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What will this Heritage Skills Passport portfolio contain?
	Chapter
	Content

	1.
	Introduction

· What is the Heritage Skills Passport

· What is the ‘Visitor Experience’ Heritage Skills Passport?
· Creating skills in ‘Visitor Experience’ at the National Trust.
· What is the ‘Visitor Experience’ Heritage Skills Passport trying to achieve?
· Who is this structured training programme for?

· What is the aim of this qualification? 

· What progression opportunities are available for you if you take this structured training programme?
· What are the benefits of this training programme to you, the learner and to the employer?
· Your support structure

· How is the Heritage Skills Passport assessed?
· The portfolio

· What will your working week look like?



	2.
	Time to start on the Heritage Skills Passport?  This is what you need to do….



	3.
	What will you learn in the ‘Visitor Experience’ Heritage Skills Passport?

· The Skills areas and units

· How the Passport is laid out


	4.
	Appendix 1   Monthly Action Planning 


	5.
	Appendix 2   Personal development skills


	6.
	Appendix 3 Examples of portfolio pages.

	7.
	Appendix 4 Compulsory and optional units



The units in the ‘Visitor Experience’ Heritage Skills Passport
	Skill area
	What is this about?
	Qualification units in this Skill area.
	Is this unit compulsory or optional?

	Induction
	What we are; how we work; what we stand for; what are our ‘must do things’
	Induction

	Compulsory but does not count as an assessed unit.

	Running an NT business
	All the commercial and operational skills and knowledge that you need to run a visitor attraction business.
	Property safety and security
	Compulsory

	
	
	Marketing and promotion
	Optional

	
	
	Digital marketing
	Optional

	
	
	Understanding food strategy
	Optional

	Skill area
	What is this about?
	Qualification units in this Skill area.
	Is this unit compulsory or optional?

	
	
	Retailing
	Optional


	
	
	Food Safety

	Optional

	
	
	Membership and Fundraising
	Optional

	Health and safety
	Everything you need to know to keep yourself, those you work with and your customers safe.
	Health and safety
	Compulsory

	Customer Service
	Deliver our Customer Service Promise and ‘Give exceptional service, every time, for everyone’.
	Making customer service personal

	Compulsory

	
	
	Recognising diversity
	Optional

	
	
	Dealing with customers across a language divide


	Optional

	Skill area
	What is this about?
	Qualification units in this Skill area.
	Is this unit compulsory or optional?

	
	
	Championing customer service


	Compulsory

	
	
	Living up to the customer service promise

Do we call this ‘Our customer service promise’?


	Compulsory

	
	
	Giving customers a positive impression


	Compulsory

	
	
	Responding to customer queries and problems


	Optional

	
	
	Dealing with difficult customers


	Optional

	
	
	Promoting continuous improvement


	Optional



	Skill area
	What is this about?
	Qualification units in this Skill area.
	Is this unit compulsory or optional?

	Significance, story and programme
	What the place is about, what it means, how to explain it to visitors and keep the story fresh.
	Interpretation and communication with visitors


	Optional

	
	
	Supporting guided tours


	Optional

	
	
	Conducting guided tours


	Optional 

	
	
	Planning and running an event and a workshop


	Optional  

	
	
	Telling the story of a property


	Compulsory

	Understanding your Audience
	Understanding the audience, listening to visitors, interpreting feedback, acting on surveys and dealing with diversity.
	Engaging with Visitors
	Optional

	Skill area
	What is this about?
	Qualification units in this Skill area.
	Is this unit compulsory or optional?

	Engaging with your Community 
	How to connect and engage the local community and volunteers
	Engaging with your community
	Optional

	
	
	Working with Volunteers
	Optional

	Project Management
	Being able to manage a project effectively in the National Trust.
	Managing Projects
	Optional

	Personal Skills
	How to develop your own personal skills to enable you to be more effective at delivering Visitor Experience Services.
	Developing Personal Work Related Skills
	Compulsory





Each unit in the portfolio is broken down as follows:
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The Learning Outcomes
Learning outcomes state exactly what a learner should know, understand or be able to do as a result of completing a unit.   The Learner will……

The Assessment Criteria
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.  The Learner can…….

Resources available to help you to achieve this Learning Outcome
This will tell you:

· What you can do to develop this skill
· The resources you can draw on to develop this skill



How will you present the evidence, showing how you have achieved each learning outcome and each of the assessment criteria?

To pass a unit, you must:

· Achieve all the specified learning outcomes in a unit (you cannot be awarded credit for part of a unit)

· Satisfy all the assessment criteria for each learning outcome
The Heritage Skills Passport is designed to be assessed:

1. In your workplace – e.g. by your line manager or mentor observing you.   If your Line Manager or Mentor observe you achieving an Assessment Criteria they can sign it off in your Passport and you do not need to provide evidence.   But the Mentor does need to follow the instructions in the Mentors file to confirm that you were observed carrying out the activity and that it actually took place

2. Through providing evidence in your portfolio.  This can be evidence

a. That you have carried out some task or activity
b. To show your knowledge, through written material or verbal discussion where the criteria ask for this
You will be assessed by your internal moderator through one of the following methods:- 
1.
Direct observation.

2.
Inspection of the end result 

3.
Oral questions or written questions    

4.
Written trainee evidence submitted in the portfolio  

5.
Witness testimony

Your internal moderator will find information on how to do this in the Mentors file.

The trainee evidence submitted in the portfolio
You should provide evidence to show that you have achieved each learning outcome and assessment criteria in your portfolio.  
You can do this on paper or electronically.  

There is a separate portfolio page for each of the Learning outcomes.  

Be creative in the types of evidence you collect for your portfolio.  You could include:

· Records of observation of performance in the workplace (i.e. Witness statements from trainers / line managers / specialists)

· Correspondence (letters, e-mails etc)

· Minutes of meetings

· Action plans for personal development

· Interpretation (e.g. signs, posters)

· Presentation / tour script

· Guidance notes produced for visitors / volunteers / staff

· Testimony from senior colleagues/clients

· Feedback from visitors / volunteers

· Personal report of actions and circumstances including photographic evidence where possible

· Records of questioning by trainer / mentor

· Films

· Photos
Mentor’s notes
Your mentor will assess the evidence that you have achieved each assessment criteria through

1.
Direct observation.

2.
Inspection of the end result
3.
Oral questions or written questions    

4.
Written trainee evidence submitted in the portfolio  

5.
Witness testimony

Your internal moderator will find information on how to do this in the Mentors file.

They will provide evidence that you have achieved the Learning Outcome and each of the Assessment Criteria and will then sign it off in the portfolio pages.  



Induction portfolio pages
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Please note that the Induction is not part of the assessed Heritage Skills Passport
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	
	Mentor initial when achieved with date

	1.1
	Induction
	Understand the National Trust’s vision, values and working principles
	· describe the core purpose and aims of the National Trust
	

	1.2
	
	
	· explain the use and contents of the National Trust rulebook and when and where you would need to use it
	

	1.3
	
	
	· describe each of the National Trust Values and Behaviours and explain how to apply them to your role
	

	1.4
	
	
	· Our ‘Service Promise’ describes what great customer service is across the Trust and it summed up as ‘exceptional service, every time, for everyone’.  Take a look at our Service Promise; it describes our specific standards and is focussed around our four values.  There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  
	

	1.5
	
	
	· describe the contents of the Information Security Instruction
	

	1.6
	
	
	· explain the importance of personal presentation, including use of uniform, staff card and badge as relevant to your role
	



Induction portfolio pages
[image: image3.png]



Please note that the Induction is not part of the assessed Heritage Skills Passport
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	
	Signature of line manager when achieved

	2.1
	Induction
	Understand the National Trust’s key policies and strategies
	· understand the National Trust’s strategy

· Our vision
· Going Local - our 3 year strategy
· How we will do it

	

	2.2
	
	
	· explain in outline the current National Trust policies on:

· Bringing Places To Life
· Getting Outdoors And Closer to Nature
· Performing At Our Best
· Our external influencing priorities
	

	2.3
	
	
	· explain the relationship between the National Trust Strategy and Visitor Experience
	

	2.4
	
	
	· explain the implications for your role of the National Trust’s commitment to engaging with diverse audiences
	

	2.5
	
	
	· explain the implications for your role of the National Trust’s policies on working with children and young people 
	

	2.6
	
	
	· explain what is meant by ‘loo, view and brew’
	


The Learning Outcome and the Assessment Criteria 

 Induction portfolio pages
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Please note that the Induction is not part of the assessed Heritage Skills Passport

	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Signature of line manager when achieved

	3.1
	Induction
	Understand your property
	· describe the layout, function and background of your property
	

	3.2
	
	
	· explain the role of each of the key members of staff at the property
	

	3.3
	
	
	· describe the story behind your property and the characters that have been important to it
	

	3.4
	
	
	· explain to another person what is special about 'your place'
	

	3.5
	
	
	· identify operational risk  information applying to your work context, to include health and safety, security, equality and access and  fire and emergency procedures
	


The Learning Outcome and the Assessment Criteria


 Induction portfolio pages

Please note that the Induction is not part of the assessed Heritage Skills Passport 

	AC no
	Unit
	Learning outcome
	Assessment Criteria
	
	Signature of line manager when achieved

	4.1
	Induction
	Understand your role
	· outline your role and responsibilities as described in your role profile
	

	4.2
	
	
	· describe how your role fits within the organisation’s structure
	

	4.3
	
	
	· ensure that you know your hours of work, break times, and the dress code for your role
	

	4.4
	
	
	· ensure that you know the systems for holidays, claiming expenses, making complaints, reporting sickness and booking annual leave
	

	4.5
	
	
	· explain the risks associated with your role and the health & safety measures in place to mitigate them
	

	4.6
	
	
	· describe your role in health and safety on a day-to-day basis
	

	4.7
	
	
	· identify how to use the telephone, email, calendar and intranet systems
	


The Learning Outcome and the Assessment Criteria


Induction portfolio pages
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Please note that the Induction is not part of the assessed Heritage Skills Passport

	AC no
	Unit
	Learning outcome
	Assessment Criteria
	
	Signature of line manager when achieved

	5.1
	Induction
	Understand the systems in place for your support and development
	· identify the line management structure for your role, the role of each person in the structure, and how to make best use of them


	

	5.2
	
	
	· identify the systems in place to support your personal development (Skills Passport, Action Plan Reviews, training opportunities)


	

	5.3
	
	
	· identify how the Skills Passport works so that you are able to manage it throughout the year


	


The Learning Outcome and the Assessment Criteria




Running a National Trust business: Property safety and security
Unit summary: The National Trust has a large number and variety of beautiful and historic places.  It is our responsibility to care for and keep these places safe.  This section of the VE passport is all about property safety and security.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	6.1
	Property safety and security

	Contribute to the safe operation of parking facilities
	· List the main points of the property car parking risk assessment

	6.2
	
	
	· Explain the provisions that should be made for disabled parking and access

	6.3
	
	
	· Describe the procedures to be followed when the main car park is full at peak times

	6.4
	
	
	· Ensure that the relevant safety precautions are in place to protect staff, volunteers and visitors




Evidence of how you have achieved this learning outcome and each of the assessment criteria

6.
Contribute to the safe operation of parking facilities
6.1
List the main points of the property car parking risk assessment

6.2

Explain the provisions that should be made for disabled parking and access

6.3
Describe the procedures to be followed when the main car park is full at peak times

6.4
Ensure that the relevant safety precautions are in place to protect staff, volunteers and visitors
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	6.1
	Property safety and security
	Contribute to the safe operation of parking facilities
	List the main points of the property car parking risk assessment
	
	

	6.2
	
	
	Explain the provisions that should be made for disabled parking and access
	
	

	6.3
	
	
	Describe the procedures to be followed when the main car park is full at peak times
	
	

	6.4
	
	
	Ensure that the relevant safety precautions are in place to protect staff, volunteers and visitors
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust business: Property safety and security
Unit summary: The National Trust has a large number and variety of beautiful and historic places.  It is our responsibility to care for and keep these places safe.  This section of the VE passport is all about property safety and security.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	7.1
	Property safety and security

	Understand basic security measures at the property
	· List the security risk assessments in place at your property

	7.2
	
	
	· Describe the duties of a room guide towards the security of the property


	7.3
	
	
	· Explain how your property manages lone working

	7.4
	
	
	· Describe the eight guiding principles of the Data Protection Act 2005

	7.5
	
	
	· State how to respond if there is a security problem




Evidence of how you have achieved this learning outcome and each of the assessment criteria
7.
Understand basic security measures at the property
7.1
List the security risk assessment in place at your property

7.2
Describe the duties of a room guide towards the security of the property

7.3

Explain how your property manages lone working

7.4
Describe the eight guiding principles of the Data Protection Act 2005

7.5
State how to respond if there is a security problem
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	7.1
	Property safety and security
	Understand basic security measures at the property
	List the security risk assessments in place at your property

	
	

	7.2
	
	
	Describe the duties of a room guide towards the security of the property
	
	

	7.3
	
	
	Explain how your property manages lone working
	
	

	7.4
	
	
	Describe the eight  guiding principles of the   Data Protection Act 2005
	
	

	7.5
	
	
	State how to respond if there is a security problem
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust business: Marketing and promotion
Unit summary: This unit of the Visitor Experience Passport is all about using our brand standards to market and promote our visitor services and experiences.  You will learn how to create a marketing strategy and create fantastic marketing materials to reach our market segments and to increase our visitor numbers.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	8.1
	Marketing and Promotion


	Produce signage and promotional material conforming with NT Brand Standards
	· Explain why all written communication on the property should conform to NT Brand Standards, including colour and font



	8.2
	
	
	· Review signs and written communications on the property against the brand standards 


	8.3
	
	
	· Explain what sort of images appeal to which visitor segments

	8.4
	
	
	· Use the Marketing Toolkit to produce posters for each of the top three visitor segments for the property, complying with NT brand standards

	8.5
	
	
	· Use appropriate tone and voice for written communication


	8.6
	
	
	· Use the NT pantone palette and coloured versions of the Oakleaf logo




Evidence of how you have achieved this learning outcome and each of the assessment criteria

8.
Produce signage and promotional material conforming to NT Brand Standards
8.1
Explain why all written communication on the property should conform to NT Brand Standards, including colour and font
8.2
Review signs and written communications on the property against the Brand Standards
8.3
Explain what sort of images appeal to which visitor segments
8.4
Use the Marketing Toolkit to produce posters for each of the top three visitor segments for the property, complying with NT Brand Standards
8.5
Use appropriate tone and voice for written communication
8.6
Use the NT pantone palette and coloured versions of the Oakleaf Logo
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	8.1
	Marketing and Promotion
	Produce signage and promotional material conforming with NT Brand Standards
	Explain why all written communication on the property should conform to NT Brand Standards, including colour and font
	
	

	8.2
	
	
	Review signs and written communications on the property against the brand standards
	
	

	8.3
	
	
	Explain what sort of images appeal to which visitor segments
	
	

	8.4
	
	
	Use the Marketing Toolkit to produce posters for each of the top three visitor segments for the property, complying with NT brand standards
	
	

	8.5
	
	
	Use appropriate tone and voice for written communication
	
	

	8.6
	
	
	Use the NT pantone palette and coloured versions of the Oakleaf logo

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust business: Marketing and promotion
Unit summary: This unit of the Visitor Experience Passport is all about using our brand standards to market and promote our visitor services and experiences.  You will learn how to create a marketing strategy and create fantastic marketing materials to reach our market segments and to increase our visitor numbers.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	9.1
	Marketing and Promotion


	Create promotional material using the NT Brand Standards in catering and retail
	· Explain why it is important that the property follows the NT Brand Standards


	9.2
	
	
	· Create and use point-of-sale material to promote a product in accordance with the Brand Standards



	9.3
	
	
	· Design a poster using the online NT Marketing Toolkit



	9.4
	
	
	· Use props to create a visual merchandising display

	9.5
	
	
	· Explain when a model release form would be required for marketing purposes 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
9. Create promotional material using the NT Brand Standards in catering and retail.
9.1 Explain why it is important that the property follows the NT Brand Standards
9.2 Create and use point-of-sale material to promote a product in accordance with the Brand Standards
9.3 Design a poster using the online NT Marketing Toolkit
9.4 Use props to create a visual merchandising display

9.5
Explain when a model release form would be required for marketing purposes
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	9.1
	Marketing and Promotion
	Create promotional material using the NT Brand Standards in catering and retail.

	Explain why it is important that the property follows the NT Brand Standards


	
	

	9.2
	
	
	Create and use point-of-sale material to promote a product in accordance with the Brand Standards


	
	

	9.3
	
	
	Design a poster using the online NT Marketing Toolkit
	
	

	9.4
	
	
	Use props to create a visual merchandising display


	
	

	9.5
	
	
	Explain when a model release form would be required for marketing purposes

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business: Digital Marketing
Unit summary: This unit of the Visitor Experience Passport is all about using web based and social media to reach out to our different market segments.  It is about planning and delivering, but also about making the campaign effective.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	10.1
	Digital Marketing


	Understand and use National Trust guidelines for social media and on-line marketing
	· Explain the key points in the social media guidelines



	10.2
	
	
	· Describe the NT branding guidelines for social media



	10.3
	
	
	· List the key points to take into account when representing the NT via social media



	10.4
	
	
	· Create social media content that fits in with NT brand guidelines




Evidence of how you have achieved this learning outcome and each of the assessment criteria
10.
Understand and use National Trust guidelines for social media and on-line marketing

10.1
Explain the key points in the social media guidelines

10.2
Describe the NT branding guidelines for social media

10.3
List the key points to take into account when representing the NT via social media

10.4
Create social media content that fits in with NT brand guidelines

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	10.1
	Digital Marketing
	Understand and use National Trust guidelines for social media and on-line marketing
	Explain the key points in the social media guidelines

	
	

	10.2
	
	
	Describe the NT branding guidelines for social media
	
	

	10.3
	
	
	List the key points to take into account when representing the NT via social media


	
	

	10.4
	
	
	Create social media content that fits in with NT brand guidelines 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business: Digital Marketing
Unit summary: This unit of the Visitor Experience Passport is all about using web based and social media to reach out to our different market segments.  It is about planning and delivering, but also about making the campaign effective.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	11.1
	Digital Marketing


	Use social media to research local markets
	· Use social media to find influential users



	11.2
	
	
	· Use social media to link with other organisations that are  doing similar work to you

	11.3
	
	
	· Use social media to connect with local bloggers



	11.4
	
	
	· Use social media to link with people who use local visitor attractions 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
11.
Use social media to research local markets
11.1
Use social media to find influential users

11.2
Use social media to link with other organisations that are  doing similar work to you

11.3
Use social media to connect with local bloggers

11.4
Use social media to link with people who use local visitor attractions

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	11.1
	Digital Marketing
	Use social media to research local markets
	Use social media to find influential users


	
	

	11.2
	
	
	Use social media to link with other organisations that are  doing similar work to you


	
	

	11.3
	
	
	Use social media to connect with local bloggers


	
	

	11.4
	
	
	Use social media to link with people who use local visitor attractions

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business: Digital Marketing
Unit summary: This unit of the Visitor Experience Passport is all about using web based and social media to reach out to our different market segments.  It is about planning and delivering, but also about making the campaign effective.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	12.1
	Digital Marketing


	Use social media for marketing
	· Describe the structure of social networking sites



	12.2
	
	
	· Use the NT segmentation tool to choose your target audience



	12.3
	
	
	· Agree the marketing message to be conveyed



	12.4
	
	
	· Identify and use the medium that is most appropriate for the target group and the marketing message to be conveyed



	12.5
	
	
	· Use writing and visual styles that match the NT brand guidelines and are best suited to the chosen medium 



	12.6
	
	
	· Explain the precautions used to prevent marketing messages being identified as “spam”



	12.7
	
	
	· Strike an appropriate balance between broadcasting your messages and engaging in conversation 



	12.8
	
	
	· Use techniques for increasing hits on social networking sites 



	12.9
	
	
	· Ensure that social media marketing is conducted in accordance with legal and organisational requirements and standards



Evidence of how you have achieved this learning outcome and each of the assessment criteria
12.
Use social media for marketing
12.1
Describe the structure of social networking sites
12.2
Use the NT segmentation tool to choose your target audience

12.3
Agree the marketing message to be conveyed

12.4
Identify and use the medium that is most appropriate for the target group and the marketing message to be conveyed

12.5
Use writing and visual styles that match the NT brand guidelines and are best suited to the chosen medium 

12.6
Explain the precautions used to prevent marketing messages being identified as “spam”

12.7
Strike an appropriate balance between broadcasting your messages and engaging in conversation 
12.8
Use techniques for increasing hits on social networking sites 

12.9
Ensure that social media marketing is conducted in accordance with legal and organisational requirements and standards

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	12.1
	Digital Marketing
	Use social media for marketing
	Describe the structure of social networking sites


	
	

	12.2
	
	
	Use the NT segmentation tool to choose your target audience
	
	

	12.3
	
	
	Agree the marketing message to be conveyed


	
	

	12.4
	
	
	Identify and use the medium that is most appropriate for the target group and the marketing message to be conveyed


	
	

	12.5
	
	
	Use writing and visual styles that match the NT brand guidelines and are best suited to the chosen medium 


	
	

	12.6
	
	
	Explain the precautions used to prevent marketing messages being identified as “spam”


	
	

	12.7
	
	
	Strike an appropriate balance between broadcasting your messages and engaging in conversation 

	
	

	12.8
	
	
	Use techniques for increasing hits on social networking sites 


	
	

	12.9
	
	
	Ensure that social media marketing is conducted in accordance with legal and organisational requirements and standards

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business: Digital Marketing
Unit summary: This unit of the Visitor Experience Passport is all about using web based and social media to reach out to our different market segments.  It is about planning and delivering, but also about making the campaign effective.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	13.1
	Digital Marketing


	Create user friendly content on local platforms to engage and inspire the local community.
	· Use social media to encourage repeat visits



	13.2
	
	
	· Set and achieve SMART objectives to increase the number of followers for your social media site



	13.3
	
	
	· Use social media to share stories with your local community



	13.4
	
	
	· Use social media to share content with your local community



Evidence of how you have achieved this learning outcome and each of the assessment criteria
13
Create user friendly content on local platforms to engage and inspire the local community.
13.1
Use social media to encourage repeat visits

13.2
Set and achieve SMART objectives to increase the number of followers for your social media site

13.3
Use social media to share stories with your local community

13.4
Use social media to share content with your local community
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	13.1
	Digital Marketing
	Create user friendly content on local platforms to engage and inspire the local community.
	Use social media to encourage repeat visits


	
	

	13.2
	
	
	Set and achieve SMART objectives to increase the number of followers for your social media site


	
	

	13.3
	
	
	Use social media to share stories with your local community


	
	

	13.4
	
	
	Use social media to share content with your local community 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Understanding Food Strategy
Unit summary: This unit in the VE Heritage Skills Passport will help you understand the National Trust food strategy and help you understand the National Trust’s approach to local food sourcing.  At the end of this unit you will know how the food strategy is being implemented at your property; understand how a strong food message affects the visitor experience and be able to support your team with the implementation of the ‘going local’ and ‘grown by us’ strategies- you may even plan a dish using local ingredients.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	14.1
	Understanding Food Strategy

	Understand the implications of the National Trust food strategy
	· Explain the aims of the NT food strategy



	14.2
	
	
	· Explain how the food strategy is implemented at the property



	14.3
	
	
	· Describe how a strong food message affects the visitor experience 



	14.4
	
	
	· Explain how a strong food message can affect financial performance 




Evidence of how you have achieved this learning outcome and each of the assessment criteria
14.
Understand the implications of the National Trust food strategy
14.1
Explain the aims of the NT food strategy

14.2
Explain how the food strategy is implemented at the property

14.3
Describe how a strong food message affects the visitor experience 
14.4
Explain how a strong food message can affect financial performance

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	14.1
	Understanding Food Strategy
	Understand the implications of the National Trust food strategy
	Explain the aims of the NT food strategy


	
	

	14.2
	
	
	Explain how the food strategy is implemented at the property


	
	

	14.3
	
	
	Describe how a strong food message affects the visitor experience 


	
	

	14.4
	
	
	Explain how a strong food message can affect financial performance 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Understanding Food Strategy

Unit summary: This unit in the VE Heritage Skills Passport will help you understand the National Trust food strategy and help you understand the National Trust’s approach to local food sourcing.  At the end of this unit you will know how the food strategy is being implemented at your property; understand how a strong food message affects the visitor experience and be able to support your team with the implementation of the ‘going local’ and ‘grown by us’ strategies- you may even plan a dish using local ingredients.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	15.1
	Understanding Food Strategy
	Understand the National Trust approach to Local Food Sourcing


	· Describe the National Trust’s ‘going local’ and ‘grown by us’ strategies



	15.2
	
	
	· Identify food suppliers local to the property



	15.3
	
	
	· Identify local ingredients and use them to plan a selection of dishes 


	15.4
	
	
	· Explain how procurement managers balance local sourcing with cost 




Evidence of how you have achieved this learning outcome and each of the assessment criteria
15.
Understand the National Trust’s approach to local food sourcing
15.1
Describe the National Trust’s ‘going local’ and ‘grown by us’ strategies

15.2
Identify food suppliers local to the property

15.3
Identify local ingredients and use them to plan a selection of dishes
15.4
Explain how procurement managers balance local sourcing with cost
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	15.1
	Understanding Food Strategy
	Understand the National Trust’s approach to local food sourcing 
	Describe the National Trust’s ‘going local’ and ‘grown by us’ strategies


	
	

	15.2
	
	
	Identify food suppliers local to the property
	
	

	15.3
	
	
	Identify local ingredients and use them to plan a selection of dishes


	
	

	15.4
	
	
	Explain how a strong food message can affect financial performance 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Retailing

Unit summary:-  This section of the VE skills passport is about the skills, processes and legal responsibilities that need to be followed when running an NT retailing business. It could be about we market our products, but it’s very much about our commercial proposition and all of the operational skills and knowledge we need to have to help us to: understand our customers, ultimately effectively engage with them and then to sell to them. 

