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Highfield Level 2 End-Point 
Assessment for Optical 

Assistant 
 

EPA-Kit 

 
Delivering the Standard 

 
 

• Health & Safety 
• Materials of frames and lenses 
• Tools and equipment 
• Quality and governance 
• Screening checks 
• Customer interactions, dispensing, fitting and adjustment of spectacles 
• Professionalism 
• Self-development 
• Safety orientated 
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Highfield Level 2 End-point Assessment for Optical 
Assistant Apprenticeship Standard 

 

The following pages contain the optical assistant apprenticeship standard and the 
assessment criteria in a suggested format that is suitable for delivery. 
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Health & Safety 
Knowledge Skills 

Health & safety at work legislation relevant to the optical retail 

sector. 

The safe use of all equipment relevant to the role 

Maintain safe working practices at all times. 

Identify risks or dangers to self, customers or colleagues 

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Put customers, self or colleagues at 

risk by using unsafe working practice 

e.g. creating a tripping hazard, not 

using equipment following correct 

safety precautions 

HS1 - Demonstrate their ability to follow safe 

working practices  

HS2 - Ensure customers, colleagues and self 

are safe within limits of own influence  

HS3 - Explain to their customers the health 
and safety precautions taken to ensure 
safety 
 

Case study 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Health and safety requirements are 

not explained at any point in the case 

study 

HS4 - Explain the health and safety 

procedures relevant to the dispense or 

collection 

HS5 - Explain the reasons for safe working 
practices showing knowledge of how these 
link to legislation and the implications of not 
following these 
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Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Company procedures for fire 

evacuation and/or reporting 

accidents cannot be explained 

• Safe use of equipment cannot be 

explained 

 

HS6 - Show an understanding of health and 

safety processes and procedures within the 

workplace environment 

HS7 - Explain procedures in place relating to 

health and safety to include the use of 

equipment and ensuring customer safety 

HS8 - Explain the company procedures and 

processes for reporting of accidents and 

emergencies and carrying out evacuations 

HS9 - Identify first-aiders, fire wardens, first-

aid boxes, etc. 

 

HS10 - Show detailed knowledge of what and 
how procedures are put in place to ensure a 
safe working environment and to comply 
with the Health and Safety at Work Act 
HS11 - Explain potential risks and hazards to 
self and customer, and the actions needed to 
rectify  
HS12 - Know how and where to report 
hazards according to company policies  
HS13 - Have a sound understanding of the 
evacuation process 
HS14 - Explain the use of Personal Protective 
Equipment (PPE) relevant to the company 
and your role 
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Materials of frames and lenses 
Knowledge Skills 

A wide range of frame and lens material, including features, 

benefits, visual and material limitations. 

The legal requirements for products, the potential allergic reactions 

they may cause. Ensure the best visual acuity for near vision, fit and 

comfort 

Identify, explain, recommend suitable frame and lens materials, 

based on the customer’s needs and requirements. 

Clearly explain choices, and ensure that health and legal 

requirements are met 

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Uses poor questioning skills that do 

not identify the customer’s 

requirements and/or needs 

• Does not sufficiently recommend 

products that meet the customer's 

needs 

• Gives no explanation of features or 

benefits of the chosen products 

MF1 - Use a range of suitable questions to 

identify customer’s needs 

MF2 - Recommend suitable products based 

on customer requirements  

MF3 - Explain the features of chosen 

products 

MF4 - Able to respond positively to customer 
concerns about the products recommended - 
utilising the benefits of the products  
MF5 - Provides alternative product 
recommendations based on customer’s 
needs and wants 
MF6 - Makes clear links between 
recommended products and the customer’s 
needs. Explains the benefits of the products 
recommended 
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Case study 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Features of the frames and lenses 

dispensed are not explained 

• Any legal requirements of the 

products selected are not identified 

or explained 

MF7 - Explain the legal requirements of 

products dispensed 

MF8 - Explain the features of frame and 

lenses dispensed to the customer 

MF9 - Explain the extended range of products 
to include at least one of the following: 
sports eyewear, safety eyewear, 
occupational lenses and sun eyewear that 
could benefit the customer 
MF10 - Explain the limitations and benefits of 
recommended products 

Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Cannot explain the features of 3 

frame materials  

• Cannot explain the features of at 

least 3 lens materials 

• Cannot explain basic legal 

requirements of tints and safety 

glasses (if not covered in case study) 

• Cannot explain the relationship 

between frame fit and suitability to 

include frame sizing, pupil distances 

and lens thickness 

MF11 - Explain the features of 3 frame 

materials  

MF12 - Explain the features of 3 lens 

materials and/or coatings 

MF13 - Explain allergic reactions that may 

occur with frame materials 

MF14 - Have a basic understanding of the 

legal requirements of coatings, tints and 

safety glasses (if not covered in case study) 

MF15 - Explain the relationship between 

frame fit and suitability to include frame 

sizing, pupil distances and lens thickness 

MF16 - Explain the benefits of 3 frame 
materials  
MF17 - Explain the benefits of 3 lens 
materials and/or coatings 
MF18 - Explains the benefits of a range of 
additional specialist products within the 
employer’s range, e.g. safety spectacles, 
sports spectacles, occupational lenses or 
contact lenses 
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Tools and equipment 
Knowledge Skills 

A wide range of optical tools and equipment. 

The uses and limitations of hand tools, and the quality checking of 

equipment, e.g. focimeter, pupilometer, frame heater, double nylon 

jaw pliers, angling pliers, snipe nose pliers, cutter pliers, nose pad 

pliers, axis pliers, screwdriver set, non-contact tonometer, auto 

refractor, visual field screeners 

Confidently and correctly use and explain appropriately to a 

customer the wide range of tools and equipment within the optical 

practice. 

Take measurements, adjust or repair spectacles, e.g. facial 
measuring tools, frame measurement tools, frame adjustment tools 
and screening equipment  

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Unable to use either a manual or 
automatic focimeter 

• Make adjustments without taking 

basic measurements  

• Use tools incorrectly, leading to 

damage to spectacles  

• Takes facial measurements 

incorrectly leading to incorrect 

ordering of products 

TE1 - Use either a manual or automatic 
focimeter  
TE2 - Accurately take and use basic spectacle 

frame measurements to include at least 

length to bend as appropriate to the 

adjustment required  

TE3 - Identify and correctly use tools and 

resources relevant to the customer 

interaction 

TE4 - Correctly use facial measuring 

equipment to take pupil distances and 

heights as appropriate  

TE5 - Use either a manual or automatic 
focimeter to accurately measure 
prescriptions and lens measurements for 
single vision, bifocal and varifocals 
TE6 - Uses a range of tools to make correct 
adjustments to spectacle frames 
TE7 - Explains the range of tools and 
adjustments being made in a customer-
friendly manner 
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Case study 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Explanation of the measurements 

taken is not given 

• Tools relevant to the adjustments 

made are not explained 

TE8 - Explain the equipment used to take 

both frame and lens measurements 

TE9 - Explain what tools were used during 

spectacle adjustments 

TE10 - Explain the importance of using 
appropriate tools and why they are used 
TE11 - Explain how tools and equipment are 
used to enhance the customer journey and 
support the optical assistant and not to 
replace them 
TE12 - Explains all equipment used for taking 
measurements to include pupil distance, 
length to bend, vertical heights, BVD and 
pantoscopic angle 
TE13 - Explains the benefits of using frame 
adjustment tools  

Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Cannot explain company processes 

and procedures if products are 

damaged and/or broken during 

adjustment or repair 

• Cannot explain a minimum of how 

and when 3 different tools would be 

used in the adjustment 

TE14 - Explain company processes and 

procedures if products are damaged and/or 

broken during adjustment or repair 

TE15 - Explains criteria to check fitting and 

adjustments  

TE16 - Explain how and when 3 different 

tools would be used in the adjustment 

TE17 - Explain the purpose and uses of 

screening equipment in the customer 

journey 

TE18 - Can explain the use of the correct 
tools and process and the benefits of these 
TE19 - Explain the use of BS tolerances to 
ensure spectacle prescription accuracy 
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Amplification and Guidance 
Manual/Automatic Focimeter 
Used to read the prescription and take measurements of lenses (pass = single vision, distinction = bifocal and varifocals) 

 

Facial measuring equipment 
Range of different equipment available: manually with a ruler, tablet or pupilometer 

