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This document details the requirements, advice, and
guidance for the End-Point Assessment (EPA) of the
Operations Manager Level 5 Apprenticeship standard.
This document is designed for apprentices, employers
and training providers involved in the End-Point
Assessment of an apprentice studying the Operations
Manager standard.

An apprentice for Operations Manager typically spends
24 months on-programme and must spend at least 12
months on-programme. The EPA should typically be
completed within the 5 months.

This support pack is divided into sections covering the
relevant aspects of EPA for the Operations Manager.

Should you require any further information other than
the guidance in this document, please do not hesitate
to contact admin@nqgual.co.uk

The information in this guide has been outlined in the
Institute for Apprenticeships and Technical Education,
Operations Manager Assessment Plan. For reference,

you can find this document.

Operations Manager L5 EPA Plan

(www.instituteforapprenticeships.org)
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Training Providers should register apprentices For EPA with NQual a
minimum of 90 days before assessment. Providers will pay a
registration Fee of £30.

Register with
NQual

This is when the employer, apprentice, and training provider confirm
that the apprentice is ready For End-Point Assessment. All evidence
should be uploaded Eo NQual a maximum of 20 weeks prior to EPA.

The training provider should complete the booking section on the
EPA Booking Gateway Form or training providers can arrange the booking via
ACE360. NQual will confirm booking within 48 hours.

NQual will send an invoice For the remaining Fee once EPA is opproved. EPA Approved

The apprentice will complete a ProFessional Discussion Underpinned by
a PortFolio of Evidence and a Written Project Report with Presentation
ond Questions.

Results will be communicated within 10 working days of Final
assessment. IF the apprentice passes, NQual will send details to the
apprentice and training provider containing an EPA results document.
IF the apprentice Fails, NQual will send details to the learner and
training provider outlining Feedback and next stages.
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This section outlines the requirements you must have met in order to complete the End-Point Assessment.

Once the employer is fully satisfied that you are occupationally competent and are working at or above the expectations
set out within this standard, the employer can formally confirm that you are ready for EPA via Gateway. Gateway
requirements for Operations Manager outline you must have:

e Evidence of achieving relevant maths and English qualifications if required by funding regulations or the
employer

e Submitted a Portfolio of Evidence

e Completed an on-programme project, which will form the basis of the Written Project Report in the EPA

The Gateway form must be sent to NQual a maximum of 20 weeks before End-Point Assessment is carried out, along
with the evidence listed above.

All EPA activity will take place no later than 5 months from Gateway.

You can find the NQual Gateway form by emailing: admin@nqual.co.uk

As part of the apprenticeship, apprentices are required to prepare a Portfolio of Evidence which will be developed on
programme to demonstrate their practice in achieving the knowledge, skills, and behaviours (KSBs) associated with the
Professional Discussion. The portfolio is not assessed directly, as it underpins the Professional Discussion.

The on-programme portfolio that will inform the Professional Discussion may include workplace documentation and
records such as policies and procedures, witness statements, annotated photographs, video clips (with a maximum total
duration of 5 minutes).

The Portfolio of Evidence should not include reflective accounts or any methods of self-assessment. Any employer
contributions should focus on direct observation of performance, for example, witness statements, rather than
opinions.

This is not a definitive list; other evidence sources can be included.

Apprentice’s submission should typically be 16 pieces of discreet evidence. Evidence must be mapped against the KSBs
using the mapping document provided by NQual. Evidence may be used to demonstrate more than one KSB and a
qualitative as opposed to quantitative approach is suggested.
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The Operations Manager Level 5 apprenticeship
standard requires two distinct assessment methods, a
Professional Discussion Underpinned by a Portfolio of
Evidence and a Written Project Report with
Presentation and Questions. The assessment methods
can be taken in any order.

ProFfessional Discussion Underpinned by a
PortFolio of Evidence

This will be a formal two-way discussion between the
independent assessor and the apprentice. It gives the
apprentice opportunity to demonstrate their
competency across the KSBs for this assessment
method.

e Managing and leading a team
e Organisational governance

e Operational planning

e Stakeholder relationships

The apprentice can refer to and illustrate their answers
with evidence from their Portfolio of Evidence.

