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Upcoming webinars

Customer Service Specialist - April 2022 (Date TBC)

Past webinar events

We have done a variety of live webinars and all of them are recorded and saved on our website. These
include Customer Service Specialist & Practitioner, Business Administrator and Public Service Operational
Delivery Officer.

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

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

Apprenticeship support & updates
Have you got the most up to date resources and handbook?
Check out our website to make sure you have.

https://www.cityandguilds.com/qualifications-and-apprenticeships/business-skills#tab=apprenticeships

Apprenticeship points to note

A quick reminder that it is a requirement that all learners must show photographic ID to the IEPA prior to
an EPA starting. We would appreciate it if all providers could ensure all apprentices are reminded of this in
preparation for their upcoming EPA.

Customer Service Specialist Level 3 (9494)

Have you downloaded our exemplar project proposals? These are available via our EPA Pro platform and
give exemplar project proposals showing how they have been mapped to the KSBs.

Look out for 6 new project proposal exemplars due to be released shortly. You can locate these on EPA

Pro.
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Important Update: Level 3 Business Administrator (9473)
N

Please ensure that you have the latest version of the Assessment Plan AP03. All learners with an ILR start

date of on or after the 10" September 2020 must register on the POS 9473-22.

Level 3 Business Administrator (9473-22) Exemplar materials now available on EPA Pro.

Level 3 Business Administrator (3473-22 AP03)
EPA exemplar materials

What is a portfolio and what should be in it?

Overview notes and guidance

Cit;
Glics

What is a portfelio?

A portiolo is a collection of work that provides an insight into the range of tasks the apprentice.
has been involved with during their apprenticesnip.

Evidence that might mest the range of assessed criteria should be collected right from the start
When deciding what should be included in the portiolio, pieces that are holistic and cover more
than one area of the competencies required will be the most effective.

What will the portfolio look like?
The portfolio should be 8-25 pages long and should highiight the tasks that have been compieted
inthe workplace to develop the apprentice's knowledge, skils and behaviours (KSBs). It should
contain the best exampes of the work carried out and there is no need to includs lots of examples.
ofthe same thing. One piece of work may well mest the requirements of mutiple KSB areas.

The apprentice should have the portfolio with them at end-point assessment (EPA) for Business.
Administrator. The portfolio shouid include a tile page, a contents page and page numbers so
that the evidence is referenced and can be referred to easily during the interview. Evidence
should be clearly cross-referenced to the full range of KSB being tested, 50 that the apprentice:
an support the answers they give with good examples of their experiences in the workplass.
The portfoio itself will not be directly assessed for this standard. It provides a structure and
context for the portiolio-based interview. The interview explores the evidence in the portfolio so
that the apprentice can demonstrate their understanding and how they have applied their
acquired KSBs.

Examples of the types of evidence the portfolio could contain
= Reflective account - refiection is important in a portiolo as it allows the apprentice to
cansider carefully what they have carried out in the workplace and how well they have
done it A reflective account allows the leamer o reflect on the tasks they have carried
out, how, why and when they did so, and to cxplain the evidence they are presenting in
ther portfolo.
Product evidence — products can be varied, and the product evidence presented will
depend on the occupational area. While in some areas it may be a physical product, in
Business Administrator it will include letters, emails, spreadsheets, minutes from
meetings, examples of financial processes or performance development plans.
Observation —an observation is where the apprentice will be abserved in the workplace
by the employer, or assessor, eamying out a naturally oceurring actvity. This observation
Wil be a statement of what has been seen. This observation can be written or recorded.
Confidentiality and data protection requirements must be adhered to.
Witness testimony — can be in many forms. It can be in wiiting or a regording and again
confidentiality and data protection requirements must be adhered to. It is where a witness
wil provide an account of what the apprentice has done in their job role. Its likely to
confirm the authentieity o the evidence of reflective account presented by the apprentice
in their portolio. A witness. can range from a manager to a customer and will vary
according to the ocoupational area.

Level 3 Business Administrator (9473-22 AP03)
EPA exemplar materials
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What to expect during the Level 3 Business Administrator
end-point assessment

Overview notes and guidance on preparation

What is end-point assessment (EPA)?
The purpose of the EPA is to test that an apprentice is fully capable of doing their ob before they
receive their It helps.
leamed can be applied in the real worid
In order to gain their spprenticeship certficate in Business Administrator Level 3, the apprentice
must pass three assessment

« the knowledge test — multiple-choice online test

« the projecimprovement presentation

« the portiolio-based interview.
Addtionally, they will ned to have achieved Level 2 Mathematics and Level 2 English
qualifications (or relevant equivalent) before taking their EPA
Details about each of these assessment methods can be found in the accompanying documents
in this City and Guilds resource.

