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Study House is an established provider of open and 
distance learning courses designed especially for people 
seeking to enhance their skills through work-based and 
distance learning. 
 
We specialise in providing a straightforward approach to 
learning with the emphasis on good quality learning 
materials. 
 
Based in the UK, Study House now works with a number 
of international partners to provide local opportunities 
for overseas students. 
 
Most of our open learning courses are accredited, 
providing successful candidates with a recognised 
award. Programmes can be studied at home or at work, 
and at your own pace. Full support is provided 
throughout so that you won’t get stuck, even though 
you have all the flexibility of not having to attend a tutor 
led course. 
 

 
 
Study House works in partnership with other 
organisations to ensure that the student learning 
experience is delivered flexibly, and that courses are 
accredited by a leading UK awarding organisation.  
 
NCFE 
 
NCFE is recognised as an Awarding Organisation by the 
qualification regulators for England, Wales and Northern 
Ireland, who are: the Office of the Qualifications and 
Examinations Regulator (Ofqual) in England, the Welsh 
Government, and the Council for Curriculum, 
Examinations and Assessment (CCEA) in Northern 
Ireland.  
 
ABC Awards 
 
On completion of ABC endorsed courses successful 
learners will receive a Certificate of Achievement by ABC 
Awards and a Learner Unit Summary (which lists the 
details of all the units you have completed as part of 
your course). 
 
Endorsed courses have been endorsed under the ABC 
Awards’ Quality Licence Scheme.  This means that 
Kendal Publishing has undergone an external quality 
check to ensure that the organisation and the courses it 
offers, meet certain quality criteria.  The completion of 
this course alone does not lead to an Ofqual regulated 
qualification but may be used as evidence of knowledge 
and skills towards regulated qualifications in the future.   
 

 
 
 
 
 
 
STUDENT CENTRE 
Study House can be contacted at our student centre: 
 
Study House, Student Centre 
8 Hillswood Avenue 
Kendal, Cumbria  
LA9 5BT 
United Kingdom 
 
info@study-house.com 
Tel: +44 (0)1539 724622 
 
FURTHER INFORMATION 
Further details of our programmes are available from 
our web site: www.study-house.org 
 
 
 
 
 
 
 
 
 
BILD 
 
Study House is proud to be a member of the British 
Institute for Learning and Development and subscribes 
to its codes of good practice for providing learning. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

“This is a well managed Distance Learning provider. The administration of the scheme is tight, and all candidates are regularly 
monitored to ensure that they are completing in a timely manner. Documentation and policies are excellent.  
The feedback to candidates is encouraging and developmental, and they are stretched to provide very detailed and high quality 
reports. There is a very high standard set, and this is maintained through the integrity of the Team.” 
 
NCFE EXTERNAL MODERATOR 
 

ABOUT STUDY HOUSE 
 

ACCREDITATION 
 

http://www.study-house.org/�
http://www.study-house.org/�
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STUDY METHOD 
 
All of our courses are designed for study at home or 
artwork, and do not require attendance at a college or 
an exams centre. This enables you to plan your studies 
around other commitments and determine your own 
study schedule and timescale. Course packs provide 
everything required to complete your studies. 
 
During your course there will naturally be a significant 
amount of reading but you will also be encouraged to 
undertake other activities to reinforce your learning. 
These include researching and observing, completing 
activities, examining examples and case studies, and 
completing assignments. 
 
COURSE INFORMATION 
 
This guide provides a general summary of each course 
and who it is for. In addition we publish a full course 
description for each programme with aims, objectives 
and content. To receive a copy of a full course 
description, please contact the Study House Student 
Centre. 
 
PRIOR KNOWLEDGE 
 
Each programme starts from the beginning so that you 
do not need to have any prior knowledge or 
qualifications to complete your course. The only 
exceptions to this are Advanced Level 4 awards. Please 
contact our student centre for more information. 
 
STUDENT PROFILE 
 
Students come from a wide variety of backgrounds and 
ages. We have a minimum age on registration of 16 
years but no upper limit! Many of our students choose 
to study to develop work related skills for a current job 
or future career move. We also have many who are not 
in paid employment, and who study out of general 
interest. 
 
ASSESSMENT 
 
Our courses feature a series of tutor marked 
assignments – usually a set of questions which 
encourage you to put theory into practice either in 
relation to a workplace environment, through your own 
practical experience or, if you prefer, to case studies 
which we can provide. 
 
 
 
 
 
 

 
 
 
 
 
CERTIFICATION 
 
All of our courses are certificated by leading awarding 
organisations NCFE and ABC, details on the previous 
page. 
 
