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Upco’ning webinars

We are currently hosting a series of webinars and March will see two more live events being
hosted.

Customer Service Specialist

Wednesday 17" March will see a live webinar covering the level 3 Customer Service Specialist
standard. This will give an overview of the standard as well as a strong focus on the project
element of EPA. This webinar will be joined by one of our Lead Independent End Point Assessors.
To register sign up here with your City & Guilds centre number:
https://register.gotowebinar.com/reqister/6249085744628753677

Business Administrator

Thursday 25" March will see a follow up live webinar covering the level 3 Business Administrator
next steps. This will focus on the new assessment plan AP03 and look at the content in more
detail.

To register sign up here with your City & Guilds centre number:
https://register.gotowebinar.com/reqister/4263502984354174990

Past webinar events

To catch up ahead of the upcoming Customer Service and Business Administrator webinars
please look at our previous updates, FAQs documents and download the slides.

You can watch the recordings and download the slides and FAQs from here:

https://www.cityandquilds.com/qualifications-and-apprenticeships/business-skills/updates-and-
webinars

3|Page


https://register.gotowebinar.com/register/6249085744628753677
https://register.gotowebinar.com/register/4263502984354174990
https://www.cityandguilds.com/qualifications-and-apprenticeships/business-skills/updates-and-webinars
https://www.cityandguilds.com/qualifications-and-apprenticeships/business-skills/updates-and-webinars

4

Cit
March 2021 ® IG¥||¢|5 I lm

. A City & Guilds Group Collaboration
Apprenticeship support & updates

Customer Service Specialist Level 3 (9494)

Have you downloaded our exemplar project proposals? These are available via our SmartScreen

EPA preparation tab and give 2 full exemplar project proposals showing how they have been
mapped to the KSBs.

Level 3 Customer Service Specialist EPA exemplar City:ﬁg Level 3 Customer Service Specialist EPA exemplar City&&
materials Guilds = SmartScreen materials Guilds ' SmartScreen

Work-based t guid: . .
e e s Work-based project guidance
Level 3 Customer Service Specialist

“This, along with my findings from my research nto the topics listed above will be used as the

Example 1 - Assessment 702/752: Work based project proposal basis to recommend and implement service-related changes for the future. | will consider relevant

Apprenticesiiy legislation, regulations, and indusiry best practice when making my recommendations to my
oy manager. (WB1, WB2, WBS5, WBE, WB13, WB14)

Appl’ﬂm ice Enrolment

name number

Project itle and proposed content rovider

Note: Please ensure that this is 8 maximum of 500 words v P

. . . 1 confirm that the project title and scope is appropriate for the business, it covers a

L’;‘N'I‘:‘;""m';:::;m: :‘:::’M mec.'“’ pet treatment specific high level challenge, and it has been produced by the apprentice:
services at the Hill View Veterinary Practice

'me objective of the project is to ider \fywnet wements can be made fo the quality and

od of customer servios gwen ant customer groups, based on a customer complaint Employer Date

rding the miscommunicati lth pk < dia agnosis and the subsequent bill that was
charged. (WB2, WB13)

I will develop a questionnaire that customers will complete in writing or electronically (using an

P in cur reception ara). Cmtomers il be asked 1 rata and comment an their CUsiomer

service experience) wunfu s on cummunlcﬁt nolmag osis, cost of treatment and suggest
to

For City & Guiids Use only - Project approval

1w enter the results of the
questionnaires. (WB;s, WB4, WB8, WB|2]

|:| Approval of this project is agreed subject to th tice meeting the

ge of
\wﬂl also interview staff to gather their opinions on potential cus IDmErserlee improvements. | will the KSBs assigned to this assessment method
leposl ers to inform customers that a surv y is being delivered to customers visiting our
vetarng ry surgery. (WB3, WB4, WB6, WB7, WB12)
A detailed analysis of the following data will take place to support and inform my D Approval of this project is rejected on the basis tenti i o 20 show
recommendations going forward

that coverage of the KSBs assigned to this assessment method could be met

- Customer's complaint including:
o the customer's joumey (WB4, WB9)
fa failure (I.T. errors, staffing) (WB5, WB9) Independent End-
WB12) point Assessor

