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Key features of the Edexcel Level 1 Award and
Certificate and Level 2 Award, Certificate and
Diploma in Cleaning and Support Services Skills

(QCF)

These qualifications:
e are nationally recognised

e are based on the Cleaning Services National Occupational Standards
(NOS). The NOS and Assessment Principles and are owned by Asset
Skills.

The Edexcel Level 2 Certificate in Cleaning and Support Services Skills
(QCF) and the Edexcel BTEC Level 2 Certificate in Cleaning Principles
(QCF) have been approved as components required for the Cleaning and
Support Services Apprenticeship framework.

What is the purpose of these qualifications?

The Level 1 Award and Certificate provides the foundations for a variety of
roles in the cleaning and support services sector. They are designed as an
introduction to occupational competence. The level 2 Award, Certificate and
Diploma qualifications are appropriate for cleaners working across a broad
range of areas. They are designed to assess occupational competence in the
workplace where learners are required to demonstrate skills and knowledge
to a level required in the cleaning industry.

Who are these qualifications for?
These qualifications are for all learners aged 16 and above who are capable
of reaching the required standards. Edexcel’s policy is that the qualifications
should:
e be free from any barriers that restrict access and progression

e ensure equality of opportunity for all wishing to access the qualifications.

What are the benefits of these qualifications to the learner and
employer?

These qualifications require individuals to demonstrate competence against
National Occupational Standards (NOS) which are based on the needs of the
cleaning industry as defined by Asset Skills, the Sector Skills Council. As
such it contributes to the development of skilled labour in the sector.

N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate 3
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What are the potential job roles for those working towards these
qualifications?

Potential job roles include, for example:

e Car valet

o Care worker

e Caretaker/maintenance person

e Carpet/upholstery cleaner

e Cleaner

e Food processing operative

o Hotel/accommodation room attendant

e Housekeeper

e Industrial cleaner

e Kitchen assistant/porter

e Laboratory technician

e Prison instructor

e Sterile services technician

o Street cleaner

e Window cleaner

What progression opportunities are available to learners who achieve
these qualifications?

These qualifications allow learners to demonstrate competence in cleaning
at a level required by the cleaning industry. Learners can progress across
the level and size of the cleaning and support services competence-based
qualifications and knowledge qualifications and into other occupational areas
such as team leading and management.

Further information is available in Annexe A.
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What is the qualification structure for the Edexcel

Level 1 Award in Cleaning and Support Services

Skills (QCF)?

Individual units are set out in full in the Units section.

Learners must complete a minimum of 7 credits to achieve this
qualification.

Learners must achieve both units in Mandatory Group M (5 credits), plus a
minimum of 2 credits from the optional units in Option Group O.

Edexcel Level 1 Award in Cleaning and Support Services Skills (QCF)

Unit M-Mandatory Group Credits | Level

1 T/600/6276 - Maintain Personal Hygiene 2 1
Standards when Cleaning

12 M/600/2775 - Reduce Risks to Health and 3 2
Safety in the Workplace

Unit O-Option Group Credits | Level

2 A/601/1205 - Do your Job in a Customer 5 1
Friendly Way (CfA imported unit)

3 J/600/6279 - Work with Others and Follow 2 1
Reporting Procedures

4 A/600/6280 - Work Individually and Follow 3 1
Reporting Procedures in a Cleaning
Environment

N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate
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What is the qualification structure for the Edexcel
Level 1 Certificate in Cleaning and Support Services
Skills (QCF)?

Individual units are set out in full in the Units section.

Learners must complete a minimum of 18 credits to achieve this
qualification.

Learners must complete 5 credits from Group A, a minimum of 4 credits
(maximum 5 credits) from Group B and a minimum of 2 credits
(maximum 3 credits) from Group C.

They then choose a combination of units that add up to a minimum of
7 credits from the Option units in Groups D/E, of which a minimum of
4 credits must be taken from Group D.

If learners take the Level 2 unit 'Follow rules to deliver customer service',
they cannot then take any Level 2 units from Group E.

Edexcel Level 1 Certificate in Cleaning and Support Services Skills

(QCF)

Unit M-Mandatory Group A Credits | Level

1 T/600/6276 - Maintain Personal Hygiene 2 1
Standards when Cleaning

12 M/600/2775 - Reduce Risks to Health and Safety | 3 2
in the Workplace

Unit M-Mandatory Group B Credits | Level

2 A/601/1205 - Do your Job in a Customer 5 1
Friendly Way (CfA imported unit)

13 L/601/1614 - Follow the Rules to Deliver 4 2

Customer Service (CfA imported unit)

Barred A/600/6344 - Carry Out Maintenance and
Minor Repairs

Barred M/600/6342 - Clean Glazed Surfaces and
Facades

Barred 1/600/6329 - Clean Washrooms and
Replenish Supplies

Barred T/600/6343 - Deal with Non-Routine
Waste

Barred T/600/6326 - Deal with Routine Waste

Barred F/600/6345 - Perform Street Cleansing
Manually

Barred R/600/6348 - Work Safely At Heights

6 N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate
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Edexcel Level 1 Certificate in Cleaning and Support Services Skills

(QCF)

M-Mandatory Group C

Credits

Level

1/600/6279 - Work with Others and Follow
Reporting Procedures

2

A/600/6280 - Work Individually and Follow
Reporting Procedures in a Cleaning Environment

3

O-Option Group D

Credits

F/600/6281 - Work in an Environmentally
Friendly Way

2

J/600/6282 - Use and Store Cleaning Equipment
and Agents

3

Y/600/6285 - Deal with Waste, Recyclables, Lost
Property and Suspicious Packages when Cleaning

2

M/600/6292 - Use Electrically Powered Cleaning
Equipment Effectively and Safely

3

T/600/6312 - Clean Surfaces using Correct
Methods

3

O-Option Group E

Credits

Level

14

K/600/6324 - Clean and Maintain Internal
Surfaces and Areas

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

4

15

M/600/6325 - Clean and Maintain External
Surfaces and Areas

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

16

T/600/6326 - Deal with Routine Waste

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

17

1/600/6329 - Clean Washrooms and Replenish
Supplies

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

18

A/600/6330 - Clean High-risk Areas

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

19

F/600/6331 - Clean Confined Spaces

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)
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Edexcel Level 1 Certificate in Cleaning and Support Services Skills

(QCF)

20 J/600/6332 - Clean Food Areas 4 2

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

21 L/600/6333 - Deep Clean Equipment and 6 2
Surfaces

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

22 D/600/6336 - Clean, Maintain and Protect Semi- | 4 2
hard and Hard Floors

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

23 H/600/6337 - Clean and Maintain Soft Floors 4 2
and Furnishings

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

24 M/600/6342 - Clean Glazed Surfaces and 3 2
Facades

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

25 T/600/6343 - Deal with Non-routine Waste 3 2

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

26 A/600/6344 - Carry Out Maintenance and Minor | 3 2
Repairs

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

27 F/600/6345 - Perform Street Cleansing Manually |3 2

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

28 J/600/6346 - Perform Street Cleansing 4 2
Mechanically

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)

29 R/600/6348 - Work Safely At Heights 3 2

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)
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Edexcel Level 1 Certificate in Cleaning and Support Services Skills

(QCF)

30 L/600/6350 - Use a Water-fed Pole System to 4 2
Clean Windows and Facades

Barred L/601/1614 - Follow the Rules to Deliver
Customer Service (CfA imported unit)
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What is the qualification structure for the Edexcel
Level 2 Award in Cleaning and Support Services
Skills (QCF)?

Individual units are set out in full in the Units section.
Learners must achieve a minimum of 6 credits to achieve this qualification.

Learners must complete 3 credits from Mandatory Group M and a minimum
of 3 credits from the Option Group O.

Edexcel Level 2 Award in Cleaning and Support Services Skills (QCF)

Unit M-Mandatory Group Credits | Level

12 M/600/2775 - Reduce Risks to Health and Safety | 3 2
in the Workplace

Unit O-Option Group Credits | Level

14 K/600/6324 - Clean and Maintain Internal 4 2
Surfaces and Areas

15 M/600/6325 - Clean and Maintain External 4 2
Surfaces and Areas

16 T/600/6326 - Deal with Routine Waste 3 2

17 J/600/6329 - Clean Washrooms and Replenish 3 2
Supplies

18 A/600/6330 - Clean High-risk Areas 5 2

19 F/600/6331 - Clean Confined Spaces 4 2

20 J/600/6332 - Clean Food Areas 4 2

21 L/600/6333 - Deep Clean Equipment and 6 2
Surfaces

22 D/600/6336 - Clean, Maintain and Protect Semi- | 4 2
hard and Hard Floors

23 H/600/6337 - Clean and Maintain Soft Floors 4 2
and Furnishings

24 M/600/6342 - Clean Glazed Surfaces and 3 2
Facades

25 T/600/6343 - Deal with Non-routine Waste 3 2

26 A/600/6344 - Carry Out Maintenance and Minor |3 2
Repairs

27 F/600/6345 - Perform Street Cleansing Manually | 3 2
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Edexcel Level 2 Award in Cleaning and Support Services Skills (QCF)

28 J/600/6346 - Perform Street Cleansing 4 2
Mechanically
29 R/600/6348 - Work Safely At Heights 2
30 L/600/6350 - Use a Water-fed Pole System to 4 2
Clean Windows and Facades
N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate 11
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What is the qualification structure for the Edexcel
Level 2 Certificate in Cleaning and Support Services
Skills (QCF)?

Individual units are set out in full in the Units section.