 
TIME COMMITMENT 
 
Each student works at a different pace and it is 
therefore difficult to be accurate about how much time 
you will need to devote to your studies. On average, 
students will take between 60 and 210 hours to 
complete [less for short courses]. 
 
TIMESCALES 
 
Once registered, you are entitled to tutor support for a 
full year enabling you to complete your programme at a 
pace and schedule which suits individual requirements. 
If necessary the timescale can be extended through 
discussion with your tutor and payment of a fee. 
 
TUTOR SUPPORT 
 
Each student is assigned a tutor to help you through 
your course. Your course pack will contain an 
introductory letter from your tutor with details of how 
to contact them. Your tutor will mark your assignments 
and provide feedback and guidance to help you gain the 
maximum from your course. If you do have any 
problems whilst studying you can obtain help from your 
tutor, or from our student helpline which is open each 
day during office hours. All of our tutors have extensive 
knowledge of the course you have chosen and are there 
to help you all of the way. 
 
EQUIPMENT 
 
No special equipment or materials are required as 
everything needed is supplied in your study pack. 
Students may find access to a computer helpful in order 
to word process and/or email assignments but this is 
NOT essential. 
 
PRICES 
 
Please see separate list for current prices. All prices are 
FULLY INCLUSIVE with no hidden extras. 
 

 

GENERAL COURSE INFORMATION 
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YOUR COURSE MATERIALS 
 
All of our courses are presented in an A4 ring binder 
format and provide everything required to complete 
your studies. In each pack you will find: 
 
Student Charter – explaining exactly what you can 
expect from Study House during your programme. 
 
Study Guide – notes which explain how your 
programme works, and how to study effectively. 
 
Course notes – comprehensive course notes written in 
a user-friendly style. These are broken down into units 
enabling you to study elements of the course syllabus in 
“bite-sized” chunks. Course notes contain a series of 
activities designed to help you practice what you have 
read about. 
 
Activities and Exercises – a range of activities to 
encourage you to think about what you have read 
 
 

HOW DO I REGISTER? 
In order to register for a course, please complete the 
enclosed registration form details and payment details 
and return your form to Study House at the Student 
Centre address printed on the form. Alternatively if you 
are paying by credit/debit card you may register on line 
at www.study-house.org using the registration page. 
 
WHAT ARE THE COURSE FEES? 
Course fees are listed separately and these refer to the 
cost if paying in full at the time of registration. You may 
also pay by monthly instalments of £50 but a single 
administrative charge of £25 is made for this method of 
payment 
 
In each case the fee quoted, plus initial delivery cost, 
covers everything and there are no extras to pay – 
unless you choose to extend your course period beyond 
the initial 12 months in which case a re-registration 
admin fee is payable.. (Our delivery charge covers 
carriage to delivery addresses within the United 
Kingdom. Please contact us for worldwide delivery 
prices). 
 
HOW CAN I PAY? 
You may pay by one of the following methods: 

• Company Purchase Order  
[UK Registered Companies only please] 

• Cheque from a UK bank or building society 
[payable to Kendal Publishing Limited ] 

• Credit or Debit Card 
• Postal Order or Bank/Building Society draft 

 

 
 
Tutor Marketed Assignments – each course has a 
series of tutor marked assignments which form part of 
your assessment for your course. These are generally a 
series of questions related to a unit of the course which 
enable you to demonstrate your understanding. 
Assignments are submitted to your tutor for marking 
and this can be done by post or email. 
 
NEED EXTRA HELP? 
We often receive requests from students who would like 
extra help to complete their course. We have many 
years of experience helping students with visual 
impairments, dyslexia and other special requirements. If 
you feel that you might have difficulty with any aspect of 
your course please ask us how we can help. We will deal 
sensitively and confidentially with student requests and 
can usually find solutions to individual requirements. If 
you would like to discuss extra help please just call our 
student helpline. 
 
 

 

WHEN WILL I RECEIVE MY STUDY 
PACK? 
On receipt of your registration and payment details your 
course pack is dispatched within two working days by 
courier or Royal Mail Special Delivery. If there is likely to 
be a delay for any reason we will contact you by phone 
or email to acknowledge receipt of your order and 
arrange delivery. 
 
WHAT IF I WANT TO CANCEL? 
You may cancel your order at any time before dispatch 
of order for a full refund. If after receiving your order 
you wish to cancel you should notify us within seven 
days, and return your pack undamaged within 14 days, 
and a full refund will be given. This does not affect your 
statutory rights. 
 