The Professional Discussion must last 60 minutes. The
independent assessor has the discretion to increase the
time of the professional discussion by up to 10%.

Independent assessors will ask a minimum of 6
questions and may ask follow-up questions for
clarification purposes.

Written Project Report with
Presentation and Questions

There are two components to this method.

The Written Project Report involves the apprentice
completing a significant and defined piece of work that
has a real business application and benefit. The Written
Project Report must meet the needs of the employer’s
business and be relevant to the apprentice’s occupation
and apprenticeship. The apprentice must start the

Operations Monager Level 5

written project report after the gateway. The employer
should ensure the apprentice has the time and
resources, within the gateway period, to plan and
complete their report. The research and project will be
completed on programme and before the gateway.

* The project is undertaken and completed on programme and
pre-gateway to the EPA. The project itself is not part of the
EPA. The project will typically take 6 months to complete.

The report must include at least:
e An executive summary
e Anintroduction

e The scope and business need of the project
(including key performance indicators, aims and
objectives)

e Research and analysis outcomes

e Project outcomes - did it deliver the benefits
included? was it completed to time and cost?

e Discussion of findings
e Recommendations and conclusions
e References - from external resources

e Appendix containing mapping of KSBs to the
report.

The Written Project Report must have a word count of
4000 words. A tolerance of 10% above or below is
allowed at the apprentice’s discretion. Appendices,
references, and diagrams are not included in this total.
The apprentice must complete and submit the written
project report and any presentation materials to NQual
by the end of week 12 of the EPA period.

The presentation and questioning must last for 60
minutes (+10%). The presentation will typically last for
20 minutes, and the questioning will typically last for 40
minutes.
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The apprentice will deliver their prepared presentation to an Independent Assessor. The assessor will ask a minimum of
6 questions about their project, written project report and presentation. The presentation should cover the following:

e An analysis of the internal and external factors that impacted the choice of project
e Acritical evaluation of the project activity justifying the reason for the project

e Detail of the impact the project has had since it was completed

Apprentices are required to complete a Written Project Report on a project that you and undertaken and completed on
programme and pre-Gateway. The project itself is not part of the EPA. Examples of the types of projects that could be
used for the Written Project Report are:

e Introduction of a new process, service, or product to the operational area.

¢ Identification and implementation of a change plan to improve efficiency or direct saving (e.g. percentage
decrease in direct costs, reduction in headcount).

¢ Implementation of a performance improvement plan for the operational area, that required significant
collaboration with wider stakeholders.

e Evaluation of an internal communications project that involved communicating change to different
stakeholders.

Any project that is chosen should be checked against the relevant KSBs to ensure suitability and this will be further
checked by NQual on checking the summary document, submitted at Gateway.

Written Project Report Guidance

Your proposal should include the following to ensure it covers the full breadth of knowledge, skills and behaviours
outlined in the assessment plan:

An executive summary

An introduction

The scope of the business need of the project (including key performance indicators, aims and objectives)

Research and analysis outcomes

Project outcomes - did it deliver the benefits included? was it completed to time and cost?
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Discussion of Findings

Recommendations and conclusions

References - From external resources

Appendix containing mapping of KSBs to the report

The Written Project Report must have a word count of 4,000 words. A tolerance of 10% above or below is allowed at
the apprentice’s discretion. Appendices, references, and diagrams are not included in this total. The apprentice must
produce and include a mapping in an appendix, showing how the report evidences the KSBs mapped to this assessment
method.

Presentation Guidance

The presentation should cover:

-I An analysis of the internal and external Factors that impacted the choice of project

2 A critical evaluation of the project activity justifying the reason For the project

3 Detail of the impact the project has had since it was completed
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The below highlights criteria that will be covered in each assessment component. Please review these details as it will
provide guidance on what will be covered in each assessment component.

