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WELCOME

Who is this qualification suitable for?

A typical role could be
• Customer Services Assistant
• Housing Assistant
• Repairs Assistant
• Lettings Assistant
• Resident Involvement Assistant 
• Housing Administrator

The apprenticeship has been developed to prepare an 
apprentice for a supporting operational role within the 
housing/property management sector. The standard 
will meet the needs of professionals within the private 
and affordable housing sectors, and is applicable to all 
sizes of organisation. 

Visit our website
www.atem.co.uk

Complete an application form

We check your application

We set you up with English 
and/or Maths assessments 

if required (see exemptions.)

We complete enrolment 
paperwork with you

You start your qualification!

How do I enrol?
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FRAMEWORK

This is the breakdown of the Housing / Property Management L2 standard, which 
shows the different elements that go together to form the Apprenticeship.

12 - 18 months

Minimum duration of programme

GCSE English Language
Grade 4 or higher

GCSE Mathematics
Grade 4 or higher

Functional Skills
English L2 or higher

Functional Skills
Maths L2 or higher

Exemptions

If you have any of the 
following then you may 
be exempt from English 
and Maths assessments 
and the corresponding 
Functional Skills parts 
of your qualification.

Learners must also complete level 1 English and Maths prior to completion of the 
apprenticeship, and will be required to take tests for level 2.
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WHAT’S INCLUDED

Housing / Property Management L2

Knowledge What is required

Legislation & 
Regulation

• Understand the principles, practices and legislation relating to 
current landlord and tenant law for the letting, maintenance and 
termination of a variety of tenancy types, including but not limited 
to: shorthold, assured, secure, long leasehold and shared ownership.

• Understand the principles, practices and legislation as it applies to 
governance, court proceedings, contracts, data protection, safe-
guarding and other relevant areas

• Understand legislation and regulations as they apply to housing 
standards

Organisation 
background 
information

Understand the principles, priorities and values of the organisation 
they work for, including an awareness of the business plan, the 
range of services available to clients and customers, , the roles and 
responsibilities of others and team targets and or Key Performance 
Indicators.

Assets Understand the social and physical context of estates /neighbourhoods 
and how to resolve defects, common problems, health and safety issues 
and repairs to dwellings.

Customers Understand the diversity of the communities which the business serves.

Context Understand the current and historical context of social/rented/
affordable/private housing and the broader housing market.

Range of 
Services

Have an appreciation of the range of applicable housing services 
for example repairs and maintenance, allocations, lettings, tenancy 
sustainment, financial and social inclusion, anti-social behaviour, care 
and supported housing, rents, service charges and portfolio accounts 
and community involvement.

Organisation 
Policies

Understand the principles, policies and practices of the organisation 
they work for in terms of customer and client care, employee code of 
conduct, team working, risk, personal safety, health and safety, equality 
and diversity, safeguarding and business communications.

Professional Knowledge
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Professional Skills

Skill What is required

Customer 
Service

Apply a range of customer service skills in order to provide a 
professional, accurate, timely, ethical and non-judgemental front line 
service which meets the needs of a diverse range of customers and 
stakeholders

Communication Demonstrate appropriate communication skills to enable timely 
identification and/or resolution of issues for customers and 
appropriate signposting to other colleagues and/or partner agencies.

Collaborative 
working

Work collaboratively with colleagues and partners to achieve 
individual, team and business targets.

Respond to 
vulnerability

Use skill and judgment to understand the needs of vulnerable 
individuals and groups(including those with complex needs) and 
respond appropriately

Information 
collection and 
sharing

Use a variety of methods to identify, collect and communicate techni-
cal and other information in a confident and effective manner.

Influencing and 
negotiating 
skills

Influence and negotiate with customers, partners and suppliers.

Self 
management

Organise and plan their own work to ensure tasks are completed and 
deadlines met.

Problem 
solving

Use a problem solving and flexible approach in their day to day duties.

Tools and 
equipment

Effective use of IT equipment and software, through administration 
and the appropriate use of work equipment

Decision 
making

Effective decision making in order to apply the businesses objectives 
and priorities.

Behaviours

Behaviour What is required

Responsive Takes timely and responsive action to address issues

Trust & 
integrity

Develop trust by working in a confidential, ethical and empathetic 
manner with a common sense and professional attitude.

Adaptability Willingness to accept changing priorities and work patterns

Independence Work independently and effectively without close supervision.

Dependability Meets personal commitments and expectations of others

Personal 
commitment

Takes responsibility for their own personal and professional 
development.

Resilience Has a high level of resilience, tenacity and calmness

Role model Acts as an ambassador / role model for their employer with 
customers, clients and partners.