HOW CAN I GET HELP? 
If you would like help or assistance in choosing your 
course, or in completing the registration process please 
contact our student centre who will be pleased to 
answer any queries you may have. 
Tel: 01539 724622 

COURSE MATERIALS 
 

REGISTRATION AND FEES 
 

http://www.study-house.org/�
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Course Title Awarding 
Organisation 

Level  Page 
No 

Medical & Clinical Administration ABC 3 7 

Dental Practice Administration ABC 3 8 

Certificate in Understanding Working in the 
Health Sector 

NCFE (QCF) 2 9 

Working in Health Care Certificate ABC 3 10 

Executive Office Skills ABC 2 11 

Office Management Skills ABC 3 12 

Team Leading ABC 2 13 

Customer Service Excellence ABC 3 14 

Valuing Diversity in the workplace ABC 2 15 

Effective Business Communication ABC 2 16 

 

 

 

 

 

 

 

 

 

 

 

OUR COURSES 
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Medical & Clinical Administration 
Level 3 

 

Student Profile 
This programme is designed for people who wish to 
gain a broad understanding of the role, duties and 
knowledge required to become an effective medical 
secretary, receptionist or administrator in a medical, 
health care or clinical environment. No prior 
knowledge is required. 
 

Objectives 
The objectives of the course are to: 

• Develop a broad understanding of the 
principles of medical administration & 
reception 

• Learn techniques and good practice for 
medical administration 

• Develop skills required in all areas of medical 
and clinical administration 

• Develop specialist knowledge of medical 
legislation and terminology 

• Prepare for AMSPAR study qualifications 
• Gain a recognised award endorsed by a 

leading UK awarding organisation 
 

Study Method 
The course is designed for study by distance learning 
at work or at home.  Students receive course manual, 
assignments and studyguide plus tutor support by 
mail and email.  You can start at any time and plan 
your studies over a period of up to one year from the 
time of enrolment.   
 

Assessment 
Each element is followed by a written assignment, 
which is submitted and marked by your tutor.  There 
is no external examination required. 
 

Course Content 

The course is divided up into seven units, as follows: 
 
Unit 1: Reception Skills 

• General reception skills 
• Duties of a Medical Receptionist 
• Telephone skills 
• Customer service 
• Making and recording appointments 

 
Unit 2: Office Administration 
 

• Record keeping 
• Communications 
• Time management 

 
Unit 3: Technology 

• Typing and keyboard skills 
• Microsoft office software 
• Common medical software 

 
Unit 4: Medical Terminology 

• Origins of structure and medical terms  
• Composition of medical words  
• Terminology of body structures, systems, 

diseases and conditions  
• Titles, professional qualifications and 

professional bodies  
• Eponyms, acronyms and abbreviations in 

common use  
 
Unit 5: Working with Medicines 

• Drugs awareness 
• Legislation governing medicines 
• Medicines 
• Controlled Drugs 
• Drugs disposal 

 
Unit 6: Hygiene 

• The importance of hygiene 
• How to maintain hygiene standards 
• Cleaning for infection control 
• Waste disposal for infection control 
• Health care associated infections 

 
Unit 7: Confidentiality 

• The need for confidentiality 
• The legal position 
• Best practice 
• Other legislation associated with record 

keeping 
 

 

 

http://www.study-house.org/�
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Dental Practice Administration  

Level 3 

 

Student Profile 

This programme is designed for people who wish to 
study and gain recognition  to enable them to begin 
work or improve their career in Dental Practice 
administration roles. No prior knowledge is required. 

Objectives 

The objectives of the course are to: 

• Develop a broad understanding of the 
principles of dental administration & 
reception 

• Learn techniques and good practice for 
dental administration 

• Understand the anatomy & physiology of the 
head and mouth 

• Develop knowledge and skills in good 
hygiene practice 

• Learn how to keep and store patient records 
and maintain  confidentiality 

• Gain a recognised award from a leading UK 
awarding organisation 

 
Study Method 

The course is designed for study by distance learning 
at work or at home.  Students receive course manual, 
assignments and studyguide plus tutor support by 
mail and email.  You can start at any time and plan 
your studies over a period of up to one year from the 
time of enrolment.   

Assessment 

Each element is followed by a written assignment, 
which is submitted and marked by your tutor.  There 
is no external examination required. 

