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1 Introduction
End-Point Assessment 

All apprentices must take an independent assessment at the end of their apprenticeship 
training to confirm that they have achieved occupational competence. 

Rigorous, robust and independent end-point assessment (EPA) is essential to give 
employers confidence that apprentices completing an apprenticeship standard can 
actually perform in the occupation they have been trained in and can demonstrate 
knowledge, skills and behaviours (KSBs) set out in the apprenticeship standard.

EPA can only be conducted by an independent end-point assessment organisation (EPAO).

The assessment plan for each standard outlines the assessment methods to be used.

EPAs are conducted by Independent End-Point Assessors (IEPA), who are assessment 
experts with the required occupational expertise.

International Compliance Association (ICA)

ICA is approved by the Education and Skills Funding Agency (ESFA) and listed on the 
apprenticeship provider and assessment register (APAR), register number EPA0097, 
to offer independent end-point assessment (EPA) services to employers and training 
providers with apprentices who are ready to take EPA.

ICA is regulated by the Office of Qualifications and Examinations Regulation (Ofqual) as an 
end-point assessment organisation (EPAO). The Ofqual Recognition Number is RN6068.

1.1 Apprenticeship Standards

Apprenticeship standards, and their associated assessment plans, are designed 
by employers to show the KSBs an apprentice needs to perform effectively in their 
occupation.

Each apprenticeship standard has an accompanying assessment plan which sets out what 
will be assessed (the KSBs listed on the standard for each assessment component) and 
how it must be assessed.

Full details of the apprenticeship standards and the accompanying assessment plans can 
be found on the Institute for Apprenticeships & Technical Education’s website at www.
instituteforapprenticeships.org/apprenticeship-standards/?

Information regarding the assessment plan is provided in section 4 of this handbook and 
the KSBs are provided in section 6.

http://www.instituteforapprenticeships.org/apprenticeship-standards/?
http://www.instituteforapprenticeships.org/apprenticeship-standards/?
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1.2 Who is this document for?

This document is for training providers, employers and apprentices using the ICA EPA 
service. This document details the process for the ICA EPA service, including:

• registration and booking

• the requirements and process for gateway 

• assessment requirements

• administration of the EPA

• quality-assurance processes

• results, certificates, re-sits, and re-takes.

The handbook should be read in conjunction with the ICA policies on Appeals, Reasonable 
Adjustment and Special Considerations, Malpractice and Maladministration, Internal 
Quality Assurance, and Complaints. These are available on the ICA website at https://www.
int-comp.org/epao

The purpose of this handbook is to provide information about the processes for all 
stakeholders involved.

The information included is correct at the time of publication, although it may be updated 
in response to changes in funding rules, feedback from external quality assurance, or 
changes to the conditions for end-point assessment organisations. ICA will communicate 
when any changes have been made.

1.3 What ICA can offer for end-point assessment

ICA will provide:

• dedicated independent end-point assessors (IEPA) who are subject matter experts.

• robust processes and quality assurance

• quick turnaround of results

• friendly, flexible, and responsive staff

• a fair and easy-to-understand pricing structure

• a simple scheduling process, with an administrative team on hand to support you at 
each stage

https://www.int-comp.org/epao
https://www.int-comp.org/epao


6

• a learning management system for apprentices to use for collating and submitting 
portfolios and accessing their assessment materials

• advice for organisations wishing to understand how EPA works, and

• guidance for apprentices and training providers on how the EPA will be conducted.

1.4 Contact us

If you require any further information or have any queries, please contact us at epa@int-
comp.org or on 0121 362 7503.

mailto:epa@int-comp.org
mailto:epa@int-comp.org
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2. The apprenticeship journey
There are three distinct phases of the apprenticeship:

1. on-programme learning (OPL)

2. gateway to end-point assessment, and

3. end-point assessment (EPA).

The details and requirements behind each of these stages are outlined in the associated 
apprenticeship standard and assessment plan for each apprenticeship.

2.1 On-programme learning (OPL)

On-programme learning is the phase in which apprentices develop the knowledge, skills, 
and behaviours (KSBs) set out in an apprenticeship standard which is assessed by the EPA.

This ‘on-the-job’ and ‘off-the-job’ training and learning develops the apprentice’s 
KSBs. On-Programme Learning (OPL) must meet the requirements set out in the 
apprenticeship standard.

OPL can only be carried out by organisations that are on the apprenticeship provider and 
assessment register (APAR). This is a list of organisations that have been approved to carry 
out apprenticeship training and be in receipt of public funds.

The Register is maintained by the Education and Skills Funding Agency (ESFA) and 
employers can choose which training provider to use from this list.

Prior to commencing an apprenticeship, the employer may specify some pre-
qualification requirements. These are at the discretion of the employer and do not 
impact the end-point assessment.

During this phase of the apprenticeship, the employer and provider must select and 
engage with an EPAO. This can be at any time but to ensure timely delivery of the end-
point assessment the dialogue must commence at least six months before the planned 
end date of the apprenticeship. Refer to section 3.2–3.4 for details on selection and 
registration.

2.2 Gateway to end-point assessment

Towards the end of the OPL, the employer, the apprentice and the training provider will 
decide whether or not the apprentice is ready for their EPA. This stage of the programme 
is known as the gateway and will confirm that:
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• the apprentice has gained the required experience, across the occupational duties, 
to meet the knowledge, skills and behaviours (KSBs) specified in the standard, and be 
competent in their job role.

• The employer is satisfied the apprentice is consistently working at, or above, the level of 
the standard

• the apprentice has achieved maths and English at level 21  

• the minimum duration of the apprenticeship has been met.

As part of the booking process (see later sections), employers must complete and sign the 
ICA Gateway Declaration Form for their apprentices. 

This form:

• confirms that both the employer and training provider are satisfied that the apprentice 
has completed all relevant OPL and met all other requirements for progressing to the EPA.

• requires the apprentice, employer and training provider to confirm that work completed 
and submitted by the apprentice is their own unaided work, and that portfolios and 
projects are new pieces of work (i.e. not produced previously outside the apprenticeship 
programme) and produced as original work by the apprentice.

• asks whether the apprentice has any special educational needs or disability and if they 
require any adjustment to the assessment processes or tools. ICA will review any required 
arrangements or adjustment as set out in our EPA Reasonable Adjustment Policy. 

The Education and Skills Funding Agency (ESFA) funding rules confirm that it is the 
responsibility of the employer and training provider to confirm that the apprentice is ready 
for end-point assessment, and that the gateway criteria to progress to their end-point 
assessment have been met.

2.3 End-point assessment (EPA)

End-point assessment is taken by the apprentice once they have completed the OPL 
and allows an apprentice to demonstrate the required KSBs to complete and pass their 
apprenticeship. EPAs are graded as defined in the published assessment plan. This is 
summarised in section 4 of this document.