Learners must achieve a minimum of 18 credits to achieve this qualification
(maximum 25 credits):

Learners must complete 7 credits from Mandatory Group A, a minimum of 2
credits from Mandatory Group B (maximum 3 credits) and a minimum of 9
credits (from 3 units) from the Option Group O (maximum 15 credits).

Edexcel Level 2 Certificate in Cleaning and Support Services Skills

(QCF)

Unit M-Mandatory Group A Credits | Level

10 D/600/6322 - Communicate Effectively in the 2 2
Workplace

11 R/600/6351 - Develop Yourself in the Job Role* | 5 2

12 M/600/2775 - Reduce Risks to Health and Safety | 3 2
in the Workplace

Unit M-Mandatory Group B Credits | Level

3 J/600/6279 - Work with Others and Follow 2 1
Reporting Procedures*

4 A/600/6280 - Work Individually and Follow 3 1
Reporting Procedures in a Cleaning Environment

Unit O-Option group Credits | Level

14 K/600/6324 - Clean and Maintain Internal 4 2
Surfaces and Areas

15 M/600/6325 - Clean and Maintain External 4 2
Surfaces and Areas

16 T/600/6326 - Deal with Routine Waste 3 2

17 J/600/6329 - Clean Washrooms and Replenish 3 2
Supplies

18 A/600/6330 - Clean High-risk Areas 5 2

19 F/600/6331 - Clean Confined Spaces 4 2

20 J/600/6332 - Clean Food Areas 4 2

21 L/600/6333 - Deep Clean Equipment and 6 2
Surfaces
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Edexcel Level 2 Certificate in Cleaning and Support Services Skills

(QCF)

22 D/600/6336 - Clean, Maintain and Protect Semi- | 4 2
hard and Hard Floors

23 H/600/6337 - Clean and Maintain Soft Floors and | 4 2
Furnishings

24 M/600/6342 - Clean Glazed Surfaces and 3 2
Facades

25 T/600/6343 - Deal with Non-routine Waste 3 2

26 A/600/6344 - Carry Out Maintenance and Minor 3 2
Repairs

27 F/600/6345 - Perform Street Cleansing Manually | 3 2

28 J/600/6346 - Perform Street Cleansing 4 2
Mechanically

29 R/600/6348 - Work Safely At Heights 3 2

30 L/600/6350 - Use a Water-fed Pole System to 4 2
Clean Windows and Facades.

*Additional Information:

1/600/2765 Work in a Team and Develop Yourself. (If the learner has
completed the SSPS qualification, this unit will be equivalent to
R/600/6351-Develop Yourself in the Job Role and 1/600/6279- Work with
Others and Follow Reporting Procedures in a Cleaning Environment.
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What is the qualification structure for the Edexcel
Level 2 Diploma in Cleaning and Support Services
Skills (QCF)?

Individual units are set out in full in the Units section.

Learners must achieve a minimum of 37 credits to achieve this qualification.

Learners must complete 7 credits from Mandatory Group A, a minimum of 2
credits from Mandatory Group B and a minimum of 28 credits from Option
Group O.

Edexcel Level 2 Diploma in Cleaning and Support Services Skills

(QCF)

Unit M-Mandatory Group A Credits | Level

10 D/600/6322 - Communicate Effectively in the 2 2
Workplace

11 R/600/6351 - Develop Yourself in the Job Role* | o 2

12 M/600/2775 - Reduce Risks to Health and 3 2
Safety in the Workplace

Unit M-Mandatory Group B Credits | Level

3 J/600/6279 - Work with Others and Follow 2 1
Reporting Procedures*

4 A/600/6280 - Work Individually and Follow 3 1
Reporting Procedures in a Cleaning Environment

Unit O-Option Group Credits | Level

14 K/600/6324 - Clean and Maintain Internal 4 2
Surfaces and Areas

15 M/600/6325 - Clean and Maintain External 4 2
Surfaces and Areas

16 T/600/6326 - Deal with Routine Waste 3 2

17 J/600/6329 - Clean Washrooms and Replenish | 3 2
Supplies

18 A/600/6330 - Clean High-risk Areas 5 2

19 F/600/6331 - Clean Confined Spaces 4 2

20 J/600/6332 - Clean Food Areas 4 2

21 L/600/6333 - Deep Clean Equipment and 6 2
Surfaces
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Edexcel Level 2 Diploma in Cleaning and Support Services Skills

(QCF)

22 D/600/6336 - Clean, Maintain and Protect 4 2
Semi-hard and Hard Floors

23 H/600/6337 - Clean and Maintain Soft Floors 4 2
and Furnishings

24 M/600/6342 - Clean Glazed Surfaces and 3 2
Facades

25 T/600/6343 - Deal with Non-routine Waste 3 2

26 A/600/6344 - Carry Out Maintenance and Minor | 3 2
Repairs

27 F/600/6345 - Perform Street Cleansing 3 2
Manually

28 J/600/6346 - Perform Street Cleansing 4 2
Mechanically

29 R/600/6348 - Work Safely At Heights 3 2

30 L/600/6350 - Use a Water-fed Pole System to 4 2
Clean Windows and Facades

*Additional Information:

J/600/2765 Work in a Team and Develop Yourself. (If the learner has
completed the SSPS qualification, this unit will be equivalent to
R/600/6351-Develop Yourself in the Job Role and 1/600/6279- Work with
Others and Follow Reporting Procedures in a Cleaning Environment.
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How are the qualifications graded and assessed?

The overall grade for each qualification is a ‘pass’. The learner must achieve
all the required units within the specified qualification structure.

To pass a unit the learner must:
e achieve all the specified learning outcomes

o satisfy all the assessment criteria by providing sufficient and valid
evidence

« for each criterion show that the evidence is their own.

The qualifications are designed to be assessed:
e in the workplace or

e in conditions resembling the workplace, as specified in the assessment
principles for the sector, or

e as part of a training programme.

Asset Skills Assessment Principles

The assessment principles for these qualifications have been included in
Annexe D. Asset Skills has worked with Awarding Organisations offering
qualifications within their footprint to develop these assessment principles
for units of assessment which have been submitted to the QCF by Asset
Skills. The assessment principles include details on:

e criteria for defining realistic working environments

e roles and occupational competence of assessors, expert witnesses,
internal verifiers and standards verifiers

e quality control of assessment
e evidence requirements

e recognition of prior learning and experience.

The customer service units listed below have been imported from
CfA. For these units, the CfA Assessment Strategy for the Customer
Service S/NVQs (Annexe G) will apply.

e A/601/1205 Do your job in a customer-friendly way
e L/601/1614 Follow the rules of customer service
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Evidence of competence may come from:
o current practice where evidence is generated from a current job role

e a programme of development where evidence comes from
assessment opportunities built into a learning/training programme
whether at or away from the workplace

o the Recognition of Prior Learning (RPL) where a learner can
demonstrate that they can meet the assessment criteria within a unit
through knowledge, understanding or skills they already possess without
undertaking a course of learning. They must submit sufficient, reliable
and valid evidence for internal and standards verification purposes. RPL
is acceptable for accrediting a unit, several units or a whole Qualification

e a combination of these.
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It is important that the evidence is:

Valid relevant to the standards for which competence is claimed

Authentic produced by the learner

Current sufficiently recent to create confidence that the same skill,
understanding or knowledge persist at the time of the claim

Reliable indicates that the learner can consistently perform at this
level

Sufficient fully meets the requirements of the standards.

Types of evidence

To successfully achieve a unit the learner must gather evidence which
shows that they have met the required standard in the assessment criteria.
Evidence can take a variety of different forms including the examples below.
Centres should refer to the assessment principles (Annexe D)/assessment
strategy for CFA imported units (Annexe G) for information about which of
the following are permissible. In addition, Asset Skill’'s assessment guidance
(Annexe E and F) provides guidance on the acceptable types of evidence for
each of their units.

o direct observation of the learner’s performance by their assessor (O)
e outcomes from oral or written questioning (Q&A)

e products of the learner’s work (P)

e personal statements and/or reflective accounts (RA)

e outcomes from simulation, where permitted by the assessment
principles/strategy (S)

o professional discussion (PD)

e assignment, project/case studies (A)

e authentic statements/witness testimony (WT)

e expert witness testimony (EPW)

e evidence of Recognition of Prior Learning (RPL).

The abbreviations may be used for cross-referencing purposes.

Learners can use one piece of evidence to prove their knowledge, skills and
understanding across different assessment criteria and/or across different
units. It is, therefore, not necessary for learners to have each assessment
criterion assessed separately. Learners should be encouraged to reference
the assessment criteria to which the evidence relates.

Evidence must be made available to the assessor, internal verifier and
Edexcel standards verifier. A range of recording documents is available on
the Edexcel website www.edexcel.com. Alternatively, centres may develop
their own.
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Centre recognition and approval

Centre recognition

Centres that have not previously offered Edexcel qualifications need to
apply for and be granted centre recognition as part of the process for
approval to offer individual qualifications. New centres must complete both
a centre recognition approval application and a qualification approval
application.

Existing centres will be given ‘automatic approval’ for a new qualification if
they are already approved for a qualification that is being replaced by the
new qualification and the conditions for automatic approval are met.
Centres already holding Edexcel approval are able to gain qualification
approval for a different level or different sector via Edexcel online.

Approvals agreement

All centres are required to enter into an approvals agreement which is a
formal commitment by the head or principal of a centre to meet all the
requirements of the specification and any linked codes or regulations.
Edexcel will act to protect the integrity of the awarding of qualifications, if
centres do not comply with the agreement. This could result in the
suspension of certification or withdrawal of approval.

Quality assurance

Detailed information on Edexcel’s quality assurance processes is given in
Annexe B.

What resources are required?

