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1. Apprenticeships

This pack will help providers and employers
prepare apprentices for the End-point Assessment
(EPA) of their City & Guilds Level 2 End-point
Assessment for ST0499 Autocare Technician
Assessment Plan v1.1 (9304-22). It explains how
apprentices will demonstrate the knowledge, skills and behaviours (KSBs) which they
developed during their apprenticeship.

This pack must be used alongside the:

e City & Guilds Manual for the End-point Assessment Service
o EPA Recording Forms for Providers and Employers
e Sample Knowledge Test

e Showcase Portfolio guidance

e Showcase Portfolio checklist

e EPA Documents Library, which includes the Manual for the End-point Assessment
Service, information about the EPA Service, policies about malpractice and appeals,
FAQS, and a video about EPA which can be shared with apprentices.

The City & Guilds Manual for the End-point Assessment Service includes information on:

e application, registration and booking

e assessment

e results and post results (including resits)
e fees

e uality assurance.

Full-time apprentices will typically spend 30 months on-programme working towards meeting
the Standard, with required off-the-job training as specified by the apprenticeship funding
rules. The employer should ensure that the apprentice has access to development
opportunities to gain the KSBs, as outlined in the Standard, and must hold regular progress
reviews with the provider and apprentice.
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Once the apprentice has completed their training, they should be ready to go through
‘Gateway’ to EPA. See the Gateway and Assessment Instructions sections within this pack to
understand what happens.

The EPA for this apprenticeship includes the following assessments which can be taken in
any order:

e Knowledge Tests (part A & B)

e Practical Observations

e Professional Review (supported by portfolio).

Preparing for EPA
In preparation for EPA, providers and employers should:

e read the Assessment instructions sections before reaching Gateway — the EPA
Partnership Managers can help with any queries

e review which completed Recording Forms and evidence must be submitted, and
when

e use the Recording Forms provided in the format laid out, unless indicated otherwise

e plan the venue and resources required for EPA — make sure the assessment
environment is secure and comfortable, without interruptions

e use the EPA Pro portal to help manage the apprentice’s progress through EPA

o for on-site assessment, arrange for a designated contact to be available on the day to
ensure the correct resources are available.

To help apprentices prepare for EPA, providers and employers should:

e explain the assessments and Recording Forms to the apprentice — refer to details in
the Assessment Instructions sections of this pack

e agree a realistic timeframe for submission of evidence that meets the EPA deadlines
— any delays in submission of evidence will delay the assessments

e make sure the apprentice has the resources and time to prepare for, and undertake,
EPA

o take the apprentice through some mock assessments

e share the EPA Preparation Guide with the apprentice, which includes information
about system requirements for virtual meetings

o let City & Guilds know if access arrangements are required to support an apprentice
through EPA. Information about City & Guilds access arrangements, including
reasonable adjustments is on the City & Guilds website, under EPA Documents

Library.
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Authenticating the apprentice’s work

The Independent End-point Assessor (IEPA) must ensure all decisions satisfy Validity,
Authenticity, Currency and Sufficiency (VACS). For evidence produced outside controlled
conditions, the apprentice will be required to:

e sign a declaration that the work is their own
o reference all sources.

The employer/provider should also aid authentication by:

e supplementary (oral) questioning to gauge familiarity with the topic

¢ looking out for any changes to the apprentice’s usual writing style, unusual
sources/examples or the use of US spellings or phrases that might indicate cutting
and pasting from the internet

e requiring access to evidence of steps in the process, for example drafts, notes,
planning etc.

City & Guilds have produced forms for use when reviewing evidence produced outside of
controlled conditions. These forms include a Declaration of Authenticity Form which must be
completed when submitting evidence. The forms are incorporated in the Recording Forms
document.

City & Guilds Position Statement on artificial intelligence

The following guidance on artificial intelligence (Al) is designed to help apprentices, teachers
and assessors to complete Non-Examination Assessments (NEAS), coursework and other
internal assessments successfully. Please ensure familiarity with it.

Position Statement on Al | City & Guilds
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Health & Safety and Codes of Practice

The importance of safe working practices, the demands of the Health and Safety at Work Act
and any Codes of Practice associated with the industry must always be adhered to.

Following safe working practices is an integral part of all City & Guilds assessments, and it is
the responsibility of the provider and employer to ensure that all the health and safety
requirements are in place when apprentices are working on any projects or before
apprentices begin any EPA.

Should an apprentice fail to follow correct health and safety practices and procedures during
an EPA, the IEPA may advise the apprentice to stop and explain why.

Results submission and feedback

The Knowledge Test component will be delivered using the e-volve on screen test platform.
Test results will be available on Walled Garden within 24 hours following the test.

The IEPA will not provide feedback to the apprentice during or immediately following the
assessment process. The provider will be informed by the City & Guilds EPA Team of the
assessment results.

The IEPA will communicate the grade allocated for each assessment to the Lead
Independent End-point Assessor (LIEPA) for quality assurance and sampling. The LIEPA will
submit the results to the City & Guilds EPA Team.

Summary feedback will be provided to all apprentices after any grade determination has
been carried out. The feedback will cover the areas against which insufficient evidence has
been provided, leading to a ‘Fail’. Our ‘End-point Assessment Feedback’ will also cover the
areas against which the apprentice’s evidence has resulted in the award of a Pass or
Distinction.

If the apprentice has passed EPA, the City & Guilds EPA Team will issue the EPA Statement
of Achievement to the provider confirming the grade achieved and will notify the Institute for
Apprenticeships and Technical Education (IfATE) who will issue the apprenticeship
certificate.

Professional recognition

This apprenticeship meets the requirements of Institute of the Motor Industry (IMI) and on
completion of this Standard the Autocare Technician will be eligible to apply for IMI
membership as a Registered Young Professional. They would also gain entry onto the IMI
Professional Register.
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Statement of Achievement

A printed EPA Statement of Achievement will be issued to each successful apprentice.

Providers and employers with access can view and download PDF copies of the Statement
24 hours after the results are published. A PDF supports more efficient processing of funding
claims by providing evidence of learner certification before the apprentice’s paper certificate
arrives.

The overall apprenticeship certificate will be issued by the IfATE.

Digital credentials

A digital credential is a verified, visual representation of knowledge and skills earned in
various learning environments. Please see an example below:

Cit
Guilds

End-point assessment

Level 2
End-point Assessment for
Autocare Technician
Pass

9304-12
g

Digital credentials are issued and verified online, making it easy for individuals to
demonstrate their competencies to employers, clients and peers online. Each digital
credential has a unique URL that can be shared electronically via social media, in an email
signature and on a CV. This is a complimentary service in addition to the paper certificate.

For further information, please visit the City & Guilds EPA Digital Credentials webpage and
the general terms in respect of our privacy policy or contact
digitalsupport@cityandguilds.com.
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2. The apprenticeship Standard

Occupation summary

An Autocare Technician carries out a range of
services and repairs to cars, car derived vans and
light goods vehicles, working in an Autocare or
‘Fast-Fit’ Centre, which may be part of a national
chain or operated by a regional or local independent group or owner. An Autocare
Technician requires a unique combination of technical, retail and customer service skKills.
They will use a range of tools, measuring and diagnostic equipment to identify and repair
simple system faults.

