professional development.  

2. Be able to set personal work objectives 2.1  Agree SMART (Specific, Measurable, 
Achievable, Realistic and Time-bound) 
personal work objectives in line with 
organisational objectives.  

3. Be able to produce a personal 
development plan. 

3.1  Identify gaps between objectives set, own 
current knowledge and skills. 

3.2  Produce a development plan.  

4. Be able to implement and monitor own 
personal development plan.  

4.1  Plan activities identified in own development 
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 
This unit helps learners to plan 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 a team. 1.1  Agree team objectives with own manager. 
1.2  Develop a plan for a team to meet agreed objectives, 

taking into account capacity and capabilities of the 
team.  

2. Be able to allocate work across a 
team. 

2.1  Discuss team plans with a 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 members 
to achieve team objectives. 

3.1  Support all team members in order to achieve team 
objectives.  

4. Be able to monitor and evaluate 
the performance of team members.  

4.1  !ǎǎŜǎǎ ǘŜŀƳ ƳŜƳōŜǊǎΩ ǿƻǊƪ ŀƎŀƛƴǎǘ ŀƎǊŜŜŘ standards 
and objectives. 

4.2  Identify and monitor conflict within a team. 
4.3  Identify causes for team members not meeting team 

objectives. 

5. Be able to improve the 
performance of a 
team. 

5.1  Identify ways of improving team performance. 
5.2  Provide constructive feedback to team members to 

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 

мΦ .Ŝ ŀōƭŜ ǘƻ ŎƻƳƳǳƴƛŎŀǘŜ ŀ ǘŜŀƳΩǎ 
purpose and objectives to the team 
members.  

1.1  Describe the purpose of a team. 
1.2  Set team objectives with its members which are 

SMART (Specific, Measurable, Achievable, Realistic 
and Time-bound). 

1.3  /ƻƳƳǳƴƛŎŀǘŜ ǘƘŜ ǘŜŀƳΩǎ ǇǳǊǇƻǎŜ ŀƴŘ objectives to 
its members.  

2. Be able to develop a plan with 
team 
members showing how team 
objectives 
will be met.  

2.1  Discuss with team members how team objectives will 
be met. 

2.2  Ensure team members to participate in the planning 
process and think creatively. 

2.3  Develop plans to meet team objectives. 
2.4  Set SMART personal work objectives with team 

members.  

3. Be able to support team members 
identifying opportunities and 
providing 
support.  

3.1  Identify opportunities and difficulties faced by team 
members. 

3.2  Discuss identified opportunities and difficulties with 
team members. 

3.3  Provide advice and support to team members to 
overcome identified difficulties and challenges. 

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

4. Be able to monitor and evaluate 
progress and recognise individual and 
team achievement.  

4.1  Monitor and evaluate individual and team activities 
and progress. 

4.2  Provide recognition when individual and team 
objectives have been achieved.  
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Unit Title:  Understanding mind-set towards work  
Unit number:  H/617/5824 
Credit:   2   
GLH:   20 
Level:   1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know why having the right mind-set is 
important 

1.1 Define what mind-set is 
1.2 State why having a positive mind-set is 

important 
1.3 Define what a positive mind-set in work is 
1.4 Identify the impact a negative attitude can 

have on self, team and organisation 

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

2.2 State how a better mind-set can improve 
opportunities 

 
 

Amplification / Indicative content / Range 
¶ The right mind-set includes 

o Definition of how attitude drives behaviours 
o Positive approach to work 
o Teamworking, helpful, sharing ideas & suggestions 
o Respect for others 
o Awareness of diversity & bias. 
o Building relationships and networks 
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Unit Title:  Problem solving in a work-related environment  
Unit number:  M/617/5826 
Credit:   2   
GLH:   18 
Level:   1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understanding work related problems 1.1 Define what problems could 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 potential solutions to problems 
2.2 State how organisations might look to resolve 

problems with customers 
2.3 Identify the signs of a problem developing or 

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 

¶ Problems 
o Problems related to faulty products, unsatisfactory services offered, H&S issues, 

customer complaints, problems arising within teams, problems likely to be related 
to junior roles in organisations (a minimum of three examples to be given) 

¶ Solutions 
o A minimum of three potential ways to solve an identified problem must be given 
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Unit Title:  Personal presentation and hygiene at work  
Unit number:  F/617/5829 
Credit:  3  
GLH:   10 
Level:   1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the requirements for personal 
presentation for the workplace  

1.1 Outline why personal presentation is 
important for the workplace 

1.2 Identify effects of inappropriate personal 
presentation in the workplace 

2. Know how requirements for personal 
presentation vary across different types of 
workplace 

2.1 List personal presentation requirements for 
different types of workplace 

2.2 Outline why expected requirements for 
personal presentation vary across different 
types of workplace 

3. Know how to present self for the workplace 2.1 State what may be deemed a suitable dress 
code for a workplace 

2.2 Identify what the workplace requirements for 
own hygiene and cleanliness might be 

2.3 State what attitudes and behaviours would be 
successful for work   

4. Know the importance of maintaining 
personal hygiene for the workplace 

4.1 List good personal hygiene practices 
4.2 List reasons why having good personal 

hygiene is important for the workplace 
4.3 Outline why having poor personal hygiene has 

a negative impact  

 
 

Amplification / Indicative content / Range 
¶ Personal Presentation 

o Uniform 

o Personal Protective Equipment (PPE) 

o Badges/Passes 

o Tattoos/jewellery 

o Positive attitude and behaviours, house style/script 

¶ Good personal hygiene practices 

o Washing hands 

o Reporting illnesses  

o Dealing with cuts, wounds and skin infections 

 

Unit Guidance 
AC 3.1 and AC 3.2 ς A fictional or real workplace can be used for these assessment criteria. 
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ACCOUNTING UNIT 
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 out simple 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 
2.2 Provide examples of the following: 

¶ Assets 

¶ Income 

¶ Liabilities 

¶ Expenditure 

¶ Profit 

¶ Loss 
2.3 Identify the difference between cash transactions and 

credit transactions 
2.4 Identify the different methods of transferring money 
 

3. Understand the different roles and 
responsibilities within accounting 
 

3.1 Identify the accounting needs of different business 
needs 

3.2 Identify 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 it important to maintain confidentiality of 
information 
 

4. Understand how to communicate 
effectively 
 

4.1 Identify appropriate methods of communicating 
financial information 

4.2 State the importance of communicating accounting 
information to clients accurately and clearly 
 



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 130 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

5. Understand the advantages of 
different IT programmes which 
support accounting 
 

5.1 Identify different IT software programmes that are 
available to support the recording of accounting 
information and transactions 

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

 

6. Know how to produce business 
documents  

6.1 Identify the different methods of recording business 
transactions 

6.2 Identify the different types of accounting documents 
and their purpose 

6.3 Outline the possible consequences of poor 
information storage 
 

7. Understand how to use office 
equipment 
 

7.1 Identify the features and uses of different types of 
office equipment 

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

7.3 Summarise how work areas should be left after use 
7.4 Identify ways to minimise waste in the use of 

resources 
 

 

Additional assessment guidance/requirements  

This section of the specification provides further details on any additional assessment 
guidance/requirements to consistently provide valid, reliable and comparable assessments. 
 
LO1: Apply basic mathematics in a financial context 

¶ Carry out simple mathematical calculations eg. 
o Add and Subtract whole numbers 
o Add and Subtract numbers up to 2 decimal places  
o Divide and multiply whole numbers 
o Divide and multiply numbers up to 2 decimal places 
o Calculate simple percentages eg. 10%, 20%, 25% 
o Calculate averages 

¶ Carry out simple accountancy calculations eg. 
o Gross profit 
o Net profit 
o Loss 
o VAT 

LO2: Understand the language of basic accounting 

¶ Define the following key terms: 
o 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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o Expenditure: Cost a business pays for goods or services 

¶ Identify the difference between cash transactions and credit transactions 
o Cash transactions are immediate 

¶ Identify the different methods of transferring money 
o Bank transfer 
o Direct debits 
o Telephone Banking 
o BACS 
o Standing orders  
o Cheques  
o Cash deposits 

LO3: Understand the different roles and responsibilities within accounting 

¶ The accounting needs of different business sectors eg. 
o Public 
o Private 
o Charitable 

¶ The different accounting roles eg. 
o Management accountant 
o Purchase Ledger Clerk 
o Sales Ledger Clerk 
o Credit Controller 
o Accounting Assistant 
o Bookkeeper 
o Payroll Assistant 

¶ Responsibilities of different accounting roles 
o Document financial transactions 
o Preparing accounts 
o Compile reports, budgets, financial statements 
o Check and produce invoices 

¶ The ethical and professional behaviors that are expected within the accounting profession 
o Honesty 
o Integrity 
o Have respect for others 

¶ State why is it important to maintain confidentiality of information 
o Data protection 

LO4: Understand how to communicate effectively 

¶ Appropriate methods of communicating financial information eg. 
o Emails 
o Letters 
o Reports 

