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Introduction

The Operational Services NVQ is aimed at employees who work in a sport and activity environment (for 
example in a leisure centre) and who also work with other staff and customers and for staff who use and 
maintain equipment and facilities, including caravan parks. The employees should be responsible for 
operational roles acting under supervision. 

The primary target group is facility staff, who provide services – such as setting up and taking down 
equipment, equipment maintenance, cleaning and tidying, customer care, life-guarding or plant 
operation – to customers or members. Typical settings will be public or private leisure centres, sports 
centres, stadia, fitness centres, sports clubs, caravan parks or outdoor activity centres. 

GLH: 145 TQT: 200 Credit value: 20

Active IQ wishes to emphasise that whilst every effort is made to ensure accuracy, the material contained within this 
document is subject to alteration or amendment in terms of overall policy, financial or other constraints. Reproduction of 
this publication is prohibited unless authorised by Active IQ Ltd. No part of this document should be published elsewhere 
or reproduced in any form without prior written permission.
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Qualification Structure

Level 2 NVQ Certificate in Active Leisure, Learning and Well-being Operational Services

This NVQ consists of four mandatory and four optional units.   

Mandatory (Core) Units
1.	 Support the work of the team and organisation
2.	 Promote health, safety and welfare in active leisure and recreation 
3.	 Support equality and diversity in active leisure and recreation
4.	 Give customers a positive impression of yourself and your organisation (ICS)

Optional Units
The optional units can be selected from any of the groupings shown below.

Equipment 
5.	 Set up, take down and store activity equipment
6.	 Check and service activity equipment
7.	 Site caravans on parks

Facilities 
8.	 Clean and tidy facility areas
9.	 Deal with substances hazardous to health
10.	 Operate plant to maintain the quality of pool water 
11.	 Operate plant to provide and maintain an ice surface
12.	 Carry out maintenance and minor repairs (Asset Skills)
13.	 Prepare hard standings and paths for caravans
14.	 Use and maintain pedestrian controlled powered equipment (LANTRA)
15.	 Use and maintain ride-on powered equipment (LANTRA)
16.	 Use and maintain chippers and/or shredders (LANTRA)
17.	 Use and maintain non-powered and hand held powered tools and equipment (LANTRA)
18.	 Maintain grounds of premises and facilities (Asset Skills)
19.	 Monitor and maintain electrical and plumbing services (Asset Skills)
20.	 Maintain site security and safety (Asset Skills)
21.	 Check and maintain sport/ play surfaces and equipment
22.	 Contribute to environmental conservation in active leisure and recreation 

Customer Care
23.	 Maintain the safety of the pool environment and its users
24.	 Maintain the safety of the ice rink environment and its users
25.	 Process payments for purchases
26.	 Provide a facility reception service
27.	 Resolve customer service problems (ICS)

Team Leading
28.	 Support other team members in their work
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Personal details

Learner details

First Name:						      Surname:

Date of birth:						      Place of work:

Home address:						     Work address:

Telephone No:						      Telephone No:

Mobile No:						      Fax No:

Email:

Work-based assessor details

First Name:						      Surname:

Address:

Telephone No:						      Mobile No:

Email:
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Introduction

Welcome to the Active IQ Level 2 NVQ Certificate in Active Leisure, Learning and Well-being 
Operational Services

This document is designed to assist you in gathering evidence to prove your competence against the 
standards in each of the following units. Your work-based Assessor will provide you with guidance and 
support and help you decide on the best types of evidence to produce to prove competence.

What are NVQs?

National Vocational Qualifications (NVQs) are work-related, competence-based qualifications. They 
reflect the skills and knowledge needed to do a job effectively, and show that you are competent in the 
area of work the NVQ framework represents.
 
NVQs are based on national occupational standards. These standards are statements of performance 
that describe what competent people in a particular occupation are expected to be able to do. They 
cover all the main aspects of an occupation, including current best practice, the ability to adapt to future 
requirements and the knowledge and understanding that underpin competent performance.
 
