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Essentials of people practice


This unit introduces the fundamentals of people practice, ranging from the employee lifecycle to policies, regulation, and law. It further explores a diverse array of specialist subjects such as recruitment, talent management, reward and learning and development, essential to a career in people practice. Importantly, this unit enables practitioners to apply their knowledge and skills, building their confidence and ability to practise progressively. 

CIPD’s insight







We provide you with this information from our website to connect you with our research and insights on the topic, so you can explore our latest thinking.  It is not intended to replace the learning and formative assessment provided by your Study Centre.

Performance management: an introduction (January 2025)
Helping employees perform well is a central role of line managers and people professionals. People are the greatest creators of organisational value, so effectively managing their performance is critical for success. Employees need to understand what’s expected of them, and must be managed so that they are motivated, have the skills, resources and support they need to succeed, and are accountable for their work. This factsheet describes core aspects to get right in performance management and recent shifts in thinking. It summarises the main tools used, including objective setting, performance ratings, appraisals (or reviews), feedback, learning and development, and performance-related pay.
https://www.cipd.org/uk/knowledge/factsheets/performance-factsheet/

Recruitment: An introduction (November 2024)
Good recruitment is vital, especially when labour markets are tight. It ensures that the workforce has the relevant skills and abilities for the organisation's current and future needs. Effective resourcing is not just about filling an immediate vacancy but about impacting the long-term success of the business, using workforce planning data to understand the skills needed for organisational performance. This factsheet looks at what recruitment and resourcing involves and outlines the UK law affecting recruitment activities. 
https://www.cipd.org/uk/knowledge/factsheets/recruitment-factsheet/

Selection methods (November 2024)
Selecting staff has two main stages: shortlisting and assessment. In both stages employers should ensure that their selection methods treat candidates fairly, without discrimination or bias, and that selections are made based on the candidate’s ability to perform the role, contribute to the organisation and their potential for development. This factsheet focuses on the assessment stage of the selection process for the employer and candidate, including the methods of interviewing, psychometric testing, skill-based assessment tasks and assessment centres.
https://www.cipd.org/uk/knowledge/factsheets/selection-factsheet/


Talent management (October 2024)


Talent management means implementing processes to attract, identify, develop, engage, and retain individuals valuable to an organisation. To be effective, these processes need to align with strategic business objectives. Strategic talent management has several benefits: it creates a high-performing workplace; it fosters a learning climate; it adds value to the employer brand, and it improves diversity.  For these reasons, people professionals consider talent management to be a key priority. The CIPD Profession Map recognises talent management as one of the specialist knowledge areas within the people profession and sets out the expected standards to follow. This factsheet looks at the context of talent management and its compelling benefits.
https://www.cipd.org/uk/knowledge/factsheets/talent-factsheet/
























Preparation for the Tasks: 

· make sure you understand your Study Centre's instructions on how to complete and submit your assessment.
· watch the supporting video for this unit: https://youtu.be/lTc2W3_GZa0.
· read the CIPD’s word count policy which your Study Centre will provide for you. Remember that your work will be referred if you go over the unit word count.
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AI-generated content may be incorrect.]
Tasks
Complete each of the tasks set out below referring to the case study in your answers.

Case study 
[bookmark: _Hlk188805970]Part of an international group, Jemijo is one the largest insurers in the country. Over five million customers choose home, car, van, travel, and pet insurance products from Jemijo and expect high quality customer service. To ensure that high standards are achieved and maintained, a large workforce is required and more than 2500 people work for Jemijo. Locations of work vary, some staff are fully office-based at one of five office locations, some are home-based, while some utilise a combination of office and home working. 
Roles within Jemijo vary greatly, but the majority work in customer service roles selling insurance products, answering account queries, and dealing with insurance claims through call centres. Although more than 65% of sales, queries and claims now take place online, some customers prefer to talk to a person or find their query requires human interaction. The call centre telephone lines are open Monday to Saturday from 8:00am to 6:00pm but closed on Sunday. The exception to this is the emergency claims hotline, which is open 24/7. The emergency claims hotline deals with urgent claims such as emergency heating and plumbing, boiler breakdown, roof damage, broken doors and windows, pest infestations, car breakdowns, etc. Other roles at Jemijo are in insurance underwriting, market analysis, as well as functions such as Marketing, Finance, IT and People.  















Task one – Written answers (recruitment and selection)
Q1. Create a diagram that shows stages in the employee lifecycle. After reading all the tasks in the assessment brief, annotate each stage to explain how people professionals at Jemijo could contribute to the stages in your diagram. (AC 1.1)
Q2. Explain how job analysis can help to create an accurate job description and person specification, for the role of a claims handler, at Jemijo’s call centre (AC 1.2)
Q3. Jemijo advertise vacancies though their website and on commercial jobs boards. Explain each of these recruitment methods and explain why these methods are appropriate for advertising call centre vacancies. (AC 1.3)
Q4. Explain why the content of the copy used in the job adverts on Jemijo’s website could vary compared to the content of copy on commercial jobs boards. (AC 1.4)
Q5. Explain why structured interviews and assessment centres are appropriate selection methods for call centre roles at Jemijo. (AC 2.1)
Q6. Explain what records from the structured interviews and assessment centres at Jemijo should be retained. (AC 2.4)
Q7. Using an AI tool of your choice, create templates for a letter of appointment and a letter of non-appointment for the call centre customer service role. Once you have created the templates, critically review each template, and explain which elements you would keep and why, and which elements you would remove or change and why. (AC 2.5) 