Professional Written Project
Learning . . Discussion Report with
Outcomes GO Underpinned by a Presentation &
PortFolio of Evidence Questions

Knowledge

K1 Presentation skills and methods

Relevant regulotion and legislation
K2 requirements, and their impact on their teom,
the individual, their role, and the organisation.

Legislation and organisational policies reloting to
equity, diversity and inclusion in the workplace

e ond their impact on the organisation and
stokeholders.
Approoches to people management, For
K4 example recruitment, performance

management, reward, and talent management
ond resource plonning.

IT and software tools used to support the
K5 current and Future needs of the organisation,
including advances in technology.

Methods For researching, analysing,
Ké6 interpreting, and evaluating data to inform
judgements and enable decision-making.

Financial monagement techniques and

= implications of decisions For budgets.
K8 How to identify and manage organisational
improvement opportunities.
K9 Project management tools and techniques.
Methods used to identify, monage, and prioritise
K10 . .
stakeholder relationships.
The current and Future needs of the sector ond
KT . ) S
Ehe impact on their organisation.
K12 Problem solving and decision-making techniques.
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InFluencing and negotiation models and

A techniques.
K14 ConFflict resolution and mediation processes.
K15 Communication techniques oand aopproaches.
K16 Ethics and values-based leadership theories and
principles, For example employee wellbeing.
Chaonge management concepts and methods For
K17 . : o S
implementing change within the organisation.
Leadership and management tools ond
K18 ;
techniques.
The sector in which the organisation operates
K19 Y .
ond its impact on their role.
The continuous development requirements and
K20 . -
learning needs of their teom.
Business continuity principles, including risk
K21 assessment, contingency planning, and disaster
recovery.
Orgonisational policies ond procedures, For
K22
example health ond sofety.
Responsible organisation policies and practices
K23 covering social, environmental, and economic
Factors, including sustainability.
K24 Cooching and mentoring techniques.
The strategic direction of the organisation and
K25 . .
the impact on operational plons.
Skill
s1 Communicate and present information to
stakeholders using different types of medio.
S2 Identify problems and provide solutions.
Manoage and set goals oand accountabilities For
S3 o
individuals and teoms.
s4 Analyse performance data For individuals and

teams to identify areas For improvement.
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S5

Manoge and influence project activity to deliver
within budget and resource requirements.

S6

Lead and influence the team and individuals to
support an inclusive culture of equity, diversity,
ond the promotion of well-being.

S7

Motivote teom members and individuals Ehrough
colloborative activities, For example one-to-one
cooching ond team meetings, to achieve
organisational goals.

S8

Use digital tools to analyse information and
monitor performance and budgets to drive the
implementation and delivery of plans and
projects.

S9

Research, interpret ond analyse information to
inForm the implementation of business plons or
projects.

S10

Evaluate the impact of outcomes From
organisational plans or projects to drive the
decision-making process.

ST

Interpret and implement the practical
opplication of regulation, legislation, and
orgonisational policies For stakeholders.

S12

Manage continuous improvement and change
For their team and orgonisation.

S13

Analyse and prioritise organisation activities in
response to the operating environment.

S14

Implement business continuity plans, including
risk assessment, contingency plaonning, and
disaster recovery, to ensure the uninterrupted
operation of critical Functions.

S15

Identify and respond to external Factors thot
may influence the Future londscape and
evaluate their impact on the organisation.

S16

InFluence and negotiote with stokeholders to
shape and agree goals and outcomes.

S17

Manoge relationships across multiple ond
diverse stokeholders.

S18

Deliver sustainable services and solutions which
allow the organisation to respond to changes in
social, economic, and environmental Factors.

10
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Manage and fFacilitote learning and continuous

=L professional development For their team.

S20 Cooch and mentor individuals within their team.
Develop and implement operational plons thot

S21 align with the strategic direction of the
organisation.

Behaviour

Bl Acts professionally, ethically and with integrity.
Supports an inclusive culture, treating

B2 colleagues and stakeholders Fairly and with
respect.

