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Including step-by-step instructions and lots of activities to help students build their portfolio, this introduction to beauty therapy continually
tests knowledge and understanding so that candidates can develop the skills they need the achieve success at S/NVQ level 2.
Written to match the new GCSE in Leisure and Tourism specifications this resource encapsulates the teaching and learning methods of this
qualification.
Customer Service Intelligence uses a wide range of management and educational theories to provide different approaches that can be
incorporated as part of the customer service trainer’s toolkit. Concepts such as: • emotional intelligence • behaviour modification • role
modelling • dimensions of procedure and conviviality • expectancy theory • socio-cultural concepts of (service) community • customer
service as dynamic 'object' in activity theory • Zen mindfulness all form the basis of training design in different contexts. Some trainers are
dealing with new employees in fast food environments, others are retraining engineers in customer service provision as part of a strategic
marketing initiative. This book enables the trainer to review the context for training and select the most appropriate approach to take. The
training design is thus carefully thought through for maximum impact on the audience. Professionalism in customer service training is
essential for the growth of many industries. This complex and challenging task is assisted by these perspectives, recommendations and case
studies.
Based on interviews with over 150 young people in education and training, this volume reflects on their perspectives on the issues and
challenges that education and training have to offer.
This text takes candidates through the NVQ award, unit-by-unit, offering plenty of questions and exercises to reinforce knowledge and
understanding. Scenario-based activities allow candidates to analyze and discuss customer service situations and practise their skills
This book meets all the assessment requirements of the AQA specification, however, it is also suitable for students following other
specifications.

Librarians must now work at a different level from that required 20 years ago, but the training available is not always appropriate or
accessible to all. The authors of this volume have responded to this significant and continuing change within the profession by
offering a much-needed guide to best practice for staff training and development in library and information work. This handbook
addresses new aspects of service provision both in the UK and abroad, and provides an up-to-date review of the current
developments that are becoming increasingly important to librarians through the influence of the electronic age and the widening
of areas of professional involvement. The Handbook of Library Training Practice and Development will be invaluable to those
responsible for the development of staff and line managers as well as providing a crucial insight into the information profession for
anyone new to this career path or looking to develop their knowledge within it.
Written with a focus on multi-disciplinary integrated care systems and a greater emphasis on prevention and patient autonomy,
this title incorporates the most recent evidence-based guidelines and developments in nursing roles and contraceptive methods.
An invaluable guide to women's health nursing.
This candidate handbook covers all the relevant knowledge and skills to pass the S/NVQ level 2 in Hairdressing. It contains details
on all types of hair, case studies and activities, and other key points.
Delivering complete coverage of the theory underpinning the 2004 NVQ and Technical Certificate, this work provides the key
plumbing knowledge students, tutors and tradespeople require. It also features a full-colour illustrated and photographic approach
to basic plumbing principles, presenting information in various formats to enhance learning.
Providing the knowledge needed to complete the qualification, this textbook takes candidates through the five mandatory and
three optional units of this award.
A guide to current best practice and new thinking at all levels, and a directory of the wide-ranging sources of information and
support available to anyone involved in human resource development. This revised edition covers new trends, preparing for future
skills requirements and applications. The directory gives key contact details and specialisms of over a thousand organizations
which offer information and services in the following categories: functional skills; organizational skills; personal skills; trainer
support services; equipment and materials; and qualifications and standards.
Written in line with the revised QCF Framework to offer authoritative coverage of the new 2010 NVQ/SVQ Customer Service standards, this
handbook covers the mandatory, most B-category units, and most popular optional units with additional support for the Technical Certificate
and Functional Skills.
This full colour student book gives candidates a further five units to complete the Double Award. It is exactly matched to the specifications of
OCR.
As unemployment becomes an issue on every graduate's and career changer's mind, apprenticeships are becoming the most legitimate and
popular routes into work. But how do you choose the apprenticeship that's right for you? And for parents, how do you support and guide your
child into the best possible career path? Apprenticeships uses friendly and jargon-free language to answer all of those questions and more.
Based on real life experiences and insider knowledge it dispels common misconceptions, helps you assess all the alternatives, provides self
assessment questionnaires and practical guidance on the application process. For both school leavers and adult learners, this is the only
resource you'll need to make an informed decision. With information on funding, your rights, developing skills as well as information on key
national and regional learning providers, Apprenticeships will give you the confidence and knowledge to pursue your chosen career and
compete with other candidates.
