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The Professional Discussion - Guidance 
 

The professional discussion is a structured discussion between the apprentice and their end-
point assessor. The end-point assessor conducting and marking the professional discussion 
will normally be the same person who marks the simulated practical observations.  
 
The apprentice’s employer will need to write a report which will then be utilised by the end-
point assessor to underpin the discussion.  The employer report will not be assessed. The 
report will allow the end-point assessor to prepare questions to be used during the 
professional discussion which relate to the activities that have taken place during the 
apprenticeship.  
 
The employer report will be completed after the apprentice has passed through Gateway 
however, it may report on activities that have taken place at any time during the 
apprenticeship (pre-gateway). A template and guidelines for completion of the employer 
report are given at the end of this section. 
 
The professional discussion must be conducted in a ‘controlled environment’ i.e. a quiet 
room, away from the normal place of work, however, in some cases, Highfield may choose 
to carry out the professional discussion via video conference. 
 
The professional discussion will last 60-minutes +/- 10% and will be marked by the end-point 

assessor. 
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Before the assessment: 

Employers/training providers should: 

• plan the professional discussion to allow the apprentice the opportunity to 

demonstrate each of the required standards  

• ensure the apprentice knows the date, time and location of the assessment 

• ensure the apprentice knows which cabin crew criteria will be assessed (outlined on 

the following pages) 

• encourage the apprentice to reflect on their experience and learning on-programme 

to understand what is required to meet the standard 

• be prepared to provide clarification to the apprentice, and signpost them to relevant 

parts of their on-programme experience as preparation for this assessment 

 

It is suggested that a mock assessment is carried out by the apprentice in advance of the 

end-point assessment with the training provider/employer giving feedback on any areas for 

improvement. 

 

Apprentices will be marked against the pass and distinction criteria included in the tables on 

the following pages. Apprentices meeting all pass criteria will be awarded a pass, and if 4 of 

the 6 distinction criteria are also met the result will be a distinction. 
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Professional Discussion – Mock Assessment 
 

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

assessment, and Highfield recommend that they experience a mock professional discussion 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 consider the following elements in their planning: 

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

o it is strongly recommended that the mock professional discussion has been practiced 

beforehand and all personnel involved are properly briefed on their roles 

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

“pass” level and the “distinction” level criteria 

• a 1-hour time slot should be available for the complete professional discussion, if it is intended 

to be a complete mock assessment covering all relevant standards, however this time may be 

split up to allow for progressive learning  

• consider an audio recording of the mock, and to allow the mock 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 document sheets later in this guide may be used for this purpose 

• structured ‘open’ questions should be used as part of the professional discussion which do 

not lead the candidate, but allows them to express their knowledge in a calm and comfortable 

manner, some examples of this may include the following: 

 

o Pre-flight 
▪ Can you give me some examples of the different people you might 

communicate with during your pre-boarding operations and how and why 
you would communicate with them? 

▪ Can you tell me about how you ensure that the cabin if fully prepared for 
departure? 

▪ Can you give me some examples of what you may do if you have a PRM on 
board? 
 

o In-flight 
▪ Can you tell me about your service routine for a flight to…? 
▪ Can you tell me about your regular service routine? 
▪ Can you tell me about what types of communication you may need to carry 

out during the flight? 
 

o Post flight 
▪ What issues might you encounter during disembarkation and how would 

you deal with them? 
▪ Can you tell me about the procedure post-flight? 
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o Compliance and legislation 
▪ Can you tell me how you remain compliant at all times? 

 
o Health, safety and wellbeing 

▪ What does health and safety mean to you in your role as a cabin crew 
member? 
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Professional Discussion Criteria 
 

Throughout the 1-hour professional discussion, the assessor will review the apprentice’s 

competence in all of the pass criteria outlined below as a minimum, therefore apprentices 

should prepare for the professional discussion by considering how the criteria can be met. 