Each qualification is designed to support learners working in the Cleaning
sector. Physical resources need to support the delivery of the qualifications
and the assessment of the learning outcomes and must be of industry
standard. Centres must meet any specific resource requirements outlined in
Annexe D: Assessment Principles and Annexe G: CfA Assessment Strategy
for Customer Service imported units.
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Unit format

Each unit in this specification contains the following sections.

The unit title is accredited on the QCF and this
form of words will appear on the learner’s

<| Notification of Performance (NOP).

/! This code is a unique reference number for the unit.

Unit title:

Unit reference number:

All units and qualifications within the QCF have a level assigned to them, which
represents the level of achievement. There are nine levels of achievement, from
Entry level to level 8. The level of the unit has been informed by the QCF level
descriptors and, where appropriate, the NOS and/or other sector/professional.
I
t‘ All units have a credit value. The minimum credit value is one, and credits can

only be awarded in whole numbers. Learners will be awarded credits when they
achieve the unit.

QCF level:

Credit value:

I
A notional measure of the substance of a qualification. It includes an estimate of the
time that might be allocated to direct teaching or instruction, together with other
structured learning time, such as directed assignments, assessments on the job or

supported individual study and practice. It excludes learner-initiated private study.
I

Guided learning hours:

This provides a summary of the purpose of the unit.

Unit summary:

I
< The assessment/evidence requirements are determined
by the SSC. Learners must provide evidence for each
of the requirements stated in this section.

Assessment requirements/evidence requirements:

Assessment methodology: '
‘ﬁ This provides a summary of the assessment methodology to be used for the unit.

Learning outcomes: | Assessment criteria: | Evidence type: Portfolio Date:
reference:
The learner The learner

should use this
box to indicate
where the
evidence can
be obtained eg
portfolio page
number.

should give the
date when the
evidence has

been provided.

AN

~x

I

Learning outcomes state exactly
what a learner should know,
understand or be able to do as a
result of completing a unit.

The assessment criteria of a unit
specify the standard a learner is
expected to meet to demonstrate
that a learning outcome, or a set of
learning outcomes, has been
achieved.

Learners must reference the type of
evidence they have and where it is
available for quality assurance
purposes. The learner can enter the
relevant key and a reference.
Alternatively, the learner and/or
centre can devise their own
referencing system.
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Units
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Unit 1:

Unit reference number:
QCF level:
Credit value:

Guided learning hours:

Unit summary

Maintain Personal Hygiene
Standards when Cleaning

T/600/6276
1

2

15

This unit is about the standards of personal hygiene which are required
when cleaning, and how to identify and report skin conditions and illnesses.
It is also about personal protective equipment how to select and use it
according to the task you are carrying out.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in

Annexe D.

The SSC’s assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 2: Do your Job in a Customer

Friendly Way
Unit reference number:  A/601/1205
QCF level: 1
Credit value: 5
Guided learning hours: 33

Unit summary

The customer service that the learner’s organisation gives is affected by the
way they do their job. Whatever job the learner is doing, customers expect
them to do it properly. They also expect the learner to consider their wishes
and feelings while they are doing it. Doing their job properly involves
following procedures and doing the tasks in their job correctly as well as
having the appropriate relationship with customers. This Unit covers how
the learner does their job with their customer in mind in a way that the
organisation and supervisors find acceptable. It will help the learner to
understand the parts of their job that are most important to good customer
service.

Assessment requirements/evidence requirements

This is an imported unit and therefore, the associated evidence
requirements apply. These are set out below:

Wherever possible your evidence should be based on a real job, whether
paid or voluntary, and when dealing with real customers, whether internal
or external to the organisation. However, for this Unit, evidence based on a
realistic working environment or a work placement is permissible.
Simulation is not allowed for any evidence within this Unit. (Guidelines for a
Realistic Working Environment can be found in the Assessment Strategy for
Customer Service S/NVQs at Levels 1,2,3 and 4 -Annexe G)

You may collect the evidence for the Unit through work in a private sector
organisation, a not-for-profit organisation or a public services organisation.

You must provide evidence that shows you have done this over a sufficient
period of time with different customers on different occasions for your
assessor to be confident that you are competent.

Your evidence must show that you have done your job in a customer
friendly way:

a during routine delivery of customer service

b during a busy time in your job

C during a quiet time in your job.
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You need to include evidence that you are doing your job in a customer
friendly for customers who are:

a easy to deal with
b difficult to deal with.

Assessment Methodology

Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 3: Work with Others and Follow
Reporting Procedures

Unit reference number: 1/600/6279

QCF level: 1
Credit value: 2
Guided learning hours: 17

Unit summary

This unit is about working with others with the same occupation as yourself
in your organisation and following the correct reporting procedures. It is
about giving help to others when they need it and responding appropriately
when incidents or disagreements arise.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 4: Work Individually and Follow
Reporting Procedures in a
Cleaning Environment

Unit reference number: A/600/6280

QCF level: 1
Credit value: 3
Guided learning hours: 19

Unit summary

This unit is about working individually without the presence of a supervisor
or other team members in a cleaning environment. This unit is also suitable
for lone workers.

When working individually you might have to deal with team workers from
other occupational areas or the general public by providing them with
information, or interacting with them in another way. In these situations it
is important that you act appropriately to create a positive impression of
your employer and/or workplace.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC's assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 5: Work in an Environmentally

Friendly Way
Unit reference number: F/600/6281
QCF level: 1
Credit value: 2
Guided learning hours: 12

Unit summary

Contribute to the protection of the environment by completing tasks and
activities in a manner that minimises harm and causes as little damage or
disturbance as possible.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 6: Use and Store Cleaning
Equipment and Agents

Unit reference number: 1/600/6282

QCF level: 1
Credit value: 3
Guided learning hours: 24

Unit summary

This unit is about the use and storage of equipment and cleaning agents in
line with organisational procedures and health and safety.

This unit is NOT suitable for cleaning washrooms.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 7: Deal with Waste, Recyclables,
Lost Property and Suspicious
Packages when Cleaning

Unit reference number: Y/600/6285

QCF level: 1
Credit value: 2
Guided learning hours: 13

Unit summary

This unit is about ensuring that waste, recyclables and lost property are
dealt with in an appropriate manner and in line with health and safety and
organisational procedures. It is also about dealing with packages that may
be considered suspicious.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the

workplace. Learners can enter the types of evidence they are presenting for

assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 8: Use Electrically Powered Cleaning
Equipment Effectively and Safely

Unit reference number: M/600/6292

QCF level: 1
Credit value: 3
Guided learning hours: 13

Unit summary

This unit is about the safe and effective use of electrical or battery powered
equipment. This could be any type of electrical or battery powered
equipment including suction cleaners, spray cleaners and rotary floor
buffers although this is not an exhaustive list.

In this context electrical equipment which plugs into the mains and has a
cord. Battery powered equipment does not have a cord.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 9: Clean Surfaces using Correct

Methods
Unit reference number:  T/600/6312
QCF level: 1
Credit value: 3
Guided learning hours: 18

Unit summary

This unit is about applying various cleaning methods to different surfaces. It
is designed for cleaning operatives undertaking basic tasks. It is suitable for
cleaning furniture, floors, fixtures and fittings.

This unit is NOT suitable for cleaning washrooms.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe E provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 10: Communicate Effectively in the

Workplace
Unit reference number: D/600/6322
QCF level: 2
Credit value: 2
Guided learning hours: 17

Unit summary

This unit is about communicating politely and effectively with other people
that you might encounter when conducting your work.

Communicating with others is also important to you if you work alone when
you must follow workplace procedures to keep in touch with your workplace
and/or colleagues.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 11: Develop Yourself in the Job Role

Unit reference number: R/600/6351

QCF level: 2
Credit value: 2
Guided learning hours: 12

Unit summary

This unit is about developing yourself in your job by identifying areas for
further development and setting yourself targets for achieving this.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the

workplace. Learners can enter the types of evidence they are presenting for

assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 12: Reduce Risks to Health and Safety
in the Workplace

Unit reference number: M/600/2775

QCF level: 2
Credit value: 3
Guided learning hours: 25

Unit summary

This unit is about reducing risks to health and safety in the workplace. It is
about appreciating significant risks in the workplace and knowing how to
identify and deal with them.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 13: Follow the Rules to Deliver
Customer Service

Unit reference number: L/601/1614

QCF level: 2
Credit value: 4
Guided learning hours: 30

Unit summary

This unit requires the learner to show that they know and understand the all
rules that apply to customer service delivered by their organisation and how
they apply to the learner and their job.

Assessment requirements/evidence requirements

This is an imported unit and therefore, the associated evidence
requirements apply. These are set out below:

Wherever possible your evidence should be based on a real job, whether
paid or voluntary, and when dealing with real customers, whether internal
or external to the organisation. However, for this Unit, evidence based on a
realistic working environment or a work placement is permissible.
Simulation is not allowed for any performance evidence within this unit.
(Guidelines for a Realistic Working Environment can be found in the
Assessment Strategy for Customer Service S/NVQs at Levels 1,2,3 and 4 -
Annexe G)

You may collect the evidence for the Unit through work in a private sector
organisation, a not-for-profit organisation or a public services organisation.

You must provide evidence that shows you have done this over a sufficient
period of time with different customers on different occasions for your
assessor to be confident that you are competent.

The ‘organisation’ from which you draw your evidence must be the
organisation you work for or the organisation in which you have realistic
work experience. The ‘organisation’ may be the whole of the organisation or
the business unit, division or department with which you are involved.

