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Introduction 
 
NOCN has been providing a qualification and accreditation service to providers across the 
UK for over 25 years and is justifiably proud of its reputation as, “…a provider of fully 
accessible, trusted and flexible qualification and accreditation services”. 
  
Over the years, NOCN has worked effectively with our centres for the benefit of learners 
across the country; with a mutual interest in providing a continuously improving service.  
NOCN, whilst retaining all the advantage of being a national body, has always provided a 
personal, bespoke service to its customers and prides itself on its local presence and 
expertise within communities. 
 

This handbook is a resource for NOCN centres who wish to offer the NOCN Level 3 
Award in the Delivery of Conflict Management Training. It details the qualification 
specification and provides guidance to the training provider on assessment criteria and 
evidence requirements. 
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NOCN Level 3 Award in the Delivery of Conflict Management Training  
 
The NOCN Level 3 Award in the delivery of Conflict Management Training is relevant to 
trainers who wish to teach conflict management skills to people working in the private 
security industry and other customer-facing roles. It also meets the requirements of the 
Security Industry Authority (SIA) for delivering scenario-based conflict management 
training required in licence to practice security qualifications. 
 
This qualification is suitable for learners aged 18 years or over.   
 
The qualification will provide learners with an opportunity to: 
 

 Gain the knowledge, skills and qualities required  in a trainer of conflict 
management skills  

 
 Achieve a standalone qualification that enables them to work across a wide range 

of sectors, including the private security industry licensed by the Security Industry 
Authority. 

 
Entry Requirements 
 
Learners wishing to undertake this qualification must:  
 

 Hold a suitable teaching or training qualification at a minimum of Level 3, eg. 
PTTLS, Level 3 Award in Education and Training, or a suitable equivalent 
 

 Be proficient in the use of the English language at a minimum of level 2 in literacy 
 
Note:  Successful learners who wish to deliver training leading to SIA licenced linked 
qualifications must demonstrate to the relevant Awarding Organisation that they meet the 
SIA qualification and sector competence requirements for approved trainers.  Full details 
can be found in the SIA document “Introduction to Learning Leading Towards Licence-
Linked Qualifications”.  https://www.sia.homeoffice.gov.uk/Pages/training-
specifications.aspx 
 
Qualification Structure 
 
The NOCN Level 3 Award in the Delivery of Conflict Management Training is a 5 credit 
qualification and has 32 guided learning hours with a Total Qualification Time (TQT) of 43 
hours.  Learners must achieve all 5 credits from the 2 mandatory units listed below: 
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Unit Title 
Level 

Credit 
Value 

Ofqual Unit 
Reference Number 

1 Managing Conflict in the Workplace 
when dealing with Customers, Service 
Users or the Public 

2 2 M/602/5439 

2 Delivering Scenario-based Conflict 
Management Training 

3 3 T/602/6253 

 
 
 

Total Qualification Time (TQT) 

Through consultation with users, TQT has been agreed by considering the total number of 
learning hours required for the average learner to achieve this qualification. 

TQT is split into two areas:  

 Guided Learning Hours (GLH): 
o learning activity under the immediate guidance or supervision of a lecturer, 

supervisor, tutor or other appropriate provider of education or training 
o includes the activity of being assessed if the assessment takes place under 

the immediate guidance or supervision of a lecturer, supervisor, tutor or 
other appropriate provider of education or training. 

 Other Learning Hours (OLH): 
o an estimate of the number of hours a learner will spend, as directed by (but 

not under the immediate guidance or supervision of) a lecturer, supervisor, 
tutor or other appropriate provider of education or training, including: 

 preparatory work 
 self-study 
 or any other form of education or training, including assessment.  

Examples of GLH activities include:  

 Classroom-based learning supervised by a teacher  

 Work-based learning supervised by a teacher  

 Live webinar or telephone tutorial with a teach in real time  

 E-learning supervised by a teacher in real time  

 All forms of assessment which take place under the immediate guidance or 
supervision of an appropriate provider of training  

 Exam time   

Examples of OLH activities include:  

 Independent and unsupervised research/learning  

 Unsupervised compilation of a portfolio of work experience  

 Unsupervised e-learning  
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 Unsupervised e-assessment   

 Unsupervised coursework  

 Watching a pre-recorded podcast or webinar  

 Unsupervised work-based learning  

The agreed Total Qualification Time has been used to identify the qualification’s Credit 
Value. 
 