Our ‘Service Promise’ will also underpin everything we do need to do when effectively running an NT business.  
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	16.1
	Retailing
	Sell items to customers 
	·  Welcome customers appropriately 

	16.2
	
	
	· Engage and build a rapport with different types of customer



	16.3
	
	
	· Ask appropriate questions to find out customers’ needs 



	16.4
	
	
	· Explain the features and benefits of a product to a range of customers



	16.5
	
	
	· Close a sale and end the customer contact positively



	16.6
	
	
	· Explain ATV and conversion rate, and state what they are at the outlet



	16.7
	
	
	· Identify methods to help improve the conversion rate at the outlet



Evidence of how you have achieved this learning outcome and each of the assessment criteria
16.
Sell items to customers
16.1
Welcome customers appropriately
16.2
Engage and build a rapport with different types of customer
16.3
Ask appropriate questions to find out customers’ needs 

16.4 Explain the features and benefits of a product to a range of customers

16.5 Close a sale and end the customer contact positively

16.6 Explain ATV and conversion rate, and state what they are at the outlet

16.7 
Identify methods to help improve the conversion rate at the outlet
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	16.1
	Retailing
	Sell items to customers 
	Welcome customers appropriately


	
	

	16.2
	
	
	Engage and build a rapport with different types of customer


	
	

	16.3
	
	
	Ask appropriate questions to find out customers’ needs 


	
	

	16.4
	
	
	Explain the features and benefits of a product to a range of customers


	
	

	16.5
	
	
	Close a sale and end the customer contact positively


	
	

	16.6
	
	
	Explain ATV and conversion rate, and state what they are at the outlet


	
	

	16.7
	
	
	Identify methods to help improve the conversion rate at the outlet

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Retailing

Unit summary:-  This section of the VE skills passport is about the skills, processes and legal responsibilities that need to be followed when running an NT retailing business. It could be about we market our products, but it’s very much about our commercial proposition and all of the operational skills and knowledge we need to have to help us to: understand our customers, ultimately effectively engage with them and then to sell to them. 

Our ‘Service Promise’ will also underpin everything we do need to do when effectively running an NT business.  
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	17.1
	Retailing
	Sell seasonal lines
	· Identify the seasonal lines offered at the property or outlet

	17.2
	
	
	· Explain how seasonal lines are selected

	17.3
	
	
	· Merchandise seasonal lines effectively



	17.4
	
	
	· Explain the benefits of a seasonal item to customers

	17.5
	
	
	· Sell seasonal items to customers 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
17.
Sell seasonal lines
17.1
Identify the seasonal lines offered at the property or outlet
17.2
Explain how seasonal lines are selected

17.3
Merchandise seasonal lines effectively

17.4 Explain the benefits of a seasonal item to customers

17.5 
Sell seasonal items to customers

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	17.1
	Retailing
	Sell seasonal lines
	Identify the seasonal lines offered at the property or outlet


	
	

	17.2
	
	
	Explain how seasonal lines are selected


	
	

	17.3
	
	
	Merchandise seasonal lines effectively


	
	

	17.4
	
	
	Explain the benefits of a seasonal item to customers


	
	

	17.5
	
	
	Sell seasonal items to customers 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Retailing

Unit summary:-  This section of the VE skills passport is about the skills, processes and legal responsibilities that need to be followed when running an NT retailing business. It could be about we market our products, but it’s very much about our commercial proposition and all of the operational skills and knowledge we need to have to help us to: understand our customers, ultimately effectively engage with them and then to sell to them. 

Our ‘Service Promise’ will also underpin everything we do need to do when effectively running an NT business.  
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	18.1
	Retailing
	Up-sell items
	· Describe what up-selling is and how it works



	18.2
	
	
	· Explain which retail and catering lines provide good up-selling opportunities 



	18.3
	
	
	· Use up-selling techniques with a customer 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
18. 
Up-sell items

18.1
Describe what up-selling is and how it works
18.2
Explain which retail and catering lines provide good up-selling opportunities 

18.3
Use up-selling techniques with a customer
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	18.1
	Retailing
	Up-sell items
	Describe what up-selling is and how it works


	
	

	18.2
	
	
	Explain which retail and catering lines provide good up-selling opportunities 


	
	

	18.3
	
	
	Use up-selling techniques with a customer 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Retailing

Unit summary:-  This section of the VE skills passport is about the skills, processes and legal responsibilities that need to be followed when running an NT retailing business. It could be about we market our products, but it’s very much about our commercial proposition and all of the operational skills and knowledge we need to have to help us to: understand our customers, ultimately effectively engage with them and then to sell to them. 

Our ‘Service Promise’ will also underpin everything we do need to do when effectively running an NT business.  
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	19.1
	Retailing
	Understand financial targets and bottom-line achievement
	· Explain the basic principles of the ‘Financing our Future’ strategy



	19.2
	
	
	· Explain the ‘triple bottom line’ methodology and its importance in the way the NT makes financial decisions



	19.3
	
	
	· Explain the meaning of percentage net gain



	19.4
	
	
	· Describe the main things to consider when planning budgets



Evidence of how you have achieved this learning outcome and each of the assessment criteria
19. 
 Understand financial targets and bottom-line achievement

19.1
Explain the basic principles of the ‘Financing our Future’ strategy

19.2
Explain the ‘triple bottom line’ methodology and its importance in the way the NT makes financial decisions

19.3
Explain the meaning of percentage net gain

19.4
Describe the main things to consider when planning budgets

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	19.1
	Retailing
	Understand financial targets and bottom-line achievement
	Explain the basic principles of the ‘Financing our Future’ strategy


	
	

	19.2
	
	
	Explain the ‘triple bottom line’ methodology and its importance in the way the NT makes financial decisions


	
	

	19.3
	
	
	Explain the meaning of percentage net gain


	
	

	19.4
	
	
	Describe the main things to consider when planning budgets

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Retailing

Unit summary:-  This section of the VE skills passport is about the skills, processes and legal responsibilities that need to be followed when running an NT retailing business. It could be about we market our products, but it’s very much about our commercial proposition and all of the operational skills and knowledge we need to have to help us to: understand our customers, ultimately effectively engage with them and then to sell to them. 

Our ‘Service Promise’ will also underpin everything we do need to do when effectively running an NT business.  
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	20.1
	Retailing
	Handle cash
	· Set the till up for the day, including float and till roll



	20.2
	
	
	· Use the correct procedures to take payments in cash, credit and debit cards



	20.3
	
	
	· Use the correct procedures to give refunds using cash, credit and debit cards



	20.4
	
	
	· Explain how sales should be recorded if the till breaks down or if there is a power cut, and what to do once the till/power is restored


	20.5
	
	
	· Use the correct procedure to cash the till up

	20.6
	
	
	· Set the till up for polling, and identify when the till has polled



	20.7
	
	
	· Explain the procedures for responding to an emergency



Evidence of how you have achieved this learning outcome and each of the assessment criteria
20.
Handle case
20.1 
Set the till up for the day, including float and till roll

20.2
Use the correct procedures to take payments in cash, credit and debit cards 
20.3
Use the correct procedures to give refunds using cash, credit and debit cards

20.4
Explain how sales should be recorded if the till breaks down or if there is a power cut, and what to do once the till/power is restored

20.5 Use the correct procedure to cash the till up
20.6 Set the till up for polling, and identify when the till has polled
20.7
Explain the procedures for responding to an emergency
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	20.1
	Retailing
	Handle Cash
	Set the till up for the day, including float and till roll

	
	

	20.2
	
	
	Use the correct procedures to take payments in cash, credit and debit cards
	
	

	20.3
	
	
	Use the correct procedures to give refunds using cash, credit and debit cards
	
	

	20.4
	
	
	Explain how sales should be recorded if the till breaks down or if there is a power cut, and what to do once the till/power is restored

	
	

	20.5
	
	
	Use the correct procedure to cash the till up
	
	

	20.6
	
	
	Set the till up for polling, and identify when the till has polled
	
	

	20.7
	
	
	Explain the procedures for responding to an emergency
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Food Safety 
Unit summary:-  This unit enables you to understand basic food safety principles; maintain good personal food hygiene; keep the working area clean and hygienic; store food safely and understand how to hold and serve food safely
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	21.1
	Food Safety
	Understand basic food safety principles
	· Describe what might happen if significant food safety hazards are not controlled



	21.2
	
	
	· Describe the main types of food safety hazard you are likely to come across when handling and storing food



	21.3
	
	
	· Explain how these hazards can be controlled by personal hygiene, cleaning, safe storage and the avoidance of cross-contamination



	21.4
	
	
	· Explain why some hazards are more important than others in terms of food safety



	21.5
	
	
	· State who to report significant foods safety hazards to



Evidence of how you have achieved this learning outcome and each of the assessment criteria
21.
Understand basic food safety principles

21.1 
Describe what might happen if significant food safety hazards are not controlled

21.2
Describe the main types of food safety hazard you are likely to come across when handling and storing food

21.3
Explain how these hazards can be controlled by personal hygiene, cleaning, safe storage and the avoidance of cross-contamination

21.4
Explain why some hazards are more important than others in terms of food safety

21.5
State who to report significant foods safety hazards to
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	21.1
	Food Safety
	Understand basic food safety principles
	Describe what might happen if significant food safety hazards are not controlled

	
	

	21.2
	
	
	Describe the main types of food safety hazard you are likely to come across when handling and storing food

	
	

	21.3
	
	
	Explain how these hazards can be controlled by personal hygiene, cleaning, safe storage and the avoidance of cross-contamination

	
	

	21.4
	
	
	Explain why some hazards are more important than others in terms of food safety


	
	

	21.5
	
	
	State who to report significant foods safety hazards to

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Food Safety 
Unit summary:-  This unit enables you to understand basic food safety principles; maintain good personal food hygiene; keep the working area clean and hygienic; store food safely and understand how to hold and serve food safely
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	22.1
	Food Safety
	Maintain good personal food hygiene
	· Wear clean and suitable clothes appropriate to the jobs to be done



	22.2
	
	
	· Only wear jewellery and other accessories that do not cause food safety hazards


	22.3
	
	
	· Change clothes when necessary to prevent bacteria spreading



	22.4
	
	
	· Wash your hands thoroughly when needed to maintain food hygiene



	22.5
	
	
	· Avoid behaviour that could contaminate the food



	22.6
	
	
	· Report any cuts, grazes, illness and infections promptly to the proper person



	22.7
	
	
	· Ensure cuts, grazes etc. are treated and covered with an appropriate dressing before handling food




Evidence of how you have achieved this learning outcome and each of the assessment criteria
22.
Maintain good personal food hygiene
22.1 
Wear clean and suitable clothes appropriate to the jobs to be done
22.2
Only wear jewellery and other accessories that do not cause food safety hazards
22.3
Change clothes when necessary to prevent bacteria spreading

22.4
Wash your hands thoroughly when needed to maintain food hygiene

22.5 Avoid behaviour that could contaminate the food

22.6 Report any cuts, grazes, illness and infections promptly to the proper person

22.7
Ensure cuts, grazes etc. are treated and covered with an appropriate dressing before handling food
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	22.1
	Food Safety
	Maintain good personal food hygiene
	Wear clean and suitable clothes appropriate to the jobs to be done
	
	

	22.2
	
	
	Only wear jewellery and other  accessories that do not cause food safety hazards
	
	

	22.3
	
	
	Change clothes when necessary to prevent bacteria spreading
	
	

	22.4
	
	
	Wash your hands thoroughly when needed to maintain food hygiene
	
	

	22.5
	
	
	Avoid behaviour that could contaminate the food
	
	

	22.6
	
	
	Report any cuts, grazes, illness and infections promptly to the proper person
	
	

	22.7
	
	
	Ensure cuts, grazes etc. are treated and covered with an appropriate dressing before handling food

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Food Safety 
Unit summary:-  This unit enables you to understand basic food safety principles; maintain good personal food hygiene; keep the working area clean and hygienic; store food safely and understand how to hold and serve food safely
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	23.1
	Food Safety
	Keep the working area clean and hygienic
	· Ensure that surfaces and equipment used for displaying and serving food are clean and in good condition



	23.2
	
	
	· Use  clean and suitable cloths and equipment for wiping and cleaning between tasks



	23.3
	
	
	· Dispose of waste promptly, hygienically and appropriately



	23.4
	
	
	· Report any surfaces and equipment that have damaged or loose parts to the person responsible for food safety



	23.5
	
	
	· Identify, take appropriate action on and report to the appropriate person any damage to walls, floors, ceilings, furniture and fittings



	23.6
	
	
	· Identify, take appropriate action on, and report to appropriate person any signs of pests 





Evidence of how you have achieved this learning outcome and each of the assessment criteria
23.
Keep the working area clean and hygienic

23.1 
Ensure that surfaces and equipment used for displaying and serving food are clean and in good condition

23.2
Use clean and suitable cloths and equipment for wiping and cleaning between tasks
23.3
Dispose of waste promptly, hygienically and appropriately

23.4
Report any surfaces and equipment that have damaged or loose parts to the person responsible for food safety

23.5
Identify, take appropriate action on and report to the appropriate person any damage to walls, floors, ceilings, furniture and fittings

23.6
Identify, take appropriate action on, and report to appropriate person any signs of pests

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	23.1
	Food Safety
	Keep the working area clean and hygienic
	Ensure that surfaces and equipment used for displaying and serving food are clean and in good condition


	
	

	23.2
	
	
	Use  clean and suitable cloths and equipment for wiping and cleaning between tasks


	
	

	23.3
	
	
	Dispose of waste promptly, hygienically and appropriately

	
	

	23.4
	
	
	Report any surfaces and equipment that have damaged or loose parts to the person responsible for food safety


	
	

	23.5
	
	
	Identify, take appropriate action on and report to the appropriate person any damage to walls, floors, ceilings, furniture and fittings


	
	

	23.6
	
	
	Identify, take appropriate action on, and report to appropriate person any signs of pests
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Food Safety 
Unit summary:-  This unit enables you to understand basic food safety principles; maintain good personal food hygiene; keep the working area clean and hygienic; store food safely and understand how to hold and serve food safely
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	24.1
	Food Safety
	Store food safely
	· Check, and explain why it is important that, food deliveries are undamaged and within their ‘use-by’ date



	24.2
	
	
	· Explain why food must be put in the correct storage area and at the right temperature 



	24.3
	
	
	· Ensure food is stored at the correct temperature and take appropriate action if it is not



	24.4
	
	
	· Prepare food for storage, retaining the necessary labelling information



	24.5
	
	
	· Ensure that storage areas are kept clean



	24.6
	
	
	· Identify which food items are stored raw and which are stored processed, and explain the importance of separating them



	24.7
	
	
	· Ensure stock is rotated in accordance with requirements



	24.8
	
	
	· Explain why food beyond its 'use-by date' must be disposed of



Evidence of how you have achieved this learning outcome and each of the assessment criteria
24.
Store food safely

24.1 
Check, and explain why it is important that, food deliveries are undamaged and within their ‘use-by’ date

24.2
Explain why food must be put in the correct storage area and at the right temperature 

24.3
Ensure food is stored at the correct temperature and take appropriate action if it is not

24.4
Prepare food for storage, retaining the necessary labelling information

24.5
Ensure that storage areas are kept clean

24.6
Identify which food items are stored raw and which are stored processed, and explain the importance of separating them

24.7 Ensure stock is rotated in accordance with requirements

24.8
Explain why food beyond its 'use-by date' must be disposed of

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	24.1
	Food Safety
	Store food safely
	Check, and explain why it is important that, food deliveries are undamaged and within their ‘use-by’ date


	
	

	24.2
	
	
	Explain why food must be put in the correct storage area and at the right temperature 


	
	

	24.3
	
	
	Ensure food is stored at the correct temperature and take appropriate action if it is not


	
	

	24.4
	
	
	Prepare food for storage, retaining the necessary labelling information


	
	

	24.5
	
	
	Ensure that storage areas are kept clean


	
	

	24.6
	
	
	Identify which food items are stored raw and which are stored processed, and explain the importance of separating them


	
	

	24.6
	
	
	Ensure stock is rotated in accordance with requirement
	
	

	24.7
	
	
	Explain why food beyond its 'use-by date' must be disposed of
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Food Safety 
Unit summary:-  This unit enables you to understand basic food safety principles; maintain good personal food hygiene; keep the working area clean and hygienic; store food safely and understand how to hold and serve food safely
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	25.1
	Food Safety
	Understand how to hold and serve food safely
	· Describe how to check food during holding and serving



	25.2
	
	
	· Identify foods that can cause allergic reactions



	25.3
	
	
	· Explain the procedures for dealing with foods that can cause allergic reactions



	25.4
	
	
	· Describe what to do if a customer asks if a particular dish is free from a certain food allergen



	25.5
	
	
	· Describe how cross-contamination can happen between raw food and food that is ready to eat and how to avoid it



	25.6
	
	
	· Explain how to ensure the correct holding temperature and times are followed for food 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
25.
Understand how to hold and serve food safely
25.1 
Describe how to check food during holding and serving
25.2
Identify foods that can cause allergic reactions

25.3
Explain the procedures for dealing with foods that can cause allergic reactions

25.4
Describe what to do if a customer asks if a particular dish is free from a certain food allergen
25.5
Describe how cross-contamination can happen between raw food and food that is ready to eat and how to avoid it
25.6
Explain how to ensure the correct holding temperature and times are followed for food
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	25.1
	Food Safety
	Understand how to hold and serve food safely
	Describe how to check food during holding and serving


	
	

	25.2
	
	
	Identify foods that can cause allergic reactions.
	