¶ Importance of communicating accounting information to clients accurately and clearly eg. 
o Maintaining the reputation of the company 
o Reducing the number of complaints 
o Appropriate use of Body language and Tone of voice 
o Appropriate use of Formal language or Informal language 

LO5: Understand the advantages of different IT programmes which support accounting 

¶ The different IT software programmes that are available to support recoding of accounting 
information and transactions 
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o Excel 
o Sage 
o Quick Books 

¶ The advantages of using an IT software programme to record accounting information and 
transactions eg 

o Better control of processes 
o Quicker processing times 
o Eliminate cost inefficiencies 
o Better reporting functions 

LO6: Know how to produce business documents 

¶ Identify the different methods of recording business transactions 
o Cash receipts daybook 
o Sales daybook 
o Purchase daybook 
o Ledgers 

¶ Identify the different types of accounting documents and their purpose 
o Balance Sheet 
o Cash Flow Statement 
o Profit and Loss statement 
o Invoices 
o Receipts 

¶ Outline the possible consequences of poor information storage 
o Data protection breach 
o Legal action being taken 

LO7: Understand how to use office equipment 

¶ Features and uses of different types of office equipment 
o Computers (Emails, Electronic diaries, Word processing, Internet, Spreadsheets) 
o Printers/Photocopiers 
o Franking Machines 
o Telephones 

¶ The importance of following correct procedures within an office environment eg. 
o Health and Safety practices in the office 
o Fire drills  
o aŀƴǳŦŀŎǘǳǊŜǊΩǎ ƛƴǎǘǊǳŎǘƛƻƴǎ 
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ACTIVE LEISURE UNIT 

Unit Title:  Understanding Employment Rights and Responsibilities 
Unit number:  J/600/0840 
Credit:   2 
GLH:  15 
Level:  2 

This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Award in Employment Awareness in Active Leisure and Learning (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know their employment rights and 
responsibilities under the law 

1.1 Describe their rights and responsibilities in 
terms of: 
ω  Contracts of employment 
ω  Anti-discrimination legislation 
ω  Working hours and holiday entitlements 
ω  Sickness absence and sick pay 
ω  Data protection 
ω  Health and safety 

1.2 Outline the rights and responsibilities of the 
employer 

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

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

2. Understand documents relevant to their 
employment 

2.1 Explain the main terms and conditions of a 
contract of employment 

2.2 Outline the contents and purpose of a job 
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 slip 
or other statement of earnings 

3. Know key employment procedures at work 3.1 Describe the procedures to follow if someone 
needs to take time off 

3.2 Describe the procedures to follow if there is a 
grievance 

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

3.4 Identify sources of information and advice on 
employment issues: 
ω  Internal to their organisation  
ω  External to their organisation  
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BUSINESS ADMINISTRATION UNITS 
 
Unit Title:  Communicate in a business environment 
Unit number:  F/601/2453 

Credit:   4 
GLH:  21 
Level:  1 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the purpose of planning 
communication 
 

1.1 Identify the purpose of communication 
1.2 State different methods of communication 

and when to use them 

2. Understand how to communicate in writing 
 
 

2.1 Give reasons for using language that suits the 
purpose of the communication 

2.2 Describe how to format information so that it 
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 filing written communications 

3. Know how to communicate verbally 
 
 

3.1 Identify methods of verbally presenting 
information and ideas clearly 

3.2 Identify ways of contributing to discussions 
3.3 Identify ways of listening actively 

4. Understand the purpose of feedback in 
developing communication skills 

4.1 Identify ways of getting feedback on 
communications 

4.2 Describe the purpose of using feedback to 
develop communication skills 

5. Be able to plan communication 
 

 

5.1 Identify the purpose of communications to be 
presented 

5.2 Select methods of communication to be used 
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 the purpose of the 
communications 

6.3 Use accurate grammar, spelling and 
punctuation, and plain English to make sure 
that the message is clear 
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Learning Outcomes  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 communications 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 that 
it is clear and accurate 

7.2 Contribute to discussion(s) 
7.3 Actively listen to information given by other 

people 
7.4 Ask relevant questions to clarify own 

understanding, as required 

8. Be able to identify and agree ways of 
developing communication skills 
 

8.1 Get feedback to confirm whether the 
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 Outcomes  Assessment Criteria  

The learner will The learner 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 a 
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 outside 
an organisation 

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

1.6 Explain the purpose of summarising the 
outcomes of a telephone conversation before 
ending the call 

1.7 Describe how to identify problems and who to 
refer them to 

1.8 Describe organisation structures and 
communication channels within an 
organisation 

1.9 Describe how to follow organisational 
procedures when making a telephone call 

1.10 Explain how to report telephone system faults 

2. Understand how to receive and transfer 
telephone calls 
 
 
 

2.1 Describe how to identify callers and their 
needs 

2.2 Explain the purpose of giving accurate and up 
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 to 
handle these 

2.5 Describe ways of identifying the appropriate 
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 to 
refer them to 



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 138 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

2.8 Describe how to follow organisational 
procedures when receiving a telephone call 

2.9 Explain how to report telephone system faults 
 

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 to 

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 conversation 

before ending a call 
3.7 Report telephone system faults, 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 organisation 
4.3 Identify the caller, where they are calling 

from, and what they need 
4.4 Give accurate 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 the 
ŎŀƭƭŜǊΩǎ ƴŜŜŘǎ 

4.7 Summarise the outcomes of the conversation 
before ending the call 

4.8 Report telephone system faults, if necessary 
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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 the Highfield Level 2 Award in Personal 
Development for Employability.   
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. recognise and deal with customer queries and 
requests 
 
 
 
 
 

1.1 deal with queries and requests from 
customers in a positive and professional way 

1.2 seek information or help from a colleague if 
ǘƘŜȅ Ŏŀƴƴƻǘ ŀƴǎǿŜǊ ǘƘŜƛǊ ŎǳǎǘƻƳŜǊΩǎ ǉǳŜǊȅ ƻǊ 
request 

1.3 obtain help from a colleague if they are not 
ŀōƭŜ ǘƻ ŘŜŀƭ ǿƛǘƘ ǘƘŜƛǊ ŎǳǎǘƻƳŜǊΩǎ ǊŜǉǳŜǎǘ 

1.4 always tell their customer what is happening 

2. recognise and deal with customer problems 
 
 
 
 
 

2.1 recognise when something is a problem from 
ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ Ǉƻƛƴǘ ƻŦ ǾƛŜǿ 

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

2.3 deal with a difficult customer calmly 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 
customer queries, requests and problems 
 
 

3.1 list who in the organisation is able to give help 
and information 

3.2 state the limits of what they are allowed to do 
3.3 identify what professional behaviour is 
3.4 describe how 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 

3.10 identify the types of behaviour that may make 
a problem worse 
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Unit Title:  Use a filing system 
Unit number:  Y/601/2460 
Credit:   2 
GLH:  13 
Level:  1 
 
 

Learning Outcomes  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 procedures 
for security and confidentiality of information 

2. Be able to store information 
 
 
 

2.1 Identify and collect information 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 be retrieved 
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 and 

timescale 
3.5 Refer problems, if required 
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Unit Title:  Deal with customers face to face 
Unit number:  T/601/1221 
Credit:   5 
GLH:  33 
Level:  2 
 

Learning Outcomes  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 to 

ensure that they collect all possible 

information they need from the conversation 

1.4. explain their services or products and their 

ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǎŜǊǾƛŎŜ ƻŦŦŜǊ ǘƻ ǘƘŜƛǊ ŎǳǎǘƻƳŜǊ 

clearly and concisely 

1.5. adapt their communication to meet the 

individual needs of their customer 

1.6. ŀƴǘƛŎƛǇŀǘŜ ǘƘŜƛǊ ŎǳǎǘƻƳŜǊΩǎ ǊŜǉǳŜǎǘǎ ŀƴŘ 

needs for information 

1.7. balance conflicting demands for their 

attention whilst maintaining rapport with their 

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 
through body language 
 
 
 
 
 

2.1 present a professional and respectful image 

when dealing with their customer 

2.2 ǎƘƻǿ ŀƴ ŀǿŀǊŜƴŜǎǎ ƻŦ ǘƘŜƛǊ ŎǳǎǘƻƳŜǊΩǎ ƴŜŜŘǎ 

for personal space 

2.3 focus their attention on their customer so 

that non-verbal signs do not betray 

disinterest, boredom or irritation 

2.4 ensure that their customer focus is not 

disrupted by colleagues 

2.5 observe all customers and the total customer 

service situation whilst maintaining rapport 

with their current customer 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

2.6 observe their customer to read non-verbal 

clues about the ŎǳǎǘƻƳŜǊΩǎ ǿƛǎƘŜǎ ŀƴŘ 

expectations 

3. understand how to deal with customers face 
to face 
 
 

3.1 explain the importance of speaking clearly 

and slowly when dealing with a customer face 

to face 

3.2 state the importance of taking the time to 

listen carefully to what the customer is saying 

3.3 ƛŘŜƴǘƛŦȅ ǘƘŜ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǇǊƻŎŜŘǳǊŜǎ ǘƘŀǘ 

impact on the way they are able to deal with 

their customers face to face 

3.4 describe the features and benefits of the 

ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǎŜǊǾƛŎŜǎ ƻǊ ǇǊƻŘǳŎǘǎ 

3.5 explain the ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ǎŜǊǾƛŎŜ ƻŦŦŜǊ ŀƴŘ 

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 

assertively, aggressively and passively 
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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 the Highfield Level 2 Award in Personal 
Development for Employability.   