The breakdown of GLH/OL/TQT for the units of the qualification is: 
 

Unit Title GLH OL TQT 

1 Managing Conflict in the Workplace when 
dealing with Customers, Service Users or 
the Public 

11 hours 5 hours 16 hours 

2 Delivering Scenario-based Conflict 
Management Training 

21 hours 6 hours 27 hours 

 TOTAL 32 hours 
(4 days) 

11 hours 
43 hours 
(6 days) 

 
Centre Information 
 
Offering the qualification 
 
Recognised Centres 
 
If you are already recognised to offer NOCN qualifications and would like more 
information about offering the NOCN Level 3 Award in the Delivery of Conflict 
Management Training, please contact: business-enquiries@nocn.org.uk.  
 
If you are ready to add the qualification to your existing curriculum offer, please log in to 
the NOCN website, under Centres/Processes and Documents, and complete the 
‘Additional Qualification Approval Request Form,’ which can then be returned to business-
enquiries@nocn.org.uk  for the attention of your Account Manager. 
 
New Centres 
 
If you are interested in offering this qualification, but are not yet a NOCN Approved Centre 
and would like more information about becoming a NOCN centre and offering this 
qualification please see Become a Registered Centre on our website 
https://www.nocn.org.uk/customers/nocn-centres/ and click Become a Centre. 
 
 
External Quality Assurance 

 

mailto:business-enquiries@nocn.org.uk
mailto:business-enquiries@nocn.org.uk
mailto:business-enquiries@nocn.org.uk
https://www.nocn.org.uk/customers/nocn-centres/


 

7 

 

NOCN Level 3 Award in the Delivery of Conflict Management Training 

Once recognised as a Centre, NOCN will allocate an External Quality Assurer (EQA).  
The EQA will have ongoing responsibility for monitoring the Centre’s compliance with the 
requirements of centre recognised status.  

 

EQA’s will make regular visits to all Centres.  During these visits he/she will: 

 

 Monitor the Centre’s compliance with the Centre Recognition agreement by reviewing 
course documentation, meeting managers, tutors, internal moderators, learners and 
administrative staff. 

 

 Sign off the Recommendation for the Award of Credit (RAC).  
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Required Resources for Delivering the Qualification 
 
As part of the requirement to deliver this qualification there is an expectation that staff 
undertaking roles as part of the delivery and assessment of the qualification have a 
demonstrable level of expertise.  
 
Tutor/Assessor 
 
NOCN expects that Tutors/Assessors are able to demonstrate the following 
competencies: 
 
 Be technically competent in Conflict Management and have some experience of 

delivering training within the area.  The minimum expectation is that the level of 
experience and knowledge should be at the same level as the training that is to be 
delivered. 

 
 Hold a recognised teaching/training qualification to a minimum standard of Level 3  eg. 

PTTLS, Level 3 Award in Education and Training, or an acceptable equivalent. 
 

 All tutors delivering scenario-based conflict management training for licence-linked 
qualifications are required to  

 
o hold an NQF/QCF Level 3 qualification in the delivery of conflict 

management training. 
o Meet the occupational competence requirements stipulated by the SIA and 

have a minimum of 3 years front-line experience in the past 10 of working in 
the private security industry in the UK, or in an equivalent role that can be 
mapped over.  
 

Centre staff may undertake more than one role, e.g. tutor and assessor or internal verifier, 
but they cannot carry out any verification on work that they have previously assessed. 

 
Internal Quality Assurance 

 

Each centre must have internal quality assurance policies and procedures in place to 
ensure that decisions made by assessors are appropriate, consistent, fair and 
transparent, and that they do not discriminate against any learner. The policies and 
procedures must be sufficient to secure the quality of the award, ensuring validity, 
reliability, and consistency.  