1 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.
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ICA has designed an easy-to-use, high-quality EPA service delivering secure, valid, robust, 
and independent assessments.

The EPA for an apprenticeship standard is the same for all apprentices regardless of any 
prior learning or professional experience. 

ICA does not recognise any prior learning or prior qualifications as part of the EPA. 
The EPA will be fully independent of any work completed during the OPL stage of the 
apprenticeship. The results for any coursework or assignments set by the training provider 
cannot count towards the EPA and will not be taken into consideration when completing 
the EPA. 

Successful completion of the EPA demonstrates that the apprentice is competent in 
their role and will result in the award of the apprenticeship certificate by the Institute for 
Apprenticeships and Technical Education (IfATE).

ICA has developed the EPA to reflect all the requirements of the apprenticeship assessment 
plan, providing assessments that are fit for purpose and meet the regulatory requirements. 

Below we explain how our development and delivery processes results in EPAs that meet 
the regulatory requirements of validity, reliability, comparability, manageability and 
minimising bias.

Validity 

Validity is defined as the extent to which evidence and theory support the interpretation 
that the assessment outcomes meet their intended uses. 

We meet the validity criteria by using assessment and subject experts to ensure that our 
assessments meet the requirements of the apprenticeship standard assessment plan 
published by the Institute for Apprenticeships and Technical Education. This includes the 
KSBs that are being assessed, the assessment methods prescribed and the grade descriptors. 

Reliability 

This is about consistency and the extent to which the various stages in the assessment 
process generate outcomes, which would be replicated where the assessment is repeated. 

We meet the reliability criteria by: 

• having clear, understandable assessment administration instructions for assessors 

• having clear, understandable instructions and assessment materials for apprentices 

• training assessors in both the delivery and assessment of responses

• providing clear assessment materials and guidance that reduce the likelihood of 
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variation between assessors, such as question banks for professional discussions and 
oral assessment

• monitoring assessments either at the time of delivery (live observations) or afterwards 
(judgements and recordings)

• standardisation of assessment judgements 

• reviewing outcomes and data to identify and address possible reliability issues. 

Comparability 

Comparability relates to generating assessment outcomes that are comparable 
in standard between assessments within an apprenticeship, between similar 
apprenticeships, with other awarding organisations, and over time. 

Where an assessment has equivalent forms then it is important to ensure comparability 
of outcomes. 

We meet the comparability criteria by: 

• using subject experts to develop assessment instruments that they believe are similar in 
difficulty and comparable in standards to those previously developed

• standardising assessment outcomes 

• periodically looking across our portfolio of EPAs with subject experts to compare the 
level of difficulty and expected attainment to ensure that standards are comparable

• working with the External Quality Assurer (Ofqual), for the apprenticeship standards we 
are approved to deliver, to achieve comparability within our own assessments and those 
of other EPAOs delivering the same standards. 

Manageability 

Manageability relates to the feasibility of carrying out particular assessment processes. A 
manageable assessment process is one, which places reasonable demands on apprentices. 

We meet the manageability criteria by: 

• following the arrangements in the apprenticeship assessment plan carefully ensuring that 
we meet all delivery requirements, such as the length and time allowed for an assessment

• ensuring that the administrative requirements of our EPAs are appropriate, and that 
administrative tasks are as simple as possible and do not introduce any unnecessary 
burden on the employer, training provider or apprentice
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• Ensuring that our assessment materials and supporting documents are easily accessible 
and are written in plain English.

Minimising Bias 

Minimising bias is about ensuring that an assessment does not produce unreasonably 
adverse outcomes for apprentices who share a common attribute. 

We meet the minimising bias criteria by: 

• considering and proactively addressing any potential biases during the development of 
our assessment materials

• training our assessors on how to prevent bias in the delivery of assessments and when 
making assessment judgements

• being committed to ensuring that all are treated fairly and with dignity as outlined in our 
Equal Opportunities and Diversity policies

• having robust Reasonable Adjustment and Special Considerations policies that aim to 
ensure that no apprentice is unfairly disadvantaged

• monitoring applications for reasonable adjustments and special considerations, 
along with apprentice, employer, training provider and assessor feedback to identify 
opportunities for improvements so unidentified bias can be addressed proactively rather 
than reactively. 

It is important to note that ICA does not have any EPA centres. ICA does 
not permit employers or training providers to undertake any part in the delivery of end-
point assessments (including the invigilation of assessments). They are therefore not 
acting as centres since ICA never delegates any activity for end point assessments to a 
third party.

ICA produces its own support materials, guidance, and sample assessment materials to 
prepare apprentices for our end-point assessments. It does not endorse any materials 
or resources used by the training provider or their employer to deliver on-programme 
training as part of the apprenticeship.

2.4 External EPA documents

The IfATE are responsible for several documents that support the delivery and assessment 
of apprenticeships. These are available at: https://www.instituteforapprenticeships.org/
Apprenticeship-standards/ and include the following documents.

https://www.instituteforapprenticeships.org/Apprenticeship-standards/
https://www.instituteforapprenticeships.org/Apprenticeship-standards/
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Apprenticeship standard – sets the key requirements for the apprenticeship including 
the KSBs. Apprenticeship standards also capture the minimum duration of the 
apprenticeship and any required qualifications.

Assessment plan – details the requirements for EPA including:

• what is required for EPA

• what will be assessed

• how it will be assessed, and

• how the overall apprenticeship will be graded.

The assessment plan will also include details of any qualifications (the on-programme 
phase) that are required to be completed before the EPA, either prior to starting or during 
the apprenticeship.

2.5 Funding and EPA fees

Apprenticeship standards fall into funding bands. These are the maximum amounts that 
the government considers to be needed to finance the apprenticeship, including EPA. 

Funding rules state that the costs for the EPA should not usually exceed 20% of the 
funding band.

The EPA fee is published on the ICA website. The published fee includes all work 
associated with the EPA. 

A separate fee is charged for any resits or retakes where apprentices do not pass their 
assessment. Section 5.7 of this handbook contains information on resitting or retaking 
assessments. 

ICA will invoice for 10% of the EPA fee to be paid at the point that apprentices are formally 
registered with us. This initial fee is non-refundable.

The remainder (90%) of the fee must be paid per apprentice once the EPA has taken place. 

Section 3.7 of this handbook contains information on our cancellation policy and 
cancellation fees. 

2.6 Summary of roles and responsibilities

The table below summarises the responsibilities of the key stakeholders across the 
different phases of the apprenticeship and EPA delivery.
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The apprenticeship plan may also include responsibilities that are specific to the individual 
apprenticeship. Where there is a conflict between the details noted below and the 
assessment plan, it is the information within the assessment plan that will be followed. 