Your evidence must consist of:
[bookmark: _Hlk195111810]Written answers for questions 1-6 - with reference to the case study, approximately 1500 words, (+/- 10%), refer to CIPD word count policy.
The AI generated letter templates and written critique. (Not included in word count)










Task two – Simulated interview 

You work in the People team at Jemijo as a People Advisor. One of the People Assistants has recently resigned and will be replaced. Your task is to: 
Q8.  Devise selection criteria for the post of People Assistant using the job description already written (Appendix A). Use the selection shortlisting matrix (Appendix B) to shortlist applications against the selection criteria to determine candidates to be interviewed.  You must use the completed, sample application forms provided in Appendix C (AC 2.2) 
Q9.  Interview one applicant and decide whether they meet the criteria for the post. The interview could be a panel of no more than three learners from the same centre, or one-to-one interview (as determined by your centre). The interview could be conducted face-to-face or by web conferencing (as determined by your centre). (AC 2.3) 
[If working as a panel, it is essential that each member of the team actively takes part in devising the criteria, shortlisting, interviewing and decision-making.

A copy of CIPD STARR Model Interview Questions (Appendix D) has been included, that can be used when developing interview questions.]
Your evidence must consist of:


· The selection criteria that you devised, individually or as part of a panel. (Not included in word count).
· Your notes from the shortlisting process or a skills observation feedback form completed by your assessor as to your part in shortlisting. (Not included in word count).
· A video recording of the interview (minimum 20 minutes). Each interviewer must state their name and CIPD learner number before the interview starts. Each learner must be clearly visible throughout the video recording. 
· A skills observation feedback form completed by your assessor about your role in the interview (Not included in word count).
· Either a video of the subsequent decision-making process or your notes from the decision-making process. (Not included in word count).

Note to assessors
Please ensure that all video recordings are retained and, if selected for moderation, uploaded to ROGO along with other materials for 3CO04. Please ensure that each learner is identified by name and CIPD learner number in the recording.

Please ensure that an individual skills observation feedback form (Appendix E) is completed for each learner regardless of whether an individual or panel interview is carried out. If a panel interview is conducted, individual contributions must be clearly and uniquely identified through comments on the skills observation feedback form. Each panel should comprise no more than 3 panel members.
Task three – Written answers (legislation and employment relations)

Q10. Explain, with reference to legislation, why it is important that call centre staff at Jemijo, working on the 24/7 claims hotline, have adequate periods of rest between periods of work and do not work excessive hours. (AC 3.1) 
Q11. Briefly explain what is meant by the term wellbeing and explain why wellbeing is important in Jemijo’s call centre. (AC 3.2) 
Q12. Henry, a call centre manager at Jemijo, is keen to attract and select young people to work in the call centre and suggests advertising vacancies for 18- to 21-year-olds. With reference to discrimination legislation, summarise why this approach presents a legal risk. (AC 3.3)
Q13. Explain how the terms diversity and inclusion differ and why diversity and inclusion are important in Jemijo’s call centres. (AC 3.4)
Q14. Henry advises you that Megan, a Jemijo employee with five years’ continuous service, swore at a customer who was frustrated about the time taken to deal with their insurance claim. Henry informs you that he has not taken any action yet but will dismiss Megan in a meeting today and asks whether there is a form that they need to fill out for this to ensure Megan is not overpaid. You are relieved that Henry has contacted you, but you are concerned about his proposal and the legal risk of his approach.  
Explain why Henry’s approach is likely to be viewed as an unfair dismissal and how the approach differs to the approach needed for a fair dismissal. (AC 3.5)

Your evidence must consist of:

Written answers to questions 10-14 (approximately 1250 words, (+/- 10%), refer to CIPD word count policy). 
















Task four – Written answers (performance management and reward)
Q15. The CIPD factsheet, ‘Performance management: an introduction’, states that performance management includes the following activities:  
· Establish objectives
· Improve performance
· Hold people to account 

Explain how these activities could assist in the performance management of call centre staff at Jemijo. (AC 4.1) 
Q16. Explain how the level of skill and level of motivation of call centre staff at Jemijo could impact their performance. (AC 4.2)
Q17. At present, call centre staff at Jemijo have annual appraisals with their manager. Explain whether continuous reviews could be more beneficial than annual reviews (AC 4.3)
Q18. The CIPD factsheet, ‘Strategic reward and total reward’ (February 2025) sets out a range of elements that could form part of total reward. Explain why, ‘Access to professional and personal development’ and ‘meaningful work’ could be valued by call centre customer service advisors at Jemijo. (AC 5.1) 
Q19. With reference to at least one motivation theory, explain how non-financial reward could support good performance in the call centre at Jemijo. (AC 5.2)
Q20. Explain why it is important that pay for call centre staff at Jemijo is equitable and consistent. (AC 5.3)

Your evidence must consist of: 

Written answers to questions 15-20, approximately 1500 words, (+/- 10%), refer to CIPD word count policy.   