The apprentice can only achieve a distinction by covering at least 4 of the 6 distinction 

criteria, which are outlined in the distinction column.  
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Pre-flight  

To pass, the following must be evidenced To gain a distinction 

PR6 Outline the typical customer profile for the organisation and how the services provided 
are matched to it 

PR7 Outline the destination profile and how the flight may be adapted according to this 
PR8 Explain the organisational procedures for Passengers with Reduced Mobility (PRM) and 

other special assistance which may be required 
PR9 Liaise with the customer, airport, ground staff, suppliers and colleagues to ensure the 

efficient loading of catering and ancillary items and boarding procedures meet service 
standards and aviation regulations 

PR10 Proactively address issues that arise during boarding, making effective decisions to 
ensure a satisfactory outcome and on time departure 

PR11 Monitor cabin environment, appearance and on-board facilities to ensure customer 
satisfaction and adherence to operational standards, and using controls to adjust it 

PR12 Communicate effectively with customers, flight and cabin crew and other parties in the 
event of disruption, keeping them informed of progress, actions and results 

PR13 Follow procedures to assist passengers with reduced mobility (PRM) or other 
requirements for special assistance 

 
PR14 Proactively address topics (safety, 

security, customer service), 
making effective decisions to 
ensure all standards and 
procedures are met or exceeded 
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In-flight  

To pass, the following must be evidenced To gain a distinction 

IF4 Address complex customer needs to ensure service standards and individual 
requirements are maintained 

IF5 Outline the organisations service routines for specific flight/route/sector 
IF6 Explain the procedures for service recovery and procedures for any possible issues that 

arise, including understanding of approved maintenance records and report forms 
IF7 Complete the on board food, beverage and retail service provided by the organisation in 

line with standards and quality measures 
IF8 Meet the required on board targets for service and sales, in line with organisation’s 

procedures 
IF9 Communicate effectively with colleagues, flight crew, ground operational teams and 

customers at appropriate times to ensure a service efficiency, safety and security and 
timely reporting of defective equipment is maintained 

IF10 Outline the process to report defective equipment 
IF11 Conduct in flight checks and monitor customers and onboard facilities to ensure the 

required quality of service has been delivered 
IF12 Ensure post service requirements are completed, including reconciliations of 

stock/money or cash equivalents as required 
 

IF13 Proactively address topics 
(safety, security, customer 
service), making effective 
decisions to ensure all standards 
and procedures are met or 
exceeded 
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Post flight  

To pass, the following must be evidenced To gain a distinction 

PO4 Communicate and co-ordinate with Flight crew, colleagues, customer and ground staff 
to ensure disembarkation procedures meet safety and service standards 

PO5 Address issues that arise during disembarkation making effective decisions to ensure a 
satisfactory outcome 

PO6 Ensure post flight requirements are completed including security of on-board 
resources and adherence to local regulations and practices as required 

PO7 Participate in post flight debrief and duties to ensure organizational procedures have 
been completed 
 

PO8 Proactively address topics 
(safety, security, customer 
service), making effective 
decisions to ensure all standards 
and procedures are met or 
exceeded 

 

Compliance and legislation 

To pass, the following must be evidenced To gain a distinction 

CL5 Identify risks and non-compliance, ensuring corrective actions are taken or situations 
are escalated in accordance with organisation’s procedures 
 

CL6 Promote a culture of safety and 
security by acting as role model 
for the organisation. Identify risks 
and non-compliances advising 
others how to make their 
practice safer and more secure 
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Health, safety and wellbeing 

To pass, the following must be evidenced To gain a distinction 

HS5 Record and report safety and security incidents including self-reporting as outlined in 
organisational polices/procedures 

HS6 Apply the use of safety management systems and safety culture 
 
 
  

HS7 Promote a culture of safety and 
security by acting as role model 
for the organisation. Identify risks 
and non-compliances advising 
others how to make their 
practice safer and more secure 

 
 

 

Organisation 

To pass, the following must be evidenced To gain a distinction 

OR1 Work with team to maintain brand/organisational standards at all times and identify 
and address any potential risks according to organisational procedures 