 

NOCN expects that anyone undertaking internal quality assurance at a centre holds a 
suitable qualification or is working towards one.  
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Continuing Professional Development (CPD)  
 

Centres are expected to support their staff, ensuring that their subject knowledge remains 
current and that their members of staff are up to date with regards to best practice in 
delivery, assessment and verification.   
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Unit Information 
 
The NOCN Level 3 Award in the Delivery of Conflict Management Training consists of 2 
mandatory units which are detailed below. 
 
To achieve this qualification a learner must provide evidence of learning and achievement 
against all of the assessment criteria within each unit.   
 
A copy of each of the units follows, with an indication of a scope of learning that would be 
required to cover the assessment criteria.  This list is indicative, not exhaustive. 
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Unit 1 
 
Unit Title: Managing Conflict in the Workplace when Dealing with 

Customers, Service Users or the Public 

Unit Level: 2 

Unit Credit Value: 2 

GLH: 11 

Ofqual Unit Reference 
Number: 

M/602/5439 

 

This unit has five learning outcomes. 
 

LEARNING OUTCOME ASSESSMENT CRITERIA 
The learner will: The learner can: 

1 Know how communication 
can be used to solve 
problems and reduce the 
likelihood of conflict 

1.1 State the importance of positive communication as a way of 
reducing the likelihood of conflict 
 

1.2 Identify how managing customer expectations can reduce the 
likelihood of conflict 
 

1.3 Identify the differences between assertiveness and aggression 
 

1.4 State the importance of viewing a situation from the customer’s 
perspective 
 

1.5 Identify strategies that can be used to solve problems 
 

2 Know the factors that 
influence human responses 
in conflict situations 
 
 
 

2.1 Identify human responses to emotional or threatening situations 
 

2.2 Identify factors that can trigger an angry response in others 
 

2.3 Identify factors that can inhibit an angry response in others 

3 Know how to assess and 
reduce risks in conflict 
situations 

3.1 Identify the stages of escalation in conflict situations 
 

3.2 State how to apply dynamic risk assessment to a conflict situation 
 

3.3 State the importance of following employer policies and guidance 
in conflict situations 
 

3.4 Identify measures that can reduce risks for people who may be 
involved in conflict situations 
 

4 Know how to assess and 
reduce risks in conflict 
situations 

4.1 Identify how to use non-verbal communication in emotive situations 
 

4.2 Identify how to overcome communication barriers in emotive 
situations 
 

4.2 Identify ways of defusing emotive conflict situations 
 

4.4 Identify how to work with colleagues to de-escalate conflict 
situations 
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LEARNING OUTCOME ASSESSMENT CRITERIA 
The learner will: The learner can: 

4.5 State the importance of providing exit routes and space when 
dealing with an angry person 
 

5 Know good practice to 
follow after conflict 
situations 

5.1 State the importance of accessing help and support following an 
incident 
 

5.2 Identify the benefits of reflecting on and learning from conflict 
situations 
 

5.3 Identify the benefits of sharing good practice and contributing to 
solutions to recurring problems 
 

 

Scope of learning for Unit 1 
 
The learning for Unit 1 Managing Conflict in the Workplace when Dealing with 
Customers, Service Users or the Public includes: 
 

 How to avoid and manage conflict situations.  
 

 How communication skills can be used both to avoid conflict and to resolve 
problems once conflict has been defused.  
 

 The factors that influence human responses in a conflict situation, for example 
triggers and inhibitors.  
 

 Ways in which to assess and reduce risks in conflict situations. 
 

 How communication skills can be used to de-escalate conflict. 
 

 Post-incident issues, such as support and the importance of sharing good practice. 
 
The learning in this unit is applicable in a range of different roles involving direct contact 
with customers, specific service users as well as the general public. 
 