Task five – Written answers (learning and development)
Call centre staff deal with a wide range of customer queries relating to insurance products and insurance claims. To ensure that all new call centre staff have the relevant knowledge and skills to perform competently in their role, they attend a six-week training programme. The training programme covers: 
· knowledge of Jemijo’s insurance products and systems 
· how to communicate with customers and how to understand their needs 
· empathy 
· regulatory requirements 

Q21. Explain the benefits to new starters and Jemijo of the call centre’s basic training programme. (AC 6.1) 
Q22. All new starters in the call centre at Jemijo undertake the basic training programme. Describe different types of learning needs that might arise once the basic training is complete and describe why they might arise. (AC 6.2)
Q23. Provide a brief summary of how face-to-face training can be used to develop managers at Jemijo, and briefly summarise how blended learning, facilitation, coaching, and mentoring could also be used to develop management skills. (AC 6.3) 
Q24. As successful completion of the basic training programme is essential for new starters, explain how Jemijo can ensure that the basic training programme is inclusive and accessible for all new starters. (AC 6.4)
Q25. Discuss a range of metrics that could be used to evaluate the effectiveness of the basic training for call centre staff at Jemijo (AC 6.5)


Your evidence must consist of:
Written answers to questions 21–25, approximately 1250 words, (+/- 10%), refer to CIPD word count policy). 


Answer Checklist
You may find the following checklist helpful to make sure that you have answered all the questions. You don’t have to use it if you don’t want to.
	Task one – Written answers (recruitment and selection)
Questions
	Answered
Y/N

	Q1.
	Create a diagram that shows stages in the employee lifecycle. After reading all tasks in the assessment brief, annotate each stage to explain how people professionals at Jemijo could contribute to the stages in your diagram. (AC 1.1)
	

	Q2.
	Explain how job analysis can help to create an accurate job description and person specification, for the role of a claims handler, at Jemijo’s call centre (AC 1.2)
	

	Q3.
	Jemijo advertise vacancies though their website and on commercial jobs boards. Explain each of these recruitment methods and explain why these methods are appropriate for advertising call centre vacancies. 
(AC 1.3)
	

	Q4.
	Explain why the content of the copy used in the job adverts on Jemijo’s website could vary compared to the content of copy on commercial jobs boards. (AC 1.4)
	

	Q5.
	Explain why structured interviews and assessment centres are appropriate selection methods for call centre roles at Jemijo. (AC 2.1)
	

	Q6.
	Explain what records from the structured interviews and assessment centres at Jemijo should be retained. (AC 2.4)
	

	Q7.
	Using an AI tool of your choice, create templates for a letter of appointment and a letter of non-appointment for the call centre customer service role. Once you have created the templates, critically review each template, and explain which elements you would keep and why, and which elements you would remove or change and why. (AC 2.5)
	










	Task two – Simulated interview
Questions
	Answered
Y/N

	Q8.
	Devise selection criteria for the post of People Assistant using the job description already written (Appendix A). Use the selection shortlisting matrix (Appendix B) to shortlist applications against the selection criteria to determine candidates to be interviewed.  You must use the completed, sample application forms provided in Appendix C (AC 2.2) 
	

	Q9.
	Interview one applicant and decide whether they meet the criteria for the post. The interview could be a panel of no more than three learners from the same centre, or one-to-one interview (as determined by your centre). The interview could be conducted face-to-face or by web conferencing (as determined by your centre). (AC 2.3)
	





	Task three – Written answers (legislation and employment relations)
Questions
	Answered
Y/N

	Q10.
	Explain, with reference to legislation, why it is important that call centre staff at Jemijo, working on the 24/7 claims hotline, have adequate periods of rest between periods of work and do not work excessive hours. (AC 3.1)
	

	Q11.
	Briefly explain what is meant by the term wellbeing and explain why wellbeing is important in Jemijo’s call centre. (AC 3.2)
	

	Q12.
	Henry, a call centre manager at Jemijo, is keen to attract and select young people to work in the call centre and suggests advertising vacancies for 18- to 21-year-olds. With reference to discrimination legislation, summarise why this approach presents a legal risk. (AC 3.3)
	

	Q13.
	Explain how the terms diversity and inclusion differ and why diversity and inclusion are important in Jemijo’s call centres. (AC 3.4)
	

	Q14.
	Henry advises you that Megan, a Jemijo employee with five years’ continuous service, swore at a customer who was frustrated about the time taken to deal with their insurance claim. Henry informs you that he has not taken any action yet but will dismiss Megan in a meeting today and asks whether there is a form that they need to fill out for this to ensure Megan is not overpaid. You are relieved that Henry has contacted you, but you are concerned about his proposal and the legal risk of his approach.  
Explain why Henry’s approach is likely to be viewed as an unfair dismissal and how the approach differs to the approach needed for a fair dismissal. (AC 3.5)
	





	Task four – Written answers (performance management and reward)
Questions
	Answered
Y/N

	Q15.
	The CIPD factsheet, ‘Performance management: an introduction’, states that performance management includes the following activities:  
· Establish objectives
· Improve performance
· Hold people to account 
Explain how these activities could assist in the performance management of call centre staff at Jemijo. (AC 4.1)
	

	Q16.
	Explain how the level of skill and level of motivation of call centre staff at Jemijo could impact their performance. (AC 4.2)
	

	Q17.
	At present, call centre staff at Jemijo have annual appraisals with their manager. Explain whether continuous reviews could be more beneficial than annual reviews (AC 4.3)
	

	Q18.
	The CIPD factsheet, ‘Strategic reward and total reward (February 2025)’ - https://www.cipd.org/uk/knowledge/factsheets/strategic-total-factsheet/, sets out a range of elements that could form part of total reward. Explain why, ‘Access to professional and personal development’ and ‘meaningful work’ could be valued by call centre customer service advisors at Jemijo. (AC 5.1)
	

