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INTRODUCTION TO 

THE ACADEMY 

Since 2012 we have been providing education and training to 

individuals as well as Public, Private and Third sector 

organisation's. We pride ourselves on the reputation we have built 

and the commitment we continue to follow which is to deliver 

high quality programme's that contribute to a sustainable future 

for everyone. 

At the beginning of 2020 we set out our sustainability strategy with 

the aim of becoming the first true Net Zero education provider in 

the country. We aim to achieve this by 2025. 

We signed off our mission statement; our vision is to develop the 

most sustainable, energy efficient, carbon negative society possible. 

We aim to do this by becoming the leading training provider of 

choice, continuing to support individuals and organisation's with all 

things green and beyond. 

In becoming the first true net zero training provider in the country 

we want to help change the shape of how education and training is 

delivered so that it too supports a more sustainable future for all of 

us and the generations to come. 

We recognise that just because we deliver training related to 

sustainability it doesn’t mean we’ve got sustainability nailed. We 

know that we have a lot of work to do if we are achieve our goals. 

We have aligned our strategy to and prioritised which of the 17 

United Nations Sustainable Development Goals we are focusing on. 

In October 2020 we took a huge step forward in realising some of 

those goals when we merged with Impact Group. Collectively we 

have a much stronger proposition, larger customer base and 

greater resources available. 

Since the merger we have already engaged with organisation's 

like Community Energy England, End Fuel Poverty Coalition, Local 

Enterprise Partnerships and a number of high profile employers 

nationally. 

“I’m really proud of what we have 

achieved thus far. Since we won 

our first Government funded 

contract back in 2014 we’ve 

helped over 3,000 individuals 

achieve a qualification and create 

opportunities. What sets us apart 

is most of those learners are from 

harder to reach, disadvantaged 

groups.” 

We have many successes of helping individuals change their lives 

for the better and we can evidence supporting companies start and 

achieve goals aligned to their sustainability plans. 

We still have much work to do and I know that every colleague is 

as motivated and committed as I am in meeting the challenge of 

making us the best we can be. 

Paul Conroy 

Managing Director 
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APPRENTICESHIP 

OVERVIEW 

WHAT IS AN APPRENTICESHIP? 

An apprenticeship is a paid job with an accompanying 

training programme which allows the apprentice to gain the 

skills, knowledge and behaviour's employers require. This is 

accomplished through a mix of learning in the workplace, formal 

‘off-the-job’ training and the opportunity to practice and embed 

new skills, knowledge and behaviour's in a real work context. So, 

not only will the apprentice gain valuable experience, they will also 

be learning and earning money at the same time. 

Apprenticeships have been designed by employers for employers, 

meeting the needs for a particular sector or job role. They are 

available to existing employees and new recruits of any age over 16 

(even a CEO can start an apprenticeship programme.) 

Apprenticeships are nationally recognised as a fantastic pathway into 

given career choices and Impact Academy offer apprenticeships in a 

number of industries. 

What levels of apprenticeship are available? 

There are four levels of apprenticeships available for those aged 16 

and over and living, working or studying in England. 

Intermediate 

An intermediate apprenticeship is equivalent to five good GCSE 

passes. The apprentice works towards level 2 certificates or work- 

based learning qualifications. These provide the skills required for 

the apprentice’s chosen career and allow entry to an advanced 

apprenticeship. 

Advanced 

An advanced apprenticeship is equivalent to two A-Level passes. 

Advanced apprentices can work towards level 3 work-based learning 

certificates or qualifications such as a BTEC. To start an advanced 

apprenticeship programme, the applicant should ideally have five 

GCSE's at grade 4 (formerly grade C) or above or have completed an 

intermediate apprenticeship. 

Higher 

Higher Apprenticeships work towards level 4, 5, 6 or 7 work-based 

learning diplomas or certificates or knowledge-based qualifications 

such as Foundation Degrees or above. Apprentices can also progress 

to higher education, including university degrees. 

Degree 

Degree apprenticeships sit on level 6 or 7. Like the other levels they 

combine paid work with study in the university and lead to bachelor’s 

or master’s degree. 

How long is an apprenticeship? 

The minimum length of an apprenticeship is 12 months, but some 

apprenticeships will be designed to last two, three or four years. 

This will depend on the Standard being followed, the level of 

apprenticeship, the specific occupational area/sector and the prior 

skill levels of the apprentice. 

Likewise, the level of funding for each Apprenticeship standard varies 

on the type of Apprenticeship, level, content and duration. The level 

of funding ranges from £1,500 to £27,000. These are called funding 

bands. 

Once an apprentice starts their apprenticeship they will be taken 

through an induction programme which will guide them through 

their training and the contents of the apprenticeship, including the 

studying of any formal qualifications. 



3 

WHICH EMPLOYERS 

CAN ACCESS 

APPRENTICESHIPS? 
All employers can access the programme. 

The government has designated employers 

into two categories - LEVY and NON LEVY. 

APPRENTICESHIP LEVY (LEVY-PAYING 

EMPLOYERS) 

This is a levy on UK employers to raise funds to pay for 

apprenticeship training and assessment. It is charged at 0.5% of 

an employer’s pay bill, but each employer receives an allowance 

of £15,000 to offset against their levy payment. Because of the 

allowance, only employers with an annual pay bill greater than £3m 

must pay the levy. Levy payments are made monthly to HMRC and 

sit in an individual employer account enabling them to spend their 

levy pot on the delivery of apprenticeships only. 

Those employers with an annual wage bill of lower then £3m are 

classed as non-levy paying employers. 

From April 2021 all apprenticeships are funded through the 

apprenticeship service. Non-levy paying employers can request and 

reserve funding for apprenticeships on a co-investment basis. 

CO-INVESTMENT (NON-LEVY EMPLOYERS) 

This is where employers share the cost of training and assessing 

apprentices with the Government. The following types of employers 

will pay co-investment: 

• non-levy payers

• levy payers who have run out of levy funds

Since 1 April 2019, all non-levy employers pay ONLY 

5% towards the cost of apprenticeship training. The 

Government will pay the rest (95%). 
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GOVERNMENT 

INCENTIVES 

EMPLOYER INCENTIVES 

The Government is offering increased incentives for employers 

looking to hire a new apprentice. 

Until Jan 2022 Employers will receive £3,000 for new apprentices of 

any age who join their organisation from 1 April 2021 to 30 November 

2021. 

The incentive payment is in addition to the existing £1,000 

employers already receive for hiring an apprentice who is: 
• Aged 16 to 18 years old.

• Under 25 with an education, health and care plan or who has 

been in care of their local authority. 

WHEN YOU’LL GET PAID YOUR INCENTIVES 

The Government cannot make any payments until they have 

received and verified your company and bank details. This could 

take up to 3 months and they will contact someone from your 

company during this verification process. 

They will make the payment in 2 equal installments for each 

apprentice. The first payment is sent after an apprentice completes 

90 days of their apprenticeship and the second is sent after 365 

days. 

Payments are made by BACS on the 14th working day of the month. It 

usually takes 3 working days to process. 

We can guide you through the application process. After you apply, 

you can view applications, estimated payment dates and check the 

status of each payment in your apprenticeship service account. 
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ASSESSOR/ 
COACH 

 
Total Duration: 15 months* 

Practical Period: 12 months 

EPA Period: 3 months 

Apprenticeship Level: 4 

Total Cost: £7,ooo 
 
 
 
 
 
 

DETAILS OF STANDARD 

The AC role has emerged within the Education and Training 

Sector (ETS. over the Last 30 years, originally because of the 

implementation of vocational (competence-based) qualifications 

(notably NVQ’s and formalised work-based education and training. 

The AC is a dual professional using their up-to-date professional 

knowledge and skills to support vocational and professional 

development across the formal ETS as well as in any employer 

setting, and at any level. They may, for example coach and assess 

apprentices, trainees and new recruits (ranging from young entrants 

to new CEO's) in or out of the workplace, commensurate with their 

own level of experience and qualifications, as required by their 

employer or their sector. AC's coach and assess vocational learners, 

usually on a one-to-one basis, in a range of learning environments. 

Coaching skills involve complex communication techniques to 

actively listen, provide feedback and to engage learners in planning 

their individualised learning programme. These skills are also integral 

to assessing learners’ competence in-relation to work-related/ 

industry standards and life skills. 

AC's work co-operatively with other ETS or professionals (such as 

teachers, human resource professionals and mentors/supervisors in 

the workplace in supporting the learner’s development of vocational 

competence and the wider skills that relate to employability and 

professionalism. 

Within the sector, ‘coaching’ is seen as a more complex set of 

interpersonal skills, compared with ‘mentoring’. It is more learner- 

centred, exploring the learner’s understanding and needs rather than 

simply giving advice. (See the Level 3 Learning Mentor Standard for 

further clarification about these two different roles. 

PROGRESSION  OPPORTUNITIES 

The AC may be eligible to progress onto a full teaching role within an 

education and training provider organisation. 

QUALIFICATIONS OUTCOMES MUST INCLUDE 

• Level 1 Safeguarding 

• Employers may also wish candidates to achieve appropriate 

additional qualifications in Education and Training including 

coaching. 

 

REVIEW 

The apprenticeship standard should be reviewed after a maximum 

of 3 years. 

Professional behaviours. 

The Assessor-Coach will: 

What Knowledge is required 

a. Inspire, motivate and raise learners’ aspirations through their 

passion for the sector. 

b. Operate at all times to ethical and legal standards and within 

professional boundaries. 

c. Model and encourage mutual respect, displaying a deep 

understanding of equality and diversity, with and between 

learners, colleagues and appropriate agencies. 

d. Be resilient and adaptable when dealing with challenge and 

change, maintaining focus and self-control. 

e. Value the importance of maths, English and ICT skills in the 

learners’ future economic and social well-being. 

f. Evaluate and improve their own professional practice in relation 

to the Professional Standards for Teachers and Educators in the 

Education and Training Sector. 



7  

 
 

ASSESSOR 

COACH 

 

 
THE ASSESSOR-COACH WILL BE ABLE TO: 

Plan coaching and assessment: 

S1. Facilitate access to relevant current information advice and 

guidance (IAG) 

S2. Apply or reference relevant initial and diagnostic assessment. 

S3. Agree a programme of development and assessment, setting 

realistic but challenging goals that meet learners’ and employers’ 

needs. 

S4.  Liaise with employers, colleagues and others to support learners’ 

technologies to support learners and the Assessor-Coach role. 

development. 

Deliver coaching support: 

S5. Anticipate and overcome barriers to progress and inspire 

achievement, ensuring that learning is inclusive and supports 

diversity. 

S6.  Highlight learners’ mathematics and English needs, and 

signposts to appropriate support. 

Entry Requirements: 

Individual employers may set any entry requirements which may 

include: 

• (As a dual-professional) - A qualification, at an appropriate 

level, and relevant up-to-date experience in the candidate’s 

vocational/subject specialism. 

• Many candidates will already possess a Level 3 qualification in 

Assessing. Depending on the specific education and training 

context, employers (and/or Awarding Organisations) may 

require candidates without an Assessor qualification, to achieve 

this prior to completion of their apprenticeship. 

Candidates may have achieved maths, English, and ICT skills at Level 

2 (equivalent to GCSE Grade C, or above) prior to commencing their 

training. Those that have not must achieve this prior to taking the 

end-point assessment. 

 
Deliver coaching support Continued: 

S7. Give timely feedback on progress towards mastery of relevant 

skills and knowledge. 

S8. Provide access to pastoral support and guidance. 

S9.  Promote the safe and effective use of digital and mobile. 

S10. Agree and record targets and progress, complying with quality, 

confidentiality, and data protection requirements. 

Assess learners: 

S11. Use effective listening, assertiveness and questioning to 

support learning plans and with assessment criteria processes. 

 
 
 
 
 
 
 
 

 
Assess learners Continued: 

S12. Comply with awarding organisation requirements and local 

quality and safety guidelines. 

Support quality improvement: 

S13.   Support peer review and quality assurance procedures. 

S14. Report concerns about quality and safeguarding through 

appropriate channels. 

S15.  Maintain the currency of their own knowledge and skills, with 

reference to workplace practice and feedback from others. 

THE ASSESSOR-COACH WILL UNDERSTAND: 

Procedures for planning coaching and assessment 

K1. Sources of and how to access up-to-date and valid IAG. 

K2. Relevant forms of assessment to identify individual needs. 

K3. How to agree individual programmes that inspire and challenge 

learners to achieve current work-related knowledge and skills. 

K4. Additional support for learners available through workplace and 

provider-based colleagues. 

Effective coaching practice: 

K5. Strategies for inspiring learners increasing their resilience in 

overcoming barriers and obstacles, and in raising concerns. 

K6. Maths and English underpinning vocational skills and how to 

access additional support. 

Effective coaching practice continued: 

K7. Effective practice in giving feedback to guide progress and 

achievement. 

K8. Ways of supporting the learner’s well-being. 

K9. Current and emerging technologies that could safely and 

effectively support learner autonomy and the Assessor-Coach 

role. 

K10. Administrative procedures for recording, storing and sharing 

information that is legally compliant. 

Effective vocational assessment: 

K11. The effective use of active listening, assertiveness, and 

questioning skills to support retention, progress and 

achievement. 

K12. The quality and safety requirements of assessment and 

procedures for reporting concerns 

Ways to support quality improvement: 

K13. Internal and External quality procedures and the role of peer 

review 

K14. Organisational and legislative requirements for reporting 

concerns about quality and safeguarding. 

K15. How to maintain occupational currency and ways to improve 

coaching and professional practice. 
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BEMS (BUILDING ENERGY 

MANAGEMENT SYSTEMS) 

CONTROLS ENGINEER 
 

 

Total Duration: 36 months* 

Practical Period: 33 months 

EPA Period: 3 months 

Apprenticeship Level: 4 

Total Cost: £15,000 

EPA Organisation: TQUK 
End-point assessment (EPA) organisations ensure that all 

apprentices following the same standard are assessed 

consistently. 

Assessment Method: 1/2 

1. Project Report and Presentation 

with Questioning 

2. Practical Observation 

with Questioning 

Our team is on hand for any queries you may have about 

this course: employers@impactgroup.info 

or 01925 386045 

For more information and to see our other 

courses visit: www.impactgroup.info/ 

 
 

 

OCCUPATION SUMMARY 

This occupation is found in the building services sector. Building 

Energy Management Systems are implemented in buildings with 

mechanical, HVAC (heating, ventilation, and air conditioning) and 

electrical systems to enable energy efficient control of the internal 

environment. The buildings themselves can vary widely in size and 

function. 