	

	25.3
	
	
	Explain the procedures for dealing with foods that can cause allergic reactions


	
	

	25.4
	
	
	Describe what to do if a customer asks if a particular dish is free from a certain food allergen


	
	

	25.5
	
	
	Describe how cross-contamination can happen between raw food and food that is ready to eat and how to avoid it


	
	

	25.6
	
	
	Explain how to ensure the correct holding temperature and times are followed for food 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Membership and Fundraising

Unit summary:-  This section of the VE skills passport is about the skills, processes and legal responsibilities that need to be followed when gaining new membership and running a raffle.  It is about understanding our visitors and effectively engaging with them so that they become interested in becoming and remaining a member.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	26.1
	Membership and Fundraising
	Enrol new members
	· Explain the importance of membership to the NT



	26.2
	
	
	· Describe the NT membership categories



	26.3
	
	
	· Explain the benefits of membership to a prospective member

	26.4
	
	
	· Explain the role of the Royal Oak Foundation



	26.5
	
	
	· Explain the benefits of Gift Aid

	26.6
	
	
	· Complete a new member enrolment form accurately



Evidence of how you have achieved this learning outcome and each of the assessment criteria
26.
Enrol New Members

26.1
Explain the importance of membership to the NT
26.2 
Describe the NT membership categories

26.3
Explain the benefits of membership to a prospective member
26.4
Explain the role of the Royal Oak Foundation

26.5
Explain the benefits of Gift Aid
26.6
Complete a new member enrolment form accurately
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	26.1
	Membership and Fundraising
	Enrol new members
	Explain the importance of membership to the NT
	
	

	26.2
	
	
	Describe the NT membership categories


	
	

	26.3
	
	
	Explain the benefits of membership to a prospective member


	
	

	26.4
	
	
	Explain the role of the Royal Oak Foundation
	
	

	26.5
	
	
	Explain the benefits of Gift Aid 
	
	

	26.6
	
	
	Complete a new member enrolment form accurately
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Running a National Trust Business:  Membership and Fundraising

Unit summary:-  This section of the VE skills passport is about the skills, processes and legal responsibilities that need to be followed when gaining new membership and running a raffle.  It is about understanding our visitors and effectively engaging with them so that they become interested in becoming and remaining a member.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	27.1
	Membership and Fundraising
	Run a property raffle
	· Explain and promote the property raffle fundraising project to visitors 



	27.2
	
	
	· Explain eligibility conditions and restrictions for running a raffle



	27.3
	
	
	· Complete the administration for a raffle



	27.4
	
	
	· Sell raffle tickets to visitors at a property, making sure relevant details are recorded accurately



	27.5
	
	
	· Comply with the Gambling Act 2005 and the licence requirements of the Gambling Commission 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
27.
Run a property raffle

27.1
Explain and promote the property raffle fundraising project to visitors

27.2 
Explain eligibility conditions and restrictions for running a raffle

27.3
Complete the administration for a raffle

27.4
Sell raffle tickets to visitors at a property, making sure relevant details are recorded accurately

27.5
Comply with the Gambling Act 2005 and the licence requirements of the Gambling Commission

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	27.1
	Membership and Fundraising
	Run a property raffle
	Explain and promote the property raffle fundraising project to visitors 


	
	

	27.2
	
	
	Explain eligibility conditions and restrictions for running a raffle


	
	

	27.3
	
	
	Complete the administration for a raffle


	
	

	27.4
	
	
	Sell raffle tickets to visitors at a property, making sure relevant details are recorded accurately


	
	

	27.5
	
	
	Comply with the Gambling Act 2005 and the licence requirements of the Gambling Commission

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Health and Safety:  Health and Safety

Unit summary:-  Everything you need to know to keep yourself, those you work with and your customers safe.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	28.1
	Health and Safety
	Understand hazards and risks in the workplace


	· define hazards and risks



	28.2
	
	
	· describe safe working practices for your area of work



	28.3
	
	
	· outline the key hazards and risks in your area of work



	28.4
	
	
	· describe the  precautions you need to take in relation to key hazards and risks 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
28.
Understand hazards and risks in the workplace

28.1
Define hazards and risks

28.2 
Describe safe working practices for your area of work

28.3
Outline the key hazards and risks in your area of work

28.4
Describe the precautions you need to take in relation to key hazards and risks
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	28.1
	Health and Safety
	Understand hazards and risks in the workplace


	define hazards and risks
	
	

	28.2
	
	
	describe safe working practices for your area of work


	
	

	28.3
	
	
	outline the key hazards and risks in your area of work


	
	

	28.4
	
	
	describe the  precautions you need to take in relation to key hazards and risks 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Health and Safety:  Health and Safety

Unit summary:-  Everything you need to know to keep yourself, those you work with and your customers safe.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	29.1
	Health and Safety
	Understand your responsibilities for health and safety in the workplace


	· describe your responsibilities for health and safety in your workplace and job under health and safety legislation



	29.2
	
	
	· explain the importance of personal presentation and behaviour in relation to health and safety risks



	29.3
	
	
	· describe procedures for dealing with risks outside the scope of your responsibility, identifying the appropriate personnel with whom to liaise in the workplace 





Evidence of how you have achieved this learning outcome and each of the assessment criteria
29.
Understand your responsibilities for health and safety in the workplace

29.1
Describe your responsibilities for health and safety in your workplace and job under health and safety legislation

29.2 
Explain the importance of personal presentation and behaviour in relation to health and safety risks

29.3
Describe procedures for dealing with risks outside the scope of your responsibility, identifying the appropriate personnel with whom to liaise in the workplace

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	29.1
	Health and Safety
	Understand your responsibilities for health and safety in the workplace 
	describe your responsibilities for health and safety in your workplace and job under health and safety legislation


	
	

	29.2
	
	
	explain the importance of personal presentation and behaviour in relation to health and safety risks


	
	

	29.3
	
	
	describe procedures for dealing with risks outside the scope of your responsibility, identifying the appropriate personnel with whom to liaise in the workplace 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Health and Safety:  Health and Safety

Unit summary:-  Everything you need to know to keep yourself, those you work with and your customers safe.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	30.1
	Health and Safety
	Identify hazards and risks in the workplace


	· identify workplace instructions relevant to your job



	30.2
	
	
	· identify any unsafe practices in your workplace and job role



	30.3
	
	
	· check which potentially unsafe working practices present the highest risk to yourself and others 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
30.
Identify hazards and risks in the workplace

30.1
Identify workplace instructions relevant to your job
30.2 
Identify any unsafe practices in your workplace and job role
30.3
Check which potentially unsafe working practices present the highest risk to yourself and others

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	30.1
	Health and Safety
	Identify hazards and risks in the workplace


	identify workplace instructions relevant to your job


	
	

	30.2
	
	
	identify any unsafe practices in your workplace and job role


	
	

	30.3
	
	
	check which potentially 
unsafe working practices present the highest risk to yourself and others 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Health and Safety:  Health and Safety

Unit summary:-  Everything you need to know to keep yourself, those you work with and your customers safe.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	31.1
	Health and Safety
	Reduce risks to health and safety in the workplace


	· work safely in accordance with your level of competence, following relevant instructions, legal requirements and environmentally friendly practices



	31.2
	
	
	· manage any health and safety risks within your own capability and responsibility, reporting them where they are outside your control 


	31.3
	
	
	· suggest ways of reducing risks to health and safety to relevant colleagues

	31.4
	
	
	· obtain advice from competent colleagues where there are differences between workplace and suppliers’ or manufacturers’ instructions



	31.5
	
	
	· take action to address any hazards in accordance with workplace procedures and legal requirements 


	31.6
	
	
	· ensure that your presentation and behaviour meet the requirements of relevant instructions, procedures and legal requirements




Evidence of how you have achieved this learning outcome and each of the assessment criteria
31.
Reduce risks to health and safety in the workplace

31.1
Work safely in accordance with your level of competence, following relevant instructions, legal requirements and environmentally friendly practices

31.2 
Manage any health and safety risks within your own capability and responsibility, reporting them where they are outside your control 

31.3
Suggest ways of reducing risks to health and safety to relevant colleagues

31.4
Obtain advice from competent colleagues where there are differences between workplace and suppliers’ or manufacturers’ instructions

31.5
Take action to address any hazards in accordance with workplace procedures and legal requirements 

31.6
Ensure that your presentation and behaviour meet the requirements of relevant instructions, procedures and legal requirements

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	31.1
	Health and Safety
	Reduce risks to health and safety in the workplace


	work safely in accordance with your level of competence, following relevant instructions, legal requirements and environmentally friendly practices
	
	

	31.2
	
	
	manage any health and safety risks within your own capability and responsibility, reporting them where they are outside your control

	
	

	31.3
	
	
	suggest ways of reducing risks to health and safety to relevant colleagues


	
	

	31.4
	
	
	obtain advice from competent colleagues where there are differences between workplace and suppliers’ or manufacturers’ instructions

	
	

	31.5
	
	
	take action to address any hazards in accordance with workplace procedures and legal requirements 

	
	

	31.6
	
	
	ensure that your presentation and behaviour meet the requirements of relevant instructions, procedures and legal requirements

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Making Customer Service Personal
Unit summary:-  This section is associated with the ‘Think Long Term’ standards on our Service Promise: ‘I listen to understand your needs’ and ‘I help you enjoy your day, your way’.  See the ‘Think Long Term’ Service Promise exercise on the intranet to learn more.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	32.1
	Making Customer Service Personal
	Understand how

to make customer service

personal


	· describe how people differ in their receptiveness to personalised services



	32.2
	
	
	· identify types of personal information about customers that should and should not be kept on record



	32.3
	
	
	· identify features of personal service that are most appreciated by customers with individual needs

	32.4
	
	
	· describe how to promote open communication through your body language and general approach




Evidence of how you have achieved this learning outcome and each of the assessment criteria
32.
Understand how to make customer service personal
32.1
Describe how people differ in their receptiveness to personalised services
32.2 
Identify types of personal information about customers that should and should not be kept on record

32.3
Identify features of personal service that are most appreciated by customers with individual needs

32.4
Describe how to promote open communication through your body language and general approach

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	32.1
	Customer Service
	Understand how

to make customer service

personal


	describe how people differ in their receptiveness to personalised services
	
	

	32.2
	
	
	identify types of personal information about customers that should and should not be kept on record
	
	

	32.3
	
	
	identify features of personal service that are most appreciated by customers with individual needs

	
	

	32.4
	
	
	describe how to promote open communication through your body language and general approach
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Making Customer Service Personal
Unit summary:-  This section is associated with the ‘Think Long Term’ standards on our Service Promise: ‘I listen to understand your needs’ and ‘I help you enjoy your day, your way’.  See the ‘Think Long Term’ Service Promise exercise on the intranet to learn more.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	33.1
	Making Customer Service Personal
	Identify opportunities for making customer service personal 
	· observe and listen to your customer carefully for signs that will guide how you personalise the service



	33.2
	
	
	· let your customer know that you understand and that you are there to help



	33.3
	
	
	· identify customers with particular needs who would especially appreciate personal service

	33.4
	
	
	· balance the time you take when giving individual attention to one customer with the needs and expectations of other customers



	33.5
	
	
	· show you are willing and able to give a more personal service



Evidence of how you have achieved this learning outcome and each of the assessment criteria
33.
Identify opportunities for making customer service personal
33.1
Observe and listen to your customer carefully for signs that will guide how you personalise the service

33.2 
Let your customer know that you understand and that you are there to help
33.3
Identify customers with particular needs who would especially appreciate personal service
33.4
Balance the time you take when giving individual attention to one customer with the needs and expectations of other customers

33.5
Show you are willing and able to give a more personal service

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	33.1
	Customer Service
	Identify opportunities for making customer service personal 
	observe and listen to your customer carefully for signs that will guide how you personalise the service


	
	

	33.2
	
	
	let your customer know that you understand and that you are there to help
	
	

	33.3
	
	
	identify customers with particular needs who would especially appreciate personal service


	
	

	33.4
	
	
	balance the time you take when giving individual attention to one customer with the needs and expectations of other customers


	
	

	33.5
	
	
	show you are willing and able to give a more personal service
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Making Customer Service Personal
Unit summary:-  This section is associated with the ‘Think Long Term’ standards on our Service Promise: ‘I listen to understand your needs’ and ‘I help you enjoy your day, your way’.  See the ‘Think Long Term’ Service Promise exercise on the intranet to learn more.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	34.1
	Making Customer Service Personal
	Treat your customer as an individual
	· greet and deal with your customer in a way that respects them as an individual



	34.2
	
	
	· communicate with your customer in a friendly and open way



	34.3
	
	
	· use your customer’s name when it is known and appropriate

	34.4
	
	
	· build a ‘one to one’  relationship with your customer by making them feel valued and respected



Evidence of how you have achieved this learning outcome and each of the assessment criteria
34.
Treat your customer as an individual

34.1
Greet and deal with your customer in a way that respects them as an individual

34.2 
Communicate with your customer in a friendly and open way

34.3
Use your customer’s name when it is known and appropriate

34.4
Build a ‘one to one’ relationship with your customer by making them feel valued and respected

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	34.1
	Customer Service
	Treat your customer as an individual
	greet and deal with your customer in a way that respects them as an individual


	
	

	34.2
	
	
	communicate with your customer in a friendly and open way


	
	

	34.3
	
	
	use your customer’s name when it is known and appropriate


	
	

	34.4
	
	
	build a ‘one to one’  relationship with your customer by making them feel valued and respected
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Recognising Diversity
Unit summary:-  This section of the VE skills passport is about being able to adapt customer service to recognise the different needs and expectations of different customers. All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	35.1
	Recognising Diversity
	Respect customers as individuals and promote equality in customer service
	· observe verbal and non-verbal clues that provide information about your customer’s expectations and needs


	35.2
	
	
	· identify and avoid stereotypes that might be applied to your customer that could cause offence



	35.3
	
	
	· identify aspects of your customer’s appearance or communication which risk leading you to treat your customer differently

	35.4
	
	
	· question your customer to ensure that the impressions you are forming about their expectations and wishes are based on sound evidence

	35.5
	
	
	· use the customer’s response to adjust your interpretation of his or her expectations and wishes



Evidence of how you have achieved this learning outcome and each of the assessment criteria
35.
Respect customers as individuals and promote equality in customer service
35.1
Observe verbal and non-verbal clues that provide information about your customer’s expectations and needs

35.2 
Identify and avoid stereotypes that might be applied to your customer that could cause offence

35.3
Identify aspects of your customer’s appearance or communication which risk leading you to treat your customer differently

35.4
Question your customer to ensure that the impressions you are forming about their expectations and wishes are based on sound evidence
35.5
Use the customer’s response to adjust your interpretation of his or her expectations and wishes

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	35.1
	Recognising Diversity
	Respect customers as individuals and promote equality in customer service
	observe verbal and non-verbal clues that provide information about your customer’s expectations and needs


	
	

	35.2
	
	
	identify and avoid stereotypes that might be applied to your customer that could cause offence


	
	

	35.3
	
	
	identify aspects of your customer’s appearance or communication which risk leading you to treat your customer differently


	
	

	35.4
	
	
	question your customer to ensure that the impressions you are forming about their expectations and wishes are based on sound evidence

	
	

	35.5
	
	
	use the customer’s response to adjust your interpretation of his or her expectations and wishes
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Recognising Diversity
Unit summary:-  This section of the VE skills passport is about being able to adapt customer service to recognise the different needs and expectations of different customers. All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	36.1
	Recognising Diversity
	Communicate with customers who speak a different first language from your own
	· identify your customer’s first language and indicate to the customer that you are aware of this

	36.2
	
	
	· use a few words of your customer’s first language to create a rapport

	36.3
	
	
	· find out if your customer expects to communicate in the learner’s first language or yours

	36.4
	
	
	· speak clearly and slowly if using a language which is not the first language for either you or your customer

	36.5
	
	
	· listen carefully to identify any words your customer may be using in a way that differs from how you would normally understand them

	36.6
	
	
	· check your understanding of specific words with your customer where needed

	36.7
	
	
	· reword a question or explanation if your customer clearly does not understand your original wording 



	36.8
	
	
	· seek appropriate assistance from colleagues if you are unable to complete a customer transaction because of language barriers



Evidence of how you have achieved this learning outcome and each of the assessment criteria
36.
Communicate with customers who speak a different first language from your own
36.1
Identify your customer’s first language and indicate to the customer that you are aware of this

36.2 
Use a few words of your customer’s first language to create a rapport

36.3
Find out if your customer expects to communicate in the learner’s first language or yours

36.4
Speak clearly and slowly if using a language which is not the first language for either you or your customer

36.5
Listen carefully to identify any words your customer may be using in a way that differs from how you would normally understand them

36.6
Check your understanding of specific words with your customer where needed

36.7
Reword a question or explanation if your customer clearly does not understand your original wording
36.8
Seek appropriate assistance from colleagues if you are unable to complete a customer transaction because of language barriers

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	36.1
	Recognising Diversity
	Communicate with customers who speak a different first language from your own
	identify your customer’s first language and indicate to the customer that you are aware of this

	
	

	36.2
	
	
	use a few words of your customer’s first language to create a rapport
	
	

	36.3
	
	
	find out if your customer expects to communicate in the learner’s first language or yours

	
	

	36.4
	
	
	speak clearly and slowly if using a language which is not the first language for either you or your customer

	
	

	36.5
	
	
	listen carefully to identify any words your customer may be using in a way that differs from how you would normally understand them

	
	

	36.6
	
	
	check your understanding of specific words with your customer where needed
	
	

	36.7
	
	
	reword a question or explanation if your customer clearly does not understand your original wording 

	
	

	36.8
	
	
	seek appropriate assistance from colleagues if you are unable to complete a customer transaction because of language barriers

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Championing Customer Service
Unit summary:-  The development programme rolled out to introduce the Service Promise is called Service Leadership.  It is for General Managers and their direct report and is a programme that helps the senior team lead a customer service culture.  The exercises are then used by that team to share the important service messages, working with their team to understand exactly what this means to them.  Service Leadership is deliberately focussed on the leadership team and we know the important of championing service from the top if we are truly to become an organisation with a strong service culture.  If you manage people, staff or volunteers, then you need to think through how you will lead the service culture too. This module will help define that for you.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	37.1
	Championing Customer Service
	Promote the importance and benefits of customer service
	· 

	· 
	
	
	· 

	· 
	
	
	· 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
37.
Promote the importance and benefits of customer service
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	37.1
	Championing Customer Service
	Promote the importance and benefits of customer service
	· 
	
	

	· 
	
	
	· 
	
	

	· 
	
	
	· 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Championing Customer Service
Unit summary:-  The development programme rolled out to introduce the Service Promise is called Service Leadership.  It is for General Managers and their direct report and is a programme that helps the senior team lead a customer service culture.  The exercises are then used by that team to share the important service messages, working with their team to understand exactly what this means to them.  Service Leadership is deliberately focussed on the leadership team and we know the important of championing service from the top if we are truly to become an organisation with a strong service culture.  If you manage people, staff or volunteers, then you need to think through how you will lead the service culture too. This module will help define that for you.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	38.1
	Championing Customer Service
	Know how to champion customer service
	· 

	· 
	
	
	· 

	· 
	
	
	· 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
38.
Know how to champion customer service
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	38.1
	Championing Customer Service
	Know how to champion customer service
	· 
	
	

	· 
	
	
	· 
	
	

	· 
	
	
	· 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Living up to the customer service promise

Unit summary:-  This section is associated with the ‘Inspire People’ standards on our Service Promise: ‘I am warm, friendly and helpful’ and ‘I bring fun and energy and I encourage your involvement’.  See the ‘Inspire People’ Service Promise exercise on the intranet to learn more.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	39.1
	Living up to the Customer Service Promise
	Understand and explain

the customer service

promise
	· explain the key features of the National Trust service offer, vision and service promise



	39.2
	
	
	· identify the role you can play to ensure that your customer believes that the service offer, vision and promise is being delivered



	39.3
	
	
	· explain the procedures and regulations we follow to support the service offer, vision and promise

	39.4
	
	
	· devise and use phrases that reinforce the service offer, vision and promise

	39.5
	
	
	· identify moments and actions in providing customer service that are particularly relevant to your customer’s experience of the promise being delivered



	39.6
	
	
	· share ideas with colleagues about how particular words and approaches help to support the service offer, vision and promise



Evidence of how you have achieved this learning outcome and each of the assessment criteria
39.
Understand and explain the customer service promise
39.1
Explain the key features of the National Trust service offer, vision and service promise

39.2
Identify the role you can play to ensure that your customer believes that the service offer, vision and promise is being delivered

39.3 Explain the procedures and regulations we follow to support the service offer, vision and promise

39.4 Devise and use phrases that reinforce the service offer, vision and promise
39.5
Identify moments and actions in providing customer service that are particularly relevant to your customer’s experience of the promise being delivered

39.6 Share ideas with colleagues about how particular words and approaches help to support the service offer, vision and promise

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	39.1
	Living up to the Customer Service Promise
	Understand and explain

the customer service

promise
	explain the key features of the National Trust service offer, vision and service promise
	
	

	39.2
	
	
	identify the role you can play to ensure that your customer believes that the service offer, vision and promise is being delivered


	
	

	39.3
	
	
	explain the procedures and regulations we follow to support the service offer, vision and promise


	
	

	39.4
	
	
	devise and use phrases that reinforce the service offer, vision and promise


	
	

	39.5
	
	
	identify moments and actions in providing customer service that are particularly relevant to your customer’s experience of the promise being delivered

	
	

	39.6
	
	
	share ideas with colleagues about how particular words and approaches help to support the service offer, vision and promise

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Living up to the customer service promise

Unit summary:-  This section is associated with the ‘Inspire People’ standards on our Service Promise: ‘I am warm, friendly and helpful’ and ‘I bring fun and energy and I encourage your involvement’.  See the ‘Inspire People’ Service Promise exercise on the intranet to learn more.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	40.1
	Living up to the Customer Service Promise
	Produce customer

satisfaction by delivering

the customer service

promise
	· ensure that your appearance and behaviour supports our service offer, vision and promise



	40.2
	
	
	· act in a way that supports the service offer, vision and promise



	40.3
	
	
	· observe or listen to the customer closely to identify opportunities to reinforce their understanding of the service offer, vision and promise



	40.4
	
	
	· provide customer service in a way that meets your customer’s expectations and understanding of the service offer, vision and promise



	40.5
	
	
	· ensure that what you decide to do is realistic and in line with the service offer and promise 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
40.
Produce customer satisfaction by delivering the customer service promise

40.1 Ensure that your appearance and behaviour supports our service offer, vision and promise

40.1 Act in a way that supports the service offer, vision and promise

40.3
Observe or listen to the customer closely to identify opportunities to reinforce their understanding of the service offer, vision and promise

40.4 Provide customer service in a way that meets your customer’s expectations and understanding of the service offer, vision and promise

40.5
Ensure that what you decide to do is realistic and in line with the service offer and promise
40.6 Share ideas with colleagues about how particular words and approaches help to support the service offer, vision and promise

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	40.1
	Living up to the Customer Service Promise
	Produce customer

satisfaction by delivering

the customer service

promise
	ensure that your appearance and behaviour supports our service offer, vision and promise

	
	

	40.2
	
	
	act in a way that supports the service offer, vision and promise
	
	

	40.3
	
	
	observe or listen to the customer closely to identify opportunities to reinforce their understanding of the service offer, vision and promise
	
	

	40.4
	
	
	provide customer service in a way that meets your customer’s expectations and understanding of the service offer, vision and promise
	
	

	40.5
	
	
	ensure that what you decide to do is realistic and in line with the service offer and promise 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Giving customers a positive impression of yourself and the National Trust

Unit summary:-  This section is associated with the ‘Love Places’ standards on our Service Promise: ‘I am enthusiastic about sharing, not telling’ and ‘I help you feel relaxed, welcome and at ease’.  See the ‘Love Places’ Service Promise exercise on the intranet to learn more.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	41.1
	Giving customers a positive impression of yourself and the National Trust


	Establish rapport with

customers
	· meet the Trust’s standards of appearance and behaviour



	41.2
	
	
	· greet your customer respectfully and in a friendly manner



	41.3
	
	
	· communicate with your customer in a way that makes them feel valued and respected



	41.4
	
	
	· identify and confirm your customer’s expectations 

	41.5
	
	
	· treat your customer courteously and helpfully at all times

	41.6
	
	
	· keep your customer informed and reassured

	41.7
	
	
	· adapt your behaviour to respond to different customer behaviour




Evidence of how you have achieved this learning outcome and each of the assessment criteria
41.
Establish rapport with customers
41.1 Meet the Trust’s standards of appearance and behaviour
41.2 Greet your customer respectfully and in a friendly manner