N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate 75
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You must provide evidence of following the rules to deliver customer
service:

a

b
C
d

during routine delivery of customer service
during a busy time in your job
during a quiet time in your job

when people, systems or resources have let you down

Assessment methodology

Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 14: Clean and Maintain Internal
Surfaces and Areas

Unit reference number: K/600/6324

QCF level: 2

Credit value: 4

Guided learning hours: 33

Unit summary

This unit is about working efficiently in a routine, low-risk environment and
following relevant processes and procedures. It covers assessing the area to
see what work has to be done, selecting the most appropriate equipment
for the task and dealing with spillages and accidents.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 15:

Unit reference number:
QCF level:
Credit value:

Guided learning hours:

Unit summary

This unit is about cleaning and maintaining external surfaces and areas

Clean and Maintain External

Surfaces and Areas
M/600/6325

2

4

26

following relevant processes and procedures. It covers assessing the area to

see what work has to be done and selecting the most appropriate

equipment for the task.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in

Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the

acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the

workplace. Learners can enter the types of evidence they are presenting for

assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 16: Deal with Routine Waste
Unit reference number: T/600/6326

QCF level: 2
Credit value: 3
Guided learning hours: 24

Unit summary

This unit is about handling waste in conjunction with cleaning activities and
making sure that the waste collection and holding areas are kept clean. This
unit requires waste to be handled carefully, ensuring that waste receptacles
are handled according to instructions. It is important to maintain personal
hygiene when handling waste in order to prevent health and safety risks
and to prevent contamination.

This unit does not cover non-routine removal of clinical waste or sharps.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 17: Clean Washrooms and Replenish

Supplies
Unit reference number:  1/600/6329
QCF level: 2
Credit value: 3
Guided learning hours: 17

Unit summary

This unit is about cleaning washrooms and involves following procedures for
entering the washroom, selecting equipment and preparing the cleaning
agents you will use. It is also about replacing supplies of consumables, such
as toilet paper and checking your work when you have finished.

In order to reduce risks to personal health and safety when cleaning
washrooms it is important to maintain high levels of personal hygiene. As
you may clean washrooms in an environment where you conduct a variety
of other cleaning tasks it is also important that, in order to prevent cross-
examination, the correct colour-coded equipment is used where
appropriate.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 18: Clean High-risk Areas

Unit reference number: A/600/6330

QCF level: 2
Credit value: 5
Guided learning hours: 35

Unit summary

This unit is about cleaning high risk areas. It also covers how to prevent the
spread of infection and contamination by following relevant processes and
procedures.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 19: Clean Confined Spaces

Unit reference number: F/600/6331

QCF level: 2
Credit value: 4
Guided learning hours: 26

Unit summary

This unit is about maintaining levels of cleanliness in confined spaces and to
be vigilant against possible hazards and risks that may arise.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 20: Clean Food Areas
Unit reference number: 1/600/6332

QCF level: 2
Credit value: 4
Guided learning hours: 32

Unit summary

Conducting routine cleaning in food areas including kitchens, food service
areas, food manufacturing premises, food production and food retailing.
This unit also covers identifying signs of pest control.

In food businesses, it is important to take into account the businesses’ food
safety management procedures.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 21: Deep Clean Equipment and
Surfaces

Unit reference number: L/600/6333

QCF level: 2
Credit value: 6
Guided learning hours: 39

Unit summary

This unit is about conducting specialized cleaning to non-routine equipment
and surfaces this may involve the use of specialist equipment, chemicals
and treatments.

In food businesses, it is important to take into account the businesses’ food
safety management procedures.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC's assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 22: Clean, Maintain and Protect Semi-
hard and Hard Floors

Unit reference number: D/600/6336

QCF level: 2
Credit value: 4
Guided learning hours: 23

Unit summary

This unit is about cleaning semi-hard and hard floors using manual
equipment. It covers assessing the amount of cleaning that is required and
the selection of appropriate equipment and cleaning agents.

It is also about employing the correct process when cleaning by removing
ground-in dirt before applying the appropriate treatment and ensuring, that
when your work is complete, that the area is left dry.

It also covers the application of protective coatings, burnishing the floor
using appropriate electrical equipment and then reinstating the work area
when completed.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 23:

Unit reference number:
QCF level:
Credit value:

Guided learning hours:

Unit summary

Clean and Maintain Soft Floors
and Furnishings

H/600/6337
2

4

21

This unit is about cleaning soft floors and furnishings, including the removal
of stains and applying treatments.

The unit will cover a range of specialist methods including: dry suction, pile
agitation, bonnet mopping absorption, dry powder extraction, water
extraction, dry solvent application, shampooing, pile realignment.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in

Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 24: Clean Glazed Surfaces and
Facades

Unit reference number: M/600/6342

QCF level: 2
Credit value: 3
Guided learning hours: 23

Unit summary

This unit is about cleaning surfaces, which must be carried out carefully in
order to prevent causing accidental damage such as chips, scratches and
other marks.

Many exterior surfaces have a shiny finish, therefore it is important that
upon completion of cleaning surfaces are left dry and glass, in particular, is
left free of smears and cleaning residue.

The term glazed can refer to other highly polished exterior surfaces eg
marble or cladding.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 25: Deal with Non-routine Waste
Unit reference number: T/600/6343

QCF level: 2
Credit value: 3
Guided learning hours: 22

Unit summary

This unit is about the handling of non-routine waste, which could for
example include hazardous waste such as clinical waste or sharps. It is
about following procedures to ensure that waste is clearly labelled and its
movement is recorded.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 26: Carry Out Maintenance and Minor

Repairs
Unit reference number:  A/600/6344
QCF level: 2
Credit value: 3
Guided learning hours: 24

Unit summary

This unit is about performing maintenance and minor repairs to items both
within buildings and outside.

Carrying out such repairs and maintenance will involve the use of hand tools
and equipment and working carefully to ensure that the area where the
work has been carried out is still in keeping with the surrounding area. It is
important that after repairs and maintenance have been carried out all
items are functioning as they should.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 27: Perform Street Cleansing

Manually
Unit reference number: F/600/6345
QCF level: 2
Credit value: 3
Guided learning hours: 24

Unit summary

This unit is about carrying out street cleansing by hand using a brush and a
barrow or cart. It covers removing litter and detritus from public areas
including grounds, streets, pavements, pedestrian areas and car parks. It
involves identifying and following the correct procedures to deal with any
litter that may pose a risk to health and safety. It is important that, when
you have finished your work, grounds are litter free and debris and detritus,
as is feasible has been removed.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 28:

Unit reference number:
QCF level:
Credit value:

Guided learning hours:

Unit summary

Perform Street Cleansing
Mechanically

1/600/6346
2

4

31

This unit is about carrying out street cleansing using a vehicle or other
automated equipment. It covers removing litter and detritus from public
areas and following the correct procedures to deal with litter that may pose

a threat to health and safety.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in

Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this

information.
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Unit 29: Work Safely At Heights
Unit reference number: R/600/6348

QCF level: 2
Credit value: 3
Guided learning hours: 20

Unit summary

This unit is about working safely at heights, inside or when working outside.
it includes assessing the risks involved, taking all suitable precautions and
following the correct procedures.

For the purpose of this unit a height is defined as a place from which a
person could be injured by falling, regardless of whether it is above, at or
below ground level.

This unit applies to individuals who work at heights, including those working
for example on gantries, ladders or similar structures from where this is a
danger of falling.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Unit 30: Use a Water-fed Pole System to
Clean Windows and Facades

Unit reference number: L/600/6350

QCF level: 2
Credit value: 4
Guided learning hours: 23

Unit summary

This unit is about cleaning windows, glass, laminates, facade surfaces and
other highly polished surfaces using water fed poles. It is important to
assess the risks to yourself and others and follow working procedures.

Assessment requirements/evidence requirements

Please refer to Asset Skills Assessment Principles which can be found in
Annexe D.

The SSC’s assessment guidance in Annexe F provides guidance on the
acceptable types of evidence for this unit.

Assessment methodology

This unit is assessed in the workplace or in conditions resembling the
workplace. Learners can enter the types of evidence they are presenting for
assessment and the submission date against each assessment criterion.
Alternatively, centre documentation should be used to record this
information.
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Further information

Our customer service numbers are:

BTEC and NVQ 0844 576 0026
GCSE 0844 576 0027
GCE 0844 576 0025
The Diploma 0844 576 0028

DiDA and other qualifications 0844 576 0031
Calls may be recorded for training purposes.

Useful publications

Related information and publications include:

e Centre Handbook for Edexcel QCF NVQs and Competence-based
Qualifications published annually

o functional skills publications — specifications, tutor support materials and
question papers

e Regulatory Arrangements for the Qualification and Credit Framework
(published by Ofqual, August 2008)

e the current Edexcel publications catalogue and update catalogue.

Edexcel publications concerning the Quality Assurance System and the
internal and standards verification of vocationally related programmes can
be found on the Edexcel website.

NB: Some of our publications are priced. There is also a charge for postage
and packing. Please check the cost when you order.

How to obtain National Occupational Standards

Asset Skills
2 The Courtyard
48 New North Road

Exeter

EX4 4EP

Telephone: 01392 423 399/0845 678 2 888

Email: info@assetskills.org
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Professional development and training

Edexcel supports UK and international customers with training related to
NVQ and BTEC qualifications. This support is available through a choice of
training options offered in our published training directory or through
customised training at your centre.

The support we offer focuses on a range of issues including:

e planning for the delivery of a new programme

e planning for assessment and grading

o developing effective assignments

e building your team and teamwork skills

e developing student-centred learning and teaching approaches
e building functional skills into your programme

e building effective and efficient quality assurance systems.

The national programme of training we offer can be viewed on our website
(www.edexcel.com/training). You can request customised training through
the website or by contacting one of our advisers in the Training from
Edexcel team via Customer Services to discuss your training needs.