 

 
Course Content 

The course is divided up into seven units, as follows: 
 
Unit 1: Reception Skills 

• General reception skills 
• Duties of a Medical Receptionist 
• Telephone skills 
• Customer service 
• Making and recording appointments 

 
Unit 2: Office Administration 
 

• Record keeping 
• Communications 
• Time management 

 
Unit 3: Technology 

• Typing and keyboard skills 
• Microsoft office software 
• Common medical software 

 
Unit 4: Dental Anatomy & Physiology 

• The skull & jaws 
• Muscles of mastication 
• Nerve supply of jaws and teeth 
• Blood supply of jaws and teeth 
• Topography of the mouth 
• Tooth structure 

 
Unit 5: Supporting the Dentist 

• Supplies & supply procedures 
• Appointment scheduling 
• Receiving patients 
• Dental abbreviations 

 
Unit 6: Hygiene 

• The importance of hygiene 
• How to maintain hygiene standards 
• Cleaning for infection control 
• Waste disposal for infection control 
• Health care associated infections 

 
Unit 7: Confidentiality 

• The need for confidentiality 
• The legal position 
• Best practice 
• Other legislation associated with record 

keeping 
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Certificate in Understanding Working 
in the Health Sector 

Qual No:  601/4128/1 

 

                                                   QCF Level 2 
 

Student Profile 
This qualification course is designed for people 
working in or planning to enter a variety of job 
roles related to the health sector. It is aimed at 
medical secretaries, receptionists and 
administrative staff in any health care related 
organisation; to provide a broad knowledge and 
understand the role and what will be required to 
be successful. 
 
Objectives 
The objectives of the qualification are to: 

• Give learners the opportunity to 
investigate a work role in the health 
sector and provide the underpinning 
knowledge needed to work effectively.  

• Develop the learners’ understanding of 
the health sector to support the 
progression onto further qualifications 
or roles in the workplace.  

 
Study Method 
The course is designed for study by distance 
learning at work or at home.  Students receive 
course manual, assignments and studyguide plus 
tutor support by mail and email.  You can start at 
any time and plan your studies over a period of 
up to one year from the time of enrolment.   
 
Assessment 
Each element is followed by a written 
assignment, which is submitted and marked by 
your tutor.  There is no external examination 
required. 
 
Course Content 
The course comprises six study units: 
 
Unit 01 Understand the role of the healthcare 
worker (Y/506/6055)  
This unit provides the knowledge required to 
understand the nature of working relationships, 
working in ways that are agreed with the employer 
and working in partnership with others. It also covers 
the duties and responsibilities of working in 
healthcare and the importance of presenting a 
positive image of oneself and the healthcare service 
 

 
Unit 02 Communication skills for working in the 
health sector (H/506/5670)  
This unit covers the different forms of communication 
in the health sector. Learners will become aware of 
the different people they may need to communicate 
with and the importance of establishing the 
appropriate form of communication for individuals. 
They will also investigate the importance of 
completing accurate records, keeping data secure and 
maintaining confidentiality.  
 
Unit 03 Personal development in the health sector 
(H/506/6057)  
In this unit learners will identify their own personal 
development needs and examine how feedback and 
reflection can support their personal development. It 
also examines methods of personal development and 
how others in the workplace can assist in 
development 
 
Unit 04 Health, safety and security in the health 
sector (D/506/6056)  
This unit aims to give learners an understanding of 
how they can assist in maintaining health, safety and 
security in a healthcare environment. It covers 
aspects such as identifying risk; relevant legislation 
and workplace policies and procedures; how to 
respond to emergency situations; and how to report 
issues.  
 
Unit 05 Understand quality standards in the health 
sector (M/506/6059)  
This unit aims to give learners an understanding of 
how to deliver quality standards of service that 
address legislation, policies and procedures in the 
health sector. They will investigate how organisations 
monitor, evaluate and maintain these standards and 
which resources can support them.  
 
Unit 06 Equality and diversity in the health sector 
(Y/506/5679)  
This unit develops learners' understanding of the 
importance of equality and diversity in the health 
sector. Learners will understand that it’s everyone’s 
responsibility to act in ways that support equality and 
diversity and how to respond to behaviour that is 
discriminatory.  
 

 

http://www.study-house.org/�
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Working in Health Care Certificate 
Level 3 

 
 
 

Student Profile 
This course is designed for staff working or planning 
to work in a variety of health care roles and provides 
an understanding of the structure, roles and inter-
relationships between the range of health care 
providers and NHS organisations as well as private 
and alternative provision. 
 
Objectives 
The objectives or the course are to: 

• Understanding the structure of health care 
provision in the UK 

• Describe the roles of different types of 
health care organisations 

• Understand how the different strands inter-
relate  

• Enable liaison between different health care 
services 

• Guide customers to the appropriate health 
care access points 

Study Method 
The course is designed for study by distance learning 
at work or at home.  Students receive course manual, 
assignments and studyguide plus tutor support by 
mail and email.  You can start at any time and plan 
your studies over a period of up to one year from the 
time of enrolment.   
 
