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Skills Proficiency awards 
in Basic IT for Office Applications 

 
 
 
 

About City & Guilds 
We provide assessment and certification services for schools and colleges, 
business and industry, trade associations and government agencies in nearly 100 
countries. We have over 140 years of experience in identifying training needs, 
developing assessment materials, carrying out assessments and training 
assessment staff. We award certificates to people who have shown they have 
mastered skills that are based on world-class standards set by industry. City & 
Guilds International provides a service to customers around the world who need 
quality assessments and certification. 

 

Introduction to this programme 
We have designed the Skills Proficiency awards to provide a broad introduction 
to essential practical skills for those undergoing training or employed in these 
areas of work. 

 
There are two related levels: 
Skills Foundation Certificate 
Skills Proficiency Certificate 

 
We do not say the amount of time a candidate would need to carry out the 
programme. We award certificates and diplomas for gaining and showing skills by 
whatever mode of study, and not for periods of time spent in study. 

 
We recommend that candidates achieve the Skills Foundation Certificate before 
attempting the Skills Proficiency Certificate. 

 

About this booklet 
This booklet is designed to be used by: 

 Candidates 
 Instructors 
 Assessors 
 Verifiers 
 Centre co-ordinators 
 Employers 

 
It provides all the information required to understand and take part in the Skills 
Proficiency awards, and conduct suitable training and assessment in accordance with 
City & Guilds’ regulations, policy and practice. 
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How to offer this programme 
To offer these awards you must get approval from us. 

There are two categories of approval. 

Qualification approval 
We give approval to offer a training and assessment course based on this syllabus. 

 
Examination centre approval 
We give approval to enter candidates for practical assessments. 

 
To be approved by us to offer a training and assessment course you must send a 
completed application to your local City & Guilds office. 

 
To enter candidates for assessment you must be approved by us. 

 
Approved centres must provide suitable facilities for taking practical assessments, 
secure places to keep assessment materials, and will have an appointed external 
verifier to review practical work. 

 
After we have received and accepted an application, we will send an approval letter 
confirming this. 

 
Please note that in this section we have provided an overview of centre 
approval procedures. Please refer to the current issue of ‘Delivering 
International Qualifications – Centre Guide’ for full details of these procedures. 

 
City & Guilds reserves the right to suspend an approved centre, or withdraw its 
approval to conduct City & Guilds programmes, for reasons of debt, malpractice or for 
any reason that may be detrimental to the maintenance of authentic, reliable and valid 
qualifications or that may prejudice the name of City & Guilds. 

 

Numbering system 
We use a numbering system to allow entries to be made for our awards. 

 
To carry out what is needed for the Skills Proficiency awards in Basic IT for 
Office Applications, candidates must be successful in one of the following 
assessments:  
3528-40-401 Skills Foundation Certificate 
3529-40-401 Skills Proficiency Certificate 

 
We use these numbers throughout this booklet. You must use these numbers 
correctly if you send forms to us. 
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Making entries for assessments 
Candidates must enter through an assessment centre we have approved to carry 
out the assessments for Skills Proficiency awards. 

 
There are two ways of entering candidates for assessments. 

 
Internal candidates 
Candidates can enter for assessments if they are taking or have already finished a 
course at a school, college or similar training institution that has directed their 
preparation, whether by going to a training centre, working with another 
institution, or by open-learning methods. 

 
External candidates 
These are candidates who have not finished a programme as described above. To 
be eligible for assessment external candidates must be able to provide suitable 
evidence of previous training or work experience through which the required 
competencies have been demonstrated on more than one occasion in the past. 
The assessment centres must receive their application for assessment well before 
the date of the assessment concerned. This allows them to act on any advice you 
give about assessment arrangements or any further preparation needed. 

 
External candidates must meet all the requirements for the assessment. 

 
In this publication we use the term ‘centre’ to mean a school, college, place of 
work or other institution. 

 

Submitting results to City & Guilds 
Successful candidates entering for the Skills Proficiency awards will receive a 
‘Notification of Candidate Results’ giving details of how they performed. 

 
We grade practical assessments as pass (P) or not yet competent (X). 

 
If candidates successfully finish all the requirements for the Skills Proficiency 
award at a specific level, they will receive the appropriate certificate. 

 
We will send the ‘Notification of Candidate Results’, and certificates to the 
assessment centre to be awarded to successful candidates. It is your 
responsibility to give the candidates the certificates. If candidates have a 
question about the results and certificates, they must contact you. You may then 
contact us if necessary. 

 
We will also send you a results list showing how all candidates performed. 



8 Skills Proficiency awards in Basic IT for Office Applications  

 
 

 

Roles and responsibilities 
This section gives details of the requirements and responsibilities of each role 
involved in the assessment, verification and examinations processes. Centres should 
identify members of staff to fulfill these roles. 

 
Please refer to ‘Delivering International Qualifications – Centres Guide’ for 
more information. 

 
Programme coordinator 
The person in the training centre responsible for ensuring that: 

 printouts sent by City & Guilds are correct 
 results are sent to City & Guilds in accordance with specified procedures 
 all interested parties are notified of assessment dates well in advance 
 candidates and centre staff fully understand their role and responsibilities 
 facilities and equipment are available so that assessments can be 

conducted in accordance with City & Guilds requirements 
 documents received from City & Guilds are securely stored 
 results and/or certificates are properly issued to candidates at the centre 
 monitoring the work of assessors. 

 
Assessor 
The primary role of an assessor is to assess candidates’ performance and related 
knowledge in a range of tasks and to ensure that the competence/knowledge 
demonstrated meets the requirements of the programme. Assessors will therefore 
need to have occupational experience in the vocational area to be assessed. 

 
They will also need to be familiar with the candidates whom they are assessing; so 
assessors are likely to be the candidates’ own instructors, who are best able to 
decide when individuals are able to perform competently, and therefore are ready 
to be formally assessed for the award. 

 
Assessors are responsible for: 

 agreeing an assessment plan with each candidate 
 briefing candidates on the assessment process 
 following assessment guidance provided 
 observing candidates’ performance and/or conducting other forms of 

assessment 
 recording all questions used and answers given for the purposes of 

meeting the evidence requirements 
 justifying the evidence and making assessment decisions against the standards 
 providing candidates with prompt, accurate and constructive feedback 
 maintaining records of candidates’ achievement 
 confirming that candidates have demonstrated 

competence/knowledge and completing the required 
documentation 

 keeping themselves up to date with City & Guilds publications relating to 
quality assurance 

 agreeing new assessment plans with candidates where further 
evidence is required 

 making themselves available for discussion with the external verifier. 
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Candidate 
Candidates are those individuals who are working towards a qualification at a centre 
approved by City & Guilds. 

 
Candidates are responsible for: 

 confirming to assessors that they understand the requirements of the 
programme 

 confirming to assessors that they understand the relationship between 
the requirements and the tasks they need to perform to demonstrate 
competence and/or related knowledge 

 discussing and agreeing assessment plans with their assessors 
 identifying possible sources of evidence 
 maintaining and presenting evidence in a well organised way 
 ensuring that the evidence is adequate to present for assessment 
 making themselves available for assessment and to discuss their evidence. 

 
External verifier 
External verifiers are appointed by City & Guilds for specific programmes to ensure 
that all assessments undertaken within City & Guilds centres are fair, valid, 
consistent and meet the requirements of the programme. 

 
External verifiers are responsible for: 

 making approval visits/recommendations (where necessary) to 
confirm that organisations can satisfy the approval criteria 

 helping centres to develop internal assessment and evidence evaluation 
systems that are fair, reliable, accessible and non-discriminatory 

 monitoring internal quality assurance systems and sampling, including 
by direct observation, assessment activities, methods and records 

 checking claims for certification to ensure they are authentic, valid and 
supported by auditable records 

 acting as a source of advice and support, including help with the 
interpretation of standards 

 promoting best practice 
 providing prompt, accurate and constructive feedback to all relevant 

parties on the operation of centres’ assessment systems 
 confirming that centres have implemented any corrective actions required 
 reporting back to City & Guilds 
 maintaining records of centre visits and making these 

available for auditing purposes. 
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Quality inspector/auditor 
Quality inspectors or auditors are appointed by City & Guilds to ensure that centres 
comply with our centre approval criteria. Their responsibilities relate to systems and 
quality assurance rather than programme specific assessment requirements. 