Common abbreviations and what they mean
+ EPA— End-point assessment the independent tests conducted at the end of an
apprenticeship ta confirm competence in their job role
- IEPA nt Assessor: the. inted by City and Guikds to
conduct the projectimprovement presentation and portfolio-based interview assessments
+ KSBs — the areas of knowledge, skills and behaviours that will be tested at end-point
assessment
= AP03 - the latest assessment plan for Level 3 Business Adminisirator (for apprentices
starting from September 2020).

Useful documents
« City & Guilds EPA pack and Mapping of assessment methods criteria document
cityandguilds. com/qualincations-ar renti business:

Ditps:irvww,
shils/business
ndpoint assessment#
Business Administrator Level 3 assessment standard:

nitos
- Business Administrator Level APU3 _for ing from
September 2020:
o instiute o dmin 13 ap-for

tips:i
‘publication_100920.pdf

Practical preparation for EPA
After atleast 12 months on the apprenticeship programme, everyone involved should start to
think about EPA and what itinvoives.

Ideally, the knowledge test wil be complted before geing on to the other two asssssments.

*New 2"¢ sample knowledge test now available on EPA Pro

In order to access the new sample knowledge test you will need to log in to EPA Pro. Click the ‘Support
Materials’ section in the left hand column, then scroll down to ‘Sample tests’
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Checklists
EPA Preparation Resources
EPA pack
Recording forms
Sample tests
LIEPA reports
Exemplar materials
EPA handbook

Useful Links

eparrO

File

File (I 2129-12 MCQ-Sample Paper

N e

File

[CI 2086-11-12 EPA knowledge test sample paper

(T o473

301_Business_Administrator_Sample_Question_Paper_2

£ sample knowledge test (6090-50 Level 3 Refrigeration
air conditioning and heating pump engineering technician)

Q & 0 @

Professional Knowledge test.

Dominic Green ~

This is a sample of the end-
point assessment paper to
use with apprentices as a
mock paper of a practice
synoptic project.

150772021
15:00

This is @ sample of the end-
point assessment paper to
use with apprentices as a
mock paper. The pack
includes the paper, the mark
scheme and a mark sheet.

01/11/2021
10:45

This is a sample of the end-
point assessment paper o
use with apprentices as a
mock paper. The pack
includes the paper, the mark
scheme and a mark sheet.

10/03/2022
10:32

This is a sample of the end-
point assessment paper o
use with apprentices as a
maock paper. The pack
includes the paper, the mark
scheme and a mark sheet,

19/11/2021
11:49
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You can also find lots of ‘How to’ videos and tutorials on our EPA Pro platform

EPA Dispensations

The Witness Testimony dispensation introduced by IfATE is currently active within the Customer Service
Practitioner & Specialist EPA. However, IfATE will be switching this off on June 30t 2022. We appreciate
that switching off the dispensation and returning to observations is a concern for many employers,
providers and apprentices.

We are currently exploring whether the IfATE dispensation could be extended and speaking with the
relevant stakeholders to discuss further. We will update you as we hear more.

EPA Guidance & Support

Don’t forget we have a collection of user guides, documents, webinars and videos to support you
through every step in your EPA journey on our website.

Our 8-Stage EPA journey with City & Guilds and ILM

Our new guide to the EPA journey will walk you through each of the 8 stages of EPA, from choosing an end-
point assessment organisation (EPAO) through to results and certification. Split into the eight key stages of
EPA, it aims to give you clear guidance of what you need to do and where you can get support and more
information at each stage of the journey.

Download >

We also have some useful documents which you can download regarding the various platforms we use.

Uploading gateway evidence
Please find a short guide to submitting evidence for gateway.
Download the guidance >
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https://www.cityandguilds.com/-/media/cityandguilds-site/documents/apprenticeships/city-and-guilds-and-ilm-the-8-step-guide-to-your-epa-journey-pdf.ashx?la=en&hash=AD39898AA25742E504CFFBD3D5B2CD24CA53C330
https://www.cityandguilds.com/-/media/cityandguilds-site/documents/apprenticeships/submit-evidence-button-pptx.ashx?la=en&hash=8BD07453F133DC8646A6094632A67EB1FD5C2947
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GoToMeeting — customer guidance for remote assessments

For anfEPA which includes remote assessment, such as a professional discussion, presentation or
interview, our IEPA will use GoToMeeting to facilitate the assessment. This guidance document explains
steps you will need to take prior to the remote assessment and what to you will need to do on the day of
the assessment.

Download >

e-volve centre user guide

e-volve is our platform for apprentices to sit tests and exams securely and easily. This user guide includes
all you need to manage on-screen assessments.