Date

, Wi
the past six months. (WB4, WBS, WB10, WB12)
(WBE, WB7)
it our surgery. (WB9, WB11)

I will evaluate the complaint including the challenges the customer faced from the start of their
customer joumey with us, the business processes that underpinned our delivery and the role sach
department played in the customer's experience that led to the complaint. (WB2, WB4, WB7,
WB9, WB12)

Important Update: Level 3 Business Administrator (9473)

IfATE have published a revised assessment plan for the Business Administrator Version AP03
which is now live for registrations only with a new POS 9473-22. All learners who started their
apprenticeship on or after the 10t September must register on the new POS 9473-22. If your
learners are currently registered on the 9473-12 and started on or after the 10" September please
ensure you have entered the date the learner started (ILR Start date) on EPA Pro. We are then
hoping that we will be able to manually transfer all learners across to the new POS 9473-22 but
we can only do this if the start date has been entered on EPA Pro.

Public Service Operational Delivery Officer (version 2, 9717)

We have created a mapping guidance document which maps the 3817 (version 1) to 9717

(version 2) standard. This 5-page document has been created to support the apprentice to
understand:
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* The way Version 2 (9717) is numbered, and how mapping can be transferred from Version 1
(381 7)o Version 2 (9717)

» The changes in assessment requirements from Version 1 (3817) to Version 2 (9717) in relation
to the portfolio and project

» The change in requirements for achieving a distinction between Version 1 (3817) and Version 2
(9717)

; Cayel
| ilm &a | ilm
Standard Refe Conversion: Version 1 (3817) to Version 2 (871
Mapping Guidance from 3817 (Version 1) to 9717 (Version 2) " erence Cof ersion 1 3617) 10 Varslon 2 (4T17)
The aim of this table s to support Apprentices to convert the mapping of evidence developed for Version 1(3817)ta Version 2 (8717).Its important to note
The document has been designed to suppart the spprentios to understand: W&meﬂevc iptors u -en are ihe same. Only the reference numbering has changed. On Version 2 (9717) Behaviours and Values are merged. The new
o The (sion 1(3817)to Version2(9717) | numberin " ., Skills and The table how Version 1 (3817) can map to Version 2 (9717). The new
o The elation 10 the portfolio and project relirance namibering for 4717 sppeads i bkia
o708 TN Values VZ [Knowledge VZ  [Skills Behaviours
(Keyfor V13817 9717| V13817 9717 | V13817 !111 V13817 !711
Change In sssessment ,Nu,,,m, Timegrty | BB | 2.1 Legmiton polcies, | K1 | 3.1 Customer Service S1 | 4.1 Change Bimprove Bl
The g tablo sh from 4 standalone In Vrsion 1 (3817) to 2 assossments in Version 2 (9717). tis TZFonesty B‘g_%m = Kz 32 R ErL T B2 |
mportant to acknowlo umlnmw ot there e sursarkies botween the wo there are 10 the end-point 1. the
alocaton of the K54 msgned o Version 2 (9717) and th types of y infor T30bjecivy | B0 | 2.3 Range of services K3 |33 Workinglogether 3 | 29Lead B convmunicate B3
T4 mpatiaty | B11 3 a z;een & anage S4 | 44 Colaborate & partner B4
Nemons e [Verslon 29777 i cotatE KIence S5 | 45 Guid capabiity for al B5
702 Project I B
703 Prosontation — 701 Prosentation based on a projoct with quostions and answers fr;w decizion 5 [ -5Manage s quaity sarvica
37 Tools & equipment S7 | 4.7 Deiver al pace BT
701 Showcase portiolio — 702 Professional discussion based on a portfolio of evidence
704 Intorview
3B Professionasm, sell- S8
management and awareness

Table 1 - change in assessn

rsion 1(3817) to Version 2 (9717)

Table 2 ~ Standard reference number conversion lable Version 1 (3817) to Version 2 (9717)

To download the document visit our Operational Delivery Officer webpage here

https://www.cityandquilds.com/qualifications-and-apprenticeships/business-skills/business-admin-
and-public-services/9717-public-service-operational-delivery-officer-version-2#tab=documents

EPA Pro

EPA Pro is our new EPA service delivery
platform bringing the end to end EPA
journey, from registration to results, all into
one place.

