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All about Business & ILM
Prison Sector, Issue 2

A newsletter from City & Guilds Group
on education updates in both the
Business and ILM sector for prisons.
Welcome to our second prison focused
newsletter for both the Business and ILM
Sectors. Business and ILM are closely aligned
and provide a natural progression route for
learners wishing to improve their knowledge
and skills via qualifications. This issue will
focus on all things Business and ILM.
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Meet the Teams
Business Development Manager (MoJ)
Kevin Wilkinson
Business Development Manager
kevin.wilkinson@CityandGuilds.com
The Business Team
Dominic Green
Technical Advisor – Business
dominic.green@CityandGuilds.com
Mandy Slaney
Lead Industry Manager – Business
mandy.slaney@CityandGuilds.com
The ILM Team
Karen Egan
Technical Advisor – ILM
karen.egan@I-L-M.com
Jill Hansen
Technical Advisor – ILM
jill.hansen@I-L-M.com
Joseph Ballantine
Industry Manager – ILM
joseph.ballantine@I-L-M.com
Your first point of contact would be the Technical Advisors for the relevant sector. Alongside our
Technical Advisors support can be found from our Business Development Manager, Kevin
Wilkinson. Kevin focuses on the Ministry of Justice and is more than happy to support with sales
enquiries.
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A sample of our business offer
Our business offer is very popular with the prison sector. It can give a fantastic starting point for
many offender learners and offers the basic skills and knowledge required to find employment
upon their release. Of course, many require up skilling and can build on previous experience. We
also have a range of qualifications to suit higher level learning.
Customer Service
Many prisons focus on Customer Service qualifications as well as Business Administration. Below
is a brief overview of our most popular qualifications in these areas suitable for the prison sector.
Customer Service Foundation Learning (4411) - Entry 3 & Level 1
At entry level 3 a learner maybe looking to work in
the customer service industry but currently has no
knowledge and experience. At Entry level 3 they will
develop their basic customer service knowledge.
Progression can then be upwards to level 1.
At level 1 a learner will have some basic knowledge
but no previous experience. They will be looking to develop their skills to work in the customer
service industry. Level 1 allows learners to develop their knowledge and demonstrate their
customer service skills.
Depending on which units you choose, learners will cover areas such as:
•
•
•
•
•
•

Legislation, regulation and procedures to follow in customer service
Working in customer service
Understand how to deal with queries and requests
Communicate customers problems with others
Handling telephone calls from customers
Communicate effectively with customers.

For further information visit our website: https://bit.ly/CGCustServ4411.
Customer Service (4417) - Level 2 & 3
This qualification is for those learners who wish to
progress from a level 1 qualification or have a
previous knowledge and skill set they wish to
develop further.
While completing this qualification, the learner will
cover areas such as:
•
•
•

Understanding the principles of good customer service
Meeting and greeting customers
Supporting the customer service environment.

SmartScreen is available for this qualification and can provide sample questions, schemes of work
and lesson plans.
For further information visit our website: https://bit.ly/CGCustServ4417.
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Customer Service (4430) - Level 1 to 4
This qualification is quite specific and is only
available to learners who have access to work
or simulated workplaces. This NVQ comes in
either a certificate or diploma sized qualification
and can be studied from levels 1 to 4.
Depending on which level you take, you'll cover
areas such as:
•
•
•
•
•
•

Communicate using customer service language
Follow the rules to deliver customer service
Maintain a positive and customer-friendly attitude
Deal with customers face to face
Do your job in a customer friendly way
Organise the delivery of reliable customer service.