 

Single vision, bifocal and varifocals 
Single vision - one prescription, e.g. single distance 

Bifocal - two prescriptions of: distance, intermediate, reading 

Varifocal - three prescriptions: distance, intermediate, reading. Clear lenses - no line 

 

Length to bend 
Measure from the dowel point (screw point) of the glasses to the top of the ear, always use millimetres 

 

Vertical heights  
Measure from the pupil to the bottom of the lenses, not the frame 

Take picture with tablet, trace the frame, eye and mark pupil 

 
BVD (Back Vertex Distance) 
Distance from the back of the lens to the front of the cornea 

 

Pantoscopic angle 
The degree/tilt at which the frame sits - usually between 10-12 degrees 

 

 



 

 

OA 1.2 10   

 

Frame adjustment tools 
Different methods - either with hands or specialist tools, screwdrivers, etc. - tools are preferable. Could be adjusting any different 

measurements 

 

Screening equipment 
Apprentice to only carry out the tests, but not provide any results - refer to optometrist 

Auto-refractor - starting point, measures the focus of the eyes 

Tonometer - 3 puffs of air into each eye to check pressure 

Fundus camera - takes a photo of the back of the eye/retina 

Fields machine - checks peripheral vision 

 
BS (British Standards) tolerances 

Table 1 - Tolerances on the back vertex power of single-vision and multifocal lenses (values in dioptres) 

Power of principal meridian with higher 
absolute back vertex power 

Tolerance on the back vertex 
power of each principal meridian 

Tolerance of the cylindrical power 
≥ 0,00 and ≤ 

0,75 

> 0,75 and ≤ 

4,00 

> 4,00 and ≤ 

6,00 

> 6,00 

≥ 0,00 and ≤ 3,00 ± 0,12 ± 0,09 ± 0,12 ± 0,18 - 

> 3,00 and ≤ 6,00 ± 0,12 ± 0,12 ± 0,12 ± 0,18 ± 0,25 

> 6,00 and ≤ 9,00 ± 0,12 ± 0,12 ± 0,18 ± 0,18 ± 0,25 

> 9,00 and ≤ 12,00 ± 0,18 ± 0,12 ± 0,18 ± 0,25 ± 0,25 

> 12,00 and ≤ 20,00 ± 0,25 ± 0,18 ± 0,25 ± 0,25 ± 0,25 

> 20,00 ± 0,37 ± 0,25 ± 0,25 ± 0,37 ± 0,37 
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Table 2 - Tolerances on the back vertex power of progressive- and degressive-power lenses (values in dioptres) 

Power of principal meridian with higher 
absolute back vertex power 

Tolerance on the back vertex 
power of each principal meridian 

Tolerance of the cylindrical power 
≥ 0,00 and ≤ 

0,75 

> 0,75 and ≤ 

4,00 

> 4,00 and ≤ 

6,00 

> 6,00 

≥ 0,00 and ≤ 6,00 ± 0,12 ± 0,12 ± 0,18 ± 0,18 ± 0,25 

> 6,00 and ≤ 9,00 ± 0,18 ± 0,18 ± 0,18 ± 0,18 ± 0,25 

> 9,00 and ≤ 12,00 ± 0,18 ± 0,18 ± 0,18 ± 0,25 ± 0,25 

> 12,00 and ≤ 20,00 ± 0,25 ± 0,18 ± 0,25 ± 0,25 ± 0,25 

> 20,00 ± 0,37 ± 0,25 ± 0,25 ± 0,37 ± 0,37 

 

Table 3 - Tolerances on the direction of cylinder axis 

Absolute cylindrical power 
(values in dioptres) 

≥ 0,125 and ≤ 

0,25 

> 0,25 and ≤ 

0,50 

> 0,50 and ≤ 

0,75 

> 0,75 and ≤ 

1,50 

> 1,50 and ≤ 

2,50 

> 2,50 

Tolerance on the axis 
direction (values in degrees) 

± 16 ± 9 ± 6 ± 4 ± 3 ± 2 

 

Table 4 - Tolerances on the addition power for multifocal and progressive-power lenses (values in dioptres) 

Value of the addition power ≤ 4,00 > 4,00 

Tolerance ± 0,12 ± 0,18 
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Table 5 - Prism imbalance (relative prism error) tolerances for single-vision and multifocal lenses 