	Q19.
	With reference to at least one motivation theory, explain how non-financial reward could support good performance in the call centre at Jemijo. (AC 5.2)
	

	Q20.
	Explain why it is important that pay for call centre staff at Jemijo is equitable and consistent. (AC 5.3)
	























	Task five – Written answers (learning and development) 
Questions
	Answered
Y/N

	Q21.
	Explain the benefits to new starters and Jemijo of the call centre’s basic training programme. (AC 6.1)
	

	Q22.
	All new starters in the call centre at Jemijo undertake the basic training programme. Describe different types of learning needs that might arise once the basic training is complete and describe why they might arise. (AC 6.2)
	

	Q23.
	Provide a brief summary of how face-to-face training can be used to develop managers at Jemijo, and briefly summarise how blended learning, facilitation, coaching, and mentoring could also be used to develop management skills. (AC 6.3)
	

	Q24.
	As successful completion of the basic training programme is essential for new starters, explain how Jemijo can ensure that the basic training programme is inclusive and accessible for all new starters. (AC 6.4)
	

	Q25.
	Discuss a range of metrics that could be used to evaluate the effectiveness of the basic training for call centre staff at Jemijo (AC 6.5)
	































Declaration of Authentication 

Declaration by learner 


	I can confirm that:

1. this assessment is all my own work.  
1. where I have used materials from other sources, they have been properly acknowledged and referenced.
1. I have not used Artificial Intelligence tools to generate content for my assessment. (except where I have been explicitly instructed to do so in task one, question 7)
I understand the consequences of malpractice and accept that any violation of this agreement may result in disciplinary action.

	Learner name: 
	 

	Learner signature: 
(This must be a true signature, so a handwritten signature, or a photo or scan of a handwritten signature, or an e-signature. A typed signature is not acceptable.)

	 

	Date of submission*
Date of first re-submission (if applicable)*
Date of second re-submission (if applicable)* 
*This should be the date on which you submit your assessment for marking
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Marking Guidance for Assessors
You should mark in line with the marking descriptors set out on page 18 of this brief. 
You must provide a mark from one to four for each question set. You must provide constructive, developmental feedback against each question where you award a mark of one, so refer/fail and rich summary feedback at the end of the feedback form, following the instructions provided there.
To pass the unit assessment learners must achieve a mark of two (Low Pass) or above for each of the questions. You must refer/fail them if you award a mark of one for any of the questions.
Please ensure that you use the correct terminology. Learners have three attempts at the assessment. They only ‘fail’ the assessment if they do not achieve a mark of two for any of the questions at their third attempt. Until then they are ‘referred’.
When you have marked each question, you should total the marks awarded and determine the unit outcome. The table below shows the marking bands for each outcome for this unit.
	Overall mark
	Unit result

	0 to 49
	Refer/ Fail

	50 to 64 
	Low Pass

	65 to 82
	Pass

	83 to 100
	High Pass









Please note that the unit outcome is provided: 
· to help learners understand where they are performing well and where they may need to develop
· to help inform your teaching practice
· for moderation purposes

The qualification is not graded and unit outcomes do not appear on learners’ certificates.





Marking Descriptors
	Mark
	Range
	Descriptor

	1
	 Refer/ Fail 
	The response DOES NOT 
· demonstrate the knowledge, understanding or skill required to meet the AC.
· include any or appropriate examples where these are required to support the answer.
· refer to the case study or scenario where these are provided in the assessment brief.
· respond clearly to the question/task and is not well expressed.
· have an appropriate format or structure which meets the requirements set out in the brief.

	2
	Low Pass
	The response DOES 
· demonstrate the minimum level of knowledge, understanding or skill required to meet the AC.  
· include an appropriate example where this is required to support the answer.
· refer to the case study or scenario where these are provided in the assessment brief.
· respond to the question or task although it could be clearer and/or better expressed.
· have an appropriate format or structure which meets the requirements set out in the brief.

	3
	Pass

	The response 
· demonstrates a good level of knowledge, understanding or skill required to meet the AC.
· includes use of a good example or examples where these are required to support the answer.
· makes good reference to the case study or scenario where these are provided in the assessment brief 
· directly addresses the question/task and is well expressed.
· has a good format or structure which meets the requirements set out in the brief.

	4
	High Pass
	The response 
· demonstrates an excellent level of knowledge, understanding or skill required to meet the AC.
· includes use of an excellent example or examples where these are required to support the answer.
· includes evidence of wider reading to help inform the answer* 
· makes excellent reference to the case study or scenario where these are provided in the assessment brief 
· responds very clearly to the question/task and is particularly well expressed.
· has an excellent format or structure which meets the requirements set out in the brief.
*Whilst reference to wider reading may contribute a mark of four, it is not essential for a mark of four to be awarded. A response which is strong in other ways, for example, by providing strong examples or being particularly well expressed may be sufficient to merit a four without evidence of wider reading.



Marking grid and feedback for learner
	Unit 3CO04: Assessor Feedback to Learner


	Centre number
	

	Centre name
	

	Learner number (1st 7 digits of CIPD Membership number)
	

	Learner surname
	

	Learner other names (e.g. first name and middle name(s))
	



Note to Assessor – Please enter a mark for each AC. You need only provide feedback 
where you have awarded a mark of 1. This feedback should be developmental. 