Organisation Role

Employer

As a minimum, the apprentice’s employer must:

• work with the training provider (where applicable) to support the 
apprentice in the workplace and to provide the opportunities for the 
apprentice to develop the KSBs

• arrange and support off-the-job training to be undertaken by the 
apprentice

• decide when the apprentice is working at or above the occupational 
standard and is ready for EPA

• ensure that supporting evidence required at the gateway is submitted 
in line with this EPA plan

• liaise with the training provider and ICA to ensure the EPA is booked in 
a timely manner.

Post-gateway, the employer must: 

• confirm arrangements with the ICA for the EPA (who, when, where) in 
a timely manner (including providing access to any employer-specific 
documentation as required, for example company policies)

• ensure that the EPA is scheduled for a date and time which allows the 
opportunity for the apprentice to be assessed against the KSBs

• remain independent from the delivery of the EPA

• ensure the apprentice is given sufficient time away from regular duties 
to prepare for, and complete, all post-gateway elements of the EPA, 
and that any required supervision during this time (as stated within 
this EPA plan) is in place

• pass the apprenticeship certificate to the apprentice upon receipt.
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Organisation Role

Training 
Provider

As a minimum, the training provider must: 

• work with the employer and support the apprentice during the off-the-
job training to provide the opportunities to develop the KSBs as listed 
in the occupational standard

• conduct training covering the KSBs agreed as part of the Commitment 
Statement or the Individual Learning Plan 

• monitor the apprentice’s progress during any training provider-led on-
programme learning

• advise the employer, upon request, on the apprentice’s readiness for EPA

• remain independent from the delivery of the EPA

• confirm apprentice eligibility and readiness for end-point assessment, 
including mandatory Maths and English qualifications

• signs off the apprentice as ready for EPA (gateway)

• supports apprentice’s preparations for EPA

• submits apprentice data securely to the ICA as part of registration, 
including confirmation of apprentice consent to share their data with 
the EPAO and the IfATE

• works with ICA to schedule EPA activities

• maintains a continuing duty of care for the apprentice as they 
undertake EPA.
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Organisation Role

ICA as the 
End-Point 

Assessment 
Organisation

As a minimum, the ICA must:  

• conform to the requirements of this EPA plan and deliver its 
requirements in a timely manner

• conform to the requirements of the apprenticeship provider and 
assessment register (APAR) 

• conform to the requirements of the external quality assurance provider 
(Ofqual) for this apprenticeship

• understand the occupational standard

• make the EPA contractual arrangements, including agreeing the price 
of the EPA

• develop and produce assessment materials as detailed for each 
assessment method in this EPA plan

• appoint qualified and competent independent assessors in line with 
the requirements of this EPA plan to conduct assessments and oversee 
their working

• appoint administrators (and invigilators where required) to administer 
the EPA

• provide training for independent assessors in terms of good 
assessment practice, operating the assessment tools and grading

• provide information, advice, guidance and documentation to enable 
apprentices, employers and training providers to prepare for the EPA

• confirm all gateway requirements have been met as quickly as possible

• arrange for the EPA to take place, in consultation with the employer

• ensure that the apprentice has access to the required resources 
and liaise with the employer to agree this if necessary, where the 
apprentice is not assessed in the workplace

• develop and provide assessment recording documentation to ensure 
a clear and auditable process is in place for providing assessment 
decisions and feedback to stakeholders



16

Organisation Role
• have no direct connection with the apprentice, their employer or 

training provider in all instances; there must be no conflict of interest

• have policies and procedures for internal quality assurance (IQA), and 
maintain records of IQA activity for external quality assurance (EQA) 
purposes

• deliver induction training for independent assessors

• undertake standardisation activity on apprenticeships

• maintain security of the assessment in line with the EPAO’s malpractice 
policy 

• verify the identity of the apprentice

• use language in the development and delivery of the EPA that is 
appropriate to the level of the occupational standard. 
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Organisation Role

Independent 
End-Point 
Assessor, 

appointed by 
ICA

As a minimum, an independent assessor must: 

• have the competence to assess the apprentice at the level of this 
apprenticeship and hold any required qualifications and experience in 
line with the requirements of the independent assessor as detailed in 
the IQA section of the EPA plan

• understand the occupational standard and the requirements of this EPA

• have, maintain, and be able to evidence up-to-date knowledge and 
expertise of the occupation

• deliver the end-point assessment in-line with this EPA plan

• comply with the IQA requirements of the ICA

• have no direct connection or conflict of interest with the apprentice, 
their employer or training provider; in all instances; there must be no 
conflict of interest

• attend induction training

• attend standardisation events when they start working for the ICA 
before they conduct an EPA for the first time and a minimum of 
annually for this apprenticeship

• assess each assessment method, as determined by the EPA plan

• assess the KSBs assigned to each assessment method, as shown in the 
mapping of KSBs to assessment methods in this EPA plan

• make the grading decisions

• record and report assessment outcome decisions, for each apprentice, 
following instructions and using assessment recording documentation 
provided by the ICA, in a timely manner

• use language in the development and delivery of the EPA that is 
appropriate to the level of the occupational standard.
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Organisation Role

Apprentice

As a minimum, the apprentice should:

• participate in and complete on-programme training to meet the KSBs 
as outlined in the occupational standard for a minimum of 12 months

• complete the required amount of off-the-job training specified by the 
apprenticeship funding rules and as arranged by the employer and 
training provider

• understand the purpose and importance of EPA

• meet the gateway requirements. 

Exclusions:

• The ICA EPAO, including the appointed assessor (IEPA), must not be involved in any 
aspect of the on-programme learning or training.

• The training provider and employer must not be involved in any aspect of EPA delivery 
or final grading.

More information on the responsibilities of employer, training providers, EPAOs and 
apprentices can be found here: https://www.gov.uk/guidance/apprenticeship-gateway-and-
resits-for-end-point-assessment-epa

 

https://www.gov.uk/guidance/apprenticeship-gateway-and-resits-for-end-point-assessment-epa
https://www.gov.uk/guidance/apprenticeship-gateway-and-resits-for-end-point-assessment-epa
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3. ICA End Point Assessment Delivery
3.1 The ICA end point assessment delivery model

ICA is appointed as the EPAO. 

This includes:

• confirmation of appointment as the EPAO
• signing of a contract for services
• discussing expected dates for gateway.
Support on preparing for EPA. 

This includes:

• clarifying the requirements of the assessment plan 
• helping organisations to prepare their apprentices for assessment
• discussing the expected volumes and schedule of assessment.
Registering Apprentices with ICA. 

This includes:

• receiving a data file of the apprentices and registration details
• taking an initial payment of 10% of the total EPA fee 
• providing apprentices with access to the ICA online EPA platform.
Scheduling of EPA. 

This includes:

• Checking gateway evidence
• confirming assessment dates, times and deadlines.
Preparing apprentices for their EPA.