Learning Outcomes  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 the most important things that 

customers are telling them 
1.3 respond appropriately to what customers are 

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 customers 
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 ǊŜŀŘ ŎǳǎǘƻƳŜǊǎΩ ōƻŘȅ ƭŀƴƎǳŀƎŜ ǘƻ ƘŜƭǇ ǘƘŜƳ 
understand their feelings and wishes 

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

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

2. understand how to communicate effectively 
with customers 
 
 
 
 
 
 

2.1 identify the difference between hearing and 
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 effectively 
2.5 state how to use questions to check that they 

understand what customers are telling them 
2.6 identify the difference between negative and 

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 
2.10 describe how to communicate with customers 

who have language, dialect or accents that 
are different from theirs 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

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

2.12 identify what information is helpful to pass on 
in messages to colleagues so that customers 
receive good service 
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Unit Title:  Database software 
Unit number:  M/502/4555 
Credit:   4 
GLH:  30 
Level:  2 
 
 
Unit Introduction 
This is the ability to use a software application designed to organise and store structured 
information and generate reports. 
 
This unit is about selecting and using intermediate database software tools and techniques to: 

¶ enter information into databases, that is at times non-routine or unfamiliar; 

¶ retrieve information by creating queries using multiple selection criteria; and 

¶ produce reports by setting up menus or short cuts. 

They will also be able to create and modify single table, non-relational 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: 

¶ the software tools and functions involved will at times be non-routine or unfamiliar; and 

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

of a number of factors or elements 

 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Create and modify non-relational database 
tables 

1.1  Identify the components of a database design 
1.2  Describe the field characteristics for the data 

required 
1.3  Create and modify database tables using a 

range of field types 
1.4  Describe ways to maintain data integrity  
1.5  Respond appropriately to problems with 

database tables 
1.6  Use database tools and techniques to ensure 

data integrity is maintained 

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

2.1  Create forms to enter, edit and organise data 
in a database 

2.2  Select and use appropriate tools and 
techniques to format data entry forms 

2.3  Check data entry meets needs, using IT tools 
and making corrections as necessary 

2.4  Respond appropriately to data entry errors 

3. Use database software tools to run queries 
and produce reports 

3.1  Create and run database queries using 
multiple criteria to display or amend selected 
data 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

3.2  Plan and produce database reports from a 
single table non-relational database 

3.3  Select and use appropriate tools and 
techniques to format database reports 

3.4  Check reports meet needs, using IT tools and 
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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Cƻƭƭƻǿ ǘƘŜƛǊ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜ 
practices and procedures 
 
 
 
 
 
 

1.1 follow organisational practices and 
procedures that relate to their customer 
service work 

1.2 recognise the limits of what they are allowed 
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 protects the security of 
information about customers 

2. know how to follow the rules to deliver 
customer service 
 
 
 
 
 
 
 
 

2.1 describe organisational practices and 
procedures that relate to their customer 
service work 

2.2 identify the limits of what they 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 explain 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 their 
customer service work 

2.10 list the main things that they must do and not 
do in their job under external regulations that 
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 improve the productivity and efficiency of work activities in a 
variety of contexts. 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Plan, select and use appropriate IT systems 
and software for different purposes 

1.1  Describe the purpose for using IT 
1.2  Describe the methods, skills and resources 

required to complete the task successfully 
1.3  Plan how to carry out tasks using IT to achieve 

the required purpose and outcome 
1.4  Describe any factors that may affect the task 
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 and 
software applications 

1.7  Describe any legal or local guidelines or 
constraints that may apply to the task or 
activity 

2. Review and adapt the ongoing use of IT 
tools and systems to make sure that 
activities are successful 

2.1  Review ongoing use of IT tools and techniques 
and change the approach as needed 

2.2  Describe whether the IT tools selected were 
appropriate for the task and purpose 

2.3  Assess strengths and weaknesses of final work 
2.4  Describe ways to make further improvements 

to work 
2.5  Review outcomes to make sure they match 

requirements and are fit for purpose 

3. Develop and test solutions to improve the 
ongoing use of IT tools and systems 

3.1  Review the benefits and drawbacks of IT tools 
and systems used, in terms of productivity 
and efficiency 

3.2  Describe ways to improve productivity and 
efficiency 

3.3  Develop solutions to improve own 
productivity in using IT 

3.4  Test solutions to ensure that they work as 
intended 
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Unit Title:  Principles of providing administrative services 
Unit number:  R/601/7639 
Credit:   4 
GLH:  32 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how to make and receive 
telephone calls 
 
 

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

1.2 Describe how to follow organisational 
procedures when making and receiving 
telephone calls 

1.3 Explain the purpose of giving a positive image 
of self and own organisation 

2. Understand how to handle mail 
 

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

2.2 Identify different internal and external mail 
services available to organisations 

2.3 Describe the methods of calculating postage 
charges for mail or packages 

3. Understand how to use different types of 
office equipment 
 
 

3.1 Identify different types of equipment and 
their uses 

3.2 Explain the purpose of following 
ƳŀƴǳŦŀŎǘǳǊŜǊΩǎ ƛƴǎǘǊǳŎǘƛƻƴǎ ǿƘŜƴ ǳǎƛƴƎ 
equipment 

3.3 Explain the purpose of keeping equipment 
clean, hygienic and ready for the next user 

4. Understand how to keep waste to a minimum 
in a business environment 
 
 
 

4.1 Explain why waste should be kept to a 
minimum in a business environment 

4.2 Identify the main causes of waste that may 
occur in a business environment 

4.3 Identify ways of keeping waste to a minimum 
in a business environment 

5. Know how to make arrangements for 
meetings 
 
 

5.1 Identify different types of meetings and their 
main features 

5.2 Identify the sources and types of information 
needed to arrange a meeting 

5.3 Describe how to arrange meetings 

6. Understand procedures for organising travel 
and accommodation arrangements 
 

6.1 Explain the purpose of confirming instructions 
and requirements for business travel and 
accommodation 

6.2 Outline the main types of business travel or 
accommodation arrangements that may need 
to be made and the procedures to follow 
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Learning Outcomes  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 to 
plan activities 

7.2 Identify the information needed to maintain a 
diary system 

8. Understand the purpose of delivering 
effective customer service and how to do so 
 

8.1 Contrast the differences between internal and 
external customers in a business environment 

8.2 Explain why customer service should meet or 
exceed customer expectations 

8.3 Identify the purpose and ways of building 
positive relationships with customers 

8.4 Identify how customers demonstrate their 
own needs and expectations 

9. Understand the purpose of reception services 
and how to follow reception procedures 
 

9.1 Describe the purpose of the receptionist role 
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 of 
doing so 

9.3 Explain how to carry out entry, departure, 
security and confidentiality procedures in a 
reception area 

 
  



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 152 

Unit Title:  Principles of managing information and producing documents 
Unit number:  J/601/7640 
Credit:   3 
GLH:  24 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the purpose of information 
technology in a business environment 
  

1.1 Identify different types of information 
technology that may be used for work tasks 

1.2 Outline the benefits of using information 
technology for work tasks 

2. Understand how to manage electronic and 
paper based information 
 
 

2.1 Explain the purpose of agreeing objectives 
and deadlines for researching information 

2.2 Identify different ways of researching, 
organising and reporting information 

2.3 Describe procedures to be followed for 
archiving, retrieving and deleting information, 
including legal requirements, if required 

2.4 Explain why confidentiality is critical when 
managing information 

3. Understand the purpose of producing 
documents that are fit-for-purpose 
 

3.1 Identify reasons for producing documents 
that are fit-for-purpose 

3.2 Describe different types and styles of 
documents and when they are used 

4. Know the procedures to be followed when 
producing documents 
 
 
 
 

4.1 Identify reasons for agreeing the purpose, 
content, layout, quality standards and 
deadlines for the production of documents 

4.2 Describe ways of checking finished 
documents for accuracy and correctness, and 
the purpose of doing so 

4.3 Explain the purpose of confidentiality and 
data protection procedures when preparing 
documents 

4.4 Compare different types of documents that 
may be produced from notes and the formats 
to be followed 

4.5 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the purpose of producing high 
quality and attractive documents in a business 
environment 
 
 
 

1.1 Outline different types of documents that 
may be produced and the different styles that 
could be used 

1.2 Describe different formats in which text may 
be presented 

1.3 Explain the purpose and benefits of producing 
high quality and attractive documents 

2. Know the resources and technology available 
and how to use them when producing 
documents in a business environment 
 
 

