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People power research

Does the UK economy have the skilled
people it needs for the future?
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Skills gap challenge in Skills gap
health and social care nationally

3

employers in Heath and
social care say 11 - 24%

of staff from EU

*1,000 employers were asked for their insight and views in this report — June 2018 by EMSI and City & Guilds Group


https://www.cityandguildsgroup.com/research/people-power-does-the-uk-economy-have-the-skilled-people-it-needs-for-the-future
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How we can support the NHS

As a global leader in skills development we are well placed to
support your organisational talent and development needs.

We deliver high-quality learning solutions and qualifications based
on our years of working across multiple industries to create
resources that draw out the skills, knowledge and behaviours
apprentices’ need, from beginning to end.

You can count on our expertise, rigour, commitment to quality,
network and support to ensuring your apprentices have a first
rate learning experience to help them get to gateway.




Key steps to developing an apprenticeship programme

1. Building robust workforce development plans

» Work closely with HR and Organisational Development to align business goals in accordance with workforce
development plans.

- Identify staff development and talent planning across all NHS Pay Bands.

* Identify skills gaps or recruitment opportunities across all departments to determine if an apprenticeship is
an appropriate solution.

Check points:
«  What HR people plan is in place to tackle current recruitment challenges?
* How does the Trust plan to achieve its NHS public sector target for apprenticeship provision?

« What 3 - 5 year forecast is in place to achieve apprenticeship provision considering both planned and projected starts to reach your
levy target?
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Key steps to developing an apprenticeship programme

2. Review all current training programmes and where occupations can be mapped to apprenticeships

Map new apprenticeship standards to all job roles to identify skills gaps, support progression and identify recruitment
opportunities.

« Align a seamless ‘business as usual’ approach, map and plan training against all the apprenticeship standards or
frameworks currently available.

» Keep referring back to your apprenticeship forecast plans — City & Guilds can support this.

Key considerations:
* Where are the Trust’s largest recruitment vacancies?

* Remember, existing SASE Frameworks can also be considered as they will continue to be offered alongside the
during the transitional period.
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Key steps to developing an apprenticeship programme

3. Deciding how best to deliver an apprenticeship programmes through multiple delivery methods

Determine which delivery method is best suited to your Trust. We can help you to:
« Become a registered training provider through our consultative services.
* Deliver as a registered employer provider with City & Guilds supporting with on programme requirements.

« Work in partnership as a supporting provider and or in-conjunction with providers, colleges and HEI’s from the
ROATP.

Key considerations:

+ If partnering, ensure that the chosen provider or college has the capability and capacity to deliver and determine what percentage of
the apprenticeship, if any, will be delivered by a college or provider?

- Determine end-point assessment quality and delivery method required (face-to-face or remote).

+ Register with an end-point assessment organisation as soon as possible to allow the EPAO to have resource in place for the planned
events.
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Delivering the new apprenticeship standards

Initial On-programme Gateway End-point Completion Occupationall
assessment phase: on-the-job employer assessment and certification  competence
and off-the-job
training

« Range of assessment

Ensuring the Knowledge, skills * Maths and English
g9, - methods

apprentice and behaviours > B Show evidence of the
passes the outlined in the relevant knowledge, skills
criteria set standard and behaviours as set out in
out in the the standard

standard
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Our evolving offer

Which industries can City & Guilds help you with? We specialise in the following areas:

¢

03000

Business Business Catering and Childcare & Construction Digital Engineering & Hair and Health Land based
Services and Admin Hospitality Education Manufacturing Beauty
Engineering including

public sector

Adjacent employer-led industries

0 N O

Management Social Care Transport Logistics Security Retail Aviation & Built Justice
(ILM) Travel

We can develop programmes quickly in these sectors for you when there’s employer demand.
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Servicing multiple roles, occupations and skill levels

Decide which programmes to deliver. City & Guilds offer 30+ standards that can service NHS employers

£ )

QO

Business support services: customer service practitioner (L2), business administrator (L3), customer service
specialist (L3), operations delivery officer (L3).

Health and care delivery: adult case worker (L2), dental nurse (L2), healthcare support worker (L2), lead adult care
worker (L3), senior healthcare support worker (L3), leader in adult care (L5), healthcare assistant practitioner (L5).

IT and digital support services: unified communications technician (L3), digital marketer (L3), infrastructure
technician (L3), network engineer (L4), software developer (L4).

Support services: commis chef (L2), property maintenance operations (L2), chef de partie (L3), senior
chef production cooking (L3).

Leadership and management: team leader / supervisor (L3), operations / departmental manager (L5).

See all apprenticeship standards we offer



https://www.cityandguilds.com/apprenticeships/emerging-standards

Update on City & Guilds
In the Health Sector

Geraldine Donworth — Industry Manager

geraldine.donworth@-cityandquilds.com



mailto:geraldine.donworth@cityandguilds.com
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Qualifications — existing

* Level 2 Certificate in Clinical Skills (3051-02)
* Level 2 Award in Medical Terminology (AMSPAR) (5519-12)
* Level 2 Certificate in Healthcare Support Services (4223-02) — SASE still open

The following Level 3 Diplomas have been reopened temporarily to capture any registrations required for the Senior
Healthcare Support Worker standard (starts pre-February 2018).