This includes:

• assisting with the upload of portfolios or other written forms of evidence
• reacting to any individual circumstances, requests for reasonable 

adjustments or special access arrangements.
Conducting the EPA Assessment

Assessments are arranged by the EPA team and take place with your 
allocated assessor

More information on the process for appointment and registration is provided within the 
sections below.
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3.2 Appointment of ICA as the end-point assessment 
organisation (EPAO)

Where an organisation (employer or training provider) has appointed ICA to conduct EPA, 
we require the following information.

• Organisation name

• Organisation address

• Main contact name and job title

• Main contact number and email

• Main booker contact name, job title, number and email (if different)

• Finance contact name and email address (if different) 

• The name of the organisation that is drawing down the public funding and completes 
the Individualised Learner Record (ILR)

• Apprenticeship standard title(s)

• Apprenticeship standard reference(s)

• Apprenticeship level(s)

• Estimated number of apprentices in pipeline per standard

• Apprenticeship start date

• Apprenticeship planned end date

• Estimated date of end-point gateway assessment

3.3 Working with apprenticeship training providers/employers

ICA will only engage with training providers and employers that are on the apprenticeship 
provider and assessment register (APAR). The APAR is a list of organisations that are 
eligible to receive government funding to train apprentices.

When we work with an organisation for the first time, we will ask them to provide the 
following information:

• the organisation’s UK Provider Reference Number (UKPRN) 



21

• the organisation’s name (i.e. the organisation’s name under which they are registered on 
the APAR)

• provider type – either ‘Main Provider’ or ‘Supporting Provider.’ If they are a Supporting 
Provider, we require the details of the Main Provider with which they are working

• organisation office address and contact details

• the names of the organisation key contact for EPA delivery, and

• the details of the employer(s) whose apprentices they are providing training. 

Organisations are asked to sign a contract with ICA that sets out the terms and conditions 
of business.

Once contracts have been signed, ICA will arrange to meet the training provider to discuss 
the EPA process and timeframes for assessment.

3.4 Apprentice registration

The training provider must give accurate information to ensure all information used to 
register apprentices is correct.

To register the apprentices for EPA, training providers must provide a secure data file with 
the following information for each apprentice:

• apprentice full name

• apprentice email address

• Unique Learner Number (ULN)

• apprenticeship standard

• apprenticeship start date

• anticipated Gateway date

• apprentice additional requirements e.g. a reasonable adjustment such as dyslexic

• apprentice employer

• Employer address (apprentice main base)

• employer contact name
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• employer email

• employer contact number

• EPA Contracted Price

• PO number/invoice reference for 10% registration fee.

Apprentices must be registered with ICA no less than three months before their 
anticipated entry to the EPA.

At the point of registration ICA will provide the apprentice with access to our online 
EPA platform where they can begin to build any portfolio or upload documents that are 
required within the assessment plan.

3.5 Scheduling the EPA

ICA has scheduled gateway windows every two months. We provide details of the schedule 
of gateway windows (and the associated assessment dates) to employers and/or training 
providers. This schedule shows the dates for apprentices expected to go through gateway 
in that window, any submission deadline dates, and the EPA assessment timescales. This 
allows employers and/or training providers to decide which gateway window to select. 

EPA delivery can only commence once EPA gateway requirements have been met. ICA 
will retain a record to prove we have seen and checked evidence that the apprentice has 
met the gateway requirements, signed the gateway declaration form and completed any 
mandated qualifications. 

ICA will then agree the date and time of the EPA with the apprentice and formally confirm 
the booking by email.

3.6 The location of EPAs

ICA’s default method for assessment is for EPAs to be conducted remotely online. Face-to-
face assessment may be offered where the apprentice has a specific individual need that 
means that online assessment would not be appropriate or where the ICA has agreed to 
face-to-face assessment at the point that the contract was signed.

ICA will provide apprentices with the necessary guidance and instructions relating to 
online assessment and will provide training providers and employers with guidance on 
how they are able to support their apprentices with the assessment. 

The apprentice is responsible (in consultation with their employer or training provider) for 
ensuring that they conduct their assessment in a suitable and appropriate environment.
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The apprentice will be responsible for ensuring that any equipment (including IT facilities) 
required to complete the assessment is available and that any access requirements are 
appropriately supported.

The apprentice must also pay attention to conditions such as heating, lighting, ventilation, 
and the level of outside noise. As a minimum, the following criteria should be met.

• A private room that is free from interruption.

• Suitable notices placed outside of the room to reduce noise and distraction.

• A comfortable and safe environment.

• Accessible to people of all levels of physical ability.

• Access to toilets and refreshments for apprentices.

Assessment arrangements 

• The assessment will take place with the ICA assessor using Microsoft Teams.

• Confirmation of the date and time of the assessment will be sent out to the apprentice 
by the EPA team in advance.

The MS Teams link will be emailed to the apprentice by the EPA team prior to the date of 
the assessment which must be accepted.

Equipment and system requirements 

Apprentices must have a device to access the internet (laptop, PC, mobile device) with a 
microphone and webcam/camera. The ICA assessor must be able to see and hear them 
for the duration of the assessment.

An internet connection is required to access the assessment using MS Teams. It is 
important there is a good Wi-Fi connection in the room.

ID check requirements 

Apprentices are required to show proof of identity. They must present one item from the 
following, which must show a photograph and signature:

• Current Valid Passport (any nationality)

• Employee ID card

• Current Full or Provisional UK Photo Card Driving Licence
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Assessment conditions and regulations 

Apprentices must behave professionally and honestly at all times during the assessment 
and ensure that their conduct does not compromise the integrity of the EPA.

Apprentices who access the MS Teams assessment more than 10 minutes late will not be 
permitted to progress with the assessment. If an apprentice is late for an accepted valid 
reason, the ICA may agree to the assessment being re-scheduled.

Apprentices who are more than 10 minutes late and do not have a valid reason will be 
recorded as absent for the assessment and be required to retake the assessment at a later 
date. An administrative fee may be applied to cover the cost of the new assessment. 

Non-compliance with assessment 

ICA investigates any potential breaches of the assessment conditions and regulations in 
accordance with the ICA Malpractice and Maladministration Policy.

The following list sets out examples of violations. This list is not exhaustive and any other 
actions/behaviours which may compromise the integrity of the EPA will be investigated.

• Failing to show valid ID (as identified above).

• Being in possession of an unauthorised device to access the internet or receive 
communications in the room (e.g. including but not limited to a second mobile device, smart 
watch, portable media player, e-reader, PDA, or similar device) during the assessment.

• Communicating with or attempting to communicate with anyone other than the ICA 
assessor during the assessment.

• Arranging to be impersonated by another individual in an assessment.

• Refusing to follow the ICA assessor’s instructions.

• Misleading an ICA assessor in relation to their competence.

• Having another person present in the room at any point during an assessment.

• Smoking or vaping during an assessment.

• Altering or interfering with ICA assessment documentation, for example, results notifications.