41.3
Communicate with your customer in a way that makes them feel valued and respected
41.4 Identify and confirm your customer’s expectations

41.5 Treat your customer courteously and helpfully at all times

41.6 Keep your customer informed and reassured

41 7
Adapt your behaviour to respond to different customer behaviour

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	41.1
	Giving Customers a positive impression of yourself and the National Trust
	Establish rapport with

customers
	meet the Trust’s standards of appearance and behaviour

	
	

	41.2
	
	
	greet your customer respectfully and in a friendly manner


	
	

	41.3
	
	
	communicate with your customer in a way that makes them feel valued and respected


	
	

	41.4
	
	
	identify and confirm your customer’s expectations
	
	

	41.5
	
	
	treat your customer courteously and helpfully at all times


	
	

	41.6
	
	
	keep your customer informed and reassured


	
	

	41.7
	
	
	adapt your behaviour to respond to different customer behaviour

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Giving customers a positive impression of yourself and the National Trust

Unit summary:-  This section is associated with the ‘Love Places’ standards on our Service Promise: ‘I am enthusiastic about sharing, not telling’ and ‘I help you feel relaxed, welcome and at ease’.  See the ‘Love Places’ Service Promise exercise on the intranet to learn more.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	42.1
	Giving customers a positive impression of yourself and the National Trust


	Respond appropriately to customers
	· respond promptly to a customer seeking help 



	42.2
	
	
	· choose the most appropriate way to communicate with your customer



	42.3
	
	
	· check with your customer that you have fully understood their expectations



	42.4
	
	
	· respond promptly and positively to your customer’s questions and comments



	42.5
	
	
	· allow your customer time to consider your response, giving further explanation when appropriate



Evidence of how you have achieved this learning outcome and each of the assessment criteria
42.
Respond appropriately to customers
42.1 Respond promptly to a customer seeking help 

42.2 Choose the most appropriate way to communicate with your customer

42.3 Check with your customer that you have fully understood their expectations

42.4
Respond promptly and positively to your customer’s questions and comments

42.5
Allow your customer time to consider your response, giving further explanation when appropriate
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	42.1
	Giving Customers a positive impression of yourself and the National Trust
	Respond appropriately to customers
	respond promptly to a customer seeking help 


	
	

	42.2
	
	
	choose the most appropriate way to communicate with your customer


	
	

	42.3
	
	
	check with your customer that you have fully understood their expectations


	
	

	42.4
	
	
	respond promptly and positively to your customer’s questions and comments


	
	

	42.5
	
	
	allow your customer time to consider your response, giving further explanation when appropriate 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Giving customers a positive impression of yourself and the National Trust

Unit summary:-  This section is associated with the ‘Love Places’ standards on our Service Promise: ‘I am enthusiastic about sharing, not telling’ and ‘I help you feel relaxed, welcome and at ease’.  See the ‘Love Places’ Service Promise exercise on the intranet to learn more.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	43.1
	Giving customers a positive impression of yourself and the National Trust


	Communicate information to customers
	· promptly find information that will help your customer 

	43.2
	
	
	· give your customer information they need about the services or products offered by your organisation



	43.3
	
	
	· recognise information that your customer might find complicated, help to keep it simple and check whether they fully understand



	43.4
	
	
	· explain clearly to your customers any reasons why their expectations cannot be met 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
43.
Communicate information to customers

43.1 Promptly find information that will help your customer

43.2 Give your customer information they need about the services or products offered by your organisation

43.3 Recognise information that your customer might find complicated, help to keep it simple and check whether they fully understand

43.4
Explain clearly to your customers any reasons why their expectations cannot be met

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	43.1
	Giving Customers a positive impression of yourself and the National Trust
	Communicate information to customers
	promptly find information that will help your customer


	
	

	43.2
	
	
	give your customer information they need about the services or products offered by your organisation


	
	

	43.3
	
	
	recognise information that your customer might find complicated, help to keep it simple and check whether they fully understand


	
	

	43.4
	
	
	explain clearly to your customers any reasons why their expectations cannot be met 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Responding to customer queries and problems

Unit summary:-  This section is associated with the ‘Share our Common Purpose’ standards on our Service Promise: ‘I take responsibility for every encounter’ and ‘I make a valuable contribution to your experience’.  See the ‘Share our Common Purpose’ Service Promise exercise on the intranet to learn more..

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	44.1
	Responding to Customer Queries and Problems
	Recognise and deal with customer queries and requests
	· deal with queries and requests from customers in a positive and professional way

	44.2
	
	
	· research relevant information to respond to customer queries



	44.3
	
	
	· seek information or help from a colleague if you cannot answer your customer’s query or request



	44.4
	
	
	· tell your customer what is happening



Evidence of how you have achieved this learning outcome and each of the assessment criteria
44.
Recognise and deal with customer queries and requests

44.1 Deal with queries and requests from customers in a positive and professional way

44.2 Research relevant information to respond to customer queries

44.3 Seek information or help from a colleague if you cannot answer your customer’s query or request

44.4
Tell your customer what is happening
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	44.1
	Responding to Customer Queries and Problems
	Recognise and deal with customer queries and requests
	deal with queries and requests from customers in a positive and professional way


	
	

	44.2
	
	
	research relevant information to respond to customer queries


	
	

	44.3
	
	
	seek information or help from a colleague if you cannot answer your customer’s query or request


	
	

	44.4
	
	
	tell your customer what is happening 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Responding to customer queries and problems

Unit summary:-  This section is associated with the ‘Share our Common Purpose’ standards on our Service Promise: ‘I take responsibility for every encounter’ and ‘I make a valuable contribution to your experience’.  See the ‘Share our Common Purpose’ Service Promise exercise on the intranet to learn more..

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	45.1
	Responding to Customer Queries and Problems
	Recognise and respond to customer problems
	· recognise when something is a problem from the customer’s point of view

	45.2
	
	
	· respond to complaints in a calm and professional way



	45.3
	
	
	· clarify what the problem is and, if necessary, what the customer’s expectation of the product or service was



	45.4
	
	
	· assess your ability to deal with the problem and take details of the customer and the problem if you are unable to resolve it immediately



	45.5
	
	
	· where necessary pass the problem on to a relevant colleague with the appropriate information



	45.6
	
	
	· keep the customer informed about what is happening



Evidence of how you have achieved this learning outcome and each of the assessment criteria
45.
Recognise and respond to customer problems
45.1 Recognise when something is a problem from the customer’s point of view

45.2 Respond to complaints in a calm and professional way

45.3 Clarify what the problem is and, if necessary, what the customer’s expectation of the product or service was

45.4
Assess your ability to deal with the problem and take details of the customer and the problem if you are unable to resolve it immediately

45.5 Where necessary pass the problem on to a relevant colleague with the appropriate information

45.6
Keep the customer informed about what is happening

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	45.1
	Responding to Customer Queries and Problems
	Recognise and respond to customer problems
	recognise when something is a problem from the customer’s point of view

	
	

	45.2
	
	
	respond to complaints in a calm and professional way

	
	

	45.3
	
	
	clarify what the problem is and, if necessary, what the customer’s expectation of the product or service was

	
	

	45.4
	
	
	assess your ability to deal with the problem and take details of the customer and the problem if you are unable to resolve it immediately

	
	

	45.5
	
	
	where necessary pass the problem on to a relevant colleague with the appropriate information

	
	

	45.6
	
	
	keep the customer informed about what is happening

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Responding to customer queries and problems

Unit summary:-  This section is associated with the ‘Share our Common Purpose’ standards on our Service Promise: ‘I take responsibility for every encounter’ and ‘I make a valuable contribution to your experience’.  See the ‘Share our Common Purpose’ Service Promise exercise on the intranet to learn more..

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	46.1
	Responding to Customer Queries and Problems
	Know how to recognise and deal with customer queries, requests and problems
	· describe organisational procedures and systems for dealing with and recording problems raised by customers

	46.2
	
	
	· identify customer expectations of our services or products that may cause problems if they are not met

	46.3
	
	
	· describe how to respond to customers in a way that they will find calm and helpful

	46.4
	
	
	· explain how to gather information that will be most helpful in resolving a problem

	46.5
	
	
	· describe how to identify specific customer transactions



	46.6
	
	
	· explain how to defuse potentially stressful situations



	46.7
	
	
	· describe types of action that may make a customer problem worse and should be avoided



Evidence of how you have achieved this learning outcome and each of the assessment criteria
46.
Know how to recognise and deal with customer queries, requests and problems
46.1 Describe organisational procedures and systems for dealing with and recording problems raised by customers

46.2 Identify customer expectations of our services or products that may cause problems if they are not met

46.3 Describe how to respond to customers in a way that they will find calm and helpful

46.4 Explain how to gather information that will be most helpful in resolving a problem

46.5 Describe how to identify specific customer transactions

45.6
Explain how to defuse potentially stressful situations

46.7
Describe types of action that may make a customer problem worse and should be avoided

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	46.1
	Responding to Customer Queries and Problems
	Know how to recognise and deal with customer queries, requests and problems
	describe organisational procedures and systems for dealing with and recording problems raised by customers

	
	

	46.2
	
	
	identify customer expectations of our services or products that may cause problems if they are not met

	
	

	46.3
	
	
	describe how to respond to customers in a way that they will find calm and helpful


	
	

	46.4
	
	
	explain how to gather information that will be most helpful in resolving a problem

	
	

	46.5
	
	
	describe how to identify specific customer transactions

	
	

	46.6
	
	
	explain how to defuse potentially stressful situations

	
	

	46.7
	
	
	describe types of action that may make a customer problem worse and should be avoided

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Responding to customer queries and problems

Unit summary:-  This section is associated with the ‘Share our Common Purpose’ standards on our Service Promise: ‘I take responsibility for every encounter’ and ‘I make a valuable contribution to your experience’.  See the ‘Share our Common Purpose’ Service Promise exercise on the intranet to learn more..

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	47.1
	Responding to Customer Queries and Problems
	Resolve customer problems
	· identify options for resolving customer problems that meet the needs of the customer and the Trust, consulting colleagues if necessary



	47.2
	
	
	· discuss and agree the options for solving the problem with your customer



	47.3
	
	
	· implement the option agreed with your customer, keeping him or her informed of progress



	47.4
	
	
	· ensure that you and any colleagues involved keep any promises made to the customer



	47.5
	
	
	· check with your customer to make sure the problem has been resolved to his or her satisfaction



	47.6
	
	
	· identify for your customer other ways that problems may be resolved if you are unable to help 




Evidence of how you have achieved this learning outcome and each of the assessment criteria
47.
Resolve customer problems

47.1 Identify options for resolving customer problems that meet the needs of the customer and the Trust, consulting colleagues if necessary

47.2 Discuss and agree the options for solving the problem with your customer

47.3 Implement the option agreed with your customer, keeping him or her informed of progress

47.4 Ensure that you and any colleagues involved keep any promises made to the customer

47.5 Check with your customer to make sure the problem has been resolved to his or her satisfaction

47.6
Identify for your customer other ways that problems may be resolved if you are unable to help
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	47.1
	Responding to Customer Queries and Problems
	Resolve customer problems
	identify options for resolving customer problems that meet the needs of the customer and the Trust, consulting colleagues if necessary
	
	

	47.2
	
	
	discuss and agree the options for solving the problem with your customer
	
	

	47.3
	
	
	implement the option agreed with your customer, keeping him or her informed of progress
	
	

	47.4
	
	
	ensure that you and any colleagues involved keep any promises made to the customer
	
	

	47.5
	
	
	check with your customer to make sure the problem has been resolved to his or her satisfaction
	
	

	47.6
	
	
	identify for your customer other ways that problems may be resolved if you are unable to help 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Dealing with difficult customers
Unit summary:-  This section of the VE skills passport is about being able to identify when customers may be difficult and the approaches you can take. You will learn about language and tone as well as managing the issues to a positive conclusion. All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	48.1
	Dealing with Difficult Customers
	Understand how to deal with difficult customers
	· identify common issues that provoke negative reactions from customers



	48.2
	
	
	· explain how you can show empathy for a customer’s feelings without needing to agree with him or her



	48.3
	
	
	· identify who can be asked for help when dealing with a difficult customer



	48.4
	
	
	· explain the difference between assertive, aggressive and passive behaviour



	48.5
	
	
	· explain the importance of not simply quoting your organisation’s rules and procedures to counter difficult behaviour



	48.6
	
	
	· identify when and how it might be necessary to take action to protect your own safety or that of other customers or colleagues from a difficult customer




Evidence of how you have achieved this learning outcome and each of the assessment criteria
48.
Understand how to deal with difficult customers
48.1 Identify common issues that provoke negative reactions from customers

48.2 Explain how you can show empathy for a customer’s feelings without needing to agree with him or her

48.3 Identify who can be asked for help when dealing with a difficult customer

48.4 Explain the difference between assertive, aggressive and passive behaviour

48.5 Explain the importance of not simply quoting your organisation’s rules and procedures to counter difficult behaviour

48.6 Identify when and how it might be necessary to take action to protect your own safety or that of other customers or colleagues from a difficult customer

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	48.1
	Dealing with Difficult Customers
	Understand how to deal with difficult customers
	identify common issues that provoke negative reactions from customers

	
	

	48.2
	
	
	explain how you can show empathy for a customer’s feelings without needing to agree with him or her
	
	

	48.3
	
	
	identify who can be asked for help when dealing with a difficult customer
	
	

	48.4
	
	
	explain the difference between assertive, aggressive and passive behaviour


	
	

	48.5
	
	
	explain the importance of not simply quoting your organisation’s rules and procedures to counter difficult behaviour


	
	

	48.6
	
	
	identify when and how it might be necessary to take action to protect your own safety or that of other customers or colleagues from a difficult customer
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Dealing with difficult customers
Unit summary:-  This section of the VE skills passport is about being able to identify when customers may be difficult and the approaches you can take. You will learn about language and tone as well as managing the issues to a positive conclusion. All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	49.1
	Dealing with Difficult Customers
	Recognise when customers may be difficult to deal with
	· describe types of customer behaviour that you find difficult to deal with



	49.2
	
	
	· identify signs that indicate a customer may become difficult to deal with



	49.3
	
	
	· describe the situation from the customer’s point of view

	49.4
	
	
	· identify why your customers may behave in a way that is difficult to deal with



	49.5
	
	
	· recognise the limits of customer behaviour that we will tolerate



	49.6
	
	
	· identify things that you may do or say that can provoke negative responses from customers 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
49.
Recognise when customers may be difficult to deal with
49.1 Describe types of customer behaviour that you find difficult to deal with

49.2 Identify signs that indicate a customer may become difficult to deal with

49.3 Describe the situation from the customer’s point of view

49.4 Identify why your customers may behave in a way that is difficult to deal with

49.5 Recognise the limits of customer behaviour that we will tolerate

49.6
Identify things that you may do or say that can provoke negative responses from customers
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	49.1
	Dealing with Difficult Customers
	Recognise when customers may be difficult to deal with
	describe types of customer behaviour that you find difficult to deal with

	
	

	49.2
	
	
	identify signs that indicate a customer may become difficult to deal with
	
	

	49.3
	
	
	describe the situation from the customer’s point of view


	
	

	49.4
	
	
	identify why your customers may behave in a way that is difficult to deal with


	
	

	49.5
	
	
	recognise the limits of customer behaviour that we will tolerate


	
	

	49.6
	
	
	identify things that you may do or say that can provoke negative responses from customers
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Dealing with difficult customers
Unit summary:-  This section of the VE skills passport is about being able to identify when customers may be difficult and the approaches you can take. You will learn about language and tone as well as managing the issues to a positive conclusion. All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	50.1
	Dealing with Difficult Customers
	Deal with difficult customers
	· respond patiently and empathically to customers 

	50.2
	
	
	· use direct and factual questions to identify what has happened and what might satisfy the customer

	50.3
	
	
	· check back your understanding of the customer’s concerns with him or her

	50.4
	
	
	· where necessary explain your organisation’s position clearly

	50.5
	
	
	· agree a way forward that balances customer satisfaction with the needs of your organisation, getting help or authority from colleagues if needed


	50.6
	
	
	· explain the situation to colleagues if the situation involves them

	50.7
	
	
	· advise the relevant colleagues if the customer is likely to re-open the matter 

	50.8
	
	
	· take any necessary action to protect your own safety or that of other customers or colleagues



Evidence of how you have achieved this learning outcome and each of the assessment criteria
50.
Deal with difficult customers

50.1 Respond patiently and empathically to customers 

50.2 Use direct and factual questions to identify what has happened and what might satisfy the customer

50.3 Check back your understanding of the customer’s concerns with him or her

50.4 Where necessary explain your organisation’s position clearly

50.5 Agree a way forward that balances customer satisfaction with the needs of your organisation, getting help or authority from colleagues if needed

50.6 Explain the situation to colleagues if the situation involves them

50.7 Advise the relevant colleagues if the customer is likely to re-open the matter 

50.8
Take any necessary action to protect your own safety or that of other customers or colleagues
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	50.1
	Dealing with Difficult Customers
	Deal with difficult customers
	respond patiently and empathically to customers 
	
	

	50.2
	
	
	use direct and factual questions to identify what has happened and what might satisfy the customer
	
	

	50.3
	
	
	check back your understanding of the customer’s concerns with him or her
	
	

	50.4
	
	
	where necessary explain your organisation’s position clearly
	
	

	50.5
	
	
	agree a way forward that balances customer satisfaction with the needs of your organisation, getting help or authority from colleagues if needed
	
	

	50.6
	
	
	explain the situation to colleagues if the situation involves them

	
	

	50.7
	
	
	advise the relevant colleagues if the customer is likely to re-open the matter 
	
	

	50.8
	
	
	take any necessary action to protect your own safety or that of other customers or colleagues
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Promoting continuous improvement
Unit summary:-  This section of the VE skills passport will help you to explain the importance of customer loyalty and improved internal customer relationships to the Trust All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	51.1
	Promoting Continuous Improvement
	Understand how to improve the customer relationship
	· describe how to make best use of the method of communication chosen for dealing with your customers



	51.2
	
	
	· explain how to negotiate effectively with your customers

	51.3
	
	
	· explain the importance of customer loyalty and /or  improved internal customer relationships to your organisation

	51.4
	
	
	· explain how the successful resolution of customer service problems contributes to improved customer loyalty and working relationships  

	51.5
	
	
	· describe organisational procedures and systems for dealing with one-off and repeated customer service problems

	51.6
	
	
	· explain how to negotiate with and reassure customers while problems are being solved



Evidence of how you have achieved this learning outcome and each of the assessment criteria
51.
Understand how to improve the customer relationship
51.1 Describe how to make best use of the method of communication chosen for dealing with your customers

51.2 Explain how to negotiate effectively with your customers

51.3 Explain the importance of customer loyalty and /or  improved internal customer relationships to your organisation

51.4 Explain how the successful resolution of customer service problems contributes to improved customer loyalty and working relationships  

51.5 Describe organisational procedures and systems for dealing with one-off and repeated customer service problems

51.6 Explain how to negotiate with and reassure customers while problems are being solved

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	51.1
	Promoting Continuous Improvement
	Understand how to improve the customer relationship
	describe how to make best use of the method of communication chosen for dealing with your customers
	
	

	51.2
	
	
	explain how to negotiate effectively with your customers
	
	

	51.3
	
	
	explain the importance of customer loyalty and /or  improved internal customer relationships to your organisation
	
	

	51.4
	
	
	explain how the successful resolution of customer service problems contributes to improved customer loyalty and working relationships  
	
	

	51.5
	
	
	describe organisational procedures and systems for dealing with one-off and repeated customer service problems

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Promoting continuous improvement
Unit summary:-  This section of the VE skills passport will help you to explain the importance of customer loyalty and improved internal customer relationships to the Trust All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	52.1
	Promoting Continuous Improvement
	Exceed customer expectations and develop the relationship
	· take action to improve your relationship with your customers


	52.2
	
	
	· recognise and use opportunities to exceed your customers’ expectations within the limits of your authority


	52.3
	
	
	· gain the help and support of colleagues to exceed your customers’ expectations



Evidence of how you have achieved this learning outcome and each of the assessment criteria
52.
Exceed customer expectations and develop the relationship
52.1 Take action to improve your relationship with your customers

52.2 Recognise and use opportunities to exceed your customers’ expectations within the limits of your authority

52.3
Gain the help and support of colleagues to exceed your customers’ expectations


Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	52.1
	Promoting Continuous Improvement
	Exceed customer expectations and develop the relationship
	take action to improve your relationship with your customers
	
	

	52.2
	
	
	recognise and use opportunities to exceed your customers’ expectations within the limits of your authority

	
	

	52.3
	
	
	gain the help and support of colleagues to exceed your customers’ expectations
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Promoting continuous improvement
Unit summary:-  This section of the VE skills passport will help you to explain the importance of customer loyalty and improved internal customer relationships to the Trust All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	53.1
	Promoting Continuous Improvement
	Spot customer service problems
	· listen carefully to customers about any problem they have raised



	53.2
	
	
	· ask customers about the problem to check your understanding

	53.3
	
	
	· recognise repeated problems and take action or alert appropriate colleagues 



	53.4
	
	
	· share customer feedback with colleagues to identify potential problems before they happen

	53.5
	
	
	· identify and report problems with systems and procedures that are affecting customers

	53.6
	
	
	· keep your customers informed in a positive and clear manner of steps being taken to resolve any service problems

	53.7
	
	
	· monitor any changes you have made and adjust them if appropriate



Evidence of how you have achieved this learning outcome and each of the assessment criteria
53.
Spot customer service problems

53.1 Listen carefully to customers about any problem they have raised

53.2 Ask customers about the problem to check your understanding

53.3 Recognise repeated problems and take action or alert appropriate colleagues 
53.4
Share customer feedback with colleagues to identify potential problems before they happen
53.5
Identify and report problems with systems and procedures that are affecting customers

53.6
Keep your customers informed in a positive and clear manner of steps being taken to resolve any service problems

53.7
Monitor any changes you have made and adjust them if appropriate


Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	53.1
	Promoting Continuous Improvement
	Spot customer service problems
	listen carefully to customers about any problem they have raised

	
	

	53.2
	
	
	ask customers about the problem to check your understanding

	
	

	53.3
	
	
	recognise repeated problems and take action or alert appropriate colleagues 

	
	

	53.4
	
	
	share customer feedback with colleagues to identify potential problems before they happen

	
	

	53.5
	
	
	identify and report problems with systems and procedures that are affecting customers

	
	

	53.6
	
	
	keep your customers informed in a positive and clear manner of steps being taken to resolve any service problems

	
	

	53.7
	
	
	monitor any changes you have made and adjust them if appropriate

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Promoting continuous improvement
Unit summary:-  This section of the VE skills passport will help you to explain the importance of customer loyalty and improved internal customer relationships to the Trust All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	54.1
	Promoting Continuous Improvement
	Identify and resolve recurring customer service problems
	· 