We have started migrating customers to our
new EPA Pro platform, with the remainder
migrating across in the next quarter.

Top three reasons for EPA Pro:

Simplified and streamlined — We've simplified all aspects of EPA delivery from registration to
evidence upload and exam booking through to results and certification, reducing the administration
and allowing you to reach EPA success sooner.

Clarity and control — The end-to-end journey is made clearer for you and your apprentices. with
real-time information sharing, two-way planning meetings and speedy results and action planning,
you're more in control of EPA than ever.

Fully supported — EPA Pro centralises your EPA support from City & Guilds and ILM, giving you a
single platform where we help manage and improve your EPA experience.
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For further information check out our website here:
MWw.citvandquilds.com/apprenticeships/endpoint-assessment-service

Support resources within EPA Pro

EPA Pro has now been populated with support resources relevant to specific standards. The
screenshot below shows where these are located.

N

E Support Materials - 5 Latest News
View

Welcome pack New EPA Pro release is now live

& by Loma Tyriania
Gheckists

EPA Preparation Resources. The ltest releasa of functionailty in EPA Pro is now live. check out the releasa notes link under Support Maerials! Useful links 10 leam more
EPApack

Recording forms
Sample tests
LIEPAreports
Exemplar materials
EPAhanchook

Useful Links

Sample synaptic project
Gateway Support
Synopiic project packs

T Level win!

We’re delighted to inform you that City & Guilds has won the contract to develop the T Level TQ in
Management and Administration. We’'ll be offering the Business and Administration: Management
and Administration pathway from September 2022.

Since our last newsletter we have hosted our first welcome webinar to update you on our plans
and the support we have in place for the new TQs. If your organisation has been approved to
deliver some of the wave three T Levels technical Enginaering and Busines e
qualifications (TQs) from September 2022 and you missed =~ Ttevelstimeine 2020-2022  Guilds
the webinar we recommend you sign up to receive emails
with the latest T Levels information and access the
recorded webinar.

Get involved with the development of T Levels
We’'ll be collaborating with employers to develop the TQs,
and we’d also appreciate your input.

You can get involved through:
« the design of the TQ (including determining the guided learning hours (GLH), rules of
combinations, and amplification of content)
« the development of the assessment strategy, which will detail how the qualification
assessments will be designed and delivered.
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Email our T Level development team at qualdevelopment@cityandguilds.com stating your
.fer.ce for involvement. Please also share this information with your employer networks.

Employer Industry Board
Are you an employer?

We’re currently looking for new members to join and support the following industry boards:
Construction, Building Services Engineering, Management and Administration

If you are interested in becoming an industry board member, please complete this expression of
interest form.

Keep up-to-date on T Levels development, news and helpful webinars
It's important we hold the right details for everyone involved in the T Levels planning and delivery
for Engineering and Management.

If you are not the correct centre contact for T Level updates, please forward this email to the
relevant person/s. Relevant parties should register or change their email preferences using the
buttons shown.

Sign-up for T Level updates

Update my email preferences

Our next T Level provider update webinar will be held on the 13" April 2021 and is an opportunity
to hear about the developments of the technical qualification in management and administration.

To register for the webinar please visit https://cityandgquilds-ilm-
events.microsoftcrmportals.com/event/speakers?id=T Level Provider Update -
Management and Administration Pathway1439338680&brand=candqg

Please note that these webinars are ONLY for ESFA eligible providers who have been
approved to deliver T Levels.