Further information regarding the delivery of the assessment that is specific to the 
individual apprenticeship may be provided in section 4 of this document.
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If the EPA takes place at an employer or training provider’s premises, they are classified as 
a third party and not a centre because they are not:

• taking delivery of written question papers in advance of the assessment

• handing out written question papers to apprentices

• setting up online assessments

• delivering instructions to apprentices before the assessment commences, and

• invigilating or collecting written responses to assessment and sending to ICA.

We do not permit employers or training providers to undertake any part in the delivery 
of EPAs, including the invigilation of assessments. For controlled assessment such as 
an online knowledge exam, they are delivered using ICA’s online EPA platform and are 
remotely invigilated. 

3.7 Cancellations

Under some circumstances it may be necessary for either employers, ICA or an apprentice 
to cancel EPAs that have been booked.

ICA reserves the right to cancel or stop the EPA, either in advance or during the EPA. 
Reasons for this may include:

• a lack of access to required equipment or resources

• health and safety concerns

• concerns over the authenticity of materials submitted as part of the assessment

• the apprentice being absent or unwell

• assessors or panel members being absent or unwell, and it is not possible to replace 
them, and

• potential malpractice being identified.

In the unlikely event that ICA must cancel a booked EPA, we will inform the apprentice, 
employer, and training provider prior to the EPA date by email. A member of the EPA team 
will contact the training provider/employer to discuss the cancellation and future availability.

Where ICA or the appointed assessor has cause to cancel an EPA immediately before or 
during the assessment, they will contact the apprentice, employer and training provider by 
email to provide the reasons and the next steps to be taken.
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Any decisions taken by the ICA or the assessor relating to the cancellation of an EPA due to 
suspected malpractice would be subject to the ICA Malpractice Policy and apprentices and 
employers would have the rights outlined within our complaints and appeals policies.

Where an issue that leads to an EPA being stopped are resolved on the day, (for example 
by providing more appropriate resources, addressing any concerns or delays to mitigate 
for feeling unwell) the assessor will make every effort to complete the assessment on the 
same date. Where this is not possible it will be rearranged by ICA for the next mutually 
convenient time and date.

If the employer or apprentice decides to cancel prior to the confirmed EPA date, they 
must contact the ICA EPA team to inform them. Please note the employer may be subject 
to some or all of the EPA fee (including if the apprentice cancels), depending on the 
circumstances as outlined in our Fees and Invoicing Policy.

Cancellation fees for the EPA will be applied as follows.

• Less than five days (96 hours) before the date and time set for the assessment: 50% of 
the value of the EPA fee.

• Less than 24 hours before the date and time set for the assessment: 100% of the value 
of the EPA fee.

Please note that non-attendance at an assessment without an acceptable reason will 
result in the apprentice recorded as being absent for the assessment and they be required 
to retake the assessment at a later date. An administrative fee may be applied to cover the 
cost of the new assessment.
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4. Advanced Credit Controller/Debt Collection 
Specialist Assessment Plan

This section sets out the requirements for EPA for the Advanced Credit Controller / Debt 
Collection Specialist Apprenticeship Standard.

Full-time apprentices will typically spend 18 months on-programme (before the Gateway) 
working towards the occupational standard, with a minimum of 20% off-the-job training. 
All apprentices will spend a minimum of 12 months on-programme.

The EPA period should only start, and the EPA be arranged, once the employer is satisfied 
that the apprentice is deemed to be consistently working at or above the level set out in 
the occupational standard, all of the pre-requisite Gateway requirements for EPA have 
been met and that they can be evidenced to an EPAO.

4.1 End-point assessment structure

The EPA consists of two discrete assessment methods.

1. A structured assignment in which the apprentice provides detailed evidence on 
how they carry out the role in their organisation. This will cover both the core of the 
Standard and their chosen specialist option.

2. A Professional Discussion that explores their responses in the assignment and how the 
assignment has been produced, as well as focusing on the softer skills of the Standard 
and how well they are performing in their role.

Both assessments are mandatory and the ICA will assess all areas of the EPA.

The combination of these two assessment methods builds a cumulative picture of 
performance against the Standard.

They require apprentices to demonstrate the application of knowledge, skills and 
behaviours in an integrated manner to deliver the required outcomes, enabling the 
Assessor to make an holistic judgement about how well the apprentice meets or exceeds 
the Standard.

4.2 Length of EPA period

The EPA will be completed within an EPA period typically lasting a maximum of 4 months, 
beginning when the apprentice has gone through the EPA Gateway.

If an EPA assessment method is failed, it should be retaken within the typical EPA period 
and in-line with the requirements set out in this assessment plan.
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ICA will schedule the initial assessment to provide contingency for any retake to be 
completed within the 4-month period.

4.3 Order of assessment methods

The assignment is the first piece of assessment completed.

The professional discussion can only be conducted after the assignment has been 
reviewed by the assessor.

4.4 Assessment Method 1: Assignment

Format of Assessment

The apprentice will complete a structured assignment which will be set by ICA during the 
end-point assessment phase of the apprenticeship.

The assignment covers the core of the Standard and the specialist option that the 
apprentice has chosen.

It will consist of a number of standard questions about the apprentice’s work, covering the 
knowledge, skills and behaviours of the Standard.

The assignment will require the apprentice to describe how they have applied their 
knowledge to deliver the services required by the role as described in the Standard.

Apprentices will be required to attach selected evidence to support their statements in an 
appendix, for example a redacted customer letters / calls, details of small projects, emails, 
customer / peer / manager feedback.

The answers to the questions and the supporting evidence provided should collectively 
demonstrate that the apprentice has learned and synoptically applied the knowledge, 
skills and behaviours of the Standard – both the core and their chosen specialist option.

Delivery

The assignment has a maximum word count of 3,000 words. The word count is made up 
only from the answers to the questions – any question text, question numbers or contents 
page would not be included.

Appendices are not included within the assignment word count.

Assignments that exceed the maximum number of words allowed would not be assessed. The 
assignment would be returned to the apprentice to edit and resubmit by a specific deadline.

The assignment would be submitted via ICA’s EPA platform.
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This will be marked by the assessor to an agreed standard mark scheme.

Following marking, the assessor will determine areas to explore in more detail as part 
of the Professional Discussion. This may include relevant stretching questions for 
high achieving apprentices in order to help identify if they can meet the criteria for a 
distinction grade.

4.6 Assessment Method 2: Professional Discussion

Format of Assessment

This assessment will take the form of a professional discussion based on the assignment, 
which will be structured to provide the apprentice with the opportunity to evidence their 
competence and fully cover all of the KSBs.

It will explore the content of the assignment, together with how it was produced, 
providing validation for the assessor of what has been submitted.

It will also focus on the core skills and behaviours, e.g. communication, negotiation and 
decision making, as well as the skills required in the chosen specialist option.

The purpose of the Professional Discussion is to:

• Explore evidence for areas of the Standard that are best assessed verbally.

