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By signing this statement of unit achievement you are confirming that all learning outcomes, assessment 
criteria and range statements have been achieved under specified conditions and that the evidence 
gathered is authentic.

This statement of unit achievement table must be completed prior to claiming certification. 

Unit code Date achieved Learner signature Assessor 
initials

IV signature  
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Assessor name Assessor signature Assessors 
initials

Assessor number 
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Assessor tracking table

Statement of unit achievement

All assessors using this Record of Assessment book must complete this table. This is required for 
verification purposes.

VTCT is the specialist awarding body for the Hairdressing, Beauty Therapy, Complementary 
Therapy, Hospitality and Catering and Sport and Active Leisure sectors, with over 45 years of 
experience.

VTCT is an awarding body regulated by national organisations including Ofqual, SQA, DfES and 
CCEA.

VTCT is a registered charity investing in education and skills but also giving to good causes in 
the area of facial disfigurement. 



UV21530
Business skills in sport

The aim of this unit is to develop the knowledge, 
understanding and skills required to support an effective 
sport and leisure business operation. In addition, you 
will be able to review the quality of a sport and leisure 
business, identifying strengths and areas for future 
development.
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On completion of this unit you will:

Learning outcomes

Business skills in sport

1. Be able to use the skills required to manage 
customer service situations

2. Know the business skills needed to support 
customers in the sport and leisure industry

3. Know the skills needed for effective sport 
and leisure business operation

4. Be able to review the quality of a sport and 
leisure business

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

2. Simulation                                             
Simulation is not allowed in this unit. 

3. Observation outcomes                     
Competent performance of Observation 
outcomes must be demonstrated on 
at least one occasion. 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.

4. Range                                                         
All ranges must be practically demonstrated 
or other forms of evidence produced to 
show they have been covered.

5. 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. 

6. Tutor/Assessor guidance                          
You will be guided by your tutor/assessor 
on how to achieve learning outcomes and 
cover 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

UV21530

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.

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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Learning outcome 1

Observations

You can:

Observation 1 Optional Optional
Date achieved

Criteria questioned orally

Portfolio reference

Assessor initials

Learner signature

*May be assessed by supplementary evidence.

Be able to use the skills required to manage customer service 
situations

a. Demonstrate use of customer service 
skills in three different customer service 
situations
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Range

*You must practically demonstrate that you have:

Used customer service skills in a minimum of 3 situations Portfolio reference

Dealing with general enquiries

Recruiting new members

Inducting new members

Dealing with customer complaints

Dealing with accidents

Answering the telephone

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.
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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*: 

• 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.
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Knowledge

Learning outcome 1 

Be able to use the skills required to manage customer service 
situations

You can: Portfolio reference

b. Produce guidelines for a selected customer service situation
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Learning outcome 2 

Know the business skills needed to support customers in the 
sport and leisure industry

You can: Portfolio reference

a. Describe the business skills needed to support customers in the 
sport and leisure industry
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Learning outcome 3 

Know the skills needed for effective sport and leisure business 
operation

You can: Portfolio reference

a. Identify the skills needed for effective sport and leisure business 
operation
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Learning outcome 4 

Be able to review the quality of a sport and leisure business

You can: Portfolio reference

a. Review the quality of a selected sport and leisure business, 
identifying strengths and areas for future development
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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.

UV2153012

Learning outcome 1: Be able to use the skills required to manage customer 
service situations

Customer service situations: Dealing 
with general enquiries, recruiting new 
members, inducting new members, dealing 
with customer complaints, dealing with 
accidents, resolving a conflict, answering 
the telephone.

Customer service skills: Verbal 
communication (effective listening, 
speaking clearly, appropriate language, 
politeness), non-verbal communication 
(body language, hand gestures, facial 
expressions, eye contact, written), positive 
attitude (enthusiasm, commitment), work 
ethic (meet customer needs, value the 
customer, loyalty), team working (role in a 
team, support others, listen to opinions).

Learning outcome 2: Know the business skills needed to support customers 
in the sport and leisure industry

Customers: Young people, older adults, 
people with disabilities, antenatal and 
postnatal, educational groups, recreational, 
elite.

Business skills: Market research 
and analysis, customer needs and 
expectations, gathering customer feedback, 
dealing with customer complaints, booking 
procedures, administration of customer 
information.
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Learning outcome 3: Know the skills needed for effective sport and leisure 
business operation

Skills for business operation: 
Planning (strategic, financial), financial 
(managing customer accounts, customer 
billing and payments, sales records), 
marketing (research and analysis, 
promotion, advertising), health and safety 
(risk assessment, health and safety 
procedures, emergency procedures), time 
management.

Learning outcome 4: Be able to review the quality of a sport and leisure 
business

Reviewing quality: Quality standards 
(customer charters, Charter Mark, Sport 
and Recreation Industry Award Schemes, 
Investors in People), gathering customer 
feedback (questionnaire, interview, 
suggestion box), aspects of business to 
review (market segmentation, range of 
facilities and services to meet customer 
needs, value for money, health and safety, 
emergency procedures, access for people 
with disabilities), identify strengths and 
areas for future development.
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Notes 
Use this area for notes and diagrams