2.1 Describe the types of resources available for 
producing high quality and attractive 
documents 

2.2 Outline ways of using different resources to 
produce documents 

2.3 Describe different types of technology 
available for inputting, formatting and editing 
text, and their main features 

3. Understand the purpose of following 
procedures when producing documents in a 
business environment 
 
 
 
 
 

3.1 Explain the benefits of agreeing the purpose, 
content, style, and deadlines for producing 
documents 

3.2 Outline different ways of organising content 
needed for documents 

3.3 Outline ways of integrating and laying out text 
and non-text 

3.4 Describe ways of checking finished 
documents for accuracy ς including spelling, 
grammar and punctuation ς and correctness, 
and the purpose of doing so 

3.5 Explain the purpose of storing documents 
safely and securely, and ways of doing so 

3.6 Explain the purpose of confidentiality and 
data protection when preparing documents 

3.7 Explain the purpose and benefits of meeting 
deadlines 

 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 Outcomes  Assessment Criteria  

The learner will The learner can 

5.2 Organise the content required to produce 
documents 

5.3 Make use of technology, as required 
5.4 Format and produce documents to an agreed 

style 
5.5 Integrate non-text 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 

necessary 
5.9 Store documents safely and securely 

following organisational procedures 
5.10 Present documents to the required format 

and within the agreed deadlines 
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Unit Title:  Use a 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 Outcomes  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 the types 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 diary system 

up to date 
2.7  Describe the different types of problems that 

may occur when new requests are made and 
solutions to these problems 

2.8  Explain the purpose of following security and 
confidentiality procedures when using a diary 
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 changes 

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 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know about different types of office 
equipment and its uses 
 
 
 

1.1 Identify different types of equipment and 
their uses 

1.2 Describe the different features of different 
types of office equipment 

1.3 Explain why different types of equipment are 
chosen for tasks 

2. Understand the purpose of following 
instructions and health and safety procedures 
 
 
 

2.1 Explain the purpose of following 
ƳŀƴǳŦŀŎǘǳǊŜǊΩǎ ƛƴǎǘǊǳŎǘƛƻƴǎ ǿƘŜƴ ǳǎƛƴƎ 
equipment 

2.2 Explain the purpose of following 
organisational instructions when using 
equipment 

2.3 Identify health and safety procedures for 
using different types of equipment 

2.4 Explain the purpose of following health and 
safety procedures when using equipment 

2.5 Explain the purpose of keeping equipment 
clean and hygienic 

3. Understand how to use equipment in a way 
that minimises waste 

3.1 Give examples of waste when using 
equipment 

3.2 Give examples of ways to reduce waste 
3.3 Explain the purpose of minimising waste 

4. Know about the different types of problems 
that may occur when using equipment and how 
to deal with them 
 

4.1 Give examples of equipment problems 
4.2 Explain the purpose of following 
ƳŀƴǳŦŀŎǘǳǊŜǊΩǎ ƛƴǎǘǊǳŎǘƛƻƴǎ ŀƴŘ 
organisational procedures when dealing with 
problems 

4.3 Give examples of how to deal with problems 

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 next 
user 

 6.1 Explain the purpose of leaving equipment and 
the work area ready for the next user 

7. Be able to use office equipment 
 

7.1 Locate and select equipment needed for a 
task 

7.2 ¦ǎŜ ŜǉǳƛǇƳŜƴǘ ŦƻƭƭƻǿƛƴƎ ƳŀƴǳŦŀŎǘǳǊŜǊΩǎ ŀƴŘ 
organisational guidelines 



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 157 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

7.3 Use equipment minimising waste 
7.4 Keep equipment clean and hygienic 
7.5 Deal with equipment problems following 
ƳŀƴǳŦŀŎǘǳǊŜǊΩǎ ŀƴŘ ƻǊƎŀƴƛǎŀǘƛƻƴŀƭ ǇǊƻŎŜŘǳǊŜǎ 

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 agreed 

timescale 
7.9 Make sure equipment, resources and work 

area are ready for the next user 

 
  



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 158 

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 productivity and efficiency 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 times non-routine or unfamiliar. 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 
 
!ƴ ŀŎǘƛǾƛǘȅ ǿƛƭƭ ǘȅǇƛŎŀƭƭȅ ōŜ ΨŎƻƳǇƭŜȄ ŀƴŘ ƴƻƴ-ǊƻǳǘƛƴŜΩ ōŜŎŀǳǎŜΥ 

¶ the task or context is likely to require research, analysis and interpretation; 

¶ the work may be undertaken by others; and 

¶ the techniques required will be complex, and the selection process may involve analysis, 

research, identification and application. 

 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Plan, select and use appropriate IT systems 
and software for different purposes 

1.1  Explain the purpose for using IT 
1.2  Analyse the methods, skills and resources 

required to complete the task successfully 
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 tasks 

and purposes, including contingencies 
1.6  Select IT systems and software applications as 

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 activity 

2. Evaluate the selection and use of IT tools to 
make sure that activities are successful 

2.1  Critically compare the strengths and 
ǿŜŀƪƴŜǎǎŜǎ ƻŦ ƻǿƴ ŀƴŘ ƻǘƘŜǊ ǇŜƻǇƭŜΩǎ Ŧƛƴŀƭ 
work 

2.2  Review ongoing use of IT tools and techniques 
and change the approach as needed 

2.3  Evaluate and test solutions to make sure they 
match requirements and are fit for purpose 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

2.4  Be prepared to give feedback on other 
ǇŜƻǇƭŜΩǎ ǎŜƭŜŎǘƛƻƴ ŀƴŘ ǳǎŜ ƻŦ L¢ ǘƻƻƭǎ 

2.5  Explain different ways to make further 
improvements to work 

3. Devise solutions to improve the use of IT 
tools and systems for self and others 

3.1  Evaluate the productivity and efficiency of IT 
systems and procedures used by self and 
others 

3.2  Research and advise on ways to improve 
productivity and efficiency 

3.3  Develop solutions that make a demonstrable 
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 systems and 
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 also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Cleaning Principles (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the health & safety legislation 
which applies to the Cleaning & Support 
Services industry 

1.1 Describe the health & safety legislation and 
regulations which apply to the cleaning and 
support services industry. 

1.2 5ŜǎŎǊƛōŜ ŜƳǇƭƻȅŜŜǎΩ ǊŜǎǇƻƴǎƛōƛƭƛǘƛŜǎ 
1.3 5ŜǎŎǊƛōŜ ŜƳǇƭƻȅŜǊΩǎ ǊŜǎǇƻƴǎƛōƛƭƛǘƛŜǎ 
1.4 Explain the appropriate codes of behaviour 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 the importance of the correct use of 
personal protective equipment 

2.4 Describe types of security requirements when 
working on customer sites. 

2.5 Describe techniques for safe lifting and 
handling 

2.6 Explain the need for colour coding systems 
2.7 Describe recommended procedures in the 

event of a fire 
2.8 Describe the recommended procedures in the 

event of an accident 

3. Understand how to control risks in the 
workplace 

3.1 Explain the importance of personal hygiene in 
the workplace 

3.2 Outline the required personal hygiene 
standards 

3.3 5ŜŦƛƴŜ ǘƘŜ ǘŜǊƳǎ ΨǊƛǎƪΩΣ ΨƘŀȊŀǊŘΩ ŀƴŘ ΨǊƛǎƪ 
ŀǎǎŜǎǎƳŜƴǘΩ 

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 the procedures for reporting hazards 
3.7 Explain the importance of following 
ƳŀƴǳŦŀŎǘǳǊŜǊǎΩ ƛƴǎǘǊǳŎǘƛƻƴǎ 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

3.8 Explain the importance of clear 
communication in relation to risk assessment. 

3.9 Explain the importance of risk control 
measures 

 
  



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 162 

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 also appears in the following Highfield qualifications: 
ω Highfield Level 2 Certificate in Cleaning Principles (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand how to communicate effectively 
with customers 

1.1 Describe the importance of communicating 
with others 

1.2 Describe appropriate ways of communicating 
with customers 

1.3 State the importance of up to date, accurate 
and clear information 

1.4 State key sources of job-related information 
1.5 State reasons for adapting communication to 

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 

нΦ ¦ƴŘŜǊǎǘŀƴŘ Ƙƻǿ ǘƻ ƳŜŜǘ ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ 2.1 Explain the importance of positive behaviour 
and attitudes 

2.2 Describe examples of positive behaviour and 
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 
team working 

3.1 Explain the importance of teamwork 
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 in 

a team 
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CONFLICT MANAGEMENT UNIT 
 
Unit Title:  Managing conflict in the workplace when dealing with customers, service users or 

the public 
Unit number:  H/615/6965 
Credit:   2 
GLH:  11 
Level:  2 
 
This unit also appears in the following Highfield qualifications: 
ω Highfield Level 2 Award in Conflict Management (RQF) 

¶ Highfield Level 3 Award in the Delivery of Conflict Management Training (RQF) 

 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know how communication can be used to 
solve problems and reduce the likelihood of 
conflict 