• Clarify any questions that the Assessor has about evidence submitted in the Assignment, 
including ensuring that it is the apprentice’s own work.

• Discuss how the apprentice has progressed in their role, what specific work they have 
been involved in and their approach.

• Provide the basis for the Assessor to make a decision about the grade to be awarded.

The questions will be chosen to authenticate evidence within the assignment and/or to 
assess any of the KSBs not evidenced within the assignment.

The apprentice can refer to their assignment during the discussion should they wish to.

Delivery

The professional discussion will last for a minimum of 45 minutes and a maximum of 90 
minutes2.

2 The assessor has the discretion to increase the time of the professional discussion by up to 10% 
to allow the apprentice to complete their last answer. Further time may be granted for apprentices with 
appropriate needs, in-line with the ICA Reasonable Adjustment Policy.
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The ICA-appointed assessors will conduct the professional discussion via an online 
meeting platform.

The apprentice should be in an environment that is comfortable and where they will be 
free from distraction or disturbance for the full duration of the assessment.

ICA will require the assessor to verify the identity of the apprentice and ensure the apprentice 
is not being aided in any way. This check will be carried out at the start of the assessment.

The apprentice should have access to suitable technology to support their participation 
in the assessment e.g., a laptop or PC with working Internet access, webcam and 
microphone/speakers that allow two-way communication with the assessor.

The professional discussion will be recorded for quality assurance purposes. This will be 
retained according to ICA quality assurance requirement and General Date Protection 
Regulation (GDPR) guidelines.

4.7 Grading of assessment

This EPA has the following grades:

• Fail

• Pass

• Merit

• Distinction

To Pass, the apprentice must be able to evidence each of the individual KSBs (see section 6).

For both Merit and Distinction grades they must achieve a Pass in all other areas of the 
standard.

Distinctions

The Distinction grade is designed to recognise the small proportion of apprentices who 
are seen as outstanding employees, regularly going beyond what is required to be 
competent in the role and seen as having greatest potential for the future.

To achieve a Distinction the apprentice will have to meet 100% of a higher set of 
assessment criteria as set by the Independent Assessment Organisation in the following 
Skills/Behaviours:

• The relevant Specialist Option skill

• Managing Relationships with Customers
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• Communication

• Negotiation and Decision Making

• Delivering Results

• Flexibility

An apprentice who achieves a Distinction can be described as:

• Consistently exceeding the standards set for the role (both what is delivered and how it 
is delivered)

• Able to perform well in difficult situations or when under pressure

• Being seen as a role model by others

• Able to work upwards as well as with peers

• Shows perceptive understanding of the wider context of the work they are doing.

Merits

The Merit grade is designed to recognise those that are significantly above a Pass, but 
have not quite reached the level required for Distinction.

To achieve a Merit the apprentice must meet at least 3 of the specified 6 skills/behaviours 
for a Distinction.
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5. Assessment policies and procedures

5.1  ICA policies

ICA publishes policies on: 

• Appeals

• Reasonable Adjustment and Special Considerations

• Malpractice and Maladministration

• Internal Quality Assurance

• Complaints. 

These are available on the ICA website at https://www.int-comp.org/epao

ICA is committed to complying with regulatory requirements and the conditions stated 
in Ofqual’s General Conditions of Recognition, and has written policies that ensure our 
continued compliance. 

5.2 Authentication

Before any assessment takes place, the apprentice will be required to provide 
photographic proof of identify (e.g., a passport, driving license or employee identification 
card) to their assessor. This is to enable the assessor to verify the identity of the 
apprentice.

The employer and training provider confirm that work submitted by the apprentice was 
completed without undue or excessive assistance and that portfolios and projects are new 
pieces of work on the ICA Gateway Declaration form. The apprentice is also required to 
confirm that the work that they have submitted is their own unaided work.

Where any sources are used, either in a portfolio or a project, they must be appropriately 
referenced. The wholesale copying of materials is actively discouraged; where this occurs, 
it will be considered plagiarism and will be dealt with as described in the Malpractice 
and Maladministration Policy. The questions asked during an interview or professional 
discussion contribute to authentication of an apprentice’s work.

5.3 ICA EPA assessment principles

EPA is the process of forming a judgement about an apprentice’s attainment of the 
required KSBs relevant to specific job roles.

https://www.int-comp.org/epao
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ICA is committed to providing assessment that will satisfy the following three principles.

Educational: the processes of assessment will help apprentices learn, or reinforce 
previous learning, or both.

Ethical: the processes of assessment will be fair and transparent, and must not 
discriminate according to gender, sexual orientation, ethnicity, religion or belief, age, 
social class, or disability.

Regulatory: the processes of assessment will conform to ICA expectations detailed in its 
regulations, policies, procedures and guidance and all relevant external regulatory bodies.

5.4 Independence of assessment

The EPA will be an independent assessment of an apprentice’s competence. The decision 
on whether an apprentice has passed their EPA, and what their final grade should be, will 
be taken by someone who has no vested interest in this decision or relationship to the 
apprentice. This will ensure that all apprentices are treated fairly and helps to maintain 
trust in the robustness of the EPA system.

The assessor will be independent and will make the grading decisions, subject to 
ratification by the ICA. The EPA will be delivered so that no organisation or individual 
connected to the apprentice or their employer, or who has been involved in the 
management or training of the apprentice, will be their assessor (that is to say, there will 
be no conflict of interest).

The assessor will not be employed by the same organisation as the apprentice or by their 
training provider.

5.5 ICA assessors

ICA provides independent end-point assessors who are subject matter experts.

Assessors

The assessor is responsible for EPA activities under the conditions, timescales and 
arrangements set by ICA, and in accordance with the apprenticeship assessment plan.

The role of our assessors is to assess apprentice competence against the specific 
requirements of the standard as set out in the apprenticeship assessment plan.

They will:

• review evidence submitted by the apprentice and assess it using the associated 
templates provided by ICA
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• prepare a plan and questions for any oral assessment

• conduct assessments and record the outcomes

• complete and return ICA reporting forms for all EPA assessment(s)

• implement any approved reasonable adjustments correctly to ensure that all 
apprentices have equal opportunity to succeed, and

• identify and report any suspected maladministration, malpractice, or conflict of interest.

Monitoring assessors’ performance

ICA is committed to ensuring that assessment decisions:

• are accurately and fairly made against the assessment criteria

• are consistent across different assessors, and

• are clearly and accurately recorded and accessible to all authorised parties.

ICA is also committed to ensuring that assessment decisions are undertaken in-line with 
our policies, and the requirements of the apprenticeship assessment plan.

Our assessments and the work of our assessors is quality assured through:

• monitoring of assessment delivery (including observation of assessment and review of 
documentation) by senior assessor(s) 

• monitoring of assessment delivery and outcomes by an appointed Internal Quality 
Assurer (IQA) 

• reviews of feedback received from training providers, employers and apprentices, and

• reviews of assessment reports and outcomes by the ICA.