Customer Care Demonstrates a responsive approach to customer needs and 
understands their personal impact on customers and their lives

Teamwork Values team work and is an effective team player, accepts responsibili-
ty for the work of themselves and others.
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How are learners assessed?

A portfolio of evidence 

Students will develop a portfolio of evidence in preparation for the end point 
assessment. The evidence enables learners to demonstrate that they have acquired 
the necessary skills and behaviours to perform their role effectively. The assessor 
will review the portfolio to ensure that the learner has met all of the required 
criteria. 

Completion of CIH Level 2 Certificate in Housing Practice

This is a knowledge based qualification and will require the learner to complete 
assignments on the following units:
• Housing Provision and Housing Organisations
• Customer Care in Housing
• Developing Skills for Working in Housing
• Careers and Opportunities in Housing

Completion of English and Mathematics at level 1

All learners without level 1 in English and Mathematics will need to achieve this 
prior to completion of the apprenticeship, and will be required to take tests for 
level 2. Apprentices joining the programme with level 1 in English and Mathematics 
will be required to take tests for level 2. 

Case study

The case study will be a practical, work-based assignment, covering a wide 
selection of the skills, knowledge and behaviours across the apprenticeship 
standard. Examples might include an apprentice explaining and reflecting upon 
their role in possession proceedings, letting a property, or enforcing tenancy 
conditions. 

End point assessment

The case study, the portfolio of evidence and the final interview form the 
components of the end-point assessment. Firstly, the interview panel review 
the case study and portfolio as preparation for the interview, to ensure that the 
evidence provided satisfies the requirements of the apprenticeship.  The interview 
then takes place, and will be used to probe the skills, knowledge and behaviours 
acquired through the apprenticeship and demonstrated through the case study 
and portfolio. 
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Functional Skills

• Maths (Level 1) • English (Level 1)

You will complete Functional Skills in Maths and English. Assessments are designed to 
measure the competent application of skills within real-life scenarios. Assessments are 
task based with no portfolio to complete. These can be completed on-screen, offline 
or paper-based. Completion of Functional Skills may not be required where evidence 
of a current transferable skills qualification exists e.g. GCSE.

How will learning take place?

Months

1 - 12

13 - 18

Activity

Training & Development
Training sessions to deliver the knowledge required for the 
apprenticeship standard and CIH Level 2 Certificate in Housing Practice.

Assessment visits to support the learner in gathering evidence for their 
portfolio. 

Help preparing for tests at levels 1 and 2 in English and Maths, as 
required. 

End-point Assessment

1-1 visits to support learners working on final project and prepare for 
panel interview.

Panel interview with line manager, Access trainer and CIH assessor
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CIH L2 Certificate:

Short written submissions, for example 
basic reports, briefing papers and 
presentations. 

Portfolio:

Workplace observations by your assessor; 
witness statements provided by your 
employer; question and answer sessions; 
discussions; reflective accounts written or 
recorded by the apprentice. 

Completion of the qualification
On completion of the qualification you will be able to join the following:
•Chartered Institute of Housing (CIH) at Member level.
•Association of Residential Lettings Agents (ARLA) at Associate Grade or Member Grade*
•Institute of Residential Property Management (IRPM) at Foundation Level or Associate Level*

*depending on length of service within the sector & within the organisation.

The Assessment Process
Access Training use a blended learning model, which means that training, assessment 
and support will be delivered in a variety of ways to suit you and your employer. 
Webinars, e-learning, and Skype may be combined with face-to-face visits and self-
study to provide flexible learning.

Achievement of the qualification is based around the provision of sufficient evidence to 
show that the job can be done to the national standards. 

See below for examples of the assessment methods we usually employ:
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20% Off-the-job training

Over the course of the apprenticeship, each learner will be required to spend 20% of 
their time doing off-the-job training and this will be documented through the assessor.

Off-the-job training is defined as learning which is undertaken outside of the 
normal day-to-day working environment and leads towards the achievement of the 
apprenticeship.  This can include training that is delivered at the apprentice’s normal 
place of work but must not be delivered as part of their normal working duties.

The off-the-job training must be directly relevant to the apprenticeship framework or 
standard and could include the following:

• The teaching of theory (for example; lectures, role play, simulation exercises, online 
learning or job specific training)

• Practical training, such as; shadowing, mentoring, industry visits and attendance at 
competitions

• Learning support and time spent writing assessments/assignments during their 
working hours

It does not include:
• English and Maths (up to level 2) which is funded separately
• Progress reviews or on-programme assessment needed for an apprenticeship 

framework or standard
• Training which takes place outside the apprentice’s paid working hours
• Access Training Induction

Employer contribution for 19+ learner £300 plus VAT