 
Quality inspectors or auditors are responsible for: 

 conducting inspection or audit trails to ensure centres comply with City 
& Guilds centre approval criteria 

 making approval visits/recommendations (where appropriate) to 
confirm that potential centres satisfy/will be able to satisfy the centre 
approval criteria 

 providing prompt, accurate and constructive feedback to all relevant parties 
 providing advice to centres on internal quality arrangements 
 reporting back to City & Guilds 
 maintaining records of centre visits and making these available for 

auditing purposes. 
 

Designing courses of study 
Candidates for the Skills Proficiency awards will have come from different 
backgrounds and will have different employment and training experiences. 

 
We recommend the following: 

 carry out an assessment of the candidates’ achievements so you can 
see what learning they already have; and 

 consider what learning methods and places will best suit them. 
 

When you assess a candidate’s needs, you should design training programmes 
that consider: 

 has the candidate completed any previous education, training or qualifications? 
 does the candidate have any previous practical experience which is 

relevant to the aims of the programme and from which they may have 
learned the relevant skills and knowledge? 

 
As long as the candidates meet the aims of this learning programme the structure 
of the course of training is up to you. So, it is possible to include extra topics that 
meet local needs. 

 
Practical work must be carefully planned both to illustrate the application of theory 
and to provide exercises of skill. The maximum opportunity must be provided for 
workshop practice and demonstrations. As far as possible, candidates must be 
able to apply their theoretical knowledge to practical work within a realistic 
work environment. Candidates should keep records of the practical work they do 
so they can refer to it at a later date. 
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Resources 
If you want to use these qualifications as the basis for a course, you must read 
this booklet and make sure that you have the staff and equipment to meet all 
the requirements. If there are no facilities for realistic practical work, we 
strongly recommend that you develop links with local industry to provide 
opportunities for hands-on experience. 

 

Presentation format of syllabus 
Practical competences 
Each unit starts with a section on practical competences which shows the practical 
skills candidates must have. 

 
At times we give more detail about important words in each ‘competence 
statement’. 

 

 
In the above statement the word ‘practices’ is given as a range which the 
candidate should be familiar with. If a range starts with the abbreviation ‘eg’ the 
candidates only need to cover some of the ranged areas or you can use suitable 
alternatives. 

 
The end of each unit contains practical assessments which deal with the practical 
competences. Candidates must carry out the practical assessments either in a 
real or a simulated work environment. 

 

Carry out assessments 
The practical assessments for these awards may be carried out during the 
learning programme, but they may also take place during a special assessment 
period once training has been completed. 

 
We describe these assessments as ‘free date’ because they are carried out at a 
college or other training establishment on a date or over a period which the college 
chooses. 

 
Assessments must be carried out in accordance with the requirements described in 
‘Delivering International Qualifications – Centre Guide’. Assessors/instructors should 
familiarise themselves with the Guide to the assessment of practical skills contained 
in this booklet. 

For example: 
1.2 Apply good housekeeping practices at all times. 

Practices: clean/tidy work areas, removal/disposal of waste 
products, protect surfaces 
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Practical assessments 
The practical assessments for the Skills Proficiency awards are derived from the 
practical competences. 

 
The competence checklist (tick boxes) serves as the marking criteria for 
these assessments and should be used by the assessor/instructor to record the 
outcome of each candidate’s performance. 

 
The competence checklist is a list of activities or performance outcomes that a 
candidate must be seen to be able to do in order to be considered competent in 
the tasks being assessed for these awards. The checklists are written in the same 
way, so that for each competence statement it is possible to say either: 

 
‘Yes, the candidate successfully carried out this activity’ or 

 
‘No, the candidate has not yet achieved this standard.’ 

 
The use of local legislation, tools, equipment and practices is allowed within the 
specifications of the ‘range’ supporting each practical competence 
statement. The results of the assessment must be documented and available 
for audit by the external verifier. 

 
All assessments must be successfully completed. 

 
All assessments must be completed in the context of one specific job role in which 
the candidate is working, or for which the candidate is being trained. The context 
must be stated on each candidate’s assessment record. 

 
The competence checklists in this publication must be photocopied and must be 
completed for every candidate. 

 
The practical assessments for these awards are not suitable for entirely classroom- 
based teaching. Candidates must demonstrate competence in 
a realistic work environment. 

 
This may be: 

 the workplace in which the candidate is undertaking training 
 a simulated work environment. 

 
A simulated work environment is an area such as a training room specifically 
designed to replicate the work place as closely as possible. A classroom is 
unsuitable as a simulated work environment. 

 
A candidate transferring from a realistic work environment to a real workplace 
should perceive no difference. 



Skills Proficiency awards in Basic IT for Office Applications 13  

Candidates may demonstrate competence in a combination of real and 
simulated situations. 

 
Candidates must be able to show that they can perform the required tasks to the 
standards that would be expected if they were actually working in industry. This is 
likely to include factors such as the time taken to complete the tasks and the 
quality of any products produced. In addition to demonstrating practical skills, 
candidates will have to show that they can cope with psychological and 
environmental conditions of real work, eg pressures and consequences of 
producing products for customers, working with other people, planning and 
organising work, following procedures, and dealing with variations and 
problems that may occur in performing the specified tasks. 

 
Candidates undertaking practical activities for the purposes of assessment must, 
at all times, be under the supervision of a competent and qualified supervisor. 

 
Preparation, supervision and marking 
It is essential that the instructor/assessor ensures all necessary preparations are 
carried out. This will involve ensuring: 

 the candidate is ready to demonstrate his or her practical skills 
 every candidate understands what is involved 
 any necessary materials, tools or equipment are available for the 

assessment. 
 

Assessment of the practical performance is determined on outcomes as defined 
by the practical competences. The candidate must be successful in all 
competences included in the checklist before it can be ‘signed off’ and its results 
transferred to the summative record. 

 
All practical assessments should be supervised and assessors should make sure 
that the results reflect the candidate’s own performance. Separate records must 
be kept of the dates of all attempts by each candidate. 

 
The candidate should be informed of the result as soon as possible. If he/she does 
not meet the standard of ‘competent’ in any of the practical requirements, the 
decision of either immediate resit or further practice must be taken. 

 
Assessment of underpinning knowledge 
The knowledge requirements in this programme are tested by asking questions at 
the end of the practical assessment to verify that the candidate understands the 
reasons why a particular activity has been performed. 

 
The programme coordinator must arrange in advance with their local City & Guilds 
office to obtain the underpinning knowledge questions and candidate record 
sheets required for conducting the oral assessment. He/she is responsible for 
ensuring that all oral questioning materials are kept securely and the assessments 
conducted in accordance with City & Guilds requirements. 
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Oral questioning must not be conducted during an activity. The person carrying out 
the assessment of practical competences is responsible for asking questions about 
underpinning knowledge and recording the candidate’s responses on the relevant 
form. The candidate response record forms must be available for review by the 
external verifier. 

 
The underpinning knowledge questions may be asked in any language that is 
understood by both candidate and assessor. The centre must ensure that the 
external verifier is provided with translations of questions asked, as well as candidate 
responses, if he/she does not speak the language in which questioning was 
conducted. 

 
Please refer to the section Oral questioning in the Guide to the assessment of 
practical skills contained in this booklet. 

 
Records, results and certification 
When all the required assessments have been achieved, the result must 
be entered onto Form S which must be countersigned by the external 
verifier and sent to City &Guilds. 