S/NVQ Level 2 Customer ServiceHeinemann
This textbook offers full support to students in completing their Level 2 NVQ in Customer Service quickly and easily. All NVQ jargon and the
NVQ process is covered in full, with clear explanations so students know exactly what they need to do. For each unit there is a simple
explanation of the kind of evidence they need to provide and ideas about how they might generate this evidence in their own jobs. All the
knowledge and understanding that make up the course are also covered, so students won't get stuck in the time between assessor visits.
Written to the latest QCF standards by experienced external verifiers and covering the core units, the book includes plenty of Case Studies
describing real-world Customer Service examples, Development Activities and Knowledge Tests. These will help students to progress in their
knowledge and understanding so they can attain the best possible grades in the shortest possible time.
In a single volume, the new edition of this guide gives comprehensive coverage of the developments within the fast-changing field of
professional, academic and vocational qualifications.;Fully indexed, it provides details on all university awards and over 200 career fields,
their professional and accrediting bodies, levels of membership and qualifications, and is a one-stop guide for careers advisors, students and
parents. It should also enable human resource managers to verify the qualifications of potential employees.

This text covers the full range of communication skills necessary for students to flourish on major courses at level 2 and beyond.
Each unit contains two weeks work and focuses on a different communication theme. Spelling, grammar and the use of
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appropriate vocabulary are also featured.
This volume focuses on the recent changes in education and training policy, mainly in the UK. The considerable developments of
past years and the ways in which they have affected both education and training are examined. The contributors analyse the
methods by which we educate our workforce, and look closely at the kind of training now offered to those in work. The chapters in
this reader cover: * the role of the state * how economic factors influence education * national education and training policy * the
political factor. Other countries including Germany are looked at, and there is reflection on the ways in which the 'new' industry led
qualifications such as NVQs have fared. There is careful analysis as to how much the political climate of the time influenced
developments. There is thorough research to back up claims made throughout the book, and many practical examples are referred
to. What emerges is an incisive examination of current trends in education and the workplace.
As libraries move into the 21st century, quality management has become a key focus of the effort to create a service culture that
meets - and indeed exceeds - customer requirements. The language of customer service has become common in the library and
information sector, as have many of the techniques associated with the provision of customer-focused services. However, there is
a danger that customer service may be seen as a 'bolt on' to existing core provision in the form of feedback mechanisms,
information leaflets and customer-training sessions. One of the challenges facing managers is to go beyond the acknowledgement
of the importance of a customer focus, and to develop an understanding of how this focus can be embedded in the culture of their
services via strategic and operational management. This new management guide addresses this challenge. Contributed by LIS
professionals with extensive experience in the management of public and academic services, each chapter presents a good
practice guide to an element of strategic or operational management with the customer placed at centre stage: the users'
perspective; planning and policy making; leadership and management; human resource planning; marketing as a tool for LIS
managers; assuring quality; planning buildings for customers and services; developing a service culture through partnerships;
virtual service. Readership: This book is essential reading for managers of library and information services from senior to team
managers, and also for all those involved in devising strategy and policy for staff and service development. It is relevant to libraries
and information services in any area of the world.
This book presents a comprehensive overview of extant literature on competence-based vocational and professional education
since the introduction of the competence concept in the 1950s. To structure the fi eld, the book distinguishes between three
approaches to defi ning competence, based on 1.functional behaviourism, 2. integrated occupationalism, and 3. situated
professionalism. It also distinguishes between two ways of operationalizing competence: 1. behaviour-oriented generic, and 2.
task-oriented specifi c competence. Lastly, it identifi es three kinds of competencies, related to: 1. specific activities, 2. known jobs,
and 3. the unknown future. Competence for the unknown future must receive more attention, as our world is rapidly evolving and
there are many ‘glocal’ challenges which call for innovation and a profound transformation of policies and practices. Th e book
presents a range of diff erent approaches to competence-based education, and demonstrates that competencebased education is
a worldwide innovation, which is institutionalized in various ways. It presents the major theories and policies, specifi c components
of educational systems, such as recognition, accreditation, modelling and assessment, and developments in discipline-oriented
and transversal competence domains. Th e book concludes by synthesizing the diff erent perspectives with the intention to
contribute to further improving vocational and professional education policy and practice. Joao Santos, Deputy Head of Unit C5,
Vocational Training and Adult Education, Directorate General for Employment, Social Aff airs and Inclusion, European
Commission: “This comprehensive work on competence-based education led by Martin Mulder, provides an excellent and timely
contribution to the current debate on a New Skills Agenda for Europe, and the challenge of bridging the employment and
education and training worlds closer together. Th is book will infl uence our work aimed at improving the relevance of vocational
education to support initial and continuing vocational education and training policy and practice aimed at strengthening the key
competencies for the 21st century.” Prof. Dr. Reinhold Weiss, Deputy President and Head of the Research, Federal Institute for
Vocational Education and Training (BIBB), Bonn, Germany: “This book illustrates that the idea and concept of competence is not
only a buzzword in educational debates but key to innovative pedagogical thinking as well as educational practice.” Prof. Dr.
