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UV20585
People skills in sport and active 
leisure

It is the aim of this unit to develop your knowledge and 
understanding of the importance of people skills across 
the sport and active leisure industry. This unit explores 
personal presentation and appropriate conduct with 
customers, clients, teammates and colleagues. You will 
also develop the skills to be able to create positive working 
relationships with colleagues and customers in a sport and 
active leisure environment.
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On completion of this unit you will:

Learning outcomes Evidence requirements

People skills in sport and active 
leisure

1. Be able to work with teammates and 
colleagues

2. Be able to work with customers and clients

3. Understand the importance of personal 
standards in sport and leisure

1. Environment                                     
Evidence for this unit must be gathered in a 
real or realistic working environment. 

2. Simulation                                             
Simulation is not allowed in this unit. 

3. Observation outcomes                     
Competent performance of ‘Observation’ 
outcomes must be demonstrated to your 
assessor on at least two occasions.  

4. Range                                                         
All ranges must be competently 
demonstrated. 

5. Knowledge outcomes                              
There must be evidence that you possess 
all the knowledge and understanding 
listed in the ‘Knowledge’ section of this 
unit. This evidence may include projects, 
assignments, case studies, reflective 
accounts, oral/written questioning and/or 
other forms of evidence.

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

7. External paper                                          
There is no external paper requirement for 
this unit. 
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Achieving observation outcomes Achieving range

Achieving observations  
and range

UV20585

Your assessor will observe your performance 
of practical tasks. The minimum number 
of 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 required to produce other forms of 
evidence or asked questions to demonstrate 
your competence in this area. Your assessor will 
document the criteria that have been achieved 
through oral questioning. 

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

The range section indicates what must 
be covered. Ranges should be practically 
demonstrated as part of an observation. Where 
this is not possible other forms of evidence may 
be produced. All ranges must be covered. 

Your assessor will document the portfolio 
reference once a range has been competently 
achieved.
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Outcome 1

Observations

You can:

Observation 1 2 Optional
Date achieved

Criteria questioned orally

Portfolio reference

Assessor initials

Learner signature

*May be assessed through oral questioning.

Be able to work with teammates and colleagues

a. Communicate effectively with teammates 
and colleagues

b. Display positive attitudes and behaviours 
towards teammates and colleagues*
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Outcome 2 

You can:

Be able to work with customers and clients

*May be assessed through oral questioning.

a. Communicate effectively with participants 
and customers

b. Display positive attitudes and behaviours 
towards customers and clients

c. Respond to customer complaints 
appropriately

UV205856

Observation 1 2 Optional
Date achieved

Criteria questioned orally

Portfolio reference

Assessor initials

Learner signature



Range

*You must practically demonstrate that you have:

Worked with all teammates and colleagues to complete a work 
task Portfolio reference

At the same level

Responsible for

Line manager

From outside the organisation

Worked with all customers and clients Portfolio reference

Adults

Children and young people

People with specific needs
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*It is strongly recommended that all range items are practically demonstrated. Where this is not 
possible, other forms of evidence may be produced to demonstrate competence.



Achieving knowledge outcomes

Developing knowledge

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: 

• Observed work performance
• Witness testimony/statements
• Audio-visual media 
• Evidence of prior learning or attainment
• Written questions
• Oral questions
• Assignments
• Case studies
• Professional discussion
• Employer-provided question papers and 

tests
• E-assessment.

Where possible your assessor will integrate 
knowledge outcomes into practical observations 
through oral questioning.
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Knowledge

Outcome 1 

Be able to work with teammates and colleagues

You can: Portfolio reference /
Assessor initials*

c. Outline factors which contribute to good working relationships

d. Describe how colleagues can assist one another

e. Explain the importance of teamwork

*Assessor initials to be inserted if orally questioned.
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Outcome 2 

Be able to work with customers and clients

You can: Portfolio reference /
Assessor initials*

d. Identify different methods of communication

e. Explain the importance of effective communication skills

f. State specific situations which would require assistance from a 
colleague

g. Describe common causes of customer complaints

*Assessor initials to be inserted if orally questioned.
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Outcome 3 

Understand the importance of personal standards in sport and 
leisure

You can: Portfolio reference /
Assessor initials*

a. Describe the personal standards to be displayed in sport and 
leisure

b. Explain the importance of displaying personal standards

*Assessor initials to be inserted if orally questioned.
 