* Diploma in Mental Health Care Level 3 (3101-03)

* Diploma in Clinical Healthcare Support Level 3 (4223-11)

* Diploma in Allied Health Profession Support Level 3 (4223-14)
» Diploma in Maternity and Paediatric Support Level 3 (4223-15)
» Diploma in Perioperative Support Level 3 (4223-16)

Now that the new standard is published — apprentices must be registered on the new Level 3 Diploma in Healthcare Support
(4345-31).
» Level 5 Diploma for Assistant Practitioner in Healthcare (3576-51)
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Qualifications — new

» 3095-21 Level 2 Diploma in Care (England) 603/2660/8

» 4345-31 Level 3 Diploma in Healthcare Support 603/2544/6
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Healthcare standards

Standard name Availability Assessment plan Date available to
register

Assessment plan

Healthcare Support

Worker Standard published published 9041-12 Open for registrations
Revised standard November 2018
| published February Revised assessment Adult Nursing support
Senior Healthcare 2018. : only.
plan published 9043-12 " : :
Support Worker Assessment plan Additional options will
. ) : February 2018 ,
being revised again be available later
expected July 2018. dates tbc.
Assistant Practitioner : Assessment plan ) August/September
in Healthcare SIEMCETE Eislenes published 9576-12 2018

City & Guilds in on the EPAO Register for all three standards. Health and Science standards on IfA website



https://www.instituteforapprenticeships.org/apprenticeship-standards/?routes=Health-and-science
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Healthcare Support Worker standard

On programme —typically 12 months
* No mandatory qualification

* Options are:
* Level 2 Diploma in Care (3095-21)
+ Level 2 Certificate in Clinical Skills (3051-21).

Assessment gateway requirements

 Evidence of having met the 15 standards as outlined in the Care
Certificate.

* Level 1 maths and English.
« Attempt maths and English Level 2 by sitting the test.
* Any qualification specified by the employer (see above options).

Last three months
« A portfolio of evidence completed end-point assessment.

Trailblazer Apprenticeships
(individual standards per occupation)

Initial assessment

On-programme phase:

On-the-job and off-the-job training

¢ Qualifications are not mandatory
Trailblazer groups can choose to build qualifications into Standards, either
mandatory (in the Standard) or recommended (in the Assessment Plan).
If qualifications are not written into a Standard, providers can still build them
into their apprenticeship programme at a cost

* Maths and English

* Behaviour formal measurement is not mandatory

Gateway
Employer and provider sign off learner

End-point assessment

Customer Service Assessment Plan for EPA

1. Apprentice Showcase (after 12 months on-programme learning)
2. Practical Observation (min 1 hour)

3. Professional discussion (max 1 hour)

Completion and certification

Occupational
competence
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Senior Healthcare Support Worker standard

Trailblazer Apprenticeships
I (individual standards per occupation)

On programme —typically 18 months
* Options are:

Initial assessment

* Adult Nursing Support On-programme phase:
On-the-job and off-the-job training
° Ma_ternrty Su pport e Qualifications are not mandatory
Trailblazer groups can choose to build qualifications into Standards, either
° mandatory (in the Standard) or recommended (in the Assessment Plan).
Mental Health Su pport If qualifications are not written into a Standard, providers can still build them
) into thei oshi
 Children and Young People Support . M“;f o j‘;j;i”;‘f“ R pregEmmestaicast
° Theatre Su pport * Behaviour formal measurement is not mandatory

« Allied Health Profession-Therapy Support.

Gateway
Employer and provider sign off learner

Mandatory qualification
 City & Guilds Level 3 Diploma in Healthcare Support (4345-31).

End-point assessment

Assessment gateway requirements

+ Evidence of having met the 15 standards as outlined in the Care
Certificate.

» Level 2 maths and English.
» Achieved Level 3 Diploma in Healthcare Support.

Customer Service Assessment Plan for EPA

1. Apprentice Showcase (after 12 months on-programme learning)
2. Practical Observation (min 1 hour)

3. Professional discussion (max 1 hour)

Completion and certification

Occupational
competence

Last three months
* Alearning journal completed.
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Healthcare Assistant Practitioner standard

On programme —typically 18 months

» City & Guilds Level 5 Diploma for Assistant Practitioners in
Healthcare (3576-51).

Assessment gateway requirements
* Evidence of having met the 15 standards as outlined in the Care

Trailblazer Apprenticeships
I (individual standards per occupation)

Initial assessment

Ce rtlfl Cate . On-programme phase:
. On-the-job and off-the-job training
o Level 2 maths and Eng“Sh * Qualifications are not mandatory
Trailblazer groups can choose to build qualifications into Standards, either
° 1 1 1 1 1+1 H mandatory (in the Standard) or recommended (in the Assessment Plan).
Level 5 Clty & G ul I dS DI ploma for ASSIStant P raCtItI oners in If qualifications are not written into a Standard, providers can still build them
H ealth Care . into their apprenticeship programme at a cost

® Maths and English
* Behaviour formal measurement is not mandatory

Last three months

- Areflective journal. @ Swany
Employer and provider sign off learner
End-point assessment

» Multiple choice test plus short answer questions.
» Assessment of reflective journal.