Within reason, NVQs do not have to be completed in a specified amount of time. They can be taken 
by full-time employees or by school and college Learners with a work placement or part-time job 
that enables them to develop the appropriate skills. There are no age limits and no special entry 
requirements.
 
While NVQs technically stipulate no time limit, within reason, it is worth bearing in mind that setting 
time targets and limits is usually an important part of achieving goals of any sort. It is not helpful to 
drift aimlessly towards qualification ‘one day’ or ‘sometime in the future’, which under such vague 
circumstances often never actually comes. The best idea is to set and agree clear achievable and staged 
time targets with your work-based Assessor who will assess and monitor your progress against those 
agreed targets.

Who is Involved?

You will be assigned a work-based Assessor who will support, guide and assess you throughout this 
qualification. You will also have an assigned Internal Verifier who will check the work of your Assessor 
and ensure that the Assessor is working to the required standard.  You may also meet the External 
Verifier.  This person works for Active IQ and checks that the Assessor and the Internal Verifier are 
working to the correct standard and that you are being assessed fairly and reliably.
How are NVQs Achieved?

NVQs are achieved through assessment and training. Assessment is normally through on-the-job 
observation and questioning. You will produce evidence to prove you have the competence to meet 
the NVQ standards. Assessors sign off units when they believe you are ready. The assessor tests your 
knowledge, understanding and work-based performance to make sure you can demonstrate competence 
in the workplace. 
 
When you start the qualification, your work-based assessor will usually help you to:

•	 identify what you can do already
•	 agree on the standard and level you are aiming for 
•	 analyse what you need to learn 
•	 choose and agree on activities that allow you to learn what you need. 
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At this point, you might take a course if that seems the best way to learn what you need. Or, you might 
agree with your employer or supervisor to do slightly different work to gain the evidence of competence 
you need. 

You will compare your performance with the standards as you learn. You look at what you have 
achieved, how much you still need to do and how you should go about it, until you are assessed as 
competent for a unit or a whole NVQ. The system is suited to those who already have skills and want to 
develop them.

Your Assessment should follow a cyclic process:

You will agree with your 
Assessor what is to be 
assessed. Assessor will 

complete an Assessment Plan

If you have produced sufficient 
evidence to meet the standards, 

the Assessor will sign off the 
Unit or qualification

You will gather the 
agreed evidence 

and your Assessor 
may carry out an 

observation

Your Assessor will give 
you feedback on what 
has been achieved and 
what still needs to be 

achieved
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Methods of Assessment 

When planning assessments assessors should intend to use a range of methods appropriate to you and 
required by the awarding body. Within this section we will look at the various methods of assessment 
that can be used to assess you against the standards
 
Whatever type of assessment method is used, you should always ensure they are:
 
Valid - Is the evidence to be produced relevant to the qualification being assessed?
 
Authentic - Can the evidence be attributed to your own work?
 
Reliable – Does the evidence come from a reliable source?
 
Sufficient - Will the evidence to be produced be sufficient to cover fully each of the performance criteria?
 
Direct Observation
 
Direct observation requires the assessor to watch you physically performing the performance 
criteria. This can be done by either natural performance of their job or through simulation. 

The assessor will usually complete a report or an observation checklist, confirming how you have met 
the required performance criteria.
 
Examination of Product

This method of assessment is used by an assessor to judge your ability in producing a piece of work.  

Remember that copies of blank documents which you use in the workplace do not prove competence; 
the documents need to be copies of working documents that you have been involved in completing. If a 
document is too large to be placed in your portfolio, the assessor will write a written statement detailing 
the product, the performance criteria it covers, its location and how an internal or external verifier can 
access it.

Questioning
 
The use of questions, either oral or written, is the main method for establishing whether you have the 
required knowledge and understanding required by the particular qualification.  This is vital, as without 
knowing what exactly you are doing, why and what the possible alternatives are, there is little possibility 
that you will be able to transfer any skill from one situation to another.  
 