Higher absolute ordered component prism 
value 

∆ 

Tolerance on the horizontal component 
(Relative to the ordered centration distance) 

Tolerance on the vertical component 
(Relative to the ordered centration distance) 

≥ 0,00 and ≤ 2,00 For powers ͣ ≥ 0,00 to ≤ 3,25 D 

0,67 ∆ 
 

For powers ͣ > 3,25 D 

the prismatic effect of 2,0 mm displacement 

For powers ͣ ≥ 0,00 and ≤ 5,00 D 

0,50 ∆ 
 

For powers ͣ > 5,00 D 

the prismatic effect of 1,0 mm displacement 

> 2,00 and ≤ 10,00 For powers ͣ ≥ 0,00 to ≤ 3,25 D 

1,00 ∆ 
 

For powers ͣ > 3,25 D 

0,33 ∆ + the prismatic effect of 2,0 mm 

displacement 

For powers ͣ ≥ 0,00 and ≤ 5,00 D 

0,75 ∆ 
 

For powers ͣ > 5,00 D 

0,25 ∆ + the prismatic effect of 1,0 mm 

displacement 

> 10,00 For powers ͣ ≥ 0,00 to ≤ 3,25 D 

1,25 ∆ 
 

For powers ͣ > 3,25 D 

0,58 ∆ + the prismatic effect of 2,0 mm 

displacement 

For powers ͣ ≥ 0,00 and ≤ 5,00 D 

1,00 ∆ 
 

For powers ͣ > 5,00 D 

0,50 ∆ + the prismatic effect of 1,0 mm 

displacement 

ͣ These tolerances are applied to the lowest absolute principal power of the pair of lenses 

 

 



 

 

OA 1.2 13   

 

Quality and governance 
Knowledge Skills 

Employers and NHS quality standards for accurate and secure 

record-keeping. 

Appropriate use of British and European standards. 

General Optical Council requirements, e.g. referral to clinical 

colleagues for support and advice when identifying an ocular 

emergency, taking measurements and completing a collection for 

customers under 16s, sight impaired, severely sight impaired  

Work to the appropriate company quality standards and systems 

Accurately keep records. 

Enable relevant timely referrals to clinical colleagues to protect the 

customer, the business and self 

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Clearly contravenes data 

protection/GDPR regulations, e.g. not 

logging out of computer screens, 

giving out customer information 

• Creates illegible records 

• Does not gain clinical supervision if 

required  

QG1 - Follow company data 

protection/GDPR and confidentiality policies 

QG2 - Accurately complete all records 

required for your customers  

QG3 - Follow procedures for supervision, if 

required, during the observation (if not 

observed, assessor to ensure this is covered 

in the PD) 

QG4 - Clearly explaining the processes and 
procedures you are following to your 
customer when completing records and 
maintaining confidentiality and data 
protection/GDPR 

Case study 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• If GOC supervision is required for 

dispensing to take place, this has not 

been explained and supervision was 

not gained 

QG5 - Explain procedures for referral to 

suitable colleagues for support and guidance 

when required to comply with GOC policies 
and procedures during spectacle dispensing 

There are no distinction criteria for this 
element 
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Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Cannot explain GOC supervision 

requirements  

• Cannot explain how data protection 

is maintained within the workplace 

• Cannot explain how NHS vouchers 

are issued and how they should be 

completed for submission  

QG6 - Explain what you are or not allowed to 

do according to GOC policy 

QG7 - Explain NHS regulations and voucher 

usage for GOS 1-3  

QG8 - Explain GOC policies and procedures, 

and the requirements of supervision and the 

potential impact of not following these 

policies on self  

QG9 - Explain your role in adhering to the 

Data Protection Act/GDPR 

QG10 - Explain the impact of not following 
NHS policies and procedures and the 
importance of the NHS as a customer 
QG11 - Can explain company procedures and 
policies to ensure adherence to the Data 
Protection Act/GDPR including sub-policies 
(social media policies, etc.) 
QG12 - Able to identify who can conduct 
what tasks in accordance with GOC policies 
and procedures  
QG13 - Explain the legal requirements 
governing the sale of optical products as 
stipulated in the Opticians Act 
QG14 - Explain GOC policies and procedures, 
and the requirements of supervision and the 
impact of not following these policies on self, 
supervising colleague and the wider business 

Amplification and Guidance 
GOC (General Optical Council) 
Regulations to dictate what an apprentice can and cannot do 

 

NHS vouchers 
GOS 1-3 (most used vouchers) Anyone who is eligible for free or reduced eye tests, often dependent on age, income, disability etc. How they 

use the voucher towards the discount 
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Screening checks 
Knowledge Skills 

The screening equipment used and its function. 