It is highly recommended that Unit 1 is delivered and assessed before Unit 2 
 
Unit 1 content 
 

 
Learning Outcome 1 - Know how communication skills can be used to solve problems and 
reduce the likelihood of conflict 
 

A/C Main purpose Main learning points 

1.1 The importance of positive 
communication 

 active listening 
 maintain eye contact 
 non-aggressive body language 

1.2 Managing customer expectations  manage unrealistic expectations 
 state own expectations 
 explain procedures 
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1.3 Differences between assertiveness 
and aggression 

 calm and positive approach 
 maintain self control  
 confident, assertive and polite 
 hostility 
 negative 
 threatening 

1.4 Importance of viewing a situation 
from the customer’s perspective 

 show empathy 
 helps defuse a situation 
 build rapport 

1.5 Identify strategies that can be used 
to solve problems 

 be positive 
 ask questions and find common ground 
 offer alternatives and incentives 
 summarise a resolution strategy 
 offer a win-win solution 

 
Learning Outcome 2 - Know the factors that influence human responses in conflict 
situations 
 

2.1 Human responses to emotional and 
threatening situations 

 flight or fight 
 freeze  
 emotional and rational 
 triggers or inhibitors 

2.2 Factors that can trigger an angry 
response in others 

 influence of drugs or alcohol 
 emotional – embarrassment, humiliation, fear, 
             anger, pain, insult, rejection  

2.3 Factors that can inhibit an angry 
response in others 

 personal and cultural values 
 previous experience  
 peer pressure  
 pressure of consequences – legal action, loss  
             of job 

 
Learning Outcome 3 - Know how to assess and reduce risks in conflict situations 
 

3.1 Stages of escalation in conflict 
situations 

 frustration, anger, aggression, violence 

3.2 How to apply dynamic risk 
assessment in conflict situations 

 assess the threat 
 evaluate the options available 
 monitor the situation continuously for any  
             changes 
 respond with the most appropriate option 

3.3 Importance of employer policies, 
guidance and procedures 

 legislation e.g. Health and Safety at Work etc.  
             Act 1974 
 reducing risk of litigation 
 reducing risk of harm to self or others 
 a source of information and/or guidance 

3.4 Measures that can reduce risks  conflict management training 
 policies and guidance 
 personal protective equipment  
 positive communication  

 
Learning Outcome 4 - Know how to communicate effectively and de-escalate conflict in 
emotive situations 
 

4.1 How to communicate effectively and 
de-escalate conflict in emotive 
situations 

 indicate non-aggression e.g. open hands, 
             positioning, awareness of personal space 
 tone of voice 
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4.2 How to overcome communication 
barriers 

 physical problems e.g. noise move to a 
             quieter area 
 attitudinal problems e.g. re-state message,   
             assertive manner             
 linguistic problems e.g. repeat/paraphrase  
             message, speak slowly and calmly, use of 
             gestures 

4.3 Ways of defusing emotive conflict 
situations 

 show empathy 
 active listening 
 signal non-aggression 
 build trust 
 maintain self-control 

4.4 How to work with colleagues to de-
escalate conflict situations 

 correct positioning 
 change of control 

4.5 Importance of positioning and exit 
routes 

 preserve personal space  
 ensure own exit route  
 ensure exit route for the aggressor 
 

 
Learning Outcome 5 - Know good practice to follow after conflict situations 
 

5.1 Importance of accessing help and 
support following an incident 

 providing emotional support 
 preventing after effects of traumatic shock 

5.2 Benefits of reflecting on and learning 
from conflict situations 

 learning from mistakes 
 learning from successes 
 sharing of good practice 

5.3 Benefits of sharing good practice 
and contributing to solutions 

 improving practice and customer service 
 problem solving and resolution 
 improved morale 
 reduction in stress 
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Unit 2 
 
Unit Title: Delivering Scenario-based 

Conflict Management Training 

Unit Level: 3 

Unit Credit Value: 3 

GLH: 21 

Ofqual Unit Reference 
Number: 

T/602/6253 

 
This unit has four learning outcomes. 
 
LEARNING OUTCOME ASSESSMENT CRITERIA 
The learner will: The learner can: 

1 Understand the principles 
of scenario-based conflict 
management training 

1.1 Explain the principles of scenario-based learning 

1.2 Explain the benefits of scenario-based learning 

2 Be able to plan and design 
scenario- based conflict 
management training 
 
 
 
 