The training we provide:

e is active

e is designhed to be supportive and thought provoking
e builds on best practice

e may be suitable for those seeking evidence for their continuing
professional development.
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Annexe B: Quality assurance

Key principles of quality assurance

e A centre delivering Edexcel qualifications must be an Edexcel recognised
centre and must have approval for qualifications that it is offering.

e The centre agrees, as part of gaining recognition, to abide by specific
terms and conditions relating to the effective delivery and quality
assurance of assessment. The centre must abide by these conditions
throughout the period of delivery.

o Edexcel makes available to approved centres a range of materials and
opportunities to exemplify the processes required for effective
assessment and provide examples of effective standards. Approved
centres must use the guidance on assessment to ensure that staff who
are delivering Edexcel qualifications are applying consistent standards.

e An approved centre must follow agreed protocols for: standardisation of
assessors; planning, monitoring and recording of assessment processes;
internal verification and recording of internal verification processes and
dealing with special circumstances, appeals and malpractice.

Quality assurance processes

The approach to quality assured assessment is made through a partnership
between a recognised centre and Edexcel. Edexcel is committed to ensuring
that it follows best practice and employs appropriate technology to support
quality assurance processes where practicable. The specific arrangements
for working with centres will vary. Edexcel seeks to ensure that the quality-
assurance processes it uses do not inflict undue bureaucratic processes on
centres, and works to support them in providing robust quality-assurance
processes.

The learning outcomes and assessment criteria in each unit within this
specification set out the standard to be achieved by each learner in order to
gain each qualification. Edexcel operates a quality-assurance process,
designed to ensure that these standards are maintained by all assessors
and verifiers.

For the purposes of quality assurance, all individual qualifications and units
are considered as a whole. Centres offering these qualifications must be
committed to ensuring the quality of the units and qualifications they offer,
through effective standardisation of assessors and internal verification of
assessor decisions. Centre quality assurance and assessment processes are
monitored by Edexcel.
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The Edexcel quality-assurance processes will involve:

gaining centre recognition and qualification approval if a centre is not
currently approved to offer Edexcel qualifications

annual visits to centres by Edexcel for quality review and development of
overarching processes and quality standards. Quality review and
development visits will be conducted by an Edexcel quality development
reviewer

annual visits by occupationally competent and qualified Edexcel
Standards Verifiers for sampling of internal verification and assessor
decisions for the occupational sector

the provision of support, advice and guidance towards the achievement
of National Occupational Standards.

Centres are required to declare their commitment to ensuring quality and
appropriate opportunities for learners that lead to valid and accurate
assessment outcomes. In addition, centres will commit to undertaking
defined training and online standardisation activities.

190
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Annexe C: Centre certification and registration

Edexcel Standards Verifiers will provide support, advice and guidance to
centres to achieve Direct Claims Status (DCS). Edexcel will maintain the
integrity of Edexcel QCF NVQs through ensuring that the awarding of these
qualifications is secure. Where there are quality issues identified in the
delivery of programmes, Edexcel will exercise the right to:

o direct centres to take action
e limit or suspend certification
e suspend registration.

The approach of Edexcel in such circumstances is to work with the centre to
overcome the problems identified. If additional training is required, Edexcel
will aim to secure the appropriate expertise to provide this.

What are the access arrangements and special considerations for the
qualifications in this specification?

Centres are required to recruit learners to Edexcel qualifications with
integrity.

Appropriate steps should be taken to assess each applicant’s potential and a
professional judgement should be made about their ability to successfully
complete the programme of study and achieve the qualification. This
assessment will need to take account of the support available to the learner
within the centre during their programme of study and any specific support
that might be necessary to allow the learner to access the assessment for
the qualification. Centres should consult Edexcel’s policy on learners with
particular requirements.

Edexcel’s policy on access arrangements and special considerations for
Edexcel qualifications aims to enhance access to the qualifications for
learners with disabilities and other difficulties (as defined by the 1995
Disability Discrimination Act and the amendments to the Act) without
compromising the assessment of skills, knowledge, understanding or
competence. Please refer to Access Arrangements and Special
Considerations for BTEC and Edexcel NVQ Qualifications for further details.
www.edexcel.com.
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Annexe D: Assessment Principles

asset@skills

The Sector Skills Council
for Property Services, Housing, Cleaning Services
and Facilities Management

the sector skills council for the places where we live and work

ASSESSMENT PRINCIPLES
August 2010

POLICIES AND PRINCIPLES FOR AWARDING
ASSET SKILLS COMPETENCE UNITS IN THE QCF

Asset Skills

2" Floor

Sol House

19 St Katherine’s Street
Northampton

NN1 2QZ

Telephone: 01604 233336

Fax: 01604 233573

E-mail: enquiries@assetskills.org

Website: www.assetskills.org
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1 Introduction

ASSET SKILLS has worked with the Awarding Organisations offering
qualifications within their footprint to develop these assessment
principles for units of assessment which have been submitted to the QCF
by Asset Skills

ASSET SKILLS, with the support of industry, is dedicated to embedding
the National Occupational Standards and units of assessment into the
workplace and to upholding the quality and integrity of the Standards
and Units and the Awards, Certificates and Diplomas based upon them.
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2 Assessment principles for competency based units

2.1

N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate

The following principles will apply to Awarding Organisations:

2.1.1

2.1.2

2.1.3

2.1.4

2.1.5

2.1.6

Assessment should normally be at the candidate’s workplace,
but where the opportunity to assess across the range of
standards is unavailable other comparable working
environments may be used, following agreement from the
External Verifier.

A holistic approach towards the collection of evidence should
be encouraged, assessing activities generated by the whole
work experience rather than focusing on specific tasks.

e.g. If the candidate communicates with a customer whilst
engaged in cleaning activities these can be assessed against
both cleaning and customer service elements.

Asset Skills does not prescribe a minimum number of
observations, however, evidence provided must demonstrate
that competency is consistent and reliable.

Assessors can only assess in their acknowledged area of
occupational competence.

Assessors and Internal Verifiers will be registered with their
Approved Centre and be accountable to the organisation for
their assessment practice.

Health and safety of customers/clients and employees must be
maintained throughout the assessment process and if any
person carrying out assessment or verification activities does
not feel that there is due regard to health and safety then that
person should refuse to continue with the activity(ies) until
satisfied that due regard to health and safety is being taken.

197
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3 Simulation and witness testimony for competency based units

There are a few occasions when simulation or witness testimony is
warranted where the centre can demonstrate that performance evidence
has been impossible to obtain.

The underlying reasons for either simulation or witness testimony are:
e health and safety considerations

e activities that would cause serious inconvenience or loss to an employer
if there was an undue delay in their being carried out

o Infrequently occurring activities

e equality of access

3.1 Simulation

Simulation may be necessary for specific elements of the units. It is
advisable that centres refer to the Awarding Organisations in these
cases for clear guidelines.

Awarding Organisation guidance to centres must ensure that
demands on the candidate during simulation are neither more nor
less than they would encounter in a real work situation. In particular:

e All simulations must be planned, developed and documented by
the centre in a way that ensures the simulation accurately reflects
what the unit seeks to assess

e All simulations should follow these documented plans

e A centre’s overall strategy for simulation must be examined and
approved by the external verifier

e There should be a range of simulations to cover the same aspect
of the standard so that the risk of candidates successfully
colluding is reduced

e The physical environment for the simulation must be as realistic
as possible and draw on real resources that would be used in the
industry

e The nature of the contingency must be realistic.

3.2 Witness Testimony

Witness testimony should not form the primary source of evidence. Centres
must comply with Awarding Organisation guidance over the occupational
competence and briefing of witnesses in the use of witness testimony.
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4 Recognition of prior learning and experience

4.1 Evidence from past achievement may be included as permissible
evidence within assessment methods.

4.2  Evidence of prior knowledge and understanding can be offered as
supplementary evidence as long as it is a measurable assessed
outcome of learning which links to the unit of assessment

4.3  Assessors should make best use of all the assessment methods
available to them in ensuring the most reliable and effective use is
made of claims of prior learning and experience which relate to the
individual circumstances.

4.4  All candidates must demonstrate current competence with respect to
recognition of prior learning (RPL).

5 External quality assurance of assessment

5.1 Awarding organisations will operate a Risk Rating system of Approved
Centres. This will be applied UK wide. Awarding organisations will
provide details of their plans and criteria for risk rating at the time of
qualifications' submissions.

5.1.1 The Awarding Organisations will carry out risk assessment annually
and risk rate each Approved Centre and will take appropriate action
to ensure quality assurance is maintained.

6 Framework criteria for the appointment of external verifiers

6.1  ASSET SKILLS aims to ensure that the technical and quality
aspirations of industry are met, in order to inspire confidence in the
national occupational standards and qualifications. ASSET SKILLS will
work with the Awarding Organisations to implement a practical and
cost effective external verification process that will strengthen the
rigour and consistency of assessment.

6.2  The criteria will apply to existing and new External Verifiers.

6.3 Verification Competence

6.3.1 Awarding Organisations will ensure that External Verifiers:

Hold an appropriate external verifier qualification (D35 or V2),
or be working towards the V2 qualification, and demonstrate
evidence of knowledge, understanding and experience of the
assessment process (together with the occupational
competence requirements below).

e In England, Wales, Northern Ireland new External Verifiers
must achieve unit V2 within 12 months of beginning
external verification.
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6.4

6.5

200

e In Scotland ,all new EVs should have an assessment plan

for achieving the V2 and be working towards achieving the
awards. There is no timescale attached to the achievement
of Unit V2.