	
	
	
	· 

	
	
	
	· 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
54.
Identify and resolve recurring customer service problems
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	54.1
	Promoting Continuous Improvement
	Identify and resolve recurring customer service problems
	-
	
	

	
	
	
	-
	
	

	
	
	
	-
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Customer Service:  Promoting continuous improvement
Unit summary:-  This section of the VE skills passport will help you to explain the importance of customer loyalty and improved internal customer relationships to the Trust All of the units in Customer Service are linked to our Customer Service Promise.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	55.1
	Promoting Continuous Improvement
	Review your customer service feedback
	· Use the Management Information dashboard to review your Visitor Survey feedback



	55.2
	
	
	· Interpret the data including audience segmentation difference and identify opportunities to make improvements



	55.3
	
	
	· Ensure opportunities are taken and changes made

	55.4
	
	
	· Identify and act upon other feedback you get including social media and sources outside the property



Evidence of how you have achieved this learning outcome and each of the assessment criteria
55.
Review your customer service feedback
55.1 Use the Management Information dashboard to review your Visitor Survey feedback

55.2 Interpret the data including audience segmentation difference and identify opportunities to make improvements

55.3
Ensure opportunities are taken and changes made

55.4
Identify and act upon other feedback you get including social media and sources outside the property

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	55.1
	Promoting Continuous Improvement
	Review your customer service feedback
	Use the Management Information dashboard to review your Visitor Survey feedback

	
	

	55.2
	
	
	Interpret the data including audience segmentation difference and identify opportunities to make improvements

	
	

	55.3
	
	
	Ensure opportunities are taken and changes made

	
	

	55.4
	
	
	Identify and act upon other feedback you get including social media and sources outside the property

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Interpretation and communication with visitors

Unit summary:-  This is about understanding the best methods and techniques you can use to produce interpretive material to tell the story of your place to the different audiences that visit.  You may be creating an exhibition or an outdoor trail or creating signage which matches our brand standards.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	56.1
	Interpretation and Communication with Visitors


	Assess and create interpretive materials
	· Describe the main interpretation techniques used on the property



	56.2
	
	
	· Explain the advantages and disadvantages of these methods of interpretation



	56.3
	
	
	· State the ‘5 Golden Rules of Interpretation’ and explain how to use them to create a new exhibition 



	56.4
	
	
	· Review an exhibition or set of interpretive materials against the ‘5 Golden Rules’ and describe how it could be improved



	56.5
	
	
	· Develop a Tracker Pack for your property

	56.6
	
	
	· Identify an interpretation technique that is not currently being used at the property and explain how it could be introduced




Evidence of how you have achieved this learning outcome and each of the assessment criteria
56.
Assess and create interpretive materials
56.1 Describe the main interpretation techniques used on the property

56.2 Explain the advantages and disadvantages of these methods of interpretation

56.3
State the ‘5 Golden Rules of Interpretation’ and explain how to use them to create a new exhibition 

56.4 Review an exhibition or set of interpretive materials against the ‘5 Golden Rules’ and describe how it could be improved

56.5 Develop a Tracker Pack for your property

56.6
Identify an interpretation technique that is not currently being used at the property and explain how it could be introduced

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	56.1
	Interpretation and Communication with Visitors
	Assess and create interpretive materials
	Describe the main interpretation techniques used on the property 

	
	

	56.2
	
	
	Explain the advantages and disadvantages of these methods of interpretation

	
	

	56.3
	
	
	State the ‘5 Golden Rules of Interpretation’ and explain how to use them to create a new exhibition 

	
	

	56.4
	
	
	Review an exhibition or set of interpretive materials against the ‘5 Golden Rules’ and describe how it could be improved

	
	

	56.5
	
	
	Develop a Tracker Pack for your property

	
	

	56.6
	
	
	Identify an interpretation technique that is not currently being used at the property and explain how it could be introduced


	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Interpretation and communication with visitors

Unit summary:-  This is about understanding the best methods and techniques you can use to produce interpretive material to tell the story of your place to the different audiences that visit.  You may be creating an exhibition or an outdoor trail or creating signage which matches our brand standards.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	57.1
	Interpretation and Communication with Visitors


	Evaluate interpretive materials
	· Explain why it is important to evaluate interpretation



	57.2
	
	
	· Describe when evaluation should take place

	57.3
	
	
	· Evaluate an exhibition or interpretive display on your property using three different evaluation techniques



	57.4
	
	
	· Compare the techniques used in your evaluation and explain their advantages and disadvantages 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
57.
Evaluate interpretive materials
57.1 Explain why it is important to evaluate interpretation

57.2 Describe when evaluation should take place

57.3 Evaluate an exhibition or interpretive display on your property using three different evaluation techniques

57.4
Compare the techniques used in your evaluation and explain their advantages and disadvantages
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	57.1
	Interpretation and Communication with Visitors
	Evaluate interpretive materials
	Explain why it is important to evaluate interpretation

	
	

	57.2
	
	
	Describe when evaluation should take place

	
	

	57.3
	
	
	Evaluate an exhibition or interpretive display on your property using three different evaluation techniques


	
	

	57.4
	
	
	Compare the techniques used in your evaluation and explain their advantages and disadvantages 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Interpretation and communication with visitors

Unit summary:-  This is about understanding the best methods and techniques you can use to produce interpretive material to tell the story of your place to the different audiences that visit.  You may be creating an exhibition or an outdoor trail or creating signage which matches our brand standards.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	58.1
	Interpretation and Communication with Visitors


	Set up an exhibition
	· Identify the target audience, theme, objectives and story line for an exhibition



	58.2
	
	
	· Plan the work to set up the exhibition in accordance with the available resources and required timescale


	58.3
	
	
	· Identify the objects to be exhibited and ensure they are displayed and protected appropriately


	58.4
	
	
	· Use interpretation methods that are appropriate to the exhibition and its audience

	58.5
	
	
	· Ensure the layout and construction of the exhibition meet access and safety requirements



	58.6
	
	
	· Describe how and when the exhibition will be evaluated



Evidence of how you have achieved this learning outcome and each of the assessment criteria
58.
Set up an exhibition

58.1 Identify the target audience, theme, objectives and story line for an exhibition

58.2 Plan the work to set up the exhibition in accordance with the available resources and required timescale

58.3
Identify the objects to be exhibited and ensure they are displayed and protected appropriately
58.4
Use interpretation methods that are appropriate to the exhibition and its audience

58.5 Ensure the layout and construction of the exhibition meet access and safety requirements

58.6
Describe how and when the exhibition will be evaluated

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	58.1
	Interpretation and Communication with Visitors
	Set up an exhibition
	Identify the target audience, theme, objectives and story line for an exhibition
	
	

	58.2
	
	
	Plan the work to set up the exhibition in accordance with the available resources and required timescale
	
	

	58.3
	
	
	Identify the objects to be 
exhibited and ensure they are displayed and protected appropriately
	
	

	58.4
	
	
	Use interpretation methods that are appropriate to the exhibition and its audience
	
	

	58.5
	
	
	Ensure the layout and construction of the exhibition meet access and safety requirements
	
	

	58.6
	
	
	Describe how and when the exhibition will be evaluated
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Interpretation and communication with visitors

Unit summary:-  This is about understanding the best methods and techniques you can use to produce interpretive material to tell the story of your place to the different audiences that visit.  You may be creating an exhibition or an outdoor trail or creating signage which matches our brand standards.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	59.1
	Interpretation and Communication with Visitors


	Create outdoor trails
	· Explain the advantages and disadvantages of trails and when they are likely to be appropriate to use

	59.2
	
	
	· Describe what makes a successful, safe and enjoyable trail

	59.3
	
	
	· Assess the need for a trail and identify the audience(s) it will be appropriate for

	59.4
	
	
	· Plan the trail taking account of the identified audience

	59.5
	
	
	· Carry out a risk assessment for the trail

	59.6
	
	
	· Produce a trail leaflet, web page and poster following NT design guidelines



	59.7
	
	
	·  Ensure visitors considering following the trail are clear about the level of difficulty and any hazards or need for particular footwear or clothing



	59.8
	
	
	· Assess the success of the trail and make any necessary changes.



Evidence of how you have achieved this learning outcome and each of the assessment criteria
59 Create outdoor trails
59.1
Explain the advantages and disadvantages of trails and when they are likely to be appropriate to use

59.2 Describe what makes a successful, safe and enjoyable trail

59.3 Assess the need for a trail and identify the audience(s) it will be appropriate for

59.4 Plan the trail taking account of the identified audience

59.5 Carry out a risk assessment for the trail
59.6 Produce a trail leaflet, web page and poster following NT design guidelines

59.7 Ensure visitors considering following the trail are clear about the level of difficulty and any hazards or need for particular footwear or clothing

59.8
Assess the success of the trail and make any necessary changes.
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	59.1
	Interpretation and Communication with Visitors
	Create outdoor trails
	Explain the advantages and disadvantages of trails and when they are likely to be appropriate to use
	
	

	59.2
	
	
	Describe what makes a successful, safe and enjoyable trail
	
	

	59.3
	
	
	Assess the need for a trail and identify the audience(s) it will be appropriate for


	
	

	59.4
	
	
	Plan the trail taking account of the identified audience

	
	

	59.5
	
	
	Carry out a risk assessment for the trail
	
	

	59.6
	
	
	Produce a trail leaflet, web page and poster following NT design guidelines


	
	

	59.7
	
	
	Ensure visitors considering following the trail are clear about the level of difficulty and any hazards or need for particular footwear or clothing

	
	

	59.8
	
	
	Assess the success of the trail and make any necessary changes

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Supporting guided tours

Unit summary:-  This is about learning about the best methods and techniques you can use to plan and administer and ultimately carry out a guided tour.  You will find out how to plan, run and evaluate a guided tour to tell the story of your place to some of the different audiences that visit.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	60.1
	Supporting Guided Tours

	Use promotional materials and displays in relation to a tour
	· Ensure promotional materials are up-to date and easy to access 



	60.2
	
	
	· Check for potential health and safety hazards before, during and after the setting up of displays



	60.3
	
	
	· Check the accuracy and legality of information on promotional materials



Evidence of how you have achieved this learning outcome and each of the assessment criteria
60.
Use promotional materials and displays in relation to a tour
60.1 Ensure promotional materials are up-to date and easy to access 

60.2 Check for potential health and safety hazards before, during and after the setting up of displays

60.3
Check the accuracy and legality of information on promotional materials
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	60.1
	Supporting Guided Tours
	Use promotional materials and displays in relation to a tour
	Ensure promotional materials are up-to date and easy to access 
	
	

	60.2
	
	
	Check for potential health and safety hazards before, during and after the setting up of displays


	
	

	60.3
	
	
	Check the accuracy and legality of information on promotional materials
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Supporting guided tours

Unit summary:-  This is about learning about the best methods and techniques you can use to plan and administer and ultimately carry out a guided tour.  You will find out how to plan, run and evaluate a guided tour to tell the story of your place to some of the different audiences that visit.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	61.1
	Supporting Guided Tours


	Receive payments for tours
	· Advise customers of the final total amount to be paid, acceptable methods of payment, and any charges or restrictions 



	61.2
	
	
	· Follow NT policies and procedures regarding payment discrepancies, non-cash payments, transaction values and limits



	61.3
	
	
	· Provide accurate change for cash payments

	61.4
	
	
	· Maintain the security of cash and other payments 

	61.5
	
	
	· Maintain the confidentiality of customers’ purchases and payment information using the correct procedures



Evidence of how you have achieved this learning outcome and each of the assessment criteria
61.
Receive payments for tours
61.1 Advise customers of the final total amount to be paid, acceptable methods of payment, and any charges or restrictions 

61.2 Follow NT policies and procedures regarding payment discrepancies, non-cash payments, transaction values and limits

61.3
Provide accurate change for cash payments

61.4 Maintain the security of cash and other payments 
61.5
Maintain the confidentiality of customers’ purchases and payment information using the correct procedures
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	61.1
	Supporting Guided Tours
	Receive payments for tours
	Advise customers of the final total amount to be paid, acceptable methods of payment, and any charges or restrictions

	
	

	61.2
	
	
	Follow NT policies and procedures regarding payment discrepancies, non-cash payments, transaction values and limits

	
	

	61.3
	
	
	Provide accurate change for cash payments
	
	

	61.4
	
	
	Maintain the security of cash and other payments 

	
	

	61.5
	
	
	Maintain the confidentiality of customers’ purchases and payment information using the correct procedures

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Supporting guided tours

Unit summary:-  This is about learning about the best methods and techniques you can use to plan and administer and ultimately carry out a guided tour.  You will find out how to plan, run and evaluate a guided tour to tell the story of your place to some of the different audiences that visit.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	62.1
	Supporting Guided Tours


	Complete bookings and administration for tours


	· Make bookings for a property tour



	62.2
	
	
	· Process booking administration promptly following NT procedures



	62.3
	
	
	· Store booking information and documentation securely following NT procedures and legal requirements



Evidence of how you have achieved this learning outcome and each of the assessment criteria
62.
Complete bookings and administration for tours

62.1 Make bookings for a property tour

62.2 Process booking administration promptly following NT procedures

62.3
Store booking information and documentation securely following NT procedures and legal requirements
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	62.1
	Supporting Guided Tours
	Complete bookings and administration for tours


	Make bookings for a property tour
	
	

	62.2
	
	
	Process booking administration promptly following NT procedures
	
	

	62.3
	
	
	Store booking information and documentation securely following NT procedures and legal requirements
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Supporting guided tours

Unit summary:-  This is about learning about the best methods and techniques you can use to plan and administer and ultimately carry out a guided tour.  You will find out how to plan, run and evaluate a guided tour to tell the story of your place to some of the different audiences that visit.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	63.1
	Supporting Guided Tours


	Understand the principles of presenting commentaries for guided tours


	· Explain why sensitivity and rapport with customers is important to effective communication 



	63.2
	
	
	· Describe the characteristics and needs of different types of client groups in relation to a tour and how you would deal with them



	63.3
	
	
	· Explain the importance of encouraging and dealing with questions from the group, and how you will do this



	63.4
	
	
	· Explain the consequences of providing inadequate and inaccurate information



	63.5
	
	
	· Explain the importance of repeating questions to ensure that the whole group has heard 



	63.6
	
	
	· Explain the importance of personal appearance when presenting tour commentaries.



	63.7
	
	
	· Describe why, when and how presentation equipment is used



	63.8
	
	
	· Describe how to respond to and use customer feedback 


	63.9
	
	
	· Explain techniques for gaining and retaining the attention of tour groups



Evidence of how you have achieved this learning outcome and each of the assessment criteria
63.
Understand the principles of presenting commentaries for guided tours
63.1
Explain why sensitivity and rapport with customers is important to effective communication 

63.2 Describe the characteristics and needs of different types of client groups in relation to a tour and how you would deal with them

63.3 Explain the importance of encouraging and dealing with questions from the group, and how you will do this

63.4
Explain the consequences of providing inadequate and inaccurate information

63.5
Explain the importance of repeating questions to ensure that the whole group has heard

63.6
Explain the importance of personal appearance when presenting tour commentaries.

63.7
Describe why, when and how presentation equipment is used

63.8
Describe how to respond to and use customer feedback 
63.9
Explain techniques for gaining and retaining the attention of tour groups
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	63.1
	Supporting Guided Tours
	Understand the principles of presenting commentaries for guided tours


	Explain why sensitivity and rapport with customers is important to effective communication 

	
	

	63.2
	
	
	Describe the characteristics and needs of different types of client groups in relation to a tour and how you would deal with them

	
	

	63.3
	
	
	Explain the importance of encouraging and dealing with questions from the group, and how you will do this
	
	

	63.4
	
	
	Explain the consequences of providing inadequate and inaccurate information


	
	

	63.5
	
	
	Explain the importance of repeating questions to ensure that the whole group has heard 
	
	

	63.6
	
	
	Explain the importance of personal appearance when presenting tour commentaries.


	
	

	63.7
	
	
	Describe why, when and how presentation equipment is used


	
	

	63.8
	
	
	Describe how to respond to and use customer feedback 

	
	

	63.9
	
	
	Explain techniques for gaining and retaining the attention of tour groups
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Supporting guided tours

Unit summary:-  This is about learning about the best methods and techniques you can use to plan and administer and ultimately carry out a guided tour.  You will find out how to plan, run and evaluate a guided tour to tell the story of your place to some of the different audiences that visit.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	64.1
	Supporting Guided Tours


	Present a commentary to customers on a guided tour


	· Present accurate information in commentaries within the time allowed



	64.2
	
	
	· Identify suitable presentation aids and use them effectively and safely 



	64.3
	
	
	· Use the voice and non verbal communication to achieve clarity and audibility and to maintain the interest of group members



	64.4
	
	
	· Encourage customers to ask questions, make comments and seek clarification at suitable points



	64.5
	
	
	· Provide clear and accurate summaries and additional information when requested



	64.6
	
	
	· Use appropriate self-positioning, tone, manner, pace, style and variety when communicating in  tours 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
64.
Present a commentary to customers on a guided tour
64.1 Present accurate information in commentaries within the time allowed

64.2 Identify suitable presentation aids and use them effectively and safely 

64.3
Use the voice and non-verbal communication to achieve clarity and audibility and to maintain the interest of group members
64.4 Encourage customers to ask questions, make comments and seek clarification at suitable points

64.5 Provide clear and accurate summaries and additional information when requested

64.6
Use appropriate self-positioning, tone, manner, pace, style and variety when communicating in tours
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	64.1
	Supporting Guided Tours
	Present a commentary to customers on a guided tour


	Present accurate information in commentaries within the time allowed
	
	

	64.2
	
	
	Identify suitable presentation aids and use them effectively and safely 
	
	

	64.3
	
	
	Use the voice and non verbal communication to achieve clarity and audibility and to maintain the interest of group members
	
	

	64.4
	
	
	Encourage customers to ask questions, make comments and seek clarification at suitable points 
	
	

	64.5
	
	
	Provide clear and accurate summaries and additional information when requested
	
	

	64.6
	
	
	Use appropriate self-positioning, tone, manner, pace, style and variety when communicating in  tours 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Conducting guided tours

Unit summary:-  This is about using the best methods and techniques you can use to carry out and lead a guided tour.  You will find out how to plan, lead and evaluate a guided tour to ultimately tell the story of your place to some of the different audiences that visit.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	65.1
	Conducting Guided Tours


	Understand the principals involved in leading guided tours


	· Explain the importance of maintaining good customer relations and goodwill



	65.2
	
	
	· Explain the importance of giving accurate information on route and timings before, during and at the conclusion of the tour



	65.3
	
	
	· Explain why it is important to brief participants fully on safety, welfare, local customs, environmental, religious and regulatory requirements as relevant to the venue


	65.4
	
	
	· Explain the importance of good time management when leading groups



	65.5
	
	
	· Describe the likely causes of disruptions and their consequences to the group and others 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
65.
Understand the principals involved in leading guided tours

65.1 Explain the importance of maintaining good customer relations and goodwill

65.2 Explain the importance of giving accurate information on route and timings before, during and at the conclusion of the tour

65.3
Explain why it is important to brief participants fully on safety, welfare, local customs, environmental, religious and regulatory requirements as relevant to the venue

65.4 Explain the importance of good time management when leading groups

65.5
Describe the likely causes of disruptions and their consequences to the group and others
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	65.1
	Conducting Guided Tours
	Understand the principals involved in leading guided tours


	Explain the importance of maintaining good customer relations and goodwill


	
	

	65.2
	
	
	Explain the importance of giving accurate information on route and timings before, during and at the conclusion of the tour


	
	

	65.3
	
	
	Explain why it is important to brief participants fully on safety, welfare, local customs, environmental, religious and regulatory requirements as relevant to the venue

	
	

	65.4
	
	
	Explain the importance of good time management when leading groups


	
	

	65.5
	
	
	Describe the likely causes of disruptions and their consequences to the group and others
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Conducting guided tours

Unit summary:-  This is about using the best methods and techniques you can use to carry out and lead a guided tour.  You will find out how to plan, lead and evaluate a guided tour to ultimately tell the story of your place to some of the different audiences that visit.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	66.1
	Conducting Guided Tours


	Lead guided tours


	· Identify the tour route, sequence and timings and how these can be adapted to suit participants’ needs and the current conditions

	66.2
	
	
	· Ensure that participants have an accurate and clear awareness of the intended route and timings prior to starting the tour

	66.3
	
	
	· Explain the health and safety procedures applicable to the tour venue



	66.4
	
	
	· Follow the planned itinerary of the tour, making variations only where appropriate to respond to group needs or unexpected conditions


	66.5
	
	
	· Assess and minimise any potential risks to participants

	66.6
	
	
	· Conduct the tour to take account of the age and mix of customers and the size of group 

	66.7
	
	
	· Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help



Evidence of how you have achieved this learning outcome and each of the assessment criteria
66.
Lead guided tours

66.1 Identify the tour route, sequence and timings and how these can be adapted to suit participants’ needs and the current conditions

66.2 Ensure that participants have an accurate and clear awareness of the intended route and timings prior to starting the tour

66.3 Explain the health and safety procedures applicable to the tour venue

66.4
Follow the planned itinerary of the tour, making variations only where appropriate to respond to group needs or unexpected conditions

66.5 Assess and minimise any potential risks to participants

66.6 Conduct the tour to take account of the age and mix of customers and the size of group 

66.7 Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	66.1
	Conducting Guided Tours
	Lead guided tours


	Identify the tour route, sequence and timings and how these can be adapted to suit participants’ needs and the current conditions
	
	

	66.2
	
	
	Ensure that participants have an accurate and clear awareness of the intended route and timings prior to starting the tour
	
	

	66.3
	
	
	Explain the health and safety procedures applicable to the tour venue
	
	

	66.4
	
	
	Follow the planned itinerary of the tour, making variations only where appropriate to respond to group needs or unexpected conditions
	
	

	66.5
	
	
	Assess and minimise any potential risks to participants
	
	

	66.6
	
	
	Conduct the tour to take account of the age and mix of customers and the size of group 

	
	

	66.7
	
	
	Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help


	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Planning and running an event and a workshop.