Own area of responsibility and knowing when to refer to clinician 

Understand eye and medical conditions screened for, e.g. 
glaucoma, macular degeneration, diabetes 

Clearly explain screening checks, the reasons they are done and how 

the machinery is used. 

Empathise with customers undergoing screening and be able to 

communicate reassurance and confidence when needed  

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

(if pre-screening is observed) 
• Uses pre-screening machinery in an 

unsafe way with the potential to lead 

to incorrect results or customer injury 

• Incorrectly explains screening checks 

leading to customer confusion or 

poor results 

• Creates illegible records 

(if available in the workplace environment) 
SC1 - Complete a range of screening checks 

to include field screening, ensuring 

customers understand the purpose and 

procedure 

SC2 - Demonstrate safe use of screening 
equipment to include procedures for 

hygiene and comfort 

SC3 - Accurate completion of customer 

records relating to screening checks  

SC4 - Reassure customers throughout the 

screening process and clearly explain next 

steps 

There are no distinction criteria for this 
element 
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Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Cannot explain the purpose of pre-
screening checks 

• Cannot explain the requirements of 

supervision during pre-screening 

• Cannot explain information that 

cannot be given by an optical 

assistant during pre-screening 

SC5 - Explain why pre-screening checks are 

carried out  

SC6 - Explain the ocular conditions that are 

detected during pre-screening  

SC7 - Explain when to refer to a qualified 

professional during pre-screen activities 

SC8 - Explain the screening process in a 

customer-friendly manner (if not sufficiently 

covered during observation)  

SC9 - Explain how you could reassure 

customers during the screening process 

SC10 - Knowledge of eye and medical 
conditions screened for, e.g. glaucoma, 
macular degeneration, diabetes, and can 
explain symptoms and treatment for at least 
two of the conditions listed 

Amplification and Guidance 
Pre-screening/Screening machinery and checks 
Apprentice to only carry out the tests, but not provide any results - refer to optometrist 

Auto-refractor - starting point, measures the focus of the eyes 

Tonometer - 3 puffs of air into each eye to check pressure 

Fundus camera - takes a photo of the back of the eye/retina 

Fields machine - checks peripheral vision 

 
Medical conditions screened for, e.g. glaucoma, macular degeneration, diabetes 
Glaucoma – build-up in pressure within the eye 

Macular degeneration - degenerative condition of cones, lose their central vision with the condition 

Diabetes - causes diabetic retinopathy, could cause loss of vision 



 

 

OA 1.2 17   

 

Customer interactions, dispensing, fitting and adjustment of spectacles 
Knowledge Skills 

Customer types and barriers to communication they may face, e.g. 

customers of varying ages, customers with specific communication 

or mental health needs. 

How to adapt questioning and communication to meet customer 

requirements . 

Parts of the eye and how this relates to the make-up of a spectacle 

prescription. 

How a prescription is written and interpreted, e.g. myopia, 
hypermetropia, presbyopia, visual acuity and the effects the 

prescription has on vision and spectacle lens physiology. 
Frame and lens measurements and fitting for prescriptions up to +/- 
10D, pupil distances, vertical heights, pantoscopic angles, frontal 
bow, length to bend, eye size and bridge width, understanding of 

how to check visual acuity for near vision and fit for multiple vision 

types and the precautionary recommendations to issue to 

customers on final fitting 

Build rapport and trust with the customer and identify their 

communication preferences. 

Clearly explain and interpret verbal and written prescription 

specifications and the effects this has on the eye. 

Reconcile for the customer the translation of written prescription to 

finished product to their satisfaction. 

Use product knowledge and be able to explain how this affects vision 

and to be able to make recommendations for dispensing of 

spectacles to suit needs and preferences. 