B3 Tokes accountability ond ownership of their
own ond the teom’s tasks and workload.
Seeks learning opportunities and continuous

B4 professional development For self and the wider
teom.

B5 Works Flexibly and adopts to circumstances.

B6 Works collaboratively with others across the

organisation and staokeholders.

n
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Grades allocated for each component will be Fail, Pass and Distinction. To achieve a Pass grade, the apprentice must
gain a minimum of a Pass in both components of the End-Point Assessment. To achieve an overall Distinction grade, the
apprentice must achieve a Distinction in both assessment methods.

Grading results will be communicated to you within 10 working days of completion of the final component.

The final grade will be decided on the following combinations:

Assessment Method 1: Assessment Method 2:
ProFfessional Discussion Underpinned Written Project Report with Overall grading
by a PortFolio of Evidence Presentation § Questions

Pass Pass Pass

Poss Distinction Pass
Distinction Poss Pass
Distinction Distinction Distinction

Re-sit / Re-take

If an apprentice fails one or more component part, they will be offered the opportunity to re-sit / re-take the
component(s). It is then up to the apprentice’s employer how many attempts an apprentice is given.

The timescale for a re-sit typically takes 2 months and a re-take 3 months (dependent on how much re-training is
required). All assessment methods must be taken within a 6-month period, otherwise the entire EPA will need to be re-
sat / re-taken.

Where any assessment method must be re-sat or re-taken, the apprentice will be awarded a maximum EPA grade of
pass. Re-sits and re-takes are not offered to an apprentice wishing to move from a Pass to a higher grade.

12
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The Pass and Distinction descriptors can be found in the tables below separated into Professional Discussion Underpinned by a Portfolio of Evidence and Written Project Report
with Presentation and Questions.

Grading Descriptors For the Professional Discussion Underpinned by a PortFolio of Evidence

Manaoging and
Leading o Team

K4 K14 K16 K18 K20 K24
S3 S4 S7 S19 S20
B1B4

Pass Descriptors

Distinction Descriptors

Guidance Notes

Analyses performonce data For individuals ond
teams to identify areas For improvement,
continuous development requirements and
learning needs. (K20, S4)

Proactively seeks, manages, ond Facilitates
learning opportunities and continuous
professional development For themselves and
their wider teom. (519, B4)

Evaluates how their use of leadership and
management tools and techniques helps them
to lead and manoge o team ethically, set goals
ond accountabilities, and mediate and resolve
ony conflicts. (K14, K16, K18, S3, B1)

Outlines the people management techniques
ond collaborative activities they use to coach,
mentor, and motivate individuals in their teom
Eo achieve organisational goals. (K4, K24, S7, S20)

Critically evaluates their people management
approach to motivating team members and
individuals. (K4, S7)

Evaluates the impact cooching and mentoring
techniques have on individuals in their teom.
(K24, s20)

Pass

More thon one type of performonce data is
analysed to inform individual development as
well as team improvements, such as resource
planning and talent management.

You must show how you support the teom with
development, seeking out opportunities For
them ond yourself.

You must show knowledge of tools and
techniques used For conflict resolution,
mediation, coaching and mentoring (along with
wider relevant leadership and manogement
tools ond techniques). Evaluation of how you
use these tools and techniques in line with ethics
ond values-based leadership theory/ principles.

Distinction

Evidence of o thorough evaluation of your own
approach to motivating the team, including
development areas ond successes.

An evaluation of cooching ond mentoring
techniques and the effect they have had on
your own team. Understanding of being Flexible
to adapt own approach.

13
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Portfolio evidence may include, but is not limited
to:

Witness testimonies/ Feedback on Factual
outcomes; data analysis of performance;
resources used to lead and monage the team
(For example a mentoring plan); example of a
PDP.