Occupational Competence

All External Verifiers must

6.4.1

6.4.2

6.4.3

6.4.4

6.4.5

6.4.6

6.4.7

6.4.8

6.4.9

provide evidence of knowledge, understanding and application
of the National Occupational Standards, Units of Assessment
and Assessment Principles, together with technical definitions
where appropriate. Awarding Organisations should cover this
requirement as part of their normal appointment process.

have verifiable relevant experience and current knowledge of
the occupational working area at or above the level being
verified. This experience and knowledge must be of sufficient
depth to be effective and reliable when verifying judgements
about assessors’ assessment processes and decisions. External
verifiers’ experience and knowledge could be verified by:

e curriculum vitae and references
e possession of a relevant qualification
e corporate membership of a relevant professional institution

have up to date knowledge and experience of the particular
aspects of work they are verifying. This could be verified by
records of continuing professional development achievements

have a sound in-depth knowledge of, and uphold the integrity
of the NOS, Units of Assessment and these Assessment
Principles

undertake continuous professional development to ensure that
they are working to the current National Occupational
Standards in assessment and verification.

be aware of national issues affecting vocational education,
training and qualifications in the sector.

have appropriate knowledge of the ASSET SKILLS framework
of qualifications in relevant areas to the qualifications being
externally verified.

demonstrate their ability to maintain credibility and retain the
confidence of the industry through commitment to continuous
personal and professional development.

provide evidence of knowledge, understanding and application
of the Regulatory Authorities’ codes of practice

Awarding Organisations may have generic criteria and personnel
specifications in addition to the above.
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7 Framework criteria for the appointment of internal verifiers

7.1

7.2
7.3

7.4

7.5

Internal Verifiers are appointed by an Approved Centre and approved
by the Awarding Organisation through their External Verifier.

This criteria will apply to existing and new Internal Verifiers.

Internal Verifiers should only verify the decisions of assessors which
fall within their acknowledged area of technical and occupational
competence.

Internal Verifiers should be seen as the person responsible for an
approved centre’s assessment quality in order to facilitate the
assessment process and should be one of the following:

7.4.1 Internal Verifiers will be employed directly or contractually by
the same organisation (approved centre) as the assessors

Or

7.4.2 Acting as a counter-signatory on a short term basis, a maximum period
of 18 months, where Internal Verifier(s) have not yet achieved their V1
award.

Internal Verifiers will either:

a Hold an appropriate internal verifier qualification (D34 or V1) ,
or be working towards a V1 qualification.

. In England, Wales and Northern Ireland all new internal
verifiers should achieve unit V1 within 18 months of
beginning internal verification duties. Internal verification
decisions by verifiers who are still working towards
certification must be countersigned by a Verifier who has
gained certification.

. In Scotland, all new Verifiers should have an assessment
plan for achieving the V1 and be working towards
achieving the award. External Verifiers will monitor
progress and achievement towards the achievement of V1
during centre visits

. All new Internal Verifiers must hold units A1 and/or A2
Or:

b Where employers opt for an ‘employer direct’ model, the
qualification requirements specified by the regulatory
authorities may be waived as described below.

The ‘employer direct’ model is where colleagues, supervisors
and/or managers in the workplace are involved in the
assessment process. Under this model, the employer, with the
agreement of their Awarding Organisation and Asset Skills
and the approval of the qualifications Regulators, may choose
between:

Achieving the appropriate regulatory body approved unit
qualifications for internal verification
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Or

Demonstrating that the employer’s training and development activity
undertaken to prepare, validate and review these verification roles,
maps 100% to the National Occupational Standards which these
qualifications are based on. The mapping process must be agreed by
the Awarding Organisation as providing the equivalent level of rigour
and robustness as achievement of the unit qualification.

The alternative option described above, which waivers the
need for the regulatory approved units, must be confined in
application to an ‘organisation by organisation’ and
‘qualification by qualification’ basis, and agreed by the
qualification regulators. Prospective organisations must be
able to confirm that their in-house practices conform to the
requirements of the Standards in association with the relevant
Awarding Organisation.

7.5.2 It is desirable that all Internal Verifiers hold a relevant
qualification

Internal Verifiers will:

7.5.3 have verifiable relevant experience and current knowledge of
the occupational working area at or above the level being
verified. This experience and knowledge must be of sufficient
depth to be effective and reliable when verifying judgements
about assessors’ assessment processes and decisions. Internal
verifiers’ experience and knowledge could be verified by:

e curriculum vitae and references
. possession of a relevant qualification

. corporate membership of a relevant professional
institution

7.5.4 have expertise so they have up to date knowledge and
experience of the particular aspects of work they are verifying.
This could be verified by records of continuing professional
development achievements

7.5.5 have a sound in-depth knowledge of, and uphold the integrity
of the NOS, Units of Assessment and these Assessment
Principles

7.5.6 be prepared to participate in training activities for their
continued professional development

7.5.7 demonstrate their ability to maintain occupational competence
by continuous professional development

7.5.8 undertake continuous professional development to ensure that
they are working to the current National Occupational
Standards in assessment and verification.
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7.5.9 have knowledge of the requirements and application of the
Asset Skills Assessment Principles

7.5.10 provide evidence of knowledge, understanding and application
of the Regulatory Authorities’ codes of practice

7.6  Centres will be responsible for ensuring that internal verifiers plan
and maintain continuous professional development

7.7  Approved Centres may have generic criteria and personnel
specifications in addition to the above.
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8 Framework criteria for the appointment of assessors

8.1 This section is intended to assist Approved Centres in the recruitment
of those individuals who will act as Assessors within the Approved
Centre.

8.2 Assessors are appointed by an Approved Centre and approved by the
Awarding Organisation through their External Verifier.

8.2.1 They should only assess in their area of technical and
occupational competence as approved by their Awarding
Organisations.

8.3  Assessors should be one of the following:

8.3.1 Employed directly or contractually by the same organisation
(centre) as the candidate

Or

8.3.2 Acting as a counter signatory on a short term basis
(18 months) where the Centre Assessor has not yet achieved
their A1 or A2 awards.

8.4 The Assessor should have the following:
Assessment Competence
Either:
8.4.1

a Hold D32 and/or D33 or Al and or A2 or be working towards
Al and/or A2 Assessor Awards.

e In England, Wales and Northern Ireland, new Assessors
must achieve unit A1 or A2 within 18 months of beginning
assessment duties. Assessment decisions by Assessors who
are still working towards certification must be countersigned
by an Assessor who has gained certification.

e In Scotland, all new Assessors should have an assessment
plan for achieving Al or A2 and be working towards
achieving the award. External Verifiers will monitor progress
and achievement towards the achievement of A1 or A2
during centre visits.

Candidates in possession of a TQFE without having an
appropriate Al or A2 award should undertake continuing
professional development to demonstrate that they are
working to the appropriate A Unit standard.
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Or:
b Where employers opt for an ‘employer direct’ model, the

qualification requirements specified by the regulatory
authorities may be waived as described below.

The ‘employer direct’ model is where colleagues,
supervisors and/or managers in the workplace are
involved in the assessment process. Under this model,
the employer, with the agreement of their Awarding
Organisation and Asset Skills and the approval of the
qualifications Regulators, may choose between:

Achieving the appropriate regulatory body approved unit
qualifications for assessment.

Or

Demonstrating that the employer’s training and development
activity undertaken to prepare, validate and review these
assessment roles, maps 100% to the National Occupational
Standards which these qualifications are based on. The
mapping process must be agreed by the Awarding Organisation
as providing the equivalent level of rigour and robustness as
achievement of the unit qualification.

The alternative option described above, which waivers
the need for the regulatory approved units, must be
confined in application to an ‘organisation by
organisation’ and ‘qualification by qualification’ basis,
and agreed by the qualification regulators. Prospective
organisations must be able to confirm that their in-
house practices conform to the requirements of the
Standards in association with the relevant Awarding
Organisation.

8.5 Occupational Competence

All assessors must

8.5.1 have verifiable relevant current industry experience and
knowledge of the occupational working area at or above the
level being assessed. This experience and knowledge must be
of sufficient depth to be effective and reliable when judging
candidates’ competence. Assessors’ experience and knowledge
could be verified by:

e curriculum vitae and references
e possession of a relevant qualification
e corporate membership of a relevant professional institution
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8.5.2 have sufficient occupational expertise so they have up to date
knowledge and experience of the particular aspects of work
they are assessing. This could be verified by records of
continuing professional development achievements

8.5.3 have a sound in-depth knowledge of, and uphold the integrity
of the sector’s NOS, units of Assessment and these
Assessment Principles

8.5.4 be prepared to participate in training activities for their
continued professional development

8.6 Centres will be responsible for ensuring that assessors plan and
maintain continuous professional development

8.7 Approved Centres may have generic criteria and personnel
specifications in addition to the above.
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Annexe E: Cleaning Assessment Guidance Level 1

Cleaning assessment guidance level 1

The primary source of evidence must be by observation in the workplace by
an assessor. It is recommended that assessment is holistic where possible.
This is referencing the evidence across all the units which it fits. However,
other forms of evidence may be used in exceptional instances and these are
set out in the principles of assessment and are as follows:

e health and safety considerations

e activities that would cause serious inconvenience or loss to an employer
if there was an undue delay in their being carried out

e infrequently occurring activities
e equality of access.

In order to provide consistency across awarding organisations and centres
the following guidance has been developed. The tables give guidance on the
acceptable types of evidence for each unit. It does not mean that
evidence must be provided for each type allowed.

