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The qualification
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Introduction

The VTCT Level 2 Award in Building Rapport 
in Work with Challenging Behaviour can be 
applied to all sectors and delivered in a variety 
of contexts including, induction programmes, 
enrichment and CPD.

This qualification will specifically develop 
your knowledge and understanding of how to 
build rapport in developing relationships and 
the benefits of doing so to improve effective 
communication.

Prerequisites

There are no formal prerequisite qualifications 
that you must have prior to undertaking this 
qualification. 

Your centre will have ensured that you have 
the required knowledge, understanding and 
skills to enrol and successfully achieve this              
qualification.



3

Progression
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On completion of this qualification you may 
choose to undertake further study; qualifications 
you could progress to include:
• VTCT Level 2 Certificate in Understanding 

and Responding to Challenging Behaviour
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Qualification structure

Mandatory unit -    1 credit
VTCT unit 
code

Ofqual unit 
reference Unit title Credit value GLH

UV21347 A/504/0077 Building rapport in work with challenging 
behaviour 1 8

Total credits required - 1

4

All mandatory units must be completed.
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Guidance on assessment

External assessment  
(any requirements will be shown in the unit)

Externally assessed question papers 
completed electronically will be set and marked 
by VTCT. 

Externally assessed hard-copy question papers 
will be set by VTCT, marked by centre staff and 
sampled by VTCT external quality assurers. 

This book contains the mandatory units that make up this qualification. Optional units will be 
provided in additional booklets (if applicable). Where indicated, VTCT will provide assessment 
materials. Assessments may be internal or external. The method of assessment is indicated in 
each unit.

Internal assessment  
(any requirements will be shown in the unit)

Assessment is set, marked and internally 
quality assured by the centre to clearly 
demonstrate achievement of the learning 
outcomes. Assessment is sampled by VTCT 
external quality assurers.

Assessment explained

5

VTCT qualifications are assessed and quality 
assured by centre staff. Work will be set to 
improve your practical skills, knowledge and 
understanding.  For practical elements, you will 
be observed by your assessor. All your work 
must be collected in a portfolio of evidence and 
cross-referenced to requirements listed in this 
record of assessment book. 

Your centre will have an internal quality assurer 
whose role is to check that your assessment 
and evidence is valid and reliable and meets 
VTCT and regulatory requirements.

An external quality assurer, appointed by 
VTCT, will visit your centre to sample and 
quality-check assessments, the internal quality 
assurance process and the evidence gathered. 
You may be asked to attend on a different day 
from usual if requested by the external quality 
assurer.

This record of assessment book is your 
property and must be in your possession when 
you are being assessed or quality assured. It 
must be kept safe. In some cases your centre 
will be required to keep it in a secure place. 
You and your course assessor will together 
complete this book to show achievement of all 
learning outcomes, assessment criteria and 
ranges. 
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Creating a portfolio of evidence

As part of this qualification you are required to 
produce a portfolio of evidence. A portfolio will 
confirm the knowledge, understanding and skills 
that you have learnt. It may be in electronic or 
paper format. 

Your assessor will provide guidance on how to 
prepare the portfolio of evidence and how to 
show practical achievement, and understanding 
of the knowledge required to successfully 
complete this qualification. It is this booklet 
along with the portfolio of evidence that will 
serve as the prime source of evidence for this 
qualification.

Evidence in the portfolio may take the following 
forms:

• Observed work
• Witness statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies

All evidence should be documented in the 
portfolio and cross referenced to unit outcomes. 
Constructing the portfolio of evidence should not 
be left to the end of the course. 

6
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Unit assessment methods

This section provides an overview of the assessment methods that make up each unit in this 
qualification. Detailed information on assessment is provided in each unit.

Mandatory unit
External Internal

VTCT unit 
code Unit title Question 

paper(s) Observation(s) Portfolio of 
evidence

UV21347 Building rapport in work with 
challenging behaviour 0 û 

7



Unit glossary
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Description

VTCT product 
code

All units are allocated a unique VTCT product code for identification purposes. 
This code should be quoted in all queries and correspondence to VTCT. 

Unit title The title clearly indicates the focus of the unit.

National 
Occupational 
Standards 
(NOS)

NOS describe the skills, knowledge and understanding needed to undertake a 
particular task or job to a nationally recognised level of competence.

Level
Level is an indication of the demand of the learning experience; the depth 
and/or complexity of achievement and independence in achieving the 
learning outcomes. 

Credit value
This is the number of credits awarded upon successful achievement of all unit 
outcomes. Credit is a numerical value that represents a means of recognising, 
measuring, valuing and comparing achievement.

Guided 
learning hours 
(GLH)

The activity of a learner in being taught or instructed by - or otherwise 
participating in education or training under the immediate guidance or supervision 
of - a lecturer, supervisor, tutor or other appropriate provider of education or 
training.

Total 
qualification 
time (TQT)

The number of hours an awarding organisation has assigned to a qualification for 
Guided Learning and an estimate of the number of hours a learner will reasonably be 
likely to spend in preparation, study, or any other form of participation in education or 
training. This includes assessment, which takes place as directed - but, unilke Guided 
Learning, not under the immediate guidance or supervision of - a lecturer, supervisor, 
tutor or other appropriate provider of education or training.

Observations This indicates the minimum number of observations required to achieve the 
unit.

Learning 
outcomes

The learning outcomes are the most important component of the unit; they set 
out what is expected in terms of knowing, understanding and practical 
ability as a result of the learning process. Learning outcomes are the results 
of learning.