Assessments Arrangements for 2021

The end of February saw several announcements from Government regarding assessment
arrangements for 2021. With all students now back onsite within educational centres and schools
it’s the first step in a return to ‘normality’. With this in mind and following on from recent updates
from Government and our regulator Ofqual, we want to provide an update of our key positions and
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aat will be expected of centres delivering our qualifications, with the expectation of detailed
tr*uidance to follow shortly.

The direction ensures that certificating and non-certificating learners who were expecting to take
assessments (for ‘in-scope’ qualifications) between 1 August 2020 and 31 August 2021 can
receive a result. The awarding of grades for qualifications within this window will be regulated by
the newly developed Vocational Contingency Regulatory Framework (VCRF). For further details
and to find out how results will be issued and under what arrangements please click below

Assessment arrangements for 2021

Functional Skills

Last month the government published new guidance for Functional Skills assessments for 2021.
As students return to face-to-face environments, our Test Centres continue to be open alongside
our Test at Home solution for remote assessments. If you are unable to test in the normal way or
remotely, Teacher Assessed Grades will be an option. More information on this process will be
published shortly.

2020/21 Adaptations — Covid-19

As the Covid-19 pandemic continues, we understand the v | il
challenges you and your learners may be facing, particularly o
as a result of social distancing and other local restrictions and

containment measures.

We have also been working collaboratively with other 2020 - 2021 Adaptations
Awarding Organisations, Qualifications Regulators and Sector DS Ress Skils

Bodies on some adaptations to support the delivery of
assessments where restrictions are in place. There are two For the period of
documents that you should be aware of;

September 2020 ~ Summer 2021

e Qualification Assessment Adaptation guide
¢ Industry sector guide

These documents can be found on the Covid-19 webpages
and we urge you read them as they are not the same as the
mitigation and adaptations offered during the Summer

Find out important information and guidance on
adaptations via this http://bit.ly/CGMitigation20-21.
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New phone numbers for our centre and learner support
team

Our centre and learner support phone numbers are changing.
Over the past few months we have been reviewing our telephone support service.

In order to provide better value for our customers and learners we are updating our centre support phone
lines, so that all calls are charged at local rates.

Our current centre support and learner support numbers will change from Monday 15 March.
. From that date the new number for our Centre Support team will be 01924 930800.

. In addition, the new Learner Support number will be 01924 930801.Calls to our 0844 numbers
cost 7 pence per minute plus your telephone company’s access charge.

Email: centresupport@cityandqguilds.com

Open: Monday to Friday 08:00h to 18:00h GMT

Meet the Team

The Business Team

Dominic Green
Technical Advisor — Business
dominic.green@  CityandGuilds.com

Mandy Slaney
Lead Industry Manager — Business
mandy.slaney@CityandGuilds.com

Your first point of contact for all technical queries would be the Technical Advisor for the business
sector. Alongside our Technical Advisor, support can be found from our Industry Manager, Mandy
Slaney. Our customer service team can also be reached via email and phone
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Keep in touch and up to date

N
Tell us what you think

All about Business is a newsletter that brings together all of the key
developments from City & Guilds relevant to skills learning across England, ®

Scotland Northern Ireland and Wales. It contains updates on the range of

teaching and learning resources we offer, plus relevant public policy or other information we think
you might be interested in.

Each edition is numbered, so we can refer back to previous issues or tell you when information
has been superseded.

If there’s anything else you’d particularly like us to cover or explain more fully in future issues of All
About, please feel free to drop us a line to dominic.green@cityandguilds.com or
brett.keegan@cityandguilds.com

For specific queries and enquiries please contact our dedicated customer support team:
centresupport@cityandguilds.com

Thank you for your continued support.

Every effort has been made to ensure that the information contained in this publication is true and correct at time of going to press. However, City &
Guilds’ products and services are subject to continuous development and improvement and the right is reserved to change products and services
from time to time. City & Guilds cannot accept responsibility for any loss or damage arising from the use of information in this publication.© 2020

The City and Guilds of London Institute. All rights reserved. City & Guilds is a trademark of The City and Guilds of London Institute, a charity
established to promote education and training registered in England & Wales (312832) and Scotland (SC039576).
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