Suggested evidence types for the headings are as follows:

Observation; direct observation or witness testimony where direct
observation is not possible (see Assessment Principles)

Question and answer; candidate statements, verbal questioning,
professional discussion, written questions, product evidence supported by
questioning

Simulation/realistic working environment; should be used as a last
resort where allowed. A definition of a realistic working environment is
given in the Assessment Principles document.
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Annexe F: Cleaning Assessment Guidance Level 2

Cleaning assessment guidance level 2

The primary source of evidence must be by observation in the workplace by
an assessor. It is recommended that assessment is holistic where possible.
This is referencing the evidence across all the units which it fits. However,
other forms of evidence may be used in exceptional instances and these are
set out in the principles of assessment and are as follows:

e health and safety considerations

e activities that would cause serious inconvenience or loss to an employer
if there was an undue delay in their being carried out

e infrequently occurring activities
e equality of access.

In order to provide consistency across awarding organisations and centres
the following guidance has been developed. The tables give guidance on the
acceptable types of evidence for each unit. It does not mean that
evidence must be provided for each type allowed.

Suggested evidence types for the headings are as follows:

Observation; direct observation or witness testimony where direct
observation is not possible (see Assessment Principles)

Question and answer; candidate statements, verbal questioning,
professional discussion, written questions, product evidence supported by
questioning

Simulation/realistic working environment; should be used as a last
resort where allowed. A definition of a realistic working environment is
given in the Assessment Principles document.

N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate 239
and Diploma in Cleaning and Support Services Skills (QCF) — Issue 2 — March 2011
© Edexcel Limited 2011
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Annexe G: CfA Assessment Strategy for Customer Service

Imported Units

CfA

6 Graphite Square
Vauxhall Walk
London SE11 5EE
info@cfa.uk.com
Tel: 020 7091 9620
Fax: 020 7091 7340
www.cfa.uk.com

d

business skills @ work

Customer Service

Assessment Strategy for
Customer Service S/NVQs
atLevels 1, 2,3 and 4

July 2010
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This document gives details of the Assessment Strategy for the Customer
Service S/NVQs at Levels 1, 2, 3 and 4. It gives the key requirements for
Customer Service Awarding Organisations/Bodies, External and Internal
Verifiers, Assessors and S/NVQ Centres regarding:

e External Quality Control

e Assessor and Verifier Occupational Competence
e Workplace Performance and Simulation

e Employer Direct Model.
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1 External quality control

1la

ib

Monitoring Centre Performance

Awarding Organisations/Bodies should:

carry out thorough risk assessments of organisations applying to
become Approved Centres for the Customer Service Level 1, 2, 3
and 4 S/NVQs;

apply quality control management measures appropriate to assess
each centre’s risk.

External Verification

Awarding Organisations/Bodies will appoint External Verifiers and will
monitor all External Verifier practices.

In particular the AO/B will:

seek centre feedback regarding the performance of External
Verifiers and act on this feedback

ensure that centres have requested feedback from their employers
in the feedback process

ensure that External Verifiers follow the relevant regulatory code of
practice for EVs and if no code of practice is developed Awarding
Organisations/Bodies will develop their own and apply it

ensure that where a Realistic Working Environment is used IVs and
EVs carry out a full examination of the working practices and the
assessment process’;

! Additional Requirements for Qualifications using the title NVQ within the QCF: Version 2 August 2009
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2 Assessor internal and external verifier
occupational competence

2a

Customer Service Awarding Organisations/Bodies will facilitate
Assessment, Internal and External Verification by ensuring that
EVs have:

a thorough knowledge of the Level 1,2, 3 or 4 National Occupational
Standards for Customer Service, appropriate to the Level the EV is
working at, and the ability to interpret them across a wide variety of
Customer Service environments;

experience and working knowledge of the operational and
assessment processes of the Customer Service S/NVQ at the Level
the EV is working at;

relevant and credible customer service experience across the level
and breadth of the National Occupational Standards and S/NVQs at
the Level the EV is working at;

knowledge of current customer service practice and emerging issues
in the customer service arena;

high levels of communication and interpersonal skills.

Level 1 The table at Appendix A shows the CfA requirements for the

Occupational Competence of Assessors, Internal and External
Verifiers at Level 1.

Level 2 The table at Appendix B shows the CfA requirements for the

Occupational Competence of Assessors, Internal and External
Verifiers at Level 2.

Level 3 The table at Appendix C shows the CfA requirements for the

Occupational Competence of Assessors, Internal and External
Verifiers at Level 3.

Level 4 The table at Appendix D shows the CfA requirements for the

Occupational Competence of Assessors, Internal and External
Verifiers at Level 4.

In these tables the CfA has suggested some ways in which Awarding
Organisations/Bodies can gain evidence to meet these requirements -
these are not compulsory, just a guide. The tick boxes on the right
show whether the evidence applies to Assessors (A), Internal Verifiers (IV)
or External Verifiers (EV)

N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate 359
and Diploma in Cleaning and Support Services Skills (QCF) — Issue 2 — March 2011
© Edexcel Limited 2011



2b Awarding Organisations/Bodies and the CFA will work together
to:

e circulate and disseminate information appropriate to the job role,
from the CFA, to all EVs when this supports the Awarding
Organisations/Bodies’s communication strategy/schedule;

e advise EVs of the availability of the CFA Web Pages;

e hold briefings for External Verifiers about the revised Customer
Service Standards and S/NVQs;

e encourage EVs to take part in CfA events regarding the Customer
Service Standards and S/NVQs whenever this is felt appropriate;
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3 Simulation and realistic workplace performance

Wherever possible, assessment of the Customer Service National S/NVQ
Units should be carried out in a real job (either paid or voluntary).
Where this is not possible this Assessment Strategy does allow for:

3a The use of simulation for the following level 1 S/NVQ Units
only:
e C1 Recognise and deal with customer queries, requests and
problems
e C2 Take details of customer service problems

To undertake assessment of simulated activities for the units above the
Guidelines for Simulation shown at Appendix E must be met

3b The use of a Realistic Working Environment including work
experience and work placement is allowed for all units in the
Level 1 and Level 2 S/NVQ

To undertake assessment in a Realistic Working Environment the Guidelines
shown at Appendix F must be met.

All other Units must be achieved in a real working situation (either paid or
voluntary).
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4 Employer direct model

The CfA feels that the Employer Direct Model of in-house assessment will
encourage more employers to offer the Customer Service SVQs and NVQs,
particularly when they often have highly trained and experienced assessors,
managers and trainers already in situ who meet or exceed the requirements
of the Al and V1 qualifications. Wherever possible, the CfA works with
employers to encourage assessment to be carried out by colleagues,
supervisors and/or managers in a workplace environment. However, many
employers see gaining the A1 and V1 units as an obstacle and unnecessary
given the experience and quality of their own internal assessors and
trainers.

The Employer Direct Model has been developed to meet the needs of
specific employers based on their knowledge of the Customer Service NOS
and qualifications and their history of internal assessor/internal verifier
expertise.

The CfA supports this model with several provisos: The organisation must:

o liaise with an Awarding Organisation/Body who will be offering the
qualification prior to beginning the process

e prepare, validate and review the assessment/verification roles

e carry out 100% mapping of the employers training to the National
Occupational

e Standards for the A and V units which the qualifications are based on

e agree the mapping process with the awarding organisation/body
involved

o« demonstrate an equivalent level of rigour and robustness as the
achievement of the unit qualification

The Awarding Organisation/Body must:
o offer this model to employers only
e inform the CfA of employers who are using this model

e supply the CfA with statistical data including take-up, sector, size of
organisation etc. when requested

o keep the CfA informed of any problems/issues incurred in the delivery of
this model.
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Appendix A

Occupational competence of Assessors, IVs and EVs at Level 1

The Assessor, IV and This can be evidenced by: A |IV | EV
EVworking at Level 1 must
have:
A thorough understanding | gathering feedback from a v
of the National variety of centres
Occupational Standards in — ;
) Customer Service at exp_lalnlng and pL_Jttlng the
Level 1 with the ability to | National Occupational
interpret them within the Standards mtq thg contexts S | v |/
environments and sectors | they are working in
they are working in
taking active participation in
consultations and briefings
Knowledge of current with Awarding Organisations/ |/
2 practice and emerging Bodies, UKCES, Accreditation
issues and changes in the | Bodies and the CfA
VQ area across the UK
explaining the differences J vl
between the 4 UK Countries
gathering feedback from a
variety of employers and v
centres
attending conferences or
workshops where trends and S 0v v
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging
issues and changes in reading Customer Service
3 . N . v |V |/
Customer Service across publications and articles
prganls_atlons and regularly looking at the CfA
industries : v |V |/
Website for new developments
keeping up to date with media
news regarding S v v
Customer Service
joining the CfA |/ S
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The Assessor, IV and
EVworking at Level 1 must | This can be evidenced by: IV | EV
have:
having a successful track
Experience and working record of assessing or
knowledge of the verifying the current S | /S
operational, assessment Standards across a variety of
| and verification processes | Organisations
Zpec!ﬂcaSI‘Iny\c/)r (I:_ustolnzer achieving or be working
ervice S/NVQ Leve towards the Level 2, 3 or 4 v |/
Customer Service S/NVQ
Sufficient, relevant and gathering feedback from a
credible Customer Service | variety of employers and |/
5 experience across the centres
level and breadth of the ] ]
Standards and S/NVQs at | curriculum vitae and J v
Level 1 references/testimonies
Appropriate A and V Units
according to their role -
within 18 months of
working with the
Standards for Assessors
and IVs and within 12
months for EVs. producing certificates or
In Scotland all assessors evidence of working towards
6 | and verifiers should these units or by taking part J v
provide evidence of CPD in @ Employer Direct Model in
to show that they are partnership with an Awarding
working to the A and/or v | Organisation/Body
unit standards where
appropriate; those not yet
qualified should show that
they are working towards
achieving the appropriate
units.
Demonstrated high levels )
7 interpersonal candidates, employers or v |/
eers
skills P
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Appendix B