Download >

EPA how to book evolve

A short guide on how to place online exams / evolve assessments for City & Guilds End Point Assessment
learners.

Watch >

EPA Pro

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

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

Top three reasons for EPA Pro:

Simplified and streamlined — We've simplified

all aspects of EPA delivery from registration to evidence upload and exam booking through to results and
certification, reducing the administration and allowing you to reach EPA success sooner.

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

Fully supported — EPA Pro centralises your EPA support from City & Guilds and ILM, giving you a single
platform where we help manage and improve your EPA experience.

For further information check out our website here:
https://www.cityandguilds.com/apprenticeships/endpoint-assessment-service
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https://www.cityandguilds.com/-/media/cityandguilds-site/documents/apprenticeships/gotowebinar-customer-guide-for-remote-delivery-of-epa-pdf.ashx?la=en&hash=A578ED18D3F4E5E17F6203EE6BA742BFF8C64AE3
https://www.cityandguilds.com/-/media/cityandguilds-site/documents/delivering-our-qualifications/remote-invigilation/e-volve-exam-booking-guide-pdf.ashx?la=en&hash=EED0FCCF6A3C518981B2CDE33877B65BA35D67E4
https://youtu.be/C3kEkbQ6hjA
https://www.cityandguilds.com/apprenticeships/endpoint-assessment-service
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EPA Pro has now been populated with support resources relevant to specific standards. The screenshot

below shows where these are located.

Gurs | we e
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E Support Materdals .- .
= [ 715 wrsaa )
- New EPA Pro relsase is now live
A by Loma Tyrtania | st Mar 2021
Checkiists

ERA Praparation Resources
EPApack

Recording forms
Sarple tests
LIEPAreports
Exemplar materials
EPA hanchook

Useful Links

Sample synoptic project
Gataway Support
Synaptic project packs

The latest release of unctionality in EPAPro is now live, chack out th release notes link under Support Materials! Useful links 1o leam more

You can also download and watch various videos to support you including how to make an assessment
booking and support you in creating and uploading Apprentice bulk uploads and troubleshooting any
errors you may encounter. See your EPA Pro for access. If you haven’t got access your Exams team should
be able to support you by creating a secondary user account.

we¥ | lm

Ci
Gu

EPA Pro User Help ~
A City & Guilds Group Collaboration Type Title Description Updated  View
LI Assessment . )
) A short guide to help you navigate the updated Assessment ~ 22/04/2021
. - File Progress Area - Update )
Planning e ) Progress Area in EPA Pro. 20:00
Help Guide
Support Materials ~ Creatin
o : m & An exemplar file for the creating apprentice bulk upload 16/02/2021
Flle Apprentice Bulk Upload rocess, showing mandatory fields etc and example data 18.04
View Exemplar Template P ’ € Y P '
Welcome pack L&) Creating A helpful guide to support you in creating and uploading 17/02/2031
File Apprentice Bulk Apprentice bulk uploads and troubleshooting any errors you -
Erediiss Uploads Guide may encounter. )
; File (£ customer EPAPro Guidance document to support customers with the changes  01/03/2022
PR PRV (S update March 2022 added to EPAPro 23:29 L
EPA pack - LI EPA Assessment  Short video to guide you through the assessment booking 08/11/2021
en
Booking Process process in EPA Pro. 11:02 p
Recording forms A short video tutorial demonstrating how to check, amend
' CED EPA Pro - and confirm your expected EPA date to allow more accurate  22/11/2021
Sample tests File ) )
Updating Gateway Date reporting and to ensure we can support your EPA events 15:28
taking place.
LIEPA reports -
EPA Pro video tutorial demonstrating how to cleanse data of
, (D) EPA Pro Data ) - 09/11/2021
e a P R O~ File withdrawn or cancelled EPA apprentices to keep your data
Cleanse 12:29
Devetoped sy Carsilltech accurate.
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Management & Administration T Level

Since our last newsletter we have been extremely busy

04.02.22

behind the scenes. We have held lots of webinars 010322
regarding the Core elements of the TQ as well as the

Occupational Specialisms and how they are assessed. If

you missed any of these webinars head over to our
dedicated T Level web page and listen to the recordings
here.