	TASK 1

	Question Number
	Question
	Mark 
1-4

	Q1.
	Create a diagram that shows stages in the employee lifecycle. After reading all tasks in the assessment brief, annotate each stage to explain how people professionals at Jemijo could contribute to the stages in your diagram. (AC 1.1)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q2.
	Explain how job analysis can help to create an accurate job description and person specification, for the role of a claims handler, at Jemijo’s call centre (AC 1.2)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q3.
	Jemijo advertise vacancies though their website and on commercial jobs boards. Explain each of these recruitment methods and explain why these methods are appropriate for advertising call centre vacancies. (AC 1.3)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q4.
	Explain why the content of the copy used in the job adverts on Jemijo’s website could vary compared to the content of copy on commercial jobs boards. (AC 1.4)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q5. 


	Explain why structured interviews and assessment centres are appropriate selection methods for call centre roles at Jemijo. (AC 2.1)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q6.
	Explain what records from the structured interviews and assessment centres at Jemijo should be retained. (AC 2.4)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q7.
	Using an AI tool of your choice, create templates for a letter of appointment and a letter of non-appointment for the call centre customer service role. Once you have created the templates, critically review each template, and explain which elements you would keep and why, and which elements you would remove or change and why. (AC 2.5) 
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Total marks for TASK 1

	

	Total marks for TASK 1 (resubmission 1 if applicable)

	

	Total marks for TASK 1 (resubmission 2 if applicable)

	







	TASK 2

	Question Number
	Question
	Mark 
1-4

	Q8.
	Devise selection criteria for the post of People Assistant using the job description already written (Appendix A). Use the selection shortlisting matrix (Appendix B) to shortlist applications against the selection criteria to determine candidates to be interviewed. You must use the completed, sample application forms provided in Appendix C (AC 2.2) 
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q9.
	Interview one applicant and decide whether they meet the criteria for the post. The interview could be a panel of no more than three learners from the same centre, or one-to-one interview (as determined by your centre). The interview could be conducted face-to-face or by web conferencing (as determined by your centre). (AC 2.3) 
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Total marks for TASK 2

	

	Total marks for TASK 2 (resubmission 1 if applicable)

	

	Total marks for TASK 2 (resubmission 2 if applicable)

	




	TASK 3

	Question Number
	Question
	Mark 
1-4

	Q10.
	Explain, with reference to legislation, why it is important that call centre staff at Jemijo, working on the 24/7 claims hotline, have adequate periods of rest between periods of work and do not work excessive hours. (AC 3.1)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q11.
	Briefly explain what is meant by the term wellbeing and explain why wellbeing is important in Jemijo’s call centre. (AC 3.2)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q12.
	Henry, a call centre manager at Jemijo, is keen to attract and select young people to work in the call centre and suggests advertising vacancies for 18- to 21-year-olds. With reference to discrimination legislation, summarise why this approach presents a legal risk. (AC 3.3)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q13.
	Explain how the terms diversity and inclusion differ and why diversity and inclusion are important in Jemijo’s call centres. (AC 3.4)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q14. 


	Henry advises you that Megan, a Jemijo employee with five years’ continuous service, swore at a customer who was frustrated about the time taken to deal with their insurance claim. Henry informs you that he has not taken any action yet but will dismiss Megan in a meeting today and asks whether there is a form that they need to fill out for this to ensure Megan is not overpaid. You are relieved that Henry has contacted you, but you are concerned about his proposal and the legal risk of his approach. Explain why Henry’s approach is likely to be viewed as an unfair dismissal and how the approach differs to the approach needed for a fair dismissal. (AC 3.5)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Total marks for TASK 3

	

	Total marks for TASK 3 (resubmission 1 if applicable)

	

	Total marks for TASK 3 (resubmission 2 if applicable)

	



	TASK 4

	Question Number
	Question
	Mark 
1-4

	Q15.
	The CIPD factsheet, ‘Performance management: an introduction’, states that performance management includes the following activities:  
· Establish objectives
· Improve performance
· Hold people to account 
Explain how these activities could assist in the performance management of call centre staff at Jemijo. (AC 4.1)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q16.
	Explain how the level of skill and level of motivation of call centre staff at Jemijo could impact their performance. (AC 4.2)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q17.
	At present, call centre staff at Jemijo have annual appraisals with their manager. Explain whether continuous reviews could be more beneficial than annual reviews (AC 4.3)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q18.
	The CIPD factsheet, ‘Strategic reward and total reward (February 2025)’ - https://www.cipd.org/uk/knowledge/factsheets/strategic-total-factsheet/, sets out a range of elements that could form part of total reward. Explain why, ‘Access to professional and personal development’ and ‘meaningful work’ could be valued by call centre customer service advisors at Jemijo. (AC 5.1)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q19.


	With reference to at least one motivation theory, explain how non-financial reward could support good performance in the call centre at Jemijo. (AC 5.2)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q20.
	Explain why it is important that pay for call centre staff at Jemijo is equitable and consistent. (AC 5.3)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Total marks for TASK 4

	

	Total marks for TASK 4 (resubmission 1 if applicable)

	

	Total marks for TASK 4 (resubmission 2 if applicable)
	




	TASK 5

	Question Number
	Question
	Mark 
1-4

	Q21.
	Explain the benefits to new starters and Jemijo of the call centre’s basic training programme. (AC 6.1)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q22.
	All new starters in the call centre at Jemijo undertake the basic training programme. Describe different types of learning needs that might arise once the basic training is complete and describe why they might arise. (AC 6.2)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q23.
	Provide a brief summary of how face-to-face training can be used to develop managers at Jemijo, and briefly summarise how blended learning, facilitation, coaching, and mentoring could also be used to develop management skills. (AC 6.3)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q24.
	As successful completion of the basic training programme is essential for new starters, explain how Jemijo can ensure that the basic training programme is inclusive and accessible for all new starters. (AC 6.4)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)

	

	Q25. 