Occupational competence of Assessors, IVs and EVs at Level 2

The Assessor, IV and EV This can be evidenced by: |A | IV | EV
working at Level 2 must
have:
A thorough understanding of | gathering feedback from a v
the National Occupational variety of centres
Standards in Customer - .
1 | Service at Level 2 with the expllalnlng and pgttlng the
- X National Occupational
ability to interpret them S | v |
within the environments and | Standards into the contexts
sectors they are working in they are working in
taking active participation in
consultations and briefings
Knowledge of current with Awarding Organisations/ v |/
2 practice and €merging ISsues | podies, UKCES, Accreditation
and changes in the VQ area | godies and the CfA
across the UK
explaining the differences v v v
between the 4 UK Countries
gathering feedback from a
variety of employers and v
centres
attending conferences or
workshops where trends and vl
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging issues | reading Customer Service
3 | and changes in Customer publications and articles Y
Service across organisations
and industries regularly looking at the CfA
Website for new |V |/
developments
keeping up to date with
media news regarding VAR AN I 4
Customer Service
joining the CfA | /S
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The Assessor, IV and EV This can be evidenced by: |A | IV | EV
working at Level 2 must

have:
having a successful track
Experience and working record of assessing or
knowledge of the verifying the current |V |/
4 | operational, assessment and Standards across a variety of
verification processes organisations
speci_fically for Customer achieving or be working
Service S/NVQ Level 2 towards the Level 2, 3 or 4 S |/ |V
Customer Service S/NVQ
Sufficient, relevant and gathering feedback from a
credible Customer Service variety of employers and |V Y
5 | experience across the level centres
and breadth of the Standards | cyrriculum vitae and sl 1y
and S/NVQs at Level 2 references/testimonies

Appropriate A and V Units
according to their role -
within 18 months of working
with the Standards for
Assessors and IVs and within
12 months for EVs.

In Scotland all assessors and
verifiers should provide

producing certificates or
evidence of working towards
these units or by taking part

6 | evidence of CPD to show that | . ! A R A 4
they are ina Emplc_)yer_Dlrect Mode! in
partnership with an Awarding
working to the A and/or Organisation/Body
V unit standards where
appropriate; those not yet
qualified should show that
they are working towards
achieving the appropriate
units.
Demonstrated high levels of | gathering feedback from
7 | communication and candidates, employers or | /| S
interpersonal skills peers
366 N026972 - Specification — Edexcel Level 1 Award and Certificate & Level 2 Award, Certificate

and Diploma in Cleaning and Support Services Skills (QCF) — Issue 2 — March 2011
© Edexcel Limited 2011




Appendix C

Occupational competence of Assessors, IVs and EVs at Level 3

The Assessor, IV and EV This can be evidenced by: |A | IV | EV
working at Level 3 must
have:
A thorough understanding of | gathering feedback from a v
the National Occupational variety of centres
Standards in Customer o .
1 | Service at Level 3 with the expllalnlng and pgttlng the
- X National Occupational
ability to interpret them S | v | v
within the environments and | Standards into the contexts
sectors they are working in they are working in
taking active participation in
consultations and briefings
Knowledge of current with Awarding Organisations/ |/
2 practice and €merging ISSUes | godies, UKCES, Accreditation
and changes in the VQ area | godies and the CfA
across the UK
explaining the differences vl
between the 4 UK Countries
gathering feedback from a
variety of employers and VAR AN I 4
centres
attending conferences or
workshops where trends and vl
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging issues | reading Customer Service
3 | and changes in Customer publications and articles Y
Service across organisations
and industries regularly looking at the CfA
Website for new develop- |V |/
ments
keeping up to date with
media news regarding VAR AN I 4
Customer Service
joining the CfA | /S
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The Assessor, IV and EV This can be evidenced by: |A | IV | EV
working at Level 2 must
have:

having a successful track
record of assessing or
verifying the current | /| S
Standards across a variety of
organisations

Experience and working
knowledge of the
operational, assessment and
4 | verification

processes specifically for

Customer Service S/NVQ achieving or be working

towards the Level 2, 3 0or 4 v |V |/

Level 3 Customer Service S/NVQ

Sufficient, relevant and gathering feedback from a

credible Customer Service variety of employers and SIS
5 | experience across the level centres

and breadth of the Standards | cyrriculum vitae and sl

and S/NVQs at Level 3 references/testimonies

Appropriate A and V Units
according to their role -
within 18 months of working
with the Standards for
Assessors and IVs and within

12 months for EVs. producing certificates or
In Scotland all assessors and | evidence of working towards

6 verifiers should provide these units or by taking part v 0v v
evidence of CPD to show that | in a Employer Direct Model in
they are working to the A partnership with an Awarding
and/or V unit standards Organisation/Body
where appropriate; those not
yet qualified
should show that they are
working towards achieving
the appropriate units.
Demonstrated high levels of | gathering feedback from
7 | communication and candidates, employers or VAR AN I 4
interpersonal skills peers
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Appendix D

Occupational competence of Assessors, IVs and EVs at Level 4

The Assessor, IV and EV This can be evidenced by: |A | IV | EV
working at Level 4 must
have:
A thorough understanding of | gathering feedback from a v
the National Occupational variety of centres
Standards in Customer - _
1 | Service at Level 4 with the | €xPlaining and putting the
ability to interpret them National Occupational 0 v
sectors they are working in | they are working in
taking active participation in
consultations and briefings
Knowledge of current with Awarding v v
, | practice and emerging issues Organisations/Bodies,
and Changes in the VQ area UKCES, Accreditation Bodies
across the UK and the CfA
explaining the differences vl
between the 4 UK Countries
gathering feedback from a
variety of employers and v | V| S
centres
attending conferences or
workshops where trends and
. |V |/
developments in Customer
Knowledge of current Service are on the agenda
practice and emerging issues | reading Customer Service sl
3 | and changes in Customer publications and articles
Service across organisations :
and industries regularly looking at the CfA
Website for new | /| S
developments
keeping up to date with
media news regarding | /| S
Customer Service
joining the CfA | /S
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The Assessor, IV and EV This can be evidenced by: IV | EV
working at Level 4 must
have:
having a successful track
Experience and working record of assessing or
4 | operational, assessment and | Standards across a variety of
verification processes organisations
specifically for Customer achieving or be working
Service S/NVQ Level 4 towards the Level 2, 3 or 4 |/
Customer Service S/NVQ
Sufficient relevant and gathering feedback from a
credible Customer Service variety of employers and S |/
5 experience across the level centres
and breadth of the ] .
Standards and S/NVQs at curriculum vitae and J |
Level 4 references/testimonies
Appropriate A and V Units
according to their role -
within 18 months of working
with the Standards for
Assessors and IVS and
within 12 months for EVs. producing certificates or
In Scotland all assessors and | €vidence of working towards
6 | verifiers should provide these units or by taking part /| v
that they are working to the | Partnership with an Awarding
A and/or V unit standards Organisation/Body
where appropriate; those
not yet qualified should show
that they are working
towards achieving the
appropriate units.
Demonstrated high levels of | gathering feedback from
7 | communication and candidates, employers or |/
interpersonal skills peers
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Appendix E

Guidelines for assessing simulated activities

Simulated activities guidelines for Customer Service National
Occupational Standards

Simulation can only be applied to Level 1 S/NVQ Units listed below
o C1 Recognise and deal with customer queries, requests and problems
e (2 Take details of customer service problems.

Simulation is defined by the CfA as any activities where dealing with
customers and work activities are carried out through using individuals
acting the part of the customer or scenarios which are not ‘real’ customer
transactions.

To undertake the assessment of simulated activities for these two units the
following guidelines must be met:

a when role playing, candidates and anybody taking part as a customer
must have a brief that gives sufficient information for them to recognise
the equivalent real situation and decide what they would do and say;

b the simulated situation should represent normal and routine experience
wherever possible and not exceptional or unusually difficult
circumstances that might be faced;

c the person taking part in the simulation as a customer must be credible
for the situation that is being simulated;

d any resources or equipment that would normally be in real work should
be available and in working order for the simulation;

e candidates should complete the required tasks to the National
Occupational Standards and in the timescales that would normally be
expected in real work;

f candidates should complete the required tasks taking account of
legislation and regulation that would apply in real work;

g candidates must carry out the simulated activity in a professional
manner taking into account establishment requirements such as
appearance and dress code, personal conduct, hygiene, reliability and
punctuality;

h whilst the primary purpose of the Simulation is for Assessment,
feedback must be given in a way that builds confidence.
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Appendix F

Guidelines for assessing in a realistic working environment

Realistic working environment guidelines for Customer Service
National Occupational Standards

RWE can be applied to all Units in the Level 1 and 2 S/NVQs

It is essential that organisations wishing to operate a Realistic Working
Environment (RWE) operate in an environment which reflects a real work
setting. This will ensure that any competence achieved in this way will be
sustained in real employment.

To undertake the assessment in a RWE the following guidelines must be

a

met:

assessments must be carried out under realistic business pressures,
using real customers and within a defined service offer;

all services that are carried out should be completed in a way, and to a
timescale, that is acceptable in business organisations;

candidates must be expected to achieve a volume of work comparable
to normal business practices;

the range of services, products, tools, materials and equipment that
the candidates use must be up to date and available. They must enable
candidates to meet the requirements of the National Occupational
Standards;

account must be taken of any legislation or regulations in relation to
the type of work that is being carried out;

candidates must be given workplace responsibilities to enable them to
meet the requirements of the Customer Service National Occupational
Standards at Level 2;

candidates must show that their productivity reflects those found in the
work situation being represented;

customer perceptions of the RWE is similar to that found in the work
situation being represented;

the RWE is managed as a real work situation.
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