The broad purpose of the occupation is clearly focused upon 

the control, performance and efficiency of energy usage and 

comfort control in industrial/ commercial /public buildings of a 

diverse nature. It requires an associated understanding of these 

environments and the balance between cost, comfort, safety, health 

and wellbeing. It includes the specialist design, installation and 

commissioning expertise required to undertake this control and 

servicing function. 

Typically, a BEMS Controls Engineer will be involved initially with 

designing the building energy management system that controls the 

building services (e.g. heating, air conditioning, renewables). 

They may also write related software and graphics as well as 

installing and commissioning such systems. Another key area is 

connecting and integrating with other building systems (e.g. security) 

to create ‘Smart Buildings’. After the building is occupied and 

being used they may also be involved in servicing & maintenance, 

fault finding if there are problems with the system and energy 

performance reviews. 

 
 
 
 
 

 
QUALIFICATIONS 

English & Maths 

Apprentices without level 2 English and Maths will need to achieve 

this level prior to taking the End-Point Assessment. For those with an 

education, health and care plan or a legacy statement, the 

apprenticeship’s English and maths minimum requirement is Entry 

Level 3. A British Sign Language (BSL) qualification is an alternative to 

the English qualification for those whose primary language is BSL. 

 
 

REVIEW 

This apprenticeship standard will be reviewed after three years. 

mailto:employers@impactgroup.info
http://www.impactgroup.info/
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BEMS (BUILDING ENERGY MANAGEMENT 

SYSTEMS) CONTROLS ENGINEER 
 
 
 

 

WHAT KNOWLEDGE IS REQUIRED 

K1. Understanding building control technologies and theory 

including: The primary role and function of the control system 

The merits of automated control over manual control methods 

The development of interface protocols so data can be shared 

and exchanged between the BEMS and 3rd party systems e.g. 

access systems and lighting systems 

K2: Understand the fundamentals of controlling HVAC (heating, 

ventilation and air conditioning) and building technology. 

K3: Understand hydrodynamics and hydronic systems in buildings 

e.g. the transfer of heat energy and cooling energy through a 

building using water 

K4: Understand thermodynamic relationships in air conditioning 

systems 

K5: Understand cooling systems, heat generation and renewable 

technology 

K6: Understand the principles and practices of measurement 

technology 

K7: Understand Control Panel wiring, construction and relay logic 

K8: Understand the control principles associated with the design, 

function, facilities management and use of the building 

K9: Understand communications technology protocols and media 

K10: Understand the practices and procedures for the installation of 

BEMS wiring systems 

K11: Understand the principles and practices for the commissioning 

of BEMS and associated equipment in buildings 

K12: Understand the principles for diagnosing and correcting faults in 

BEMS network systems and BEMS equipment in buildings 

K13: Understand the energy efficiency and comfort control 

requirement within buildings 

K14: Understand the testing, inspection and certification of BEMS 

related controls equipment 

K15: Understand the operation and application of BEMS field devices 

e.g. sensors 

K16: Understand relevant health & safety legislation and safe working 

practices applying to themselves and others. Give particular 

reference to understanding the requirements for protection of 

and safe working with electrical installations and BEMS impact 

on ‘wellbeing’ 

K17: Understand the general characteristics of electrical installations 

and how to assess them 

K18: Understand the requirements of inspection and testing of BEMS 

element of electrical installations 

K19: Understand the principles of control logic including the 

fundamentals of proportional and integral control 

WHAT SKILLS ARE REQUIRED 

S1: Applying the control principles associated with the design, 

function and use of buildings e.g. to create points lists, 

description of operation, cable schedules 

S2:  Incorporating hydrodynamics/ hydronic systems into designs 

S3: Applying the principles and practices of measurement 

technology. 

S4: Incorporating cooling systems, heat generation and renewable 

technology into designs as applicable. 

S5: Incorporating Control Panel wiring, construction and relay logic 

into the design process. 

S6: Applying communications technology protocols and media 

e.g. MODBUS and BACNET 

S7: Applying relevant safety legislation, codes of practice and safe 

working practices to themselves and others. 

S8: Identifying requirements for protection of electrical installations. 

S9: Incorporating the needs of a variety of building stakeholders (e.g. 

owners/ operators) within the design of the BEMS system 

S10: Applying the practices and procedures for the installation of 

BEMS wiring systems 

S11: Interpreting the requirements for the BEMS element of 

electrical installations 

S12: Applying the principles and practices for the commissioning of 

BEMS systems and equipment in a variety of building types and 

environments 

S13: Applying the principles, for diagnosing and correcting faults in 

BEMS network systems and BEMS equipment 

S14: Applying the principles for completing conditional site surveys, 

along with associated recommendations 

S15: Applying knowledge of energy efficiency to optimise comfort in 

buildings whilst minimising energy usage 

S16: Identifying the requirements of inspection and testing of BEMS 

element of electrical installations within relevant legislative 

requirements, specifications, codes of practice and industry 

recognised practices 

S17: Carrying out the testing, inspection and certification of BEMS 

related controls and equipment 

S18: Applying the principles and practices for the design and 

commissioning of standard network architectures e.g. Ethernet 

TCP/IP, MSTP and RS48 

S19: Carrying out updates to BEMS system hardware to ensure 

compatibility with latest products 
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BEMS (BUILDING ENERGY MANAGEMENT 

SYSTEMS) CONTROLS ENGINEER 
 
 

 

WHAT BEHAVIOURS ARE REQUIRED 

B1. Be aware of the needs and concerns of others, especially in 

relation to diversity and equality 

B2. Create maintain, and enhance productive working relationships 

B3. Commit to compliance with health and safety 

B4. Strive to communicate effectively with work colleagues 

and clients using oral, written and electronic methods to 

communicate technical and other information 

B5. Take responsibility for working independently and completing 

work to the appropriate specifications and codes of practice 

B6. Solving problems within their own scope of responsibility, by 

applying technical and behavioural skills and knowledge to 

define the problem, identify, evaluate and select alternatives and 

implement solutions. 

B7. Accepting responsibility for their own work and actions and that 

of others in their team 

B8. Accepting, prioritising, delegating and undertaking technical and 

other tasks effectively 

B9. Committed to working effectively with colleagues, the public, 

clients and other stakeholders 

B10. Take responsibility for personal development, demonstrating 

commitment to learning and self-improvement 

B11. Exercise responsibilities in an ethical manner 

B12. Undertake work in a way that contributes to sustainable 

development 

An employee in this occupation will be responsible for the delivery 

and performance of the BEMS and to achieve this they will have to 

manage budgets and teams of people which could vary depending 

on the size of the business. The BEMS industry is made up of a wide 

range of organisation types/sizes but there are a significant number 

of SME’s (small/medium enterprises). 

Therefore employees will need to be able to work alone and under 

supervision. 

WITHIN THE ROLE THE FOLLOWING 

SKILL SET WILL BE NEEDED TO CATER 

FOR THE RANGE OF DIFFERENT BEMS 

TYPES: 

1. Controls Hardware and Logic: Engineers will be required to 

select, install, configure and update control hardware platforms 

from the main manufacturers in the UK Market. 

As well as manufacturer specific control hardware, engineers 

will also require generic knowledge. Particularly important is an 

understanding of controls principles such as logic, proportional 

and integral control and energy saving techniques for control 

strategy efficiency. 

2. Field Devices: Field devices are manufactured by numerous 

organisations but can be, broadly speaking, categorised into 

Sensors, Valves, Actuators, Dampers, Variable Speed Drives, 

Switches and relays. The engineers will understand the controls 

and performance of field device types from first principles. 

3. Networking: Standard network architectures such TCI/IP, MSTP 

and RS485 are the main stays of the industry so engineers 

will be required to design, install, maintain and fault find these 

types of networks along with more specialist sub-networks for 

integration of items like utility meters. 

4. Communication Protocols: The engineers will be trained 

to a high level in the common open standard protocols in 

widespread use within the BEMS industry with the most 

common being BACNet. 

5. Supervisor Software: Interaction with a BEMS is typically 

conducted via a ‘software supervisor’. This is, generically, a 

graphics based software platform aimed at providing an 

intuitive way for the user to find their way around their system. 

The engineers will be required to have a knowledge of the 

construction of graphics, creation of user accounts, alarm 

management and schedule management. 

MAINSTREAM ENVIRONMENTS/ 

CONSIDERATIONS FOR THE USE OF 

THESE SKILL SETS INCLUDE: 

• Office buildings/Leisure centres/student accommodation/ 

college campuses - with consideration for comfort and energy 

efficiency 

• Hospitals/health care – specific clinical control requirements 

• Historic buildings - internal building fabric/external building 

integrity 

• Theatres – audience comfort/performance special effects 

• Transport/entertainment hubs - high volumes of people in 

relatively short periods of time 

In their daily work, an employee in this occupation interacts with a 

wide range of building stakeholders (e.g. owners/operators/facilities 

management/occupiers) in both the private and public sector. They 

would need to successfully liaise with both external and internal 

functions of their own organisation but also those of clients/key 

influencers (e.g. contractors/local councils/consultants) to ensure 

that different stakeholder needs are taken account of within the 

client’s controls specification. 
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BEMS (BUILDING ENERGY MANAGEMENT 

SYSTEMS) CONTROLS ENGINEER 
 
 
 

 
Employees will be both office and site based. 

An employee in this occupation will be responsible for the delivery 

and performance of the BEMS and to achieve this they will have to 

manage budgets and teams of people, which could vary depending 

on the size of the business. The BEMS industry is made up of a wide 

range of organisation types/sizes but there are a significant number 

of SME’s (small/medium enterprises). Therefore employees will need 

to be able to work alone and under supervision. 

OCCUPATION DUTIES 

Duty 1 Design and create BEMS Technical Documentation 

K1 K2 K3 K4 K5 K6 K7 K8 K9 K15 K19 

S1 S2 S3 S4 S18 

B4 B6 

Duty 2 Create wiring schedule and power loadings for panel 

manufacture 

K2 K7 K15 K17 

S1 S5 

B4 

Duty 3 Adhere to safe working practices to ensure the BEMS 

elements of the electrical systems are safe to use 

K2 K8 K16 

S7 S8 

B1 B3 

Duty 4 Create Health & Safety documentation such as Risk 

Assessments and Method Statements (RAMS) 

K2 K10 K11 K16 

S7 S8 

B1 B3 

Duty 5 Design and write software for control systems to an industry 

approved standard 

K2 K5 K7 K8 K15 

S1 S6 

B6 B12 

Duty 6    Design and create client approved user interface for plant 

and systems with appropriate reference to integration issues 

K2 K3 K8 K9 

S1 S9 

B4 B6 

Duty 7 Review completed control panel drawings to check, amend 

and approve 

K1 K2 K7 K8 K10 K15 

S1 S5 

B4 B5 

Duty 8 Install BEMS control equipment and wiring systems 

K7 K10 K15 K16 K17 

S1 S7 S8 S9 S10 S11 S18 

B1 B2 B3 B4 B5 B6 B7 B8 B9 B11 

Duty 9 Commission BEMS software and controls equipment 

K2 K3 K4 K5 K6 K7 K8 K9 K10 K11 K13 K15 K16 

S1 S2 S3 S4 S5 S6 S7 S8 S9 S12 S18 

B1 B2 B3 B4 B5 B6 B7 B8 B9 B11 

Duty 10 Undertake a servicing and maintenance requirement of an 

existing BEMS installation 

K2 K6 K7 K8 K12 K15 

S1 S5 S7 S8 S9 S19 

B1 B3 B4 B5 B6 B7 B9 B11 

Duty 11 Carry out fault finding and rectification of defective control 

equipment or software algorithms 

K2 K7 K12 K15 

S1 S6 S7 S8 S9 S11 S12 S13 

B1 B2 B3 B4 B5 B6 B7 B8 B9 B11 

Duty 12 Carry out and produce detailed conditional site 

survey reports along with remedial/ enhancement 

recommendations 

K2 K3 K5 K8 

S1 S2 S3 S4 S5 S6 S8 S9 S12 S14 

B1 B2 B3 B4 B5 B8 B9 B10 B12 

Duty 13 Produce recommendations for enhancing energy 

performance 

K2 K3 K5 K8 K13 

S1 S9 S15 

B1 B2 B3 B4 B5 B8 B9 B10 B12 

Duty 14 Carry out the electrical testing and inspection of BEMS 

related controls equipment 

K14 K16 K18 

S1 S7 S8 S9 S11 S16 S17 

B3 B4 B5 B7 B9 

Duty 15 Create Operation and Maintenance documentation 

K1 K2 K7 K8 

S1 S9 

B4 B6 
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BUSINESS 

ADMINISTRATOR 
 
 
 
 
 

Total Duration: 18 months* 

Practical Period: 15 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £5,ooo 
 
 
 
 
 

OCCUPATIONAL PROFILE 

Business administrators have a highly transferable set of knowledge, 

skills and behaviours that can be applied in all sectors. This 

includes small and large businesses alike, from the public sector, 

private sector and charitable sector. The role may involve working 

independently or as part of a team and will involve developing, 

implementing. Maintaining and improving administrative services. 

Business administrators develop key skills and behaviours to support 

their own progression towards management responsibilities. 

The responsibilities of the role are to support and engage with 

different parts of the organisation and interact with internal or 

external customers. With a focus on adding value, the role of 

business administrator contributes to the efficiency of an organisation, 

through support of functional areas, working across teams and 

resolving issues as requested. The flexibility and responsiveness 

required allows the apprentice to develop a wide range of skills. 

The business administrator is expected to deliver their responsibilities 

efficiently and with integrity - showing a positive attitude. The role 

involves demonstrating strong communication skills (both written and 

verbal and adopting a proactive approach to developing skills. The 

business administrator is also expected to show initiative, managing 

priorities and own time, problem-solving skills, decision-making 

and the potential for people management responsibilities through 

mentoring or coaching others. 

 
 
 
 
 
 
 
 
 

DURATION 

The apprenticeship will typically take between 12 and 18 months to 

complete. 

LEVEL 

This apprenticeship standard is at Level 3. 

QUALIFICATIONS 

Where a business administrator has not already achieved Level 2 

English and Maths, they must do so before taking the end-point 

assessment. 

CAREER PROGRESSION 

The administration role may be a gateway to further career 

opportunities, such as management or senior support roles. 

REVIEW DATE 

The apprenticeship should be reviewed after 3 years. 
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BUSINESS 

ADMINISTRATOR 

 
 

 
REQUIRED SKILLS 

IT 

Skilled in the use of multiple IT packages and systems relevant to 

the organisation in order to: write letters or emails, create proposals, 

perform financial processes, record and analyse data. Examples 

include MS Office or equivalent packages. Able to choose the most 

appropriate IT solution to suit the business problem. Able to update 

and review databases, record information and produce data analysis 

where required. 