The Autocare Technician has to demonstrate expertise not only in the technical elements of
their role and have a good grasp of the practical and theoretical aspects of the vehicle
systems they service, but also needs to have excellent telephone, customer handling
(including how to handle difficult customers and deal with customer disappointment) and
effective sales skills, as well as strong problem solving and self-organisation skills. They
must be able to work as part of a team but also operate independently, understand how their
centre operates from a commercial perspective and how their actions contribute to business
results, whilst maintaining a high standard of workmanship.

Knowledge, skills and behaviours

: Assessment
Ref. | Knowledge and understanding
method
K1 Tyre legislation and technical information including EU tyre Knowledge
labelling, tyre pressure monitoring systems, sidewall markings, Test

homologated fitments relating to cars, car derived vans and light
goods vehicles.

K2 Fundamentals of specific vehicle systems including steering & Knowledge
suspension, braking systems, battery & charging systems, Test
exhaust systems and air-conditioning systems.

K3 Vehicle 4-wheel geometry principles. Knowledge
Test
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K4

K5

K6

K7

K8

K9

K10

K11

March 2025

Knowledge and understanding

Basic consumer legislation relevant to the occupation.

Appropriate health & safety legislation and requirements for the
workplace.

Hybrid/electric vehicle system and safe working procedures.

Data protection requirements to protect customer and payment
information.

General sales principles including, identifying customer & vehicle
needs, presenting solutions, closing the sale and dealing with
buying resistance.

How the business works and how you contribute to the overall
results, demonstrating commercial awareness.

How to carry out vehicle safety inspections and routine
maintenance using manufacturers’ specifications or approved
schedules, using vehicle specific data and meeting legal
requirements.

The importance of following workplace procedures and the
conseqguences of not doing so.

Assessment
method

Knowledge
Test

Professional

Review

Knowledge
Test

Knowledge
Test

Knowledge
Test

Knowledge
Test

Knowledge
Test

Professional

Review

Knowledge
Test

Knowledge
Test

Professional
Review
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S2

S3

S4

S5

S6

S7

S8

S9

March 2025

Skills

Contribute to maintaining a healthy and safe workplace, including
the maintenance of key equipment and carrying out general
housekeeping.

Carry out stock procedures including dealing with routine stock
deliveries, placing stock into storage, carrying out stock rotation
duties and ordering parts for customers following company
procedures.

Carry out vehicle safety inspections and routine maintenance in
line with manufacturers’ specifications or approved schedules,
company procedures and complete approved documentation.

Make recommendations to customers based on the results of
inspections, ensuring that sales recommendations are accurate
and fully costed, are ethical and in the best interests of the
customer at all times, using language that is transparent and
avoids jargon.

Carry out replacement/repair and balancing of a range of light
vehicle tyres, including ultra-low profile, directional, asymmetric
and run-flat tyres fitted to a range of wheel sizes and types.

Carry out the replacement of components on a specific range of
vehicle systems including steering & suspension, braking
systems, battery & charging systems, exhaust systems and air-
conditioning systems.

Carry out 4-wheel geometry operations including adjustments on
a range of vehicles with different suspension and steering
systems.

Use a range of specialist tools & equipment, mechanical &
electrical measuring tools and diagnostic equipment to support
fault identification and repair.

Identify & procure correct parts to meet specific customer
requirements.

Assessment

method

Practical
Observations

Professional

Review

Practical
Observations

Practical
Observations

Practical
Observations

Practical
Observations

Practical
Observations

Practical
Observations

Practical
Observations

Practical
Observations
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S10

S11

S12

S13
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Skills

Access vehicle technical data to inform inspections and make
judgements on wear and serviceability.

Deal with and resolve low-level customer complaints.

Communicate effectively with customers, suppliers and
colleagues.

Use specific company IT systems within the workplace, including
Point-of-sale systems and handheld devices.

Assessment

method

Practical
Observations

Professional
Review

Practical
Observations

Practical
Observations
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Assessment

Behaviours
method
B1 Act in a manner that promotes the professional image of the Practical
automotive sector. Observations
Professional
Review
B2 Communicate effectively with colleagues and customers on a Practical
range of topics including drawing out information to support Observations
identification of customer and vehicle needs, making clear Professional
recommendations to customers and overcoming Review
objections/concerns.
B3 Behave in accordance with company values, industry codes of Practical
conduct and demonstrate respect for customers and colleagues.  Observations
Be courteous at all times and respond quickly to Professional

requests/requirements using effective communication skills to win  Review
trust and ensure an excellent experience.

B4  Work as an effective team member taking responsibility for their Professional
own actions, being honest and accountable when issues arise Review
and things don’t go as planned.

B5 Commit to learning to improve your own performance and that of  Professional
the business. Work in an organised way to ensure work is carried Review
out in an effective and efficient manner.
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Overall grade

This End-point Assessment is graded Fail, Pass or Distinction. The EPA will be assessed
and graded by the IEPA.

Information about how each assessment is graded can be found in the Assessment
Instructions sections of this pack. The apprentice will fail an assessment method if they do
not meet the assessment criteria.

Apprentices who fail one or more assessment method will be awarded an overall EPA Fail.

All assessment methods are weighted equally in their contribution to the overall EPA grade.

Performance in the EPA will determine the apprenticeship grade of Fail, Pass or Distinction.

In order to achieve an overall EPA Pass, apprentices must achieve a pass in all the
assessment methods.

In order to achieve an overall EPA Distinction, apprentices must achieve a distinction in all
the assessment methods.
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Grades from individual assessment methods should be combined in the following way to
determine the grade of the EPA as a whole:

Assessment 1: Assessment 2: Assessment 3: Overall grading

Professional

Knowledge Tests Practical

Observations Review

Fail Any grade Any grade Fail
Any grade Fall Any grade Fall
Any grade Any grade Fail Fail
Pass Pass Pass Pass
Distinction Pass Pass Pass
Pass Distinction Pass Pass
Pass Pass Distinction Pass
Pass Distinction Distinction Pass
Distinction Pass Distinction Pass
Distinction Distinction Pass Pass
Distinction Distinction Distinction Distinction

The overall EPA grade must be capped at a Pass if the apprentice has had to resit or retake
any assessment method, however the grade the apprentice has achieved for each
component is not capped and will be identified on the Statement of Achievement.

March 2025
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3. Gateway

The EPA period will only start when the employer
is satisfied that the apprentice is consistently
working at, or above, the level of the Standard. The
apprentice must be able to evidence that they fully
demonstrate the Occupational Standard and
required level of professional competence in an
authentic workplace context. In making this decision, the employer could take advice from
the provider, but the ultimate decision is made solely by the employer.

If there is a provider working alongside the employer, they should support the apprentice’s
preparation for Gateway.

The apprentice must provide the following at Gateway:
e A Portfolio of Evidence, used to support the Professional Review

e Evidence of an F-Gas qualification, if their workplace responsibilities include air-
conditioning systems

e Evidence of training towards English and maths qualifications in line with the
apprenticeship funding rules*

* For apprentices with an Education, Health and Care Plan (EHC) or a legacy statement, the
English and mathematics minimum requirement is Entry Level 3. British Sign Language
(BSL) qualifications are an alternative to English qualifications for those for whom BSL is
their primary language.