	Discuss a range of metrics that could be used to evaluate the effectiveness of the basic training for call centre staff at Jemijo (AC 6.5)
	

	
	Assessor feedback first submission (if applicable)

	

	
	Assessor feedback resubmission 1 (if applicable)

	

	
	Assessor feedback resubmission 2 (if applicable)


	

	Total marks for TASK 5

	

	Total marks for TASK 5 (resubmission 1 if applicable)

	

	Total marks for TASK 5 (resubmission 2 if applicable)
	

















	Total marks for UNIT

	
	Grade
	

	Total marks for UNIT (resubmission 1 if applicable)

	
	Grade (resubmission 1 if applicable)
	

	Total marks for UNIT (resubmission 2 if applicable)

	
	Grade (resubmission 2 if applicable)
	

	Assessor Feedback Summary
Please use this box to summarise your feedback on the assessment overall. This should highlight strengths and any areas for improvement, either referring to specific ACs or commenting more generally across the assessment. (Note: developmental feedback on any ACs awarded a mark of 1 should have already been provided in the relevant box of the assessment form above.
Please use a different font colour for any resubmission comments.) 
	


	Assessor name:
	Submission
	Resubmission 1
	Resubmission 2

	
	

	
	

	Assessor signature*:
I confirm that I am satisfied that to the best of my knowledge, the work produced is solely that of the learner.
	
	
	

	Date:
	

	
	


*This must be a true signature, so a handwritten signature, or a photo or scan of a handwritten signature, or an e-signature. A typed signature is not acceptable.



Appendix A – Job description

The following job description was produced by adapting the job description template produced by Acas  (available at https://www.acas.org.uk/job-description-templates).

	
Job title

	People Assistant

	
Reporting to

	People Manager

	Main purpose of job

	Support the People team in all areas of the employee lifecycle

	Key tasks

	1. Provide professional and confidential people support and administration across the full range of people activity.
2. Accurate input and maintenance of data in the HRIS. Generate reports as required.
3. Respond to routine queries in the shared people inbox, allocate other emails to people advisors. 
4. Support recruitment and selection activities by liaising with candidates and managers, advertising vacancies, setting up interviews and assessment centres, completing pre-employment checks, sending out offer packs, monitoring and supporting onboarding, confirm or extend staff probations.
5. Support employment relations activities by liaising with staff and managers, setting up disciplinary and grievance investigations, hearing and appeal meetings. Act as note taker as required.
6. Support reward activities by accurately calculating pay, annual leave and other contractual entitlements. Support job evaluation activities. 
7. Support payroll activities by the timely and accurate processing of payroll information. 
8. Ensure maintenance of confidential and or sensitive staff information in line with data protection legislation.
9. Support project work as required.
10. Undertake any other duties related to the main job purpose, as required.






[bookmark: _Hlk102399345]
Appendix B


SELECTION SHORTLISTING MATRIX

Candidate Name:    		              Job Title: 

	ATTRIBUTES
	ESSENTIAL
	DESIRABLE
	TOTAL

	Qualifications

	
	For example, CIPD Foundation Certificate in People Practice 
	E.g. 3


	Experience

	

	
	

	Knowledge

	

	
	

	Skills

	

	
	

	Personal qualities

	

	
	

	Additional Requirements

	

	
	

	TOTAL SCORE
	

	Interview – Y/N
	



Scoring:
0- Does not meet criteria
1- Partly meets
2- Fully meets
3- Exceeds
This is a template that can be adapted as required. Examples should be removed from submission for assessment.




Appendix C – Application forms

The following applications forms  were produced by adapting the job description template produced by Acas  (available at https://www.acas.org.uk/job-application-form-template). Personal details have been removed to support objective screening and shortlisting. Please add suitable names for the purpose of interviewing. 

[bookmark: _kpr05n82n26c]Application form
Applicant reference: 001
Application for People Assistant 
[bookmark: _zidixfu2h1to]Your details

Name: 	

Address: 	

Postcode: 	

Phone:

Email:
[bookmark: _obvz8px9oj35]Education and training
Please give details:

	
Northcastle High School
Northcastle College


[bookmark: _qhulv5cexz75]Qualifications
Please give details:
	
8 GCSEs grades C and above, including English and Maths
3 A levels
CIPD Foundation Certificate in People Practice.


[bookmark: _97j1ykgd1f2u]Employment history
[bookmark: _itppkk92vaqm]Your current or most recent employer

Name of employer: Downtown Insurance Group

Address: Downtown House, East Way, Northcastle.

Postcode: NC14 8PQ

Job title: Call centre agent

Pay: £23,500

Length of time with employer: 3 years

Reason for leaving: Still employed

Duties: 

	Answer queries about insurance products and set up insurance for customer. Advise on what policies do and don’t cover. Keep up to date with product changes to provide correct information. 



[bookmark: _81dqi68kkna8]Previous employers
Please tell us about other jobs you have done and about the skills you used or learned in those jobs.

	None


[bookmark: _2hk78iv0b9mh]Supporting statement
Please tell us why you applied for this job and why you think you are the best person for the job.