Internal quality assurance (IQA)

Internal quality assurance refers to how the ICA ensures valid, consistent and reliable EPA 
decisions. The ICA will must adhere to the requirements as set out within:

• ICA policies and procedures

• Ofqual conditions of recognition 

• the roles and responsibilities section of the assessment plan
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The ICA will also:

• have quality assurance systems and procedures that ensure fair, reliable and consistent 
EPA regardless of employer, place, time or independent assessor.

• appoint independent assessors who are competent to deliver the EPA and who have 
recent relevant experience of the occupation or sector. 

Internal Quality Assurance (IQA) is a critical element of how the ICA manages the EPA 
quality assurance processes, with specific relevance to our requirements for:

• validity – the extent to which assessments meet their intended uses

• reliability – that the EPA produces consistent outcomes irrespective of context, cohort, 
timing, or the organisations involved

• comparability – that the assessments under review are comparable in standard between 
assessments within an apprenticeship, between similar apprenticeships, with other 
awarding organisations, and over time

• manageability – that ICA’s EPA does not place unreasonable demands on apprentices

• minimising bias – ensuring that the assessment does not produce unreasonably adverse 
outcomes for apprentices who share a common attribute.

Role of an IQA

The Internal Quality Assurer (IQAs) will be an experienced assessor and/or expert in the 
field who is independent from the end point assessments being reviewed. 

IQAs are responsible for quality assuring the administration and assessment decisions of 
assessors through observation and sampling.

IQAs will (through recording or live attendance) observe assessors carrying out 
assessment to ensure that the assessment is being administered safely, securely and in 
line with ICA’s assessment guidance and the published end-point assessment plan.

IQA reporting ensures thorough and robust quality assurance is maintained to meet 
regulatory requirements.

5.6 Grading

At the conclusion of the EPA, the independent assessor collates the evidence and 
determines the provisional overall grading for the apprenticeship based upon the grading 
rules outlined within the assessment plan for the apprenticeship. 
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The appointed assessor makes the provisional grading decision and submits them to the ICA.

Confirming results

Once the IQA has completed their review and submitted their reports to ICA, the results 
are then reviewed and ratified by the ICA.

The ICA will consider if there are concerns about the validity or consistency of assessment 
or where there are circumstances relating to the apprentice that the assessor may not 
have been aware of.

Ultimate responsibility for deciding to award a pass grade to an apprentice who has 
completed the EPA process lies with the ICA.

Prior to finalising and reporting results, the ICA will:

• ensure assessment standards have been appropriately set and maintained

• ensure that assessors have conducted their role in a consistent manner and made 
appropriate and reliable assessment decisions

• ensure that all results have been subject to the relevant IQA process

• ensure that all assessments have been conducted in line with the published 
assessment plan

• consider any special considerations and check all agreed reasonable adjustments have 
been applied fairly

• discuss all exceptional cases to decide on final grades.

5.7 Re-sits and re-takes.

Apprentices who fail one or more assessment methods will be offered the opportunity to 
take a re-sit or a re-take. 

A re-sit does not require further learning, whereas a re-take does.

The employer and EPAO agree the timescale for a re-sit or re-take. A re-sit is typically 
taken within two months of the EPA outcome notification. The timescale for a re-take is 
dependent on how much re-training is required and is typically taken within three months 
of the EPA outcome notification.

Failed assessment methods must be re-sat or re-taken within a six-month period from 
the EPA outcome notification, otherwise the entire EPA will need to be re-sat or re-taken 
in full.
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The apprentice’s employer will need to agree that either a re-sit or re-take is an 
appropriate course of action.

Re-sits and re-takes are not offered to apprentices who have passed and who want to 
achieve a higher grade, such as those wishing to move from pass to distinction.

Where any assessment method has to be re-sat or re-taken, the apprentice will be 
awarded a maximum EPA grade of pass, unless the ICA determines there are exceptional 
circumstances requiring a re-sit or re-take.

5.8 Apprenticeship results and certificates

ICA will inform apprentices of the outcome of their EPA once all of the necessary quality 
assurance has been completed. The apprentice’s employer and training provider will also 
be informed.

ICA will record results with the Department for Education and will request a certificate 
on behalf of an apprentice. The certificate will be sent by postal delivery to the employer 
address provided by the training provider.

Information on how to appeal the outcome of an EPA can be found in ICA’s Appeal Policy.

5.9 Certification review or recall

Occasionally, situations may arise that call into the question the validity of an awarding 
decision. These include:

• an appeal in accordance with our Appeals Policy

• an investigation in accordance with our Malpractice and Maladministration Policy

• an error or material inconsistency occurring in an assessment or marking or result 
allocation arrangements, and

• an error is made that has a material effect on the apprentice’s outcome (i.e. the wrong 
grade was given).

Once an issue has been investigated and a final decision made in-line with the relevant 
procedures for the area (e.g. appeal), ICA will amend the relevant apprentice’s record (or 
the records of groups of apprentices if the investigation indicates the issue affects more 
than one apprentice), to reflect the new award or indicate that an earlier award has been 
withdrawn or amended.
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ICA will then be responsible for ensuring that the relevant apprentices, training providers 
and employers are informed of the revised awarding decision and the decision to revoke 
the original outcome (if they have been issued already), in accordance with our stated 
Appeals and Malpractice and Maladministration Policies.

The amended results and outcomes will be communicated to the ESFA so that they can 
address any certification issues. As soon as we become aware of a possible issue, Ofqual 
will be informed and kept updated as there is a risk of an adverse effect.
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6. Grading and mapping of KSBs
Assessment Method 2 (Professional Observation) Grading Criteria

Knowledge Competency 
Area

What is required Evidence required to 
achieve a PASS

Credit management/Debt 
Collection

Good understanding of 
the principles of credit 
management/debt 
collection together with a 
sound understanding of 
organisational policies and 
techniques used in their 
role.

K1. Have a good 
understanding of the 
principles of credit 
management/debt 
collection
K2. Have a sound 
understanding of 
organisational policies and 
techniques used in their role

Legal, Regulatory and 
compliance

Good understanding 
of the legal, regulatory, 
risk and compliance 
framework within which 
they operate, with a sound 
understanding of relevant 
legal, risk and compliance 
requirements for their role, 
e.g. relevant commercial 
or consumer credit law, 
credit management 
policies, data protection, 
treating customers fairly, 
complaints handling, 
potentially fraudulent 
transactions, including 
anti-money laundering 
arrangements and relevant 
financial / sector regulatory 
requirements depending on 
the focus of their role.