2.1 Design effective session plans that apply the principles of scenario-
based learning 
 

2.2 Design effective scenarios 
 

2.3 Justify the design of session plans and scenarios 

3 Be able to deliver scenario-
based conflict management 
training 

3.1 Deliver an effective session that applies the principles of scenario-
based learning 
 

3.2 Maintain a positive and safe learning environment which promotes 
interactive learning 
 

3.3 Facilitate interactive and participative learning involving the whole 
group 
 

3.4 Debrief participants to provide maximum learning for the whole 
group 
 

3.5 Describe different methods that can be used to verify that learning 
has been effective 

4 Know how to evaluate own 
performance 

4.1 Evaluate effectiveness of own delivery 
 

4.2 Evaluate effectiveness of session plans 
 

4.3 Evaluate effectiveness of scenarios 
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Scope of learning for Unit 2 
 
The learning for Unit 2 Delivering Scenario-based Conflict Management Training enables 
trainee tutor/assessors tutors to: 
 

 Apply their knowledge of conflict management to allow them to teach it effectively 
in a scenario-based approach.  
 

 Learn about the principles and benefits of scenario-based conflict management 
training. 

  
 How to plan and design effective session plans and scenarios. 

  
 How to deliver an effective a training session, including debriefing participants 

afterwards, which they will have to put into practice by delivering a session that 
they have designed. 

 

 Learn about different methods of evaluating effectiveness.  
 

The delivery methodology should enable the trainee tutor/assessor to have the 
opportunity to put all of the unit learning into practice by: 
 

 Being assessed on their ability to design and deliver a session plan and scenario.  
 

And  
 

 To evaluate and report on their own effectiveness. 
 
Unit 2 content 
 

 
Learning Outcome 1 - Understand the principles of scenario-based conflict management 
training 
 

A/C Main purpose Main learning points 

1.1 Principles of scenario-based training  Training related to workplace issues 
 Realistic scenarios 
 Facilitative learning making use of existing  

       knowledge and experience 
 Facilitative learning making use of pauses in         
             learning process to allow reflection and     
             recapitulation 

1.2 Benefits of scenario-based learning  Learner-centred 
 Allows different ways of designing sessions 
 Engages learners 
 Enables participation 
 Relates to workplace situations and  
             environment 
 Experience  Reflection  Learning  
 
 



 

17 

 

NOCN Level 3 Award in the Delivery of Conflict Management Training 

Learning Outcome 2 - Be able to plan and design scenario- based conflict management 
training 
 

2.1 Designing effective session plans 
that apply the principles of scenario-
based learning 

 Where session fits into overall programme 
 Needs of learners 
 What to include in a session plan – aims, 
              objectives, activities, timings, resources  
              de-briefing and assessment 
 Ensuring participation of all learners  

2.2 Designing effective scenarios  What to include in a scenario plan 
 Resources required 
 Relate plan to theory being considered 
 Assessment of safety risks involved and  
             issuing rules for participants 

2.3 Justifying the design of session 
plans and scenarios 

 Appropriateness of plans including – context, 
             activities , resources used 
 Relevance to context of plans 
 Effectiveness in promoting learning, as well 
             as opportunities for practice and assessment 
             of skills 

 
Learning Outcome 3 - Be able to deliver scenario-based conflict management training 
 

3.1 Delivering  an effective session that 
applies the principles of scenario-
based learning 

 Ensuring that delivery enables learning 
             outcomes are met 
 Using candidates’ experience via 
             experiential learning 
 Use a range of relevant methods 
 Involve all participants             

3.2 Maintaining a positive and safe 
learning environment which 
promotes interactive learning 

 Set clear rules and boundaries to be  
             followed by all participants 
 Ensure that all contributions are positive and  
             constructive and discourage those that are  
             negative and critical  

3.3 Facilitating interactive and 
participative learning involving the 
whole group 

 Use scenarios that promote individual 
             contributions 
 Create a learning environment that  
             encourages verbal contributions from all 
             participants 
 Check frequently on learning by use of open 
             questions 

3.4 Debriefing participants to provide 
maximum learning for the whole 
group 

 Use de-briefing during the session and not 
 Just at the end especially where the session 
             is not going well 
 Allow all participants to provide feedback as 
             well as observers 
 Discuss  Summarise   Understand 

3.5 Different methods that can be used 
to verify learning has been effective 

 Peer evaluation 
 Learners’ summaries of learning 
 Checklists, tests and quizzes 
 Observation of performance 

