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Objectives of today
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This webinar is being recorded and will 

automatically be sent to every attendee 

no later than tomorrow.

• Overview

• WBP

• PD underpinned by portfolio

• Lessons Learned (LIEPA)

• Support

• Summary

• Q&A



Before EPA apprentices must complete:

Level 2 Award in Operational Delivery (principles)

Level 3 Certificate in Operational Delivery (advanced)

L2 Functional Skills qualification in English and Maths or equivalent (if they don’t already hold one)

Portfolio of evidence
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EPA Assessment Methods - 9717

Two assessment methods!

Professional 

Discussion 

(underpinned by 

a portfolio of 

evidence)

Work based 

project –

presentation 

and Q&A
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EPA must be completed within an EPA period

lasting a maximum of 6 months (beginning 

when the apprentice has passed the EPA 

Gateway)



Assessment Method 1

Work Based Project 
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• The project is compiled after the apprentice has gone through the Gateway Process.

• Project subject, title and scope must be agreed between you, the employer, and the apprentice
and submitted to City & Guilds  within 2 weeks after the Gateway process.

• The project cannot start until approved by an IEPA. If the proposal fails, it must be amended and
returned ASAP.

• The project must be completed and submitted to  City and Guilds within 18 weeks (but your
training provider might work to a shorter timeframe).

• The project report should be 2500 words.

• Work based project and presentation must represent the skills, knowledge and behaviours in the
Standard assigned to the project.

Work Based Project plus Presentation
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• The project cannot start until approved by an IEPA.

• If the proposal fails, it must be amended and  returned ASAP.

• Ensure the learner takes on board the IEPA feedback when amending the proposal

Work Based Project plus Presentation

© City & Guilds Limited



The Project should show:

• The project should cover all assessment criteria

• their use of different analytical development techniques in the workplace to identify and produce
key findings and judgements in assessments;

• how they identified gaps and opportunities for further analysis;

• how they engaged with clients, their own organisation and other interested parties and should
explain their own critical thinking in both their analysis and generation of their overall findings and
recommendations.

Work Based Project
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Planning is key! 

• Discuss project requirements

• Ensure they know the assessment criteria that need to be covered

• Once the apprentice passed the Gateway,  discuss and agree the project plan.   It should:
– follow the guidelines
– be achievable within the time given
– provide sufficient evidence
– is a piece of work that the team or department can implement!
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Work Based Project – best practice



Planning is key! 

• Make sure apprentices have access to resources

• Agree and allocate sufficient time to carry out all activities required.

– Remember, they have to have time to plan, carry out research and activities

• The provider/employer should read the project report and give constructive feedback!  Help the
apprentice to analyse the project and map the potential evidence against the KSBs of the
assessment plan.
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Work Based Project – best practice



Project report structure should include the following: 

➢ Introduction (covering scope of the project and title)

➢ Background (providing a summary of the reasons for undertaking the project)

➢ Aims and objectives

➢ Research and methodology

➢ Outcomes (providing a review and analysis of the apprentice’s research which would include
discussions and feedback from stakeholders)

➢ Business implications (the impact of the proposals on the business/considerations to take into
account after discussions with stakeholders)

➢ Recommendations (proposals for implementation)

➢ Conclusions (review success measures and reflect on own performance)

Work Based Project Guidance

© City & Guilds Limited



Examples of Project Themes 

The themes below are high level suggestions.

This is not an exhaustive list - apprentices can draw from experiences within their own department and 
team.   You, the line manager are a key person to help find a suitable project based on the objectives and 
workload of your team/section/department.  

Use this opportunity to ask your apprentice to conduct a piece of work that will be directly beneficial to your 
organisation!

The titles below are examples only.  The project proposal submission sheet needs to be completed in order 
for the project to be approved.

Work Based Project Guidance
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Process improvement projects could be based on areas 

such as:

➢ Ways of sharing good practice

➢ Streamlining/standardizing processes

➢ Upskilling staff and customers on technology

Delivery of service projects could be based on areas 

such as:

➢ Issues relating to modes of delivery e.g. face to 

face/remote

➢ Customer service for people with social needs

© City & Guilds Limited

Communication strategy projects that impact on 

customers such as: 

➢ internal/external communication

➢ working with/in the community

➢ working with stakeholders

➢ information collection and dissemination.

➢ Matrix working projects to provide service or support

to customers such as:

➢ improved collaboration across

teams/departments/organisations 

➢ multi-agency working.

Work Based Project Guidance

Examples of Project Themes 

Further examples can be found in the EPA pack



The presentation will be based on the project and provide an overview of the project e.g.

• based on a need to solve a work-based problem

• to review an aspect of working practice

• to introduce a new way of working

Presentation will last for 15 minutes (+10% at the discretion of independent assessor) 

There will be a mandatory 15 minute Q&A session (+10% at the discretion of independent assessor) 

Work Based Project plus Presentation
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Documents to 

Support

Exemplar – Completed work based 

project submission sheet
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Assessment Method 2

Professional Discussion 
underpinned by 
Portfolio of Evidence
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Portfolio of Evidence Guidance

Work Performance evidence must be the main form of evidence gathered for the apprentice’s portfolio.

