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Highfield Level 2 Certificate for Drivers of Large Goods Vehicles (RQF)
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 Certificate for Drivers of Large Goods Vehicles (RQF) has been developed and is awarded
by Highfield Qualifications and sits on the Regulated Qualifications Framework (RQF). The RQF is a qualification
framework regulated by Ofqual. It is also regulated by Qualifications Wales.

Key facts
Qualification number:

603/4510/X

Learning aim reference:

6034510X

Credit value:

18

Assessment method:

Portfolio of evidence

Guided learning hours (GLH):

121

Total qualification time (TQT):

180

Qualification overview and objective
This qualification has been developed to support learners completing the Large Goods Vehicle (LGV) Driver
Apprenticeship Standard and can be used to assess their readiness for End-Point Assessment. It covers the
knowledge, skills and behaviours pass criteria of the standard, as described in the relevant Assessment Plan
ST0257/AP02. It does not cover any distinction criteria that may be part of the Assessment Plan.
It is also designed as a stand-alone qualification for those learners wishing to gain a nationally recognised
qualification as a Large Goods Vehicle (LGV) Driver.
The objective of this qualification is to support a role in the workplace. This is a combined knowledge and
competence qualification which is aimed at individuals who would like to develop the skills and knowledge
necessary to operate as a Large Goods Vehicle (LGV) Driver.
This qualification provides learners with the knowledge, understanding and skills to operate as a Large Goods
Vehicle (LGV) Driver, such as:
•
•
•
•
•
•
•

Preparation of a vehicle
Planning of delivery
Safe and efficient driving and use of equipment
Use of systems to process goods
Structure of the industry
Awareness of own role
Building relationships
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Entry requirements
To register on to this qualification, learners are required to meet the following entry requirements:
• Be 16 years of age or above
• Have a minimum of level 1 in literacy and numeracy or equivalent
A learner who passes their qualification is not allowed to drive an LGV until they have completed their CPC
(Certificate of Professional Competence) and used this to acquire their Driver Qualification Card (DQC). It is
usual practice for training providers not to complete the requirements of the CPC until the end of the training
course, and so learners may not have this at the time they take their qualification. However, they must have
completed their Cat C driving licence prior to driving. Driver training providers may apply for a National
Vocational Training concession card (NVT card) for their learners, which allows them to carry out driving before
they have acquired their DQC.

Centre requirements
There are no specific requirements for the centre as long as each learner’s workplace is suitably equipped for
the chosen units to be delivered and assessed.

Guidance on delivery
The total qualification time for this qualification is 180, of this 121 are recommended as guided learning hours.
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
The qualification is a combined knowledge and competence qualification. It is assessed through the completion
of a portfolio of evidence which uses both knowledge and practical assessments. This must be internally
assessed and quality assured by the centre. A portfolio of evidence gives centres flexibility in how individual
assessment criteria are assessed. Additional guidance is included at the bottom of each unit suggesting how
assessment criteria can be assessed.
Learners must achieve all of the pass criteria across all units, in order to be awarded a Pass. Examples of
evidence for the portfolio could include:
Knowledge criteria:
• worksheets
• record of oral and written questioning
• assignments/projects/reports
• candidate and peer reports
• record of Practical Assessment
Skills and behaviour criteria:
• assessor observation – completed observational checklists
• witness testimony
• record of Practical Assessment
• candidate and peer reports
Assessors can use other methods of assessment as long as they are valid and reliable
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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.
Internal quality assurance must be completed by an appropriately qualified person and that person must not
have been involved in any aspect of the delivery or assessment of the course they are quality assuring.
Highfield Qualifications will support centres by conducting ongoing engagements to ensure and verify the
effective and efficient delivery of the qualification.

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 a learner for assessment. For further information on how centres can apply to use RPL as described
above, please refer to the Recognition of Prior Learning (RPL) Policy in the members’ area of the Highfield
Qualifications’ website. This policy should be read in conjunction with this specification and all other relevant
Highfield Qualifications documentation.