Identify suitable fitting frames based on facial and prescription 

requirements, pupil distances, vertical heights, pantoscopic angles, 
frontal bow, length to bend, eye size and bridge width. 
Use tools and equipment in close proximity to the customer, which 

may make the customer feel uncomfortable. 

Accurately check visual acuity for near vision and take into account 

how the final fit of the frames can affect visual acuity and comfort 

Carry out repairs and adjustments as required 

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

Dispensing requirements  

• Questioning techniques not used to 

identify the customers’ requirements 

• Current offers and promotions are 

not explained to the customer 

Dispensing requirements 

CI1 - Use questions to identify customer 

needs 

CI2 - Offer suitable products to meet your 

customer’s needs, explaining the features 

using available resources 

Dispensing requirements  
CI15 - Use a range of questions and 
communication methods to identify customer 
needs 
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• Customers’ needs and wants are not 

taken into account when selecting 

products, leading to poor or incorrect 

product selection 

• Frame fitting is unsuitable for the 

customer which could lead to injury 

• Measurements to be taken are not 

explained to the customer leading to 

incorrect measurements and or 

confusion 

• Order details are incorrectly entered 

leading to incorrect product ordering 

 

Collection requirements 

• Type of spectacles to be collected is 

not confirmed 

• Collection process is not discussed 

• Spectacle fitting and visual acuity is 

not checked 

• Required adjustments are not made 

• Adjustments to be made are not 

explained to the customer 

CI3 - Explain suitable offers and their 

features 

CI4 - Identify and select appropriate frames 

and lenses based on customer requirements, 

ensuring accurate fit and correct lens choice 

CI5 - Ensure good frame fitting, suitability 

and availability 

CI6 - Accurately take appropriate frame and 

spectacle lens measurements using available 

technologies to include PDs and vertical 
heights if required 

CI7 - Accurately record order details and 

explain collection procedures relevant to 

your customer and the business  

CI8 - Complete the sales transaction 

according to company requirements 

 

Collection requirements 

CI9 - Greet customers - follow company 

procedures 

CI10 - Confirm customer’s details and 

collection requirement 

CI11 - Inform the customer of the collection 

process and procedures in line with company 

standards 

CI12 - Accurately check frame fit 

CI13 - Accurately check visual acuity based 

on the prescription requirements  

CI14 - Explain after sales services in line with 

company standards 

CI16 - Clearly identifying common ground 
and being able to maintain new or existing 
relationships 
CI17 - Adapting communication needs to 
meet and exceed the requirements of your 
customer  
CI18 - Clearly identifying and making multiple 
recommendations to the customer that 
clearly explain the features and benefits that 
are relevant to the customer’s needs 
CI19 - Give a range of offers exploring these 
with your customer to identify the best 
option for them 
CI20 - Identify and select appropriate frames 
and lenses based on customer requirements, 
ensuring accurate fit and correct lens choice, 
and giving clear and detailed explanations to 
your customer as to why the choices are best 
suited for them 
CI21 - Offering a range of suitable frames to 
your customer based on their specific 
requirement and prescription needs  
CI22 - Correctly use facial measurement 
equipment to take pupil distances, BVD, 
heights and pantoscopic angle, clearly 
explaining how and why these 
measurements are required and the 
implications of incorrect measurements  
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CI23 - Maintaining a high level of rapport 
and interest in the customer throughout the 
dispensing process 
CI24 - Clearly explain and confirm the order 
details reinforcing the features, benefits and 
process with your customer  
 
Collection requirements 
CI25 - Actively discuss and recommend 
additional products for care of spectacles. 
Recommend other suitable products and 
services as appropriate to the store and the 
customer  

Case study 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

Dispensing 

• No explanation of the questions used  

• No explanation of the product 

choices made and how these were 

relevant to the customer or incorrect 

product choices which did not 

sufficiently meet the customer’s 

requirements  

• Frame fitting and spectacle lens 

measurements are not explained 

 