Unit summary:-  This is about using the best methods and techniques you can use to run an event and a workshop.  You will find out how to plan, lead and evaluate an event and a workshop to ultimately tell the story of your place to a specified audience that visits your property or to encourage a new audience.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	67.1
	Planning and Running an Event and a workshop

	Plan an event or workshop 

	· Agree the target audience, purpose and theme of the event or workshop

	67.2
	
	
	· Agree the objectives and timescale of the event or workshop

	67.3
	
	
	· Identify who needs to be involved and agree what their role(s) will be



	67.4
	
	
	· Design the event or workshop to inspire, excite and educate the target audience



	67.5
	
	
	· Ensure the timings, location and layout of the event or workshop are suitable for the needs of the expected audience

	67.6
	
	
	· Identify any risks to health and safety and how they can be minimised

	67.7
	
	
	· Identify any measures needed to cope with contingencies during the event or workshop

	67.8
	
	
	· Create a plan to set up and run the event or workshop, identifying the resources needed 

	67.9
	
	
	· Identify the budget for the event or workshop 

	67.10
	
	
	· Describe how the event or workshop will be evaluated



Evidence of how you have achieved this learning outcome and each of the assessment criteria
67.
Plan an event or workshop
67.1 Agree the target audience, purpose and theme of the event or workshop

67.2 Agree the objectives and timescale of the event or workshop

67.3 Identify who needs to be involved and agree what their role(s) will be

67.4
Design the event or workshop to inspire, excite and educate the target audience

67.5 Ensure the timings, location and layout of the event or workshop are suitable for the needs of the expected audience

67.6 Identify any risks to health and safety and how they can be minimised

67.7 Identify any measures needed to cope with contingencies during the event or workshop

67.8 Create a plan to set up and run the event or workshop, identifying the resources needed 

67.9 Identify the budget for the event or workshop 

67.10
Describe how the event or workshop will be evaluated

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	67.1
	Planning and Running an Event and a Workshop
	Plan an event or workshop
	Agree the target audience, purpose and theme of the event or workshop
	
	

	67.2
	
	
	Agree the objectives and timescale of the event or workshop
	
	

	67.3
	
	
	Identify who needs to be involved and agree what their role(s) will be
	
	

	67.4
	
	
	Design the event or workshop to inspire, excite and educate the target audience
	
	

	67.5
	
	
	Ensure the timings, location and layout of the event or workshop are suitable for the needs of the expected audience

	
	

	67.6
	
	
	Identify any risks to health and safety and how they can be minimised

	
	

	67.7
	
	
	Identify any measures needed to cope with contingencies during the event or workshop
	
	

	67.8
	
	
	Create a plan to set up and run the event or workshop, identifying the resources needed 
	
	

	67.9
	
	
	Identify the budget for the event or workshop 
	
	

	67.10
	
	
	Describe how the event or workshop will be evaluated
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Planning and running an event and a workshop.

Unit summary:-  This is about using the best methods and techniques you can use to run an event and a workshop.  You will find out how to plan, lead and evaluate an event and a workshop to ultimately tell the story of your place to a specified audience that visits your property or to encourage a new audience.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	68.1
	Planning and Running an Event and a workshop


	Resource an event or workshop 
	· Identify the resources, including equipment, materials, space and people, needed to run the event or workshop 



	68.2
	
	
	· Ensure that resources are authorised and within budget 

	68.3
	
	
	· Investigate the resources used for previous events or workshops to see if they can be re-used

	68.4
	
	
	· Obtain the resources required to run the event or workshop, creating additional resources where needed

	68.5
	
	
	· Ensure resources are authorised and recorded as required

	68.6
	
	
	· Ensure that resources are in place in good time to run the event or workshop



Evidence of how you have achieved this learning outcome and each of the assessment criteria
68.
Resource an event or workshop
68.1 Identify the resources, including equipment, materials, space and people, needed to run the event or workshop 

68.2 Ensure that resources are authorised and within budget 

68.3 Investigate the resources used for previous events or workshops to see if they can be re-used

68.4 Obtain the resources required to run the event or workshop, creating additional resources where needed

68.5 Ensure resources are authorised and recorded as required

68.6
Ensure that resources are in place in good time to run the event or workshop

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	68.1
	Planning and Running an Event and a Workshop
	Resource an event or workshop
	Identify the resources, including equipment, materials, space and people, needed to run the event or workshop 


	
	

	68.2
	
	
	Ensure that resources are authorised and within budget 
	
	

	68.3
	
	
	Investigate the resources used for previous events or workshops to see if they can be re-used


	
	

	68.4
	
	
	Obtain the resources required to run the event or workshop, creating additional resources where needed

	
	

	68.5
	
	
	Ensure resources are authorised and recorded as required
	
	

	68.6
	
	
	Ensure that resources are in place in good time to run the event or workshop


	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Planning and running an event and a workshop.

Unit summary:-  This is about using the best methods and techniques you can use to run an event and a workshop.  You will find out how to plan, lead and evaluate an event and a workshop to ultimately tell the story of your place to a specified audience that visits your property or to encourage a new audience.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	69.1
	Planning and Running an Event and a workshop


	Create and monitor a budget for an event or workshop
	· Identify the resources needed to run the planned event or workshop 

	69.2
	
	
	· Create a budget for the event or workshop, including contingencies, and get authorisation for it



	69.3
	
	
	· Monitor expenditure and resource use against the budget

	69.4
	
	
	· Review actual expenditure against budget at the end of the event or workshop, identifying any surplus or shortfall



Evidence of how you have achieved this learning outcome and each of the assessment criteria
69.
Create and monitor a budget for an event or workshop

69.1
Identify the resources needed to run the planned event or workshop

69.2 Create a budget for the event or workshop, including contingencies, and get authorisation for it

69.3 Monitor expenditure and resource use against the budget
69.4
Review actual expenditure against budget at the end of the event or workshop, identifying any surplus or shortfall

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	69.1
	Planning and Running an Event and a Workshop
	Create and monitor a budget for an event or workshop
	Identify the resources needed to run the planned event or workshop


	
	

	69.2
	
	
	Create a budget for the event or workshop, including contingencies, and get authorisation for it
	
	

	69.3
	
	
	Monitor expenditure and resource use against the budget


	
	

	69.4
	
	
	Review actual expenditure against budget at the end of the event or workshop, identifying any surplus or shortfall 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Planning and running an event and a workshop.

Unit summary:-  This is about using the best methods and techniques you can use to run an event and a workshop.  You will find out how to plan, lead and evaluate an event and a workshop to ultimately tell the story of your place to a specified audience that visits your property or to encourage a new audience.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	70.1
	Planning and Running an Event and a workshop


	Promote an event or workshop
	· Identify the marketing strategy for the event or workshop, including when, where, to whom and how it is to be promoted


	70.2
	
	
	· Create promotional messages and materials in line with the strategy



	70.3
	
	
	· Ensure promotional materials are accurate and legal

	70.4
	
	
	· Ensure the promotional materials are up-to-date and easy to access

	70.5
	
	
	· Promote the event or workshop in line with the marketing strategy

	70.6
	
	
	· Assess the effectiveness of promotion in relation to the marketing strategy



Evidence of how you have achieved this learning outcome and each of the assessment criteria
70.
Promote an event or workshop
70.1
Identify the marketing strategy for the event or workshop, including when, where, to whom and how it is to be promoted

70.2 Create promotional messages and materials in line with the strategy

70.3 Ensure promotional materials are accurate and legal

70.4 Ensure the promotional materials are up-to-date and easy to access

70.5 Promote the event or workshop in line with the marketing strategy

70.6
Assess the effectiveness of promotion in relation to the marketing strategy
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	70.1
	Planning and Running an Event and a Workshop
	Promote an event or workshop
	Identify the marketing strategy for the event or workshop, including when, where, to whom and how it is to be promoted

	
	

	70.2
	
	
	Create promotional messages and materials in line with the strategy
	
	

	70.3
	
	
	Ensure promotional materials are accurate and legal
	
	

	70.4
	
	
	Ensure the promotional materials are up-to-date and easy to access

	
	

	70.5
	
	
	Promote the event or workshop in line with the marketing strategy

	
	

	70.6
	
	
	Assess the effectiveness of promotion in relation to the marketing strategy

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Planning and running an event and a workshop.

Unit summary:-  This is about using the best methods and techniques you can use to run an event and a workshop.  You will find out how to plan, lead and evaluate an event and a workshop to ultimately tell the story of your place to a specified audience that visits your property or to encourage a new audience.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	71.1
	Planning and Running an Event and a workshop


	Run an event 


	· Identify the objectives of the event 

	71.2
	
	
	· Ensure you are clear about the timings, resources and any safety requirements for the event 

	71.3
	
	
	· Minimise any potential risks to participants

	71.4
	
	
	· Ensure participants are aware of any health, safety and emergency procedures applicable to the activities and venue

	71.5
	
	
	· Ensure the event runs to time, making variations only where appropriate to respond to group needs or unexpected circumstances 

	71.6
	
	
	· Encourage, and respond accurately to, participants’ questions about the event

	71.7
	
	
	· Use appropriate self-positioning, tone, manner, pace, style and variety when communicating

	71.8
	
	
	· Use any relevant presentation aids or demonstration materials safely and effectively

	71.9
	
	
	· Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help





Evidence of how you have achieved this learning outcome and each of the assessment criteria
71.
Run an event 

71.1 Identify the objectives of the event 

71.2 Ensure you are clear about the timings, resources and any safety requirements for the event 
71.3 Minimise any potential risks to participants

71.4
Ensure participants are aware of any health, safety and emergency procedures applicable to the activities and venue

71.5 Ensure the event runs to time, making variations only where appropriate to respond to group needs or unexpected circumstances 

71.6 Encourage, and respond accurately to, participants’ questions about the event

71.7 Use appropriate self-positioning, tone, manner, pace, style and variety when communicating
71.8
Use any relevant presentation aids or demonstration materials safely and effectively
71.9 Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	71.1
	Planning and Running an Event and a Workshop
	Run an event 


	Identify the objectives of the event 

	
	

	71.2
	
	
	Ensure you are clear about the timings, resources and any safety requirements for the event 
	
	

	71.3
	
	
	Minimise any potential risks to participants


	
	

	71.4
	
	
	Ensure participants are aware of any health, safety and emergency procedures applicable to the activities and venue


	
	

	71.5
	
	
	Ensure the event runs to time, making variations only where appropriate to respond to group needs or unexpected circumstances 
	
	

	71.6
	
	
	Encourage, and respond accurately to, participants’ questions about the event
	
	

	71.7
	
	
	Use appropriate self-positioning, tone, manner, pace, style and variety when communicating

	
	

	71.8
	
	
	Use any relevant presentation aids or demonstration materials safely and effectively

	
	

	71.9
	
	
	Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Planning and running an event and a workshop.

Unit summary:-  This is about using the best methods and techniques you can use to run an event and a workshop.  You will find out how to plan, lead and evaluate an event and a workshop to ultimately tell the story of your place to a specified audience that visits your property or to encourage a new audience.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	72.1
	Planning and Running an Event and a workshop


	Run a workshop


	· Identify the themes and objectives for the workshop

	71.2
	
	
	· Ensure you are clear about the timings, resources and any safety requirements for the workshop 

	72.3
	
	
	· Present yourself in a manner appropriate to the workshop and the participants

	72.4
	
	
	· Minimise any potential risks to participants

	72.5
	
	
	· Explain any health, safety and emergency procedures applicable to the activities and venue

	72.6
	
	
	· Follow the planned timetable for the workshop, making variations only where appropriate to respond to group needs or unexpected circumstances 

	72.7
	
	
	· Ensure that the format, content and style of presentation and activities are appropriate to the target group

	72.8
	
	
	· Encourage participants to ask questions, make comments and seek clarification at suitable points


	72.9
	
	
	· Use appropriate self-positioning, tone, manner, pace, style and variety when communicating


	72.10
	
	
	· Use any relevant presentation aids or demonstration materials safely and effectively


	72.11
	
	
	· Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help





Evidence of how you have achieved this learning outcome and each of the assessment criteria
72.
Run a workshop

72.1 Identify the themes and objectives for the workshop

72.2 Ensure you are clear about the timings, resources and any safety requirements for the workshop 
72.3 Present yourself in a manner appropriate to the workshop and the participants

72.4 Minimise any potential risks to participants

72.5 Explain any health, safety and emergency procedures applicable to the activities and venue

72.6 Follow the planned timetable for the workshop, making variations only where appropriate to respond to group needs or unexpected circumstances 

72.7 Ensure that the format, content and style of presentation and activities are appropriate to the target group

72.8 Encourage participants to ask questions, make comments and seek clarification at suitable points
72.9 Use appropriate self-positioning, tone, manner, pace, style and variety when communicating
72.10 Use any relevant presentation aids or demonstration materials safely and effectively
72.11 Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	72.1
	Planning and Running an Event and a Workshop
	Run a workshop


	Identify the themes and objectives for the workshop
	
	

	72.2
	
	
	Ensure you are clear about the timings, resources and any safety requirements for the workshop 
	
	

	72.3
	
	
	Present yourself in a manner appropriate to the workshop and the participants
	
	

	72.4
	
	
	Minimise any potential risks to participants
	
	

	72.5
	
	
	Explain any health, safety and emergency procedures applicable to the activities and venue
	
	

	72.6
	
	
	Follow the planned timetable for the workshop, making variations only where appropriate to respond to group needs or unexpected circumstances 


	
	

	72.7
	
	
	Ensure that the format, content and style of presentation and activities are appropriate to the target group


	
	

	72.8
	
	
	Encourage participants to ask questions, make comments and seek clarification at suitable points

	
	

	72.9
	
	
	Use appropriate self-positioning, tone, manner, pace, style and variety when communicating

	
	

	72.10
	
	
	Use any relevant presentation aids or demonstration materials safely and effectively

	
	

	72.11
	
	
	Identify the procedures for  dealing with problems and emergencies, including the limits of your authority and where to go for help


	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Planning and running an event and a workshop.

Unit summary:-  This is about using the best methods and techniques you can use to run an event and a workshop.  You will find out how to plan, lead and evaluate an event and a workshop to ultimately tell the story of your place to a specified audience that visits your property or to encourage a new audience.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	73.1
	Planning and Running an Event and a workshop


	Evaluate an event or workshop 
	· Collect appropriate information to enable the event or workshop to be evaluated



	73.2
	
	
	· Assess how well the event or workshop met its objectives 

	73.3
	
	
	· Identify what went well and how this can be duplicated in future events or workshops

	73.4
	
	
	· Identify what went less well and what changes could be introduced to make improvements


	73.5
	
	
	· Report on your evaluation to your manager and others as relevant.



Evidence of how you have achieved this learning outcome and each of the assessment criteria
73.
Evaluate an event or workshop
73.1
Collect appropriate information to enable the event or workshop to be evaluated

73.2 Assess how well the event or workshop met its objectives 

73.3 Identify what went well and how this can be duplicated in future events or workshops

73.4 Identify what went less well and what changes could be introduced to make improvements

73.5
Report on your evaluation to your manager and others as relevant.

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	73.1
	Planning and Running an Event and a Workshop
	Evaluate an event or workshop 
	Collect appropriate information to enable the event or workshop to be evaluated
	
	

	73.2
	
	
	Assess how well the event or workshop met its objectives 
	
	

	73.3
	
	
	Identify what went well and how this can be duplicated in future events or workshops


	
	

	73.4
	
	
	Identify what went less well and what changes could be introduced to make improvements


	
	

	73.5
	
	
	Report on your evaluation to your manager and others as relevant.
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Telling the story of a property

Unit summary:-  This is about understanding the best methods and techniques you can use to tell the story of your place to the different audiences that visit in order to bring your property to life.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	74.1
	Telling the story of a Property
	Research the story of the property
	· Research the property’s story from documents, the intranet and other members of staff

	74.2
	
	
	· Link the story of the ‘outdoors’ with that of the ‘indoors’




Evidence of how you have achieved this learning outcome and each of the assessment criteria
74.
Research the story of the property
74.1 Research the property’s story from documents, the intranet and other members of staff

74.2
Link the story of the ‘outdoors’ with that of the ‘indoors’

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	74.1
	Telling the story of a Property
	Research the story of the property
	Research the property’s story from documents, the intranet and other members of staff


	
	

	74.2
	
	
	Link the story of the ‘outdoors’ with that of the ‘indoors’
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Significance, story and programme: Telling the story of a property

Unit summary:-  This is about understanding the best methods and techniques you can use to tell the story of your place to the different audiences that visit in order to bring your property to life.

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	75.1
	Telling the story of a Property 
	Talk about the story of the property and bring it to life
	· Talk confidently about the story of the property to visitors



	75.2
	
	
	· Explain the history of the property up to the present day

	75.3
	
	
	· Adapt the story and presentation techniques to the audience in order to maintain their interest

	75.4
	
	
	· Identify and use suitable interpretation techniques to give life to the story


	75.5
	
	
	· Answer questions on the property, if needed stating where the visitor can find out more



Evidence of how you have achieved this learning outcome and each of the assessment criteria
75.
Talk about the story of the property and bring it to life

75.1 Talk confidently about the story of the property to visitors

75.2 Explain the history of the property up to the present day

75.3 Adapt the story and presentation techniques to the audience in order to maintain their interest

75.4 Identify and use suitable interpretation techniques to give life to the story

75.5 Answer questions on the property, if needed stating where the visitor can find out more

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	75.1
	Telling the story of a Property
	Talk about the story of the property and bring it to life
	· Talk confidently about the story of the property to visitors
	
	

	75.2
	
	
	Explain the history of the property up to the present day


	
	

	75.3
	
	
	Adapt the story and presentation techniques to the audience in order to maintain their interest


	
	

	75.4
	
	
	Identify and use suitable interpretation techniques to give life to the story


	
	

	75.5
	
	
	Answer questions on the property, if needed stating where the visitor can find out more


	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Understanding your audience: Engaging with visitors
Unit summary:-  This is about understanding the audience, listening to visitors, interpreting feedback, acting on surveys and dealing with diversity.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	76.1
	Engaging with Visitors


	Understand and use visitor segmentation
	· Explain why it is important for properties to understand their visitors



	76.2
	
	
	· Describe the main characteristics of the seven NT visitor segments 


	76.3
	
	
	· Explain how visitor segmentation is used at the property

	76.4
	
	
	· Identify the top three segments for the property and describe the events and activities provided for each



	76.5
	
	
	· Develop or deliver activities or materials to meet the needs of identified visitor segments

	76.6
	
	
	· Assess an event or activity to identify how well it meets the needs of a specific segment



Evidence of how you have achieved this learning outcome and each of the assessment criteria
76.
Understand and use visitor segmentation
76.1 Explain why it is important for properties to understand their visitors

76.2 Describe the main characteristics of the seven NT visitor segments 

76.3 Explain how visitor segmentation is used at the property

76.4
Identify the top three segments for the property and describe the events and activities provided for each

76.5 Develop or deliver activities or materials to meet the needs of identified visitor segments

76.6
Assess an event or activity to identify how well it meets the needs of a specific segment

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	76.1
	Engaging with Visitors
	Understand and use visitor segmentation
	Explain why it is important for properties to understand their visitors

	
	

	76.2
	
	
	Describe the main characteristics of the seven NT visitor segments 
	
	

	76.3
	
	
	Explain how visitor segmentation is used at the property
	
	

	76.4
	
	
	Identify the top three segments for the property and describe the events and activities provided for each

	
	

	76.5
	
	
	Develop or deliver activities or materials to meet the needs of identified visitor segments


	
	

	76.6
	
	
	Assess an event or activity to identify how well it meets the needs of a specific segment
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Understanding your audience: Engaging with visitors
Unit summary:-  This is about understanding the audience, listening to visitors, interpreting feedback, acting on surveys and dealing with diversity.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	77.1
	Engaging with Visitors


	Review your customer service feedback
	· Use the Management Information dashboard to review your Visitor Survey feedback

	77.2
	
	
	· Interpret the data including audience segmentation difference and identify opportunities to make improvements

	77.3
	
	
	· Ensure opportunities are taken and changes made



	77.4
	
	
	· Identify and act upon other feedback you get including social media and sources outside the property 





Evidence of how you have achieved this learning outcome and each of the assessment criteria
77.
Review your customer service feedback

77.1 Use the Management Information dashboard to review your Visitor Survey feedback

77.2 Interpret the data including audience segmentation difference and identify opportunities to make improvements

77.3 Ensure opportunities are taken and changes made

77.4
Identify and act upon other feedback you get including social media and sources outside the property

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	77.1
	Engaging with Visitors
	Review your customer service feedback
	Use the Management Information dashboard to review your Visitor Survey feedback
	
	

	77.2
	
	
	Interpret the data including audience segmentation difference and identify opportunities to make improvements
	
	

	77.3
	
	
	Ensure opportunities are taken and changes made

	
	

	77.4
	
	
	Identify and act upon other feedback you get including social media and sources outside the property 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Understanding your audience: Engaging with visitors
Unit summary:-  This is about understanding the audience, listening to visitors, interpreting feedback, acting on surveys and dealing with diversity.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	78.1
	Engaging with Visitors


	Engage with visitors and bring your property to life
	· Describe the NT’s ‘Engaging with Supporters’ strategy

	78.2
	
	
	· Receive visitors to the property in a welcoming and friendly manner

	78.3
	
	
	· Help visitors understand a specific part of the property



	78.4
	
	
	· Design and implement an activity to ‘Bring your Property to Life’



Evidence of how you have achieved this learning outcome and each of the assessment criteria
78.
Engage with visitors and bring your property to life.