The following should be completed on the EPA Pro platform:

e Gateway Declaration Form signed by the apprentice
e Gateway Declaration by the provider, on behalf of the employer and tutor, confirming
that the apprentice has completed at least 12 months on-programme.

City & Guilds will confirm when all the Gateway requirements have been met.

At Gateway, the apprentice’s Portfolio of Evidence must be made available for review by the
IEPA ahead of the Professional Review.

March 2025 City & Guilds Level 2 End-point Assessment for Autocare Technician (9304-22), Version: 1.0 |
17



4. Timetable for End-point
Assessment

The EPA period is typically completed within three
months of the EPA Gateway, starting when City &
Guilds has confirmed that all Gateway
requirements have been met.

Further information about the booking process and timelines can be found in the City &
Guilds Manual for the End-point Assessment Service.

Planning meetings are usually only provided for Standards where they are required by the
Assessment Plan. The EPA Partnership Managers can provide additional guidance.

Ongoing during on-programme Evidence and forms

Provider and employer N/A
e Reviews progress as part of their regular performance

management process and ensures apprentice’s
performance is on track
« |dentifies any gaps and creates a plan with the apprentice
o Enrols apprentice on EPA Pro and provides ‘Expected
Date Ready for EPA’ and (optional) ‘planning meeting’

Apprentice _
« Completes the English and maths components of the Start to collate:
apprenticeship « Portfolio of Evidence

o Gathers evidence for the portfolio

March 2025 City & Guilds Level 2 End-point Assessment for Autocare Technician (9304-22), Version: 1.0 |
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Gateway process Evidence and forms

Employer

Reviews progress and ensures the apprentice is ready for Signs:

EPA o Declaration of
Reviews evidence to confirm that it is appropriate and Authenticity
sufficient to meet the Standard

Attends the optional EPA planning meeting

Apprentice Submits to provider:

Attends the optional EPA planning meeting

Must have been on-programme for a minimum of 12
months and one day

Completes and submits evidence and forms

o Apprentice Gateway
Declaration
o Portfolio of Evidence

Provider —on EPA Pro Complete on EPA Pro:
Books EPA on the EPA Pro portal, in line with City & Guilds «  Provider Gateway
booking timelines in the EPA Manual Declaration
Makes City & Guilds aware of any additional needs of the « Preferred planning
apprentice so that they can review reasonable adjustments meeting date form (on
— see the current policy on the City & Guilds website, under behalf of the
EPA Documents Library employer)

Completes Provider Gateway Declaration on behalf of the  sjgns:
employer and tutor » Declaration of
Attends the optional EPA planning meeting Authenticity

Uploads evidence and forms onto EPA Pro
Uploads onto EPA Pro:

o Apprentice Gateway
Declaration

e List evidence and
forms

IEPA N/A

Attends the optional EPA planning meeting

City & Guilds EPA Gateway Team N/A

Formally confirms when the Gateway requirements have
been met
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City & Guilds EPA Team N/A
e Agrees on a mutually convenient date for the optional EPA

planning meeting with the provider and IEPA
e Agrees on a mutually convenient date for the EPA Events
with the provider and IEPA

End-point Assessment Evidence and forms

Apprentice N/A
e Completes End-point Assessments

Employer Submits to provider:

e Ensures the apprentice has access to the resources o Declaration of
required for the assessments (see the Resources section) Authenticity

Provider Uploads onto EPA Pro:

e Submits evidence and forms e Declaration of

Authenticity

IEPA Completes:

e Reviews Portfolio of Evidence prior to EPA events e Practical Observations

e Carries out End-point Assessments recording form

e Marks each assessment, communicates the results to the « Overall grade for
LIEPA Practical Observations

e Provides feedback for assessments in EPA Pro e Professional Review

recording form

e Overall grade for
Professional Review

o Professional Review
report

o Apprentice feedback
form
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LIEPA Reviews:
e Samples and quality assures assessments e Practical Observations

e Confirms overall grade to EPA Team recording form

e Overall grade for
Practical Observations

e Professional Review
recording form

e Overall grade for
Professional Review

e Professional Review
report
Apprentice feedback
form

City & Guilds EPA Team N/A
e Communicates the results to the provider via EPA Pro

e Processes the overall result if the apprentice has passed
all the assessments and advises IfATE, who issue the
certificate. The data will be provided to IfATE once a
month, on the fourth working day of the month.
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Summary timescales

Readers should check the previous Timetable and the Assessment Instruction sections of
this document for the detailed requirements for each stage.

Further information on EPA Service Timelines can be found on www.cityandquilds.com.

4 N [ )
ST Enrol apprentice on epaPRO, including ‘expected date ready for EPA
Collate Portfolio of Evidence
- AN J
; N [ I
Provider submits evidence and forms on epaPRO and provides (optional)
Gateway process planning meeting dates
Portfolio of Evidence submitted
- AN J
( N\ [ N\
Gateway Assessment components can only be booked after Gateway has been approved
. AN J
4 N\ [ )
Planning meeting Planning meeting (optional) a minimum of ten working days after Gateway
. /L J
4 N\ )
Knowledge Tests To be taken consecutively within a 2-hour period
(part A and B)
o AN J

4 )

/

\

EPA venue will be informed of task set-up requirements at least 10 working
Practical days in advance. Apprentice to be informed of booked date at least 1 week in
Observations advance
Observation tasks to last 6-6.5 hours in total
- AN J
Prc;‘z\s/is;(\jvnal Professional Review to last 1 hour

End-point assessment completed

March 2025
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5. End-point Assessment
resources

Assessment Resources required

method

Knowledge tests e Suitable IT systems for evolve as outlined in the manual for
end-point assessment services
e Aninvigilator
e A quiet room with adequate lighting, space and privacy. It must
be away from the pressures of work activities, in a controlled
environment. This may be on or off the employer’s premises.

Practical e Lifting and supporting equipment capable of both wheel free
Observations and non-wheel free operation

e Additional lifting equipment to include jacks, axle stands

e Arange of light vehicle tyres, including ultra-low profile (50
aspect ratio or below), directional, asymmetric and run-flat
tyres fitted to a range of wheel sizes and types

e Tyre changing equipment with run flat tyre capability

e Tyre repair materials and equipment

e Wheel balancing equipment

e Wheel alignment with the ability to measure caster and
camber

e Diagnostic / scan tool with reset capability — TPMS ability

e Proprietary battery tester

e Specialist brake measuring and bleeding tools

e Personal Protective Equipment (PPE)

e Vehicle Protective Equipment (VPE)

e Proprietary vehicle technical data

e Torque wrenches

e Coolant tester

e Cleaning materials

e Hydraulic/Pneumatic Spring compressing equipment
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Assessment Resources required

method

e Hand tools and other general equipment typically found in a
professional workshop

e Access to workplace procedures, policies and support
materials relating to the apprentice’s workplace

e A computer or other device with internet connection and
access to a printer — one required per apprentice

Professional Review e A suitable room for the professional review to take place, large
enough to accommodate all those involved
e Seating area or room for any other apprentices to wait
e Access to water and cups
e Where applicable, internet access and suitable equipment for
remote assessment as outlined in the manual for end-point
assessment services
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6. Assessment Instructions: 201
and 202 Knowledge Tests

Overview

This assessment method includes two
components:

1. Knowledge Test A
2. Knowledge Test B

Knowledge Tests A and B must be taken in sequence and within 2 hours.