 
You must keep all assessment documentation and material in a file for each candidate 
until the results have been agreed by the external verifier and until confirmation of the 
result has been received from City & Guilds. You must hold all the evidence for a 
minimum of six months and candidate records for a minimum of three years. 

 
After results have been confirmed, copies of assessment documentation other 
than Form S may be returned to candidates. 

 
The operation of this programme requires the appointment of an external 
verifier. The external verifier must countersign the results of the practical 
assessments on Form S. 
The external verifier should also be able to inspect records and candidates’ 
work to verify the results before submission. 

 
Health and safety 
All work must be carried out in a safe and efficient manner, and safety must be 
inherent in the candidate’s approach to the practical assessments. 

 
Centres must ensure that due attention is paid to safety and safe working practices 
during all practical assessments. 

 
It is expected that the assessor will intervene if a candidate is acting in a dangerous 
manner, explaining to the candidate the reason for stopping the assessment. 

 
Candidates should not be allowed to continue with the test if acting in an unsafe manner. 
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Equal opportunities 
We are committed to giving everyone who wants to gain one of our awards an 
equal opportunity of achieving it. We support equal opportunities in education, 
training and employment, and will take positive action to: 

 promote practice and procedures in our centres that give equal 
opportunities to everybody, regardless of their culture, sex, ability, 
disability, age, ethnic background, nationality, religion, sexual 
orientation (sexuality), marital status, employment status or social class 

 work towards removing all practice and procedures that discriminate 
unfairly (directly or indirectly) 

 widen access to our awards to include people who are under-represented 
 set the awards standards according to equal opportunities best practice. 

 
We will make sure that our centres use an equal opportunities policy that works 
together with ours, and that they maintain an effective appeals procedure. 

 
We will expect centres to tell candidates how to find and use their own equal 
opportunities policy and appeals procedure. 

 

Progression routes and recognition 
We have a range of related qualification for onward progression. These 
include relevant International Vocational Qualifications listed in the City & 
Guilds International Handbook. 



 

 
 

 
This page is intentionally blank 



Skills Proficiency awards in Basic IT for Office Applications 17  

Syllabus 
Skills Proficiency awards in Basic IT for Office Applications 

 
 
 

 
19 Skills Foundation Certificate 

25 Skills Proficiency Certificate 
 



 

 
 

 
This page is intentionally blank 



Skills Proficiency awards in Basic IT for Office Applications 19  

Skills Foundation Certificate 
 
 
 
 
 
 

Introduction 
The aim of this module is to introduce the candidate to: 

a. safe working within their own area of 
work 

b. using input and output devices 
c. using word processing and spreadsheet software  
d. using internet and email. 

 
The use of national/local regulations and working practices must be included in all 
practical competences. 

 

Practical activities 
The candidate must be able to do the following: 

 
Health and Safety 
1.1 Maintain a safe working environment for self and others. 

Environment: eg correct positioning of screen, chair and keyboard, 
ventilation, lighting, breaks from the computer, local/national 
regulations 

 
1.2 Apply good housekeeping practices at all times. 

Practices: clean/tidy work areas, walk ways kept clear, 
removal/disposal of waste 

 
1.3 Carry out risk assessments as applicable to the task and 

identify potential hazards. 
Hazards: power cables safely secured, power points not overloaded 

 
1.4 Use all equipment safely in accordance with suppliers’, manufacturers’ 

and/or work place requirements. 
 

1.5 Correctly wire appliance plugs. 
 

1.6 Use reporting procedures to report any hazards. 
 

IT Principles 
1.7 Identify and connect hardware required to make up a personal computer 

(PC). Hardware: eg monitor (VDU), system unit, keyboard, mouse/pointer 
device, printer, scanner 

 
1.8 Identify consumables for use with a PC. 

Consumables: eg printer paper, cartridges, toner, storage media 
(floppy disks, CD) 

 
1.9 Check and prepare printers for use. 

Check and prepare: replenish paper, replace cartridge, adjust settings for 
different media (paper, envelopes, labels), initiate self-test, basic use of function 
keys, basic troubleshooting 
Printers: eg ink jet, laser, dot matrix 
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1.10 Switch on a computer following safe procedures. 
 

1.11 Close down a computer following safe procedures. 
 

1.12 Access the operating environment. 
 

1.13 Use different parts of the desktop window. 
Desktop: eg title bar, toolbar, menu bar, status bar, scroll bar 

 
1.14 Use basic functions of the desktop window. 

Functions: maximise, minimise, restore from task bar, alter size, move on the 
desktop, basic keyboard functions, switch between programs 

 
1.15 Search for named files. 

 
1.16 Copy and move files between directories. 

 
1.17 Copy and move files to a floppy disk. 

 
1.18 Create, delete and re-name files and subdirectories. 

 
1.19 Save data to a hard disk. 

 
Word Processing 
1.20 Access a word processing package. 

Access: open new document, open existing document, navigate (scroll 
bars, menu bar, toolbar/shortcut icons) 

 
1.21 Create documents using basic functions of the word processing package. 

Documents: eg letter, fax cover sheet, report, memo, envelope, sheet of 
labels from template 
Functions: page layout (size, orientation, margins), text alignment, default 
tabulation, default indentation, text enhancement (bold, underline, italics), 
font size and style, bullet points, numbered lists, automatic page numbering, 
page breaks, insert simple graphics 

 
1.22 Use basic functions of the word processing package to edit text in a 

document. Functions: select (highlight) text, cut and paste text, copy 
and paste text, insert and delete text (characters, text blocks, graphics), 
spell checker 

 
1.23 Save documents to specified locations. 

Documents: new document, giving new name to edited document 
Locations: hard disk, floppy disk 

 
1.24 Check and print documents. 

Check: print preview, select printer, printer properties, cancel job 
 

1.25 Close documents and exit a word processing package. 
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Spreadsheets 
1.26 Access a spreadsheet package. 

Access: open new spreadsheet, open existing spreadsheet, navigate (scroll 
bars, menu bar, toolbar/shortcut icons) 

 
1.27 Create simple spreadsheets. 

Spreadsheets: enter data (text, numbers), select cells, align cell contents, cell 
height and width, number formats (general, fixed, decimal places, 
percentage), enhance data (bold, italics, underline, colour, borders), titles, 
labels 

 
1.28 Edit spreadsheets. 

Edit: edit data, insert and delete rows and columns, adjust columns, move and 
copy ranges of cells 

 
1.29 Construct and insert simple formulae for calculated cells. 

Formulae: eg addition, subtraction, multiplication, totals 
 

1.30 Save spreadsheets to specified locations. 
Spreadsheets: new spreadsheet, giving new name to edited spreadsheet 
Locations: hard disk, floppy disk 

 
1.31 Print hard copies of spreadsheets. 

Print: select print area, page set up 
 

Internet 
1.32 Access the internet. 

Access: connect to the internet, logoff from the internet 
 

1.33 Use search engines to find web sites. 
 

1.34 Use URLs to locate web sites. 
 

1.35 Use browser features. 
Features: home, back, forward, print, go, address bar, bookmarks 

 
1.36 Navigate web pages. 

 
1.37 Create bookmarks of visited URLs. 

 
1.38 Save and print web pages. 

 
Email 
1.39 Access email software. 

Access: access software, close down software 
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1.40 Use inbox and sent items. 