78.1 Describe the NT’s ‘Engaging with Supporters’ strategy

78.2 Receive visitors to the property in a welcoming and friendly manner

78.3 Help visitors understand a specific part of the property

78.4 Design and implement an activity to ‘Bring your Property to Life’

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	78.1
	Engaging with Visitors
	Engage with visitors and bring your property to life.
	Describe the NT’s ‘Engaging with Supporters’ strategy
	
	

	78.2
	
	
	Receive visitors to the property in a welcoming and friendly manner
	
	

	78.3
	
	
	Help visitors understand a specific part of the property

	
	

	78.4
	
	
	Design and implement an activity to ‘Bring your Property to Life’
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Understanding your audience: Engaging with visitors
Unit summary:-  This is about understanding the audience, listening to visitors, interpreting feedback, acting on surveys and dealing with diversity.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	79.1
	Engaging with Visitors


	Engage with overseas visitors
	· List the main non-UK nationalities that visit the property and the proportion of visitors that this accounts for


	79.2
	
	
	· Identify information or activities specifically offered to overseas visitors

	79.3
	
	
	· Welcome an overseas tour group to the property


	79.4
	
	
	· Find out the views of an overseas group about the property


	79.5
	
	
	· Write an article for the property web site designed specifically for overseas visitors



	79.6
	
	
	· Find out where and at what cost you can get the article translated



Evidence of how you have achieved this learning outcome and each of the assessment criteria
79.
Engage with overseas visitors

79.1
List the main non-UK nationalities that visit the property and the proportion of visitors that this accounts for

79.2 Identify information or activities specifically offered to overseas visitors

79.3 Welcome an overseas tour group to the property

79.4 Find out the views of an overseas group about the property

79.5 Write an article for the property web site designed specifically for overseas visitors

79.6
Find out where and at what cost you can get the article translated

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	79.1
	Engaging with Visitors
	Engage with overseas visitors
	List the main non-UK nationalities that visit the property and the proportion of visitors that this accounts for

	
	

	79.2
	
	
	Identify information or activities specifically offered to overseas visitors

	
	

	79.3
	
	
	Welcome an overseas tour group to the property

	
	

	79.4
	
	
	Find out the views of an overseas group about the property
	
	

	79.5
	
	
	Write an article for the property web site designed specifically for overseas visitors

	
	

	79.6
	
	
	Find out where and at what cost you can get the article translated
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Understanding your audience: Engaging with visitors
Unit summary:-  This is about understanding the audience, listening to visitors, interpreting feedback, acting on surveys and dealing with diversity.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	80.1
	Engaging with Visitors


	Identify and improve opportunities to engage with visitors
	· Describe the six behaviours expected by the NT when engaging with visitors



	80.2
	
	
	· Explain the purpose of touch point mapping and how it works 

	80.3
	
	
	· List the main visitor touch points on your property



	80.4
	
	
	· Assess the touch points and where appropriate identify how they could be improved



	80.5
	
	
	· Assess how your property’s hygiene factors and enablers meet visitor needs 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
80.
Identify and improve opportunities to engage with visitors

80.1 Describe the six behaviours expected by the NT when engaging with visitors

80.2 Explain the purpose of touch point mapping and how it works 

80.3 List the main visitor touch points on your property

80.4 Assess the touch points and where appropriate identify how they could be improved

80.5
Assess how your property’s hygiene factors and enablers meet visitor needs

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	80.1
	Engaging with Visitors
	Identify and improve opportunities to engage with visitors
	Describe the six behaviours expected by the NT when engaging with visitors


	
	

	80.2
	
	
	Explain the purpose of touch point mapping and how it works 
	
	

	80.3
	
	
	List the main visitor touch points on your property

	
	

	80.4
	
	
	Assess the touch points and where appropriate identify how they could be improved

	
	

	80.5
	
	
	Assess how your property’s hygiene factors and enablers meet visitor needs 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Understanding your audience: Engaging with visitors
Unit summary:-  This is about understanding the audience, listening to visitors, interpreting feedback, acting on surveys and dealing with diversity.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	81.1
	Engaging with Visitors


	Encourage repeat visits (the ‘informed goodbye’)
	· Explain how to encourage visitors to return to the property



	81.2
	
	
	· Create a blackboard message to encourage visitors leaving the property to come back

	81.3
	
	
	· Identify three interactive ways to engage with visitors as they leave the property to encourage them to come back


	81.4
	
	
	· Review how your property currently says goodbye to visitors and identify how this can be improved 




Evidence of how you have achieved this learning outcome and each of the assessment criteria
81.
Encourage repeat visits (the ‘informed goodbye’)

81.1 Explain how to encourage visitors to return to the property

81.2
Create a blackboard message to encourage visitors leaving the property to come back

81.3 Identify three interactive ways to engage with visitors as they leave the property to encourage them to come back

81.4
Review how your property currently says goodbye to visitors and identify how this can be improved

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	81.1
	Engaging with Visitors
	Encourage repeat visits (the ‘informed goodbye’)
	Explain how to encourage visitors to return to the property
	
	

	81.2
	
	
	Create a blackboard message to encourage visitors leaving the property to come back

	
	

	81.3
	
	
	Identify three interactive ways to engage with visitors as they leave the property to encourage them to come back


	
	

	81.4
	
	
	Review how your property currently says goodbye to visitors and identify how this can be improved 

	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Engaging with your community: Engaging with your community
Unit summary:-  This is all about connecting with and engaging with our local communities.  Engaging with local communities is a long term commitment of the Trust, but it brings rewards in terms of local reputation, new ideas and partners, new supporters, volunteers and resources such as local knowledge, expertise and funding which might otherwise be out of our reach.

This section also enables you to understand who your local communities are and how to connect and engage them in what you are doing.

Our ‘Service Promise’ and ‘Values & Behaviours’ will also underpin everything we do need to do when effectively working with our communities and volunteers.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	82.1
	Engaging with Your Community


	Engage with the local community
	· Promote the work of the National Trust to a local community group or in a specific setting



	82.2
	
	
	· Describe the links between the NT and the local community, including partnership arrangements

	82.3
	
	
	· Research and map the local community to develop an understanding of its demographic make-up



	82.4
	
	
	· Identify opportunities to develop partnerships with the local community


	82.5
	
	
	· Identify ways of involving the local community in your work

	82.6
	
	
	· Engage the local community in an area of your work (e.g. through a work placement or consultation activity)




Evidence of how you have achieved this learning outcome and each of the assessment criteria
82.
Engage with the local community
82.1 Promote the work of the National Trust to a local community group or in a specific setting

82.2 Describe the links between the NT and the local community, including partnership arrangements

82.3 Research and map the local community to develop an understanding of its demographic make-up

82.4 Identify opportunities to develop partnerships with the local community

82.5 Identify ways of involving the local community in your work

82.6 Engage the local community in an area of your work (e.g. through a work placement or consultation activity)

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	82.1
	Engaging with Your Community


	Engage with the local community
	Promote the work of the National Trust to a local community group or in a specific setting
	
	

	82.2
	
	
	Describe the links between the NT and the local community, including partnership arrangements
	
	

	82.3
	
	
	Research and map the local community to develop an understanding of its demographic make-up
	
	

	82.4
	
	
	Identify opportunities to develop partnerships with the local community
	
	

	82.5
	
	
	Identify ways of involving the local community in your work
	
	

	82.6
	
	
	Engage the local community in an area of your work (e.g. through a work placement or consultation activity)


	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Engaging with your community: Engaging with your community
Unit summary:-  This is all about connecting with and engaging with our local communities.  Engaging with local communities is a long term commitment of the Trust, but it brings rewards in terms of local reputation, new ideas and partners, new supporters, volunteers and resources such as local knowledge, expertise and funding which might otherwise be out of our reach.

This section also enables you to understand who your local communities are and how to connect and engage them in what you are doing.

Our ‘Service Promise’ and ‘Values & Behaviours’ will also underpin everything we do need to do when effectively working with our communities and volunteers.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	83.1
	Engaging with Your Community


	Record local history
	· Describe your property's system for recording people's memories of the property and its social links 



	83.2
	
	
	· Conduct and record an oral history interview



Evidence of how you have achieved this learning outcome and each of the assessment criteria
83.
Record local history
83.1
Describe your property's system for recording people's memories of the property and its social links 

83.2
Conduct and record an oral history interview
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	83.1
	Engaging with Your Community


	Record local history
	Describe your property's system for recording people's memories of the property and its social links 
	
	

	83.2
	
	
	Conduct and record an oral history interview
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Engaging with your community: Working with volunteers
Unit summary:-  The National Trust strategy is ambitious. To meet that, we’ll need to think about what we want to achieve at our places and how the skills and talents of new and existing volunteers could help enhance the visitor experience, connect us to local communities and extend our resources.

As we ‘go local’, this section of the Passport helps you understand that Volunteering comes in all shapes and sizes and that everyone’s volunteer journey is different.  It enables you to learn how to make the most of the range of skills and energy that volunteers offer.
You will learn how to manage Volunteers well and enable them to help connect us to our local communities, reach out to audiences and bring new skills and talents to help us achieve more. In return you will learn how to help Volunteers achieve their own goals and aspirations whatever they may be.
Our ‘Service Promise’ and ‘Values & Behaviours’ will also underpin everything we do need to do when effectively working with our communities and volunteers.

.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	84.1
	Working with Volunteers

	Understand the Volunteer Journey
	· Describe each step of the National Trust's Volunteer Journey


	84.2
	
	
	· Describe how the volunteer journey is applied at the property

	84.3
	
	
	· Explain the different motivations for volunteering and the benefits of working with volunteers to the individual volunteers and the organisation


	84.4
	
	
	· State the legal differences between a volunteer and a paid member of staff



Evidence of how you have achieved this learning outcome and each of the assessment criteria
84.
Understand the Volunteer Journey
84.1 Describe each step of the National Trust's Volunteer Journey
84.2 Describe how the volunteer journey is applied at the property
84.3 Explain the different motivations for volunteering and the benefits of working with volunteers to the individual volunteers and the organisation
84.4
State the legal differences between a volunteer and a paid member of staff
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	84.1
	Working with Volunteers


	Understand the Volunteer Journey
	Describe each step of the National Trust's Volunteer Journey
	
	

	84.2
	
	
	Describe how the volunteer journey is applied at the property
	
	

	84.3
	
	
	Explain the different motivations for volunteering and the benefits of working with volunteers to the individual volunteers and the organisation
	
	

	84.4
	
	
	State the legal differences between a volunteer and a paid member of staff
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Engaging with your community: Working with volunteers

Unit summary:-  The National Trust strategy is ambitious. To meet that, we’ll need to think about what we want to achieve at our places and how the skills and talents of new and existing volunteers could help enhance the visitor experience, connect us to local communities and extend our resources.

As we ‘go local’, this section of the Passport helps you understand that Volunteering comes in all shapes and sizes and that everyone’s volunteer journey is different.  It enables you to learn how to make the most of the range of skills and energy that volunteers offer.
You will learn how to manage Volunteers well and enable them to help connect us to our local communities, reach out to audiences and bring new skills and talents to help us achieve more. In return you will learn how to help Volunteers achieve their own goals and aspirations whatever they may be.
Our ‘Service Promise’ and ‘Values & Behaviours’ will also underpin everything we do need to do when effectively working with our communities and volunteers.

.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	85.1
	Working with Volunteers


	Welcome new volunteers
	· Introduce a new volunteer to ‘My volunteering,’ enabling them to understand what it is and how it can support them.



	85.2
	
	
	· Describe how volunteer records are kept at the property



Evidence of how you have achieved this learning outcome and each of the assessment criteria
85.
Welcome new volunteers
85.1 Introduce a new volunteer to ‘My volunteering,’ enabling them to understand what it is and how it can support them.

85.2 Describe how volunteer records are kept at the property

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	85.1
	Working with Volunteers


	Welcome new volunteers
	Introduce a new volunteer to ‘My volunteering,’ enabling them to understand what it is and how it can support them.
	
	

	85.2
	
	
	Describe how volunteer records are kept at the property
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Engaging with your community: Working with volunteers

Unit summary:-  The National Trust strategy is ambitious. To meet that, we’ll need to think about what we want to achieve at our places and how the skills and talents of new and existing volunteers could help enhance the visitor experience, connect us to local communities and extend our resources.

As we ‘go local’, this section of the Passport helps you understand that Volunteering comes in all shapes and sizes and that everyone’s volunteer journey is different.  It enables you to learn how to make the most of the range of skills and energy that volunteers offer.
You will learn how to manage Volunteers well and enable them to help connect us to our local communities, reach out to audiences and bring new skills and talents to help us achieve more. In return you will learn how to help Volunteers achieve their own goals and aspirations whatever they may be.
Our ‘Service Promise’ and ‘Values & Behaviours’ will also underpin everything we do need to do when effectively working with our communities and volunteers.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	86.1
	Working with Volunteers


	Work with Volunteers
	· Describe what you need to know, do and demonstrate in order to work with volunteers effectively


	86.2
	
	
	· Plan work for a volunteer to assist you with a task

	86.3
	
	
	· Provide volunteers with clear instructions on completing the task 

	86.4
	
	
	· Ensure that volunteers have the information, materials and knowledge needed to complete the task

	86.5
	
	
	· Provide supervision and guidance as needed to help the volunteer complete the task 

	86.6
	
	
	· Ensure that volunteers you work with feel their work is recognised and valued

	86.7
	
	
	· Create an Email to be sent to all the property volunteers about an event or give them a piece of information.



Evidence of how you have achieved this learning outcome and each of the assessment criteria
86.
Work with Volunteers
86.1 Describe what you need to know, do and demonstrate in order to work with volunteers effectively
86.2 Plan work for a volunteer to assist you with a task
86.3 Provide volunteers with clear instructions on completing the task 
86.4 Ensure that volunteers have the information, materials and knowledge needed to complete the task
86.5 Provide supervision and guidance as needed to help the volunteer complete the task 
86.6 Ensure that volunteers you work with feel their work is recognised and valued
86.7
Create an Email to be sent to all the property volunteers about an event or give them a piece of information.
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	86.1
	Working with Volunteers


	Work with Volunteers
	Describe what you need to know, do and demonstrate in order to work with volunteers effectively
	
	

	86.2
	
	
	Plan work for a volunteer to assist you with a task
	
	

	86.3
	
	
	Provide volunteers with clear instructions on completing the task 
	
	

	86.4
	
	
	Ensure that volunteers have the information, materials and knowledge needed to complete the task
	
	

	86.5
	
	
	Provide supervision and guidance as needed to help the volunteer complete the task 
	
	

	86.6
	
	
	Ensure that volunteers you work with feel their work is recognised and valued
	
	

	86.7
	
	
	Create an Email to be sent to all the property volunteers about an event or give them a piece of information
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Engaging with your community: Working with volunteers

Unit summary:-  The National Trust strategy is ambitious. To meet that, we’ll need to think about what we want to achieve at our places and how the skills and talents of new and existing volunteers could help enhance the visitor experience, connect us to local communities and extend our resources.

As we ‘go local’, this section of the Passport helps you understand that Volunteering comes in all shapes and sizes and that everyone’s volunteer journey is different.  It enables you to learn how to make the most of the range of skills and energy that volunteers offer.
You will learn how to manage Volunteers well and enable them to help connect us to our local communities, reach out to audiences and bring new skills and talents to help us achieve more. In return you will learn how to help Volunteers achieve their own goals and aspirations whatever they may be.
Our ‘Service Promise’ and ‘Values & Behaviours’ will also underpin everything we do need to do when effectively working with our communities and volunteers.

.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	87.1
	Working with Volunteers


	Widen the diversity of volunteers at the property
	· 

	
	
	
	· 

	
	
	
	· 

	
	
	
	· 



Evidence of how you have achieved this learning outcome and each of the assessment criteria
87.
Widen the diversity of volunteers at the property
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	87.1
	Working with Volunteers


	Widen the diversity of volunteers at the property.
	· 
	
	

	
	
	
	· 
	
	

	
	
	
	· 
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Project management: Managing projects

Unit summary:-  All good projects depend on teamwork and the National Trust Project Management Framework places great importance on the roles of the Sponsor, Client and Project Manager. Clients may set out with very clear ideas of what they want, but it will only be by listening to and drawing on the many talented and knowledgeable people in the Trust that we will deliver great projects.  In this unit you will therefore learn how to use the National Trust Project Management framework.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	89.1
	Managing Projects

	Agree the scope

and objectives of a

project
	· Agree the scope of a short project

	89.2
	
	
	· Agree SMART (Specific, Measurable, Achievable, Realistic, and Time-bound) objectives for the project



Evidence of how you have achieved this learning outcome and each of the assessment criteria
89.
Agree the scope and objectives of a project
89.1
Agree the scope of a short project

89.2
Agree SMART (Specific, Measurable, Achievable, Realistic, and Time-bound) objectives for the project
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	89.1
	Managing Projects


	Agree the scope

and objectives of a

project
	Agree the scope of a short project 
	
	

	89.2
	
	
	Agree SMART (Specific, Measurable, Achievable, Realistic, and Time-bound) objectives for the project
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Project management: Managing projects

Unit summary:-  All good projects depend on teamwork and the National Trust Project Management Framework places great importance on the roles of the Sponsor, Client and Project Manager. Clients may set out with very clear ideas of what they want, but it will only be by listening to and drawing on the many talented and knowledgeable people in the Trust that we will deliver great projects.  In this unit you will therefore learn how to use the National Trust Project Management framework.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	90.1
	Managing Projects


	Develop a project plan
	· Identify the resources and timescale available for the project

	90.2
	
	
	· Agree the project plan with your manager or sponsor

	90.3
	
	
	· Identify potential risks to the project

	90.4
	
	
	· Identify how you will evaluate the project on completion



Evidence of how you have achieved this learning outcome and each of the assessment criteria
90.
Develop a project plan

90.1 Identify the resources and timescale available for the project
90.2 Agree the project plan with your manager or sponsor

90.3 Identify potential risks to the project
90.4
Identify how you will evaluate the project on completion

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	90.1
	Managing Projects


	Develop a project plan
	Identify the resources and timescale available for the project
	
	

	90.2
	
	
	Agree the project plan with your manager or sponsor
	
	

	90.3
	
	
	Identify potential risks to the project
	
	

	90.4
	
	
	Identify how you will evaluate the project on completion
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Project management: Managing projects

Unit summary:-  All good projects depend on teamwork and the National Trust Project Management Framework places great importance on the roles of the Sponsor, Client and Project Manager. Clients may set out with very clear ideas of what they want, but it will only be by listening to and drawing on the many talented and knowledgeable people in the Trust that we will deliver great projects.  In this unit you will therefore learn how to use the National Trust Project Management framework.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	91.1
	Managing Projects


	Implement a Project Plan
	· Identify and gain access to the resources and assistance you need to implement the project

	91.2
	
	
	· Brief others on what is expected from them for the project

	91.3
	
	
	· Implement the project to achieve the required objectives



Evidence of how you have achieved this learning outcome and each of the assessment criteria
91.
Implement a project plan 

91.1 Identify and gain access to the resources and assistance you need to implement the project

91.2 Brief others on what is expected from them for the project

91.3
Implement the project to achieve the required objectives

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	91.1
	Managing Projects


	Implement a Project Plan
	Identify and gain access to the resources and assistance you need to implement the project
	
	

	91.2
	
	
	Brief others on what is expected from them for the project
	
	

	91.3
	
	
	Implement the project to achieve the required objectives
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Project Management: Managing projects

Unit summary:-  All good projects depend on teamwork and the National Trust Project Management Framework places great importance on the roles of the Sponsor, Client and Project Manager. Clients may set out with very clear ideas of what they want, but it will only be by listening to and drawing on the many talented and knowledgeable people in the Trust that we will deliver great projects.  In this unit you will therefore learn how to use the National Trust Project Management framework.
The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	92.1
	Managing Projects


	Manage a Project to its Conclusion
	· Use project management tools to keep track of the project

	92.2
	
	
	· Provide support to others working on the project



Evidence of how you have achieved this learning outcome and each of the assessment criteria
92.
Manage a project to its conclusion
92.1
Use project management tools to keep track of the project

92.2
Provide support to others working on the project

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	92.1
	Managing Projects


	Manage a project to its conclusion
	Use project management tools to keep track of the project
	
	

	92.2
	
	
	Provide support to others working on the project
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Developing personal work-related skills: Development Personal work-rated Skills

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	93.1
	Developing Personal Work - Related Skills


	Assess your personal skills in relation to your work role
	· using the National Trust personal skills section of the Passport, identify the skills needed for your current and intended work role

	93.2
	
	
	· assess your level of ability in each of the skill areas you have identified using a 1 to 5 scale

	93.3
	
	
	· obtain an assessment of your skills from your manager

	93.4
	
	
	· compare the two assessments and adjust your own assessment if relevant



Evidence of how you have achieved this learning outcome and each of the assessment criteria
93.
Assess your personal skills in relation to your work role 
93.1
Using the National Trust personal skills section of the Passport, identify the skills needed for your current and intended work role

93.2 Assess your level of ability in each of the skill areas you have identified using a 1 to 5 scale

93.3 Obtain an assessment of your skills from your manager

93.4
Compare the two assessments and adjust your own assessment if relevant

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	93.1
	Developing Personal Work - Related Skills


	Assess your personal skills in relation to your work role
	using the National Trust personal skills section of the Passport, identify the skills needed for your current and intended work role
	
	

	93.2
	
	
	assess your level of ability in each of the skill areas you have identified using a 1 to 5 scale
	
	

	93.3
	
	
	obtain an assessment of your skills from your manager
	
	

	93.4
	
	
	compare the two assessments and adjust your own assessment if relevant
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Developing personal work-related skills : Development Personal work-rated Skills

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	94.1
	Developing Personal Work - Related Skills


	Identify personal skills needing to be developed
	· using your skills assessment, identify those personal skills that would benefit from further development 

	94.2
	
	
	· agree the areas to be developed with your manager



Evidence of how you have achieved this learning outcome and each of the assessment criteria
94.
Identify personal skills needing to be developed
94.1 Using your skills assessment, identify those personal skills that would benefit from further development 

94.2 Agree the areas to be developed with your manager
Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	94.1
	Developing Personal Work - Related Skills


	Identify personal skills needing to be developed
	using your skills assessment, identify those personal skills that would benefit from further development
	
	

	94.2
	
	
	agree the areas to be developed with your manager
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Developing personal work-related skills: Development Personal work-rated Skills

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	95.1
	Developing Personal Work - Related Skills


	Develop your personal skills
	· produce a realistic plan (including objectives, methods and timescales) to develop the personal skills that you have agreed

	95.2
	
	
	· agree the plan with your manager and anyone else who needs to provide authorisation or resources

	95.3
	
	
	· take action to develop the skills you have identified in your plan



Evidence of how you have achieved this learning outcome and each of the assessment criteria
95.
Develop your personal skills
95.1 Produce a realistic plan (including objectives, methods and timescales) to develop the personal skills that you have agreed

95.2 Agree the plan with your manager and anyone else who needs to provide authorisation or resources
95.3
Take action to develop the skills you have identified in your plan

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	95.1
	Developing Personal Work - Related Skills


	Develop your personal skills
	produce a realistic plan (including objectives, methods and timescales) to develop the personal skills that you have agreed
	
	

	95.2
	
	
	agree the plan with your manager and anyone else who needs to provide authorisation or resources
	
	

	95.3
	
	
	take action to develop the skills you have identified in your plan
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Developing personal work-related skills: Development Personal work-rated Skills

The Learning Outcome and the Assessment Criteria
	AC no
	Unit
	Learning outcome
	Assessment Criteria

	96.1
	Developing Personal Work - Related Skills


	Review your skills development
	· following development, reassess your level of ability in each of the skill areas you have identified 

	96.2
	
	
	· obtain an assessment of your skills from your manager

	96.3
	
	
	· agree any areas that need further development



Evidence of how you have achieved this learning outcome and each of the assessment criteria
96.
Review your skills development

96.1 Following development, reassess your level of ability in each of the skill areas you have identified 

96.2 Obtain an assessment of your skills from your manager

96.3
Agree any areas that need further development

Mentor’s Assessment

Please see mentors file for guidance on how to assess this learning outcome
	AC no
	Unit
	Learning outcome
	Assessment Criteria
	Assessment method *
	Evidence

Is it Valid; Authentic; Current; Sufficient; Sensitive?