1.1 State the importance of positive 
communication as a way of reducing the 
likelihood of conflict 

1.2 Identify how managing customer expectations 
can reduce the likelihood of conflict 

1.3 Identify the differences between 
assertiveness and aggression 

1.4 State the importance of viewing a situation 
ŦǊƻƳ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǇŜǊǎǇŜŎǘƛǾŜ 

1.5 Identify strategies that can be used to solve 
problems 

2. Know the factors that influence human 
responses in conflict situations 

2.1 Identify human responses to emotional or 
threatening situations 

2.2 Identify factors that can trigger an angry 
response in others 

2.3 Identify factors that can inhibit an angry 
response in others 

3. Know how to assess and reduce risks in 
conflict situations 

3.1 Identify the stages of escalation in conflict 
situations 

3.2 State how to apply dynamic risk assessment 
to a conflict situation 

3.3 State the importance of following employer 
policies and guidance in conflict situations 

3.4 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 Identify how to use non-verbal 
communication in emotive situations 

4.2 Identify how to overcome communication 
barriers in emotive situations 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

4.3 Identify ways of defusing emotive conflict 
situations 

4.4 Identify how to work with colleagues to de-
escalate conflict situations 

4.5 State the importance of providing exit routes 
and space when dealing with an angry person 

5. Know good practice to follow after conflict 
situations 

5.1 State the importance of accessing help and 
support following an incident 

5.2 Identify the benefits of reflecting on and 
learning from conflict situations 

5.3 Identify the benefits of sharing good practice 
and contributing to solutions to recurring 
problems 

 

Additional assessment guidance/requirements  

LO1: Know how communication can be used to solve problems and reduce the likelihood of conflict 

¶ The importance of positive communication as a way of reducing the likelihood of conflict  

o be proactive in giving information to customers 

o listen to the individual, before responding 

o maintain a calm tone and non aggressive body language 

¶ How managing customer expectations can reduce the likelihood of conflict 

o clear communication 

o managing unrealistic expectations 

o explaining procedures 

o proactive service delivery 

¶ The differences between assertiveness and aggression 

o Assertive 

Á firm but fair 

Á calm 

Á polite 

o Aggressive 

Á threatening 

Á rude 

Á unsympathetic 
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¶ ¢ƘŜ ƛƳǇƻǊǘŀƴŎŜ ƻŦ ǾƛŜǿƛƴƎ ŀ ǎƛǘǳŀǘƛƻƴ ŦǊƻƳ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ǇŜǊǎǇŜŎǘƛǾŜ 

o helps to defuse conflict situations 

o enables the use of empathy 

o builds a rapport 

¶ Identify strategies that can be used to solve problems 

o building rapport 

o stating expectations 

o compromising 

 

LO2: Know the factors that influence human responses in conflict situations 

¶ Human responses to emotional or threatening situations 

o fight or flight 

o fear 

o shock 

o anger 

o aggression 

 

¶ Factors that can trigger an angry response in others 

o Factors:   

Á being drunk or on drugs 

Á emotions ς anger, pain, upset, etc 

o Possible triggers: 

Á showing disrespect 

Á threatening/aggressive behaviour 

Á insulting behaviour 

¶ Factors that can inhibit an angry response in others: 

o self control 

o calmness 

o fear of prosecution 

o fear of retaliation 

 
LO3: Know how to assess and reduce risks in conflict situations 
 

¶ The stages of escalation in conflict situations: 

o frustration  
o anger 

o aggression 

o violence 
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¶ How to apply dynamic risk assessment to a conflict situation: 

o ǘƘƛƴƪ ΨǎŀŦŜǘȅ ŦƛǊǎǘΩ 

o assess the situation 

o consider your options 

o take action 

 

¶ The importance of following employer policies and guidance in conflict situations: 

o legislation ς Health and Safety at Work Etc Act 1974 

o reduce risk of litigation/employer/employee. 

o protect company reputation. 

o provide clear role and responsibility 

¶ Measures that can reduce risks for people who may be involved in conflict situations 

o training 

o Personal Protective Equipment (PPE) 

o CCTV 

o positive communication 

 
LO4: Know how to communicate effectively and de-escalate conflict in emotive situations 
 

¶ How to use non-verbal communication in emotive situations: 

o awareness of personal space 

o non aggressive body language 

o open hand gestures 

¶ How to overcome communication barriers in emotive situations 

o move to a quieter area 

o speak slowly and calmly 

o non aggressive body language 

o be patient 

¶ Ways of defusing emotive conflict situations: 

o positive communication 

o empathy 

o self control 

¶ How to work with colleagues to de-escalate conflict situations: 
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o dynamic risk assessment 

o correct positioning 

o changing control with a colleague 

 

¶ The importance of providing exit routes and space when dealing with an angry person 

o non-aggressive stance 

o maintaining personal space 

o ensure an escape route is available for self and aggressor 

 
 
 
LO5: Know good practice to follow after conflict situations 

¶ The importance of accessing help and support following an incident 

o emotional support 

o reduces the possibility of post traumatic stress disorder 

¶ The benefits of reflecting on and learning from conflict situations 

o making improvements 

o sharing good practice 

o identifying poor practice 

¶ The benefits of sharing good practice and contributing to solutions to recurring problems: 

o improved customer service 

o improved morale and safety 

o reduced stress 
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COSHH UNIT 
 
Unit Title:  Principles of the Control of Substances Hazardous to Health 
Unit number:  M/615/7553 
Credit:   1 
GLH:  5 
Level:  2 
 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the principles of hazardous 
substances in the workplace 

1.1  Outline duties relating to hazardous 
substances at work 

1.2  Identify the consequences for noncompliance 
with duties 

2. Understand how hazardous substances 
can cause hazards and risks to health 
within the workplace 

2.1  Define the following key terms: 
ω  Risk 
ω  Hazardous substance 
ω  Risk Assessment 

2.2  State the different forms that hazardous 
substances can take 

2.3  Identify 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 how risk assessments 
contribute to the safe use of hazardous 
substances in the workplace 

3.1  Outline the process of risk assessment 
3.2  Identify how risk assessments reduce 

accidents and ill-health at work 
3.3  Identify the risk control hierarchy for 

hazardous substances 

4. Understand the precautions and 
procedures necessary to ensure the 
risks associated with hazardous 
substances are properly controlled 

4.1  Identify common COSHH symbols 
4.2  Outline the types of information that should 

be referred to for the safe identification and 
use of hazardous substances 

4.3  State the general procedures that should be 
in place for dealing with an incident involving 
hazardous substances 
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COVID-19 UNIT 
 
Unit Title:  Keeping yourself and others safe from COVID-19 
Unit number:  M/618/2954 
Credit:   1 
GLH:  4 
Level:  1 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know what Coronavirus and COVID-19 are 1.1 State the difference between coronavirus and 
COVID-19 

1.2 State how coronavirus spreads, both directly 
and indirectly  

1.3 State the incubation period of coronavirus 
1.4 5ŜŦƛƴŜ ǘƘŜ ǘŜǊƳ ΨŎŀǊǊƛŜǊΩ in the context of 

infectious diseases 

2. Know how COVID-19 can affect the body 2.1 State the symptoms of COVID-19  
2.2 Define the term immunity  
2.3 State the ways an immune system can fight a 

virus 
2.4 Identify the high-risk groups of COVID-19 

3. Know how to protect yourself from COVID-19 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 State practical ways of reducing the spread of 
infection to keep yourself and others safe 

3.4 State sources of information regarding 
COVID-19  

 

Amplification  
¶ How spread: 

o Coughing 

o Sneezing 

o Being in close contact with an infected person 

o Touching a contaminated surface  

 

¶ Carrier: 

o An infected person who does not show symptoms  

 

¶ Symptoms: 

o Fever 

o Tiredness 

o Persistent dry cough 



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 170 

o Breathing difficulties  

o Bad sore throat  

o Loss of sense of smell or taste  

 

¶ Ways an immune system can fight a virus: 

o Expelling the infection e.g. mucous, vomiting, diarrhoea, pus, sneezing 

o Fevers  

o Developing immunity 

 

¶ High-risk groups: 

o Very old 

o Very young 

o Already ill 

o Weakened immune systems 

o Expectant mothers  

 

¶ Practical ways: 

o Sneeze or cough into elbow or shoulder 

o Maintain distance from others 

o Use face coverings  

o Self-isolate for 14 days if you have symptoms  

o Use hand santiser and/or wash hands regularly  

o 5ƻƴΩǘ touch face with unwashed hands 

o Pay using contactless payment methods 

o 5ƻƴΩǘ ǎƘŀǊŜ ŦƻƻŘ ƻǊ ǳǘŜƴǎƛƭǎ  

o Good ventilation of areas 

o Keep hand-contact surfaces clean and disinfected regularly  

 

¶ Sources of information: 

o Government websites 

o NHS 

o World Health Organisation   

 

Unit Guidance 
AC 1.2 ς at least 3 methods must be identified  
AC 2.1 ς at least 3 symptoms must be identified  
AC 3.3 ς at least 3 ways must be identified  
AC 3.4 ς 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 the HIGHFIELD Level 1 Award in Personal 
Development for Employability.   