Test B must be taken after Test A, after a 15-minute break.

Assessment 201: Knowledge Test A

Number of questions 50
Marks available 50

P/DIX

Section 1:  Pass: 8/10 (80%) Distinction: 10/10 (100%)
Section 2:  Pass: 6/10 (60%) Distinction: 9/10 (90%)
Section 3:  Pass: 18/30 (60%)  Distinction: 27/30 (90%)

To achieve a Pass the apprentice must achieve a Pass at
each section.

To achieve a Distinction the apprentice must achieve a
Distinction at each section.

Type of questions Multiple choice

Duration 60 minutes

Marking The test will be delivered online* and marked electronically

Closed book, non-programmable calculator allowed,
invigilated examination conditions**

Permitted materials
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The results displayed in e-volve for the Autocare Knowledge
Assessment Part A (9304-201) and Part B (9304-202) are
provisional results.

Once the apprentice has sat the assessment, further quality
assurance is carried out to ensure that the apprentice’s
exam attempt satisfies the complex grading criteria defined
within the Assessment Plan. This quality assurance
determines the grade an apprentice has achieved for each
section of the assessment. The grades achieved for each
section are aggregated to determine the overall knowledge
Information assessment grade, which is then published in Walled
Garden and EPA Pro, this is the final, confirmed grade.

Unfortunately, we are unable to retrospectively update either
the grade displayed in e-volve, or on the score report.

Customers are therefore reminded that they should only
share results from either Walled Garden or EPA Pro with
apprentices.

* Entry for exams can be made through the City & Guilds Walled Garden.

** These exams are sat under invigilated examination conditions, as defined by the JCQ:
http://www.jcg.org.uk/exams-office/ice---instructions-for-conducting-examinations
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Assessment 201: Knowledge Test A specification

Criteria Number

of
NEES

Section 01 Health & safety (10 questions) 10 20

01.01 Appropriate health & safety legislation and requirements for the workplace
01.02 Hybrid/electric vehicle system and safe working procedures

01.03 The importance of following work place procedures and the consequences of not
doing so

Section 02 Commercial & legislative (10 questions) 10 20

02.01 Basic consumer legislation relevant to the occupation
02.02 Data protection requirements to protect customer and payment information

02.03 General sales principles including, identifying customer & vehicle needs, presenting
solutions, closing the sale and dealing with buying resistance

02.04 How the business works and how you contribute to the overall results, demonstrating
commercial awareness

Section 03 Technical (30 questions) 30 60

03.01 Tyre legislation and technical information including EU tyre labelling, tyre pressure
monitoring systems, sidewall markings, homologated fitments relating to cars, car
derived vans and light goods vehicles

03.02 Fundamentals of specific vehicle systems including steering & suspension, braking
systems, battery & charging systems, exhaust systems and air-conditioning systems

03.03 Vehicle 4-wheel geometry principles

03.04 How to carry out vehicle safety inspections and routine maintenance using
manufacturers specifications or approved schedules, using vehicle specific data and
meeting legal requirements

Total 50 100
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Assessment 202: Knowledge Test B

Number of questions 20
Marks available 50

P/DIX

Section 1:  Pass: 8/10 (80%) Distinction: 10/10 (100%)
Section 2:  Pass: 6/10 (60%) Distinction: 9/10 (90%)
Grading Section 3:  Pass: 18/30 (60%)  Distinction: 27/30 (90%)
To achieve a Pass the apprentice must achieve a Pass at
each section.

To achieve a Distinction the apprentice must achieve a
Distinction at each section.

Range of question types:

- Multi-response

Type of questions

Drag and drop

Ordering of items

Match labels to images

The test will be delivered online* and marked electronically

Closed book, non-programmable calculator allowed,
Permitted materials invigilated examination conditions**

March 2025 City & Guilds Level 2 End-point Assessment for Autocare Technician (9304-22), Version: 1.0 |
28



The results displayed in e-volve for the Autocare Knowledge
Assessment Part A (9304-201) and Part B (9304-202) are
provisional results.

Once the apprentice has sat the assessment, further quality
assurance is carried out to ensure that the apprentice’s
exam attempt satisfies the complex grading criteria defined
within the Assessment Plan. This quality assurance
determines the grade an apprentice has achieved for each
section of the assessment. The grades achieved for each
section are aggregated to determine the overall knowledge
assessment grade, which is then published in Walled
Garden and EPA Pro, this is the final, confirmed grade.

Information

Unfortunately, we are unable to retrospectively update either
the grade displayed in e-volve, or on the score report.

Customers are therefore reminded that they should only
share results from either Walled Garden or EPA Pro with
apprentices.

* Entry for exams can be made through the City & Guilds Walled Garden.

** These exams are sat under invigilated examination conditions, as defined by the JCQ:
http://www.jcg.org.uk/exams-office/ice---instructions-for-conducting-examinations
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Assessment 202: Knowledge Test B specification

Criteria Number

of
NEES

Section 01 Health & safety (4 questions) 10 20

01.01 Appropriate health & safety legislation and requirements for the workplace
01.02 Hybrid/electric vehicle system and safe working procedures

01.03 The importance of following work place procedures and the consequences of not
doing so

Section 02 Commercial & legislative (5 questions) 10 20

02.01 Basic consumer legislation relevant to the occupation
02.02 Data protection requirements to protect customer and payment information

02.03 General sales principles including, identifying customer & vehicle needs, presenting
solutions, closing the sale and dealing with buying resistance

02.04 How the business works and how you contribute to the overall results, demonstrating
commercial awareness

Section 03 Technical (11 questions) 30 60

03.01 Tyre legislation and technical information including EU tyre labelling, tyre pressure
monitoring systems, sidewall markings, homologated fitments relating to cars, car
derived vans and light goods vehicles

03.02 Fundamentals of specific vehicle systems including steering & suspension, braking
systems, battery & charging systems, exhaust systems and air-conditioning systems

03.03 Vehicle 4-wheel geometry principles

03.04 How to carry out vehicle safety inspections and routine maintenance using
manufacturers specifications or approved schedules, using vehicle specific data and
meeting legal requirements

Total 50 100

March 2025 City & Guilds Level 2 End-point Assessment for Autocare Technician (9304-22), Version: 1.0 |
30



Assessment instructions

Administration

The Knowledge Test — Part A will include 50 multiple choice questions, each with four
options. One mark will be awarded for the correct answer and zero marks for an incorrect
answer. Part A must be completed before Part B can be made available to the Apprentice.

The Knowledge Test — Part B will include 20 Alternate format questions which will have a
total of 50 marks available. Alternative format questions, for example multiple response,

drag & drop and drop-down list formats, with no more than 10 questions of any single format
permitted.

Both Part A and Part B must be completed consecutively within a two-hour period.

The Knowledge Tests are closed book, i.e. the apprentice cannot refer to reference books or
materials.

The apprentice must take the Knowledge Tests in a suitably controlled environment that is a
quiet space, free of distractions and influence. The tests must be taken in the presence of an
invigilator. Knowledge Tests may be taken in person or remotely.

There must be no more than 15 apprentices to a single invigilator if the test is taken in
person, and no more than five apprentices for a remote test. City & Guilds will ensure
appropriate methods to prevent misrepresentation, for example, screen share and 360-
degree camera function with an administrator or invigilator if the test is taken remotely.