Record and Document Production 

Produces accurate records and documents including: emails, letters, 

files, payments, reports and proposals. Makes recommendations 

for improvements and present solutions to management. Drafts 

correspondence, writes reports and able to review others· work. 

Maintains records and files, handles confidential information in 

compliance with the organisation’s procedures. Coaches others in the 

processes required to complete these tasks. 

Decision Making 

Exercises proactivity and good judgement. Makes effective decisions 

based on sound reasoning and is able to deal with challenges in a 

mature way. Seeks advice of more experienced team members when 

appropriate. 

Interpersonal Skills 

Builds and maintains positive relationships within their own team 

and across the organisation. Demonstrates ability to influence and 

challenge appropriately. Becomes a role model to peers and team 

members, developing coaching skills as they gain area knowledge. 

Communications 

Demonstrates good communication skills, whether face-to-face, 

on the telephone, in writing or on digital platforms. Uses the most 

appropriate channels to communicate effectively. Demonstrates 

agility and confidence in communications, carrying authority 

appropriately. Understands and applies social media solutions 

appropriately. Answers questions from inside and outside of the 

organisation, representing the organisation or department. 

Quality 

Completes tasks to a high standard. Demonstrates the necessary 

level of expertise required to complete tasks and applies themselves 

to continuously improve their work. Is able to review processes 

autonomously and make suggestions for improvements. Shares 

administrative best-practice across the organisation e.g. coaches 

 
 
 
 
 
 
 
 
 
 

 
others to perform tasks correctly. Applies problem-solving skills  

to resolve challenging or complex complaints and is a key point of 

contact for addressing issues. 

Planning and Organisation 

Takes responsibility for initiating and completing tasks, manages 

priorities and time in order to successfully meet deadlines. Positively 

manages the expectations of colleagues at all levels and sets a 

positive example for others in the workplace. Makes suggestions 

for improvements to working practice, showing understanding of 

implications beyond the immediate environment (e.g. impact on 

clients, suppliers, other parts of the organisation). Manages resources 

e.g. equipment or facilities. Organises meetings and events, takes 

minutes during meetings, and creates action logs as appropriate. 

Takes responsibility for logistics e.g. travel and accommodation. 

Project Management 

Uses relevant project management principles and tools to scope, 

plan, monitor and report. Plans required resources to successfully 

deliver projects. Undertakes and leads projects as and when 

required. 

KNOWLEDGE REQUIRED 

The Organisation 

Understands organisational purpose, activities, aims, values, vision 

for the future, resources and the way that the political/economic 

environment affects the organisation. 

Value of their Skills 

Knows organisational structure and demonstrates understanding of 

how their work benefits the organisation. Knows how they fit within 

their team and recognises how their skills can help them to progress 

their career. 

Stakeholders 

Has a practical knowledge of managing stakeholders and their 

differing relationships to an organisation. This includes internal and 

external customers, clients and/or suppliers. Liaises with internal/ 

external customers, suppliers or stakeholders from inside or outside 

the UK. Engages and fosters relationships with suppliers and partner 

organisations. 

Relevant Regulation 

Understands laws and regulations that apply to their role including 

data protection, health & safety, compliance etc. Supports the 

company in applying the regulations. 
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BUSINESS 

ADMINISTRATOR 

 
 

 
Policies 

Understands the organisation’s internal policies and key business 

policies relating to sector. 

Business Fundamentals 

Understands the applicability of business principles such as 

managing change, business finances and project management. 

Processes 

Understands the organisation’s processes, e.g. making payments or 

processing customer data. Is able to review processes autonomously 

and make suggestions for improvements. Applying a solutions- 

based approach to improve business processes and helping define 

procedures. Understands how to administer billing, process invoices 

and purchase orders. 

External Environment Factors: 

Understands relevant external factors e.g. market forces, policy & 

regulatory changes, supply chain etc. and the wider business impact). 

Where necessary understands the international/global market in 

which the employing organisation is placed. 

REQUIRED BEHAVIOURS 

Professionalism 

Behaves in a professional way. This includes: personal presentation, 

respect. Respecting and encouraging diversity to cater for wider 

audiences, punctuality and attitude to colleagues, customers and 

key stakeholders. Adheres to the organisation’s code of conduct for 

professional use of social media. Acts as a role model, contributing to 

team cohesion and productivity - representing the positive aspects 

of team culture and respectfully challenging inappropriate prevailing 

cultures. 

 
 
 
 
 
 
 
 
 
 

 
Personal Qualities 

Shows exemplary qualities that are valued including integrity, 

reliability, self-motivation, being pro-active and a positive attitude. 

Motivates others where responsibility is shared. 

Managing Performance 

Takes responsibility for their own work, accepts feedback in a positive 

way, uses initiative and shows resilience. Also takes responsibility for 

their own development. Knows when to ask questions to complete 

a task and informs their line manager when a task is complete. 

Performs thorough self-assessments of their work and complies with 

the organisation’s procedures. 

Adaptability 

Is able to accept and deal with changing priorities related to both 

their own work and to the organisation. 

Responsibility 

Demonstrates taking responsibility for team performance and 

quality of projects delivered. Takes a clear interest in seeing that 

projects are successfully completed and customer requests handled 

appropriately. Takes initiative to develop own and others· skills and 

behaviours. 
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COMMUNITY 

ENERGY 

SPECIALIST 
 
 

 

Total Duration: 24 months* 

Practical Period: 21 months 

EPA Period: 3 months 

Apprenticeship Level: 4 

Total Cost: £7,ooo 
 
 
 

DETAILS OF STANDARD 

“Community energy” is an all-encompassing term for people 

coming together to reduce energy use and purchase, manage and 

generate low carbon heat and power. Community energy projects 

are often delivered collectively, with a focus on engagement, local 

leadership and strong positive local community outcomes. There are 

now around 5000 of these community groups UK-wide which often 

have distinct, specific localised goals with an overarching benefit 

of tackling climate change, energy security and the affordability of 

energy. 

A Community Energy Specialist works in a range of different 

organisations including community energy enterprises, local 

authorities, housing associations, grid network operators, and 

commercial energy companies, with all Community Energy 

Specialists employing the following disciplines within a community 

energy organisation context:- 

• Identifying appropriate renewable energy and energy efficient 

technologies for specific buildings, sites and customers, working 

with local communities and site owners; 

• Working with low income/vulnerable households to advise on 

low/no cost measures and behaviour changes that can save 

energy and cost; 

• Modelling the financial feasibility of projects, identifying the 

level of funding required and potential sources appropriate for 

community energy e.g. community shares/bonds, social loans, 

state aid compliant grant funding; 

• Leading a team of volunteer directors to secure funding for 

the project, overseeing an effective marketing plan to ensure 

sufficient funds are raised; 

• Organising a tender for installation work, liaising with successful 

contractors and community members to create a project plan 

compliant with co-operative principles; 

 

• Ensuring that all necessary sector-specific legal agreements 

and contracts are in place between the community energy 

organisation, site owners, installers, and relevant authorities prior 

to project commencement; 

• Using sector-specific expertise to monitor the ongoing 

functioning of the project, managing maintenance, the financial 

performance of their organisation and compliance with e.g. FCA 

requirements, and investor returns and community benefit pot if 

applicable; 

• Proactively engaging in community and youth education 

around community energy, e.g. assemblies/lessons in schools, 

presentations at youth organisations and community centres; 

• Assisting in delivery of collective energy purchasing initiatives; 

• Assessing the social impact of each project and potential for 

community 

DURATION 

The length of this apprenticeship will usually be a minimum of 24 

months. 

QUALIFICATIONS 

There are no prerequisite qualifications for this apprenticeship, 

although apprentices without level 2 English and Mathematics will 

need to achieve this level prior to taking the end point assessment. 

Individual employers may also have entry requirements in place for 

roles offered in addition to those specified in this document. 

LEVEL 

• This is a Level 4 Apprenticeship 

 

REVIEW DATE 

• 3 years or when significant change is required 



16  

 
 

COMMUNITY 

ENERGY SPECIALIST 

 

SKILLS TO 
• Community and corporate engagement: Organise and 

coordinate meetings, workshops, and events with community 

groups and champions, enabling engagement with private 

enterprises, local, and national 

• Leadership: Demonstrate full familiarity with the community 

in order to coordinate all stakeholders in a community energy 

project and ensure the progression of actions in the project 

through to: 

• Negotiation: Engage and influence people on the telephone and 

in person, from community volunteers to those in executive 

positions, effectively handling objections and encouraging 

support for community energy 

• Communication: Generate a range of media appropriate to 

the community energy sector such as social media posts, blogs, 

flyers, newsletters, and briefs to effectively disseminate 

information and raise awareness 

• Public speaking: Effectively deliver presentations and engage 

with community members and other stakeholders at public, 

internal, and stakeholder 

• Project management: Select and apply appropriate project 

management principles and techniques to the specific context 

of community energy to successfully run and complete projects 

as part of a local strategy 

• Risk management: Identify the risks and mitigating strategies 

associated with community energy 

• Financial management: Use community energy specific 

computer software to assist in financial modelling and 

accounting of projects, interpreting information from the 

financial models to drive community energy projects to 

completion 

• Project funding: Identify and apply the correct community 

funding approach to a project 

• Site and building evaluation: Identify the most suitable 

renewable energy technologies and/or efficiency measures for 

implementation on a community project 

• Report writing: Develop clear, structured, reports of action to 

support the project, tailored for community energy audiences 

that may not have detailed knowledge of technologies and plans 

• Data analysis: Conduct market research, and collect and analyse 

data to justify projects and evaluate their outcomes, for example 

identifying local potential for community investment and suitable 

sites for action 

• Problem solving: Anticipate issues arising from the changing 

community energy marketplace and use a range of problem 

solving techniques to address challenges faced in the 

development of community energy projects 

 
 
 
 
 
 
 

• Administration: Provide administrative support for community 

business development and operations, effectively maintaining 

client records and project 

• ICT skills: Effectively use a keyboard, operate standard Office 

software and learn/use relevant other IT programmes as 

required 

KNOWLEDGE AND UNDERSTANDING OF 

• Technology: the workings of renewable energy and associated 

technologies, their relative advantages, and the ability to identify 

appropriate solutions 

• Energy efficiency: of home and business efficiency measures 

and an understanding of fuel poverty, its causes, impacts 

• National and local grids: the workings of the National Grid, how 

energy generating technology is linked into the grid and the 

function of local providers 

• Legislation, guidance and policy: the legislative and policy 

framework surrounding community energy initiatives and the 

requirements of energy production and sales 

• Financial support: the financial, administrative and advisory 

support products and organisations in the community energy 

sector 

• Project management: the elements and costs of community 

energy schemes, including operation and Knowledge of 

different project delivery models and the ability in a team to 

deliver a project from start to finish. 

BEHAVIOURS 

• Commitment: A personal commitment to the principles of 

environmental sustainability and stronger communities 

• Empathy: Ability to gain an understanding of the concerns and 

approaches of voluntary community groups in order to inform 

planning 

• Interpersonal skills: Ability to form strong professional 

relationships with a range of stakeholders 

• Teamwork: Ability to work cooperatively with individuals and 

groups to effectively achieve a defined goal 

• Personal accountability: Responsible and self-motivated, able to 

work with little support 

• Conscientious and meticulous: Desire to perform tasks to 

the best of your ability and to ensure thorough preparation of 

planning materials 

• Adaptability: Ability to evaluate the merits of a situation and be 

open to alternative solutions 

• Flexibility: Be flexible in your approach to work, adapting to 

changing market and policy updates 
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DIGITAL 

COMMUNITY 

MANAGER 
 
 
 

Total Duration: 24 months* 

Practical Period: 21 months 

EPA Period: 3 months 

Apprenticeship Level: 4 

Total Cost: £13,ooo 
 
 
 
 

 

OCCUPATION SUMMARY 

This occupation is found in industries and organisations that interact 

and communicate with their customers and end user online, for 

example the videogame industry and software providers. It is a key 

role for such employers, from small to medium sized enterprises 

(SMEs) to large organisations. 

The broad purpose of the occupation is to facilitate and instigate 

direct communication online between the end user or customer 

and the organisation. The customers who are communicating 

with the organisation are referred to as ‘the community’. Digital 

Community Managers are the ‘public face’ online for an organisation, 

implementing their communication strategy to support its business 

objectives. This is achieved through the management of online 

media channels and delivering activities such as release information, 

updates and responding to questions from the community. Digital 

Community Managers deliver information and useful ideas from the 

community to their organisation and are the ‘eyes and ears’ of the 

organisation within the player community. Conversely, they provide 

information from their organisation back to the community. 

In their daily work an employee in this occupation routinely works 

with multiple communities on-line. Information has to be delivered 

in the unique tone and voice of each community. The community 

can run from hundreds to many thousands of customers dependent 

on the size of the product or game. As they talk to a considerable 

number of customers with each interaction they have a huge 

responsibility to accurately and appropriately represent the 

organisation, a mis-step or badly handled communication can have 

a detrimental impact on an organisations reputation or revenue. 

Digital Community Managers work within an office environment 

and are part of a team developing and implementing an overall 

communication strategy. They work autonomously but will interact 

with other departments in an organisation including public relations 

(pr, marketing, production and communication. 

An employee in this occupation will be responsible for analysing and 

interpreting data from the community. Their evaluation of customers’ 

behaviour and data is reported upwards in the organisation, feeding 

into future communication strategies and product direction. Digital 

Community Managers are responsible for reviewing their own 

work and understanding the impact of their communication in 

order to better inform future interactions. The nature of the work 

is autonomous as online communication is fast moving and often 

needs to be timely without requiring supervision. Therefore they 

have a high degree of responsibility and need to exercise good 

judgement for their own work within the parameters defined by their 

organisation. 

Digital Community Managers report to Senior Digital Community 

Managers, Communications Managers and Communication Directors. 

QUALIFICATIONS 

Apprentices without level 2 English and maths will need to achieve 

this level prior to taking the End-Point Assessment. For those with 

an education, health and care plan or a legacy statement. The 

apprenticeship’s English and Maths minimum requirement is Entry 

Level 3. A British Sign Language (BSU qualification is an alternative to 

the English qualification for those whose primary language is BSL 
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DIGITAL COMMUNITY 

MANAGER 

 

OCCUPATION DUTIES 

Duty 1 

Engage support and enable the community by responding to call to 

actions and contributing to conversation and debate. 

K1 

S1 

B1 

Duty 2 

Deliver a high level of written communication when messaging the 

online community via forums and online media channels. 

K3 

S2 

B2 

Duty 3 

Review forums and community sites to identify a threat or 

opportunity for brand or product, assess and act swiftly, using their 

knowledge of the product and the overall communication strategy. 