Use: check for new items, view messages in inbox and sent items, 
remove items 

 
1.41 Compose and send email messages. 

Compose: address to recipient, copy messages to other recipients, insert title, 
attach files, spell check 
Send: send, reply, forward 

 
1.42 Save and print email messages. 

 

Underpinning knowledge 
Oral questioning should be used to provide evidence of the candidate’s knowledge 
of: 

 
Health and Safety 
1.1 Elements and practices which create a good working environment 

Elements and practices: eg frequent breaks away from the computer, correct 
positioning of screens/chairs/keyboards, adequate lighting and ventilation 

 
1.2 Injuries common in a bad working environment. 

Injuries: repetitive strain injury, eye strain, bad posture 
 

1.3 Reasons for carrying out good housekeeping practices. 
Practices: clean/tidy work areas, removal/disposal of waste products 
Reasons: safety, efficiency, security 

 
1.4 Health and safety precautions to adopt when using a computer. 

Precautions: power cables are safely secured, power points are 
not overloaded, cleaning equipment 

 
1.5 Sources of electrical danger and methods of protection. 

Sources: damaged (sockets, cables, plugs, equipment), incorrectly wired 
appliance plugs, water 
Methods of protection: transformers, fuses, plugs, circuit breakers, double 
insulation, safe working practices 

 
1.6 Method of correctly wiring appliance plugs. 

Method: colour coding, fuse rating 
 

1.7 Principles of fire and different types of 
fire. Principles of fire: heat, fuel, oxygen 
Types: wood/paper, oil/spirit, electrical 

 
1.8 Types of fire fighting equipment and their uses. 

Equipment: fire extinguishers (water, CO2, foam, powder), sand/water 
bucket, blanket, fire hose 
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1.9 Emergency procedures. 

Procedures: raising alarms, alarm types, safe/efficient evacuation, means 
of escape, assembly points 
Emergencies: fire drill, bomb warning 

 
IT Principles 
1.10 Components of a computer and their uses. 

Components: keyboard, mouse, CPU, monitor (VDU) disk drive, printer, 
main processor, storage 

 
1.11 Use and features of different types of printers. 

Printers: eg laser, colour laser, inkjet, dot matrix 
 

1.12 Different forms of data. 
Forms of data: eg text, graphics, numbers 

 
1.13 Purpose of and differences between applications software and systems software. 

 
1.14 Main uses of different application software packages. 

Software packages: eg document production, numerical analysis and 
manipulation, data management, graphics, presentations and computer 
aided design 

 
1.15 Basic structure of directories and folders on the computer. 

Basic structure: hierarchical method, difference between directories and files 
 

1.16 Main desktop icons and shortcuts. 
 

Word Processing 
1.17 Common types of documents and layouts suitable for each. 

Documents: eg letter, fax cover sheet, report, memo, envelope, sheet of labels 
from template 
Layouts: eg paper size, page orientation, structure of text (paragraphs, 
alignment, tabs, bullet points/numbered lists, page breaks), appearance (font 
size, text enhancement, graphics) 

 
1.18 Main features of word processing software. 

Features: basic settings, formatting text, editing text, saving text, printing 
 

Spreadsheets 
1.19 Elements and layout of spreadsheets. 

 
1.20 Main features of spreadsheet software. 

Features: basic settings, formatting spreadsheet, formulae and calculations, 
editing spreadsheet, saving spreadsheet, printing 
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1.21 Construction of basic formulae. 
Formulae: eg addition, subtraction, multiplication, totals 

 
Internet 
1.22 Specific components required to access the internet. 

Components: eg modem, ISP, browser software, telephone line 
 

1.23 Basic terminology associated with the internet. 
Terminology: eg email, FTP, WWW, HTTP, HTML, URL, browser, 
ISP, homepage, virus 

 
1.24 Purpose of search engines. 

 
1.25 Main browser features. 

Features: home, back, forward, print, go, address bar, bookmarks 
 

1.26 Web page navigation features. 
 

Email 
1.27 Basic terminology associated with email. 

Terminology: eg CC, BC, address, inbox, outbox, subject 
 

1.28 Main features of email software. 
Features: basic settings, composing messages, formatting messages, editing 
messages, sending messages, saving messages, printing 

 
1.29 Advantages and disadvantages of communication via email. 

 
1.30 Precautions required when processing email messages and attachments. 
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Skills Proficiency Certificate 
 
 
 
 
 
 

Introduction 
The aim of this module is to enable the candidate to: 

a. maintain safe working conditions 
b. create and edit word processing documents and 

spreadsheets  
c. create and use basic databases 
d. create and edit presentation text and graphics  
e. manage e-mail messages and address books 
f. locate information from the internet and access frequently used sites. 

 
The use of national/local regulations and working practices must be included in all 
practical competences. 

 

Practical activities 
The candidate must be able to do the following: 

 
Health and Safety 
2.1 Carry out safe working practices to prevent hazards and ensure the safety 

of self and other personnel. 
 

2.2 Identify and report faulty equipment. 
 

2.3 Use electrical equipment in accordance with national/local standards. 
 

2.4 Carry out the correct procedure to isolate a person in contact with a 
simulated live single phase electrical supply. 

 
2.5 Select correct equipment and carry out basic firefighting techniques 

in simulated conditions. 
 

IT Principles 
2.6 Access shared files held on a network. 

Access: eg log on to network, display files to which access if provided, 
access, edit and save shared files, select network printers, print shared files, 
log off network 

 
2.7 Modify the computer’s desktop configuration and desktop display options. 

 
2.8 Set application software to automatically save. 

 
2.9 Make backup copies of files. 

 
2.10 Respond to error messages and screen prompts. 
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Word Processing 
2.11 Plan and create layouts for different types of document. 

Layouts: eg paper (ie orientation, size), margins, text enhancement, text 
alignment, columns, sections and breaks, headers and footers, insert special 
symbols, tabulation, horizontal spacing, paragraphs and indentation, insert 
date/time/filename/page number, bulleted/numbered lists 
Document: business letter, memo, report, invoice, itinerary, flyer 

 
2.12 Insert and adjust objects within a document. 

Objects: eg chart, graphics, autoshapes 
Adjust: eg position, size, colour (ie line, file, font) 

 
2.13 Create and format tables. 

Format: row/column size, splitting and merging cells, apply borders and 
shading, vertical and horizontal alignment in cells, adjust cell margins 

 
2.12 Create and use document templates. 

 
2.13 Use a spell checker on part and whole documents, and change text as required. 

 
2.14 Use search and replace to make corrections to whole documents. 

 
2.15 Print selected sections from documents. 

 
2.16 Set up and produce simple merge documents. 

Set up: data source, main document, merge fields 
Produce: merge output to screen, storage, printer 
Documents: eg mailshot, labels, visitor badges 

 
Spreadsheets 
2.17 Create and test spreadsheets to meet given specifications. 

Spreadsheets: eg structure, suitable formatting for data, calculations using 
formulae (ie maximum, minimum, count, round, date), print definition 
Test: compare results with expected outcomes, rectify errors 

 
2.18 Move and copy cell data, formulae and formats. 

 
2.19 Organise data using sort and autofilter functions. 

 
2.20 Use search and replace to edit data/formulae. 

 
2.21 Use split/freeze window to retain visibility of headings. 

 
2.22 Hide and protect cells. 

 
2.23 Set a spreadsheet to show formulae. 
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2.24 Produce graphs and charts to suit data. 

Graphs and charts: eg pie, bar, column, line 
 

Databases 
2.25 Access a database package. 

Access: open new database, open existing database, navigate (scroll 
bars, menu bar, tool bar/shortcut icons) 

 
2.26 Create simple databases. 

Database: field names, data types, primary key 
 

2.27 Edit databases. 
Edit: add new records, add/delete data, edit data, delete records, sort records 

 
2.28 Carry out single condition searches on a database. 

Condition: equals, less/greater than, less than or equal to, greater than 
or equal to, not equal to 
Searches: text/character, numeric, date, currency 

 
2.29 Save databases to specified locations. 

 
2.30 Print hard copies of databases. 

Print: all records and fields in a table/file, sorted lists of records with fields, 
lists of records matched by single condition searches, selected fields from 
records  in tables/files, lists of records matched by single condition searches 
with selected fields 

 
Presentations 
2.31 Access presentation graphics software. 