City & Guilds will verify the suitability of the venue for taking the test and the identity of the
person taking the test.

It is expected that City & Guilds will use the premises of the apprentice’s employer or training
provider for the Knowledge Tests to minimise costs. However, other venues may be sourced
if necessary.
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7. Assessment Instructions: 700
Practical Observations

Overview

This assessment method comprises five practical
observation tasks providing an opportunity for the
apprentice to demonstrate their knowledge, skills
and behaviours. The task categories are:

Vehicle inspection
Replacement of components
Replace and repair tyres
Stock procedures

Vehicle 4-wheel geometry

a s~ wnNPE

Following Task four, the IEPA will ask five scenario-based questions verbally to allow the
apprentice to demonstrate understanding of business, product and productivity awareness.

Rationale

The practical observation tasks reflect frequent scenarios from the apprentice’s normal work
activities. The structure of the Practical Observations should require the apprentice to
demonstrate they can work safely whilst conducting inspection, removal & replacement and
adjustment activities. The skill requirements defined in the Autocare Standard have been
grouped into 3 categories, Health & Safety, Commercial & Legislative and Technical to
support the consistent allocation of marks, scoring and grading of practical observation tasks.

Type of assessment Practical observation

Grading P/D/X

Duration Approximately 6-6.5 hours
Location Assessment Centre or Workplace

As stipulated within Section 5: End-point Assessment
resources

Resources
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Assessment specification

Practical
Observation

March 2025

S2

S3

S4

S5

S6

S7

S8

Contribute to maintaining a healthy and safe
workplace, including the maintenance of key
equipment and carrying out general housekeeping

Carry out stock procedures including dealing with
routine stock deliveries, placing stock into storage,
carrying out stock rotation duties and ordering parts
for customers following company procedures

Carry out vehicle safety inspections and routine
maintenance in line with manufactures specifications
or approved schedules, company procedures and
complete approved documentation

Make recommendations to customers based on the
results of inspections, ensuring that sales
recommendations are accurate and fully costed, are
ethical and in the best interests of the customer at
all times, using language that is transparent and
avoids jargon

Carry out replacement/repair and balancing of a
range of light vehicle tyres, including ultra-low
profile, directional, asymmetric and run-flat tyres
fitted to a range of wheel sizes and types

Carry out the replacement of components on a
specific range of vehicle systems including Steering
& Suspension, Braking systems, Battery & Charging
systems, exhaust systems and Air-Conditioning
systems

Carry out 4-wheel Geometry operations including
adjustments on a range of vehicles with different
suspension and steering systems

Use a range of specialist tools & equipment,
mechanical & electrical measuring tools and
diagnostic equipment to support fault identification
and repair
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Identify & procure correct parts to meet specific
customer requirements

S10 Access vehicle technical data to inform inspections
and make judgements on wear and serviceability

S12 Communicate effectively with customers, suppliers
and colleagues

S13 Use specific company IT systems within the
workplace, including Point-of-sale systems and
hand-held devices

B1 Act in a manner that promotes the professional
image of the automotive sector

B2 Communicate effectively with colleagues and
customers on a range of topics including drawing
out information to support identification of customer
and vehicle needs, making clear recommendations
to customers and overcoming objections/concerns

B3 Behave in accordance with company values,
industry codes of conduct and demonstrate respect
for customers and colleagues. Be courteous at all
times and respond quickly to requests/requirements
using effective communication skills to win trust and
ensure an excellent experience

Assessment instructions

Duration
This Practical Observations assessment will last approximately 6-6.5 hours.

The apprentice will be briefed during an initial 15-minute session before the start of the whole
assessment, where they should be encouraged to ask questions and confirm their
understanding of what is required of them during the observation.

Each practical observation task will have a time limited duration, which includes a maximum
of five minutes briefing on the individual task. The apprentice should be encouraged to ask
questions and confirm understanding of what is required of them during the observation.
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The task must be stopped if the apprentice goes over the allowed time.

Ending the assessment early

The apprentice may choose to end the assessment method early. The apprentice must be
confident they have demonstrated competence against the assessment requirements for the
assessment method. The IEPA must ensure the apprentice is fully aware of all assessment
requirements. The IEPA cannot suggest or choose to end the assessment methods early,
unless in an emergency. The IEPA is responsible for ensuring the apprentice understands
the implications of ending an assessment early if they choose to do so. The IEPA may
suggest the assessment continues. The IEPA must document the apprentice’s request to
end the assessment early.

Delivery

The City & Guilds EPA team will send the task set-up details to the venue at least 10 working
days in advance of the agreed date of the EPA taking place, to allow equipment and faults to
be set up for the assessment.

The training provider must not share any details of the specific tasks with the apprentice,
prior to the assessment. The setup details will be shared with the sole purpose of setting up
the faults and equipment. Only the IEPA can share the specific tasks with the apprentice,
during the time of the assessment.

e The Practical Observations will follow the repair processes carried out in the
workplace.

e Apprentices can use their own preferred equipment unless specified; however
suitable up to date equipment must also be available.

e The onsite technician can assist the apprentice for tasks where a second person is
needed, at the apprentice’s request.

e If the apprentice asks questions about the fault, the IEPA can give further details of
the symptoms but will not mention the components that are faulty.

e There will be a ratio of one IEPA per three apprentices.
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Assessment location

Employers and Providers should ensure that the location of the Practical Observations is
prepared for the individual assessment activities, and that equipment and resources are
available for the apprentice to use.

Resources required for this assessment can be found in Section 5: End-point Assessment
resources. Task set-up details, including specific resources and equipment for the
assessment will be provided to the venue at least 10 days in advance of the agreed EPA
date.

Practical Observations grading criteria

The Practical Observations will be graded Fail, Pass or Distinction.

To achieve a Pass an apprentice must achieve a Pass in all five Practical Observation tasks
as described in the Recording Forms document and in addition demonstrate the Pass criteria
for the following behaviours during the Practical Observations.

B1 Actin a manner that promotes the professional image of the automotive sector.

* Present a professional image in line with the organisational dress code and code of
conduct.

e Demonstrate a positive attitude and welcoming approach.

B2 Communicate effectively with colleagues and customers on a range of topics including
drawing out information to support identification of customer and vehicle needs, making
clear recommendations to customers and overcoming objections/concerns.

e Use relevant interpersonal skills, e.g. open and closed questions, listening skills and
positive body language when communicating with others.

e Confirm understanding by summarising information and seeking confirmation.

B3 Behave in accordance with company values, industry codes of conduct and
demonstrate respect for customers and colleagues. Be courteous at all times and
respond quickly to requests/requirements using effective communication skills to win
trust and ensure an excellent experience.

e Demonstrate a willingness and ability to engage with assessment staff in a positive
manner.

e Work in accordance with company values and codes of conduct.

e Demonstrate courtesy to others at all times.
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To achieve a Distinction an apprentice will meet the pass criteria and also consistently
demonstrate the distinction criteria as defined in the Practical Observation tasks. This means
they will demonstrate the distinction indicators in at least 8 of the 11 opportunities (as
detailed in the table below) available across the five Practical Observation tasks.