Assessor requirements
Highfield Qualifications requires nominated assessors for this qualification to meet the following:
• Assessors must be occupationally knowledgeable and competent in the occupational area they are
assessing where they have sufficient and relevant technical/occupational knowledge/competence in the
unit, at or above the level of the unit being assessed.
• Assessors must hold a driving licence i.e. Cat C or Cat C1 or Cat C+E, with the entitlement needed to drive
the vehicle on which the assessment is being undertaken.
• Assessors must hold a current ADR certificate when assessment takes place in the context of the moving
and/or handling of dangerous goods.
• Hold or be working towards a recognised assessing qualification, which could include any of the following:
o Highfield Level 3 Award or Certificate in Assessing Vocational Achievement; or
o Highfield Level 3 Award in Undertaking End Point Assessment (RQF)
o An assessor qualification such as the A1 Assessor Award; and
• Maintain appropriate continued professional development (CPD) for the subject area.

Internal quality assurance (IQA) requirements
Highfield Qualifications requires internal quality assurers for this qualification to meet the following:
• Hold or be working towards a recognised internal quality assurance qualification, which could include
any of the following:
o Highfield Level 4 Award in the Internal Quality Assurance of Assessment Processes and Practice;
o Highfield Level 4 Certificate in Leading the Internal Quality Assurance of Assessment Processes
and Practice;
o V1, D34 or recognised equivalencies.
• Must have sufficient and relevant technical/occupational familiarity with the units that are to be verified.
• Must have a working knowledge of the DVLA driving licence regulations relating to the candidate and the
vehicle on which the assessment is being undertaken.
• Must have a working knowledge of ADR certification and the risks associated with the transport of
dangerous goods when assessment takes place in the context of the management, movement or
handling of dangerous goods.
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•
•

Must understand Highfield Qualifications’ quality assurance systems and requirements for this
qualification; and
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 Qualifications’ 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 that each learner’s
identification is checked before they undertake the assessment. Highfield Qualifications recommends the
following as proof of a learner’s identity:
•
•
•
•

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 or travel card

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 thirdparty 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 Qualifications’ Core Manual.

Progression opportunities
On successful completion of this qualification, learners may wish to continue their development by undertaking
one of the following qualifications:
•
•

Level 2 Apprenticeship in Large Goods Vehicle (LGV) Driver
Highfield Level 3 Diploma in Driving Goods Vehicles (RQF)

Useful websites
•
•
•
•

Skills for Logistics: www.skillsforlogistics.org
The Institute of the Motor Industry: www.theimi.org.uk
Road Haulage Association: www.rha.uk.net
Freight Transport Association: www.fta.co.uk
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Additional Support/Training
The National Counter Terrorism Security Office (NaCTSO) is a police unit that works alongside the
Home Office to support the ‘protect and prepare’ areas of the government’s counterterrorism
strategy. One of their aims is to encourage the public to recognise and report suspicious activity and
behaviour. You can find information, advice and guidance on recognising, acting on and reporting
suspicious behaviour on the following website:
https://www.gov.uk/government/organisations/national-counter-terrorism-security-office
As an apprentice, you can access the free NaCTSO Action Counters Terrorism (ACT) Awareness elearning course. This award-winning and invaluable training tool will help you to understand your role
in recognising and reporting suspected terrorism and what to do in the event of a terrorist attack.
To access the course:
• follow the link: http://ct.highfieldelearning.com/org/TheHighfieldGroup
• answer the questions
• click start

Appendix 1: Qualification structure
To complete the Highfield Level 2 Certificate for Drivers of Large Goods Vehicles (RQF), learners must complete
all units contained within the mandatory group
Mandatory group
Unit reference

Unit title

Level

GLH

Credit

F/617/5894

Preparation of a vehicle

2

15

3

J/617/5895

Planning a delivery

2

10

2

L/617/5896

Safe and efficient driving and use of equipment

2

50

5

R/617/5897

Use of systems to process goods

2

10

2

Y/617/5898

Structure of the industry

2

10

2

D/617/5899

Awareness of own role

2

13

2

J/617/5900

Building relationships

2

13

2
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Appendix 2: Qualification content

Unit 1: Preparation of a vehicle
Unit number: F/617/5894

Credit: 3

GLH: 15

Learning Outcomes
K3:

How to prepare a vehicle for driving

Level: 2

Assessment criteria
K3.1: Explain the relevant organisational policies and procedures, in relation to preparing the
vehicle for driving, that relate to:
• health, safety and security
• legal requirements
• operating requirements
K3.2: Explain how to check vehicle instruments and controls to include:
• vehicle systems
• instruments, controls, gauges and vehicle systems
• Indications of electrical or mechanical problems
K3.3: Identify problems that can occur when preparing the vehicle for use
K3.4: Explain how to obtain information on previously reported problems with the vehicle
K3.5: Explain the appropriate action to take to deal with identified problems
K3.6: Explain the organisational procedures for reporting defects including information on
previously reported problems with the vehicle
K3.7: Identify which person(s) is officially responsible for releasing the vehicle
K3.8: Explain how to prepare the vehicle for loading according to organisational policies and
procedures
K3.9: Identify the information required to prepare the load and vehicle for delivery
K3.10: Identify problems that can occur when loading the vehicle
K3.11: Explain the appropriate action to take to overcome problems when loading the vehicle
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S6:

Prepare the vehicle and load for deliveries

S6.1: Conduct vehicle safety checks and complete supporting records
S6.2: Act on and report any issues found with safety checks, according to organisational
procedures
S6.3: Safely position and use vehicle fitted equipment
S6.4: Correctly use vehicle instruments and controls
S6.5: Ensure all organisational documentation is available in the vehicle
S6.6: Ensure that the vehicle configuration meets the requirement of the load
S6.7: Ensure the loading area is suitable and safe
S6.8: Communicate effectively with others when loading the vehicle
S6.9: Manoeuvre the vehicle into a safe and suitable position for loading

Amplification: This section provides further information of terms highlighted within the assessment criteria.
K3.1: Explain the relevant organisational policies and procedures, in relation to preparing the vehicle for driving, that relate to:
• health, safety and security to include: Safe access and egress, Prevention from falling from height and How to maintain health, safety and security of others
while preparing the vehicle
K3.3: Identify Problems that can occur when preparing the vehicle for use:
• Learner should identify 3 problems that may occur in the preparation of a vehicle for use: Defects and/or Driving
K3.5: Appropriate action to take, to deal with identified problems: Using the problems identified earlier
K3.8: Explain how to prepare the vehicle for loading according to organisational policies and procedures: health, safety and security, personal protective equipment,
legal requirements, operating requirements, monitoring requirements and handling methods
K3.9: Identify the information required to prepare the load and vehicle for delivery: suitability of the vehicle for the load, load restrictions, loading and delivery
sequences, how to distribute the load, when and how to re-distribute the load, correct securing of the load, use of correct restraints and why, how and where to
check axle weights
S6.1: Vehicle safety checks: Check for defects and report where necessary, safety requirements, loading, securing and unloading processes, consider the type of
vehicle/axel combinations, check that there is sufficient water and fuel and Check instruments and controls
S6.2: Act on and report any issues found with safety checks, according to organisational procedures: Defects and/or Maintenance issues
S6.3: Safely position and use vehicle fitted equipment: Steering wheel / adjuster, Seat adjuster, Mirrors, Seat / seat belts, Satellite navigation and Windscreen wipers
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S6.4: Correctly use vehicle instruments and controls:
• Instruments: Speedometer, temperature gauge, Fuel gauge and warning lights
• Controls: Indicators, Headlights, Horn, Pedals, Handbrake, Hazard lights, Demister and Airbag deactivator
S6.5: Ensure all organisational documentation in available in the vehicle: Defects reporting, Instruction manuals, reporting of accidents and Tracking of goods
paperwork
Further Assessment Guidance: This section provides information on content which should be included within the assessment of specific criteria
K3: should be assessed using knowledge-based assessment methods.
S6: should be assessed using practical-based assessment methods
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Unit 2: Planning a delivery
Unit number: J/617/5895

Credit: 2

GLH: 10

Learning Outcomes
K5:

How to plan for a journey and delivery

S8:

Plan routes effectively

Level: 2

Assessment criteria
K5.1: Explain the relevant organisational policies and procedures, in relation to planning for
deliveries
K5.2: Explain how the following factors affect route and delivery planning:
• Load
• Route
• Vehicle selection
• Journey times
K5.3: Explain the importance of contingency planning
K5.4: Identify problems that can occur when planning the route and timings for the collection and
delivery of goods
K5.5: Explain the appropriate action to take to overcome problems when planning the route
S8.1: Collect all relevant information required for the journey
S8.2: Identify any restrictions which may affect the journey
S8.3: Select the most appropriate vehicle
S8.4: Plan the most efficient route for the delivery
S8.5: Plan alternative routes to ensure effective use of driving time

