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1. Introduction 
This Assessment Strategy provides principles and guidance to Awarding Organisations for the assessment of 
competence-based units and qualifications (including Scottish Vocational Qualifications and National 
Vocational Qualifications) within Business Administration, Customer Service and Management and Leadership 
in England, Scotland, Wales and Northern Ireland.   

This document outlines Skills CFA principles in regards to: 

• external quality control of assessment  

• requirements of assessor and verifiers  

• evidence  

• employer direct model. 

These principles are in addition to the generic criteria that Awarding Organisations must meet for delivery of 
qualifications as required by the qualification regulators, for example Ofqual’s Regulatory Arrangements for the 
Qualifications and Credit Framework and any regulatory requirements specified by the SQA Accreditation.  

This strategy should only be used for the assessment of the Business Administration, Customer Service and 
Management and Leadership competence-knowledge based units and qualifications owned by Skills CFA. Units 
which have been imported by Skills CFA into their apprenticeships or competence-based qualifications will be 
assessed in compliance with their relevant assessment strategies. Awarding Organisations may assess 
knowledge-only units as they see fit. 
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2. External quality control of assessment  
The quality of the assessment process is the responsibility of Awarding Organisations.  However, Skills CFA 
encourages flexibility and innovation of approach, alongside robust systems to support quality control. 
Awarding Organisations are also encouraged to detail their approach to external verification, risk assessment 
and data requests.  

2.1 External verification 

• Awarding Organisations are responsible for the competence of external verifiers. It is the 
responsibility of Awarding Organisations to monitor centres' performance in accordance with 
regulatory requirements. 

• Awarding Organisations must consistently apply external verification processes at all assessment 
centres delivering competence-based qualifications. These should be underpinned by standard 
risk assessment and risk management processes. 

2.2 Risk assessment 

• Awarding Organisations must carry out standard risk assessments for all qualification assessment 
centres that are delivering competence-based qualifications. Identified risks must be managed 
appropriately.  

• Awarding Organisations must retain evidence to prove that a risk assessment has been carried 
out for each approved centre, and that a strategy to minimise any identified risk has been 
implemented.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                

2.3 Data requests  

• Each quarter, Awarding Organisations must provide registration and achievement data at all 
qualification levels and unit levels (where possible) to Skills CFA. 
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3 Requirements of assessors, external and internal verifiers 
Candidates may be assessed, moderated or verified at work either by several appointed individuals. 

3.1 Assessors 

The primary responsibility of an Assessor is to assess candidates’ performance in a range of tasks and to ensure 
the evidence submitted by the candidate meets the requirements of the assessment criteria. 

It is important that an assessor can recognise occupational competence as specified by the national standard. 
Assessors therefore need to have a thorough understanding of assessment and quality assurance practices, as 
well as have in-depth technical understanding related to the qualifications for which they are assessing 
candidates.  

To be able to assess candidates, Assessors must: 

• hold an appropriate qualification, as specified by the appropriate regulatory authority, confirming 
their competence to assess candidates undertaking competence-based units and qualifications. 
Assessors holding older qualifications must be able to demonstrate that they are assessing to the 
current standards;  

OR 

• be working toward an appropriate qualification, as specified by the appropriate regulatory 
authority. An Assessors working towards an appropriate qualification must ensure their decisions 
are countersigned by a suitably-qualified assessor/verifier and should be supported by a qualified 
assessor throughout their training period. 

• be “occupationally competent”. Assessors must provide current evidence of competence, 
knowledge and understanding in the areas to be assessed. This will normally be achieved through 
demonstrating competence in the roles which are to be assessed or demonstrated by relevant 
experience and continuing professional development (CPD) which may include the achievement 
of qualifications relevant to the areas being assessed. 

• have a full and current understanding of the units of competence and requirements of the 
qualifications being assessed, including the quality of assessment and the assessment process.  

It is the responsibility of approved centres to select and appoint assessors.  

 
3.2 External quality assurer (EQA)1  

The primary responsibility of EQAs is to assure quality of internal verification and assessments across the 
centres for which they are responsible. EQAs must have a thorough understanding of quality assurance and 
assessment practices, as well as in-depth technical knowledge related to the qualifications that they are 
externally verifying.   
 
EQAs must:  

• hold an appropriate qualification as specified by the  appropriate regulatory authority, confirming 
their competence to verify competence-based assessments. EQAs holding older qualifications 
must be able to demonstrate that they are verifying to the current standards;  

OR 

                                                                 
 
1 Also known as External Verifier (EV) 
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• be working toward an appropriate qualification, as specified by the appropriate regulatory 
authority. If EQAs are working towards an appropriate qualification, their decisions must be 
countersigned by a suitably qualified EQA2 and should be supported by a qualified EQA 
throughout their training period. 

• be “occupationally competent. EQAs must demonstrate sufficient and current understanding of 
the qualifications to be verified, and know how they are applied in business.  

• demonstrate competent practice in external verification of assessment, and demonstrate 
understanding of the principles and practices of external verification of assessment, including the 
quality of assessment and the assessment process. 

It is the responsibility of the awarding body to select and appoint EQAs.   
 