Analyse and prioritise information and data analytics acquired 

through such reviews to create reports for internal use and escalate 

appropriately within the organisation. 

K2 K4 K6 

S3 S12 

B3 

Duty 4 

Take an active role in their communities, participating and leading 

forum discussions and engaging interest through creating or 

contributing to assets, offering support and answering questions. 

K2 K4 

S4 S5 

B5 

Duty 5 

Use custom or internal forum software and content management 

systems to manage and schedule posts and delivery of assets as per 

a communication strategy plan or schedule. 

K5 

S6 

B2 

Duty 6 

Deliver the communication strategy effectively by adapting the 

tone and voice to suit the particular audience of the different online 

media channels and stay within the platform holder’s policies and 

guidelines. 

K3 K7 K10 K11 

S7 

B2 

 
 
 
 
 
 
 

Duty 7 

React and respond appropriately to a wide range of topics pertinent 

to an organisation’s product or brand and the wider industry 

community. These can form part of an overall communication 

strategy but will routinely be reacting to an unforeseen issue or 

subject raised by the community. 

K2 K4 

S5 S8 S9 

B3 

Duty 8 

Actively moderate forums i.e. overseeing communications between 

members, making decisions regarding appropriate content and 

guiding the direction of conversation. 

K1 K2 K4 

S10 S11 

B3 

Duty 9 

Review the effectiveness of their actions online in order to report and 

inform an organisation’s or their own future behaviour. 

K6 K12 

S12 S15 

B2 

Duty 10 

Manage inappropriate comments positively and escalate or enforce 

conduct standards for inappropriate conduct as necessary. 

K7 K8 K9 K15 K17 

S13 S14 

B5 B6 

 
Duty 11 

Implement communication strategies to support business and 

communication objectives whilst delivering both positive and 

unwelcome information to the community. 

K1 K13 K16 

S8 S14 

B5 B6 

 
Duty 12 

Drive brand loyalty and a positive experience for the community. 

K1 K2 K14 

S1 S2 

B1 
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DIGITAL COMMUNITY 

MANAGER 

 
 
 
 

WHAT KNOWLEDGE IS REQUIRED 

K1:    Company brand, goals and commercial objectives in order 

to communicate effectively and appropriately with the wider 

community. 

K2: Expert level of familiarity with their product and brand in order 

to promptly address concerns and enquiries that are often 

complex and non-routine. 

K3:   Social media platforms and their customer profiles, 

understanding that each platform caters for a different 

demographic of customer and that modifying communication to 

suit each platform can maximise the impact of the message. 

K4:   Key competitors, wider trends and ‘hot topics’ in the relevant 

industry outside of own brand. 

K5:   Internet forum software and content management systems. 

K6: Principles of data analytics and how to report findings. 

K7: Platform holder policies and best practice guidelines. 

K8: Company policy and standards. 

K9:   Conflict management techniques and theories. 

K10: Demographics and how this impacts on online behaviour and 

communication 

K11: Neuro linguistic programming theory and practice 

K12: Understanding of best practice of community management in 

the relevant industry. 

K13: Working safely online and understanding that interactions with 

the online community are on the behalf of the organisation and 

not personal 

K14: Theory and practice of digital marketing, its role in overall 

communication strategy and how best to communicate a brand 

or product value 

K15: Cyber security, how to spot potential threats and protect data 

and systems as per company guidelines and current data 

protection regulations 

K16: Online security procedures as per company guidelines 

K17: Basic understanding of how to identify and deal with any 

malicious or criminal activity as per company and legal 

guidelines 

 
 
 
 
 
 
 
 
 

SKILLS 

S1: Actively moderate community forums, steering and 

encouraging debate and conversation in line with overall 

communication strategy and business objectives. 

S2: Communicate clearly, in writing, adapting the message in order 

to address the particular audience appropriately. 

S3: Work autonomously as online interaction and communication is 

fast moving and response to the community often needs to be 

delivered promptly. 

S4: Create and contribute to creation of assets for publication online 

including written, visual, audio or video to engage community. 

S5: Listen, assess, engage and react appropriately to an online 

situation or requests from the online community. 

S6: Use custom and internal forum software and Content 

Management System to manage and schedule posts and 

content delivery. 

S7: Craft the tone of communications to appeal to the different 

audiences on different digital platforms, in keeping with 

company brand and message. 

S8: Ability to deliver the organisations message and goals to the 

community in a manner appropriate to the community and 

forum 

S9: Analyse, interpret and evaluate the information and ideas that 

are raised by the online community. 

S10: Deliver what the community may regard as unwelcome 

information about a product, such as a game release, in a 

positive manner, protecting brand reputation 

S11: Deliver effective written communication when messaging the 

online community via forums and online media channels. 

S12: Use data analytics created by software packages and 

community tools dashboards to create reports for internal use 

S13: Identify and moderate users who violate the forum or company 

policy, intervening to change behaviour or issuing warnings, 

suspensions and bans as appropriate. 

S14:  Ability to manage conflict positively. 

S15: Analyse and evaluate the information created by data analytics 

to review the effectives of their actions 
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DIGITAL COMMUNITY 

MANAGER 

 
 
 
 

TYPICAL JOB TITLES INCLUDE: 

• Community Manager 

• Consumer Experience Representative 

• Games Community Manager 

 

WHAT BEHAVIOURS ARE REQUIRED 

B1: Proactively stimulate and drive customer interaction with 

their brand. 

B2:   Attention to detail and a high level of accuracy. 

B3: Self-motivated and comfortable working autonomously with 

good self-judgement in a fast paced, challenging environment. 

B4: Interest in current trends, games, and innovations in the 

relevant industry. 

B5:   Reliable with a high degree of professionalism. 

B6:   Maintain a positive and friendly manner. 
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DIGITAL 

MARKETER 
 
 
 
 
 

Total Duration: 15 months* 

Practical Period: 12 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £11,ooo 
 
 
 

 

Using online and social media platforms to design, build and 

implement campaigns and drive customer sales. 

KNOWLEDGE, SKILLS AND BEHAVIOURS 

The core attributes to be developed include: 

• Written communication 

• Research 

• Digital analytics 

• Data 

• Logical and creative thinking skills 

• Analytical and problem solving skills 

• The ability to work independently and to take responsibility The 

ability to work with a range of internal and external people 

• Specialist areas, including search marketing, search engine 

optimisation, email marketing, web analytics, mobile Apps and 

PPC 

• Understanding the principles of coding 

• Understanding and appling basic marketing principles 

Understanding and following digital etiquette 

• Understanding the similarities and differences, including 

positives and negatives, of all the major digital and social media 

platforms 

WHAT ARE THE ENTRY REQUIREMENTS? 

Individual employers will set the selection criteria, but this might 

include GCSEs, A levels, a level 2 apprenticeship or other relevant 

qualifications. relevant experience and/or an aptitude test with a 

focus on functional maths. Employers are likely to be Looking for 

a proven passion for digital and social media. Level 2 English and 

maths will need to be achieved. if not already, prior to taking the end 

point assessment. 

 
 
 
 
 
 
 
 

 
Assessment Method: 

Summative Portfolio Synoptic project 

Employer reference Interview 

Based on a 52 week contract at a minimum of 30 hours a week. 

Our team is on hand for any queries you may have about this 

course: employers@impactgroup.info 

or 01925 386045 

For more information and to see our other courses visit: 

www.impactgroup.info 

PROFESSIONAL RECOGNITION 

This apprenticeship is recognised for entry on to the Register of 

IT Technicians and those completing their apprenticeships are 

eligible to apply for registration. Completion of the apprenticeship 

would also allow access to join as an Affiliate (Professional member 

of the CIM (Chartered Institute of Marketing) and/or Associate 

membership of BCS. 

mailto:employers@impactgroup.info
http://www.impactgroup.info/
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DIGITAL MARKETER 

 
 
 
 
 

TECHNICAL KNOWLEDGE AND 

UNDERSTANDING 

• Written communication 

• Understands the principles of coding 

• Understands and can apply basic marketing principles 

• Understands and can apply the customer lifecycle 

• Understands the role of customer relationship marketing 

• Understands how teams work effectively to deliver digital 

marketing campaigns and can deliver accordingly 

• Understands the main components of Digital and Social Media 

Strategies 

• Understands the principles of all of the following specialist 

areas: search marketing, search engine optimisation, e mail 

marketing, web analytics and metrics, mobile apps and Pay-Per- 

Click and understands how these can work together 

• Understands the similarities and differences, including positives 

and negatives, of all the major digital and social media platforms 

• Understands and responds to the business environment and 

business issues related to digital marketing and customer needs 

• Understands and follows digital etiquette 

• Understands how digital platforms integrate in to the working 

environment 

• Understands and follows the required security levels necessary 

to protect data across digital and social media platforms 

 
UNDERPINNING SKILLS, ATTITUDES AND 

BEHAVIOURS 

• Logical and creative thinking skills 

• Analytical and problem solving skills 

• Ability to work independently and to take responsibility 

• Can use own initiative 

• A thorough and organised approach 

• Ability to work with a range of internal and external people 

• Ability to communicate effectively in a variety of situations 

• Maintain productive, professional and secure working 

environment 

 
 
 
 
 
 
 
 

TECHNICAL COMPETENCIES 

• Written communication: applies a good level of written 

communication skills for a range of audiences and digital 

platforms and with regard to the sensitivity of communication 

• Research: analyses and contributes information on the 

digital environment to inform short and long term digital 

communications strategies and campaigns 

• Technologies: recommends and applies effective, secure and 

appropriate solutions using a wide variety of digital technologies 

and tools over a range of platforms and user interfaces to 

achieve marketing objectives 

• Data: reviews, monitors and analyses online activity and provides 

recommendations and insights to others 

• Customer service: responds efficiently to enquiries using online 

and social media platforms. 

• Problem solving: applies structured techniques to problem 

solving, and analyses problems and resolves issues across a 

variety of digital platforms 

• Analysis: understands and creates basic analytical dashboards 

using appropriate digital tools 

• Implementation: builds and implements digital campaigns 

across a variety of digital media platforms 

• Applies at least two of the following specialist areas: search 

marketing, search engine optimisation, e mail marketing, web 

analytics and metrics, mobile apps and Pay-Per-Click. 

• Uses digital tools effectively 

• Digital analytics: measures and evaluates the success of digital 

marketing activities 

• Interprets and follows: 

• latest developments in digital media technologies and 

trends 

• marketing briefs and plans 

• company defined ‘customer standards’ or industry good 

practice for marketin 

• company, team or client approaches to continuous 

integration 

• Can operate effectively in their own business’s, their customers’ 

and the industry’s environments 
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FACILITIES 

MANAGER 
 
 
 
 
 

Total Duration: 27 months* 

Practical Period: 24 months 

EPA Period: 3 months 

Apprenticeship Level: 4 

Total Cost: £6,ooo 
 
 
 
 
 
 
 

 

OCCUPATION/ PROFILE 

Facilities Managers work in the private, public or third sector and 

all sizes of organisation. Specific job roles at this level may include: 

Facilities Manager; Facilities Management (FM) Operations Manager; 

Estates Manager; FM Contract Manager.  A Facilities Manager is 

responsible for the safe, secure and comfortable day-to-day working 

environment for properties, assets (e.g. equipment) and services that 

must be fully compliant with health and safety and other legislation. 

They are accountable for the management of the delivery of all FM 

services within their local area of responsibility e.g. for one or more 

contracts/services; specific services e.g. cleaning, maintenance or 

fleet services. They will ensure that levels of performance delivered 

exceed customer expectations within budget for the properties, 

assets and services. 

They may be employed in-house by an FM company or this function 

might be outsourced and they may provide FM services in any 

industry sector. 

ENTRY REQUIREMENTS 

Whilst any entry requirements will be a matter for individual 

employers, typically, an apprentice might be expected to have 

already achieved ‘A’ levels or equivalent, an existing relevant L3 

qualification or relevant experience. 

REVIEW 

This Apprenticeship standard will be reviewed after 3 years. 

 
 
 
 
 
 
 
 
 
 

QUALIFICATIONS 

Apprentices without L2 English and Maths will need to achieve this 

level prior to taking the End Point Assessment (EPA). They will have 

achieved the Institute of Workplace and Facilities Management 

(IWFM) accredited L4 Diploma in FM. 

 

PROFESSIONAL RECOGNITION 

Successful completion of the apprenticeship will meet the 

full requirements of the IWFM at Associate grade. During the 

programme, apprentices will receive membership of IWFM at the 

Affiliate grade. 

DURATION 

The Apprenticeship will typically take 18 – 24 months to complete, 

although the exact duration will be dependent on the previous 

experience of the individual. 
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FACILITIES MANAGER 

 
 
 

 
KNOWLEDGE: FACILITIES MANAGERS KNOW 

AND UNDERSTAND 

Property Asset Management 

• Implications of property ownership 

• Establishment & management of registers for property & fixed 

assets 

• Principles of building design; the features of building, 

fabric, structures and components and their implications for 

maintenance 

• Relocation requirements & factors involved 

• Layout. flow management & space planning techniques; 

accessibility & inclusion 

Service Delivery 

• Principles of contract management 

• Problem solving techniques, prevention measures, corrective 

actions 

• Management of sub-contractors {management systems for 

contractors & specialists, e.g. security & access, performance 

management. H&S briefings) 

Compliance 

• Regulatory frameworks, health and safety, client requirements, 

statutory legislation and FM industry best practice; sustainability 

and corporate responsibility 

• The impact of FM on the environment 

• Principles of risk management; business continuity planning 

 
Management systems 

• FM data capture, analysis & management techniques; types, 

capabilities and limitations of FM IT systems e.g. of building 

management services; requirements of ISO 41001 (international 

FM standard) 

Policy implementation and Change Management 

• FM organizational and service requirements, targets & 

objectives 

• Change management techniques (e.g. agile v waterfall; 

developing work processes, procedures. systems, structures & 

roles) 

• Principles of project management (tools & methods for 

planning, monitoring & managing an FM project; process-based 

methodologies; project stages) 

 
 
 
 
 
 
 
 
 
 
 

Quality and Stakeholder Management 

• Quality management in FM 

• Client objectives. requirements & value; Service Level 

Agreements {SLAs) 

• Survey & benchmarking techniques 

• Uses of customer feedback; principles of continuous 

improvement; influencing techniques 

People Management 

• Ways of recording and tracking human resources capabilities 

• The impact of change on people HR-related legislation affecting 

FM 

• Capability building, HR tools and techniques 

 
Financial and Procurement Management 

• Financial/budget/resource management & reporting systems 

and processes & techniques 

• Accountability within delegated financial authority’s 

Organisational procurement policies and processes & client 

objectives and requirements 

SKILLS: FACILITIES MANAGERS ARE ABLE TO 

Property Asset Management 

• Manage property and fixed assets and implement building 

maintenance plans (monitor and control premises; optimize the 

use of space; evaluate the effectiveness of the implementation 

of a property management plan) 