To gain an NVQ, you need to show you've got a particular set of skills. You usually work with your
training provider to review your current skills and find the best way to gain new ones - perhaps by
trying new things at work, or by studying.
NVQs are assessed at work or in a simulated workplace. For each unit your assessor watches and
asks questions as you perform a task, or looks at a portfolio of work that you've built as formal
evidence of your learning. Then they confirm you've got the skills to do the job well.
For further information visit our website: https://bit.ly/CGCustServ4430 .
Which level is right for me?
•

Level 1
o You are new to customer service, and are looking to gain basic knowledge,
understanding and experience of dealing with customers.
• Level 2
o You have some experience in customer service and are able to handle more difficult
customers. You are looking to improve your own skills and to become more involved in
making improvements to your team's level of customer service.
• Level 3
o At this level, you are able to respond to customer issues at a strategic level, suggesting
improvements to customer service strategy and helping in their implementation. You may
also have significant responsibility for delivering internal and external customer service in
your team or organisation.
• Level 4
o You are responsible for developing and implementing customer-service strategies for
your team, department or organisation. You're looking to develop the skills needed to
manage and resolve challenging issues raised by customers.
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Business Administration
Business and Administration (4428) - Level 1 to 4
NVQs in Business and Administration are for
people who want to work in administrative
support roles in public or private sector
organisations, or people who want to improve
their administrative and supervisory skills.
These flexible qualifications can be tailored to
individual learners’ and employers’ needs – no
matter what industry they are in.
At Level 1 you will learn how to carry out everyday administrative tasks.
Level 2 will help you gain practical know-how in providing routine and more complex administrative
support.
At Levels 3 and 4, you can build on your achievements to gain greater technical and managerial
skills, as well as supervising others and contributing to the wider strategy of your organisation or
department.
To gain an NVQ, you need to show you've got a particular set of skills. You usually work with your
training provider to review your current skills and find the best way to gain new ones - perhaps by
trying new things at work, or by studying.
NVQs are assessed at work or in a simulated workplace. For each unit, your assessor watches
and asks questions as you perform a task, or looks at a portfolio of work that you have built as
formal evidence of your learning. Then they confirm you've got the skills to do the job well.
For further information visit our website: https://bit.ly/CGBusAdmin4428. SmartScreen is available
or this qualification.
Which level is right for me?
•

Level 1
o You are just starting out and want to learn how to carry out basic administrative tasks.
You need everyday skills, including handling mail and working and communicating with
others.
• Level 2
o You are in a junior role and want to develop your skills to become a future team leader or
business manager. You need practical knowledge of more complex administrative
support, perhaps supporting meetings and events or retrieving information
• Level 3
o You have some knowledge and experience of administration systems. You want to
develop your skills to implement and monitor administrative procedures and systems,
perhaps to move into a management role.
• Level 4
o You deliver administrative support services and contribute at a strategic level. You may
lead or manage a team, or want to move in to that role. You need a range of
administrative and management skills such as budget management and promoting
innovation.
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A sample of our ILM Offer
We offer a range of qualifications which can be delivered in a prison setting, including our
Leadership & Management and Coaching & Mentoring suites of qualifications.
Leadership & Management
Level 2
•
•

Award & Certificate in Leadership and Team Skills
Certificate in Team Leading

This qualification is designed for new and aspiring team
leaders – get an in-depth introduction to the role and its
responsibilities. This is a nationally recognised qualification.
Level 2 is an entry-level/first line management position, job
roles associated with this level are generally supervisory roles
with responsibility for small/medium teams.

Level 3
•

Award, Certificate and Diploma in Leadership & Management

This qualification is ideal if you are have management
responsibilities but no formal training, and are serious about
developing your abilities. It’s particularly suited to practising
team leaders seeking to move up to the next level of
management, and managers who need to lead people through
organisational change, budget cuts or other pressures
Level 3 is a step up from entry-level management and usually taken by those candidates looking
to progress and develop their management career. Job roles associated with this level are usually
around the Team Leader role, or those managers looking to progress from a Team Leader role
into the next level of management.
Level 5
•

Award, Certificate and Diploma in Leadership & Management

This qualification is designed for project managers, department
heads, and other practising middle managers. Develop your
skills and experience, improve your performance and prepare
for senior management responsibilities.
Level 5 is for a higher-level manager, operational or
departmental manager. Being at level 5 the content within qualifications at this level goes into a
greater level of detail and depth than those at levels 2 & 3, with the aim of providing learners with
a deeper knowledge of management form both a people and operations perspective.
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Benefits
•

•
•

These qualifications offer a large amount of flexibility in terms of the units that can be taken
– with over 60 units that can selected from at each level – this allows for the qualification
content to be chosen which is most suitable for the learners and their learning environment,
for example a selection of knowledge only units can be taken to provide the knowledge
required to be an effective leader or manager, potentially removing barriers to achievement
created by competence-based content in a prison environment.
Flexibility of assessment – ILM assignments, that can then be contextualised to more
closely link to the learners working environment.
ILM Assessment Service– whereby evidence is submitted to ILM for assessment.