» Observation of practice in the workplace.

* Interview/professional discussion.
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Working with us to deliver apprenticeships
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Off-the-job training, the vital 20%

Off-the-job training must be directly relevant to the apprenticeship standard and must take place
within the apprentice’s normal working hours.

It can include;

- .
.' Teaching of theory - lectures 6 Simulated exercises and () Attendance at
= role play A*  competitions

& ini + . .
‘im Manufacturer tralnl?g '+ Learning support provided by Some online learning
€.g. new equipment or & employer or the provider = e.g. webinars or blended
technologies learning
&i Shadowing or being mentored @{?33 Practical training Visiting the employer’s

other departments

Time spent by the apprentice writing o@e |ndustry visits or visiting other companies
assessments/assignments .'|T|'. or suppliers
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Key themes to explore

Our offer is designed around NHS employers, apprentices and centres, focusing on portability and visibility,
apprentice experience and apprentice motivation.

End-point
assessment
preparation

Apprentice Embedding Tracking

assessment progress

journey
design

Key considerations
How can these 4 elements improve the delivery and
success of your apprenticeships...
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Apprentice journey design

fAIOprentice -~ Provider 7 EnleEl

« A clear learning journey * Providers can structure * Providers can add specific
allowing the apprentice to resources against a elements that are
plan their time. timeline. iImportant to the employer.
These can then be built
into the timeline that
delivers against that
apprenticeship standard.

* Multiple channels for « Apprentices’ progress can
learning and high levels of be tracked and success of
portability give flexibility each step can be
for when and where they measured.

study.
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Essential content

Apprentice

journey
design

Our blend of e-learning and core content covers:

Equality

British values
and

diversity
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Apprentice

journey
design
A programme of learning that is fully mapped to the standard:

Apprerticeshin Training Manusl Ci tygg
Leved 2

Guulds

('3 1Istomer S Ar\ICco RalGap BUSINESS SKILLS
LUstomer service

y

[ I R ~ N

rractitionel

ATM Level 2 Customer Service Practitioner: Apprenhushlp Training Manual
ATM Level 2 Customer Service: Apprenticeship Training Manual

Task 2: Induction part two — Understan

Task 3: Creating a Personal Development Plan

Task 4: Presenting a professional image

Task 5: Using feedback from colleagues
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Apprenticeship training manual

Task 1:

Induction part one —
Understanding organisation types

Apprentice

journey
design

English skills grid n
To complete this task you need to carry out research into the org: CI
youworkin. Your organisation wil form part of one of thres :
ublic sector, the private sector o the third sector, There are
i e gl s o e et Tt o Guilds
financed as well as what they do with any profis. Task 1: PRy
our T
your e i Induction part one —
T e e T Understanding organisation types
s aims relate 10 its sector. Some of the language and Tesk3 Task7 Task8 Task9 Task 10 Task 12 Task 13 Task 14 Task 15
When complating this task, you wil communication skills that Creating Usingfeedback. Organising, _ Using Heeting Treatingall __ ineracting Knowingyour  Usingdigta  impraving _ Dealing vith
8 research the purpose of your organisation you might develop aPersonal i i i productsand  media your customer  confict
& find out what is meant by 'brand promise’ i arganisation image monitoring your systemsand  andrequlations equalityand  austomers services. Service offer
= consider how your organisation's core values fnk 10 their Y types expectations _ Plan workload  resources i experience
” Where could you develop and/or
Brand p pe youcee (Bl = B E el = FEN T BER T BEl T BE T BEM T MEN T iEN T kel T BERITRE
from the organisation’s people, products and services. For example, Twitter's Gemonstrate these skills? = - | S el v Ges - el - el
brand promise is: To give everyone the power 1o create and share ideas and Speaking and listening
information instantly, without barriers! Listen for relevant information 7 a7 o 7 i 7 7 7
Core values - the basic features of how an organ Listen to and respond to questions % v v VS 7 v v 7 7 7 7
The practices the organiation follows every day in i e . R MRS c JSCAN A [
example, BMW's core values are: ‘Integrity, Respec Task 1: Leraresondio atickmond v v v v. Bl v ¥ v v v v
Private sector — the part of a country’s economic s) i = Use strategies to check and confirm
E et Bl s, o Hha e e Induction part one— understancing— ask questions use v v 7 v B v % v v v
‘organisations are run with the intention of making Understand\ng organisation types facial expressions and body language
and their shareholders. Follow discussions v v v d v v v v v v v v
Public sector — for instance the police, military, put] Make useful contributions
education and healthcare. These are usually finance todiscussions 4 Y v | Wil 7 I 4 . 4
tax, VAT or council tax. The public sector provides 3 Ask cestions &5 Gt ommeBon 7 7 7 7 B 7 7 Z 7 7 B 7
collection which bensfit everyone rather than just Preparatory activities e 0 B o PR LS o BELOWE  BRAM - AN PR B8
o e T 7 L B v N 7 o - N v R WV R
i s S p— ). Exploin one ilority andd one key difference between public and privite sector bus Present your ideas clearly and logically 7 2 Gl WV W 7 O ) ) e
are put first. Employees ensure customers get a pol Similarity: Reading . M — S e e
example, the service culture of Four Seasons Hotel Use differentreading strategies —
interactions with our guests, customers, business a skimiming, scanning, detailed reading L g8 ¢ BRS¢ RSl 7 W Y G v B v N ¢ B\
we seek to deal with others as we would have them| Identify and understand the main
' RO
SWOT aalysis ~SWOT i acrorym fr S pansof vt youare readr ! o I I N M el A - IR A |
Opportunities and Threats. Strengths and weaknes]  Difference: \dentify and understand the important
i you have some e Oprf details inwhat you are re: v v ¢ 4 4 v/ v v 4 4 v v 4 4 7 v v v
external factors over which you have essentially no Use orgarisational features to help
Third sector —fo nstance,charie. Theseare a7 you indthe inormaticn you nes Y L A - WA BN CC WA MGl WA NESN < BN A
are pul i , and are] Use knonledge of grammar and
e ehepoioie o oo punctuation to help you understand v vl v Bl v Bedll v Rl v BV v vl v BN v B2l v | B
# motivated by the desire to achieve social goals. Explain one key similarity and one key difference between public and third sector bus wihit the text means
= sometimes called ot-for-profit organisations’ Read and understand unfarrlar
Similariy: words and technical terms - 7 e v v v ¢ Bl v Bl v B v B vi | v B v B v | B
check the meaning
Writing ;= I (i i — i
Plan snd draft wiiting v RV Y. B V- E V. V. P ¢ a7 BV e v VE 7 m ¢ a7 ohE 7 BV mh
Difference: Presentinkormationinalogiclvey  [iV= SV v BVEE VRS v BV W EVE V- GVIR VS BV V. Bl TV B VR B VBV VISV SRR v SR
Write in complete sentences vOBE v B 7 B v e /O el v a4 B Vv Se) v/ B/ BVR 7 BVl /- B /o DR 7 B () e
Use paragraphs VSNV mvE /7 B SV BV v BV SR 7 S 7 7 Y 7 v/ SR 7 B A
Use sutable language for purpase
s jerrrss ¢ B2l v el v BV v BVl v AR v vl v B v el v e v BVEl v B v [BAN 2 [Eel v B v | R
Usethenghtlajoutfiormatand oo SR = N o NG WBE 2 IUE ¢ W78 72 B2 v B B v B v W v
Check and proofread writing for
e e g Useconectgammarandpunciation v 7 V¢V ¢V 7V 7V ¢ 7V V V ¢ VvV 7 V ¢ 7V Vv V7V Vv Vv 7V V7V VvV
Spell familiar and techrical
Fedic v Bl v Bl 2 BVl o el ¢ VA v 2l v Bl v Bell v Bl v Bl v el v B v Bl v BYE v | B
Produce clear and legible text v BV BYE 7 eV e 7 s v BVl v BeE VSR v BpE v BVE 7 BV 7 UV 7 B 7 Bl 7 B
T - opportunity to practise and develop skills intask £ — opportunity to produce evidence of skills in action when completing task
EL T SS————
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Tutor support in SmartScreen

Apprentice

journey
design

Search all co

City:
Guilds | SmartScreen

MY SUBJECTS CENTRE ADMIN REPORTS LOGOUT

My Subjects » Customer Service » Level 2 Diploma for Customer Sevice Practitioners » Recognition of Citv! ii
|ati d legislati ith isati - i = C
P ————— 1152101 Level 2 Diploma for Customer Service Practitioners Ity cm
QUALIFICATIONS Guilds | SmartScreen

Unit 202 Scheme of work

Customer Service

BUSINESS SKILLS

Session Objectives/learning outcomes Activities and resources Assessment
201
P e 1 = Be aware of the content of Unit 202 | Activities: Worksheet 1
GG e * Beabletolocate the SmartScreen | «  Discussion on the range of legislation and regulations that | Worksheet 2
3 hours webpage have an impact on customer service provision

» Completion of Worksheet 1
« Completion of Worksheet 2, Task 1
Presentation of PowerPoint 1 including equality legislation