	I enjoy working in insurance and have good customer relations skills. I understand the importance of making sure a policy suits the person needs. I have always been interested in HR and have just completed the CIPD Foundation Certificate in People Practice, passing all assessments first time. Now I have learnt about people practice, I am ready to put what I have learnt into practice. I think I will be the best person for the job as I have knowledge of HR and of insurance. I have many transferable skills, such as data entry, checking relevance of policies and ensuring information is kept confidential. I have good understanding of data protection legislation and how this applies to insurance and HR.  I learn quickly and I am keen to expand my knowledge of employment law. I am a Foundation member of the CIPD. 


[bookmark: _ojwn8qfpdqo4]Interview arrangements and availability
If you have a disability, please tell us if there are any reasonable adjustments we can make to help you in your application or with our recruitment process.

	None



Are there any dates when you will not be available for interview?

	No



When can you start working for us?

	After one month’s notice.


[bookmark: _l4j9qclj5v1t]Right to work in the UK
Do you need a work permit to work in the UK? Yes / No
[bookmark: _t2k2hyav6xgs]References
Please give the names and contact details of 2 people who we can ask to give you a reference. We may ask them before an employment offer is made. We will not ask your current employer until we get your permission. 
[bookmark: _w5ptqqnrjpr0]Referee 1
	Ian Beddows – i.beddows@downtowninsurance.co.uk


[bookmark: _pqe75yp8cjmd]Referee 2
	 Hally Purewal – h.purewal@ downtowninsurance.co.uk


[bookmark: _fimrf6f4wc5k]Declaration
I confirm that to the best of my knowledge the information I have provided on this form is correct and I accept that providing deliberately false information could result in my dismissal.

Name:

Signature:

Date:





Application form
Applicant reference: 002
Application for People Assistant
Your details

Name: 

Address: 	

Postcode: 	

Phone:

Email:
Education and training
Please give details:

	Eastcastle Academy 
University of Northcliffe


Qualifications
Please give details:

	10 GCSEs including English and Maths, grades 6-9
3 A Levels, A*, A, A
BA Human Resource Management  2:1


Employment history
Your current or most recent employer

Name of employer: NA

Address: NA.

Postcode: NA

Job title: NA

Pay: NA

Length of time with employer: NA

Reason for leaving: NA

Duties: 

	



Previous employers
Please tell us about other jobs you have done and about the skills you used or learned in those jobs.

	None


Supporting statement
Please tell us why you applied for this job and why you think you are the best person for the job.

	I have had a strong interest in people management since first learning about this area of work when studying A level Business Studies. Such was my interest, that I decided to study Human Resource Management at university. I have an excellent knowledge and understanding of the whole employee lifecycle, and a particular interest in employment relations. I have excellent communication skills and will be able to liaise with both employees and managers in all activities in the job description for this role. I have excellent IT skills, having used Microsoft Office 365 during my degree. During my course, I analysed employee turnover data and produced reports and presentations using this data. I have good attention to detail and accurate typing and would apply this when entering data in the HRIS. I understand the importance of data protection legislation in people management and understand the legal implications of failure to comply. I would be able to apply this knowledge in all aspects of my work as a people assistant. 


Interview arrangements and availability
If you have a disability, please tell us if there are any reasonable adjustments we can make to help you in your application or with our recruitment process.

	None



Are there any dates when you will not be available for interview?

	No



When can you start working for us?

	Immediately 


Right to work in the UK
Do you need a work permit to work in the UK? Yes / No
References
Please give the names and contact details of 2 people who we can ask to give you a reference. We may ask them before an employment offer is made. We will not ask your current employer until we get your permission. 
Referee 1
	Carolyn Greaves – carolyn.greaves@northcliffe.ac.uk


Referee 2
	Jana Klosowska - jana.klosowska@ northcliffe.ac.uk


Declaration
I confirm that to the best of my knowledge the information I have provided on this form is correct and I accept that providing deliberately false information could result in my dismissal.

Name:

Signature:

Date:
















Application form
Applicant reference: 003
Application for People Assistant
Your details

Name: 	

Address: 	

Postcode: 	

Phone:

Email:
Education and training
Please give details:

	Northcastle High School
Northcastle College


Qualifications
Please give details:

	5 GCSEs, all grade C


Employment history
Your current or most recent employer

Name of employer: Wilton Ltd

Address: 26 High Street, Northcastle.

Postcode: NC16 2WE

Job title: Administration Assistant

Pay: £22,500

Length of time with employer: 2 years

Reason for leaving: Still employed

Duties: 

	Arrange interviews, prepare offer letters and contracts, answer question about contracts, support the owner in all HR administration. I also deal with all the administration for the company including sending out quotes, sending invoices, taking phone calls, answering emails, taking meeting minutes, ordering stationery and filing. 



Previous employers
Please tell us about other jobs you have done and about the skills you used or learned in those jobs.

	None


Supporting statement
Please tell us why you applied for this job and why you think you are the best person for the job.

	I am currently working in an administrative job and although I have gained good experience, the company is small which limits the scope to gain experience of a wider range of people activities. I now want to focus on people management and build on what I already do. I have good experience of liaising with the owner and candidates in recruitment, I am excellent at sending out information in a timely way. I also have good experience of taking minutes in meetings, including disciplinary meetings, and I am very organised in both my activities and time management. I manage my workload well to achieve all the tasks that are expected of me. I have good experience of using email, Word and Excel. Although I have not used a computerised HR system, I look forward to the opportunity to do this. I plan to study the CIPD Foundation Certificate in People Practice once I have started my first people practice job. 