Report Productivity Customer Focus Business and
Presentation Awareness Product
Awareness

Task 1 v v

Task 2 v v

Task 3 v v

Task 4 v v

Task 5 v v v

The IEPA is fully responsible for making the grading decision. The results will not be shared
with the apprentice on the day of the assessment.
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8. Assessment Instructions: 701
Professional Review

Overview

This assessment method is a structured discussion
between the apprentice and the IEPA. The
mandatory Portfolio of Evidence generated by the
apprentice, throughout their apprenticeship will be used to guide the discussion and support
the apprentice in demonstrating their knowledge, skills and behavioural understanding.

Rationale

The professional review will cover selected range of knowledge, skills and behaviours, which
have been split into categories to ensure consistent, allocation marks, scoring and grading.
The Professional Review will be conducted by the IEPA. The review will be based around
questions that will enable the apprentice to demonstrate they have developed the
Knowledge, Skills and Behaviours detailed to meet the required standard. This will give the
apprentice sufficient and fair opportunity to demonstrate their knowledge, skills and
behaviours.

Type of assessment Structured discussion

Grading P/D/X

Duration 60 minutes (with a 10% tolerance)

The Professional Review can be conducted in person or
Location remotely. The Professional Review will be conducted in a

controlled environment.

As stipulated within Section 5: End-point Assessment
resources

Resources
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Assessment specification

Professional
Review

March 2025

Knowledge X/P/D
K4 Basic consumer legislation relevant to the

occupation.
K9 How the business works and how you contribute to

the overall results, demonstrating commercial

awareness.

K11 The importance of following work place procedures
and the consequences of not doing so.

Skills

S1 Contribute to maintaining a healthy and safe
workplace, including the maintenance of key
equipment and carrying out general housekeeping.

S11 Deal with and resolve low-level customer

complaints.
Behaviours
Bl Act in a manner that promotes the professional

image of the automotive sector.

B2 Communicate effectively with colleagues and
customers on a range of topics including drawing
out information to support identification of customer
and vehicle needs, making clear recommendations
to customers and overcoming objections/concerns.

B3 Behave in accordance with company values,
industry codes of conduct and demonstrate respect
for customers and colleagues. Be courteous at all
times and respond quickly to requests/requirements
using effective communication skills to win trust and
ensure an excellent experience.
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Work as an effective team member taking
responsibility for their own actions, being honest and
accountable when issues arise and things don’t go
as planned.

B5 Commit to learning to improve your own
performance and that of the business. Work in an
organised way to ensure work is carried out in an
effective and efficient manner.

Assessment instructions

Portfolio requirements

The apprentice will have completed a mandatory Portfolio of Evidence throughout their on-
programme training and this will have been presented at the Gateway discussion meeting to
ensure their readiness for EPA. This can be handwritten or electronic. The evidence in the
portfolio will not be judged by the IEPA, however it will be used to guide the discussion and
support the apprentice in demonstrating their knowledge, skills and behavioural
understanding. Any employer contributions must focus on direct observation of evidence of
competence.

The Portfolio of Evidence should contain:

e record of work activities undertaken

e copy of agreed training plan

e progress review records

e record of achieved competencies

e copies of assignments and projects

e records of reflective learning activities showing reviews of own performance (to
support demonstration of Behaviour B5 - Commit to learning to improve your own
performance and that of the business. Work in an organised way to ensure work is
carried out in an effective and efficient manner)

e records of on-programme knowledge assessments

e evidence of any additional relevant Continual Professional Development (CPD)
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The portfolio is a collection of evidence that shows the best aspects of the apprentice’s
performance and evidence against the requirements of the Apprenticeship Standard as
detailed in the assessment specification for this component. It should contain the best
examples of practical capabilities against the skills requirements, the application of
knowledge and behaviours and how the apprentice has worked within the employer
organisation.

The portfolio should contain a selection of different types of evidence, usually demonstrating
work carried out towards the end of the apprenticeship. This evidence must be:

¢ Valid/Relevant — relating to the areas of the Occupational Standard

e Authentic — signed declaration of authenticity

e Current — information gathered in the last six months

o Sufficient — covering all specified areas of the Occupational Standard

The provider/employer is responsible for providing guidance on compiling the portfolio on-
programme, which is to be reviewed by the employer and training provider prior to triggering
EPA. The employer should provide suitable work for the apprentice to apply themselves to
and discuss at the review.

Guidance on selecting evidence in a portfolio

The portfolio is a showcase of the apprentice’s best piece of evidence, a concise collection of
evidence selected from the breadth of available evidence. It should efficiently demonstrate
the apprentice’s performance in relation to the specified criteria and showcase their highest
quality work.

The IEPA uses it to familiarise themselves with the apprentice’s work in preparation for the
review, and the apprentice can use it to provide tangible evidence, backing up their accounts
of their work during the review.

The portfolio should ensure that all grading criteria for the Professional Review are covered
and referenced clearly. This can be done by evidence which holistically covers multiple
criteria. The apprentice must select appropriate evidence for their portfolio to demonstrate
the requirements of the standard.
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Specifically, apprentices should prepare examples to demonstrate the following grading
criteria:

D3 Understand how their actions have resulted in improvements in performance against
the organisations targets and goals.

D4 Demonstrate how their actions have resulted in the resolution of at least 2 low level
customer complaints.

P16 Give 2 examples of how they have promoted a positive image within their normal
duties.

D5 Demonstrate how their actions have resulted in the positive promotion of the
automotive sector outside of their normal duties.

P18 Give 2 examples of how they have overcome customer objections or concerns.

D6 Demonstrate how they have continuously improved the effectiveness of their
communications with customers and colleagues.

P19 Understand how to consistently behave in accordance with company values, codes of
conduct demonstrate respect for colleagues and customers.

P21 Demonstrate effective participation in briefings/meetings.

P23 Give an example of a situation where an issue occurred and things didn’'t go as
planned.
Explain how they took responsibility and accountability for the issue and what actions
they took to resolve the issue.

D7 Demonstrate how their actions have contributed to strengthening team dynamics and
how they have proactively supported colleagues to improve the organisations results.

P24 Understand how to take ownership of their personal development, to ensure that their
skills and knowledge are up-to-date. Give examples of how they have used different
learning methods to improve their own performance.

P25 Demonstrate using an example of how they have obtained and used feedback to
improve their own performance ensuring that they can work more effectively and
efficiently.

Types of evidence

The evidence should be produced in electronic format or scanned/photographed to give a
clear electronic representation, as it must be submitted electronically for End-point
Assessment.
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The content of the showcase portfolio must be chosen to provide valid evidence for the
specified criteria being assessed. It can be for example:

e projects or work-based vehicle jobs.

e observation evidence — a statement from a suitably qualified person (eg tutor)
describing the apprentice’s performance in the workplace while carrying out naturally
occurring activities.

e reflective account — an account from the apprentice providing evidence of their
thinking eg their considerations of processes used; reasons for decisions made;
evaluations and suggested improvements to future practice.

e witness testimony — evidence from a relevant witness giving their account of what the
apprentice has done in their job role. The witness can range from a manager to a
customer.

All evidence must be of the apprentice’s own work and, for any teamwork, must clarify and
focus only on their contribution.

Where necessary, confidentiality and data protection requirements must be adhered to, eg
permission for use of video/images containing identifiable third parties (eg clients),
anonymising of documentation and permission obtained from clients when submitting
documents relating to them.