Amplification: This section provides further information of terms highlighted within the assessment criteria.
K5.1: Relevant organisational policies and procedures for: health, safety and security, personal protective equipment, legal requirements and operating requirements
K5.2: How factors affect route and delivery planning:
• Load: perishable goods, equipment required to load/unload at either end and load restrictions
• Route: Road restrictions, city restrictions, congestion charging, facilities at stopping points and estimation of driving distances
• Vehicle selection: dimensions and weight which may affect the route to be taken (low bridges etc.) and equipment available on the vehicle
• Journey times: scheduled delivery times/dates, driving hours (legislation), distances to travel, mandatory breaks, stopping points and night restrictions
Highfield Level 2 Certificate for Drivers of Large Goods Vehicles (RQF)
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K5.3: Importance of contingency planning: Ensure goods arrive at customer on time
K5.4: Problems that can occur when planning the route and timings for the collection and delivery of goods
• Weather
• Problems on route: Traffic and/or accident
• Incorrect goods
• Vehicle breakdown
K5.5: Appropriate action to take to overcome problems when planning a route: Adaption of the route
S8.1: Collect relevant information: destination, route (any maintenance), schedule, driving distances, times, vehicle, load, restrictions and facilities at stopping points
S8.2: Identify restrictions which may affect the journey
• Route restrictions: Pedestrianised areas, weight restrictions and loading area dimensions
• City restrictions: Congestion charging, Toll roads and Night restrictions
S8.3: Select the most appropriate vehicle: Route restrictions (low bridges, narrow roads), City restrictions, equipment available on the vehicle and load
S8.4: Plan the most efficient route: minimising waste and loss, use relevant route planning resources and Estimate driving distances and time required to ensure
schedule is maintained
S8.5: Plan alternative routes to ensure effective use of driving time
Further Assessment Guidance: This section provides information on content which should be included within the assessment of specific criteria
K5: should be assessed using knowledge-based assessment methods.
S8: should be assessed using practical-based assessment methods.
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Unit 3: Safe and efficient driving and use of equipment
Unit number: L/617/5896

Credit: 5

GLH: 50

Learning Outcomes
K1:

Safe and controlled driving techniques relating to the Large
Goods Vehicle

K2:

Safe use of equipment and machinery

K14: The implications of city restrictions

K15: How to drive alongside vulnerable road users

Level: 2

Assessment criteria
K1.1: Explain the relevant organisational policies and procedures, in relation to driving in a fuelefficient manner
K1.2: Identify how different vehicle types and configurations affect the safety of the driver when
driving
K1.3: Describe how to drive in an efficient way
K1.4: Explain how to drive in different conditions
K1.5: Describe the effects severe braking could have on the load and roadworthiness of the
vehicle
K2.1: Explain how to follow all organisational policies and procedures in relation to using
equipment and machinery
K2.2: Identify how to access instructions and guidance for equipment and machinery
K2.3: Explain how to prepare the vehicle for unloading according to organisational policies and
procedures
K2.4: Identify problems that can occur when unloading the vehicle
K2.5: Explain the appropriate action to take to overcome problems when unloading the vehicle
K14.1: Identify problems that can occur when driving the vehicle on certain types of roads
• public
• private
K14.2: Explain the appropriate action to take to deal with these identified problems and their
implications relating to city restrictions
K15.1: Identify safety considerations when overtaking
K15.2: Identify the implications of driving alongside vulnerable road users
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S1:

Drive safely and efficiently on public and private roads

S2:

Use and position vehicle fitted equipment

S3:

Control the vehicle in all traffic situations

S4:

Use relevant equipment/machinery safely

S1.1:
S1.2:
S2.1:
S2.2:
S2.3:
S2.4:
S2.5:
S2.6:
S3.1:
S4.1:
S4.2:
S4.3:
S4.4:

Follow organisational policies and procedures to drive safely and efficiently (SAFED) on
public and private roads
Manoeuvre the vehicle in restricted spaces
Operate and monitor the vehicle systems
Ensure that vehicle fitted equipment is in working order
Ensure that vehicle fitted equipment is secured and stabilised for transportation
Safely use and position vehicle fitted equipment
Safely use equipment and machinery to ensure safe handling of customer goods
Safely open and restrain trailer and vehicle body doors
Drive the vehicle safely in different traffic situations
Use equipment and machinery in line with all organisational policies and procedures
Load the vehicle using the correct handling methods for the type of load and delivery
sequence
Ensure that the load has been secured and stabilised for transportation
Use the correct handling methods and equipment to move and unload the load