Recognition of regulations and Learning outcome 1:

legislation within own 2794 Level 2 Diploma for Customer Servi iti 1.1 Identify the different regulations and video https:/www.youtube.com/watch?v=UcuS5glhNto
organisation 202 Recog n of regulations and legisiation |eg|s|;u09 that affect own o Discussion of all Iegislation
organisation « Discussion of customer charter examples
« Leamners to review worksheets in pairs and make any
Principles of business Introduction } amendments on basis of the other's experience and
m presentation
Contribute to a customer-focused Scheme of work v Resources:
experience
+ Sample lesson plan 1
= ™ + PowerPoint presentation 1
= = * Worksheet 1
Provide customer service EE3 | scheme ofwork (tutoronly) Wkl | Scheme of work (tutor only) + Worksheet 2
2 Recap previous session Activities: Worksheet 3
Manage customer expectations Sample lesson plan } « Review worksheets completed by learners during Session 1
3 hours Learning outcome 1: « Discuss any issues raised
207 = Discussion on customer charters, service level agreements,

1.1 Identify the different regulations and

Working in a sales environment PowerPoints w legislation that affect own i :’trh;;: :t;\gon;c;aga ;ggp %?::325 of practice
= organisation « Introduction of role play — Worksheet 3 (customer and
S . g employee briefs)

Working in an administrative 0

environment =l | PowerPoints
©2018 City and Guilds of London Institute. All rights reserved. Page 3 0f 9
Working in a contact centre

210

Muctamar conira nrincinlac
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Enhanced SmartScreen

Apprentice

journey

MY SUBJECTS ~ CENTREADMIN  REPORTS  LOGOUT
My Subjects » Customer Senvice » Level 2 Customer Service Practitioner

SUBJECTS

Customer service - Treating customers as individuals
Customer Service

|

BUSINESS SKILL
CUSTOMER SERVICE

Intermediate Apprenticeship in
Customer Semce

Advanced Apprenticeship in
Customer Senice

9794 Enhanced Level 2 Customer Service Practitioner

This package contains a complete set of learner-facing materials as well as tutor materials.

m 9794 Level 2 Customer Service Practitioner
Intermediate and Advanced These leamer-facing materials are based around the tasks in the Apprenticeship Training Manual (which are
Apprenticeship in Customer around the apprenticeship standard) but also contain video-based e-learning quizzes and knowledge content
Senice
leamers to work through independently. They are made up of
« dedicated content covering underpinning knowledge requirements
9794 Enhanced vering P 9 ge req  Finding out what they want

« structured tasks for leamers to complete

Level 2 Customer Senice :

Practitoner « over 30 video-based e-leaming quizes on key concepts and which give learner feedback
2794 Level 2 Diploma for Customer Service Practitioners
These tutor materials, which will be available in May 2018, have been designed to help tutors deliver either fro
non-mandatory qualification or directly from the apprenticeship standard. They offer

« comprehensive schemes of work
« detailed PowerPoints

« worksheets

« practice questions

« a skills scan to checklensure that each apprentice’s job description matches the programme.

9794 Level 2 Customer Service Practitioner

2794 Level 2 Diploma for Customer Service Practitioners

g skills

nd listening skills
m Developing self to achieve targets and goals availability of products

m Recognition of regulations and legislation within own organisation

m Principles of business € 1 have watched this video and want 1o take the quez
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Embedded assessment

Apprentice Provider
» Tracks progress and

* Motivates the apprentice, : :
giving them a sense of their enables the provider to give
progress. apprentices the support
they need.

» Gives the apprentice
confidence in the quality of * Help ensure focus on the
their training and feedback right parts of the standard,
to enable them to continue maximising productivity and
to develop. enhancing the quality of the
learning experience.

Employer

» Visibility of the
apprentice’s progress
against the standard.

Instills confidence that
they have well trained
apprentices.
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Qualifications mapped to standards

Embedding

assessment

Qualifications to support on-programme learning — now live

* Level 2 Diploma for Customer Service Practitioners (2794).
Lewel 2 Diplorms for Customer

- Mapped 100% to the Customer Service Practitioner standard. service Practitioners [2734-02)

« Mapping document available.

* Resources available on SmartScreen.
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Embedded assessment

8LACUST - Customer Service Practitioner (BLACUSTOMER)

67% NOT STARTED 15% STARTED

3% SUBMITTED &% OVERDUE

2% RETURMED 6% COMPLETED

Where a qualification is : Step 2
. y Course Evidence Registration Contact
nOt |nCIUded thel"e sa ‘Who would you like to giv
Personal
greater need for the V' e ELACUSTOMER - Customer Service Practitioner
. Rmcttioner Add Members. vV =)
continuous assessment
. 67% NOT STARTED 15% STARTED 3% SUBMITTED 8% OVERDUE 2% RETURNED 6% COMPLETE
and recording of
g 0 " , 1
ac h I evem ent ag al n St th e Personal Organisation Skills Gillian Harris
Description 1
iteri Customers.1 Customers.2
S t an d ar d to t r ac k r O r eS S The a_pprentu:e ha; met the criteria for the = ==
p g / g’"”‘”‘"g modulss in he Customer @ Issue Date When did s person receive this crecit? 1g your customers Understand wh YMErs are Understand the difference
. ervice Practitioner apprenticeship
pI’OVIde fGEd baCk and standard. 13032018 FR SIS RE T (TS between internal and external
o 0 o Yo le and bil customers
determine readiness * Porsonsl ogansaton il
« Presentation — dress code,
professional language Write testimonial here
for EPA.
Criteria