Service Delivery 

• Ensure the delivery of FM service provision to required 

standards and identify opportunities for improvement (identify 

requirements; identify opportunities for improvements; identify 

and rectify FM service delivery problems) 

Compliance 

• Meet FM compliance. risk and business continuity requirements 

(analyse the extent to which compliance. Corporate Social 

Responsibility (CSR) & sustainability requirements are met; carry 

out risk assessments; develop a Business Continuity 

• Plan (BCP) 

 
Management Systems 

• Use FM management systems to monitor. report and act on the 

performance and efficiency of properties, assets and services 

against FM Key Performance Indicators (KPls) (collate data; 

analyse statistics; maintain data security) 



25  

 
 

FACILITIES MANAGER 

 
 
 

 
Policy Implementation and Change Management 

• Develop and implement delivery plans for the management of 

FM properties. assets and services and manage change (carry 

out activities ethically and sustainably; identify operational 

impact of change; develop plans to mitigate negative impacts; 

manage expectations) 

Quality and Stakeholder Management 

• Establish and manage day-to-day relationships with clients 

and other stakeholders to agreed quality standards (develop 

and implement FM quality management operational plans; use 

appropriate stakeholder management methods; recommend 

improvements to the quality of FM service provision) 

People management 

• Motivate. manage and develop FM teams to deliver operational 

objectives (deploy assets; assess and plan for individuals’ 

development 

• Needs; comply with Human Resources (HR) requirements) 

 
Financial and Procurement Management 

• Manage FM finances and procure FM goods and services, 

ensuring they are delivered within agreed budgets and make 

recommendations for innovation (analyse financial information; 

develop operational plan and budget; manage budget 

variances; analyse the effectiveness of procurement practices) 

 
 
 
 
 
 

 
WHAT BEHAVIOURS ARE REQUIRED FOR 

OCCUPATIONAL COMPETENCE 

Customer Focus 

• Exceed customer expectations and add value 

 
Collaboration 

• Work in partnership with others for the common good 

 
Influencing 

• Anticipating and responding to others’ needs and influencing 

them to enhance performance 

Innovation & Quality 

• Aim for a higher level of excellence 

 
Ethics & Integrity 

• Work for the greater good and not sacrifice high standards for 

immediate gain or personal benefit 

Leading people 

• Foster the growth of themselves and others, inspiring them to 

exceed their personal and professional goal 

Systematic Approach 

• Approach work in an orderly way 

 
Review: 

• This Apprenticeship standard will be reviewed after 3 years. 
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HOUSING AND 

PROPERTY MANAGEMENT 

ASSISTANT 
 
 
 

Total Duration: 15 months* 

Practical Period: 12 months 

EPA Period: 3 months 

Apprenticeship Level: 2 

Total Cost: £3,ooo 
 

 

TYPICAL JOB TITLES: 

• Resident Involvement Assistant 

• Housing Assistant 

• Neighbourhood Assistant 

• Customer Services Assistant 

• Housing Administrator 

• Lettings Assistant 

• Assistant Property Manager (without portfolio) 

• Lettings Negotiator 

• Revenues Assistant 

• Repairs Assistant 

 

OCCUPATIONAL 

The housing/property management assistant occupation is an entry 

level role. It is customer facing and primarily responsible for the 

administrative work needed to support the creation and sustainment 

of successful tenancies and leaseholds in both social and private 

housing sectors. This work must comply with contractual, statutory 

and legal regulations. 

The role involves working under supervision within the wider 

organisation / team, communities and external partners. The work 

is varied and includes undertaking housing duties relevant to the 

team and organisation. Examples include preparing paperwork for 

service charges. supporting consultations and undertaking customer 

surveys, undertaking neighbourhood and property surveys using 

checklists, data administration, conducting supervised viewings and 

rental negotiations, handling telephone calls, filing and scanning, 

arranging meetings and events and researching new initiatives under 

the instruction of a supervisor. 

 
 
 
 
 
 
 
 
 
 

Housing / property management assistants work closely with 

colleagues to explore solutions to problems and improvements to 

ways of working. They take responsibility for the quality, accuracy 

and planning of their own work. 

The apprenticeship prepares an individual for a range of general 

housing / property management duties leading to entry level 

professional / management roles. 

PROFESSIONAL BODY ALIGNMENT AND 

PROGRESSION 

On completion of the apprenticeship, apprentices will be able to join 

the following; 

• Chartered Institute of Housing (CIH) at Member level. 

• Association of Residential Letting Agents (ARLA) at Associate 

Grade or Member Grade (depending on length of service within 

the sector and within the organisation). 

• Institute of Residential Property Management (1RPM) at 

Foundation Level or Associate Level (depending on length of 

service within the sector and within the organisation). 

REVIEW 

The standard will be reviewed after 3 years. 
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HOUSING AND PROPERTY 

MANAGEMENT ASSISTANT 

 

WHAT KNOWLEDGE IS REQUIRED: 

Legislation and Regulation 

Know the principles and practices of relevant landlord and tenant 

law, applicable Codes of Practice and relevant legal frameworks or 

know where/who to ask if they are unsure. 

Organisation Background Information 

Have knowledge of the organisation’s business plan, organisation 

values, the range of services available to customers/clients, team 

targets / key performance indicators and understand how their role 

fits into the organisation. 

Assets 

Know the social and physical context of estates/neighbourhoods and 

how to report defects, common problems, health and safety issues 

and repairs to dwellings. 

Customers 

Know the diversity and needs of the communities in which the 

business serves. 

Context 

Know the current and historical context of the housing market. 

including social and affordable housing, private rented and owner 

occupation. 

Range of Services 

Know the range of housing services. For example repairs and 

maintenance, allocations, lettings, tenancy sustainment. financial and 

social inclusion, energy efficiency and waste management. anti social 

behaviour, care and housing support services, rents and fees, service 

charges and portfolio accounts, and community involvement. 

Quality Standards 

Know the quality standards of the business. Examples include 

standards of the neighbourhood / property / building and customer 

service. 

Organisation Policies 

Know the principles, policies and practices of the organisation in 

terms of customer care, complaints handling, employee code of 

conduct, team working, risk assessments personal safety, data 

protection, health and safety, equality and diversity, safeguarding and 

business communications. 

 
 
 
 
 

WHAT IS REQUIRED: 

Customer Service 

Be able to apply a range of customer service skills in order to provide 

a professional, accurate, timely, ethical and non-judgemental front 

line service which meets the needs of a diverse range of customers 

and stakeholders. 

Respond to Vulnerability 

Uses appropriate levels of skill andjudgment to understand the 

needs of vulnerable individuals and groups (including those with 

complex needs) and respond accordingly. 

Communication 

Demonstrate effective and appropriate communication skills to 

enable timely identification and resolution of issues. Be able to 

signpost customers who need additional support to other colleagues 

and/or partner agencies. 

Administration 

Be able to apply a range of administrative skills in order to support a 

range of housing and property related services. 

Information Collection/Sharing 

Understand and be able to use a variety of methods to collect and 

present information such as resident. neighbourhood and property 

data in an effective manner. Information and data must be collected, 

recorded and presented accurately. 

Teamwork 

Work with internal colleagues and external partners to achieve 

individual, team and business targets. Work with colleagues to 

identify solutions to problems, appreciate the importance of team 

working and where they fit within the team. 

Time Management 

Organise and plan work in a flexible manner to ensure tasks are 

prioritised and completed within agreed timescales. 

Tools and Equipment 

Effective use of IT equipment and software, including housing and 

property management software. The appropriate use of housing and 

property related work equipment. 

Decision Making 

Effective use of IT equipment and software, including housing and 

property management software. The appropriate use of housing and 

property related work equipment. 
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HOUSING AND PROPERTY 

MANAGEMENT ASSISTANT 

 
 

 
Responsive 

Takes timely and responsive action to instructions given, building 

towards working independently. 

Trust and Integrity 

Develops trust by working in a confidential, ethical and empathetic 

manner with a common sense and professional attitude. 

Adaptability 

Willingness to accept changing priorities and work patterns. 

 
Dependability 

Meets personal commitments and expectations of others. 

 
Personal Commitment 

Takes responsibility for their own personal development. safety and 

training. Act as an ambassador for the organisation. 

Customer Care 

Demonstrates a responsive approach to customer and client needs 

and has an awareness of the organisation’s impact on customers and 

their lives. 

Teamwork 

Be an effective team player, accepts responsibility for their work. 
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HOUSING AND 

PROPERTY  MANAGEMENT 
 
 
 
 
 

Total Duration: 21 months* 

Practical Period: 18 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £7,ooo 
 

 

TYPICAL JOB TITLES: 

• Generic or specialist Housing Officer or Neighbourhood Officer 

(for example Anti-social behaviour. resident involvement. 

Tenancy sustainment. Homelessness. Repairs, Sheltered 

Housing) 

• Neighbourhood Co-ordinator / Advisor 

• Lettings Officer / Allocations Officer / Tenancy Officer / Income 

Management Officer 

• Leasehold Management Officer. Private Sector Housing Officer, 

Strategic Housing Officer. Property Manager 

• Negotiator /Senior Negotiator 

 

OCCUPATIONAL PROFILE 

The housing/property management occupation is customer 

facing and primarily responsible for the creation and sustainment 

of successful tenancies in the private and social rented housing 

sectors. This work must comply with contractual, statutory and legal 

regulations and approved Codes of Practice. 

The work is varied and often includes addressing complex 

people related matters (for example supporting people to live 

independently) as well as property related responsibilities. The role 

incorporates a degree of lone working with minimum supervision 

whilst predominantly working within the wider organisation / team. 

communities and external partners. 

Housing and property management professionals are proactive in 

finding solutions to problems and identifying areas for improvement. 

They take individual responsibility for the quality and accuracy of 

their work and its administration. 

At Level 3 some housing/property professionals may also have 

supervisory responsibility for other people. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
The apprenticeship prepares an individual for a range of general 

housing/property management duties leading to operational or 

specialist roles. 

ENTRY REQUIREMENTS 

Employers will identify any relevant entry requirements through 

selection 

Apprentices without Level 2 English and maths will need to achieve 

this level prior to completion of their Apprenticeship. 

PROFESSIONAL BODY ALIGNMENT AND 

PROGRESSION 

On completion of the apprenticeship, apprentices will be able to join 

the following; 

• Chartered Institute of Housing (CIH) at Member level 

• Association of Residential Letting Agents (ARLA) at Associate 

Level. 

Institute of Residential Property Management (1RPM) at Associate 

Level. Apprentices will be able to progress to managerial/ 

professional roles within the housing sector. 
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HOUSING AND PROPERTY MANAGEMENT 
 
 
 
 
 
 

WHAT KNOWLEDGE IS REQUIRED: 

Legislation and Regulation 

•  Understand the principles, practices and legislation relating 

current landlord and tenant law for the letting, maintenance and 

to termination of a variety of tenancy types, including but not 

limited to: shorthold, assured, secure, long leasehold and shared 

ownership. 

• Understand the principles, practices and legislation as it applies 

to governance, court proceedings, contracts, data protection, 

safeguarding and other relevant areas 

• Understand legislation and regulations as they apply to housing 

standards 

Organisation Background Information 

• Understand the principles, priorities and values of the 

organisation they work for, including an awareness of the 

business plan, the range of services available to clients and 

customers,, the roles and responsibilities of others and team 

targets and or Key Performance Indicators. 

Assets 

• Understand the social and physical context of estates / 

neighbourhoods and how to resolve defects, common 

problems, health and safety issues and repairs to dwellings. 

Customers 

• Understand the diversity of the communities which the business 

serves. 

Context 

• Understand the current and historical context of social/rented/ 

affordable/private housing and the broader housing market. 

Range of Services 

• Have an appreciation of the range of applicable housing 

services for example repairs and maintenance, allocations, 

lettings, tenancy sustainment, financial and social inclusion, anti- 

social behaviour, care and supported housing, rents, service 

charges and portfolio accounts and community involvement. 

Organisational Policies 

• Understand the principles, policies and practices of the 

organisation they work for in terms of customer and client care, 

employee code of conduct, team working, risk, personal safety, 

health and safety, equality and diversity, safeguarding and 

business communications. 

WHAT SKILLS ARE REQUIRED: 

Customer Service 

• Apply a range of customer service skills in order to provide a 

professional, accurate, timely, ethical and non-judgemental 

front line service which meets the needs of a diverse range of 

customers and stakeholders 

Communication 

• Demonstrate appropriate communication skills to enable timely 

identification and/or resolution of issues for customers and 

appropriate signposting to other colleagues and/or partner 

agencies. 

Collaborative Working 

• Work collaboratively with colleagues and partners to achieve 

individual, team and business targets. 

Respond to Vulnerability 

• Use skill and judgment to understand the needs of vulnerable 

individuals and groups(including those with complex needs) and 

respond appropriately 

Information Collection and Sharing 

• Use a variety of methods to identify, collect and communicate 

technical and other information in a confident and effective 

manner. 

Influencing and Negotiating Skills 

• Influence and negotiate with customers, partners and suppliers. 

 
Self-Management 

• Organise and plan their own work to ensure tasks are completed 

and deadlines met. 

Problem Solving 

• Use a problem solving and flexible approach in their day to day 

duties. 

Tools and Equipment 

• Effective use of IT equipment and software, through 

administration and the appropriate use of work equipment 

Decision Making 

• Effective decision making in order to apply the businesses 

objectives and priorities. 
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HOUSING AND PROPERTY MANAGEMENT 

 
 
 

Responsive 

• Takes timely and responsive action to address issues. 

Trust and Integrity 

• Develop trust by working in a confidential, ethical and 

• empathetic manner with a common sense and professional 

attitude. 

Adaptability 

• Willingness to accept changing priorities and work patterns. 

Independence 

• Work independently and effectively without close supervision. 

Dependability 

• Meets personal commitments and expectations of others. 

Personal Commitment 

• Takes responsibility for their own personal and professional 

development. 

Resilience 

• Has a high level of resilience, tenacity and calmness 

Role Model 

• Acts as an ambassador I role model for their employer with 

customers, clients and partners. 

Customer Care 

• Demonstrates a responsive approach to customer needs and 

understands their personal impact on customers and their lives. 

Teamwork 

• Values team work and is an effective team player, accepts 

responsibility for the work of themselves and others. 