Our TQ specification is no longer in draft format and can
be accessed here

T Level Technical Qualification in
Management and Administration

First teaching from September 2022
Version 1.0

New Management & Administration Landing Page

Citygg‘ E

Our very own dedicated Management & Administration TQ QG,E"IE!E

webpage is now live. Here you can access a variety of M [ Sumimcanons | AFFRENTCESAPS  TECHNCALS IS QUALFCAT
documents such as the qualification handbooks, centre CuALTICATONS BPLANED
guidance, marking grids and sample assessment materials B G B ) (T AR R S T IR
for the Core including the exam & Employer Set Project as T Level Technical Qualification in

well as for the three Occupational Specialisms. The City & Management and Administration (8715)

Guilds POS code for the Management & Administration TQ

; INFORMATION DOCUMENTS
will be 8715. [ == ]
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https://www.cityandguilds.com/tlevels/events
https://www.cityandguilds.com/-/media/productdocuments/business_skills/business_admin_and_public_services/8715/centre_documents/8715_technical_qualification_in_management_and_administration_specification_v1-pdf.ashx
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Assessment Materials

8715-30 Core

8715-31 Business Improvement

8715-32 Team Leadership and Management

Guide Standard Exemplification Materials

MA Practical Assignment Team 2MB
Leadership Management GSEM 03 Feb ()
Distinction v1-0 pdf 2022
MA Practical Assignment Team 1MB . . . .
Loadership Mangement GSEM Pass 1 03Feb  ©) We have also provided you with various GSEMS (Guide
Opef 2022 e . . . .
Standard Exemplification Materials) The aim of these materials
is to provide centres with examples of knowledge, skills and
8 Manc 4 PractialsigrmercTeam 10 o understanding that attests to minimal threshold competence.
eadership and Management Candidate Jan
Peck semple 10t e These are available for both Pass and Distinction for all of the
8] M and A Practical assignment Team 2MB . R .
Loadership and Menagement Certre ot O Occupational Specialisms. Click here to access these documents
Guidancs Sample v1-0 pdf 2022 .
B M A Pracion saigmmarnt Toa 1M and download. We also have sample Core exams which are
e S situated on the same page.

Employer Industry Board

Through our Employer Industry Board (EIB), we are working with a group of employers and industry to
design and develop the T Level Technical Qualification specification and assessments for the Management
and Administration to ensure the qualification is fit for purpose and meet the needs of the industry.

Visit the Employer T Level dedicated webpage for more information on our EIB boards.

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

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

Update my email preferences Sign-up for T Level updates

We are constantly releasing new dates for centres to ask questions around the Management &
administration T Level. If you wish to book on to these two way sessions (there are limited places available)
do look out for them on our dedicated T Level events & webinar web page.

Please note that all events & webinars are ONLY for ESFA eligible providers who have been approved to
deliver T Levels.
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https://www.cityandguilds.com/qualifications-and-apprenticeships/business-skills/business-admin-and-public-services/8715-t-level-technical-qualification-in-management-and-administration#tab=documents
https://www.cityandguilds.com/tlevels/employers
https://www.cityandguilds.com/tlevels/events
https://email.cityandguilds.com/t/1LRT-733JX-R3M2FL-488GSA-1/c.aspx
https://email.cityandguilds.com/t/1LRT-733JX-R3M2FL-488GSB-1/c.aspx
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New phone numbers for our centre and learner support team

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

. The new number for our Centre Support team is 01924 930800.
J In addition, the new Learner Support number will be 01924 930801.

Email: centresupport@cityandguilds.com

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

Meet the Team
The Business Skills Team
Dominic Green

Technical Advisor — Business
dominic.green@cityandguilds.com

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

We are pleased to welcome and introduce Karen Murphy Ryan to the Business Skills team. Karen has
joined us as Industry Manager for Business Skills with a focus on the T Levels.

Karen Murphy-Ryan
Industry Manager — Business Skills
Karen.Murphy-Ryan@CityandGuilds.com

Karen worked in a range of provider account, partnership, relationship, quality and employer service
management roles in the ESFA/National Apprenticeship Service and its predecessor bodies for many years.
In 2014 Karen moved into the apprenticeship delivery world holding both curriculum and apprenticeship
management and director positions in private providers and Further Education colleges before joining City
and Guilds as an Industry Manager focussed on the Management and Administration T Level in 2020.

Your first point of contact for all technical queries would be the Technical Advisor for the business sector.
Alongside our Technical Advisor, support can be found from our Industry Managers, Mandy Slaney and
Karen Murphy-Ryan.

Karen supports centres with regards to employer engagement and T Levels. Karen provides T Level updates
to employers to help them understand the T Levels and how they can get involved with future reviews and
developments
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Keep in touch and up to date

Tell us what you think

All about Business is a newsletter that brings together all of the key developments
from City & Guilds relevant to skills learning across England, Scotland Northern
Ireland and Wales. It contains updates on the range of teaching and learning
resources we offer, plus relevant public policy or other information we think you might be interested in.

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

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

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

Thank you for your continued support.

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

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