The apprentice has demonstrated the

following skills, knowledge and

behaviours from the Customer Service e BIETES NOT STARTED

Practitioner apprenticeship standard: e Tags

Organising, prioritising and monitoring

your workload Add recipient | Add 5 ata time
* Understanding oun role and Organisations Organisations.1 Organisations.2
. ;J;?Oenr:t?gcgtnhgetrshe impact of own - Understanding the organisation Know the purpose of the Know your organisation's core

““nowing own ;cargels and goals to business and what 'brand values and how they link to the
‘er against. o
"g\n self, prioritising own prom se' means service culture
ity and working to meet

NOT STARTED

Regulations Regulations.1 Regulations.2
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Maths and English — what can we offer?

Embedding

assessment

Qualifications
« Full suite of Functional Skills qualifications (3748).

» ‘Bite-sized’ maths qualifications (3847 and 3844).
» Can be used to support progression towards Functional Skills or GCSE.

Learning resources

 e-Functional Skills.

« Maths and English e-Toolkit.

* Functional Skills SmartScreen resources.

Workforce support
 Qualifications for literacy and numeracy practitioners.

» Specialist support, especially with maths and English integration.
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Tracking

" Apprentice - Provider A Employer

* Creating a structure : * On-going tracking helps
environment to ensure * An e-portfolio system to support the apprentice.

apprentices feel in control captures all the off-the-job :
of their learning. learning and apprentice « Easy to set up reporting
progression. for assessors, the

* Speeds up the process for _ apprentice managers.
assessors to review work; « All resources are in one

apprentices' can record place. « Collate statistics for
audio and upload videos board reports.
and written content quickly
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Embedding assessment and monitoring progress

with our flexible e-portfolio Tracking
progress
@ Quiality consultant (EQA)
_ Digital learning resources
Super user : include:
’ v’ logging and recording 20% off-
_ @ Internal verifier the-job S
I - v’ access apprenticeship training
‘ Learning manuals fully mapped to the
Guilds | Assistant standard
Emolover (B 8 v upload your own resources
ploy v apprentice tracking, monitoring

and reporting

v' showcasing and preparation
ASSEssor tools for EPA
digital consultancy

implementation
ongoing support and training and
development.

AN

Apprentices @
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e-portfolio — embedded resources

Tracking

Our Learning Assistant licence lets you have access to some of the most popular City & progress

Guilds apprenticeship training manuals for no additional charge.

Using this manual 4

How the Customer Service Practitioner programme works 6

Customer Service Practitioner standards 9

How the standards map to the tasks 16

Task progress checklist 18

Reflective practice — making the most of vour learning 19 g ::;::Wﬁ : B :::
Task 1: Induction part one — Understanding organisation types 29 0 . ——
Task 2: Induction part two — Understanding customer expectations 0 . .. —
Task 3: Creating a Personal Development Plan 51 0 e | [ns -
Task 4: Presenting a professional image 69 0 G reeme | x5 tersanad
Task 5: Using feedback from colleagues 83 ==z === @
Task 6: Organising, prioritising and monitoring your workload 93

Task 7: Using organisational systems and resources 107 Standard features in LA offer unigue benefits such as:
Task 8: Meeting legislation and regulations 17

Task 9: Treating all customers with equality and as individuals 135

Task 10: Interacting effectively with customers 147 v mobile app available on android and apple
Task 11: Providing a customer-focused experience 169 .

Task 12: Knowing your products and services 183 ‘/ prog ress traCkl ng

Task 13: Using digital media 199

Task 14: Improving your customer service offer 207 \/ LA Con nECt

Task 15: Dealing with conflict 221 v em bedded resources

Glossary of key terms 1 v' use for all vocational delivery.
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- Sl Wik | e
Capture 20% off-the-job -

Presentation Skills - elearning T raC ki n g

progress

* Apprentices and assessors can easily s 37 0l s 2
create contact diary entries and record e
their off-the-job training. e

actice the pace and timing:
« Spesk slewly and clearly
« Allow time for questions

On the Job Training Hours 0O . Minutes  ©

« Diary entries are date stamped and have T .
the embedded electronic signature of the P— e —
person who recorded the entry. Documents
and evidence can be uploaded as part of

. . Metrics & Print

the entry if required.
Displaying 1 to 10 o7 10 Entries [J Delete Copy X Close v
DATE CREATED DESCRIPTION CREATED BY ON THE JOB TRAINING 'OFF THE JOB TRAINING ACTION

° A appre ntlce’ em ployer Oor assessor Could 12 Dec 2017 Presentation Skills - elesrning Henry Smith (Candidaze) 0:00 115 View
be as ked tO aC k n OW I ed g e t h e e n t ry i 11 Dec 2017 Workplace Skills Training Anna Clark (Primary Assessor) 0:00 1:45 View