Orgonisational

Applies organisational policies ond procedures,
ond relevant regulatory and legislative
requirements while considering their impact on
the team, the individual, their role, ond the
organisation, and interprets ond communicates
the practical implications of these For
stokeholders. (K2, K22, S11)

Evaluates their opproach to supporting,
delivering, and promoting equity, diversity,
inclusion, and well-being in terms of impact on
the workploce. (K3, S6)

Pass

You will need to show knowledge of lows and
regulations that are relevant to your place of
work and give examples of how they impact
your operational role. You will provide exomples
of how you apply governance in such a way
that supports and influences an inclusive
culture.

Governance Proactively applies organisational policies and
legislotive guidelines to lead and influence the Distinction
K2 K3 K22 team and individuals to support an inclusive
S6 ST culture of equity, diversity, and the promotion You will need to evaluate your own opproach in
of well-being. (K3, S6) this areq, including a well-rounded view with
evidenced exomples.
Portfolio evidence may include:
Exomples of policies: work product showing how
the teom have been supported; witness
Eestimonies.
Operational Analyses and prioritises organisational activities | Evaluates the extent to which business Pass
Plannin in response to the operating environment and continuity principles they apply have ensured . )
2 the impact this has on their role. (K19, S13) Ehe uninterrupted operation of critical Exomples of the Cwef?t operating gnvmonment
K19 K21 K23 K25 Functions. (K21, S14) of* your sector along with how thaot informs
' ' your planning.
S13 S14 S18 S21
14
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Justifies the business continuity principles they
opply to ensure the uninterrupted operation of
critical Functions. (K21, S14)

Explains how organisation policies and practices
were Followed to deliver sustainable services
ond solutions which enoble the organisation to
respond to changes in social, economic, and
environmental Factors. (K23, S18)

Evaluates the degree to which operational plans
they have developed aond implemented align
with the strategic direction of the organisation.
(K25, S21)

Evaluates the extent to which organisation
policies and proctices Followed to deliver
sustainable services and solutions enabled the
organisation to respond to changes in social,
economic, ond environmental Factors. (K23, S18)

Exomples of economic, social, ond environmental
Factors and the business solutions that you
deliver in response.

Knowledge of business continuity principles,
including risk assessment, contingency plonning,
ond disaster recovery, with examples of how
they are opplied to ensure that business-critical
Functions con continue.

You will need to evaluate how your approach
aligns with the strategy set by your
organisation, giving examples of what that
includes and what operational plans you have
put in place to support it.

Distinction

Further to your justification For K21/ S14, you
evaluate, with examples how successfFul the
business continuity measures you opplied, have
been.

At o wider organisational level, you will evaluate
the responses to change.

Portfolio evidence may include:

Detail of organisational strategy; examples of
operational plans; PESTLE analysis; work
product evidence of risk assessments (For
example).

Stokeholder
Relationships

S17
B2

Explains how they manaoge relationships across
multiple and diverse stakeholders, ensuring they
are treated Fairly, inclusively and with respect.
(517, B2)

Evaluates the impact of their approach to
managing stakeholder relationships and
recommends improvements. (S17, B2)

Pass

Exomple will need to include 3 or more different
types of stakeholder relevant to you, along with
opproaches token to positive relationship
management.

15
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Distinction

An evaluation of your own approach, with ideas
on how to improve your own approach.

Portfolio evidence may include:

Relevant organisational values or policies;
stakeholder Feedback; relevant
communications; development plans.

Grading Descriptors For the Written Project Proposal with Presentation § Questions

Pass Descriptors

Distinction Descriptors

Guidance Notes

Project Scope and
Planning

K6 K8 K10 K11 K17

Explains how they identify problems ond use
methods For researching, analysing
interpreting, and evaluating data to inform
judgements ond provide solutions. (K6, S2)

Explains how they manage and prioritise
stakeholder relationships and influence and
negotiote with stakeholders to shope and
ogree goals and outcomes when identifying and
mManaging organisational improvement

Evaluates the impact of their approach to
inFluencing and negotiating with stakeholders
to shape and agree goals ond outcomes when
identifying and managing organisational
improvement opportunities. (K8, S16)

Critically analyses the current and Future
needs of the organisation. (K1)

Pass

Methods of research, analysis and evaluation
of data con be relevant to the nature of the
project but must have scope to show a
thorough approach.

