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UV11044
Introduction to personal 
workplace skills

The aim of this unit is to develop your knowledge and 
understanding of workplace etiquette, regarding personal 
appearance and time management skills.

You will learn how to work well within a team and deal 
effectively with customers, demonstrating a good attitude 
and a range of communication skills. You will also develop 
a positive and professional attitude towards customers.
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On completion of this unit you will:

Learning outcomes

Evidence requirements

UV11044

1. Be able to maintain personal appearance

2. Be able to demonstrate time management 
skills

3. Be able to work effectively in a team

4. Be able to deal effectively with customers

4. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the Knowledge section of this 
unit. In most cases this can be done 
by professional discussion and/or oral 
questioning. Other methods, such as 
projects, assignments and/or reflective 
accounts may also be used. 

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

6. External paper                                   
There is no external paper requirement for 
this unit.                 

1. Environment                                     
Evidence for this unit may be gathered 
within the workplace or realistic working 
environment (RWE). 

2. Simulation                                             
Simulation may be used in this unit, where 
no naturally occurring evidence is available. 

3. Observation outcomes                     
Competent performance of Observation 
outcomes must be demonstrated on 
at least two occasions. Assessor 
observations, witness testimonies and 
products of work are likely to be the most 
appropriate sources of performance 
evidence. Professional discussion may be 
used as supplementary evidence for those 
criteria that do not naturally occur. 
 
Assessed observations should not be 
carried out on the same day for the 
same learning outcome. There should be 
sufficient time between assessments for 
reflection and personal development.  
 
You need to meet the same standard on a 
regular and consistent basis. Separating 
the assessments by a period of at least two 
weeks is recommended as competence 
must be demonstrated on a consistent and 
regular basis. 
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Achieving observation outcomes Achieving range

Achieving observations  
and range

UV11044

Your assessor will observe your performance 
of practical tasks. The minimum number of 
competent observations required is indicated in 
the Evidence requirements section of this unit.

Criteria may not always naturally occur during 
a practical observation. In such instances you 
will be asked questions to demonstrate your 
competence in this area. Your assessor will 
document the criteria that have been achieved 
through professional discussion and/or oral 
questioning. This evidence will be recorded 
by your assessor in written form or by other 
appropriate means.

Your assessor will sign off a learning outcome 
when all criteria have been competently 
achieved.

There is no range section that applies to this 
unit.
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Learning outcome 1

Observations

You can:

UV11044

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

*May be assessed by supplementary evidence.

Be able to maintain personal appearance

5

a. Demonstrate professional personal 
appearance

b. Wear correctly maintained full uniform

c. Comply with organisational policies* 



Learning outcome 2

You can:

UV11044

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Demonstrate punctuality and attendance

b. Demonstrate working practices within set 
time frames

c. Demonstrate the ability to follow a plan

Be able to demonstrate time management skills

6

*May be assessed by supplementary evidence.



Learning outcome 3

You can:

UV11044

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Demonstrate correct working practices as 
part of a team*

b. Demonstrate communication skills with 
team members

c. Demonstrate support for team members

Be able to work effectively in a team

7

*May be assessed by supplementary evidence.



Learning outcome 4

You can:

UV11044

Observation 1 2 Optional Optional
Criteria questioned orally

Date achieved

Portfolio reference

Learner signature

Assessor initials

a. Demonstrate a range of communication 
skills effectively

b. Demonstrate a positive and professional 
attitude towards customers

c. Demonstrate a professional manner when 
receiving customer feedback

Be able to deal effectively with customers

8

*May be assessed by supplementary evidence.



Developing knowledge
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Achieving knowledge outcomes

You will be guided by your tutor and assessor 
on the evidence that needs to be produced. 
Your knowledge and understanding will be 
assessed using the assessment methods listed 
below*: 

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

Where applicable your assessor will integrate 
knowledge outcomes into practical observations 
through professional discussion and/or oral 
questioning. 

When a criterion has been orally questioned 
and achieved, your assessor will record this 
evidence in written form or by other appropriate 
means. There is no need for you to produce 
additional evidence as this criterion has already 
been achieved.

Some knowledge and understanding outcomes 
may require you to show that you know and 
understand how to do something. If you have 
practical evidence from your own work that 
meets knowledge criteria, then there is no 
requirement for you to be questioned again on 
the same topic. 

*This is not an exhaustive list.



Knowledge
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Be able to maintain personal appearance

You can: Portfolio reference 

d. Identify the correct uniform for work

e. State the reasons for wearing uniform correctly

f. Describe the correct care and maintenance of uniform

g. State the importance of maintaining personal hygiene and a 
professional personal appearance

h. Identify poor hygiene and practices in relation to personal 
appearance and behaviour

 

Learning outcome 1 
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Learning outcome 2 

Be able to demonstrate time management skills

You can: Portfolio reference

d. State the importance of punctuality and attendance

e. State the effect that punctuality and attendance have on work 
colleagues

f. State the procedures to follow if absent or late

g. State the reasons for planning tasks

h. State the importance of working within set time frames
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Learning outcome 3

Be able to work effectively in a team

You can: Portfolio reference

d. Identify the communication skills used in teams

e. State the importance of communicating within and between teams

f. Describe the importance of knowing own limitations and asking for 
advice and assistance

g. State whom to ask for advice and assistance

h. State what makes a good team
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Learning outcome 4

Be able to deal effectively with customers

You can: Portfolio reference

d. State the importance of effective communication with customers

e. Describe the correct methods of dealing with customer requests

f. State the possible barriers to communication

 



Outcome 1: Be able to maintain personal appearance

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.
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Organisational policies: Concerning 
health/safety/hygiene, standards of 
performance regarding appearance and 
uniform.