Assessment 
Each element is followed by a written assignment, 
which is submitted and marked by your tutor.  There 
is no external examination required. 
 
Course Content 
The course is divided up into five units: 
 
Unit 1: Understanding the Structure of the Health 
Care Sector 
 
The National Health Service  
Structure of the Healthcare System in the UK 
 

• The Department of Health 
NHS England 

• Clinical Commissioning Groups 
• Health and Wellbeing Boards 
• Public Health England 

 
Delivery of NHS Services 
Primary Care Services 
Health Care in the UK Home Countries 
Private Health care 
The Complementary and Alternative Medicine Sector  

 
Unit 2:  Liaise Between Primary, Secondary and 
Community Teams 
 
Primary Health Care Team 
Secondary Health Care Team 
Community Health Care Team 
Forming Healthy Working Relationships with Others 
Confidentiality 
Legislation relating to information sharing 
Work in ways that are agreed with the employer  
Legal Responsibilities 
Summary of legislation and regulations 
 
Unit 3: Support Individuals to Identify, Access and Use 
Services and Facilities 
 
Services provided in an Individual’s Home 
Services and Facilities provided outside the Individual’s 
Home 
The Benefits of Accessing a Range of Services and Facilities 
Identify Possible Barriers to Accessing and Understanding 
Information  
Support Individuals to Understand Information 
Check an Individual Understands the Information 
Support Individuals to Identify and Select Services and 
Facilities 
Agree Preferred Options for Services and Facilities 
Support Individuals to Access and Use Services and Facilities 
Support Individuals to Review Access to and Use of Services 
and Facilities 
Methods of Giving Feedback 
Other Sources of Support  
 
Unit 4 Physical Resources to Meet Service Delivery Needs 
in a Health Setting 
 
Equipment, Supplies and Aids and Medications Needed By 
an Individual Receiving Care 
IT Office Equipment and Supplies 
Managing Physical Equipment Supplies and Materials 
Plan the Use of Physical Resources 
Obtain Physical Resources 
The Purchasing Policy and Procedure 
An Environmentally Friendly Purchasing Policy 
Ensuring Continued Availability and Quality of Resources 
Monitoring the Use of Physical Resources 
Space Management 
Safeguarding Equipment 
IT Security 
Managing Human Resources Efficiently 
 
Unit 5: Give Customers a Positive Impression of Yourself 
and Your Organisation 
 
Establishing Rapport with Customers 
Responding Appropriately To Customers 
Communicating Information to Clients 
 

 



www.study-house.org  11   

 

Executive Office Skills                      
Level 2 

 
 
 

Student Profile 
This programme is designed for people who wish 
to gain an understanding of principles and 
practice of office skills and good working 
practices  for the senior administrator.  No prior 
knowledge is required. 
 
Objectives 
The objectives of the course are to: 

• Introduce the benefits of good 
customer care 

• Explore ways of handling complaints 
and difficult customers 

• Demonstrate customer care in face to 
face and written forms of contact 

• Raise awareness of good practice in 
personnel administration 

• Explore the techniques of recruitment 
and interviewing 

• Demonstrate the need for staff record 
keeping 

• Explain data protection legislation 
• Develop project management 

techniques 
• Introduce team selection techniques 
• Develop listening skills 
• Demonstrate letter writing skills 
• Practice good telephone 

communication skills 
• Explain the training cycle 
• Demonstrate training methods and 

techniques 
 
Study Method 
The course is designed for study by distance 
learning at work or at home.  Students receive 
course manual, assignments and studyguide plus 
tutor support by mail and email.  You can start at 
any time and plan your studies over a period of 
up to one year from the time of enrolment.   
 
Assessment 
Each element is followed by a written 
assignment, which is submitted and marked by 
your tutor.  There is no external examination 
required. 