Collection 

• Collection process not included 

Dispensing 

CI26 - Explain the use of questions to identify 

customer needs 

CI27 - Explain the products offered to your 

customer and how they met their needs 

CI28 - Explain the offers that were available 

to your customer based on their needs 

CI29 - Explain how you selected frames 

based on customer requirements, accurate 

fit and prescription requirements  

CI30 - Explain how frame and spectacle lens 

measurements are taken using available 

technologies to include heights and pupil 

distances 

Dispensing 
CI37 - Explain the products offered to your 
customer and why these were benefits 
CI38 - Explain the offers that were available 
and the benefit to your customer based on 
their needs 
CI39 - Explain how frame and spectacle lens 
measurements are taken using available 
technologies to include pantoscopic angle, 
BVD, and length to bend 
CI40 - Keep your customer informed of your 
actions throughout the dispensing process 
CI41 - Seek guidance and supervision 
following GOC requirements, and showing 
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• How visual acuity for near vision and 

fit was checked is not explained 

• After sales services not explained 

 

CI31 - Explain the collection process to 

customers during dispensing 

 

Collection  

CI32 - Explain how you confirm customer’s 

details and collection requirements 

CI33 - Inform the customer of the collection 

process and procedures in line with company 

standards 

CI34 - Explain how near visual acuity is 

checked during collection 

CI35 - Explain company after sales services 

CI36 - Complete the sales transaction 

according to company requirements, 

ensuring all payments and/or paperwork is 

accurately completed and stored 

knowledge of the implications of not doing 
this 

Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

Dispensing 

• Cannot explain a minimum of at least 

3 communication barriers that may 

be faced and the different 

communication methods that could 

be used to overcome these 

• Cannot describe myopia, 
hypermetropia, presbyopia and 
astigmatism in a customer-friendly 

way  

Dispensing 

CI42 - Explain a minimum of 3 

communication barriers that may be faced 

and the different communication methods 

that could be used to overcome these 

CI43 - Describe myopia, hypermetropia, 
presbyopia and astigmatism in a customer-

friendly way  

CI44 - Explain the instruments that are used 

to take accurate measurements for all vision 

types not covered in the observation 

Dispensing 
CI48 - Explain why it is important to identify 
and overcome barriers to communication 
CI49 - Explain how effective questioning 
supports product recommendations and 
product choices 
CI50 - Explain the different defects of vision 
customers may have, and how these affect 
product choice and recommendations 
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• Cannot explain when a BVD and 
pantoscopic angle are required and 

the effects of these measurements  

• Cannot explain the components of a 

written prescription to include 

sphere/cyl/axis/near add in a 

customer-friendly way 

 

Collection 

• Cannot explain how visual acuity is 

checked during spectacle collection 

(assessor to ensure that single vision and 

multifocal lenses and prescriptions up to +/-
10 are included) 

CI45 - Explain the components of a written 

prescription to include sphere/cyl/axis/near 
add  

CI46 - Explain the safety precautions taken 

when taking measurements in close 

proximity to a customer 

 

Collection 

CI47 - Explain how near visual acuity is 

checked during spectacle collection 

CI51 - Explain why pantoscopic angle and 
back vertex distance are important during 
dispensing 
CI52 - Explain how frame sizing effects 
overall fit and suitability 
 
Collection 
CI53 - Explain why and how near visual 
acuity is checked at collection and its 
importance in managing customer 
expectations 
CI54 - Explain the meaning of near visual 
acuity and how this is used during the 
collection process. Explain the components of 
a written prescription to include 
sphere/cyl/axis/near add/visual acuity and 
back vertex distance 
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Amplification and Guidance 
+/- 10 D 
Dioptres/Dioptres sphere 

 
Lens physiology 
Where the thickness of the lens lies 

 
Visual acuity 
How well you can see with the glasses; what you should be able to see with glasses on. Apprentice would test by asking customer to look in 

the distance 

 
PDs 
Pupil distance - the distance between each pupil, measure with ruler, tablet or pupilometer 

 
Vertical heights  
Measure from the pupil to the bottom of the lenses, not the frame 

Take picture with tablet, trace the frame, eye and mark pupil 

 
 
BVD (back vertex distance) 
Distance from the back of the lens to the front of the cornea 

 

Pantoscopic angle 
The degree/tilt at which the frame sits - usually between 10-12 degrees 
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Length to bend 
Measure from the dowel point (screw point) of the glasses to the top of the ear. Always use millimetres  