Access: open new presentation template, open existing presentation, 
navigate (scroll bars, menu bar, toolbar/shortcut icons) 

 
2.32 Create simple presentations using basic functions of the 

presentation graphics software. 
Create: add text, import selected text, format text, indent text, bulleted 
text, insert clipart, insert graphical objects (ie bitmap, compressed 
photo/scanned graphic, compressed drawn graphic), place/resize/move 
objects, insert and modify pre-defined shapes, add lines and arrows, add 
text to pre-defined shapes, group objects 

 
2.33 Edit presentations. 

Edit: edit text and graphics, insert animation, insert new 
slides, duplicate/delete slides, view and reorder slides 

 
2.34 Save presentations to specified locations. 

 
2.35 Print hard copies from presentations. 

Print: single slides, whole presentation as a handout 
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Internet 
2.36 Use forward, back and past site history to locate sites. 

 
2.37 Use search engines to find web sites containing specified information. 

 
2.38 Download information from a site. 

 
2.39 Use bookmarks to reload web pages. 

 
2.40 Organise favourites. 

Organise: create folders, move/rename/delete items 
 

Email 
2.41 Send copies of email messages to multiple recipients. 

 
2.42 Create email messages and file them for later transmission. 

 
2.43 Attach a signature to email messages. 

 
2.44 Use automated reply methods to respond to email messages. 

 
2.45 Create folders to store email messages. 

 
2.46 Access an address book. 

Access: retrieve, add, edit, delete addresses 
 

2.47 Create email groups in an address book. 
 

Underpinning knowledge 
Oral questioning should be used to provide evidence of the candidate’s knowledge 
of: 

 
Health and Safety 
2.1 Methods of hazard prevention. 

Methods: warning notices, ventilation 
 

2.2 Human and environmental conditions leading to accidents in the workplace 
and the means of controlling them. 
Conditions: human causes of accidents (ie carelessness; improper behaviour 
and dress, lack of training, supervision and experience, fatigue, drug taking and 
drinking), environmental causes of accidents (ie faulty equipment, inadequate 
ventilation, untidy, dirty, overcrowded or badly-lit work places) 

 
2.3 Dangers associated with the use of electrical equipment. 

Dangers: electric shock, fire, damaged equipment, explosion 
 

2.4 How the human body can become part of an electrical circuit. 
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2.5 Procedure to be adopted when a person is in contact with a live single 

phase electrical supply. 
 

2.6 Types and applications of firefighting equipment. 
Firefighting equipment: extinguishers (ie water, powder, foam, 
gas, vaporizing liquid), sand/water bucket, fire blanket, water hose 

 
2.7 Purpose of evacuation procedures. 

Procedures: fire drills, escape routes, assembly points 
 

IT Principles 
2.8 Basic system information. 

System information: operating system, RAM, processor type 
 

2.9 Methods and importance of protecting data 
Methods and importance: eg write protection, virus checking, back up 
procedures, confidentiality and copyright, loss of unsaved data 

 
2.10 Use and care of data storage media. 

Media: eg floppy disk, CD ROM, DVD tape cartridge 
 

Word Processing 
2.11 Purpose and use of word processing features in different types of 

document. Purpose: efficient document production (ie mail merge, tables, 
templates), readability, impact, structure, appearance 
Features: eg text format and style, text enhancement, graphics, page 
layout/structure, limitations 

 
2.12 Importance of checking documents. 

Importance: accuracy, correctness, meaning, layout/appearance 
 

2.13 Use of templates in word processing. 
 

2.14 Use of mail merge facilities in word processing. 
Mail merge: purpose and structure of main document and data files, problems 

 
Spreadsheets 
2.15 Importance of accuracy in spreadsheet design and data input. 

Importance: impact on output accuracy and clarity 
 

2.16 Use of simple filters to organise data in spreadsheets. 
 

2.17 Use of protected and hidden data in spreadsheets. 
 

2.18 Use of freeze panes, screen borders and windows in spreadsheets. 
 

2.19 Use of charts to suit different types of data. 
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Databases 

2.20 Basic database terminology and data types. 
Terms: eg database, table, field, record, primary key 
Data types: character/text, numeric, date, currency 

 
2.21 Main features of database software. 

 
2.22 Use of relational operators to search data. 

Relational operators: equals, less than, greater than, less than or equal 
to, greater than or equal to, not equal to 

 
Presentations 

2.23 Main features of presentation graphics software. 
 

2.24 Hardware required for presenting slide shows. 
 

Internet 
2.25 Factors which determine transmission speed. 

 
2.26 Use of search engine features. 

Features: eg one word, several words, type in questions, advanced searches 
 

2.27 The importance of security features. 
Security features: eg virus protection, locks, alerts, digital signatures, 
passwords 

 
2.28 Advantages and disadvantages of using the internet. 

 
2.29 Types of information that may be protected by copyright. 

 
Email 

2.30 Advantages and disadvantages of using automated replies. 
 

2.31 Email security considerations. 
Security: encrypting messages, digital signatures 

 
2.32 The importance of systematic management of email messages. 

 
2.33 Use of address books. 
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Candidate assessment record sheets 
 
 
 
 
 
 

Instructions 
One complete set of competence achievement records must be provided for 
each candidate being assessed. The following section contains competence 
achievement records for both the Skills Foundation Certificate and the Skills 
Proficiency Certificate programmes. 

 
The assessor should confirm achievement of each requirement with a tick in the 
appropriate box and note the date of achievement. The candidate should also initial 
and date each requirement to confirm the successful completion of the assessment. 

 
Unsuccessful attempts should not be recorded on these sheets but 
recorded separately. 

 
Upon completion of all requirements for the award the competence assessment 
record must be dated and signed by the candidate, assessor and external verifier 
before results can be submitted and certification requested. 
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Skills Foundation Certificate in 
Basic IT for Office Applications 
Competence achievement record (3528-40-401) 

 
 
 

Candidate name (please print) 
 

Practical competences 

 
Health and Safety 

 
(✓) 

1.1 Maintain a safe working 
environment for self and 
others. 

 

1.2 Apply good housekeeping 
practices at all times. 

 

1.3 Carry out risk assessments as 
applicable to the task and 
identify potential hazards. 

 

1.4 Use all equipment safely in 
accordance with suppliers’, 
manufacturers’ and/or work 
place requirements. 

 

1.5 Correctly wire appliance plugs.  

1.6 Use reporting procedures 
to report any hazards. 

 

 

IT Principles  

1.7 Identify and connect 
hardware required to make 
up a personal computer (PC). 

 

1.8 Identify consumables for use 
with a PC. 

 

1.9 Check and prepare printers for 
use. 

 

1.10 Switch on a computer 
following safe procedures. 

 

1.11 Close down a computer 
following safe procedures. 

 

1.12 Access the operating 
environment. 

 

1.13 Use different parts of the 
desktop window. 

 

1.14 Use basic functions of the 
desktop window. 

 

1.15 Search for named files.  

 

Standard achieved 

Date Assessor 
initial 

Date Candidate 
initial 
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1.16 Copy and move files 
between directories. 

 

1.17 Copy and move files to a floppy 
disk. 

 

1.18 Create, delete and re-name 
files and subdirectories. 

 

1.19 Save data to a hard disk.  

 

Word Processing  

1.20 Access a word processing 
 package. 

 

1.21 Create documents using basic 
functions of the word 
processing package. 

 

1.22 Use basic functions of the word 
processing package to edit text 
in a document. 

 

1.23 Save documents to 
specified locations. 

 

1.24 Check and print documents.  

1.25 Close documents and exit a 
word processing package. 

 

 

Spreadsheets  

1.26 Access a spreadsheet package.  

1.27 Create simple spreadsheets.  

1.28 Edit spreadsheets.  

1.29 Construct and insert 
simple formulae for 
calculated cells. 

 

1.30 Save spreadsheets to 
specified locations. 

 

1.31 Print hard copies of spreadsheets.  

 

Internet  

1.32 Access the internet.  

1.33 Use search engines to 
find web sites. 
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Context: 

1.34 Use URLs to locate web sites.  

1.35 Use browser features.  

1.36 Navigate web pages.  

1.37 Create bookmarks of visited URLs.  

1.38 Save and print web pages.  

 

Email  

1.39 Access email software.  

1.40 Use inbox and sent items.  

1.41 Compose and send 
email messages. 

 

1.42 Save and print email messages.  
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Comments: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This is to confirm that the candidate has successfully completed the required tasks: 
 

Candidate name (please print) and signature 
 

Assessor name (please print) and signature 
 

Verifier name (please print) and signature 
 

Completion date 
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Skills Proficiency Certificate in 
Basic IT for Office Applications 
Competence achievement record (3529-40-401) 

 
 
 

Candidate name (please print) 
 

Practical competences 

 
Health and Safety 

 
(✓) 

2.1 Carry out safe working practices 
to prevent hazards and ensure 
the safety of self and other 
personnel. 

 

2.2 Identify and report 
faulty equipment. 

 

2.3 Use electrical equipment in 
accordance with 
national/local standards. 

 

2.4 Carry out the correct procedure 
to isolate a person in contact 
with a simulated live single 
phase electrical supply. 