Course Content 
 
The course is divided up into five units, as follows: 
 
Unit 1 – Customer Services 

• Face to face contact 
• Dealing with awkward customers 
• Dealing with complaints 
• Do’s and don’ts of complaint handling 
• Is the customer always right? 
• Dangerous contact 
• Person to person contact 

 
Unit 2 – Personnel Administration 

• The work cycle 
• Recruiting 
• Interviewing 
• Contract of employment 
• Data protection 
• Job description 
• Health and safety 
• Staff security 

 
Unit 3 – Project Management 

• Defining a project 
• Work breakdown structure 
• Choosing your team 
• Resourcing the information 
• Who does what? 
• Gantt charts 
 

Unit 4– Communications 
• Body language 
• Appearance 
• Language 
• Listening skills 
• Letter writing 
• Using the telephone 
• Getting the message 
• Telecommunications Technology 
• Communicating with Colleagues who work 

away from the office 
 
Unit 5 – Training Administration 

• The training cycle 
• Planning training 
• Preparing course materials 
• Delivering training 
• Evaluating training 
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Office Management Skills                
Level 3 

 
 
 

Student Profile 
This programme is designed for people who 
have (or plan to have) responsibility for the 
smooth running of an office and who require a 
broad understanding of their responsibilities and 
duties. 
 
Objectives 
The objectives of the course are to: 

• Recognise how to manage effectively the 
office environment, technology and 
office staff 

• Apply good practice in recruiting, 
monitoring and training staff within the 
employment law framework 

• Practice essential skills in managing your 
own responsibilities 

• Adopt good practice in managing the 
customer interface through a range of 
communications skills  
 

Study Method 
The course is designed for study by distance 
learning at work or at home.  Students receive 
course manual, assignments and studyguide plus 
tutor support by mail and email.  You can start at 
any time and plan your studies over a period of 
up to one year from the time of enrolment.   
 
Assessment 
Each element is followed by a written 
assignment, which is submitted and marked by 
your tutor.  There is no external examination 
required. 
 
Course Content 
The course is divided up into five units, as follows: 
 
Unit 1 Introduction 
 
The Office Manager’s Areas of Responsibilities  
The Skills and Qualities Required to be an Effective 
Office Manager  
 
Unit 2 The Office Manager’s Responsibilities to the 
Office 
Managing and Maintaining the Office Premises 
Managing Supplies and Materials  
Managing Technology in the Workplace 
Using Resources Efficiently  

Unit 3 The Office Manager’s Responsibilities to the 
Staff 
 
Recruitment and Selection 

• The recruitment process 
• Selecting the right candidate 
• Making an offer 

Contractual Rights 
• Civil Law 

Legislation 
• Disciplinary procedure 
• Working Hours 
• Equality and Diversity 
• Discrimination 
• Grievance procedure 

Monitoring Performance 
• Appraisals and development 

Training  
• Planning, Delivering & Evaluating training 

 
Unit 4 The Office Manager’s Own Responsibilities 
 
Presenting Data  

• Presentations  
• Meeting management 
• Business reports 
• Project management 

Effective Communication 
• Verbal & Non-verbal communications 
• Written communications 
• Listening skills 

Time Management 
Self Development 

• Personal and professional development 
objectives 

• Opportunities for continuing professional 
development 
 

Unit 5 The Office Manager’s Responsibilities to 
Customers and Clients 
 
Reception Skills 

• The reception area 
• Receiving post and deliveries 
• Security and safety 

Good Customer Care 
• Receiving visitors 
• Dealing with telephone calls 
• Marketing & Advertising 
• Creating own publicity 
• Public relations 
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Team Leading 

Level 2 

 
 
 
 

Student Profile 
 
This programme is designed for people who wish 
to gain an understanding of principles and 
practice of leading and supervising the work of a 
team.  No prior knowledge is required. 
 
Objectives 
 
The objectives of the course are to: 
 
Provide a development opportunity which 
teaches the broad concepts of team leading for 
people taking on, or planning to take on, a team 
leader role in their work environment. 
 
Study Method 
 
The course is designed for study by distance 
learning at work or at home.  Students receive 
course manual, assignments and studyguide plus 
tutor support by mail and email.  You can start at 
any time and plan your studies over a period of 
up to one year from the time of enrolment.   
 
Assessment 
 
Each element is followed by a written 
assignment, which is submitted and marked by 
your tutor.  There is no external examination 
required. 
 
Course Content 
 
The course is divided up into four study units, as 
follows: 
 
 

Unit 1 Introduction to leading a team 
 

• Organisational structures 
• Span of control  
• The team 
• The team leader – role, responsibilities 

and accountability 
 
Unit 2 Processes and skills of leading a team 
 

• Recruitment 
• Induction 
• Appraisal 
• Training 
• Coaching 
• Leading the team 
• Motivating the team 
• Conflict resolution 
• Disciplinary action 
• Grievance procedure 
• Continuing professional development 

 
Unit 3 Processes and skills of supervising tasks 
 

• Planning Work 
• Decision making 
• Delegation 
• Time management 
• Communicating information  

 
Unit 4 Processes and skills of supervising the 
working environment 
 

• Managing resources 
• Good health and safety practices 
• Risk assessment in the workplace 
• Diversity 
• Discrimination 
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Customer Service Excellence 

Level 3 

 
 
 

Student Profile 
This programme is designed for people who wish 
to gain an understanding of principles and 
practice of Customer Service Excellence, and put 
in place an excellence scheme designed to 
improve customer service.  No prior knowledge 
is required. 
 