Interview arrangements and availability
If you have a disability, please tell us if there are any reasonable adjustments we can make to help you in your application or with our recruitment process.

	None



Are there any dates when you will not be available for interview?

	No



When can you start working for us?

	After 4 weeks notice


Right to work in the UK
Do you need a work permit to work in the UK? Yes / No
References
Please give the names and contact details of 2 people who we can ask to give you a reference. We may ask them before an employment offer is made. We will not ask your current employer until we get your permission. 
Referee 1
	 Daphne Wilton - wilton@wilton.co.uk



Referee 2
	Summer Wood – sunnysum@kmail.com


Declaration
I confirm that to the best of my knowledge the information I have provided on this form is correct and I accept that providing deliberately false information could result in my dismissal.

Name:

Signature:

Date:























Appendix D – STARR Model Interview Questions
The model looks at:
Situation 	– what was the situation faced by the candidate?
Task 	– what specifically did the candidate need to do, what was their part?
Action 	– what did they actually do?
Result 	– what was the outcome, was it what they intended it to be?
Reflect 	– what was learned from the experience?

The model can be used in different ways:
By candidates when answering questions to ensure they cover all the relevant information.
By the interviewer to probe and ask candidates further questions based on their responses.
By the interviewer to bring a talkative candidate back to the question in hand.

Using one of the three open questions below, try to give examples of probing questions you could ask a candidate to get more information.
Tell me about a time when you have managed a project.
Talk me through a time when you have delivered outstanding customer service.
Tell me about a time when you have worked as part of a team.

	Situation 
	

	Task
	

	Action
	

	Result
	

	Reflect
	



Turning competencies into questions using the STARR approach 
Below is an example of how you might turn one set of competencies into a short, structured interview (1-1.5 hour)
Situation
Ask for an example of a situation in which the candidate was required to demonstrate the competence under review.
Task
Clarify what was the task that the candidate had to undertake in the specific situation identified.
Action
Find out very specifically what the candidate did.
Result
Find out the outcome or result and what happened.
Reflect
Find out what the candidate learned from the experience and/or what they would do differently when in the same or similar situation again.

Below are some suggested questions for STARR
Situation	
Tell me about a time where…
Explain a time when…
Describe an occasion when you…
Give me an example of when you…
Can you think of a time when you…
Talk me through an experience when you…
Task	
What was the task?
What was expected from you?
What was your role?
What were your responsibilities?
What was your approach?
Who else was involved?
Action	
How did you begin?
What exactly did you do?
What timescales were you working to?
How did you go about…?
What happened next?
What did you consider?
How did you monitor what you did?
What obstacles did you have to overcome?
Result	
What was the outcome?
What was the end-result?
What happened in the end?
What did you achieve?
How do you know the outcome was a success?
Did that work?
Reflect	
What did you learn?
What did you discover about yourself?
What insights has the experience given you?
What would you do differently?
Looking back, what was the most challenging aspect of…?
What changes have you made since in your approach to…?









Appendix E –CIPD Skills observation feedback form (SOF)

	Centre number:
	

	Centre name:
	

	CIPD Learner No (1st 7 digits of CIPD Membership number):
	

	Learner surname:
	

	Learner other names:
	

	Qualification title:
	

	Unit title:

	Essentials of people practice
	Unit code:
	3CO04

	Learning outcome(s):
	2 Be able to contribute to the effective section and appointment of individuals. 

	Assessment criteria:
	AC 2.2, AC 2.3

	Skills required:
	Assessor feedback – to be completed by the assessor with notes to support the decision 

	Appropriate selection criterion devised based on job description
	

	Shortlisting of candidates carried out based on criteria.
	

	Suitable environment/technology prepared.
	


	Interview opened appropriately:
· introductions
· outline of interview process and structure.
	


	Rapport established and candidate put at ease.
	


	Appropriate questions used:
· relevant to job description
· open questions & probing
· competency-based
· clarifying.
	


	Communication skills (verbal and non-verbal) used effectively with candidate, e.g. listening and speaking and using appropriate body language.
	


	Effective note taking and scoring against criteria to justify decision.
	

	Outline of job, terms & conditions etc provided.
	

	Candidate invited to ask questions which are responded to clearly.
	


	Interview closed appropriately.

	

	Panel members liaise effectively (if panel interview conducted, leave blank if individual interview conducted).
	

	Interview conducted professionally and within legal requirements.
	

	Interview structure appropriate.

	

	Interview time managed well.

	




	Assessor name:
	


	Assessor signature:
	

	Date:

	



Notes on skills observation 
When carrying out observations, consideration should be given to the following points:

1. A form must be complete for each learner, regardless of whether they are part of a panel or individual interview. 
2. Learners should be informed of the intention to carry out this kind of observation and given sufficient notice of when the observation will take place.  
3. Observers should be familiar with the appropriate learning outcomes and assessment criteria prior to the observation and assessment.
4. Achievements should be recorded promptly once skills and knowledge have been demonstrated.
5. Constructive and meaningful feedback on performance should be given to the learner. Feedback should not be limited to yes/no.

Centres should retain a copy of the completed form in the learner’s record and if the learner is selected for moderation, a copy must be uploaded to Rogo. The learner should also retain a copy.
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