3.3 Internal  quality assurer (IQA)3  

A primary responsibility of IQAs is to assure the quality and consistency of assessments by the assessors for 
whom they are responsible. IQAs therefore need to have a thorough understanding of quality assurance and 
assessment practices,  as well as sufficient technical understanding related to the qualifications that they are  
internally verifying. It will be the responsibility of the approved centre to select and appoint IQA.s 
 
IQAs must:  

• hold an appropriate qualification, as specified by the  appropriate regulatory authority, 
confirming their competence to internally verify  competence-based assessments and 
candidates. IQAs holding older qualifications must be able to demonstrate that they are verifying 
to the current standards;  

OR 

• be working toward an appropriate qualification, as specified by the appropriate regulatory 
authority. If an IQA is working towards an appropriate qualification, their decisions must be 
countersigned by a suitably qualified IQA4 and should be supported by a qualified IQA throughout 
their training period. 

• be “occupationally competent. IQAs must demonstrate sufficient and current understanding of 
the qualifications to be internally verified, and know how they are applied in business. 

• demonstrate competent practice in internal verification of assessment, and demonstrate 
understanding of the principles and practices of internal verification of assessment, including the 
quality of assessment and the assessment process. 

Skills CFA and awarding organisations requires all assessors, moderators and verifiers to maintain current 
Business Administration, Customer Service and Management and Leadership competence to deliver these 
functions. Skills CFA recognises this can be achieved in many ways. However, such information must be 
formally recorded in individual CPD records that are maintained in assessment centres. 

 

                                                                 
 
2 The need for countersigning the decisions of EQAs working towards a qualification, applies to England and 
Wales and not Scotland. 
3 Also known as Internal Verifier (IV) 
4 The need for countersigning the decisions of IQAs working towards a qualification, applies to England and 
Wales and not Scotland. 
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4. Evidence  

4.1  Evidence from Workplace Performance 

• Evidence of occupational competence of all competence units at any level, should be generated 
and collected through performance under workplace conditions. This includes the knowledge-
based learning outcomes and assessment criteria of the competence units.  

• These conditions would be those typical to the candidate's normal place of work. The evidence 
collected under these conditions should also be as naturally occurring as possible. It is accepted 
that not all employees have identical workplace conditions and therefore there cannot be 
assessment conditions that are identical for all candidates. However, assessors must ensure that, 
as far as possible, the conditions for assessment should be those under which the candidate 
usually works.  

4.2 Simulation  

• Simulation can be applied to all units listed in Appendix B.  

• Where simulation is used for units at Level 2 and above, it should only form a small part of the 
evidence for the qualification.  

• Evidence may be produced through simulation solely in exceptional circumstances. The 
exceptional circumstances, under which simulation is possible, are those situations that are not 
naturally or readily occurring, such as response to emergencies.   

• Simulation must be undertaken in a ‘realistic working environment’ (RWE). A RWE is “an 
environment which replicates the key characteristics in which the skill to be assessed is normally 
employed". The RWE must provide conditions the same as the normal day-to-day working 
environment, with a similar range of demands, pressures and requirements for cost-effective 
working. Guidelines for using RWE can be found in Appendix A. 
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5 Employer direct model 
Skills CFA encourages the use of an employer direct model. The employer direct model is where colleagues, 
supervisors and/or managers in the workplace are involved in the assessment process. Under this model, the 
employer, with the agreement of their Awarding Organisation may choose between: 
 

• Achieving the appropriate regulatory body approved unit qualifications for assessment;   

OR 

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

 
In order to use the employer direct model:  

• An organisation must: 
o have staff who have achieved, or be working towards achieving, appropriate regulatory 

body approved unit qualifications for assessment, moderation or verification;  

OR 

o seek guidance and approval from an awarding organisation to demonstrate that they 
have: 

 appropriate processes in place to facilitate assessment, moderation or 
verification functions 

 carried out 100% mapping of the trainer, supervisor or managers’  
assessment, moderation or verification skills and knowledge to the National 
Occupational Standards upon which the qualifications above are based.   

• An Awarding Organisation must: 

o offer this model to employers only 

o supply information on the requirements for internal and external 
moderation/verification activities to assessment centres. 
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6. Appendix A – Realistic Working Environment Guidelines 
Realistic Working Environment (RWE) can be applied to all the units in Appendix B: 

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

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

1. the RWE is managed as a real work situation 

2. assessment must be carried out under realistic business pressures 

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

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

5. the range of services, products, tools, materials and equipment that the candidates use must be up to 
date and available 

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

7. candidates must be given workplace responsibilities to enable them to meet the requirements of the 
units 

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

9. candidates must show that their productivity reflects those found in the work situation being 
represented. 
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7. Appendix B – Simulation: a list of units  

Simulation can only be applied to the following competence units:  

Business Administration  

Skills CFA Ref. Unit title Level 
B&A 3 Work with others in a business environment 1 
B&A 4 Health and safety in a  business environment 1 
B&A 5 Manage time and workload 1 
B&A 6 Use a telephone and voicemail system 1 
B&A 7 Prepare text from notes  1 
B&A 8 Meet and welcome visitors in a business environment  1 
B&A 9 Handle mail 1 

B&A 10 Use office equipment  1 
 

Customer Service  

Skills CFA Ref. Unit title Level 
CS 2 Communication in customer service 1 
CS 3 Record details of customer service problems 1 
CS 4 Deal with customer queries, requests and problems 1 

 

Management and Leadership 

Skills CFA Ref. Unit title Level 
M&L 17 Manage conflict within a team 3 
M&L 31 Discipline and grievance management 4 
M&L 44 Manage redundancy and redeployment 4 
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