Objectives 
The objectives of the course are to: 

• Understand excellent service and why it is 
important 

• Define service excellence 
• Identify what customers want 
• Devise a plan for service excellence 
• Deliver a service excellence project 
• Monitor and assess the effectiveness of the 

plan 
• Maintain service excellence in your 

organisation 
 
Study Method 
The course is designed for study by distance 
learning at work or at home.  Students receive 
course manual, assignments and studyguide plus 
tutor support by mail and email.  You can start at 
any time and plan your studies over a period of 
up to one year from the time of enrolment.   
 

Assessment 
Each element is followed by a written 
assignment, which is submitted and marked by 
your tutor.  There is no external examination 
required. 
 
Course Content 
The course is divided up into seven units, as 
follows: 
 
Unit 1: What is Customer Service 
Excellence? 
Why Plan for Excellence? 
Traditional Quality Systems 
Modern Quality Systems 
 
 

Unit 2: Why is Service Excellence 
Important?   
Financial Necessity 
Legal Necessity 
Marketing Necessity 
Survival Necessity 
Stakeholder Necessity 
 
Unit 3: : What Do Customers Want? 
Identification of Needs 
Revealed Requirements 
Expected Requirements 
Emotional Requirements 
Finding Out What Customers Want 
Market Research 
 
Unit 4: How to Plan for Service Excellence 
Where Do You Fit In?   
Understanding the Situation 
Deciding on Standards 
Benchmarking 
Aims and Objectives 
Making a Plan for Any Size of Quality Project  
 
Unit 5: How to Deliver Service Excellence 
Project Plan with Quality Milestones 
Quality Requirements and Objectives 
Organisation and Responsibilities 
Conventions and Standards 
Controlling Change 
Resources and Deliverables 
Supplier Control 
Quality Techniques 
 
Unit 6: How to Monitor Service Excellence 
Quality Assurance 
Corrective Action 
Design Reviews 
Quality Audits and Reviews 
Testing and Reliability 
Training for Service Excellence 
  
Unit 7: How to Maintain Service Excellence 
Quality Evaluation  
Improving Skills  
Improving Service  
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Valuing diversity in the workplace 
Level 2 

 
 
 

Student Profile 
This programme is designed for people who wish 
to gain an understanding of principles and 
practice of Valuing Diversity in the Workplace, 
and understand better legislation, regulation and 
good working practice in relation to diversity. No 
prior knowledge is required. 
 
Objectives 
The objectives of the course are to: 
 
Examine the legal, regulatory and ethical 
considerations brought about by the changing 
society within which we live and to promote best 
practice in adopting, encouraging and managing 
diversity. 
 
Study Method 
The course is designed for study by distance 
learning at work or at home.  Students receive 
course manual, assignments and studyguide plus 
tutor support by mail and email.  You can start at 
any time and plan your studies over a period of 
up to one year from the time of enrolment.   
 
Assessment 
Each element is followed by a written 
assignment, which is submitted and marked by 
your tutor.  There is no external examination 
required. 
 
Course Content 
 
The course is divided up into five units, as 
follows: 
 
Unit 1: Introduction 
 

• Understanding Diversity 
• Stereotyping and prejudice 
• The case for valuing diversity 
• Ethics and values 
• Changes in society 
• People management 
• Legislation 
• Making the full use of human resources 

 

 
Unit 2: The Equality Strands 

• sex  
• race  
• disability  
• sexual orientation  
• religion or belief  
• gender reassignment  
• age  

 
Unit 3: Discrimination 
 

• what kind of discrimination?  
• what is direct discrimination?  
• what is less favourable treatment?  
• what is indirect discrimination?  
• disability discrimination   
• victimisation  
• harassment and bullying  

  
Unit 4: Key Legislation 
  

• Equal Pay Act 1970  
• Rehabilitation of Offenders Act 1974 
• Sex Discrimination Act 1975  
• Disability Discrimination Act 1995  
• Human Rights Act 1998  
• Employment Act 2002  
• Race Relations Act 1976 (Amendment) 

Regulations 2003  
• Employment Equality (Religion or Belief) 

Regulations 2003  
• Sex Discrimination Burden of Proof 

Regulations 2003 
 

Unit 5: Adopting and Promoting Good Practice 
 

• With customer and clients 
• With colleagues 
• With employees 
• Managing, adopting and encouraging 

diversity  
• Moving from compliance to best practice 
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Effective Business Communication 
Level 2 

 
 
 

Student Profile 
This programme is designed for people who wish 
to gain an understanding of principles and 
practice of Effective Business Communicating, 
and to improve their formal and informal 
communication with colleagues and customers 
No prior knowledge is required. 
 