32  

 
 

SENIOR HOUSING AND 

PROPERTY  MANAGEMENT 
 
 
 
 
 

Total Duration: 21 months* 

Practical Period: 18 months 

EPA Period: 3 months 

Apprenticeship Level: 4 

Total Cost: £9,ooo 
 

 

TYPICAL JOB TITLES: 

• Neighbourhood Housing Manager 

• Neighbourhood Investment 

Manager 

• Property Manager 

• Voids and Lettings Manager 

• Assets Manager 

• Incomes Manager 

• Resident Involvement Manager 

• Supported Housing Manager 

• Leasehold Manager 

OCCUPATIONAL PROFILE 

The Senior Housing and Property Management occupation in both 

social and private housing sectors is responsible for the management 

and delivery of housing and property related services within their 

business/service area(s. 

The role involves the management of resources with delegated 

authority to deliver the business objectives. The work must comply 

with contractual statutory and legal regulations. 

The Senior Housing /Property Manager manages a specific function 

and associated team(s whilst working with the wider organisation, 

team, communities and external partners. 

Senior Housing and Property Management professionals are 

proactive in finding solutions to problems and identifying areas for 

improvement. 

They take individual responsibility for the overall quality and cost 

effectiveness of their business and service area(s and the needs of 

stakeholders. 

 
 
 
 
 
 
 
 

ENTRY REQUIREMENTS 

Employers will identify any relevant entry requirements through 

selection. 

Apprentices without Level 2 English and Maths will need to achieve 

this level prior to completion of their Apprenticeship. 

PROFESSIONAL BODY ALIGNMENT AND 

PROGRESSION 

On completion of the apprenticeship, apprentices will be able to join 

the following; 

• Chartered Institute of Housing (CIH) at Member level They will 

also qualify for the Professional Diploma route to Chartered 

Membership. 

• Association of Residential Letting Agents (ARLA) at Member 

Grade or Fellow Member Grade(depending on length of service 

within the sector and position within the organisation). 

• Institute of Residential Property Management at Member 

• Level (1RPM). 

• Apprentices will be able to progress to senior managerial/ 

professional roles within the Housing/Property sector. 
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SENIOR HOUSING AND 

PROPERTY MANAGEMENT 

 

 
WHAT KNOWLEDGE IS REQUIRED: 

Legislation and Regulation 

• Understand and interpret the principles. practices and 

legislation relating to current landlord and tenant law, relevant 

Codes of Practice and legal framework. For example, for the 

letting, management and termination of a variety of tenancy 

types. These include, but are not limited to, shorthold, freehold, 

assured, secure, long leasehold, and shared ownership. 

• Understand and interpret the principles, practices and 

legislation as it applies to governance, court proceedings, 

contracts, data protection, safeguarding and other relevant 

areas, 

• Understand and interpret legislation and regulation as they 

apply to housing standards. 

Organisation Background Information and Business 

Planning 

• Understand and interpret the business planning process. 

financial and risk management, organisation values and 

structure and the range of services available to customers. 

Understand organisational performance management systems 

and how the roles and responsibilities contribute to the 

achievement of the overall business objectives. 

Assets 

• Understand the strategic value of the social and physical context 

of the estates and neighbourhoods. 

Customers and Stakeholders 

• Understand the diversity of customers, clients and stakeholders. 

• Ensure the delivery of services to meet their requirements. 

 
Context 

• Have a developed understanding of the historical context and 

current trends in the housing/property markets (i.e. social 

rented. affordable, private sector housing) and the strategic 

housing market. 

Range of Services 

• Understand and provide advice and guidance on housing 

services. for example repairs and maintenance, allocations. 

lettings, tenancy sustainment, financial and social inclusion, 

anti-social behaviour, care and housing support services, 

rents. service charges and portfolio accounts. and community 

involvement. 

 
 
 
 
 

 
PROFESSIONAL SKILLLS REQUIRED: 

Customer Service 

• Provide leadership in relation to the delivery of excellent 

customer service in order to provide a professional, accurate, 

timely, ethical and non-judgemental front line service which 

meets the needs of a diverse range of customers and 

stakeholders. 

Communication 

• Demonstrate effective and appropriate communication skills, 

both verbal and written, in order to manage staff, resolve 

conflict and communicate effectively with clients, customers, 

stakeholders and/or partner agencies. 

Collaborative Working 

• Lead and work collaboratively with colleagues across the 

business and in partnership with external organisations to 

achieve individual, team and business targets. 

Respond to Vulnerability 

• Ensure services meet the needs of vulnerable individuals and 

groups (including those with complex needs). 

Information Collection and Sharing 

• Undertake data analysis, interrogate, interpret and disseminate 

information using a variety of methods and applications. 

Influencing and Negotiating Skills 

• Influence and negotiate with partners and suppliers. . 

 
Financial Management 

• Manage budgets and report on financial performance. Ensure 

value for money. 

Performance and Project Management 

• Demonstrate effective performance management. Take the lead 

on projects through effective project management. 

People Management 

• Lead, motivate. manage and develop individuals/teams to 

ensure excellent services are delivered. Coach, mentor and 

ensure the well-being of staff. 

Decision Making and Prioritising 

• Apply operational and strategic thinking to inform effective 

decision making to meet individual, team and overall businesses 

objectives and priorities. Use a flexible and innovative approach 

to problem solving. Undertake forward planning. 

Tools and Equipment 

• Effective use of IT equipment and software. 
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SENIOR HOUSING AND 

PROPERTY MANAGEMENT 

 
 

PROPERTY MANAGEMENT BEHAVIOURS 

Responsive 

• Take timely, flexible and responsive action to address complex 

issues. 

Trust and Dependability 

• Gain and maintain trust and respect to meet expectations by 

working in a confidential, ethical and empathetic manner with a 

professional attitude. 

Adaptability 

• Embrace changing priorities and work patterns when 

requirements alter. 

Self-motivation 

• Work independently and effectively without close supervision. 

Resilience 

• Has a high level of resilience, tenacity and calmness. 

Leadership 

• Be an ambassador / role model. 

Customer Care 

• Be responsive and empathetic to client and customer needs. 

Teamwork 

• Be an effective team leader and player. 

Personal Development 

• Be responsible for their continual development. Be a reflective 

practitioner. 
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JUNIOR CONTENT 

PRODUCER 
 
 
 
 
 

Total Duration: 15 months* 

Practical Period: 12 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £12,ooo 
 

 
OCCUPATIONAL PROFILE 

A Junior Content Producer (also referred to as a Creative Content 

Assistant) is responsible for developing and creating content that 

can be used across a variety of media including digital. social media, 

broadcast or in print. 

Working to the customer/client brief, they research, prepare and 

develop the media messaging to maximise audience engagement. 

capturing the strategy and objectives of the brand and needs of the 

customer they are representing. 

The content they create can be used as part of media, advertising 

and marketing campaigns. 

They have to capture what is exciting about a campaign and design 

the elements that can be used across media platforms and channels. 

Junior Content Producers collaborate with designers and developers. 

using authoring languages to create content for the World Wide 

Web. which may include video, images, text (or “copy”} and web 

pages and social media content, so an enthusiasm for technology 

and creating great online experiences is a must. 

They can work in advertising. marketing or digital agencies. or in 

interactive roles for broadcasters. 

Junior Content Producers may progress into Content Creation/ 

Development roles at more senior levels across the industry, 

including with digital agencies. broadcasters and publishers. 

QUALIFICATIONS 

Individual employers will set their own entry requirements. but this 

will typically include English and Maths at GCSE Grade C or above. 

Apprentices without English or Maths Level 2 must achieve this prior 

to taking the end point assessment. 

 
 
 

 
BEHAVIOURS 

Junior Content Producers will be expected to demonstrate: 

A passion for creating content for creative and digital media. 

• An ability to work effectively both individually and collaboratively 

as part of a team, 

• The ability to build and maintain positive relationships with 

customers. 

• A strong work ethic and commitment in order to meet the 

standards required. 

• Recognition and compliance with equality and diversity in the 

workplace. 



36  

 
 

JUNIOR CONTENT PRODUCER 

 
 
 

WORK ASPECTS: CONTENT PLANNING 

Skills - A Junior Content Producer is able to: 

• Interpret the objectives of the client’s/ customer’s brief 

• Research ideas and concepts to meet the brief. 

• Analyse the differences between media campaigns aimed at 

retention, acquisition and conversion of customers for clients. 

• Identify & recommend the appropriate platform/s or channel/s 

to use for the media campaign. 

• Present ideas, pitches and proposals for creative content to be 

further developed. 

• Ensure that the content being developed is organised, 

structured and labelled effectively and in a logical manner that 

allows for efficient search and retrieval. 

CONTENT DEVELOPMENT 

Skills - A Junior Content Producer is able to: 

• Storyboard and outline script their ideas for content to be 

developed 

• Storyboard and outline script their ideas for content to be 

developed 

• Obtain media assets for use within content creation 

• ·Ensure content is accessible to all end users and language best 

practice is applied 

• Develop and maintain effective working relationships with 

clients, colleagues and suppliers 

• Understand the user experience to ensure content is focused on 

maximising engagement 

Knowledge and understanding: A Junior Content Producer knows 

and understands: 

• How to identify the commercial drivers for a client/customer. 

• he importance of brand, brand awareness and the intended 

audience within a brief 

• How print and digital audiences differ and the different 

communication styles that could be used 

• How creative content can be used across channels and 

platforms 

• How to work within a budget allocation for a brief. 

• Where content creation fits within a marketing strategy 

• The applicability of emerging technologies, standards and 

trends to a campaign. 

• How to select/create a metadata schema to classify content for 

storage 

 
 
 
 
 
 
 
 
 
 

• The different styles of writing that can be used according to the 

type of campaign 

• How to establish the appropriate tone of voice for the campaign 

• How to write text for a non-linear medium 

• Understand the end to end production workflow process and 

the key stages, and own role within this 

• The regulatory and legal requirements when using media assets 

such as copyright, intellectual property rights, web accessibility 

etc 

• Understand the principles of negotiation and how to apply these 

when acquiring channel and platform space or time. 

WORK ASPECTS: CONTENT CREATION AND 

EVALUATION 

Skills - A Junior Content Producer is able to: 

• Write and edit copy for use in print and online 

• Capture images and audio using basic video, still cameras and 

audio equipment 

• Use industry standard packages to edit and post produce 

content 

• Prepare media assets for use 

• Manage media assets correctly, within agreed taxonomies and 

file types 

• Optimise webpage content to ensure high rankings in search 

engine result 

• Use industry standard tools and content management systems 

to manage content 

• Assist in hosting message boards and engaging with audiences 

through social media 

• Respond to audience feedback in a timely and appropriate 

manner 

• Use lessons learned to evaluate the success of the campaign 

and identify areas for improvement for future campaigns 

INDUSTRY AWARENESS 

Skills - A Junior Content Producer is able to: 

• Develop, maintain and use professional networks 

• Develop and maintain own competence and knowledge in 

specialist areas 

• Follow health and safety procedures in the workplace 
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JUNIOR CONTENT PRODUCER 

 
 
 

KNOWLEDGE AND UNDERSTANDING 

Skills - A Junior Content Producer is able to: 

• A comprehensive grasp of grammar, punctuation and spelling 

• How to write copy that persuades a person or group or raises 

brand awareness 

• How to capture video, pictures, graphics and sound from various 

formats, in preparation for non-linear editing 

• How the editing approach affects the production of the content 

• How to identify and manipulate media assets from various 

sources 

• How to securely store and access media assets 

• How to archive, conserve and preserve images 

• How to use search-engine optimisation techniques 

• How to publish web pages using mark-up and style sheets 

• How to segment and understand audiences 

• How to gather data to evaluate the success of the campaign 

against the client/customer objectives 

 
KNOWLEDGE AND UNDERSTANDING 

A Junior Content Producer knows and understands: 

• The culture of creative media organisations 

• Commercial pressures, project deadlines and organisation 

working practices 

• How to manage and market their own skills and services 
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JUNIOR ENERGY 

MANAGER 
 
 
 
 
 

Total Duration: 21 months* 

Practical Period: 18 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £9,ooo 

 

OCCUPATIONAL PROFILE 

The UK will be one of the most competitive market places for energy 

managers’ skills in the next 5-7 years. as British businesses start to 

see the rise in the cost of energy as priority. Many companies in the 

UK either have no energy a managers in place or have outsourced 

energy management skillsets, and therefore have reduced ability 

to manage their own energy consumption. In-house skills in energy 

management will lead to long term savings for companies. There is a 

major shortage of trained energy managers and this apprenticeship 

will help to address the need for basic in-house energy management 

skills which can benefit organisation across all industries, including 

hospitality, leisure. retail banking. manufacturing, construction and 

property. 

Junior Energy Managers often work in fields such as facilities 

management property or sustainability. Such broad fields offer 

specialised. skillsets in a wide range of vocations. 

Junior Energy Managers perform an essential role supp0rting their 

company or organisation to meet in energy and cost reduction 

objectives and targets within the context of wider sustainability 

commitments such as carbon and water management and corporate 

social responsibility. They need to be technically aware, numerate. 

have good communication skills and be keen to broaden and 

continually improve their existing knowledge of energy management 

core topics. 

Junior Energy Managers would be expected to focus on energy 

assessment and measurement of energy consumption, their 

organisation’s technical and operational energy management issues, 

energy management strategy, regulatory and legal compliance. 

reporting and communicating on the status of their organisation’s 

energy performance and progress of improvements. 

Energy management is itself a specialist profession and increasingly, 

 
 
 
 
 
 
 
 
 
 
 

 
at a senior level. energy managers undertake key strategic role in the 

influencing of senior management a and setting the energy policy for 

organisation. 

ENTRY REQUIREMENTS 

Employers will set the entry requirements for their apprenticeships 

but apprenticeship candidates will normally have a minimum of 

5 GCSEs at grades A” to C (including mathematics. English), or 

equivalent qualifications such as: IGCSEs, Scottish Standard Grade, 

14-19 Diploma, 

BTEC/NVQs, Apprentices without English or Maths GCSE at grade 

A” to C or equivalent must achieve this prior to the completion of the 

Apprenticeship. 

PROFESSIONAL REGISTRATION 

On successful completion of this Apprenticeship, the successful 

Apprentice will be eligible for relevant membership of energy 

management related bodies: 

• Energy Managers Association (EMA) Recognised Energy 

Manager 

• Technician Member status of the Energy Institute ITMEI) 

 
The Following section describes the essential knowledge, skills and 

behaviours that employers would expect a competent Junior Energy 

Manager to demonstrate. 
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JUNIOR ENERGY MANAGER 

 
 
 

SKILLS 

• Complete template reports and ensure records are maintained 

for audit and reporting purposes 

• Relate the workings of plant. processes and equipment to 

energy consumption 

• Identify and explain variables that vary the energy consumption 

of a building and process (Building operation: summer/winter; 

day/night. etc. 

