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The Direct Observation - Guidance 
 

Each observation will last 120-150 minutes, and will be pre-planned, agreed and scheduled at the 

apprentice’s normal place of work, to be carried out by the end-point assessor. The direct 

observation should enable the apprentice to demonstrate their skills, knowledge and behaviour 

from across the standard. 

As part of best observation practice the assessor will ask questions appropriate to the 

observation to further clarify knowledge and understanding and evidence behaviours. 

Questioning should be conducted at an appropriate time and not interfere with the completion of 

the tasks being observed. If necessary, questions can be asked after the observation has been 

completed.  

If available in the apprentice’s work place, the assessor will observe a pre-screen, to include at a 

minimum visual fields screening, and non-contact intro ocular pressures. If these tests are not 

available within the workplace this element can be covered via professional discussion. The 

Assessor will also ask questions alongside observation to look for additional understanding of the 

practical elements being assessed if required. Demonstration of a particular skill can be requested 

during this observation, if it has not naturally occurred. This ensures the apprentice can 

demonstrate the full breadth of skills necessary to pass the end-point assessment. 

The direct observation provides the opportunity for substantial synoptic assessment against the 

relevant elements of the standard. The observation must be scheduled when the apprentice will 

be working in their normal place of work and will also: 

• be conducted at a time which avoids seasonal periods of low levels of trading and reflects 

typical working conditions  

• allow the apprentice to demonstrate all aspects of the standard being observed 

• take a synoptic approach to observing the overall competence 

The end-point assessor will observe:  

• dispensing of any vision type to include questioning to identify product requirements, 

frame selection, lens selection, measurements and dispensing  

• spectacle collection to include meeting the customer, identifying requirements, retrieval 

of spectacles, checking of visual acuity and fitting, adjusting spectacles to fit and 

discussing aftercare services 

• a pre-screen, to include at a minimum visual field screening, and non-contact intra-ocular 

pressures. If these tests are not available within the workplace this element can be 

covered via professional discussion. The assessor will also ask questions alongside 

observation to look for additional understanding of the practical elements being assessed, 

if required. Demonstration of a particular skill can be requested during this observation, if 
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it has not naturally occurred. This ensures the apprentice can demonstrate the full 

breadth of skills necessary to pass the end-point assessment.  

Dispensing procedures:  

• communication and customer interactions to build and maintain rapport 

• questioning techniques to identify customer’s needs and preferences 

• product recommendation based on features and benefits relevant to the customer and 
selection taking into account prescription requirements, customer’s requirements and 

spectacle fitting 

• spectacle measurements to include a minimum of interpupillary distance and length to 

bend 

• spectacle fitting and adjustment, using appropriate tools, to ensure correct spectacle fit 

• discussion on adaption, adjustment/what to expect, etc. 

• following and adapting to health and safety procedures 

• completion of all records following employer's confidentiality and data protection 

procedures 

• completing the sale process and taking payment in any format 

 

Collection procedures:  

• customer interactions to build and maintain rapport 

• correctly identifying spectacles for collection 

• checking fitting and near visual acuity of spectacles appropriately 

• conducting any required adjustments, keeping the customer informed, and maintain safe 
working practices 

• explaining after sales processes and procedures to the customer 

• completing the collection process, updating all relevant records, and maintaining data 

protection and confidentiality 

• advice on what to do if any concerns/questions, etc. at a later date 

 

Direct observation performance and grading criteria for the standard are detailed on the next 

pages. 
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The Direct Observation - Mock Assessment 
 

It is the employer/training provider’s responsibility to prepare apprentices for their end-point 

assessment, and Highfield recommend that the apprentice experiences a mock direct observation 

in preparation for the real thing. The most appropriate form of mock assessment will depend on 

the apprentice’s setting and the resources available at the time. In designing a mock assessment, 

the employer/training provider should include the following elements in its planning: 

• the mock observation has 3 main elements, all of which should be covered at least once, 

and ideally will be demonstrated more than once: 

o dispensing procedures - each dispense should take between 15-30 minutes 

o pre-screening checks - each pre-screen should take between 10-15 minutes 

o collection procedures - each collection should take between 10-15 minutes 

• the mock observation should take place in a real workplace, or a realistic simulation if the 
real workplace does not present all the required assessment opportunities 

• the participation of other personnel to play the parts of customers and team members: 

o it is strongly recommended that the mock observation has been practised 

beforehand and all personnel involved are properly briefed on their roles 

o the roles should provide the opportunity for the apprentice to demonstrate the 

pass and distinction level criteria 

• a 120-150 minute time slot should be available for the complete direct observation, if it is 

intended to be a complete mock observation covering all relevant standards. However, 

this time may be split up to allow for progressive learning  

• consider a video recording of the mock assessment, and allow it to be observed by other 
apprentices, especially if it is not practicable for the employer/training provider to carry 

out a separate mock assessment with each apprentice 

• ensure that the apprentice’s performance is assessed by a competent trainer/assessor, 

and that feedback is shared with the apprentice to complete the learning experience. The 

mock assessment sheets later in this guide may be used for this purpose 
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Direct Observation Criteria  
 

During the direct observation, the following standards should be evidenced. Apprentices should 

prepare for the direct observation by considering how the criteria can be met. The apprentice can 

only achieve a distinction by covering all pass, and at least 70% of the distinction criteria listed.
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Health & Safety 
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 
 

 

Materials of frames and lenses 
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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Tools and equipment 
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 

 

Quality and governance 
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 
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Screening checks 
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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Customer interactions, dispensing, fitting and adjustment of spectacles 
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 
• 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 

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 
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 

Dispensing requirements  
CI15 - Use a range of questions and 
communication methods to identify customer 
needs 
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  
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Customer interactions, dispensing, fitting and adjustment of spectacles 
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  

• Adjustments to be made are not 
explained to the customer 

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 

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  
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  
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Professionalism 
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  

 

Safety orientated 
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 

 

 