 
Learning Outcome 4 - Know how to evaluate own performance 
 

4.1 Evaluating effectiveness of delivery  Assess effectiveness of own delivery through 
             learners’ responses and participation 
 Feedback from participants using evaluation 
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             sheets and/or interviewing individual  
             participants 
 Peer evaluation and feedback 

4.2 Evaluating effectiveness of session 
plans 

 Achievement of aims and objectives 
 Formative assessment to check learning 
 Time management 
 Response of participants 

4.3 Evaluating effectiveness of scenarios  Achievement of learning outcomes 
 Feedback and response of participants 
 Assessment of the effectiveness of delivery 
             methods 
 Assessment that learning has taken place 
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Assessment and Evidence 

 
The NOCN Level 3 Award in the Delivery of Conflict Management Training is 
assessed in two ways: 
 
Unit 1 Managing Conflict in the Workplace when dealing with Customers, Service 
Users or the Public is assessed through an externally set and marked on-demand 
multiple-choice examination  
 
The Specification for this examination is as follows: 
 
20 questions (1 per assessment criteria)  
  
Overall Pass mark 15/20 questions correct (75%) 
  
Of the 15 correct answers, these must be distributed across the Learning Outcomes as 
follows:  
  
Learning Outcome 1 – 4 correct answers 
  
Learning Outcome 2 – 2 correct answers 
  
Learning Outcome 3 – 3 correct answers 
  
Learning Outcome 4 – 4 correct answers 
  
Learning Outcome 5 – 2 correct answers  
 
Assessment requirements: Exam invigilation  
 
Who can invigilate?  
 
Centres must ensure sure that invigilation is carried out by a person who has not prepared the 
candidates for the examination. This means that the trainer cannot act as the exam invigilator, 
and should not be present in the examination room.  
 
It is the responsibility of Centres to:  
 

 Appoint exam invigilators, to make sure that the examination is conducted according to 
regulatory requirements.  

 Make sure that all invigilation is carried out by responsible adults, appropriately trained in 
their duties. 

 

It is not appropriate for invigilation to be carried out by a person related to a candidate sitting the 
examination.   
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At least one invigilator must be present for groups of up to 30 candidates.  When only one invigilator 
is present they must be able to summon help easily, without leaving the examination room, and 
without disturbing other candidates. 

 
Role of Invigilators  
 
The exam invigilator is the person in the examination room with responsibility for conducting a 
particular examination session in the presence of candidates. Invigilators have a key role in 
upholding the integrity of the examination process.  
The role of the invigilator is to ensure that examinations are conducted in accordance with laid down 
instructions, in order to:  
 

 Ensure that all candidates have an equal opportunity to demonstrate their abilities.  

 Ensure the security of the examination papers and completed response sheets, before, 
during and after the examination.  

 Prevent possible candidate malpractice.  

 Prevent possible administrative failures.  

 
Invigilators must:  
 

 Be appropriately trained in their duties.  

 Give all their attention to conducting the examination properly.  

 Be able to observe each candidate in the examination room at all times.  

 Inform the head of the Centre if they are suspicious about the security of examination papers, 
completed response sheets or any other issue that threatens the integrity of the examination 
process. (In such cases, the head of the Centre must inform NOCN immediately, and send 
a full written report within five working days of the suspicion arising).  

 
Invigilators must not: carry out any other task (for example doing other work, using a mobile phone) 
in the examination room.  
 

Examination Venues  
 
Centres must ensure that examinations take place in a suitable assessment environment. This 
means that:  
 

 Any room in which an examination is held must provide candidates with appropriate 
conditions for taking the examination. Particular attention should be given to conditions such 
as heating, lighting, ventilation and the level of outside noise.  

 Display material, such as posters, wall charts, information leaflets, which might be helpful to 
candidates must not be visible in the examination room.  

 A reliable clock (or other suitable time keeping device, for example, time displayed via a 
computer screen) must be visible to each candidate in the examination room. The 
clock/display must be large enough for all candidates to read clearly.  

 The following items should be on display in the examination room:  
 

o A poster advising candidates that mobile phones should be switched off.  
o Examination notice for candidates.  
o Centre appeals procedure.  
o Emergency/evacuation procedures.  
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 There should be a sign, clearly visible to others in the building, that an examination is taking 
place.  