 

2.5   Select correct equipment and 
carry out basic firefighting 
techniques in simulated 
conditions. 

 

 

IT Principles  

2.6 Access shared files held 
on a network. 

 

2.7 Modify the computer’s 
desktop configuration and 
desktop display options. 

 

2.8 Set application software 
to automatically save. 

 

2.9 Make backup copies of files.  

2.10 Respond to error messages 
and screen prompts. 

 

 

Word Processing  

2.11 Plan and create layouts for 
different types of 
document. 

 

2.12 Insert and adjust objects within 
a document. 

 

 

Standard achieved 

Date Assessor 
initial 

Date Candidate 
initial 
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2.13 Create and format tables.  

2.12 Create and use 
document templates. 

 

2.13 Use a spell checker on part 
and whole documents, and 
change text as required. 

 

2.14 Use search and replace to 
make corrections to whole 
documents. 

 

2.15 Print selected sections 
from documents. 

 

2.16 Setup and produce simple 
merge documents. 

 

 

Spreadsheets  

2.17 Create and test spreadsheets 
to meet given specifications. 

 

2.18 Move and copy cell data, 
formulae and formats. 

 

2.19 Organise data using sort 
and autofilter functions. 

 

2.20 Use search and replace to 
edit data/formulae. 

 

2.21 Use split/freeze window to retain 
visibility of headings. 

 

2.22 Hide and protect cells.  

2.23 Set a spreadsheet to 
show formulae. 

 

2.24 Produce graphs and charts 
to suit data. 

 

 

Databases  

2.25 Access a database package.  

2.26 Create simple databases.  

2.27 Edit databases.  

2.28 Carry out single 
condition searches on a 
database. 
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2.29 Save databases to 
specified locations. 

 

2.30 Print hard copies of databases.  

 

Presentations  

2.31 Access presentation 
graphics software. 

 

2.32  Create simple presentations 
using basic functions of the 
presentation graphics software. 

 

2.33 Edit presentations.  

2.34 Save presentations to 
specified locations. 

 

2.35 Print hard copies 
from presentations. 

 

 

Internet  

2.36 Use forward, back and past 
site history to locate sites. 

 

2.37 Use search engines to find 
web sites containing 
specified information. 

 

2.38 Download information from a site.  

2.39 Use bookmarks to 
reload web pages. 

 

2.40 Organise favourites.  

 

Email  

2.41 Send copies of email messages 
to multiple recipients. 

 

2.42 Create email messages and 
file them for later 
transmission. 

 

2.43 Attach a signature to 
email messages. 

 

2.44 Use automated reply methods 
to respond to email messages. 
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Context: 

2.45 Create folders to store 
email messages. 

 

2.46 Access an address book.  

2.47 Create email groups in an 
address book. 
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Comments: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
This is to confirm that the candidate has successfully completed the required tasks: 

 

Candidate name (please print) and signature 
 

Assessor name (please print) and signature 
 

Verifier name (please print) and signature 
 

Completion date 
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Guide to the assessment of practical skills 
 
 
 
 
 

 
The performance outcomes in the competence checklist are often stated as 
activities performed to a particular standard, that can be observed by the 
assessor. The outcomes may also require assessment of practical skills through 
appraisal of products, objects made by the candidate in the course of the activity 
being assessed. 

 
The checklist ensures that everyone involved in observation of practical performance 
the Skills Proficiency awards is working to the same checklist and standards. 

 

Assessor skills 
We do not require assessors to have a formal qualification in assessment, 
although we do ask centres to confirm that all staff involved in teaching 
programmes are appropriately qualified, as part of the centre approval process. 
We reserve the right to check this, and we moderate the quality of assessor 
performance through the external verifier. 

 
Observation of performance requires personal skills and judgment skills to make 
assessment decisions based on the evidence and criteria available. 

 
Personal skills are related to the assessor’s behaviour towards candidates during 
the observation. Although assessors need to be objective, they must also be 
supportive. 

 
Assessors with good personal skills will: 
 Plan a realistic environment – normal workplace, normal workshop activity 
 Be friendly towards the candidate, and using first name 
 Check that the candidate understands everything and is not nervous 
 Be attentive 
 Not stand so close to the candidate that the candidate is distracted or made 

to feel nervous 
 Offer words of encouragement – provided these do not distract 
 Ask questions that offer encouragement 
 End the observation with a final word of encouragement. 

 
Assessors with poor personal skills: 
✗ Dress inappropriately (for example wearing unusually formal clothes) 
✗ Use threatening expressions, eg ‘I hope you understand this, because it’s too 

late if you don’t!’ 
✗ Be inattentive, not watching, talking to people not involved in the assessment 
✗ Stand very close to the candidate so that candidate feels nervous 
✗ Show disapproval, eg by shaking the head 
✗ End the assessment with an expression of disapproval 

 
During the assessment, the assessor should focus on one activity at a time. The 
candidate may be performing activities in a sequential order. The assessor must 
watch for each activity as it happens, in sequence, and make a judgment quickly and 
decisively, in order to be prepared to move to the next observable activity. If 
assessing one candidate at a time, the assessor can follow the activities in a 
sequence. 
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Candidates may also be assessed in groups, although we suggest not more that 10 - 
15. The assessor will need to move from candidate to candidate to collect evidence 
for all the outcomes being observed. More than one assessor may be required. 

 
The assessor should consider: 

 Has the candidate normally performed this task successfully up to the 
time of the assessment? 

 Is it likely that the candidate will continue to perform this task to the 
standard required in the future? 

 
If the answer to these questions is ‘yes’, then the assessor should be confident about 
recording successful achievement. 

 

Preparing assessment plans 
Unplanned assessment of practical skills is ineffective and wastes time. 

 
In best practice, the assessment process is a natural part of the learning 
programme, is cost-effective and fair, and is held in respect by all involved. 

 
The first stage is to be clear about what has to be assessed. What is the candidate 
being asked to do, show, know, produce – to what standard and under what 
conditions? This information can also come from lesson plans. A good lesson plan 
will have specific achievements as the outcome of the lesson or series of lessons. 

 
The meaning of the outcome must be understood and agreed as part of the 
planning process. Some outcomes are intentionally written to allow for local 
interpretation according to particular circumstances. The training programme 
should provide opportunities to discuss all the possible interpretations and to 
consider why different companies have different policies and why practices can 
vary from country to country. It will also focus on what is most appropriate for the 
particular situation in which the candidates are working. 

 
The assessment plan must involve the selection of assessment methods that 
are valid and reliable, cost-effective, achievable in terms of time and resources 
and which cover the competences to be assessed. 