Selecting Evidence

Before selecting the evidence to form the portfolio, the apprentice should review the
assessment requirements stated in the standard:

e the criteria to be covered by the portfolio

e the type of evidence that can be presented (see above)

¢ the amount of evidence that should be presented

e the period of time from which the evidence should have originated (usually this will in
the last six months of the apprenticeship).

To assemble the portfolio, the apprentice should consider all the evidence they have
available that shows they have met the requirements being assessed. Evidence collected
towards the end of their apprenticeship programme, as they become independent in their
work, is likely to provide the most holistic evidence — ie covering a number of criteria at once.
From this, they should select evidence that most efficiently meets all the relevant criteria
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and that demonstrated their best performance. Whereas there may be some overlap
between the evidence collected, multiple pieces of evidence showing coverage of the same
criteria should not normally be submitted.

There are two questions that an apprentice should consider when selecting work to form their
portfolio:

1. Which pieces holistically (most efficiently) give evidence that covers all of the relevant
criteria?

2. lIsthis the best evidence | have, showing that | have met all of the requirements for the
higher grade?

Confirming the evidence selection

When the apprentice has selected the evidence to form their portfolio, this must be reviewed
by the employer / training provider to ensure:

all assessment requirements have been met;

it is in line with any requirements relating to the type and amount of evidence required
and when the evidence has originated;

there is no unnecessary duplication of evidence against the same criteria;

the work selected represents the best evidence available in relation to grading
requirements;

the clarity of any images or scanned evidence is sufficient to determine the quality of
the original evidence;

authenticity of evidence has been established.

Preparing evidence for submission

Each piece of evidence must have a header containing:

the name of the apprentice

the date the evidence was produced

the grading criteria it relates to

a handwritten/e-signature, where possible
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The employer/training provider must submit the Portfolio of Evidence to City & Guilds two
weeks prior to the assessment window opening. The work evidenced in the portfolio must
have been carried out by the apprentice and a signed declaration of portfolio authenticity
must be submitted along with the portfolio. The apprentice must have access to the portfolio
during the professional review.

Planning the Professional Review

The professional review can be conducted in person or remotely. The date and time of the
professional review should be planned in advance to ensure that the apprentice has
sufficient time to prepare. The apprentice should be given at least one week’s notice of the
professional review date.

The Professional Review

The Professional Review will last 60-65 minutes and will be conducted by the IEPA. It will be
based around a set of questions that City & Guilds have developed. These will enable the
apprentice to demonstrate they have developed the Knowledge, Skills and Behaviours
required in the grading criteria. The apprentice must have access to their portfolio during the
Professional Review.

Professional Review grading criteria

The Professional Review will be graded Fail, Pass or Distinction. The IEPA is fully
responsible for making the grading decision. The results will not be shared with you on the
day of the assessment.

To achieve a Pass an apprentice must achieve a minimum of 15 out of 25 pass criteria
defined below (marked as P1, P2 etc). The apprentice must achieve at least 1 pass criterion
from the Health & Safety section, at least 4 pass criteria from the Commercial & Legislative
section and at least 6 pass criteria from the Behaviours section. These must include meeting
the pass criteria for S11, B4 and B5.

To achieve a Distinction an apprentice must achieve the pass criteria and in addition must
achieve a minimum of 4 out of 8 distinction criteria defined below (marked as D1, D2 etc).
The apprentice must achieve distinction criteria in at least 2 sections, i.e. Health & Safety,
Commercial & Legislative or Behavioural sections.
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Health & Safety

S1

P1
P2

P3

D1

Contribute to maintaining a healthy and safe workplace, including the maintenance of
key equipment and carrying out general housekeeping.
Understand their responsibilities for Health & Safety in their workplace.

Understand the process for reporting accidents and potential hazards in the
workplace.

Understand their responsibilities for maintenance and housekeeping within the
workplace.

Understand the potential impact on the organisation and individuals of failing to
adhere to Health & Safety and environmental legislation.

Commercial & Legislative

K4

P4
P5
P6

D2

Basic consumer legislation relevant to the occupation.

Understand their responsibilities for protecting customer personal identifiable data.
Understand the broad principles of the Consumer Rights Act.

Understand the basic principles of type approval and quality markings. E.g. ECE
Markings for brake components, E-marking on tyres, EU Tyre Labelling requirements
and BSI kite-marking.

Understand the potential impact on the organisation for failing to adhere to consumer
legislation.

K9

P7

P8
P9

D3

How the business works and how you contribute to the overall results, demonstrating
commercial awareness.

Understand their organisation’s purpose and ‘brand promise’.

Understand their organisation’s core values and customer service culture.

Understand their role in the organisation and their contribution towards organisational
targets and goals.

Understand how their actions have resulted in improvements in performance against
the organisations targets and goals. Exemplify using evidence from portfolio
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K11 The importance of following work place procedures and the consequences of not
doing so.

P10 Understand why workplace procedures are important. E.g. standardised working
practices, quality measurement, protection for the organisation, staff and consumers.
Management of H&S risks and hazards, consistency of reporting to customers and
communication of service offering to set customer expectations. Protection from
disciplinary action and litigation.

P11 Understand the potential consequences of not following workplace procedures and
the impact for the organisation, the customer and their self.

No Distinction criteria for this category

S11 Deal with and resolve low-level customer complaints.

P12 Understand the process for dealing with and resolving customer dissatisfaction.
P13 Understand how the standard of customer service affects the organisation.
P14 Understand the process for escalating a customer complaint.

D4 Demonstrate how their actions have resulted in the resolution of at least 2 low level
customer complaints. Exemplify using evidence from portfolio

Behavioural

B1 Actin a manner that promotes the professional image of the automotive sector.

P15 Understand the broad consumer perception of the automotive sector and actions that
can be taken to improve the reputation of the sector. E.g. Stories portrayed in the
media promoting a “rip-off” culture, charging for parts not fitted, disregard for female
customers. Adopting transparent processes for inspection, showing the customer the
work required, informing the customer of any complications or delays and showing the
customer the completed work/old parts on handover, wearing clean and professional
uniform, maintain personal appearance.

P16 Give 2 examples of how they have promoted a positive image within their normal
duties.
Exemplify using evidence from portfolio

D5 Demonstrate how their actions have resulted in the positive promotion of the
automotive sector outside of their normal duties. Exemplify using evidence from
portfolio
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B2 Communicate effectively with colleagues and customers on a range of topics including
drawing out information to support identification of customer and vehicle needs,
making clear recommendations to customers and overcoming objections/concerns.

P17 Understand the principles underpinning effective communication e.g. use of open and
closed questions, active listening, the role of body language and tone in
communication and the importance of confirming understanding.

P18 Give 2 examples of how they have overcome customer objections or concerns.
Exemplify using evidence from portfolio

D6 Demonstrate how they have continuously improved the effectiveness of their
communications with customers and colleagues. Exemplify using evidence from
portfolio

B3 Behave in accordance with company values, industry codes of conduct and
demonstrate respect for customers and colleagues. Be courteous at all times and
respond quickly to requests/requirements using effective communication skills to win
trust and ensure an excellent experience.