Amplification: This section provides further information of terms highlighted within the assessment criteria.
K1.1: Explain the relevant organisational policies and procedures, in relation to driving in a fuel-efficient manner, that relate to: health, safety and security, legal
requirements and operating requirements
K1.2: Identify how different vehicle types and configurations affect the safety of the driver when driving: Axle combinations and Ensuring the vehicle is suitable for
the load and route
K1.3: Describe how to drive in an efficient way
• Defensive driving: Effective use of acceleration and braking
• Efficient route, avoiding delays where possible
• Use of time management
K1.4: Explain how to drive in different conditions: Weather, Busy/quiet, Motorways/local road and Overhanging infrastructure
K2.1: Follow all organisational policies and procedures in relation to using equipment and machinery: health, safety and security, personal protective equipment,
legal requirements, operating requirements and monitoring requirements
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K15.1: Identify safety considerations when overtaking: when overtaking should and should not occur, the types of hazards involved and factors affecting the distance
required to overtake other vehicles.
S1.1:

Follow organisational policies and procedures to drive safely and efficiently (SAFED) on public and private roads
• health, safety and security
• legal requirements
• operating requirements: Fuel efficient, positioning the LGV on the road to ensure the safety of yourself and other road users, appropriately use signals, alter
speed to meet different types of road conditions and requirements, driving appropriately for the driving conditions, use the controls to optimise fuel
consumption, assess and maintain safe separation distances, use the controls of the LGV to adjust braking under different road conditions, minimising wear
and tear, applying the braking systems, in a controlled manner, appropriate to the driving conditions, distance available, the LGV and its load, overtaking
other vehicles at a suitable point and take preventative action to avoid harm to any other road user.
S1.2: Manoeuvre the vehicle in restricted spaces: the appropriate use of signals, using the appropriate speed for the Manoeuvre, monitoring the actions of other
road users, ensuring there is no damage to the vehicle or surrounding environment and ensuring the vehicle is in a suitable position for the required activities
S2.1: Operate and monitor the vehicle systems; for example: Brake (ABS/EBS), Steering, Emission, Fuel, Exhaust, Lighting and Wipers
S4.2: Load the vehicle using the correct handling methods for the type of load and delivery sequence: manual handling equipment, machinery and safe manual
handling techniques
Further Assessment Guidance: This section provides information on content which should be included within the assessment of specific criteria
K1, K2, K14 and K15: should be assessed using knowledge-based assessment methods.
S1, S2, S3 and S4: should be assessed using practical-based assessment methods.
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Unit 4: Use of systems to process goods
Unit number: R/617/5897

Credit: 2

GLH: 10

Learning Outcomes
K6:

How to use relevant technology

K7:

How to use relevant IT applications

K11: Understand proposed and actual changes to systems,
processes and technology
K16: How to process returned and rejected goods
S9:

Use basic IT systems

Level: 2

Assessment criteria
K6.1: Describe how relevant technology and systems are used in your role and support the
efficient processing of goods
K7.1: Describe how IT applications are used in your role and support the efficient processing of
goods
K11.1: Describe proposed and actual changes to applications, systems, processes and technology
used in your organisation
K16.1: Outline the correct proof of delivery procedure
K16.2: Describe how to process returned and rejected goods
S9.1: Use IT applications, technology and systems in line with organisation’s instructions and
policy

Amplification: This section provides further information of terms highlighted within the assessment criteria.
• IT applications, technology and systems: for example, tachographs, adaptive braking, hand held scanners, on board telematics, satellite navigation
• Changes: things that could affect: systems, processes, technology used in the industry, roles and responsibilities
K7.1: Identify the IT applications, technology and systems used: Driving, Processing goods and Loading/unloading
Further Assessment Guidance: This section provides information on content which should be included within the assessment of specific criteria
K6, K7, K11 and K16: should be assessed using knowledge-based assessment methods.
S9: should be assessed using practical-based assessment methods.
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Unit 5: Structure of the industry
Unit number: Y/617/5898