OR2 Explain the purpose of the organisation including its vision, values, objectives and 
brand/organisational standards, how they compare to its competitors and how own 
role, and the team, help achieve this 

 
 

OR3 Provide evidence of an 
improvement suggested and 
implemented to either a process 
or procedure to improve either the 
quality of customer service or 
efficiency 
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Commerciality 

To pass, the following must be evidenced To gain a distinction 

CO1 Make decisions that satisfy the needs of the customer while delivering for the 
organisation 

CO2 Achieve and aim to exceed commercial targets by applying techniques that are 
appropriate to all customer profiles 

CO3 Outline the organisation’s vision, objectives and values 
CO4 Explain how to operate commercially with the aim of achieving and exceeding targets 

and how these contribute to achieving the overall organisational objectives, vision and 
values 

CO5 Actively promote the organisation’s 
vision, objectives and values 

 

CRM/Human factors 

To pass, the following must be evidenced To gain a distinction 

HF4 Apply principles of Cockpit/Crew Resource Management (CRM) and human factors There are no distinction criteria for this 
subject area 
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Behaviours 

To pass, the following must be evidenced To gain a distinction 

BE5 Embrace and promote the brand behaviours of your organisation 
BE6 Demonstrates team working, supporting colleagues and embracing diversity 
BE7 Use your initiative and resilience to problem solve and escalate when required as per 

your company procedures 
BE8 Display loyalty, integrity and accountability to the organisation 
BE9 Commit to continuous development of self, including awareness of organisational 

communications and regulatory updates 
BE10 Identifies the needs of customers and adapts to different needs 
BE11 Demonstrates commercial awareness to deliver an agile, efficient and professional 

service 
 

BE12 Acts as good role model to their 
team, empowering and 
supporting others to increase 
engagement of the team with the 
organisation’s business plan 

BE13  Continuously takes opportunities 
to develop self, investing in own 
development, reflecting and 
continually improving own 
practice 
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Cabin Crew 
Employer Report Form 

 

You have a maximum of 500 words per section to complete this report from.  All 

sections should be completed by the employer (e.g. mentor / line manager). It should 

relate to the apprentice’s performance throughout their apprenticeship (pre-gateway) 

and must only be completed by the employer once the apprentice has entered the EPA 

period. 

You should write about 3 different occasions where you have formally observed the 

apprentice’s performance during the apprenticeship and demonstrated a broad range 

of skills. There are three sections: self, customer and team. Please record an occasion 

for each section when the apprentice has clearly demonstrated the criteria laid out in 

the standard. 

This report will be used to support the independent end-point assessor and apprentice 

during the Professional Discussion. 

 

Employer formal observation of apprentice experience 1 – Team (500 words) 
 

• Describe a time when the apprentice has effectively demonstrated team working, 
including details of the event and the apprentice’s contribution in as much detail 
as possible 

 
 
 
 
 
 
 
 

• Explain how the apprentice’s actions and behaviours enhanced the team working 
situation 
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Employer formal observation of apprentice experience 2 - Customer  
 

• Describe a time when the apprentice has taken particular reference to customer needs / 
requirements and implemented effective service processes which meet customer expectations 
and uphold the values and behaviours expected in the customer facing role, including details of 
the customer(s) requirements and the apprentice’s contribution in as much detail as possible  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Explain how the apprentice’s actions and behaviours addressed the customer’(s) requirements 
and resultant impact on customer’s perception of the brand, including any recommendations 
apprentices would make for future consideration by the organisation 
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Employer formal observation of apprentice experience 3 – Self (500 words) 
 

• Describe how you have observed the apprentice identify and implement self-
development. This may include reflection of the apprentice over time to reflect the 
required time to develop themselves. This should include: 

o Continuous development of self includes specific development of 
knowledge, skills and behaviours as well as in operational and regulatory 
updates 
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Apprentice name:  
 

Company:  
 

Employer name:  
 

Employer title:  
 

Employer signature:  
 

End-point assessor name:  
 

End-point assessor signature:  
 

Date of end-point assessment:  
 

Electronic signatures may be used on this form 
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