 Information must be visible to all candidates showing the Centre number, batch number and 
the start and finish times of the examination.  

 Seating arrangements must prevent candidates from overlooking the work of others. In 
particular, the minimum distance in all directions from centre to centre of candidates’ chairs 
must be 1.25 metres.  

 All candidates should be seated facing the same direction.  
 For written examinations, each candidate should have a separate desk or table large enough 

to hold question papers and examination response sheets. Candidates who are not seated 
at individual desks must be far enough apart (minimum 1.25m) so that their work cannot be 
seen by, and contact cannot be made with, other candidates.  

 For computer-based examinations: the room layout must be planned to prevent screens 
being read by other candidates; there must be at least 1.5 metres from the centre of each 
screen to the centre of the next screen; the clock is displayed on every computer screen in 
use; a trained administrator must be available during the examination to deal with any 
technical queries that may arise.  

 There must be space for the invigilator to sit.  
 
Centres are required to maintain records of how examination venues meet these criteria, which 
must be made available to NOCN on request.  
 
Floor plans of examination sessions must be retained and provided to NOCN on request.  
 
False or misleading statements by Centres in respect of examination venues may result in 
immediate suspension or withdrawal of Centre approval, and examination papers may be declared 
void. 
 
 

Examination Management 
 
The NOCN Guidance for Invigilators available on the NOCN website: 
https://www.nocn.org.uk/support/useful-information-and-resources/ 
provides detailed guidance for Centres on the following areas of examination management:  
 

 Keeping examination papers secure 

 Invigilation requirements 

 Examination room layout 

 Starting the examination 

 During the examination 

 Summoning help during an examination 

 Candidates who arrive late 

 Leaving the examination room 

 Ending the examination 

 
Unit 2 Delivering Scenario-based Conflict Management Training is assessed through 
an internally assessed, internally quality assured and externally verified portfolio of 
evidence.  Centres should encourage learners to adopt an holistic approach to the 
evidence that is presented for Unit 2.  It is expected that, as a minimum, evidence should 
include: 
 

https://www.nocn.org.uk/support/useful-information-and-resources/
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 Written (eg. prose), or verbal (eg. question and answer, or professional discussion) 
evidence incorporating: 

o the principles and benefits of scenario-based learning 
o the different methods that can be used to verify that learning has been 

effective 
o a justification of the design of their session plan(s) and scenario(s) 

 

 Session plan(s), that incorporate an element of scenario-based learning 
 

 Learner produced scenario(s), including brief(s) for participants 
 

 Tutor and peer observation(s) of the learner delivering scenario-based session(s), 
including debrief of participants 
 

 Self evaluation of: 
 

o Their delivery 
o The effectiveness of their session plan 
o The effectiveness of their scenario 

 
For Unit 2 the centre must ensure that the assessment activities are: 
  
Valid      The assessment activity must be fit for purpose which means that the 

assessment tasks measure the intended outcomes of the unit.  They should 
afford the learner an opportunity to provide sufficient evidence of learning to 
meet the assessment criteria at the appropriate level.  

 
Sufficient The assessment activities afford the learner an opportunity to provide 

sufficient evidence of learning to meet the assessment criteria.  
 

Reliable    Assessment activities must generate clear and consistent outcomes across 
all assessors.   

 
Although the activities may be applied to differing scenarios and in different 
contexts, with different learners, the evidence sought by the activity must be 
assessed with a universal standard to ensure that the resulting assessment 
decisions are consistent across all assessors and centres offering the 
qualification. 

 
Authentic     Evidence presented must be the learner’s own work. 
 
Reasonable Adjustments and Special Consideration 
 
If you are an NOCN Recognised Centre and have learners who need reasonable 
adjustments or special considerations, please refer to the guidance available on the 
NOCN website here: https://www.nocn.org.uk/support/nocn-policies/ 
 

https://www.nocn.org.uk/support/nocn-policies/
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This policy (together with the Centre’s own policy) gives clear information on the 
reasonable adjustments and arrangements that can be made to take account of disability 
or learning difficulty without compromising the assessment criteria.   
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