Knowledge of methods For managing
stakeholders are required ond may include a
stakeholder analysis, communication

2515 S1 o .
S2 S15 S16 opportunities. (K8, K10, S16) opproaches and prioritisation techniques.
Describes the chonge management concepts Or: golglf)otlo\;\igl Tp:jover:eng oglapor‘tunltles
ond the methods they use to implement change shoulc be evidencead as Factual.
within their organisation in line with the project InFluencing and negotiating skills may be
brief. (K17) underpinned by theory, although this is not a
16
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Explains how they identify the current ond
Future needs of the sector and respond to any
external Factors that may inFluence the Future
londscope and evaluates their impoct on the
organisation. (K11, S15)

requirement. The Focus is on effective
inFluence and negotiation with examples of
positive outcomes towards set goals.

Relevant change management concepts may
include, but are not limited to Kotter, Lewin,
ond Kubler-Ross.

Distinction

A Factual analysis of the organisation's needs,
based on external Factors and the
organisation's current situation.

Project
Implementation

K5 K7 K9 K12 K13

Explains how they use IT and software tools to
support the needs of the orgonisation, including
advances in technology, and use digital tools to
onalyse information and monitor performonce
ond budgets to drive the implementation and
delivery of plans and projects (K5, S8)

Explains how they opply project and Financial
management tools ond techniques to manage
ond deliver projects within budget and
resource requirements, taking accountability
ond ownership of their own and the teom's

Evaluates their approach to managing
continuous improvement and change within the
project. (512)

Evaluates the impact of the project ond
Financial management techniques they have
used to deliver projects within resource
requirements, suggesting improvements to
Facilitate the success of Future projects. (K7,
K9, S5)

Pass

A range of underpinning theories, models and
techniques are required to be evidenced in this
component, including:

Financial monagement techniques may be
chosen to suit, but may include; cash Flow
onalysis, budgeting techniques.

Project management tools and techniques
could include Gantt Charts; Risk analysis,
Eisenhower matrix, Cost-benefit analysis. You

S5 S8 S9 S12 tasks and worklood. (K7, K9, S5, B3) must evidence how you have opplied your

B3 B5 B6 Outlines the problem solving, decision making, chosen approaches.
inFluencing, and negotiating models and Problem-solving and decision-making techniques
techniques they used in the project. (K12, K13) may include theory or appropriote techniques.
Explains how they work colloboratively with InFluencing and negotiation models and
others to research, interpret, and analyse techniques may include: Kilman model/ win- win
inFormation which infForms the implementation style, communication approoches, utilising
of business plans or projects. (59, B6) emotional intelligence, strategy alignment.

17
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Explains how they work Flexibly and adapt to
change when managing continuous
improvement and change For their teom ond
organisation. (S12, B5)

Distinction

Evaluation is given on own approoch to the
project, reflecting accurately through
examples.

An evaluation of the impact of the project to
include the aopproach to Financial monagement,
concluding in what you would do differently For
Future projects to be successful.

Evaluation and

Selects ond applies different communication
techniques ond methods to present
inFormation to stakeholders. (K1, K15, ST)

Pass

More than one effective communication

Recommendations technique, with reasoning why they were used.
Evaluates the impact of outcomes From V. il Jt th " £
L organisational plans or projects to drive the OU WIl NEEC Lo Qssess Lhe resu s/ outcomes
51510 decision-making process. (S10) of the pl"OJ.e(T‘t to see how well it has performed
ond use this infFormation to make better
decisions going Forward.
18
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It is the responsibility of the employer and training provider to complete Mock Professional Discussions with
apprentices and it is the responsibility of the apprentice to ensure that they have practised answering questions for the

End-Point Assessment.

Professional Discussion materials will be given to the training providers when registering learners with NQual.

A Mock Professional Discussion should take 60 minutes.

19
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