Objectives 
The objectives of the course are to: 

• Describe the essential elements of 
business communications 

• Adopt good practice with a variety of 
communication methods 

• Choose appropriate communication 
methods 

• Identify ways of improving personal 
communications skills 

 
Study Method 
The course is designed for study by distance 
learning at work or at home.  Students receive 
course manual, assignments and studyguide plus 
tutor support by mail and email.  You can start at 
any time and plan your studies over a period of 
up to one year from the time of enrolment.   
 
Assessment 
Each element is followed by a written 
assignment, which is submitted and marked by 
your tutor.  There is no external examination 
required. 
 
Course Content 
 
The course is divided up into five units, as 
follows: 
 
 

Unit 1: The Essentials of Communication  
 
The Importance of Good Communication       
Modes of Communication  
The Key Elements of Communication 
The Whole Message 
What Does the Recipient Expect? 
 
Unit  2: Sending Informal Messages 
Memoranda ('Memos')  
Electronic Mail (Email)  
Text Messages  
Facsimiles or 'Faxes'  

 
Unit  3: Sending Formal Messages 
Letters – The First Impression  
Letters – Greetings and Sign-Off 
The Details 
Letters – Writing Clearly 
Letters – Writing Accurately 
Formal Emails 
Reports and Proposals 
Reviewing Formal Letters and Reports 
Reports  

 
Unit 4: Two-Way Communication 
The Telephone    
Using the Answer Phone   
Using the Mobile Phone 
Face-to-Face Meetings  

 
Unit 5: Presentations 
Presentation Skills 
First Impressions, 
Explaining Your Points Clearly 
Humour 
Inviting Discussion  
Ending the Presentation 

  
Unit 6: Advertising 
Press Releases    
Newspaper Advertisements  
Web Sites 
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The following information is requested for equal opportunities monitoring purposes: 
 

Ethnic Origin  

Gender Male / Female Disabled Yes/No Please tick if English is not   your first language 

 
 

Data Protection:  All data supplied will be held in accordance with the Data Protection Regulations. Where an 
email address is supplied by the applicant we assume permission to use this address to communicate 
information relevant to the chosen programme of study. 
 

SIGNED  DATE  

 
      Please return this form when completed to:  

  
Study House Student Centre 
8 Hillswood Avenue  
Kendal  
Cumbria 
LA9 5BT 
 
Or if you prefer, email it to info@study-house.com  

 

Title  First Name(s)  

Family Name  Date of Birth  

CONTACT DETAILS 

Address  

 

 Postcode  

Email  

Phone  

Course Applied For  

COURSE REGISTRATION FORM 

http://www.study-house.org/�
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Please tick your chosen payment method 
 

 

 

 
Please note that we are UNABLE to accept AMEX cards 
 
 Please debit the FULL amount of £ _______ to my card, details as below. 

 
 Please debit a deposit of £50.00 immediately to my card details as below and then deduct £50 monthly 

until the FULL balance is paid [final payment will be adjusted to ensure the correct fee is collected]. 

 

 

 

 
 
 
 

 

 
 

 
 

KENDAL PUBLISHING LIMITED - STUDENT PAYMENT DETAILS 

 I wish to pay by Company Purchase Order which is enclosed. I understand that the full amount will be 
invoiced and becomes payable within 30 days. 

 I wish to pay the full amount by cheque which is enclosed {Payable to Kendal Publishing Ltd please} 
 I wish to pay the full amount by credit/debit card and have completed the form below 

 I wish to pay by instalments from a credit/debit card and have completed the form below 

Total Amount Payable (Please refer to price list) £ 

If claiming a discount please indicate: Previous Student Number or Discount Code  

CREDIT / DEBIT CARD PAYMENT FORM 

16 digit Card Number                     

 M M / Y Y  M M / Y Y 

Valid From   /   Expiry Date   /   

Card Security Number     

Name of Cardholder  

Card Billing Address  

 

 Postcode  

Daytime Telephone No  

Date  

Signature  
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