K3. Have a good 
understanding of the 
legal, regulatory, risk and 
compliance framework 
within which they operate

K4. Have a sound 
understanding of relevant 
legal, risk, compliance, 
financial/sector regulatory 
requirements for their role
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Knowledge Competency 
Area

What is required Evidence required to 
achieve a PASS

Industry and organisation 
understanding

Understands professional 
standards; the commercial 
context, nature and 
priorities of the organisation 
they work in; the end-to-
end customer journey; how 
customers manage their 
money, e.g. as individuals or 
businesses; organisational 
‘values’; and where their 
role fits in the organisation. 
Understands the different 
areas of the organisation 
that they need to work with 
to deliver the best solution 
for the customer and 
business, and the nature 
of interactions with them, 
e.g. with Sales, Customer 
Services, Underwriting.

K5. Understand the 
professional standards they 
need to work within
K6. Understand the 
commercial context, 
nature, and priorities of the 
organisation they work in
K7. Know the end-to-end 
customer journey and how 
customers manage their 
money
K8. Understand the 
organisational ‘values’; 
where their role fits in the 
organisation
K9. Understand the different 
areas of the organisation 
that they need to work with 
to deliver the best solution 
for the customer and 
business, and the nature of 
interactions with them

Products and Services

Broad understanding of 
the products and services 
offered to customers by 
their organisation, together 
with sound knowledge of 
the products and services 
that they support, including 
their features and benefits, 
together with how their role 
supports the delivery of 
these products and services.

K10. Have a broad 
understanding of the 
products and services 
offered to customers by 
their organisation
K11. Have a sound 
knowledge of the products 
and services that they 
support, including their 
features and benefits
K12. Have a sound 
knowledge of how their role 
supports the delivery of 
these products and services
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Knowledge Competency 
Area

What is required Evidence required to 
achieve a PASS

Systems and processes

In depth understanding 
of the systems, tools and 
processes used in the 
role (see examples in the 
Standard), together with 
the standards to be met, 
including IT tools.

K13. Understand in depth 
the systems, tools and 
processes used in the role
K14. Understand the 
standards to be met in 
using these systems and 
processes
K15. Understand the 
consequences of not 
following processes and 
when to raise concerns if 
errors are made
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Skills Competency Area What is required Evidence required to 
achieve a PASS

Managing relationships with 
customers

Delivers excellent service, 
identifying and meeting 
customer needs. Develops 
strong, positive, and 
sustained relationships with 
customers, recognising 
the business context of 
their relationship and 
their importance to the 
organisation while dealing 
with a difficult topic. Uses 
questioning effectively 
to fully understand the 
customer’s financial 
situation or specialist needs/
requirements (as identified 
through triggers or other 
recognised frameworks) and 
develop acceptable solutions. 
Able to identify, defuse, 
resolve difficult and sensitive 
/vulnerable situations 
professionally when they 
occur, e.g. relationship 
breakdowns, fraud, disputes, 
mental health problems, 
insolvencies, working to 
sustain a positive relationship 
with the customer.

S1. Deliver excellent service, 
identifying and meeting 
customer needs

S2. Develop strong positive 
and sustained relationships 
with customers, recognising 
the business context of 
their relationship with and 
their importance to the 
organisation while dealing 
with a potentially difficult 
topic

S3. Use questioning 
techniques effectively 
to fully understand the 
customer’s financial 
situation or specialist needs/
requirements and develops 
acceptable solutions

S4. Identify, defuse, resolve 
difficult and sensitive 
/ vulnerable situations 
professionally when they 
occur, working to sustain a 
positive relationship with 
the customer
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Skills Competency Area What is required Evidence required to 
achieve a PASS

Delivering Results

Uses a wide range of 
systems and processes 
to deliver services 
to customers, Takes 
the initiative to meet 
challenging individual 
and team performance 
measures in line with 
organisation policy, values, 
standards and legal/
regulatory requirements. 
Carries out a range of 
tasks which may include 
proactive contact with 
customers to collect 
outstanding balances/
debt; cash allocation, 
journals and reconciliations; 
managing ledgers; 
producing required reports; 
maintaining accurate 
records of communications/
actions; dispute resolution; 
actioning/recommending 
write offs. Plans and 
organises work to meet 
their commitments/KPIs. 
Takes ownership through to 
completion, escalating when 
outside the boundaries of 
their role, e.g. potential 
legal issues, customers in 
vulnerable situations.

S12. Use a wide range of 
systems and processes 
to deliver services to 
customers

S13. Take the initiative to 
meet challenging individual 
and team performance 
measures in line with 
organisation policy, values, 
standards, and legal/
regulatory requirements

S14. Carry out the range of 
tasks required by the role

S15. Plan and organise work 
to meet their commitments/
KPIs

S16. Take ownership 
through to completion, 
escalating when outside the 
boundaries of their role
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Skills Competency Area What is required Evidence required to 
achieve a PASS

Teamwork

Consistently supports 
colleagues/collaborates 
to achieve results. Builds/
maintains good working 
relationships within 
teams and with other 
business areas, e.g. Sales, 
Compliance/Quality team. 
Aware of own role in the 
team and the impact on 
others.

S17. Consistently support 
colleagues/collaborates to 
achieve results
S18. Build/maintain good 
working relationships 
within teams and with other 
business areas
S19. Demonstrate 
awareness of own role in 
the team and the impact on 
others

Continuous improvement

Identifies opportunities to 
improve work practices. 
Takes ownership of 
specific changes through 
to implementation where 
appropriate.

S20. Identify opportunities 
to improve work practices
S21. Take ownership of 
specific changes through 
to implementation (where 
appropriate)

Personal development

Seeks feedback and acts 
on it to improve their 
performance. Builds 
their own capability 
through ownership of 
their own development, 
in consultation with their 
manager. Keeps up to date 
with relevant changes. 
Supports others in their 
development through 
mentoring/coaching where 
appropriate.

S22. Seek feedback and 
act on it to improve their 
performance
S23. Build their own 
capability through 
ownership of their 
own development, in 
consultation with their 
manager
S24.Keep up to date with 
relevant changes
S25. Support others in 
their development through 
mentoring/coaching (where 
appropriate)
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Behaviours Competency 
Area

What is required Evidence required to 
achieve a PASS

Integrity

Truthful, sincere, and 
trustworthy in their actions. 
Shows integrity by doing 
the right thing. Maintains 
appropriate confidentiality 
at all times.

B1. Demonstrate integrity 
and ethical behaviour in the 
way they do their job
B2. Treat sensitive 
information in a confidential 
way

Flexibility

Adapts positively to 
changing work priorities 
and procedures when new 
tasks need to be done or 
business requirements 
change.

B3. Adapt to changing 
business needs effectively
B4. Support others in 
adapting to changing 
business needs
B5. Re-prioritise work as 
required

Resilience

Displays energy and 
enthusiasm in the way they 
go about their role, dealing 
positively with setbacks 
when they occur. Stays 
positive under pressure.

B6. Display energy and 
enthusiasm, staying positive 
when under pressure
B7. Deal objectively with 
setbacks when they occur, 
learning for the future
B8. Support others when 
setbacks occur, sharing 
learning with others
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