11 Dec 2017 Inhouse Training Anna Clark (Primary Assessor] !l 1:30 0:00 View

30 Nov 2017 recording of on the job learning Henry Smith (Candidate) 3:00 0:00 View

o Reports Can be accessed by the employer’ 31 0cr 2017 Element 102.1 Returned Anna Clark (Primary Assessor) ) 0:45 1:00 View
assessors and administrators on either pone Gork Prmay s ver

. - - - 21 Jul 2017 recording on the job Anna Clark (Primary Assessor] ) 3:30 7:00 View
individual apprentices or groups of
26 Apr 2017 webpage design Anna Clark (Primary Assessor) 1:00 0:00 View
appre ntl CeS ] 22 Feb 2017 Element 101.1 Returned Anna Clark (Primary Assessor] ) 7:30 5:30 View
09 Feb 2017 GLH recording Anna Clark (Primary Assessor] ) 40:45 36:15 View

Totals ©63:00 53:30
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End-point assessment preparation benefits

~ Apprentice y Provider \___ A Employer

» Gain confidence in areas . Gﬁgld gft%psgitl:?g ;ﬁftEEA . Successful preparation
like building a showcase, P leads to successful results

presentation and interview apprentice’s hard work is -
skills. properly demonstrated to the

assessor. « Apprentices provide us with
skilled employees for the
future of our businesses.

* Practical hints and tips on
how to prepare for EPA are
essential.

* Not preparing the apprentice
properly impacts our
success rates and potentially
our reputation.
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EPA preparation tool — helping your apprentice calmly

approach EPA

Personalised to
each apprentive
with up to six
hours of generic
content per
standard

Apprentices can
gain confidence
in areas like
interviews,
presentation
skills, writing and
exam revision

Organised by
assessment
skills most
relevant to the
apprentice
and to the
standard

How to perfectly present your portfolio at interview <

Wworked and) whest deie |

e ok o s v Haro are some quotes from studants aboss tholr portfaila Intarviews. thay cffer quick thoughts 10 1elp you get ready 1o shaw your portfolo af
expen shet you learnt ‘evidence. Cick the lsunch dumon on the lef 10 sccess this article. There are key take-sways on the Side-0ar cn the Jeft. they l give you usetu hints
oe e itegy that das) and tps about the piece of contert. The take-aways will OP UP In T8 chabCt for you 10 review, ecit and save.

[ SR e

Cit
IGZ:%% SmartScreen

My Subjects » End-point assessment preparation » Customer Service Practitioner

Ucas apalication

How to perfectly present
your portfolio at
interview

APPRENTICESHIPS

CG0483 Customer Service Practitioner

[HcliZ:XY Customer Service Practitioner

NFIDENC

SUBJECTS -
CG0231

End-point assessment Digital Marketeer

preparation

CG0483 CG0385-02
Hairdressing Professional
Barbering Route

EPA

preparation
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Six key steps to developing an apprenticeship programme

Ensuring readiness to deliver

Considerations for existing staff training and planning strategies when developing
apprenticeships programmes within the Trust

» Determine if staff require coaching or leadership and management training, to effectively
support and manage apprentices and assess knowledge and competency.

* Implement a strategy for training internal staff, mentoring and coaching City & Guilds can
help with this.

» Decide how to manage and monitor the apprenticeship programme, create, weekly training
plans, learner journeys and build in EPA planning and revision sessions.

* Ensure internal systems, facilities and equipment are in place as per the requirements of
the apprenticeship programme.
Check points:
» Do you require support with e-portfolio’s and Management Information Systems(MIS)?

» Does your MIS integrate across application program interfaces (APIs), which are tools that
make it possible to manage communication between programs?
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City & Guilds EPA service

Calibre and

. Smooth process
expertise of Preparation to

with clear

assessors pass first time structure

Manual for City & Guilds and ILM EPA Service

Catch-up on our recent webinar on the EPA booking
process and support on assessment methods

cye® | jlm

4 Ciey & Guilds Group Collaboration

Manual for the

End-Point Assessment Service

Wersion 1.0



https://www.cityandguilds.com/~/media/cityandguilds-site/documents/apprenticeships/manual-for-the-end-point-assessment-service pdf.ashx
https://youtu.be/JMEz_cSf8aU
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Preparation at the heart of our service

Key document for centres/customers/employers for the planning and

the standard
guidance on how to book EPA

EPA customer delivery of the apprenticeship.
packs for every
standard It will include:
Citys .
Guilds

Level 2 Customer Service
Practitioner (9794-02)

May 2017 Version 1.0

guidance on how to prepare for the showcase portfolio, practical
observation and professional discussion and how they will be
assessed — against relevant sections of the assessment methods
and grading criteria (annex)

guidance on examples of possible evidence
separate pack with recording forms.

We can also support with subject specific on-programme learning.

End-Point Assessment Pack Find out more at https://www.cityandguilds.com/apprenticeships/on-
For Centres/End-Point Assessment Customers/Employers p roq ramme- I earn | N q



https://www.cityandguilds.com/apprenticeships/on-programme-learning
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EPA exemplar material

Aimed at the assessor/tutor.

Easy to access.

Standard specific.