Coaching & Mentoring
We also offer a range of Coaching and Mentoring
qualifications, details on all of which can be
accessed via this page of our website:
https://bit.ly/CCGCoachMentorQuals.
Through our coaching and mentoring
qualifications, we help organisations create a
workplace environment where individuals are
empowered to make vital decisions with belief and
confidence. These qualifications in turn improve team performance by giving you the toolkit to
build relationships, set powerful goals, unlock staff potential, increase engagement and enable
change within the workplace.
We have collaborated with the European Mentoring and Coaching Council UK (EMCC UK) to
develop our latest suite of Coaching and Mentoring qualifications.
Level 2 Award in Effective Mentoring Skills – This qualification is for those who wish to develop
their knowledge and skills in order to understand and undertake effective mentoring in a range of
situations, such as an organisation, the voluntary sector, community groups, etc.
Level 3 Award and Certificate in Effective Mentoring – These qualifications are for learners at all
levels who want to develop their knowledge and skills in effective mentoring within an
organisational context. They are ideal for both new and existing mentors.
Level 3 Award and Certificate in Effective Coaching – These qualifications are for learners at all
levels who want to develop their knowledge and skills in effective coaching within an
organisational context. They are ideal for both new and existing coaches.
Level 3 Certificate in Effective Coaching and Mentoring – This qualification is for learners who
wish to gain the knowledge, skills and confidence to effectively coach or mentor people within
an organisational context. It is also an ideal qualification for those who wish to commence a career
in coaching or mentoring.

Getting more from ILM qualifications
In collaboration with The Institute of Leadership & Management, providers
of ILM leadership and management qualifications and their learners will
receive complimentary access to The Institute’s studying membership.
For more information follow this link
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2020/21 Adaptations – Covid-19
As the Covid-19 pandemic continues, we understand the
challenges you and your learners may be facing, particularly
as a result of social distancing and other local restrictions and
containment measures.
We have also been working collaboratively with other
Awarding Organisations, Qualifications Regulators and Sector
Bodies on some adaptations to support the delivery of
assessments where restrictions are in place. There are two
documents that you should be aware of;
•
•

Qualification Assessment Adaptation guide
Industry sector guide (shown left)

These documents can be found on the Covid-19 webpages
and we urge you read them as they are not the same as the
mitigation and adaptations offered during the Summer
Find out important information and guidance on
adaptations via this http://bit.ly/CGMitigation20-21.

Keep in touch and up to date
Tell us what you think
All about Business & ILM is a newsletter that brings together all of the key
developments from City & Guilds relevant to skills learning across England,
Scotland Northern Ireland and Wales. It contains updates on the range of
teaching and learning resources we offer, plus relevant public policy or other information we think
you might be interested in.
Each edition is numbered, so we can refer back to previous issues or tell you when information
has been superseded.
If there’s anything else you’d particularly like us to cover or explain more fully in future issues of All
About, please feel free to drop us a line to dominic.green@cityandguilds.com or
brett.keegan@cityandguilds.com
For specific queries and enquiries please contact our dedicated customer support team:
centresupport@cityandguilds.com
Thank you for your continued support.
Every effort has been made to ensure that the information contained in this publication is true and correct at time of going to press. However, City &
Guilds’ products and services are subject to continuous development and improvement and the right is reserved to change products and services
from time to time. City & Guilds cannot accept responsibility for any loss or damage arising from the use of information in this publication.© 2020
The City and Guilds of London Institute. All rights reserved. City & Guilds is a trademark of The City and Guilds of London Institute, a charity
established to promote education and training registered in England & Wales (312832) and Scotland (SC039576).
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