 

Learning Outcomes  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 of customers 
1.3 State what is meant by customer satisfaction 
1.4 State what is meant by customer expectations 

2. Know different communication methods 2.1 State effective methods of communication to 
use when dealing with different customers 

2.2 State how to use questions when dealing with 
different customers 

2.3 Identify positive and negative body language 
and facial expression 

2.4 {ǘŀǘŜ Ƙƻǿ ŎǳǎǘƻƳŜǊǎΩ ōƻŘȅ ƭŀƴƎǳŀƎŜ ƛƳǇŀŎǘǎ 
on customer service 

2.5 State how own body language impacts on 
customer service 

3. Know how to provide good customer service 
in line with organisational procedures 

3.1 State the importance of providing products 
ŀƴŘ ǎŜǊǾƛŎŜǎ ǿƘƛŎƘ ŀǊŜ ΨŦƛǘ ŦƻǊ ǇǳǊǇƻǎŜΩ 

3.2 State the importance of customer and 
organisation confidentiality 

3.3 State the limits of own authority 

4. Know how to effectively deal with customer 
queries, problems and complaints 

4.1 State how to deal with customer queries 
4.2 Identify 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 the Highfield Level 1 Award in Personal 
Development for Employability.   

This unit also appears in the following Highfield qualification: 
ω Highfield Level 2 Certificate in Customer Service (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner 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 Identify 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 after-sales 

service 
1.8 Describe what is meant by a Unique Selling 

Point (USP) and a Unique Service Offer (USO) 
1.9 Identify the methods a customer service 

deliverer can use to keep product and service 
knowledge up-to-date 

1.10 Describe how an organisation can promote its 
products and/or services 

2. Understand how customer needs and 
expectations are formed 

2.1 Describe ǘƘŜ ǇǳǊǇƻǎŜ ƻŦ ŀƴ ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ 
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 Identify the methods of obtaining customer 
feedback 

2.6 Describe how an organisation can maintain 
customer loyalty 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

2.7 Identify why it is important to ensure 
effective customer relationships are 
maintained 

2.8 Describe why it is important for a customer to 
be able to iŘŜƴǘƛŦȅ ŀ ΨōǊŀƴŘΩ 

3. Understand principles of responding to 
ŎǳǎǘƻƳŜǊǎΩ ǇǊƻōƭŜƳǎ ƻǊ ŎƻƳǇƭŀƛƴǘǎ 

3.1 Identify common causes of customer 
problems and complaints 

3.2 Identify different methods of communication 
3.3 Describe the importance of adapting methods 

of communication and behaviour to meet the 
individual needs of customers 

3.4 Explain how the non verbal communication of 
the service deliverer can affect the behaviour 
of the customer 

3.5 Describe how personal presentation, 
approach and attitude will influence the 
perception of the service delivered 

4. Identify the interpersonal and team working 
skills required in the customer service 
environment 

4.1 Describe the skills required for effective 
teamworking 

4.2 Describe how to maintain effective working 
relationships within a team 

4.3 Describe the range of inter-personal skills 
required for effective customer service 

5. Identify the legislation which supports the 
customer service process 

5.1 Identify the key aspects of the legislation 
relating to consumer law 

5.2 Identify the main principles of equal 
opportunities legislation in relation to 
providing customer service 

5.3 Identify the responsibilities of the employer 
and employee under the Health and Safety at 
Work Act 

5.4 Describe why it is important 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 a 
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 following Highfield qualification: 
ω Highfield Level 2 Award in Customer Service (RQF) 
 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the principles of customer service 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 types of customers an 

organisation may have 
1.4 Identify the range of customer needs 
1.5 Describe how effective teamwork impacts on 

customer service 

2. Understand how customer needs and 
expectations are formed 

2.1 Describe the purpose of an ƻǊƎŀƴƛǎŀǘƛƻƴΩǎ 
service offer 

2.2 Describe how customer expectations are 
formed 

2.3 Describe the relationship between customer 
expectations and customer satisfaction 

2.4 Identify 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 appropriate 
behaviour required in the customer service 
environment 

3.1 Identify different methods of communication 
3.2 Describe the range of interpersonal skills 

required for effective customer service 
3.3 Explain how non-verbal communication of the 

service deliverer can affect the behaviour of 
the customer 

3.4 Describe how personal presentation, 
approach and attitude will influence the 
perception 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 the 
customer is informed and reassured at all 
stages 

4. Understand the principles of responding to 
ŎǳǎǘƻƳŜǊǎΩ ǇǊƻōƭŜƳǎ ƻǊ ŎƻƳǇƭŀƛƴǘǎ 

4.1 Identify common causes of customer 
problems and complaints 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

4.2 Describe the importance of adapting methods 
of communication and behaviour to meet the 
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 
 
*This unit cannot be selected as an optional unit for the Highfield Level 1 Award in Personal 
Development for Employability.   

This unit also appears in the following Highfield qualification: 
ω Highfield Level 2 Certificate in Customer Service (RQF) 
  

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Apply the practical skills required to deliver 
effective customer service 

1.1 Identify the type of organisation 
1.2 Identify the organisation's customers 

including internal and/or external and those 
with specific needs 

1.3 Illustrate 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 or service 
1.6 Suggest ways of promoting a product or 

service to increase customer awareness 
1.7 Compare the strengths and weaknesses of the 

promotional methods available 

2. Demonstrate how to meet customer needs 
and expectations 

2.1 Identify how customers demonstrate their 
own individual needs and expectations 

2.2 Identify customers with special requirements 
2.3 Identify how to use methods of 

communication and behaviour to meet the 
individual needs of specified customers 

2.4 Identify and use methods of checking 
customer satisfaction 

2.5 Identify ways in which an organisation might 
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 team-working 
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 Identify the personal qualities required to 

deal with customer problems 
3.6 Describe the skills required to deal with 

potentially stressful situations 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

3.7 Apply problem solving theories to resolving a 
customer service problem 

3.8 Identify the process of solving a customer 
problem or complain  

4. Apply customer service improvements and 
develop self 

4.1 Devise a method for obtaining customer 
feedback 

4.2 Identify why it is important to give a positive 
impression to customers about changes made 
to customer service procedures 

4.3 Identify how own behaviour might affect the 
behaviour of others 

4.4 Identify how to obtain useful and constructive 
feedback from others about own 
performance 

4.5 Identify own strengths and weaknesses in 
relation to working within a customer service 
role 

4.6 Apply the techniques of self-assessment to 
look at strengths and weaknesses 

4.7 Produce a Training Needs Analysis (TNA) for 
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 be 
used if workplace evidence is not available. 
A scenario can be created to allow learners to achieve all criteria.   
Suitable evidence may include: 
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 call 
and wrapping up the call correctly.   
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 series of 
questions for completing an after-service phone call.  
Preferred method of assessment for 3.4 and 3.7 is observation, which, if used, could also be used as 
evidence for ac 3.1. If the call is part of a role play, a customer service record can also be completed, as 
part of the phone call, to evidence 1.4 
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Unit Title:  Principles of selling in a contact 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 Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the process of selling in a 
contact centre 

1.1  Describe procedures for greeting and 
identifying customers, authorising payment 
and closing and recording customer contacts 

1.2  Describe the regulatory requirements for 
selling to customers 

1.3  Describe what is meant by a `service offer` 
1.4  Describe how the service offer is  

communicated to customers 

2. Understand the use of 
information for sales activities in 
a contact centre 

2.1  Describe the information needed about 
products and/or services needed to support 
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 and customer information and sales 
opportunities 

2.4  Explain how to find new customers for 
products and/or services 

3. Understand how to make sales 
through a contact centre 

3.1  Describe the purpose of explaining to 
customers the features and benefits of 
products and/or services offered or supported 

3.2  Explain why it is important to identify and 
confirm ŎǳǎǘƻƳŜǊǎΩ ƴŜŜŘǎ 

3.3  Explain how to make matches to products 
and/or services from information provided by 
customers 

3.4  Explain the importance of informing 
customers of what is happening and the 
reasons for any constraints or limitations 

3.5  Explain the techniques for establishing a 
rapport with customers 

3.6  Explain how to up-sell and cross-sell 
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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 Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the factors that can influence a 
ŎǳǎǘƻƳŜǊǎΩ ŦƛǊǎǘ ƛƳǇǊŜǎǎƛƻƴǎ 

1.1 State what a first impression is 
1.2 Identify ways in which you can influence a first 

impression 
1.3 List potential factors that can influence a 
ŎǳǎǘƻƳŜǊǎΩ ŦƛǊǎǘ ƛƳǇǊŜǎǎƛƻƴ 

1.4 State the importance of different factors that 
can influence a customer 

2. Know how you can create a positive first 
impression 

2.1 Identify what skills can help create a good first 
impression 

2.2 Describe how personal presentation can 
impress a customer 

2.3 Identify ways to make a confident introduction 
2.4 Describe how your personality can affect a 
ŎǳǎǘƻƳŜǊǎΩ ŦƛǊǎǘ ƛƳǇǊŜǎǎƛƻƴ 