Best practice guidance for relevant EPA components.

Example:

Professional
discussion

Practical
observation

Showcase
portfolio

Guidance on how to

Examples of

. Guidance on a
evidence

successful
observation

present and what is
expected

Underpinned by overarching tutor notes to pull all the different elements together
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Results and resits

A~

{’ 7] Opemtional Delivery Gfficer

Statement of Achievement 2:::::::«13 C'G*Kn
- If the apprentice passes, then we will issue a ‘Statement of e

Achievement’ to the customer.
« We then claim the apprentice certificate from the Institute of
Apprenticeships who in turn, post certificates to the employer.

« If the apprentice fails, we will issue a formal notification and
feedback to the customer on which areas were failed.

* Book through Walled Garden on a component by component Cligs s
basis. =l W
- City & Guilds reopens access for the apprentice’s EPA portal 'ﬁ

record or gives them a resit course.
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Our EPA service

Simple pricing —two charging points:
« EPA registration fee — non-refundable £25 when the apprentice is registered for EPA on City & Guilds system
» EPA balance — paid after assessor enters results.

Our registration fee releases our EPA preparation tool and any related materials during the on-programme learning.
NHS Trust will of received nearly all of your funding by this point so helps cash flow.

No hidden charges — includes any third-party fees related to external quality assurance. Charged
after EPA

Month Month Month Month Month Month Month Month Month Month Month Point of
20 21 22 23 24 EPA Event

£25 REG SR £525
“ £30 £0 £0 £0 £0 £0 £0 £0 £0 £0 £0 £0
EPA registration fee £ EPA reservation request EPA event Balance £
® @ ®

EPA registration can be made at your discretion but has to be before EPA reservation




Our EPA service

Apprentices who don’t achieve their end-point assessment or a component of it will need to resit.

Resits are covered by funding to maximum 20% of the funding band.

Costs vary with each standard — our prices are on Walled Garden.

You need a reservation request for each resit — will be prioritised on a shorter timescale.

Any contract between employers and providers should say who's responsible for paying for any resits.

EPA reservation request EPA event Balance

EPA resit

_ EPA resit Balance
reservation request
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Our EPA assessors

« We've recruited over 100 high-quality assessors across a range of standards.

« Our assessors are industry experts.

» We train them to help apprentices feel relaxed and show their best in assessment.

Join our IEPA team

For a list of standards that we're recruiting in, visit our IEPA assessor page.

Sample from Senior Healthcare Support Worker IEPA specification

* Be occupationally competent and be a registered healthcare professional or have completed a Level 5
healthcare apprenticeship/relevant regulated Level 5 qualification.

« Have relevant occupational experience in a health or social care setting within the last two years.

« Be fully conversant with the standards and criteria being assessed.

Essential qualifications and experience:

« Aqualified and experienced assessor with an understanding and knowledge of the sector.

« Hold the qualifications or demonstrate current experience as specified in the assessment requirements.
» Experience of working with quality assurance processes and complying with regulatory requirements.


https://www.cityandguilds.com/apprenticeships/emerging-standards/independent-end-assessor
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Leading the way in EPA currently in 42 apprenticeship standards

30 7.500 800+

yegrs learners*
experience

learners

delivering this type organisation to registered to high-quality apprentices already
of assessment. deliver and issue take our EPA assessors recruited gone through our
apprenticeship and already and across a range of robust EPA events.
EPA certificates of growing weekily. standards and still
achievement. recruiting.

* Figures at June 2018
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Customer queries and general apprenticeship enquiries

Please contact apprenticeships@-cityandguilds.com

For end-point assessment email the team on
epa@cityandquilds.com

For more information on the new standards, our learning
resources (including demos), and how we can support your
business: directsales@cityandguilds.com

Keep up to date — register for email updates:

http://www.cityandquilds.com/what-we-offer/centres/email-updates

Register for event and webinars:
https://www.cityandquilds.com/apprenticeships/events-and-
webinars

Get involved in the developments of new apprenticeship
standards by emailing our product team through
apprenticeships@cityandquilds.com



mailto:apprenticeships@cityandguilds.com
mailto:epa@cityandguilds.com
mailto:directsales@cityandguilds.com
http://www.cityandguilds.com/what-we-offer/centres/email-updates
https://www.cityandguilds.com/apprenticeships/events-and-webinars
mailto:apprenticeships@cityandguilds.com
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Key contacts

Apprenticeships:

Tracey Kingsley - Strategic Account Manager —NHS tracey.kingsley@cityandguilds.com ‘
Alexandra O’Connor - Strategic Apprenticeship Manager — EPA alexandra.o’connor@cityandguilds.com

Industry Manager:

Geraldine Donworth geraldine.donworth@cityandquilds.com

Technical Advisor:

Paul Robottom paul.robottom@cityandquilds.com



mailto:tracey.kingsley@cityandguilds.com
mailto:alexandra.o’connor@cityandguilds.com
mailto:geraldine.donworth@cityandguilds.com
mailto:paul.robottom@cityandguilds.com
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Thank you, any questions?