 
GOC (General Optical Council) 
Regulations to dictate what an apprentice can and cannot do 

 
Myopia, hypermetropia, presbyopia and astigmatism 
Different types of visual 

Myopia - short-sightedness 

Hyperopia - long-sightedness 

Presbyopia - varifocals 

Astigmatism - cornea/eye is not spherical, more like a ‘rugby ball’ shape 

 
Sphere/cyl/axis/near add 
Different parts of the prescription 

Sphere - single 

Cyl - dual, to fix astigmatism 

Axis - degree at which the cyl sits (between 1 - 180 degrees) 

Near add - additional prescription a customer would need for reading 
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Professionalism 
Behaviours 

Have a strong professional work ethic, show pride and passion to company and brand values; demonstrate equality and diversity, to ensure 

all customers receive equal care and attention 

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Poor personal presentation not in line 

with company standards and/or 

requirements  

• Attitude towards customers and 

colleagues is rude and apprentice 

appears unapproachable  

PR1 - Maintain appropriate presentation and 

dress code in line with company standards 

PR2 - Actively promote the beliefs and values 

of the company 

PR3 - Exhibit a positive and approachable 

attitude to customers and colleagues 

PR4 - Customer expectations are exceeded 
consistently  

Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Cannot explain how own attitude can 

impact on customers and colleagues 

and the brand 

• Cannot explain how you maintain a 

professional standard in appearance 

and attitude in accordance with 

company standards 

PR5 - Explain how own attitude can impact 

on customers and colleagues and the brand 

PR6 - Explain how you maintain a 

professional standard in appearance and 

attitude in accordance with company 

standards 

PR7 - Explain how own attitude can impact 
on customers and colleagues, giving 
examples. Understanding how the Equality 
Act impacts on the employer’s environment 
and can give examples 

 

 



 

 

OA 1.2 25   

 

Self-development 
Behaviours 

Keep up to date with best practice and emerging technologies within the optical retail sector, obtain and offer constructive feedback to 

others, and develop and maintain professional relationships 

Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Cannot explain how self-development 

has been managed 

• Cannot describe how colleagues and 

training providers have been used to 

support self-development 

• Cannot explain how feedback has 

been used to help plan and improve 

own ability 

• Cannot explain how relationships 

have been maintained with their 

employer to enable successful 

completion of the learning journey 

• Cannot explain one area of continued 

development 

• Is unaware of next steps in their 

career opportunities 

SD1 - Explain how self-development has 

been managed 

SD2 - Describe how colleagues and training 

providers have been used to support self-

development 

SD3 - Explain how feedback has been used to 

help plan and improve own ability 

SD4 - Explain how relationships have been 

maintained with their employer to enable 

successful completion of the learning 

journey 

SD5 - Can explain one area of continued 

development 

SD6 - Is aware of next steps in their career 
opportunities 

SD7 - Can identify multiple areas of self-
development 
SD8 - Has taken steps to plan/think about 
future career and next steps 

Amplification and Guidance 
Career opportunities 
Apprentice needs to show that they have a career goal, although this does not necessarily need to be in optics, e.g. retail 

Further training/progression can include: in-house training, dispense optician course, management training 
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Safety orientated 
Behaviours 

Be aware of and adopt the processes and procedures for the safety and well-being of self and others 

Direct Observation 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Safer working practices are not 

followed, leading to potential injury 

or risk to customers, self and 

colleagues 

SO1 - Follow safe working practices with all 

equipment used 

SO2 - Ensure customers, colleagues and self 

are safe  

SO3 - Actively promote health and safety 
through safe working practices by ensuring a 
safe working environment inside and outside 
of own area of responsibility 
SO4 - Respond to and report any identified 
risks within the limits of their own work area 

Professional discussion 
Fail criteria: the apprentice will display any 
of the following  

Pass criteria: the apprentice must display all 
of the following  

Distinction criteria: the apprentice must 
display 70% of the following  

• Cannot explain basic safe working 

practices  

• Cannot explain how to report any 

identified risks 

SO5 - Explains safe working practices with all 

equipment used 

SO6 - Ensure customers, colleagues and self 

are safe  

SO7 - Explain how to report any identified 

risks 

SO8 - Explain how to positively encourage 
colleagues to follow safe working practices 

 