UV20585 11



Outcome 1: Be able to work with teammates and colleagues

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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Teammates and colleagues: Working 
at the same level, responsible for, line 
manager, from outside the organisation.

Communicate effectively: Verbal 
(language, clarity, tone, and pace), body 
language (eye contact, facial expressions, 
gestures), one-to-one communication, 
group communication, written (e.g. letter, 
email).

Display positive attitudes and 
behaviours: Motivated, friendly, 
supportive, teamwork, confidence.

Factors contributing to good working 
relationships: Clear working roles and 
responsibilities, mutual respect, work 
satisfaction, co-operation, support, 
teamwork.

Assist colleagues: Support (e.g. with a 
work task), training (e.g. induction of new 
staff), mentoring (e.g. provide ongoing 
guidance), motivation (e.g. provide positive 
feedback), problem solving (e.g. dealing 
with an issue or complaint). 

Importance of teamwork: United effort, 
division of work, increased work efficiency, 
focus towards larger objectives, improve 
creativity, effective problem solving.



Outcome 2: Be able to work with customers and clients
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Communicate effectively: Select 
appropriate ways of communicating with 
customers, check customers understand, 
respond promptly and positively to 
customer’s questions and comments, allow 
customers time to consider responses, 
give further explanation when appropriate, 
locate information that will help customers, 
give customers the information they need 
about services or products, explain clearly 
why customer needs or expectations 
cannot be met.

Display positive attitudes and 
behaviours: Show confidence, greet 
customers respectfully, be friendly, value 
and respect customers, identify and 
confirm customer’s expectations, treat 
customers courteously and helpfully at 
all times, demonstrate motivation and 
enthusiasm. 

Respond to customer complaints: 
Follow organisational complaint handling 
procedures, refer complaint if outside 
the limits of the role, identify the options 
for resolving a customer complaint, work 
with others to identify and confirm the 
options, work out the advantages and 
disadvantages of each option, select 
the best option for the customer and 
organisation, discuss and agree the options 
for solving the problem with the customer, 
take action to implement the option agreed, 
keep the customer fully informed, check 
with the customer that the problem has 
been resolved to their satisfaction, give 
clear reasons to the customer when the 
problem has not been resolved to their 
satisfaction.

Methods of communication: Appropriate 
to customer needs (e.g. enquiry, 
assistance, complaint or conflict), 

appropriate to situation or environment 
(e.g. one-to-one, group, in private, in 
public), verbal communication (clarity, 
volume, tone, pace, language, listening, 
responding), use of positive and welcoming 
body language (facial expression, gestures, 
posture, eye contact), written (letter, email).

Importance of effective communication 
skills: Understanding, provide accurate 
information, minimise conflict, maintain 
customer satisfaction, maintain positive 
customer relations, maintain organisation 
image and reputation.

Situations requiring colleague 
assistance: For example, medical 
emergency, fire emergency, missing 
persons, abusive customer, complaints, 
situations outside the limits of personal 
responsibility.

Common causes of customer 
complaints: For example, service level 
standards not meeting expectations, lack 
of communication, inaccurate information, 
poor staff attitude and behaviour, financial 
errors.



Outcome 3: Understand the importance of personal standards in sport and leisure
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Personal standards: Organisational 
standards, dress and appearance, 
personal hygiene, attendance, punctuality, 
professional attitude and behaviour. 

Importance of displaying personal 
standards: Professional role model, 
maintain a professional image, represent 
the organisation, maintain organisational 
service standards, customer confidence.  