Authenticating statement

	96.1
	Developing Personal Work - Related Skills


	Review your skills development
	following development, reassess your level of ability in each of the skill areas you have identified 
	
	

	96.2
	
	
	obtain an assessment of your skills from your manager
	
	

	96.3
	
	
	agree any areas that need further development
	
	


*Assessment method (please see Mentor’s file for guidance on how to provide mentors notes).

Direct observation DO; 
Inspection of the end result ER; Oral questions OQ; Written questions    WQ;

Trainee written or collected evidence   TE; Witness statement WS; Other Please specify.

	Learning outcome achieved 
	Signature
	Date


Appendix 1

Personal Development Skills

Score yourself on a 1 to 5 scale for the Personal Development skills.  Put in a training plan for anything that you score yourself on less than 3.

	Personal development skills

Can you?
	This would mean you could….
	Score yourself on a 1 to 5 scale

	Work effectively in teams

(includes time management)
	· Work effectively with others, sharing information and co-ordinating effort as needed

· Manage your time and workload effectively to contribute to more than one objective or team at once

· Re-adjust your role from one situation to another
	

	Demonstrate self-confidence and self-awareness
	· Demonstrate awareness of your own behaviour and abilities

· Demonstrate confidence in your ability to contribute to the work of the team

· Contribute ideas and information effectively at meetings
	

	Build and maintain effective relationships with others (includes networking)
	· Relate to and work effectively with immediate colleagues, your manager and other Trust staff

· Relate to and work effectively with visitors and volunteers

· Make and maintain relationships as circumstances change

· Identify people who can support your work and your development, and build relationships with them
	

	Communicate verbally and in writing 
	· Communicate clearly and effectively both verbally and in writing with people inside and outside the organisation

· Use appropriate written and verbal communication styles for different formal and informal situations
	

	Use basic mathematical skills
	· Use simple addition, subtraction, multiplication and division in relation to work tasks

· Gather simple statistical data and analyse them to give averages, spreads and comparisons between different data sets

· Present numerical data relevant to your work in a clear and accurate way
	

	Use basic information and communications applications effectively
	· Use the National Trust intranet to find information relevant to your property, role and work

· Use standard software to send, respond to and file email messages

· Use standard software to create and manage your diary

· Use the telephone system to make internal and external calls 
	

	Take responsibility for your development
	· Take responsibility for learning skills you need for your job

· Review work tasks and your role in them, and identify where you could learn more or improve your performance

· Identify immediate and longer-term learning goals for yourself and agree them with your manager

· Take action to meet your learning goals
	

	Demonstrate commitment to your work
	· Find out and check what is expected of you in your role and in particular work environments

· Keep promises made to others, informing them in good time if you are prevented from keeping your commitments

· Represent the National Trust professionally and positively to others inside and outside the organisation, including through the appropriate dress and use of staff card/badge as relevant to your role

· Investigate and use relevant sources of information to learn more about an area of interest

	

	Contribute proactively to your work
	· Analyse, synthesise and critique information to contribute to solving problems

· Take responsibility for issues you identify, resolving them yourself or seeking relevant help from others as appropriate

· Offer your own ideas for creating solutions and resolving issues

· Respond constructively to changes, identifying potential opportunities where possible

· Identify who to ask and where to go for information and advice to help you make informed decisions


	

	Advanced Core Skills
	

	Use information and communications applications effectively
	· Identify the ICT applications needed in your role

· Use the applications effectively as required by your role
	

	Share skills with colleagues and volunteers
	· Explain objectives and tasks in a way that is clear and gains commitment 

· Give clear instructions and guidance about the tasks to be done

· Demonstrate or take people through any steps or skills where necessary

· Answer any questions clearly and accurately
	

	Understand how to manage money
	· Describe the methods used in your work environment for managing budgets

· Describe how to place an order

· Describe how to raise a purchase order
	

	Prepare to take responsibility for others
	· Describe the National Trust systems for managing staff

· Complete the National Trust Competency Framework Development Questionnaire 

· Use the questionnaire to identify your strengths and areas for development in leadership and management

· Agree areas for development and how to action them with your manager
	

	First Aid
	· Pass an Appointed Person First Aid Course
	

	Understand how to contribute to sustainability
	· Describe how your property is working to reduce its carbon footprint 

· Identify how you can contribute to reducing your property’s carbon footprint
	

	Use digital photography effectively
	· Make, back up and print images using a digital camera

· Use digital images to document and promote the work of your team
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Resources available to help you to achieve this Learning Outcome.








Evidence of how you have achieved this learning outcome and each of the assessment criteria.








Mentor’s notes











Part 3


Induction





Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Ask your line manager to watch the line managers e induction. � HYPERLINK "http://intranet/inducting_your_people/" �http://intranet/inducting_your_people/�


Ask your line manager to download the � HYPERLINK "http://issapps01/rulebook/documents/1195/download.htm" �http://issapps01/rulebook/documents/1195/download.htm� 


Go through the following sections on the intranet.


� HYPERLINK "http://www.ntwelcome.org.uk/" \t "_blank" �'Starting soon'� - e-induction site, accessible from home


� HYPERLINK "http://intranet/intranet/resources_employment_training/hr-myplace.htm" �'Your first day'� - via MYlearning in MYplace


Read the � HYPERLINK "http://intranet/intranet/induction_welcome_pack.doc" �Welcome Pack� on the intranet.


Read � HYPERLINK "http://intranet/intranet/know_your_stuff_essential_reading_for_new_starters.doc" �Know your stuff - essential reading for new starters� on the intranet.


Attend the introductory Training course at Heelis on 17th and 18th December 2013.


Talk to your Line Manager.


Read the Customer Service Promise on the intranet.


Have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.





The resources you can draw on to develop this skill.


The Employment and Training Induction pages give you a range of links:


National Trust rule book on the intranet.


Information Security Instruction:  http://issapps01.nt.ad.local/rulebook/documents/44/download.htm














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Attend the introductory Training course at Heelis on 17th & 18th December 2013.


Ask your line manager for help.








The resources you can draw on to develop this skill.


See:  � HYPERLINK "http://intranet/intranet/rulebook/rulebook_a-z-policy_statements.htm" �http://intranet/intranet/rulebook/rulebook_a-z-policy_statements.htm� for policy statements.


See: � HYPERLINK "http://intranet/intranet/5._q2._8905_nt_safe___sound_dl.pdf#search=%22working%22" �http://intranet/intranet/5._q2._8905_nt_safe___sound_dl.pdf#search=%22working%22� for information on working with young people and vulnerable adults.


See: � HYPERLINK "http://intranet/intranet/pages/cim-segmentation.htm" �http://intranet/intranet/pages/cim-segmentation.htm� for audience segmentation.








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Create an induction plan with your Line Manager, showing who you need to talk and what documents you need to see, in order to be able to acquire the knowledge for each of the assessment criteria set out in this learning outcome.  








The resources you can draw on to develop this skill.

















Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Create an induction plan with your Line Manager, showing who you need to talk and what documents you need to see, in order to be able to acquire the knowledge for each of the assessment criteria set out in this learning outcome.  








The resources you can draw on to develop this skill.














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Create an induction plan with your Line Manager, showing who you need to talk and what documents you need to see, in order to be able to acquire the knowledge for each of the assessment criteria set out in this learning outcome.  





Attend the introductory Training course at Heelis on 17th and 18th December 2013.








The resources you can draw on to develop this skill.














Part 4


Running a National Trust Business











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read the property Access audit and identify access problems raised on your site


Find out about the parking provision on site by discussing it with your team e.g. Operations Manager, Visitor Services Team.


Read property Risk Assessment – car parks





The resources you can draw on to develop this skill.


Property Access Audit


Property Visitor Services or Operations Team


Property Risk Assessment – car parks











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Create an action plan with your Mentor, showing who you need to talk and what documents you need to see, in order to be able to acquire the knowledge for each of the assessment criteria set out in this learning outcome











The resources you can draw on to develop this skill.

















Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Marketing pages


Read Intranet pages and create POS material within NT brand guidelines


Read Marketing planner and Retail Promotions Toolkit


Read NT Brand Standards


Use the NT online Marketing Toolkit


Shadow your regional Communications and Marketing Consultant





The resources you can draw on to develop this skill.


Intranet path – Organisation, Commercial activities, Retail, Promotions and Marketing


Marketing planner


Intranet – Marketing Toolkit 


NT Brand Standards manual 


Rulebook Instruction – Brand Consultancy and property marketing team











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read intranet Retail Promotions and Marketing pages


Read Intranet pages and create POS material within NT brand guidelines


Read Marketing planner and Retail Promotions Toolkit


Read Retail Operations Manual 


Read NT Brand Standards


Use the NT online Marketing Toolkit


Shadow your regional Communications and Marketing Consultant


The resources you can draw on to develop this skill.


Intranet path – Organisation, Commercial activities, Retail, Promotions and Marketing


Intranet path – Organisation, Commercial activities, Retail, Point of Sale (POS)


Retail promotional toolkit


Marketing planner


Retail Operations Manual – Visual Merchandising


Intranet – Marketing Toolkit 


NT Brand Standards manual 


Rulebook Instruction – Brand Consultancy and property marketing team


Talking Shop newsletters











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


-	Contact the digital media team and ask to talk to the Social Media & Communities Manager.


-	Training may be available with the Property Social Media & Communities Manager.











The resources you can draw on to develop this skill.


Social media guidelines


On line marketing rulebook











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


-	Contact the digital media team and ask to talk to the Social Media & Communities Manager.


-	Training may be available with the Property Social Media & Communities Manager.











The resources you can draw on to develop this skill.


Social media guidelines


On line marketing rulebook











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


-	Contact the digital media team and ask to talk to the Social Media & Communities Manager.


-	Training may be available with the Property Social Media & Communities Manager.











The resources you can draw on to develop this skill.


Social media guidelines


On line marketing rulebook











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


-	Contact the digital media team and ask to talk to the Social Media & Communities Manager.


-	Training may be available with the Property Social Media & Communities Manager.











The resources you can draw on to develop this skill.


Social media guidelines


On line marketing rulebook











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read NT Retail & catering Strategy 


(Nov 2011)





Attend relevant ‘Food’ course on the Commercial academy





The resources you can draw on to develop this skill.


Intranet 





Commercial Academy 











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read NT Retail & catering Strategy (Nov 2011)


Attend relevant ‘Food’ course on the Commercial academy


Read Catering section on ‘Grown by us’ in strategy document 


Read Going local strategy on intranet 


Spend time with catering Manager/supervisor, Procurement manager& regional commercial support manager





The resources you can draw on to develop this skill.


Intranet 


Commercial Academy











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read ‘What’s in Store’ Guidebook


Read Retail Operations Manual, section 5


Read Intranet ‘Upselling, special treats’ page


Speak to colleagues to get their view of selling – what successful phrases do they use which result in sales?


Get to know the products which are sold in the shop and think about what sort of customers they would appeal to – features and benefits. (e.g. families, children on school trips, around Christmas time, an NT member who visits regularly).





The resources you can draw on to develop this skill.


‘What’s in Store’ Guidebook


Retail Operations Manual, Section 5


Intranet path – Organisation, Commercial activities, Retail, Upselling ‘special treats’


Retail team colleagues


Talking Shop newsletters








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


‘What’s’ in store’ retail handbook 


 ‘Recipe for Success’ catering handbook














The resources you can draw on to develop this skill.








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


‘What’s in store’ retail guide & ‘Recipe for success’ catering handbook  


Commercial academy  











The resources you can draw on to develop this skill.


Intranet path – Organisation, Commercial activities, Retail, Upselling





Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Intranet reference:


-	TBL


-	Strategy wheel 


-	Budgeting procedures  


Spend time with Property Manager








The resources you can draw on to develop this skill.








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read ‘What’s in Store’ guidebook


Read Catering and Retail Operations Manual, section 2


Intranet Rulebook


Shadow Retail /Catering Manager, and property PRS team





The resources you can draw on to develop this skill.


‘What’s in store’ Guide book – Using the till module 


Catering and Retail Operations Manual


Intranet Rulebook – Instruction – Security of Cash and Till Procedures


Property specific instruction re cash security procedures


Property Retail/Catering Managers and finance/admin team


Talking Shop newsletters








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Spend time with Food & catering staff at all parts of the site/property


Refer to Rule book 


Attend relevant level food hygiene course – refer to training catalogue for detail


‘Recipe for success’ handbook  





The resources you can draw on to develop this skill.


Unit 4: Maintain Food Safety When Storing, Holding and Serving Food








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Spend time with Food & catering staff at all parts of the site/property


Refer to Rule book 


Attend relevant level food hygiene course – refer to training catalogue for detail


‘Recipe for success’ handbook  





The resources you can draw on to develop this skill.


Unit 4: Maintain Food Safety When Storing, Holding and Serving Food








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Spend time with Food & catering staff at all parts of the site/property


Refer to Rule book 


Attend relevant level food hygiene course – refer to training catalogue for detail


‘Recipe for success’ handbook  





The resources you can draw on to develop this skill.


Unit 4: Maintain Food Safety When Storing, Holding and Serving Food








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Spend time with Food & catering staff at all parts of the site/property


Refer to Rule book 


Attend relevant level food hygiene course – refer to training catalogue for detail


‘Recipe for success’ handbook  





The resources you can draw on to develop this skill.


Unit 4: Maintain Food Safety When Storing, Holding and Serving Food











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Spend time with Food & catering staff at all parts of the site/property


Refer to Rule book 


Attend relevant level food hygiene course – refer to training catalogue for detail


‘Recipe for success’ handbook  





The resources you can draw on to develop this skill.


Unit 4: Maintain Food Safety When Storing, Holding and Serving Food











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read Membership & Visitor Care Manual


Shadow the Visitor Services/Membership recruitment team


Attend the New Recruiter training session





The resources you can draw on to develop this skill.


Membership & Visitor Care Manual


Visitor Services/Recruitment team on site


New Recruiter Training session








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read NT Intranet 


•	Rulebook Instruction Property Raffle


•	Income Control Sheet


•	Raffle Remittance form


•	Rulebook Instruction Fundraising


•	Fundraising pages


Access Gambling Commission website





Read and understand Data Protection procedures





The resources you can draw on to develop this skill.


Intranet Rulebook


Property Raffle team


Gambling Commission website at


http://www.gamblingcommission.gov.uk/


Intranet path – Organisation, Risk and Assurance








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Health and Safety issues are covered with new staff as part of the Induction process.


Course at Heelis on 17th and 18th December 2013.





The resources you can draw on to develop this skill.


See: � HYPERLINK "http://issapps01.nt.ad.local/rulebook/documents/1285/download.htm" �http://issapps01.nt.ad.local/rulebook/documents/1285/download.htm� for Health and safety policy.


Property or location  Risk Profile


Operational Risk Business Partners deliver a range of internal courses

















Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.














The resources you can draw on to develop this skill.











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Health and Safety issues are covered with new staff as part of the Induction process.


Course at Heelis on 17th and 18th December 2013.





The resources you can draw on to develop this skill.


See: � HYPERLINK "http://issapps01.nt.ad.local/rulebook/documents/1285/download.htm" �http://issapps01.nt.ad.local/rulebook/documents/1285/download.htm� for Health and safety policy.


Property or location Risk Profile


Operational Risk Business Partners deliver a range of internal courses

















Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Health and Safety issues are covered with new staff as part of the Induction process.


Course at Heelis on 17th and 18th December 2013.





The resources you can draw on to develop this skill.


See: � HYPERLINK "http://issapps01.nt.ad.local/rulebook/documents/1285/download.htm" �http://issapps01.nt.ad.local/rulebook/documents/1285/download.htm� for Health and safety policy.


Property or location Risk Profile


Operational Risk Business Partners deliver a range of internal courses

















Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Customer Service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Making customer service personal





This section is associated with the ‘Think Long Term’ standards on our Service Promise: ‘I listen to understand your needs’ and ‘I help you enjoy your day, your way’.  See the ‘Think Long Term’ Service Promise exercise on the intranet to learn more.








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service.


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Making customer service personal





This section is associated with the ‘Think Long Term’ standards on our Service Promise: ‘I listen to understand your needs’ and ‘I help you enjoy your day, your way’.  See the ‘Think Long Term’ Service Promise exercise on the intranet to learn more.














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Making customer service personal





This section is associated with the ‘Think Long Term’ standards on our Service Promise: ‘I listen to understand your needs’ and ‘I help you enjoy your day, your way’.  See the ‘Think Long Term’ Service Promise exercise on the intranet to learn more.














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.

















Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.

















Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Championing Customer Service


The first Service Promise exercise ‘Introducing the Service Promise’ will help you achieve the learning outcomes by working with your team to explore what exceptional service means in practice.  The Service Leadership workbook will also help, giving some great tips on what good service leaders do and what it means to be a leader.  These documents are all on our intranet.














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Championing Customer Service


The first Service Promise exercise ‘Introducing the Service Promise’ will help you achieve the learning outcomes by working with your team to explore what exceptional service means in practice.  The Service Leadership workbook will also help, giving some great tips on what good service leaders do and what it means to be a leader.  These documents are all on our intranet.














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Living up to the customer service promise





This section is associated with the ‘Inspire People’ standards on our Service Promise: ‘I am warm, friendly and helpful’ and ‘I bring fun and energy and I encourage your involvement’.  See the ‘Inspire People’ Service Promise exercise on the intranet to learn more.














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.
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There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Living up to the customer service promise





This section is associated with the ‘Inspire People’ standards on our Service Promise: ‘I am warm, friendly and helpful’ and ‘I bring fun and energy and I encourage your involvement’.  See the ‘Inspire People’ Service Promise exercise on the intranet to learn more.














Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Giving customers a positive impression of yourself and the National Trust





See the ‘Love Places’ Service Promise exercise on the intranet to learn more.











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.
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There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Giving customers a positive impression of yourself and the National Trust





See the ‘Love Places’ Service Promise exercise on the intranet to learn more.











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Customer service


There’s plenty of information on our intranet including a copy of the Service Promise, as well as a series of exercises that allow you to explore what exceptional service means to you, whatever your role.  To start with, have a go at the first Service Promise exercise titled ‘Introducing the Service Promise’.  This is a group exercise which explains why the Service Promise exists and how it was created and guides you through an activity to explore what it means for you.  There are four further exercises that help you work through what the specific standards mean, associated with each of the four values.  These exercises are referenced below.





Responding to customer queries and problems





See the ‘Share our Common Purpose’ Service Promise exercise on the intranet to learn more.
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read the BETI Interpretation techniques intranet pages to include:


•	Interpretation Techniques available


•	 Accessible Interpretation


•	Techniques for my project


•	Storytelling





Read 5 Golden Rules of Interpretation


Refer to Segmentation modules


Visit two non-NT properties, museums or heritage sites. Identify which interpretation methods are being used and evaluate them. Which technique is most successful for which audience do you think?


Discuss interpretation techniques with your VE Consultant / property VEM.


The resources you can draw on to develop this skill.


Intranet path – Supporters, Engaging our Supporters, Learning, BETI Resource Bank


Intranet path – Supporters, Engaging our Supporters, Learning, BETI Resource bank, Planning your project, 5 Golden Rules


Time away from your property to visit two non-NT properties, museums or heritage sites


VE Consultant/Property VEM


The resources you can draw on to develop this skill.








Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read the BETI Evaluation techniques intranet pages, to include:


•	Evaluate throughout your project


•	Evaluation Toolkit


•	Different Evaluation Tools





Discuss evaluation of interpretation with your VE Consultant/ property VEM





The resources you can draw on to develop this skill.


Intranet path - Supporters, Engaging our Supporters, Learning, BETI Resource Bank, Evaluating my Project


VE Consultant/Property VEM











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read BETI Resource bank Panels and Exhibition pages, to include


•	Good Exhibitions


•	Interactive exhibitions


•	Producing exhibitions


•	Accessible print guidelines


•	Pros and cons





Visit two local non-NT properties, museums, or heritage organisations. Choose part of the exhibition there to evaluation what works well and what does not.


Discuss your proposed exhibition with your local VE Consultant/property VEM


Refer to the Interpretation Technique module to help you with this.


The resources you can draw on to develop this skill.


Intranet path – Supporters, Engaging our Supporters, Learning, BETI Resource Bank, Techniques for project, panels and exhibitions


Time away from property to evaluate two non-NT exhibitions.


VE Consultant/VEM











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read Intranet pages re downloadable trails


Read BETI Resource bank pages re Trails, including Trails Toolkit


Read Intranet pages re Risk Assessment


Speak to your Countryside Manager/ Lead Ranger/H&S Officer re risk in the outdoors which may affect visitors following your trail.


Intranet path – Supporters, Members and Visitors, Access and Recreation, Outdoors online, downloadable trails





The resources you can draw on to develop this skill.


Intranet path – 


Supporters, Engaging our Supporters, Learning, BETI Resource Bank, Techniques for project, Trails


Time with Countryside manager/Lead Ranger/H&S Officer











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Research NT marketing guidelines in Rulebook & gain support from Regional marketing consultant  


Speak to others and refer to the rulebook 


Refer to finance procedures in Rulebook 


Research the property procedures for tour bookings.


Shadow people who presently book tours 


Shadow a ‘Tour leader’ at your or another property





The resources you can draw on to develop this skill.
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Spend time learning about the history of the property from documents and long serving members of staff.


Gain info and advice from their VE Consultant


Use the intranet as a reference point





The resources you can draw on to develop this skill.
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Use the intranet as a reference point
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





The resources you can draw on to develop this skill.


See: � HYPERLINK "http://intranet/intranet/supporters/supporters_engagement.htm" �http://intranet/intranet/supporters/supporters_engagement.htm� for Engaging with supporters.








Resources available to help you to achieve this Learning Outcome:
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Read the ‘Informed Goodbye’


Discuss the Informed Goodbye with your VE Consultant /Property VEM/ Visitor Services team


Visit two non-NT properties, museums, or heritage sites. Evaluate their methods of Informed Goodbye. Which method is most effective?


The resources you can draw on to develop this skill.


Type ‘Informed Goodbye’ into the intranet search function to access the pdf created by A Tissier on 11/18/2005


Time with VE Consultant/VEM/Visitor Services team
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.





Attend the workshop on ‘Working with volunteers - Introduction/refresher’.
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Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Use the intranet see pages:� HYPERLINK "http://intranet/intranet/pages/bup-project_management_framework.htm" �http://intranet/intranet/pages/bup-project_management_framework.htm� and review: Project Management overview








The resources you can draw on to develop this skill.











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.
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What you can do to develop this skill.


Use the intranet see pages:� HYPERLINK "http://intranet/intranet/pages/bup-project_management_framework.htm" �http://intranet/intranet/pages/bup-project_management_framework.htm� and review: Project Management overview





The resources you can draw on to develop this skill.











Resources available to help you to achieve this Learning Outcome:


What you can do to develop this skill.


Project Management instruction


Project Management templates








The resources you can draw on to develop this skill.
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The resources you can draw on to develop this skill.
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