P19 Understand how to consistently behave in accordance with company values, codes of
conduct demonstrate respect for colleagues and customers. Exemplify using evidence
from portfolio

P20 Understand why it is important to be courteous to others and why responding quickly
to requests is essential to building trust and ensuring an excellent experience. E.g.
Using respectful language, understanding that many customers are purchasing whilst
in distress so my be angry or frustrated, keeping them informed can help to reduce
their stress, providing regular updates supports the building of trust. Responding to
requests quickly shows that you are interested in the customer’s issues. Equally the
same principles apply to relationships and interactions with colleagues.

No Distinction criteria for this category

B4 Work as an effective team member taking responsibility for their own actions, being
honest and accountable when issues arise and things don’t go as planned.

P21 Demonstrate effective participation in briefings/meetings. Exemplify using evidence
from portfolio

P22 Understand the key principles that support effective team working e.g. balancing own
priorities with those of the team, determining when and how to communicate matters
that may have implications for others and adapting communication to suit the needs of
individuals.

P23 Give an example of a situation where an issue occurred and things didn’t go as
planned. Explain how they took responsibility and accountability for the issue and
what actions they took to resolve the issue. Exemplify using evidence from portfolio

D7 Demonstrate how their actions have contributed to strengthening team dynamics and
how they have proactively supported colleagues to improve the organisations results.
Exemplify using evidence from portfolio
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B5 Commit to learning to improve your own performance and that of the business. Work
in an organised way to ensure work is carried out in an effective and efficient manner.

P24 Understand how to take ownership of their personal development, to ensure that their
skills and knowledge are up-to-date. Give examples of how they have used different
learning methods to improve their own performance. Exemplify using evidence from
portfolio

P25 Demonstrate using an example of how they have obtained and used feedback to
improve their own performance ensuring that they can work more effectively and
efficiently. Exemplify using evidence from portfolio

D8 Demonstrate their current development goals using an up-to-date personal
development plan. How will they achieve your development goals and what support
will they need from others?
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9. Resits and retakes

Apprentices who fail one or more assessments will be offered the opportunity to take a resit
or retake.

e Aresitis where the apprentice takes the assessment again without the need for new
learning.
o Aretake is where the employer determines new learning is heeded first.

Resits and retakes are not offered to an apprentice wishing to move from pass to a higher

grade.

The overall EPA grade must be capped at a Pass if the apprentice has had to resit or retake
any assessment method, however the grade the apprentice has achieved for each
component is not capped and will be identified on the Statement of Achievement.

201 and 202 Knowledge Tests

If the resit or retake relates to a Knowledge Test, the apprentice will be presented with a new

randomised online Knowledge Test.

700 Practical Observations

If a resit or retake relates to the Practical Observation tasks, the apprentice must be
presented with a different version of the same tasks, which must cover the same

components/activities.
The apprentice need only resit or retake those practical task(s) failed.

Please refer to the Assessment Instructions: Practical Observations, in this pack.
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701 Professional Review

If the resit or retake relates to the Professional review, the IEPA will question the apprentice

on the same subject area but using a different set of questions.

The Professional review will be carried out in the same way as the original assessment. The
IEPA may review the Portfolio of Evidence to ensure all the KSBs are evidenced. They will

choose different questions.

Please refer to the Assessment Instructions: Professional review, in this pack.
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Security, confidentiality and copyright of End-point
Assessment materials

The following Terms of Use apply to the use of any City & Guilds EPA Assessment Materials
(“EPA Assessment Materials”), included with the EPA Pack or otherwise provided by City &
Guilds to the Customer from time to time under City & Guilds’ EPA Service, by Customers.
They form part of the Agreement between City & Guilds and the Customer for provision of
City & Guilds’ EPA Service in accordance with the Manual for the End-point Assessment
Service (hereafter the Manual).

EPA Assessment Materials include, but are not restricted to, venue and resources list, the
handbook, EPA Pack, EPA Recording Forms, sample papers, assessment tasks, questions
or marked scripts.

Customers are obliged to comply with these Terms of Use when using any EPA Assessment
Materials from time to time, in addition to:

o the terms of the licence for use of City & Guilds Materials set out under the Manual;

e (where any EPA Assessment Materials are dated examinations), the City & Guilds
invigilation instructions; and

e any conditions contained in a document itself.

Defined terms in these Terms of Use shall have the meaning given to them in the Manual.

Terms of Use
The Customer shall, and procure that the Customer’s staff shall:

e only use any EPA Assessment Materials for the purpose of formal, summative EPA
assessment in connection with the Agreement and not for any other purpose
(including, but not restricted to, teaching, revision, as practice assessments or for
commercial purposes);

e not make copies of any EPA Assessment Materials, whether in whole or in part, at
any time;

e handle and store any EPA Assessment Materials securely at all times;

e ensure that:

e any EPA Assessment Materials are made accessible to Apprentices only during
formal EPA assessment as governed by the assessment conditions specified for
the individual Apprenticeship Standard;
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¢ whilst the portfolio of an Apprentice may contain EPA assessment results
referenced to the EPA assessment taken from time to time, they do not at any
time contain the EPA Assessment Materials, unless otherwise stated in the
individual Apprenticeship Standard; and the content of any EPA Assessment
Materials is not made public in any format, whether in part or in full, at any time;

e under no circumstances share any EPA Assessment Materials with any third-party
organisation or individual,

e seek written permission from City & Guilds if they wish to convert any EPA
Assessment Materials for storage, retrieval and delivery in electronic form (ie, using
some form of e-assessment or e-learning system) from time to time; and

e provide access, on request, to City & Guilds to any system(s) on which any EPA
Assessment Materials appear, are stored or delivered from time to time.
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Contact us

EPA Gateway Team: Initial Reservation and
Gateway

EPA Events Team: Bookings and Cancellations
(Post Gateway)

Technical Advisors: Sector Specific Guidance
City & Guilds Sales Team

ILM Sales Team

City & Guilds Customer Services Team

ILM Customer Services Team

Digital Sales: on-programme delivery resources
Digital Credentials

Digital Credentials: bulk email uploads

March 2025

epa.gateway@cityandquilds.com

EPA@cityandquilds.com

Technical Advisors contact details

directsales@cityandguilds.com

01543 266 867

customer@i-lI-m.com

01924 930800 (option 5 EPA)
centresupport@cityandquilds.com

01543 266 867

customer@i-l-m.com

Digitalsales@cityandquilds.com

digitalsupport@cityandquilds.com

DCServiceTeam@cityandqguilds.com
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City
Gmlds

Who we are

As part of the City & Guilds Group, we believe in a world where people and
organisations have the confidence and capabilities to prosper, today and in the
future.

As workplaces evolve, so do we. That’'s why we set the standard for skills that
transform lives, industries, and economies.

About City & Guilds

For almost 150 years we have been developing the knowledge, skills, and
behaviours needed to help businesses thrive, we offer a broad and imaginative
range of products and services that help people achieve their potential through
work based learning. We believe in a world where people and organisations
have the confidence and capabilities to prosper, today and in the future. So we
work with like-minded partners to develop the skills that industries demand
across the world.

City & Guilds Group

Giltspur House

5—6 Giltspur Street
London EC1A 9DE
www.cityandguilds.com

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.

© City & Guilds Limited. All rights reserved. City & Guilds is a trademark of City & Guilds Limited, a
company registered in England and Wales (company number 16513878).
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