2.5 Outline the role of body language in customer 
interactions 

 

Amplification / Indicative content / Range 
¶ 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 

¶ Potential factors: 

o Advertising, previous experiences, word of mouth 

¶ Customer 

o Both internal and external customers 

¶ Personal presentation 

o Appearance, body language and behaviours e.g. friendly approach, courtesy and 

respect, punctuality and being in the right place at the right time  

¶ A first impression can be influenced:   

o Assumptions, beliefs and values, previous interaction/experience  

¶ What skills can help:   
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o Communication, empathy, conflict management, questioning, problem solving, active 

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: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the importance of building 

rapport with customer 

1.1 Define the meaning of rapport 
1.2 Identify the reasons why building rapport with 

external customers is important 
1.3 State reasons why employees building rapport 

with internal customers is important  

2. Know ways to build rapport 2.1 State ways to introduce yourself 
2.2 Identify ways to engage in a conversation 
2.3 State how body language can affect rapport 
2.4 State the importance of personal appearance in 

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 Identify why good communication is required 

to build rapport 

3. Know how to use suitable questioning 

techniques when making conversation 

3.1 State different ways of approaching and 
questioning customers 

3.2 Identify when the right time is to ask questions 
3.3 {ǘŀǘŜ ǘƘŜ ŘƛŦŦŜǊŜƴŎŜ ōŜǘǿŜŜƴ ΨƻǇŜƴΩ ŀƴŘ 
ΨŎƭƻǎŜŘΩ ǉǳŜǎǘƛƻƴǎ 

3.4 State what open questioning is used for 
3.5 Identify why questioning is important in the 

customer service environment 
3.6 Identify questions that can be used to establish 

customer needs 
3.7 hǳǘƭƛƴŜ ǿƘŀǘ ŀ ΨǇǊƻōƛƴƎΩ ǉǳŜǎǘƛƻƴ ƛǎ 

 

Amplification / Indicative content / Range 
¶ Building rapport:  
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o Elicits information, facts, requirements, expectations. Minimises the risk of conflict, 
customer engagement & loyalty. 

¶ Ways to build rapport:   
o YƴƻǿƭŜŘƎŜ ƻŦ ƻǊƎŀƴƛǎŀǘƛƻƴǎ ŘǊŜǎǎ ŎƻŘŜΣ ΨƘƻǳǎŜ ǎǘȅƭŜΩ ƻǊ ŎǳƭǘǳǊŜΦ DǊŜŜǘƛƴƎΣ ƛƴǘǊƻŘǳŎǘƛƻƴΣ 

handshake, making small talk.  
o List the factors involved in rapport building e.g. trust, commonalities, empathy. 

¶ Ways to engage in a conversation:  
o Face to face, telephone and other media. 
o Friendly, professional approach, use of active listening 
o Knowledge of organisations products or services 

¶ Questioning customers:  
o Identify good, and less useful, questions e.g. open, probing, reflective, closed, leading, 

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 Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the differences between 

handling and resolving complaints 

1.1 Describe reasons why people complain 
1.2 State what complaint handling is 
1.3 State what complaint resolution is 

2. Understand how to deal with complaints on 

social media 

2.1 List social media platforms used for customer 
service 

2.2 Outline the organisations procedures that 
must be followed when on social media 

2.3 Identify the ways that organisations respond 
to complaints on social media 

2.4 State what customers expect on social media 
when they make a complaint  

3. Know the signs of complaint intensification 

and methods of avoidance 

3.1 Identify what behaviour a complaining 
customer might have 

3.2 Identify how to recognise a problem based on 
what a customer says or does 

3.3 List what actions 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 the skills, attributes and techniques 

that can be used to resolve complaints 

4.1 State why knowing your own level of 
authority is important when providing 
customer service 

4.2 Identify when it is appropriate to refer a 
complaint to another person 

4.3 List the skills that can be used when dealing 
with a difficult customer 

4.4 Outline why tone of voice/body language is 
important in resolving a complaint 

4.5 State an organisationΩs procedure to resolving 
complaints 

 

Amplification / Indicative content / Range 
¶ Ways that organisations respond:  
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o Social media platforms could include any company/industry/sector specific sites such 
as Intranet pages 

¶ Behaviour a complaining customer might have:  
o Behaviour, body language, words used (including inappropriate language), tone 

¶ Skills that can be used:  
o Communication skills, empathy, conflict resolution techniques. 
o 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: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand active listening 1.1 Outline the difference between listening and 
hearing 

1.2 Define what active listening is 
1.3 Identify what behaviours you could display to 

demonstrate active listening 

2. Know how to listen to customers effectively 2.1 State different ways to listen to people 

2.2 State what key information should be listened 

for when dealing with customers 

2.3 State why it is important to listen to a 
customer 

2.4 Describe the barriers to listening 
2.5 Describe the implications of not listening 
2.6 Describe techniques to enable effective 

listening 

 

Amplification / Indicative content / Range 
¶ Different ways to listen to people:  

o face to face, telephone, video calls, two-way radio, intercom 

¶ Exhibited Behaviours:  
o Verbal nods, leaning forward, tilting head, summarising, relevant questions, 

clarification, paraphrasing 

¶ Why it is important to listen:  
o Customer wants, needs and expectations. Passing messages to colleagues. Gathering 

information, problem solving, avoid misunderstandings, conflict and complaints  

¶ Barriers to listening:  
o Assumptions, distractions, language, background noise, system/signal quality, disability 

¶ Techniques to enable effective listening:  
o Focus, open mind, minimisation of distractions, allowing enough time, using notepaper 

and pen 

 
  



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 185 

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: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the benefits of having set 

standards in customer service 

1.1 State what the minimum standard of 
customer service in an organisation is 

1.2 Outline why it is important to continually 
meet and exceed organisational customer 
service standards 

1.3 Identify policies in place to support customer 
service standards 

1.4 State what a standardised approach is 
1.5 List possible reasons for organisations 

wanting to have a standardised approach 

2. Understand why expectations have to be set 

in a customer service environment 

2.1 State possible expectations that organisations 
may have of employees in delivering 
customer service 

2.2 State the importance of company 
expectations in a customer service 
environment 

 

Amplification / Indicative content / Range 

¶ Minimum standard 
o Outlined in customer service charter, core values 

¶ Standardised approach 
o A standardised approach is something a company expects its employees to adhere to 

so that they are all following the same principles when making decisions. An example 
of this might be greeting all customers in the same manner 

¶ Expectations 
o {ŜǊǾƛŎŜ [ŜǾŜƭ !ƎǊŜŜƳŜƴǘǎ ό{[!ΩǎύΣ ǘŀǊƎŜǘǎΣ ƎƻŀƭǎΣ ŎƻǊŜ ǾŀƭǳŜǎΣ ŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜ ǇƻƭƛŎȅ 

 
 



 

 
Return to Contents 

Highfield Level 2 Award, Certificate and Diploma in Personal Development for Employability (RQF)
 186 

Unit Title:  Communication Methods 
Unit number:  K/617/5422 
Credit:   5 
GLH:  36 
Level:  1 
 
This unit also appears in the following Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand different methods of 
communication and how to support 
customer service 

1.1 Identify different ways an organisation can 

communicate with its customers  

1.2 Identify different communication techniques 
based on customer type 

1.3 Identify possible ways to end a conversation 
with a customer 

1.4 List possible ways of handling a customer 
query 

2. Understand different communication 
models  

2.1 Identify recognised communication models  
2.2 Identify key features of communication 

models found 
2.3 Outline advantages and disadvantages of one 

communication model 

3. Understand ways to communicate 
effectively with customers over the 
internet 

3.1 List social media sites that can be used by 
organisations to communicate with 
customers 

3.2 Outline what needs to be included in an email 
to a customer from an organisation 

3.3 List the advantages of communication with 
customers over email/social media/livechat 

3.4 List the disadvantages of communication with 
customers over email/social media/livechat 

3.5 State appropriate communication to be used 
on social media when addressing customers 

3.6 Outline the importance of confidentiality 
while operating online 

3.7 List the barriers to communication whilst 
online 

4. Understand ways to communicate 
effectively with customer face-to-face and 
over the phone 

4.1 State the importance of body language when 

face-to-face 

4.2 State the importance of tone of voice when 

using the telephone 
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Learning Outcomes  Assessment Criteria  

The learner will The learner can 

4.3 List the advantages of communicating with 

customers face-to-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 
¶ Different communication methods:   

o Verbal, Non-Verbal, Written 

¶ Customer type:   
o Internal, external, visitors, contractors 

¶ Communication models:   
o Adler and Towne model and similar 

¶ Ways an organisation can communicate:   
o E-mail, Text/Multimedia message, Documents 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 
 
This unit also appears in the following Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand the importance of punctuality 
and time keeping 