All questions and responses should be recorded, signed and dated by yourself and your assessor.
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Professional Discussion

Professional discussion gives you an opportunity to talk through, demonstrate, show and clarify 
aspects of your work that still need evidencing and/or for which other types of assessment are less 
appropriate. The assessor will plan carefully for professional discussion in order to obtain the clarification 
needed. The plan needs to be agreed by you and should always be led by you.
 
Professional discussions must be recorded in some way. One method of recording is by audiotape, 
as this unobtrusive method gives proof of the discussion. The assessor may also choose to take 
photographic evidence to augment the taped conversations.  It is not necessary to transcribe the 
conversation.  If the camera can record date and time, this is often a more acceptable form of recording 
‘live’ evidence than videotape, and sits well alongside an indexed audiotape.  Video, ideally using a small 
digital recorder, can be used where it would cause no disruption to normal work activity and where you 
feel it would aid your demonstration of competence.  The third method of recording, taking down the 
discussion verbatim, is the most difficult and least appropriate to do, as the assessor is less able to give 
you full attention, and the discussion can become stilted owing to the need to write everything down.
 
Dictaphone recording of a professional discussion should be accompanied with a written agenda listing 
the topics discussed and the start point on the tape indicated by tape counter number. 

Witness Testimony

If you think you are competent (i.e. have relevant qualifications or experience) in the work activities on 
which you are being assessed, you can provide a witness testimony to confirm that you can and have 
been working to the required standards. Witness testimony is a very useful method of assessment in 
this type of qualification where you have to prove competence over a period of time. The witness should 
write up their comments in a letter format or use a pre-designed form, the assessor will then make a 
decision whether to accept the evidence on face value.
 
Simulation

Although in assessment the emphasis is usually placed on you carrying out real work activities.  In some 
cases, it is difficult to collect evidence through a real work situation, the real work environment or within 
an acceptable time frame and therefore, simulation may be accepted.  
 
Simulations will usually deal with contingencies such as unexpected problems, emergencies, or other 
incidents which will not necessarily occur frequently.  
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Video or DVD and Audio Evidence
 
If you choose to use video or DVD evidence of you doing the job then your evidence should meet the 
following guidelines: 

•	 The whole session should be filmed non-stop from start to finish. 
•	 You should remain in camera at all times. 
•	 The video or DVD should not be edited in any way. 
•	 Photo-id should be sent with the video or DVD to prove authenticity (passport or driving licence). 

If the filming contains children then parental consent should be given in writing prior to filming. The 
parental consent form should clearly state the purpose of the video or DVD and that it will be destroyed 
following assessment and verification.

Audio

Dictaphone can be used to record professional discussions or question and answer sessions. This is 
particularly useful if you have dyslexia. The tape should be placed in your portfolio along with an agenda 
clearly detailing what is recorded on the tape and at what point (use the tape counter for reference).

Past Experiences and Achievements which Contribute to Assessment Process
 
During the assessment planning process, the assessor will encourage you to consider any past 
experiences or achievements which will contribute to the assessment process.  
 
This could include:

•	 prior learning which relates to part(s) of the course 
•	 prior achievement of qualifications which match part(s) of the course 
•	 prior experience which relates to part(s) of the course. 
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Building your Portfolio

Follow this step by step process to building your portfolio of evidence. Your Assessor should guide you 
through the process to begin with until you feel confident at referencing your evidence into each unit.

Step 1

Your Assessor will guide you towards the type of evidence 

you need to produce and you will have signed an 

Assessment Plan which clearly details how you are to be 

assessed and the evidence you need to produce.

Step 2

Place your evidence into the back of this portfolio and give 

the evidence a reference number

Always remember to sign and date every piece of evidence

Step 3

Refer to the Assessment Plan and the unit numbers to 

which the evidence refers.

Check to see that it does meet the assessment criteria.