Correct uniform for work: As directed by 
employer, appropriate to position and role, 
including shoes.

Reasons for wearing a uniform: Reflect 
company image, protection of self and 
others, food and hygiene, compliance with 
legislation, professional image.

Correct care and maintenance of 
uniform: Correct laundering as required, 
well pressed, in good repair, put away 
when not in use.

Importance: Professional image to 
colleagues and customers, personal 
pride, self-confidence, health and safety, 
to comply with workplace legislation, 
organisational image, job requirements.

Poor hygiene and practices: Irregular 
or incorrect hand washing, too much 
jewellery/make-up/perfume, dirty uniform, 
wearing uniform outside the premises, 
eating and drinking within food preparation 
and cooking area, bad habits (picking/
scratching/touching nose, coughing or 
sneezing over other people, playing with 
hair, wiping hands on apron), unkempt, 
painted fingernails, body odour, exposed 
cuts or open wounds, long hair not tied 
back.



Outcome 2: Be able to demonstrate time management skills

UV11044 15

Importance of punctuality and 
attendance: To fulfil contractual 
obligations, out of respect for colleagues 
and customers, to promote efficiency, to 
meet deadlines and targets, absence and 
lateness causes workplace disruptions, 
to give a good impression, the cost of 
absence and lateness, to demonstrate 
dependability and commitment. 

Effect that punctuality and attendance 
have on work colleagues: Mutual 
respect, improved working relationships, 
demonstrates an ability to work under 
direction and follow leadership instruction, 
increased efficiency, improved motivation 
and performance, adherence to work plans.

Procedures to follow if absent or 
late: Notify the workplace by following 
procedures (telephone by a certain time, 
speak to a nominated person, provide a 
doctor’s note).

Reasons for planning tasks: To meet 
deadlines and targets of the individual and 
team, to meet customer and organisational 
expectations, it saves time, everyone 
knows what they have to do, to ensure 
everything gets done.

Importance of working within set time 
frames: To meet targets and deadlines, 
for efficiency, to meet customer needs, 
reputation, progress can be monitored.

Outcome 3: Be able to work effectively in a team

Communication skills used in teams: 
Speaking (clarity, pronunciation, 
tone, projection of voice, clarifying, 
acknowledging, questioning technique, 
confirming understanding, responding 
appropriately), listening (active listening), 
body language (posture, eye contact, 
facial expression, gestures), reading 
and writing (reading instructions, reading 
customer orders, taking a food order, taking 
messages).

Importance of communicating 
within and between teams: Meeting 
customers’ needs and expectations, 
everyone understands what they need 
to do, increased efficiency, maintaining 
standards, monitoring progress, developing 
positive working relationships, developing 

a team spirit, to recognise when a team 
member needs help or support, to 
ensure everything gets done, to prevent 
duplication of tasks.

Importance of knowing own limitations: 
Confirm understanding, the task can 
be completed properly, assists the 
development of skills, preventing mistakes, 
to avoid giving customers or colleagues 
incorrect information.

Components of a good team: Mutual 
respect, willingness to help one another 
when needed, willingness to listen to 
and respect other team members’ points 
of view, good leadership, shared goals, 
effective communication, a good work 
environment, clearly defined roles, trust.



Outcome 4: Be able to deal effectively with customers

Communication skills: Speaking (clarity, 
pronunciation, tone, projection of voice, 
clarifying, acknowledging, questioning 
technique, confirming understanding, 
responding appropriately), listening (active 
listening), body language (posture, eye 
contact, facial expression, gestures), 
reading and writing (reading instructions, 
reading customer orders, taking a food 
order, taking messages).

Positive and professional attitude and 
manner: Showing respect for customers 
and colleagues (courtesy, interest, 
responding to different customer behaviour, 
dealing promptly with problems), personal 
attributes (patience, tact, diplomacy, team 
player, honesty, initiative, self-motivation).

Receiving customer feedback: Listen 
(actively listen), body language (posture, 
eye contact, gestures, facial expression), 
ask questions appropriately (open, closed), 
responding appropriately (apologising and 
offering solutions if there is a problem, 
thanking the customer for praise).

Importance of effective communication: 
Meet customer needs and expectations, to 
prevent misunderstanding, to encourage 
repeat business and increase sales, to 
ensure customer requests are dealt with 
efficiently and professionally, customers 
feel valued.

Dealing with customer requests: Follow 
company guidelines and procedures, 
understand the limits of authority, give 
accurate and comprehensive information, 
communicated effectively, keep the 
customer informed, deliver the product or 
service.

Barriers to communication: Verbal 
barriers (language, culture, dialect, lack of 

clarity, volume, pace, hearing impairment, 
not listening, misinterpretation), written 
barriers (spelling, legibility, presentation, 
accuracy, spelling, formatting), physical 
barriers (staff shortages, background noise, 
environment too hot or too cold), body 
language (inappropriate), other (attitude, 
prejudice, stereotyping, appearance, 
experience). 
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