1.1 Identify what time work starts and finishes 
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 on customer 

service, colleagues and the organisation 

2. Know the correct way to dress and present 
themselves 

2.1 Describe an organisationΩs dress code 
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 piercings 

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 
shift patterns 

3.1 State why overtime may be required by an 
organisation 

3.2 Identify the benefits of working overtime for 
the employee. 

3.3 Describe the benefits of a good, clear 
handover 

 

Amplification / Indicative content / Range 

¶ Dress appropriately:  
o Brand representation, identification, first impressions, Health & Safety 

¶ Why overtime may be required: 
o absence, holidays, increased workload, potential impact on customer service during 

shift changes 
 

Unit Guidance 
AC 1.1 & 1.2 ς Learners do not need to be in employment. The training provider may wish to provide a 
fictional brief for learners to work from. 
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Unit Title:  Use of online and digital software and systems 
Unit number:  J/617/5427 
Credit:   3 
GLH:  22 
Level:  1 
 
This unit also appears in the following Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know how to safely use systems  1.1 Identify systems used in an organisation 

1.2 Outline how systems/software are used to 

support customer service 

1.3 Identify legislation governing 

data/information management 

1.4 Identify what indicates that a website is 

trusted/secure 

1.5 Identify how to keep information secure 

2. Understand the uses of Social Media 2.1 List possible uses of social media in a 

customer service environment 

2.2 Outline an organisations policies governing 

the use of social media 

2.3 Identify possible regulations/legislation that 

could be broken when communicating with 

customers online 

2.4 Outline ways to gather customer feedback on 

social media 

2.5 List different ways of communicating 

information over social media 

2.6 Identify ǿƘŜƴ ǘƻ ǘŀƪŜ ŀƴ ƛǎǎǳŜ ΨƻŦŦ ƭƛƴŜΩ 

3. Know how to communicate by email and 

online chat facilities 

3.1 State possible greetings in emails 

3.2 State possible ways of ending emails 

3.3 Identify the language that is appropriate for 

communicating on email 

3.4 Identify appropriate timescales to respond to 

emails 

3.5 Describe a situation when communication by 

email/online chat may not be appropriate  

 

Amplification / Indicative content / Range 

¶ Systems 

o CRM and other internal databases, Intranet, internal drive 
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¶ Uses of Social Media:  

o Marketing & promoting products/services, information gathering/sharing, customer 

preferences, publicity, news & updates 

¶ Possible regulation/legislation that could be broken 

o Ownership/responsibility and management of information  

¶ Language that is appropriate 

o Language ς formal/informal, tone, words 

¶ Greetings to emails 

o Email etiquette e.g. CC/BC/Reply to all, email chains, 

¶ Appropriate timescales 

o Organisation guidelines/service level 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: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the legislation and regulations that are 

relevant to a customer service environment 

1.1 State what the responsibilities of the 
employer are regarding health and safety 

1.2 List two duties of Employees under the Health 
& Safety at Work Act 

1.3 Identify 3 pieces of legislation that could 
affect the delivery of customer service 

1.4 State how legislation affects employees in the 
workplace 

1.5 State the implications of not abiding by 
legislation and regulations 

2. Know how legislation and regulations impact 

customer service 

2.1 State what a code of practice is 
2.2 Describe how customer information is stored 

and retrieved in line with Data Protection 
legislation 

2.3 Define the importance of Data Protection 
legislation to the customer and to the 
organisation 

2.4 Outline how to protect the information and 
details of customers 

 

Amplification / Indicative content / Range 

¶ Legislation: 
o Possible legislation could include: Health & Safety at Work Act 1974, Consumer Rights 

Act 2015, Consumer Credit Act, Consumer Contract Regulations (On-Line trading), 
Consumer Protection Act 1987, Data Protection Act 2018 (GDPR) 

¶ Code of Practice 
o guidelines issued by an official body or professional association to help staff or 

members comply with its ethical standards 

¶ Importance of Data Protection legislation 
o GDPR. The learner understands that they cannot discuss or disclose any information 

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: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know the ways to gather feedback on own 

performance 

1.1 Identify own strengths in a customer service 
environment 

1.2 Identify own areas for development  
1.3 State what a SWOT analysis is 
1.4 Outline the features of a personal 

development plan  
1.5 State how feedback could be obtained about 

own performance 

2. Know learning activities that can develop 

own ability 

2.1 List different ways that knowledge or skills 
can be developed 

2.2 Outline how to measure own personal 
development to support customer service 

3. Understand the benefits of developing own 

skills and knowledge in customer service  

3.1 Identify benefits to the organisation of 

improving own skills and knowledge 

3.2 Identify advantages of improving own 

performance 

3.3 List reasons for undertaking personal 

development 

 

Amplification / Indicative content / Range 

¶ How feedback could be obtained:  
o tŜǊŦƻǊƳŀƴŎŜ ǊŜǾƛŜǿκŀǇǇǊŀƛǎŀƭǎΣ /ǳǎǘƻƳŜǊ ƻǇƛƴƛƻƴǎΣ tŜǊŦƻǊƳŀƴŎŜ ŀƎŀƛƴǎǘ YtLΩǎ 

¶ SWOT analysis:  
o Strengths, Weaknesses, Opportunities, Threats 

¶ Ways that knowledge or skills can be developed:  
o Training on or off the job, coaching, e-learning, working with others, reflective 

practices  

¶ Advantages of improving own performance: 
o Increased customer satisfaction/retention, brand reputation exposure, staff 

competence and confidence, better recognition or increased likelihood of promotion 
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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 the following Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Understand definitions that are important 

regarding equality and diversity 

1.1 State what diversity means 
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 

Equality and Diversity 

2.1 List legislation that relates to equality and 
diversity in a customer service environment 

2.2 List the protected characteristics 
2.3 Describe why knowledge of protected 

characteristics is important to customer 
service practitioners 

3. Understand why Equality and Diversity is key 

in organisations 

3.1 List organisations facilities that make 
customer service inclusive 

3.2 State how assumptions can affect own 
behaviour  

3.3 List behaviours that may cause offence to 
customers and/or colleagues 

3.4 State the possible 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 

¶ Definitions important regarding equality and diversity:  
o Stereotypes & assumptions, organisation policy/values, whistleblowing 

¶ Legislation that relates to equality and diversity:  
o Equality Act 2010, Human Rights Act 1998 

¶ Understand why Equality and Diversity is key in organisations:  
o This can be part of a varied approach or response  

¶ Organisations facilities 
o Access to premises/escalators/hearing loops/assistance dogs 

¶ Possible impact on an organisation 
o 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 following Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

Learning Outcomes  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 Identify why it is important to collect 

customer feedback 
1.3 List the benefits of gathering customer 

feedback 
1.4 State what could happen if feedback was not 

gathered 

2. Understand how customer feedback can be 

used 

2.1 State how customer feedback can be used by 
the organisation, the team and the individual.  

2.2 List the implications of not acting on 
customer feedback 

3. Know how customer feedback can influence 

future planning  

3.1 Identify why it is important to record 
customer feedback 

3.2 Describe types of customer information that 
can affect future planning  

3.3 State organisational decisions that can be 
influenced by customer feedback 

 

Amplification / Indicative content / Range 
¶ Why it is important to collect customer feedback:  

o Monitor customer satisfaction, Identify customer needs & expectations, customer 
retention 

¶ Benefits of gathering customer feedback: 
o Personal development, monitoring own performance 

¶ How customer feedback can be used:  
o Publicity/marketing/trends, monitoring performance, recognition, development of 

staff, product development 

¶ Implications of not acting: 
o Negative publicity, service improvements not recognised, potential loss of business 

¶ Record customer feedback:  
o Understanding customers, enables the monitoring of improvements, identify patterns 

and customer trends  
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Unit Title:  Teamwork in Customer Service  
Unit number:  A/617/5554 
Credit:   3 
GLH:  22 
Level:  1 
 
This unit also appears in the following Highfield qualifications: 

¶ Highfield Level 1 Award in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Certificate in Work-Related Studies for the Customer Service Sector (RQF) 

¶ Highfield Level 1 Diploma in Work-Related Studies for the Customer Service Sector (RQF) 

 

Learning Outcomes  Assessment Criteria  

The learner will The learner can 

1. Know why working with others in a team is 
important 

1.1 State the benefits of working together with 
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 team 
members  

1.5 State how teamwork helps a team to meet its 
objectives 

2. Understand how to support the work of a 
team 

2.1 List ways to help maintain good working 
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 to 
ask for help 

2.4 State the behaviours that are important 
when working in a team 

2.5 Identify how you would contribute to a team  
2.6 List what skills might be required for effective 

teamwork 

 
 

Amplification / Indicative content / Range 
¶ Benefits 

o Faster service, problems solved more easily, increased efficiency, better service offered 

¶ Behaviours 
o Patience, determination, compassion for others, belief, confidence, honesty, 

responsibility, optimism, enthusiasm, adaptability 

¶ Contribute 
o What the learner would bring to a team in the form of strengths and qualities 

¶ Skills 


























































































































































































