Evidence 
requirements This section provides guidelines on how evidence must be gathered. 

Observation 
outcome

An observation outcome details the tasks that must be practically 
demonstrated to achieve the unit. 

Knowledge 
outcome

A knowledge outcome details the theoretical requirements of a unit that must 
be evidenced through oral questioning, a mandatory written question paper, a 
portfolio of evidence or other forms of evidence.

Assessment 
criteria

Assessment criteria set out what is required, in terms of achievement, to meet 
a learning outcome. The assessment criteria and learning outcomes are the 
components that inform the learning and assessment that should take place. 
Assessment criteria define the standard expected to meet learning outcomes.

Range The range indicates what must be covered. Ranges must be practically 
demonstrated in parallel with the unit’s observation outcomes. 
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Building rapport in work with 
challenging behaviour

The aim of this unit is to develop your knowledge and 
understanding of how to build rapport in developing 
relationships and the benefits of doing so to improve 
effective communication.
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On completion of this unit you will:

Learning outcomes Evidence requirements

Building rapport in work with 
challenging behaviour

1. Know what rapport is and its relevance and 
importance in the communication process

2. Know the techniques used for building 
rapport and their application when working 
with challenging behaviour

1. Achieving outcomes 
All outcomes must be achieved and 
evidenced in your portfolio of evidence. 
Evidence may include practical observed 
work, witness statements, audiovisual 
media, projects, assignments, case studies, 
reflective accounts, oral/written questioning 
and/or other forms of evidence. 

2. Tutor/Assessor guidance                                                                                                      
You will be guided by your tutor/assessor 
on how to achieve learning outcomes in 
this unit. All assessment criteria must be 
evidenced.

UV21347 11



Outcome 1

Outcomes

UV2134712

Know what rapport is and its relevance and importance in the 
communication process

You can: Description of 
evidence

Portfolio             
reference

a. Clarify what is meant by rapport

b. Describe the ways in which rapport 
contributes to effective communication

c. Explain how rapport can be broken
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Outcome 2 

UV21347 13

Know the techniques used for building rapport and their 
application when working with challenging behaviour

You can: Description of 
evidence

Portfolio             
reference

a. Describe different techniques for building 
rapport

b. Explain the associated pitfalls of 
techniques

c. Describe the importance of good risk 
management in relation to the use of 
rapport in a professional setting



Outcome 1: Know what rapport is and its relevance and importance in the 
communication process

Unit content

This section provides guidance on the recommended knowledge and skills required to enable you 
to achieve each of the learning outcomes in this unit. Your tutor/assessor will ensure you have the 
opportunity to cover all of the unit content.

UV2134714

What is rapport?: Derived from the 
French verb ‘rapporter’ (to bring back or 
refer). The connection that rapport brings 
in communication, how we know when we 
are in rapport. How do we use our senses 
and what part do they play in developing 
rapport? What it means to have instant 
rapport, how this makes us and others 
feel. Personal qualities (respect, trust, 
confidence, credibility), their relevance 
and how they affect communication and 
relationships.

The way rapport contributes to effective 
communication: There is no such thing 
as a failure to communicate - what does 
this mean? How does rapport facilitate 
effective communication? Understanding 
miscommunication; the miscommunication 
triangle, the impact on relationships, 
the meaning of the communication is 
the response you get - what does this 
mean? The importance of demonstrating 
understanding, the importance of clarifying 
your message, using paraphrasing, 
summary (how this supports rapport building 
and effective communication), the benefits in 
relationships.

How rapport can be broken: When rapport 
is used to influence in a negative way, the 
impact this can have and recognising when 
this is happening. Changing the dynamic of 
negative rapport to manage the situation and 
own responses. The ways to break rapport 
(when and why it may be important to do this 
and how to do it). The importance of non-
verbal communication (NVC) and the impact 
it has on the communication process.



Outcome 2: Know the techniques used for building rapport and their 
application when working with challenging behaviour

UV21347 15

Different techniques for building 
rapport: What is instant rapport? How 
do you know when you are in rapport? 
Rapport building techniques. The 
importance of language and how it is 
used (voice tone, pitch and pace), the 
importance of using all of our senses and 
how this helps us to understand and listen 
more effectively, how this contributes to 
developing deeper rapport and the benefits 
when working with those who present in a 
challenging way. Mirroring/matching (the 
differences between the two, the benefits of 
using this technique). Cross-over matching 
(what it is, how to use it and when it could 
be beneficial).

Associated pitfalls: Pitfalls are associated 
with our own thoughts/feelings/behaviours/
attitudes and can hinder the rapport 
building process. Explore negative patterns 
that could damage communication (making 
assumptions/judgements, not listening 
effectively, insincerity, lack of respect). 
The danger of becoming too ‘mechanical’ 
and losing the sense of authenticity in 
relationships by using rapport building 
techniques such as mirroring/matching 
inappropriately, making assumptions 
when communicating with others, how this 
hinders own thinking and creates blocks 
when developing and building relationships.

Good risk management in relation to the 
use of rapport in a professional setting: 
The importance of respect and understanding 
in relation to self/colleagues/clients.  

Exploring when is it not helpful to 
develop a deep rapport with another 
person: For example - someone who is 
exceptionally resentful/angry/who has very 
low self-esteem. How this could affect 
own internal process/behaviour negatively, 

not matching inappropriate behaviour, 
awareness of triggers that associate with 
personal issues, how to break rapport if 
you need to for any reason.
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Notes 
Use this area for making notes and drawing diagrams