 
City & Guilds has a policy that all of its assessments should be fair and accessible. 
The practical assessments are not a test of English, or indeed any other language, 
unless knowledge and use of specific terminology is an essential part of the job in 
question. The assessor must explain any instructions or performance 
objectives that a candidate does not understand before the assessment takes 
place. 
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The following tips may be useful in making an assessment plan: 

 Make plans clearly legible with good handwriting or typed 
 Write plans in clear language which avoids jargon 
 Order stages logically 
 Identify the aim of assessment 
 Identify suitable venue for assessment to take place 
 List resources to be used 
 Explain the aim of assessment to candidate and how information gained 

by the assessment will be used 
 Establish candidate’s current and prior achievements and preferred 

learning style 
 Select assessment methods best suited for the learning objectives 
 Select assessment methods which cause minimum disruption and are cost 

effective 
 Select assessment methods which take account of any special factors 
 Select assessment methods which occur during normal work activities 
 Complete the assessment plan and state where records are stored 

 
The external verifier will want to know what plan was used to arrive at the practical 
assessment results. 

 
Please refer to section 9.6 in ‘Delivering International Qualifications – Centre 
Guide’ for a sample assessment plan (Form 7). 

 

Conducting practical assessments by observation 
Assessment by observation of performance takes place whilst the activity is being 
done. This method of assessment, especially in the workplace, is popular with 
candidates and employers because there is a high degree of realism and it is a good 
indicator of the ability to perform particular tasks. 

 
Before the assessment takes place, it is essential to brief the candidates. This 
can be done as a group, or individually. Observing performance is not intended to 
be an examination, or cause candidates undue stress. It should never be a 
surprise, unannounced activity. 

 
The briefing should: 

 describe what the assessor plans to do 
 show candidates the performance outcomes to be assessed 
 explain what candidates will be asked to do in order to demonstrate the skills 
 clarify what will be looked for in the demonstration of skill 
 confirm when the assessment will take place, where and how long it will last 
 explain what will happen to information collected during the assessment 
 provide opportunities for candidates to ask questions on any 

aspect of the assessment. 
 

Each candidate needs to know what will happen if the decision is ‘not yet achieved 
the standard required’. Candidates should be able to attempt the activity again, 
after the assessor has explained what evidence is still needed. 
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Appraisal of products 
Where observation of performance is not used, our policy is to include appraisal of 
products as a means of assessing practical skills. 

 

 
This method of assessment is sometimes used because a practical task brings 
together the mental, physical and social skills needed to carry out the planning, 
undertaking and checking of a specified task. In this case the product required is a 
product made up of components. A product could also be a plan, a design, or a 
piece of processed information. 

 
Here the instructor uses the competence checklist to plan a set of activities that will 
allow the candidate to demonstrate competence in the required practical skills. 
Often this will involve using equipment in a workshop. It may involve working 
outside. 

 
Workshop activities are particularly useful in the early stages of assessing practical 
skills and can be used in combination with work placement. To reduce the risk of 
candidates making mistakes that have a real value, workshop activities can be used 
to practice highly technical skills until both the trainer and the candidate are 
confident that the task can be performed safely and competently in a real work 
situation. 

 
Workshop practice, combined with work experience, is also useful where there is a 
high element of risk or where the relationship between customer and customer 
satisfaction is immediate and critical. 

 
Although it can contribute to the demonstration of practical skills and has its 
advantages in certain situations, to rely on workshop activities alone for the 
assessment of practical skills has several disadvantages. It does not give the 
candidate the opportunity to experience a work environment and therefore it is only 
possible to infer that if the candidate were in a workplace, then probably the 
candidate would perform the task competently based on successful 
performance under observed conditions in the workshop, or while carrying out 
practical tasks. 

 

Supplementary questions 
An additional technique for supporting formative assessment is to use 
supplementary questions. The instructor may observe a candidate performing 
correctly, but want to know whether the candidate is likely to always perform in such 
a way. Supplementary questions can be used to probe specific areas of a 
candidate’s knowledge, about which there may be some doubt, or where the 
possession of knowledge is critical. 

Example: 
Practical competences 
The candidate must be able to do the following: 
1.3 Assemble and finish components to form basic products 
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They are asked as a natural part of an activity – asking about what the instructor is 
seeing – so they are less likely to intimidate the candidate. 

 
However, on their own, supplementary questions are not sufficient 
evidence for confirming that a candidate has the practical skills to 
carry out tasks to the standard required. 

 
Supplementary questions must be relevant to the task, and must have been 
covered in the training. It is unfair to ask about things that have not been taught. A 
variety of supplementary questions may be used and different questions can be 
used with different candidates, although questions should be similar in construction 
and degree of difficulty. 

 
Supplementary questions should be planned to ensure they are relevant and fair. 
Open questions should be used, which require the candidate to supply the answer. 
Closed questions, which require only ‘Yes’ or ‘No’ answers, should be avoided. 

 

Oral questioning 
By asking every candidate the same set of questions, requiring a spoken 
response, the assessor obtains evidence of underpinning knowledge to support 
assessment of each candidate’s practical skills. By using the same set of 
questions for each candidate the same demand is made of each candidate. This 
is important if more than one person is involved in the training and assessment of 
candidates. 

 
The set of questions asked to every candidate is useful evidence to give to the 
external verifier to support the completed competence checklists. The external 
verifier may use the same questions to randomly check candidates’ knowledge. 

 
It is important not to confuse oral questioning that requires candidates to 
give answers to specific questions, from observation of performance that 
involves speaking. 

 
In oral questioning the assessor is looking for the ability of the person to give 
the required knowledge, using speech. The ability to speak well (clearly, varied 
pitch and pace, well-constructed sentences) should not be the purpose of the 
assessment. If candidates struggle to speak well, assessors should consider 
alternative, more appropriate assessment methods. 

 

Distractions and disruptions 
Internal distractions come from the candidate. The most likely candidate 
distractions are sudden loss of confidence, either immediately before or during the 
observation and resistance to assessment – where the candidate argues against or 
actually refuses to carry out the task. 
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The assessor must be alert to candidate signals and respond appropriately. If 
the task can be completed, the candidate should be encourage to do so, but if 
necessary the candidate may take a break to regain their composure, and re-
start the observation. The assessor must explain that the reason for the break is to 
allow the candidate to demonstrate best performance, and that it is not a signal of 
failure. 

 
Resistance to assessment is more serious. The candidate may resist for a number 
of reasons, ranging from nerves (encouragement should be offered), to not 
understanding what is required or not being able to perform the tasks (they 
should be explained again, and review the learning programme to identify gaps). 

 
Resistance may occur because the candidate does not have confidence in the 
assessor’s ability to make a fair judgment. This may be because the assessor: 

 has not briefed the candidate properly 
 is untrained and/or does not demonstrate an understanding of the process 
 has consistently criticised the candidate’s performance and has not 

offered constructive training and support. 
 

External distractions during an observation of performance should be minimised 
during the planning process. The assessor must minimise disturbance to the 
candidate. If it is necessary to interrupt an assessment in order to deal with a 
disruption, the assessor should reassure the candidate first and explain what 
is happening, stop the assessment and then deal with the problem. When 
resuming the assessment, the candidate should be reassured once more. In 
an extreme situation, the assessor should agree with the candidate 
arrangements for repeating or rescheduling the assessment. 

 

Giving feedback on performance 
Feedback on the demonstration of practical skills is essential to explain to the 
candidate how the result has been decided. 

 
Feedback should always be a one to one conversation between the candidate 
and the assessor. The assessor should have a completed record sheet available 
to show to the candidate. 

 
The approach to feedback should be open and constructive and avoid 
unfriendliness or intimidation. The purpose of assessment is to find out what a 
person can do; it should not be a means to find fault or catch the candidate out 
through unexpected tasks and deliberately difficult questions. 

 
A good way of beginning feedback would be to start by saying ‘well done’ and 
then asking for the candidate’s evaluation on their own performance. This 
approach immediately involves the candidate in the feedback process, 
showing value and respect. 
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The assessor should explain those activities or products completed well, and 
congratulate the candidate on what has been achieved. At this stage it is also 
useful to explain why it was achieved. By maintaining a positive approach 
throughout, a good relationship should have been developed with the 
candidate, and the candidate is prepared to accept any feedback on 
performance as fair and valid. 

 
Giving feedback on unsuccessful performance is always more difficult, but 
equally important. 