Step 4

With the unit/assessment criteria in front of you, reference 

each piece of evidence into the evidence referencing grids 

and place a tick  next to the criteria you feel the evidence 

covers

Step 5

Your Assessor will check the referencing and may ask 

you questions to clarify your understanding – once your 

Assessor is happy that all the criteria have been met – he/

she will sign off the unit.
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Witness/Assessor Status List

Please ensure anybody who has made an assessment decision or provided a witness testimony within 
your portfolio has completed the witness/ assessor list

Witness Name 
and address

Status of
Witness
(See key
below)

Relationship to learner Signature

Witness Status Key:
1.	 Qualified Assessor, occupationally competent and familiar with standards
2.	 Qualified Assessor, not occupationally competent or familiar with standards
3.	 Occupationally competent, not an assessor (eg line manager)
4.	 Not occupationally competent, familiar with learner (eg customer)
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Record of Achievement

Unit Name Date 
Completed

Assessor 
Signature

IV Signature 
(if sampled)

Date EV Signature 
(if sampled)

Date

Mandatory

Support the 
work of the 
team and 
organisation

Promote 
health, 
safety and 
welfare 
in active 
leisure and 
recreation 

Support 
equality and 
diversity 
in active 
leisure and 
recreation

Give 
customers 
a positive 
impression 
of yourself 
and your 
organisation 
(ICS)
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Unit Name Date 
Completed

Assessor 
Signature

IV Signature 
(if sampled)

Date EV Signature 
(if sampled)

Date

Optional

Equipment

Set up, take 
down and 
store activity 
equipment

Check and 
service 
activity 
equipment

Site caravans 
on parks

Facilities

Clean and 
tidy facility 
areas

Deal with 
substances 
hazardous to 
health

Operate 
plant to 
maintain the 
quality of 
pool water 

Operate 
plant to 
provide and 
maintain an 
ice surface
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Unit Name Date 
Completed

Assessor 
Signature

IV Signature 
(if sampled)

Date EV Signature 
(if sampled)

Date

Carry out 
maintenance 
and minor 
repairs 
(Asset Skills)

Prepare hard 
standings 
and paths for 
caravans

Use and 
maintain 
pedestrian 
controlled 
powered 
equipment 
(LANTRA)

Use and 
maintain 
ride-on 
powered 
equipment 
(LANTRA) 

Use and 
maintain 
chippers 
and/or 
shredders 
(LANTRA)

Use and 
maintain 
non-
powered and 
hand held 
powered 
tools and 
equipment 
(LANTRA)
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Unit Name Date 
Completed

Assessor 
Signature

IV Signature 
(if sampled)

Date EV Signature 
(if sampled)

Date

Maintain 
grounds of 
premises 
and facilities 
(Asset Skills)

Monitor and 
maintain 
electrical and 
plumbing 
services 
(Asset Skills)

Maintain site 
security and 
safety (Asset 
Skills)

Check and 
maintain 
sport/ play 
surfaces and 
equipment

Contribute to 
environmental 
conservation 
in active 
leisure and 
recreation 

Customer Care

Maintain 
the safety 
of the pool 
environment 
and its users

Maintain 
the safety of 
the ice rink 
environment 
and its users
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Unit Name Date 
Completed

Assessor 
Signature

IV Signature 
(if sampled)

Date EV Signature 
(if sampled)

Date

Process 
payments for 
purchases

Provide 
a facility 
reception 
service

Resolve 
customer 
service 
problems 
(ICS)

Team Leading

Support 
other team 
members in 
their work
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Assessor Report

Learner Name

Assessor Name

Date of Actual Assessment Time: Location:

What was Assessed Assessment 
Criteria Covered

Learner signature:                                                                      Date:

Assessor signature:                                                                    Date:
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Assessor Question Sheet

Learner Name

Assessor Name

Date of Actual Assessment Time: Location:

Questions Asked Assessment Criteria  
Covered

Learner signature:                                                                      Date:

Assessor signature:                                                                    Date:
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Master Evidence Index

Evidence 
Number

Description

1.	

2.	

3.	

4.	

5.	

6.	

7.	

8.	

9.	

10.	

11.	

12.	

13.	

14.	

15.	

16.	

17.	

18.	

19.	

20.	

21.	

22.	

23.	
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