Credit: 2

GLH: 10

Learning Outcomes
K8:

Assessment criteria

K8.1:
K8.2:
K8.3:
K8.4:
K9: The structure of the industry
K9.1:
K9.2:
K9.3:
K12: The environmental impact of the industry and how it can be K12.1:
minimised
K12.2:

S5:

Level: 2

Relevant regulation and legislation governing the Supply
Chain Industry

Outline relevant and current legislation relating to the sector, organisation and own role
Identify how legislation affects own role
Explain the consequences of not following legal guidelines
Identify key issues facing the sector
Describe the structure of the supply chain industry
Describe the key roles available in the sector
Identify roles that match own career aspirations
Describe how the supply chain industry can impact on the environment
Describe ways the impact on the environment by the supply chain industry can be
minimised
K12.3: Describe your responsibilities to minimize the impact on the environment
Comply with relevant systems and processes (legislation and S5.1: Comply with organisational policies and procedures to safely load the vehicle
regulation)
S5.2: Comply with organisational policies and procedures to safely unload the vehicle and deliver
goods
S5.3: Identify the person responsible for receiving the load
S5.4: Manoeuvre the vehicle into a safe and suitable position for unloading
S5.5: Prepare the vehicle correctly for unloading
S5.6: Correctly identify the part of the load to be unloaded
S5.7: Communicate effectively with others when unloading the vehicle
S5.8: Follow the relevant systems and processes (legislations and regulation)

Amplification: This section provides further information of terms highlighted within the assessment criteria.
Industry: supply chain and their own sector/company
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Governed/governing/governance: provides rules which must be followed, by legislation, by regulation either by government or industry, by the company or a third
party and where required, by international regulation or legislation.
K8.1: Identify relevant and current legislation relating to the sector, organisation and own role: health & safety, personal protective equipment (PPE), operating
Requirements and working time restrictions, medical and license requirements
S5.1: Comply with organisational policies and procedures to safely load the vehicle: health, safety and security, personal protective equipment, legal requirements,
operating requirements and monitoring requirements
Further Assessment Guidance: This section provides information on content which should be included within the assessment of specific criteria
K8, K9 and K12: should be assessed using knowledge-based assessment methods.
S5: should be assessed using practical-based assessment methods.
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Unit 6: Awareness of own role
Unit number: D/617/5899

Credit: 2

GLH: 13

Learning Outcomes
K4:

How to protect the vehicle and load

K13: The implications their role may have on their health and
actions that can be taken
B3:

Demonstrate integrity, credibility and honesty

B4:

Demonstrate a positive and professional attitude

B5:

Demonstrate willingness to accept change

S7:

Protect the driver, vehicle and load

S10: Maintain the health, safety and security of yourself and
others

Level: 2

Assessment criteria
K4.1: Explain the relevant organisational policies and procedures, in relation to protecting
yourself, the vehicle and load
K13.1: Explain how your role as a Large Goods Vehicle driver can affect your health
K13.2: Describe the level of fitness required for your role
K13.3: Explain the benefits of a healthy diet in your role
B3.1: Respond to potential threats of organisational reputation.
B3.2: Promote the values of the organisation.
B3.3: Maintain confidentiality when communicating with customers.
B4.1: Explain the importance of feedback to improve work performance
B4.2: Identify own realistic training needs and opportunities
B4.3: Maintains a positive and professional attitude
B5.1: Identify changes to processes, systems, technology and the industry that can affect their
own role
B5.2: Keep up to date with changes affecting own role
S7.1: Protect the driver, vehicle and load
S10.1: Follows all health, safety and security regulations and procedures
S10.2: Ensures the safety and security of oneself and others

Amplification: This section provides further information of terms highlighted within the assessment criteria.
Implications: poor diet leading to poor health, lack of sleep etc.
Impact: how you can contribute to organisation success, Support others positively or negatively, i.e. condition of goods, timeliness of deliveries,
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K4.1: Explain the relevant organisational policies and procedures, in relation to protecting yourself, the vehicle and load:
• health, safety and security
o complying with company standard operating procedures
o changing driving conditions
• legal requirements
o PPE
o Manual handling
K13.1: How your role affects your health
• Impact of shift working
o Sleep irregularities
o Fatigue
o Stress
o Family/home life
o Poor diet
o Musculoskeletal problems: Manual handling and Poor design of the cab
S7.1:

Protect driver, vehicle and load: Wear appropriate PPE, Follow safe systems of work/working practices, Using layby’s, Using secure area, Manage unlawful
access, ensure vehicle is locked on exit (at all times), use appropriate and safe parking areas, conduct security checks, conduct daily checks, Manoeuvre vehicle
safely in confined spaces, Manoeuvre vehicle safely through roadworks and CQM (close quarter manoeuvre)

Further Assessment Guidance: This section provides information on content which should be included within the assessment of specific criteria
K4 and K13: should be assessed using knowledge-based assessment methods.
B3, B4, B5, S7 and S10: should be assessed using practical-based assessment methods.
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Unit 7: Building relationships
Unit number: J/617/5900

Credit: 2

GLH: 13

Learning Outcomes
K10: The importance of delivering excellent customer service

B1:

Establish a good rapport with customers and colleagues

B2:

Work effectively in a team

B6:

Demonstrate effective communication

Level: 2

Assessment criteria
K10.1: Explain the importance of delivering excellent customer service
K10.2: Identify customer needs
K10.3: Describe how to identify and respond to customer needs within your own authority and
ability
K10.4: Describe how to respond to customer complaints within the limits of your authority
K10.5: Identify when and to whom to escalate problems
K10.6: Describe the implications of a negative image of your organisation
K10.7: Explain how your own performance can impact colleagues
K10.8: Explain the importance of supporting colleagues and how this impacts on productivity
K10.9: Describe different types of customers in relation to own role and organisation
B1.1: Establishes a good rapport with customers
B1.2: Establishes a good rapport with colleagues
B1.3: Meet the needs of customers in line with organisation’s policy and procedures
B1.4: Maintain confidentiality when communicating with customers
B2.1: Demonstrate an ability to work under pressure to hit agreed deadlines
B2.2: Work effectively in a team to meet customer needs
B2.3: Work with suppliers, customers and colleagues to correct problems, damages or anomalies
B6.1: Communicate effectively with colleagues
B6.2: Communicate effectively with customers
B6.3: Utilises the key elements of effective communication
B6.4: Uses different methods of communication and knows when to use them

Amplification: This section provides further information of terms highlighted within the assessment criteria.
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K10.1: Explain the importance of delivering excellent customer service: identifying needs, how your response can contribute to the organisation’s success/failure,
maintaining reputation and creating/maintaining business
K10.3: Describe how to identify and respond to customer needs within your own authority and ability: Responding appropriately by following organisation procedures
K10.5: Identify when and to whom to escalate problems: Responding to threats to organisational reputation: When faced with an unhappy customer, If there are
problems with the delivery and If there are problems on-route
K10.6: Describe the implications of a negative image of your organisation: Loss of business, Loss of reputation and Loss of staff
K10.7: Explain how your own performance can impact colleagues: Understanding of tasks and priorities and Ensure PPE is worn, personal hygiene and appearance
(uniform) and equipment are maintained in accordance with the organisational requirements and the impact if these are not adhered to.
K10.9: Describe different types of customers in relation to own role and organisation: Internal customers and External customers: Potential, New and Loyal
B2.2: Work effectively in a team to meet customer needs: Under normal working conditions, when meeting deadlines, when under other pressures, Support
colleagues by contributing to achieving shared goals and Respond or report threats to the organisations reputation
B6.1: Communicate effectively with colleagues: Promoting values of organisation, Using appropriate communication methods, In line with organisational culture and
In line with the situation
B6.2: Communicate effectively with customers: In line with organisational culture, in line with the situation, creating a rapport, promoting values of organisation,
using appropriate communication methods and Adhere to organisational policies and procedures, legal and ethical requirements
B6.3: Utilises the key elements of effective communication: communicating in an efficient and courteous manner, following organisational guidelines for
communication, having a positive and professional approach and ensuring the receiver(s) understand the message
Further Assessment Guidance: This section provides information on content which should be included within the assessment of specific criteria
K10: should be assessed using knowledge-based assessment methods.
B1, B2 and B6: should be assessed using practical-based assessment methods.
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Appendix 3: Sample assessment material
The following pages include sample paperwork which can be used for setting and recording actions and
tracking progress and can be found in the qualification assessment pack which is available to download in the
members’ area.
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