 
At no time should the assessor feel under pressure to say that something has 
been successfully achieved when it has not. 

 
The assessor should explain what parts of an activity were done well, even if 
overall performance did not meet the required outcome. It is necessary to 
explain objectively which specific outcomes were not achieved, and why, and to 
be able to give examples of what could be done to achieve a successful outcome. 
During the assessment notes should be taken so that there is a written record 
of objective observations to give to the candidate during the feedback session. 

 
A candidate is most likely to become upset or aggressive if the result is not 
understood, or considered to be unfair. Remain calm, objective and supportive. Keep 
talking to the candidate until agreement to listen has been reached. Subjective 
expressions like ‘I think that…..’ or ‘In my opinion you should have…’ should be 
avoided. 

 
It is essential to agree with the candidate what the future action will be. If the 
outcome of the assessment activity is the successful completion of all 
competence requirements, the next stage is to inform the candidate that the 
successful performance will be recorded and registered with City & Guilds. If the 
outcome is that some of the tasks have not yet been achieved, discuss what still 
needs to be practiced, and when an opportunity can be given to repeat the 
assessment. 
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Skills to help with employment 
 
 
 
 
 
 

Introduction 
It is recommended that candidates who are thinking about employment in this 
sector should prepare themselves for employment by following a course of study 
or other form of preparation based on the following activities. 

 

Tips and hints 
Employability 
1 Find out about employment opportunities in the industry. 

Opportunities: within city, state, nationally and internationally 
 

2 Complete a job search and identify training opportunities. 
Training opportunities: eg full time and part time courses, 
apprenticeship programmes, on-the-job training, government funded 
programmes 

 
3 Obtain information about a job. 

 
4 Find out about documents that may be required for a job application 

and reasons for including them. 
Documents: eg curriculum vitae, education certificates, identification 

 
5 Practice completing job application forms. 

 
6 Practice job-interview techniques. 

 
7 Understand and demonstrate productive work habits and positive 

attitudes. Work habits and positive attitudes: general (eg timekeeping, 
health and safety, consideration for others) and job specific 

 
8 Identify ethical and responsible work practices. 

 
9 Follow acceptable hygiene practices and adopt a professional appearance. 

 
10 Demonstrate the principles of time management, work simplification, 

and teamwork when performing assigned tasks. 
 

11 Understand the importance of taking pride in the quality of work performed. 
 

12 Understand the importance of a drug-free workplace and industry 
policies toward drug and alcohol use. 

 
13 Explain to a supervisor the importance of confidentiality in the workplace. 



Skills Proficiency awards in Basic IT for Office Applications 49  

 
 

 
Customer relations skills 
14 Demonstrate positive customer relations skills. 

Customer relations skills: self-control, appropriate responses to 
criticism, courtesy 

 
15 Demonstrate appropriate responses to criticism. 

 
16 Respond to customer complaints in a positive, professional manner. 

 
17 Demonstrate respect for people and property. 

 
Problem-solving skills 
18 Practice organising and planning multiple tasks, using various resources 

such as time, personnel and materials. 
 

19 Analyse problems, identify the causes and devise plans of action. 
 

20 Identify obstacles and choose the best alternatives. 
 

21 Create new and better ways to perform tasks. 
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Safety for workers 
 
 
 
 
 
 

Introduction 
Going to work for the first time can be exciting and a bit strange. It can sometimes 
be dangerous. This is true whether you work in a factory or an office or on a 
farm or building site. Fortunately most dangers are recognisable and can be 
avoided. 

 
Your own workplace will also have its own safety rules – perhaps in a booklet or on a 
notice board. Some you will be told. Make sure you know and obey them. 

 
Remember these four important rules: 
✓ Learn how to work safely 
✓ Obey safety rules 
✓ Ask your supervisor if you don’t understand any instruction 
✓ Report to your supervisor anything that seems dangerous, damaged or faulty 

 
Games and practical jokes 
Work is not the place for practical jokes or silly tricks. Serious injuries and even 
deaths have been caused this way. 

 
Tidiness 
Keep work areas and walk ways tidy and clear. Do not leave things lying around which 
people can trip over or bump into. Wet patches on the floor should be mopped up 
straight away or someone might slip and fall. 

 
Hygiene 
Always wash your hands, using soap and water or a suitable cleanser, before meals 
and before and after using the toilet. 

 
Dry your hands carefully on the towels and driers provided. Do not wipe them on 
old rags or on your clothes. 

 
Protective equipment and clothing 
Use all protective equipment and clothing provided, such as overalls and safety 
shoes. It may feel strange at first. Keep using it and you will get used to it. Ask your 
supervisor to replace any item that gets damaged or worn. 

 
Moving about the workplace 
Walk, do not run or rush about. 

 
Use the walk ways provided and never take short cuts. 

Look out for and obey warning notices and safety signs. 

Only drive a works vehicle if you have been trained to use it and your supervisor 
allows you to use it. 

 
Never hitch a ride on a vehicle not made to carry passengers. 
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Lifting and carrying 
You must learn how to lift correctly. Only lift or carry what you can easily manage. 
When lifting, get a good grip, lift smoothly and close to your body. 

 
Get help if you are not sure you can lift or carry something safely and easily by 
yourself. Use trolleys or wheelbarrows where these are provided. 

 
Ladders 
Do not use ladders with split, missing or loose rungs. Use proper ladders. 

 
Always make sure that the ladder is placed in the right position, at the right angle and 
cannot slip. 

 
If working from a ladder, do not lean too far to the side, come down and move 
the ladder to a more convenient place. 

 
Always use ladders, scaffolding or lifts to reach high places. 

 
Roofs 
Roofs may be fragile or the tiles loose. Never go on to a roof unless you are told to 
do so by your supervisor and have been shown the precautions you should take. 

 
Electricity 
Remember electricity can kill or cause severe burns. Treat it with care. 

 
Make sure you understand your supervisor’s instructions before using any electrical 
equipment. It you do not understand, ask your supervisor to show you again. 

 
Always switch off before connecting or disconnecting any electrical appliance. 

 
Equipment 
Operate only equipment you have been trained to use and told to use. 

 
Make sure you can reach the controls easily and know how to stop any equipment 
you use. 

 
Safety guards are fitted to equipment to protect you and must be used. 

 
Wait until equipment has stopped and has been switched off before you clean or 
clear it. Dangling chains or loose clothing could get caught up in the moving parts. 
Keep long hair tucked under a cap or tied back. 

 
Do not distract other people who are using equipment. 

 
Tell your supervisor at once if you think equipment is not working properly. 
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Harmful substances 
Learn to recognise the hazard warning signs or labels which tell you about the 
type of danger. They should tell you if a substance is poisonous, easily set on fire, 
or can cause burns. 

 
Follow all instructions given on the container or by your supervisor. 

 
Before you use a substance, find out what to do if it spills onto your skin or clothes. 

 
If you are splashed with a chemical wash it off at once in the way your have been 
shown. Then report to your supervisor or whoever is responsible for first aid. 

 
Overalls or protective clothing that get soaked or badly stained by harmful 
substances must not be taken home from work. 

 
Do not put liquids and substances into unlabelled or wrongly labelled bottles and 
containers such as lemonade bottles or empty tins. This can be dangerous to 
everyone you work with. 

 
Fire 
Take care when handling petrol or other flammable substances. Keep them away 
from naked flames or sparks. Do not smoke. 

 
Do not throw rubbish or cigarette ends and matches in corners, or under benches. 

Obey ‘No Smoking’ rules. 

First aid 
Make sure you know the first aid arrangements for your workplace. 

 
Report any injury, however slight, to your supervisor. 

 
Always be careful. 



 

 



WP-97-0014  

 
 
 
 

 

City & Guilds  
Giltspur House  
5-6 Giltspur Street 
London 
EC1A 9DE 
www.cityandguilds.com 

 
City & Guilds is a registered charity 
established to promote education 
and training 