➢ Consistent performance (different examples of performance required that show consistent performance at work)

➢ reflective accounts and self-evaluation are not to be used

➢ why has the evidence been used

➢ Authenticated by a credible person

➢ Evidence must show personal development throughout the whole period

➢ Provider & manager’s, appraisals and reviews can be included to demonstrate progression

➢ Evidence of projects, initiatives, working with other teams to share/obtain new skills can be used

➢ written, audio, and video formats
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Portfolio of Evidence Guidance

Examples of evidence Types:

➢ Planning, e.g. how they plan workload, target setting, achieving goals

➢ Personal Development records - feedback from managers,  CPD and how they continuously improve

➢ Reports or Documents - respond to customer’s needs, solve problems through action logs, case notes etc

➢ Minutes of meetings with line managers, peers, stakeholders

➢ Evidence of customer interaction (internal and external) e.g, correspondence /records of meetings

➢ Evidence of where they have shared good working practice (formal or informal methods)

such as peer group discussions, team meetings

➢ Observations/Witness testimonies (providing quality customer service, quality of advice given)

➢ IT systems e.g. filing and information retrieval, selection and use of IT applications, correctly applying

security measures, reporting faulty equipment

Apprentices can produce evidence from their own job role – this list is not exhaustive
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Portfolio Structure 
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Typically the portfolio structure could be along the lines of:

• Title page – Learner name – employer ENR number

Contents page

• Mapping document to the standard with Case study/Evidence Set number – suggested around 6 to fully

cover the standard.

• Evidence sets often contain a written report and screen shot evidence/witness testimony but there are

different types of evidence that can be added.

Evidence Set 1 (e.g. dealing with a customer complaint)

Evidence Set 2 (e.g. meeting a customer requirement)

Evidence Set 3 (e.g. training and development)

Evidence Set 3 (e.g. probation review )

Evidence Set 4 ( e.g. processing a customer claim)

Evidence Set 5 (e.g. supporting a customer with a specific need)

Evidence Set 6 (e.g. working with colleagues to achieve a project outcome)



Professional Discussion - Guidance

➢ Structured discussion between Apprentice and Independent End Point Assessor

➢ Minimum of 60 minutes (10% tolerance above 60 minutes)

➢ Learners may be able to apply for further time under the Reasonable Adjustments policy if this is

evidenced prior to EPA

© City & Guilds Limited



EPA Grading

■ Distinction, Pass or Fail

■ Apprentices must pass both assessment methods worth 50% each to achieve a pass for overall

grading

■ Apprentices must achieve distinctions in both assessment methods to receive a distinction for

overall grading

© City & Guilds Limited



Lessons Learned so far

A Lead Independent Assessor’s 
overview

© City & Guilds Limited



Why are learners not achieving a distinction grade? 

Showcase Portfolio – lessons learned.

The pass descriptor says,

“A pass grade is an indicator there were aspects of the standard and evidence (in respects to 

quality, range, selection and depth) which could have been developed further” 

Key areas where this is the case:

• Customer service. There needs to be a clearer understanding of internal and external customers. This

is a challenge with telephony, but the apprentice has to provide compelling evidence that the customer

is the focus of all they do. They need to show how they provide customer service to the most in need

and vulnerable.
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Why are learners not achieving a distinction grade? 

• Managers evidence must be verifiable. The names and signatures of managers and their role etc

should not be removed.

• Changing descriptor wording -

It is becoming the norm that apprentices give an explanation as to how they have met the standard often

in a statement at the end of each evidence set or in text boxes throughout the portfolio. They often just

change some of the wording the in the standard descriptor. We cannot verify many of the statements

made. For example: “2.2 – I work on the telephones giving support to a diverse range of customers who

come from different communities, have different needs, rights, expectations.”

• 2.2. Customers - Understanding the diverse range of customers and communities, and their needs,

rights and expectations, from individuals to the biggest multi-national businesses

© City & Guilds Limited



Why are learners not achieving a distinction grade? 

Project- Lessons Learned

• Projects must show the impact (actual or perceived) they will have on customers (internal and

external).  Too often this is weak in respects to the external customer.

• The basis of research must be provided, such as research in the form of data gathered or if quantitative

research is not undertaken, other types of research must be explained (e.g. a review of specific policies

and procedures).

• Reasons for decisions should be given. What were the other options for consideration?

• Evidence of planning is often weak. Remember it should be included. The project plan allows for this,

but it is not often completed fully.

© City & Guilds Limited



Why are learners not achieving a distinction grade? 

• Apprentice’s job role is key to meeting KSBs .  If the job role is limited (eg due to Covid-

19), think how you might carousel into different roles e.g. to deal with different types of

customers, not only on phone, perform additional tasks, take part in various work

streams etc.

• Projects not always relevant to apprentices job role. Although this is allowed it does

seem to make it more difficult to meet Knowledge Skills Behaviours that are key to the

Standard

• legislation, policy and procedure is weak. Often there is little reference to these. Whilst

this is inferred it is not explicit in name or application.
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City and Guilds Documents 

Supporting
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Documents to support
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https://www.cityandguilds.com/qualifications-and-apprenticeships/business-

skills/business-admin-and-public-services/9717-public-service-operational-

delivery-officer-version-2#tab=documents

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


Documents to support – Exemplar material
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Summary

• Two assessment processes in 9717 instead of four in 3817

• Both assessments are equally weighted and can be taken separately

• The gateway process is managed by the EPA team as before, but the first change is project approval

• The project proposal is considered by the IEPA and approved or rejected

• The Apprentice will commence the project after gateway and once the approval has been given by the IEPA

• The Showcase Portfolio is now a Portfolio of evidence

• The portfolio has allocated KSBs (Knowledge, Skills and Behaviours) different from 3817 where previously the SCP covered all of
them.

• The Portfolio is reviewed (as before) to consider how the KSB (Knowledge, Skills and Behaviours) are met

• The project is not reviewed to give a grade but is reviewed to identify questions

• The project is supported by a presentation within the second part of the assessment and questions asked ensuring the KSBs are
covered.

• Do not include reflective accounts!



Q&A, 
Thank 

you