• Identify and explain suitable and measurable energy 

performance indicators (energy use, consumption, efficiency) 

• Implement and/or maintain metering and measurement plans 

and undertake basic analysis of the outputs 

• Carry out basic checks on bills and other recorded data to verify 

accuracy and repeatability 

• Contribute to all aspects of the energy and water use audits: 

conduct energy and water assessments and/or audits, and 

identify products’, systems’ and processes’ solutions that reduce 

energy and water consumption 

• Contribute to the organisation’s procurement 

• process/products/services 

• Assist with the gathering of energy performance data and 

administration and implementation of energy awareness and 

motivation programmes and their associated communication 

strategies for reduced energy use 

• Identify, organise and use resources effectively to complete 

tasks as instructed, with consideration for efficiency, cost. quality, 

safety, security and environmental impact 

• Carry out basic financial calculations relating to energy costs 

and savings 

• Work effectively and safely when undertaking tasks to approved 

standards and safe working practices as part of a team, working 

alone or with appropriate supervision 

• Use a variety of appropriate communication methods to interact 

with others to give/receive information accurately, to in a timely, 

positive and professional manner 

• Demonstrate analytical and problem solving skills 

• Communicate effectively using evidence-based reporting, 

communication and presentation skills 

 
 
 
 
 
 
 

TECHNICAL KNOWLEDGE 

• Relevant level of theory and practices at Junior Energy Manager 

level that underpins how energy flows in an out of buildings, 

equipment and processes and how key energy systems operate 

• Relevant level of theory and practices that underpin the energy 

efficient use of equipment. processes and IT systems 

• Energy performance, water measurement and verification of 

measured data 

• Understand the economics of energy consumption, supply 

and demand of energy, sustainability issues and role of the 

organisation in tackling them 

• Understand the principles of energy loss assessment 

• Understand the principles of industry regulations, and 

environmental and regulatory requirements, and EU directives 

relevant to energy and climate change within the context of the 

Junior Energy Manager’s workplace 

• Test and maintain procedures of equipment and processes 

used to determine energy performance and how inefficiencies 

arise and how to improve energy performance 

• Know how to read meters and sub-meters, collect, record and 

analyse metered data and interpret manufacturer’s installation 

and maintenance requirements 

• Understand how to estimate energy used from solid or liquid 

fuels that are not metered 

• Know how to understand a bill, set an energy baseline 

and identify variables that affect energy consumption in 

organisations, and how to query and challenge bills with 

suppliers 

• Understand energy tariffs 

• Know relevant initiatives/policies associated with transport, 

travel planning and logistics operational system within the 

context of the Junior Energy Manager’s workplace 

• Understand the impact of transport and logistics on climate 

change if relevant to the Junior Energy Manager’s workplace 

• Understand the importance of water manage 

• Understand and continually improve an energy management 

contribution to strategic planning based on energy, carbon 

and water and key performance indicators for measuring and 

verifying success 
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JUNIOR ENERGY MANAGER 

 
 
 

BEHAVIOURS 

• Target and goal oriented 

• Forward thinking and proactive 

• Display a self-disciplined, self-motivated approach whilst 

recognising personal limitations and seeking advice from fact 

holders and specialists when required 

• Deliver a supportive professional service to external and internal 

customers 

• Environmentally and economically focused 

• Focus on undertaking and completing work in a way that 

contributes to sustainable development 

• Comply responsibly with current and relevant industry standards 

and regulations 

• Be quality and efficiency focussed, and professional in work and 

in personal standards 

• Be aware of the needs and concerns of others. especially where 

related to diversity and equality 

• Carry out and record Continuing Professional Development and 

professional training, necessary for maintaining and enhancing 

competence 

• Exercise responsibilities in an ethical manner 

• Be able to adjust and respond effectively to unexpected change, 

and deal with contingency risks 
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LEARNING AND 

DEVELOPMENT 

PRACTITIONER 
 
 
 

Total Duration: 18 months* 

Practical Period: 15 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £6,ooo 
 

 

OCCUPATIONAL PROFILE / ROLE PROFILE: 

L&D Practitioners are typically involved with identifying learning/ 

training needs, designing / sourcing training and learning solutions, 

delivering and evaluating training, and working with stakeholder / 

business area managers. The role focus is often on the practical 

delivery of training. The L&D Practitioner will typically have expertise 

and competence in their specific field whether it be technical 

vocational or behavioural (e.g. use of software, food preparation, 

working in teams). They link the learning within their area of 

responsibility to business objectives and performance, understanding 

the learning cycle and working by it. The role can be more specialist. 

with a focus on and requiring in-depth expertise in a specific area of 

L&D such as learning design, e-learning or digital/ blended learning. 

Whichever of these is an area of focus; the L&D Practitioner is future 

focused, understands the business context/ culture and has a good 

grounding across the whole training and learning cycles. 

The L&D Practitioner role typically exists in a wide range of 

organisations including private, public and third sector. The L&D 

Practitioner role supports the learning and development (L&D) 

function to contribute to, and inftuence, improved performance in 

the workplace at an individual. team and organisation level. Typically, 

the role would work alongside colleagues who specialise in Human 

Resources (i.e. employee relations. reward, recruitment) often 

supported by an L&D Administrator (more junior role) and report to an 

L&D Business Partner/ Consultant/ Manager. L&D Practitioners often 

work with Subject Matter Experts in different parts of the business. 

ENTRY REQUIREMENTS 

Whilst any entry requirements will be a matter for individual 

employers. typically an apprentice will have an area of technical. 

vocational or behavioural expertise in which the organisation needs 

others to acquire through training. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

QUALIFICATIONS: 

Apprentices without Level 2 English and Maths will need to 

achieve this prior to taking the end point assessment. For those 

with an education, health and care plan or a legacy statement the 

apprenticeship’s English and maths minimum requirement is Entry 

Level 3. British Sign Language qualifications are an alternative 

to English qualifications for those for whom this is their primary 

language. 

LINK TO PROFESSIONAL REGISTRATION 

AND PROGRESSION 

The successful apprentice may be eligible to apply for Associate 

membership of the Chartered Institute of Personnel and 

Development (CIPDl or any other professional body that recognises 

this apprenticeship within its membership criteria (membership is 

subject to the professional bodies own membership requirements). 
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LEARNING AND DEVELOPMENT 

PRACTITIONER 

 
 
 

 
KNOWLEDGE THE L&D PRACTITIONER WILL 

HAVE AN UNDERSTANDING OF: 

Technical Expertise 

• Foundation level theories and models that underpin effective 

adult learning and group behaviour. For example, training/ 

learning cycle, group dynamics, continuing professional 

development. evaluation. 

• How different learning delivery channels - face-to-face, blended 

or digital - contribute to effective learning. 

• How to measure the impact of a learning intervention on 

delegates, e.g. L1/L2 Kirkpatrick, improvement in skills. 

• The Latest learning practice. 

• How diversity and inclusion influences the planning and delivery 

of L&D interventions. 

Business and Commercial Understanding 

• What their organisation does, its structure, values and its 

external market and sector. 

• The commercial context and drivers and process behind 

learning needs and solutions. 

L&D Function 

• The various L&D roles that may be required for effective learning 

and development in an organisation. 

• Their roles and responsibilities within the L&D structure. 

• The policies and processes required for effective organisation 

learning. 

Management Information and Technology 

• The role of data to analyse learning needs and ensure effective 

delivery. 

• How internal information systems can support learning. 

• How technology supports learning, including understanding of 

digital platforms / delivery channels as relevant. 

WHAT BEHAVIOURS THE L&D PRACTITIONER 

WILL BE ABLE TO DEMONSTRATE: 

Constant and Curious Learner 

• Proactively look, listen and question to understand and learn. 

• An interest in new ideas and techniques, seeking and taking on 

board feedback. identifying areas for self-development. 

• A willingness to explore and take risks to learn something new. 

Collaborative Partner 

• Consideration of the needs of others alongside the needs of the 

business. 

 
 
 
 
 
 
 
 
 
 
 
 

 
• They act with integrity and demonstrate organisational values in 

the way they interact with others. 

• They deliver the outcomes of their work through co-design, with 

a willingness. to question and challenge as appropriate. 

Passionate and Agile Deliverer 

• An energy and enthusiasm for their work, ensuring the focus is 

always on delivering the best learning outcomes and impacts. 

• Responsiveness and flexibility to changing business and learner 

needs. 

• Personal resilience to manage competing priorities. 

• Confidence in delivery. 

 

WHAT SKILLS THE L&D PRACTITIONER WILL BE 

ABLE TO DEMONSTRATE: 

Identification of Training/ Learning Needs 

• Identify and analyse learning needs: establish team and 

individual capability and learning gaps, in line with organisational 

performance outcomes and to enable effective evaluation. 

• Use sound questioning and active listening skills to understand 

requirements and establish root causes Le. establishing that 

it really is a learning/training need. before developing L&D 

solutions. 

• Consult with stakeholders to draw out relevant information 

and provide feedback to inform learning and training needs 

requirements. 

• Use effective analytical skills to seek out and analyse 

information. 

• Take ownership through to resolution, escalating complex 

situations as appropriate. 

Training / Learning Design 

• Design, construct and structure training / learning resources to 

meet a variety of needs, which will include: 

• Research of delivery options and resources including digital 

/ online / blended solutions (including identifying existing 

resources) 

• Planning programmes / sessions / modules 

• Selecting appropriate delivery methods 

• Designing creative, engaging, appropriate, and inclusive learning 

activities (could be e-learning, digital collaboration, group 

sessions. blended etc.) 

• Developing materials and resources to support learning. 
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LEARNING AND DEVELOPMENT 

PRACTITIONER 

 
 
 

 
Training/ Learning delivery 

• Confidently engage all learners in structured learner-centred 

training, primarily of ‘content-driven’ training resources. 

• Plan, organise and prepare for a training/learning event/ 

intervention in a timely fashion. 

• Interact with learners of varying abilities, using a broad range 

of techniques and carefully planned and executed questioning 

techniques. 

• Facilitate and deliver learning in a face-to-face. blended and 

digital environment as appropriate. 

• Monitor a learner’s progress and deliver motivational and 

developmental feedback. 

• Manage participation, attitudes and behaviours to reach learning 

objectives. 

• Use effective coaching skills to enable learners to achieve 

learning objectives. 

Evaluation 

• Evaluate the impact of learning solutions - measure and assess 

development initiatives for effectiveness. business relevance, 

efficiency, and continually seek ways to improve learning 

solutions. 

• Build evaluation mechanisms for learning outcomes including 

the use of quantitative and qualitative feedback where 

appropriate. 

• Apply techniques to analyse the impact of training from learners’ 

experience. 

 
 
 
 
 
 
 
 
 
 
 
 

 
Communication and Interpersonal 

• Communicate and influence through a range of media e.g. 

phone, face-to-face, email, online / virtual, adapting their style 

to their audience. 

• Build trust and sound relationships with customers/learners/ 

colleagues. 

• Handle conflict and sensitive situations professionally and 

confidentially. 

Teamwork and collaboration 

• Consistently support colleagues / collaborate within the team 

and L&D to achieve results. 

• Build and maintain strong working relationships with others in 

the L&D team, HR and the wider business as required. 
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LEARNING 

MENTOR 
 
 
 
 

Total Duration: 15 months* 

Practical Period: 12 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £5,ooo 
 

 

WHAT IS THE ROLE: 

Mentoring is - and has been for centuries - the foundation vocational 

training and apprenticeships, yet this standard is of the first formal 

recognition of this role. Nowadays, mentoring takes place in all parts 

of the Education and Training Sector (ETS) and staff-development 

contexts. LMs support learners of all ages, and all levels, to develop 

within a new work role. 

These learners may be, for example. apprentices, trainees new 

recruits (ranging from young entrants. to new CEOs) in or the 

workplace, or in any vocational learning environment. 

LMs will have sector-specific experience and qualifications, as 

determined by their employer or professional body, which they use 

to guide and advise those who are less experienced and new to a 

work role. The LM is therefore a ‘dual professional’ having both up-to- 

date knowledge and skills in a specialist vocational or subject area. 

together with the generic skills necessary to support learners (as 

potentially a first step towards a secondary role as an education and 

training professional). 

LMs therefore support the development of learners’ knowledge, 

skills and behaviours. throughout their programme. particularly in 

applying theoretical learning in practical work environments (and 

usually on a one-to-one. or small group, basis). They give practical 

technical and/or pastoral support and guidance. 

LMs collaborate closely with colleagues, other ETS professional 

employers and/or human resource colleagues to meet Learners’ 

needs and achieve their potential. 

PROFESSIONAL BEHAVIOURS. THE LEARNING 

MENTOR WILL 

• Promote an ethos of motivation. aspiration and a passion for 

learning 

• Operate at all times to ethical and legal standards and within 

professional boundaries 

 
• Value equality and diversity and work with others to improve 

equality of opportunity and inclusion 

• Be resilient and adaptable when dealing with challenge and 

change, maintaining focus and self-control 

• Demonstrate, encourage and expect mutual respect in all 

professional contexts 

PROGRESSION 

The LM could progress further within their vocation specialism and/ 

or into roles involving the assessment and coaching vocational 

learners. They may also be eligible to progress of onto a full teaching 

role within an education and training provider organisation. 

ENTRY REQUIREMENTS: 

Individual employers may set any entry requirements which may 

include: 

• A strong aspiration to support learners. 

• (As a dual-professional) A qualification, at an appropriate level in 

the candidate’s vocational/subject specialism. 

• Recent experience and knowledge relevant to the context of the 

mentoring role (e.g. current industry standards). 

Candidates may have achieved maths. English and ICT skills at Level 

2 (equivalent to GCSE Grade C or above) prior to commencing their 

training. Those that have not must achieve this prior to taking the 

end-point assessment. 

QUALIFICATIONS 

Outcomes for this standard must include: 

• Level 1 Safeguarding 

Employers may also wish candidates to achieve appropriate 

additional qualifications in Education and Training including 

mentorship. 