Johanna Lasonen, College of Education, University of South Florida, Tampa, USA: "Competence-based Vocational and
Professional Education is one of the most important multi-disciplinary book in education and training. Th is path-breaking book off
ers a timely, rich and global perspective on the fi eld. Th e book is a good resource for practitioners, policymakers and
researchers."
Based on the updated National Occupational Standards for Supporting Teaching and Learning in Schools, this new edition of A
Teaching Assistant’s Guide to Completing NVQ Level 2 caters directly to the criteria of the course, providing the necessary
‘Knowledge and Understanding’ required as well as invaluable information regarding evidence collection. Incorporating the
changed guidelines regarding evidence collection this comprehensive guide demonstrates the role of the assessor in observing
and questioning the candidate and that of the candidate asking colleagues to provide witness statements. As well as providing indepth underpinning knowledge for all mandatory units and a vast array of optional units, this book offers a range of tried-andtested materials and practical advice for NVQ Level 2 candidates. The authors have included numerous self-assessment activities,
case studies and quizzes to enable candidates to check their understanding of key concepts, to make connections from theory to
practice and to assist them in their observation and assessment sessions. Written in an engaging and approachable manner and
illustrated with many cartoons, this book aims to give the candidate the knowledge necessary to embark on this qualification with
confidence. A wide range of chapters provides essential advice for NVQ Level 2 candidates, including how to: support children’s
development; provide effective support for your colleagues; observe and report on pupil performance; provide support for learning
activities; support a child with disabilities or special educational needs. Highly practical and rooted in everyday classroom practice,
this book is specifically aimed at teaching assistants enrolled on, or embarking upon, NVQ courses that support the government’s
National Occupational Standards. In addition this book will be of benefit to schools and teachers who are supporting teaching
assistants taking this course.
From accountant to zoologist, this new edition of The A-Z of Careers & Jobs offers detailed insights into more than 300 career
areas. For those looking for their first job after school or university, or for anyone considering a change of career, the book
provides reliable and up-to-date careers advice on a wide range of professions, covering practical issues such as job opportunities
in each market, personal skills and qualities, entry qualifications and training, useful contact details and realistic salary
expectations. The A-Z of Careers and Jobs is also a valuable reference for careers advisors working in schools, colleges and
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universities who need to keep track of new developments - new roles and routes of entry, professional associations and exams - to
offer the very best guidance to today's jobhunters.
This book introduces readers to all the skills and knowledge needed to get started in a career as a trained beauty therapist. Well
illustrated and with step-by-step photographs, readers can see how to carry out all the procedures. Additional activities and case
studies help readers gain the knowledge needed to practise at this level.
What is the difference between an academic and professional qualification? Who should get a professional qualification? Did you
know that some professions can not be legally practised with a degree alone? Why get a UK qualification? Is it expensive to gain a
British qualification? What is a chartered institute or society, and is it better than a non-chartered body? What is the difference
between a professional body and a trade union? These are all questions answered in this book which is designed to help
individuals choose a career path and the right professional organisation. In today's world it isn't enough to have a qualification, you
need to be able to meet with peers and use the valuable networks that are already in place to foster your profession. Your
Professional Qualification provides a comprehensive survey of the qualifications available in the UK along with guidance on where
they lead, entry requirements, where to apply and where to study. Derived from the vast and authoritative British Qualifications
database, this important publication provides the first easily accessible guide to qualifications and how to get them in the UK. Built
around a comprehensive directory of professional qualifying bodies each professional area is described in depth and its
qualifications identified and explained. The book is supported by a simple website, which ensures purchasers of the book are kept
up-to-speed with new developments.
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