The above outcomes will be achieved before the end-point 

assessment. 
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LEARNING MENTOR 

 
 
 
 

 
THE LEARNING MENTOR WILL BE ABLE TO: 

PROVIDE MENTORING SUPPORT 

• Advise, guide and supervise learners to acquire the most benefit 

from their learning programme 

• Communicate and collaborate effectively and use effective 

questioning, listening and assertiveness skills 

• Work with education providers and workplace colleagues to 

plan and implement structured and meaningful learning and 

work experience 

• Liaise with assessors, coaches and/ or teachers to facilitate 

formative and summative assessment of learners’ skills and 

knowledge 

• Identify and refer issues relevant to learners’ progress and well- 

being, to education-providers and/or workplace colleagues 

• Collaborate with the wider education support team to review 

learners’ progress and to provide evidence of progress and 

achievement 

• Maintain appropriate records for the learning programme, 

complying with quality, confidentiality and data protection 

requirements 

• Liaise with relevant colleagues to support the implementation of 

learners’ action plans 

• Be vigilant in safeguarding learners and others in contact with 

them 

• Maintain the currency of their vocational skills 

• Comply with internal and external quality assurance 

requirements 

 
 
 
 
 
 
 
 

 
THE LEARNING MENTOR WILL BE ABLE TO 

UNDERSTAND: PROCEDURES FOR EFFECTIVE 

MENTORING 

• Effective practice in providing accurate and relevant vocational/ 

pastoral advice and guidance 

• Effective questioning, active-listening and assertiveness 

techniques 

• Learning programme requirements and the need to plan 

contextualised learning in authentic or realistic work settings 

with the learner support team 

• The roles of assessors, coaches or teachers in providing 

practical help with assessment processes and requirements 

• Who has a legitimate need to be kept informed of issues 

impacting on the learner’s well-being and progress 

• The mentor’s role in supporting the learner’s development and 

how to provide valid evidence of progress and achievement 

• Organisational and legal requirements for recording, storing and 

sharing information on learners’ progress, needs and welfare 

• The roles of workplace and education provider colleagues who 

contribute to learners fulfilling their action plans 

• How learners may become physically or psychologically at risk, 

and channels for reporting concerns 

• Opportunities for continuing professional development 

• Quality assurance requirements relating to the mentoring 

environment. 
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OPERATIONS OR 

DEPARTMENTAL 

MANAGER 
 
 
 

Total Duration: 24 months* 

Practical Period: 21 months 

EPA Period: 3 months 

Apprenticeship Level: 5 

Total Cost: £7,ooo 
 
 
 
 
 
 
 
 
 

OCCUPATION 

An Operation’s or departmental manager is someone who manages 

teams and/or projects, and achieving operational or departmental 

goals and objectives, as part of the delivery of the organisations 

strategy. They are accountable to a more senior manager or business 

owner. Working in the private, public or third sector and in all sizes 

of organisation, specific responsibilities and job titles will vary, but 

the knowledge, skills and behaviours needed will be the same. Key 

responsibilities may include creating and delivering operational plans. 

managing projects, leading and managing teams, managing change, 

financial and resource management. talent management. coaching 

and mentoring. Roles may include: Operations manager, Regional 

manager, Divisional manager, Department manager and Specialist 

managers. 

ENTRY REQUIREMENTS 

The entry requirement for this apprenticeship will be decided by 

each employer. but may typically be five GCSEs at Grade C or higher. 

Apprentices without Level 2 English and maths will need to achieve 

this level prior to taking the end-point assessment. 

 
 
 
 
 
 

 
REVIEW DATE 

This Review standard should date be reviewed within three years of 

its approval. 

PROGRESSION 

On completion, apprentices can register as full members with the 

Chartered management Institute and/or the Institute of leadership 

and management, and those with 3 years’ of management 

experience can apply for Chartered manager status through the CMI. 

TYPICAL JOB TITLES 

Operations manager, Regional manager, Divisional manager. 

Department manager and Specialist managers. 
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OPERATIONS OR 

DEPARTMENTAL MANAGER 

 
 

WHAT KNOWLEDGE IS REQUIRED 

Organisational Performance - Delivering Results 

Operational Management. 

• Understand operational management approaches and models, 

including creating plans to deliver objectives and setting 

KPl’s. Understand business development tools (e.g. 

SWOT), and approaches to continuous improvement. 

Understand operational business planning techniques, 

including how to 

manage resources, development of sales and marketing plans, 

setting targets and monitoring performance. Knowledge of 

management systems, processes and contingency planning. 

Understand how to initiate and manage change by identifying 

barriers and know how to overcome them. Understand data 

security and management. and the effective use of technology 

in an organisation. 

Project management 

• Know how to set up and manage a project using relevant 

tools and techniques and understand process management. 

Understand approaches to risk management. 

Finance 

• Understand business finance: how to manage budgets, and 

financial forecasting. 

Interpersonal Excellence - Managing People and Developing 

Relationships 

Leading People 

• Understand different leadership styles, how to lead multiple and 

remote teams and manage team leaders. Know how to motivate 

and improve performance, supporting people using coaching 

and mentoring approaches. Understand organisational cultures 

and diversity and their impact on leading and managing change. 

Know how to delegate effectively. 

Managing People 

• Know how to manage multiple teams, and develop high 

performing teams. Understand performance management 

techniques, talent management models and how to recruit and 

develop people. 

Building Relationships 

• Understand approaches to partner, stakeholder and supplier 

relationship management including negotiation, influencing, 

and effective networking. Knowledge of collaborative working 

techniques to enable delivery through others and how to share 

best practice. Know how to manage conflict at all levels. 

 
 
 
 
 
 
 
 
 

 
Communication 

• Understand interpersonal skills and different forms of 

communication and techniques (verbal, written, non-verbal, 

digital) and how to apply them appropriately. 

Personal effectiveness - managing self 

Self-Awareness. 

• Understand own impact and emotional intelligence. Understand 

different and learning and behaviour styles. 

Management of Self 

• Understand time management techniques and tools, and how 

to prioritise activities and the use of different approaches to 

planning, including managing multiple tasks. 

Decision Making 

• Understand problem solving and decision-making techniques, 

including data analysis. 

• Understand organisational values and ethics and their impact on 

decision making. 

WHAT SKILLS ARE REQUIRED 

Organisational performance - delivering results 

Operational Management 

• Able to input into strategic planning and create plans in line with 

organisational objectives. 

• Support, manage and communicate change by identifying 

barriers and overcoming them. Demonstrate commercial 

awareness, and able to identify and shape new opportunities. 

Creation and delivery of operational plans, including setting 

KPls, monitoring performance against plans. Producing reports, 

providing management information based on the collation, 

analysis and interpretation of data. 

Project Management 

• Plan, organise and manage resources to deliver required 

outcomes. Monitor progress, and identify risk and their 

mitigation. Able to use relevant project management tools. 

Finance 

• Able to monitor budgets and provide reports, and consider 

financial implications of decisions and adjust approach and 

recommendations accordingly. 
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OPERATIONS OR 

DEPARTMENTAL MANAGER 

 
 

INTERPERSONAL EXCELLENCE - MANAGING 

PEOPLE AND DEVELOPING RELATIONSHIPS = 

Leading People 

• Able to communicate organisational vision and goals and how 

these to apply to teams. 

• Support development through coaching and mentoring, and 

enable and support high performance working. Able to support 

the management of change within the organisation. 

Managing People 

• Able to manage talent and performance. Develop, build and 

motivate teams by identifying their strengths and enabling 

development within the workplace. Able to delegate and enable 

delivery though others. 

Building Relationships 

• Able to build trust, and use effective negotiation and influencing 

skills and manage conflict. 

WHAT SKILLS ARE REQUIRED 

Building Relationships 

• Able to build trust, and use effective negotiation and influencing 

skills and manage conflict. 

• Able to identify and share good practice, and work 

collaboratively with others both inside and outside of the 

organisation. Use of specialist advice and support to deliver 

against plans. 

Communication 

• Able to communicate effectively (verbal, non-verbal, written, 

digital) and be flexible in communication style. Able to chair 

meetings and present using a range of media. Use of active 

listening, and able to challenge and give constructive feedback. 

Personal Effectiveness – Managing-Self 

Self-Awareness 

• Able to reflect on own performance, working style and its 

impact on others. 

Management of Self 

• Able to create a personal development plan. Use of time 

management and prioritisation techniques. 

Decision Making 

• Able to undertake critical analysis and evaluation to support 

decision making Use of effective problem solving techniques 

 
 
 
 
 
 
 

WHAT BEHAVIOURS ARE REQUIRED 

Building Relationships 

• Able to build trust, and use effective negotiation and influencing 

skills and manage conflict. 

• Able to identify and share good practice, and work 

collaboratively with others both inside and outside of the 

organisation. Use of specialist advice and support to deliver 

against plans. 

Communication 

• Able to communicate effectively (verbal. non-verbal. written, 

digital) and be flexible in communication style. Able to chair 

meetings and present using a range of media. Use of active 

listening, and able to challenge and give constructive feedback. 

Personal Effectiveness – Managing-Self 

Self-awareness 

• Able to reflect on own performance, working style and its 

impact on others. 

Management of Self 

• Able to create a personal development plan. Use of time 

management and prioritisation techniques. 

Decision Making 

• Able to undertake critical analysis and evaluation to support 

decision making Use of effective problem solving techniques 
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TEAM LEADER OR 

SUPERVISOR 
 
 
 
 
 

Total Duration: 15 months* 

Practical Period: 12 months 

EPA Period: 3 months 

Apprenticeship Level: 3 

Total Cost: £3,5oo 
 
 
 
 
 
 
 
 
 
 

 
OCCUPATION 

A Team leader or supervisor is a first line management role, with 

operational and project responsibilities or responsibility for managing 

a team to deliver a clearly defined outcome. They provide direction, 

instructions and guidance to ensure the achievement of set goals. 

Working in the private, public or third sector and in all sizes of 

organisation, specific responsibilities will vary, but the knowledge, 

skills and behaviours needed will be the same whatever the role. 

Key responsibilities are likely to include supporting, managing 

and developing team members, managing projects, planning 

and monitoring workloads and resources, delivering operational 

plans, resolving problems, and building relationships internally and 

externally. 

PROGRESSION 

On completion, apprentices may choose to register as Associate 

Members with the Chartered Management Institute and/or the 

Institute of leadership and management. to support their professional 

career development and progression. 

 
 
 
 
 
 
 
 

 
ENTRY REQUIREMENTS 

The entry requirement for this apprenticeship will be decided by 

each employer but may typically be five GCSEs at Grade C or higher. 

TYPICAL JOB TITLES 

Supervisor, Team leader, Project officer. Shift supervisor, Foreperson, 

and Shift manager. 

QUALIFICATIONS 

Apprentices without level 2 English and maths will need to achieve 

this level prior to taking the end-point assessment. 
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TEAM LEADER OR SUPERVISOR 

 
 
 

WHAT KNOWLEDGE IS REQUIRED 

Interpersonal Excellence - Managing People and Developing 

Relationships. 

Leading People 

• Understand different leadership styles and the benefits 

of coaching to support people and improve performance. 

Understand organisational cultures, equality, diversity, and 

inclusion. 

Managing People 

• Understand people and team management models, including 

team dynamics and motivation techniques. Understand HR 

systems and legal requirements, and performance management 

techniques including setting goals and objectives, conducting 

appraisals, reviewing performance. absence management, 

providing constructive feedback, and recognising achievement 

and good behaviour. 

Building Relationships 

• Understand approaches to customer and stakeholder 

relationship management, including emotional intelligence and 

managing conflict. Know how to facilitate cross team working to 

support delivery of organisational objectives. 

Communication 

• Understand different forms of communication and their 

application. Know how to chair meetings, hold challenging 

conversations. provide constructive feedback and understand 

how to raise concerns. 

Organisational Performance - Delivering Results 

Operational Management 

• Understand how organisational strategy is developed. Know 

how to implement operational and team plans and manage 

resources and approaches to managing change within the 

team. Understand data management, and the use of different 

technologies in business. 

Project Management 

• Understand the project lifecycle and roles. Know how to deliver 

a project including: managing resources, identifying risks and 

issues, using relevant project management tools. 

Finance 

• Understand organisational governance and compliance, and 

how to deliver Value for Money. Know how to monitor budgets to 

ensure efficiencies and that costs do not overrun. 

 
 
 
 
 
 
 
 
 

 
Personal effectiveness - managing self 

Awareness of Self 

• Know how to be self-aware and understand unconscious 

bias and inclusivity. Understanding learning styles, feedback 

mechanisms and how to use emotional intelligence. 

Management of Self 

• Understand time management techniques and tools, and how to 

prioritise activities and approaches to planning. 

Decision making 

• Understand problem solving and decision-making techniques, 

and how to analyse data to support decision making. 

WHAT SKILLS ARE REQUIRED 

Interpersonal Excellence - Managing People and Developing 

Relationships 

Leading People 

• Able to communicate organisation strategy and team purpose, 

and adapt style to suit the audience. Support the development 

of the team and people through coaching, role modelling values 

and behaviours, and managing change effectively. 

Managing People 

• Able to build a high-performing team by supporting and 

developing individuals, and motivating them to achieve. Able to 

set operational and personal goals and objectives and monitor 

progress, providing clear guidance and feedback. 

Building Relationships 

• Building trust with and across the team, using effective 

negotiation and influencing skills, and managing any conflicts. 

Able to input to discussions and provide feedback (to team 

and more widely), and identify and share good practice across 

teams. Building relationships with customers and managing 

these effectively. 

Communication 

• Able to communicate effectively (verbal. written, digital), chair 

meetings and present to team and management. Use of active 

listening and provision of constructive feedback. 
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TEAM LEADER OR SUPERVISOR 

 
 
 

Organisational performance - delivering results 

Operational Management 

• Able to communicate organisational strategy and deliver against 

operational plans. Translating goals into deliverable actions for 

the team, and monitoring outcomes. Able to adapt to change, 

identifying challenges and solutions. Ability to organise, prioritise 

and allocate work, and effectively use resources. Able to collate 

and analyse data, and create reports. 

Project Management 

• Able to organise, manage resources and risk, and monitor 

progress to deliver against the project plan. Ability to use 

relevant project management tools and take corrective action to 

ensure successful project delivery. 

Finance 

• Applying organisational governance and compliance 

requirements to ensure effective budget controls. 

Personal Effectiveness – Managing-Self 

Self-Awareness 

• Able to reflect on own performance, seek feedback, understand 

why things happen, and make timely changes by applying 

learning from feedback received. 

Management of Self 

• Able to create an effective personal development plan, and 

use time management techniques to manage workload and 

pressure. 

Decision Making 

• Use of effective problem-solving techniques to make decisions 

relating to delivery using information from the team and others, 

and able to escalate issues when required. 

 
 
 
 
 
 
 

WHAT BEHAVIOURS ARE REQUIRED 

Takes Responsibility 

• Drive to achieve in all aspects of work. Demonstrates resilience 

and accountability. 

• Determination when managing difficult situations. 

Inclusive 

• Open, approachable, authentic, and able to build trust with 

others. Seek view of others. 

Agile 

• Flexible to the needs of the organisation. Is creative, innovative 

and enterprising when seeking solutions to business needs. 

Positive and adaptable, responds well to feedback and need for 

change. 

Professionalism 

• Sets an example, and is fair, consistent and impartial. Open and 

honest. Operates within organisational values. 




