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Background
What are National Occupational Standards?
National Occupational Standards (NOS) describe the skills, knowledge and
understanding required to carry out a job competently.
How are NOS developed?
They are developed by Sector Skills Councils (SSCs) and Standard Setting Bodies
(SSBs) in collaboration with industry (employers and practitioners). Each SSC and
SSB is responsible for developing NOS for the jobs within their sector. Lantra is the
SSC for the Environmental and Land-based Sector and has responsibility for Equine
Barefoot Care, Farriery, and Equine care and welfare.
How the standards are set out:
Reference number and title
All NOS are given a unique reference number to differentiate them and a title that
reflects the content. If a standard has been imported from one SSC/SSB to another
then the originator will be shown here.
Overview
This section provides an introduction and summarises the content of the standard to
help the user to judge whether it is relevant to them. It may also specify the range of
circumstances or contexts in which the standard may apply. This section may include
job roles to which the standard may relate and any legal or other requirements.
What you must be able to do
This section describes in detail the activities required to carry out the job and the level
of performance needed for competence. The activities should be achievable by an
individual and are those that are critical to carrying out the job.
What you must know and understand
This section states what an individual needs to know and/or understand to enable them
to carry out the job competently.
What NOS are used for?
NOS have a wide range of uses including developing job descriptions or competence
frameworks, identifying skills gaps and training needs, planning training and reviewing
progress, as well as a platform on which to base vocational qualifications.
Further information about National Occupational Standards and qualifications can be
found on the Lantra website or by contacting Lantra Connect on 0845 707 8007 or
email connect@lantra.co.uk
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EHC1

Monitor and maintain health and
safety when working with equines

Overview
To maintain a healthy and safe working environment, you are required to take
reasonable care of the health and safety of yourself and others who may be affected by
your work. You are also required to co-operate with your employer to help them
comply with their duties under health and safety legislation, and not interfere with or
misuse anything provided for your health, safety and welfare. This may include
observing particular instructions and procedures or checking items of equipment.
It requires using and taking care of personal safety equipment and clothing and
maintaining good personal and workplace hygiene. It also means working in a way that
does not have an adverse effect on your health or puts yourself or anyone else in
danger. You need to be particularly aware of the dangers of working with equines. You
should also consider the effect of your actions on the environment and minimise
environmental damage.
You must know how to deal with health and safety emergencies and your own
capabilities with regard to this. You should also know how to complete any necessary
records.
This standard relates to the following applications or contexts:
Identifying health and safety risks in relation to:
•
•
•
•

people (including yourself)
equipment and materials
the work area
the equine

Assessing risks in the following areas:
•
•
•

training environment
work area
client’s premises

Disposing of the following types of waste:
•
•

hazardous
non-hazardous
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What you must be able to do:
Monitor and maintain health, safety and security of the work area
1.
Identify health and safety risks in relation to the work area and the work being
carried out
2.
Carry out specified measures to control risks and keep the appropriate people
fully informed if such measures are inadequate
3.
Seek guidance on measures to control unfamiliar risks arising from non-routine
work situations
4.
Give health and safety information to others in a manner likely to be understood
5.
Use equipment and materials in accordance with manufacturer’s instructions
and any organisational training
6.
Behave in a way that minimises risks to yourself and others
7.
Take the appropriate action without delay as soon as an emergency is
suspected
8.
Dispose of waste materials safely and correctly
9.
Transport any equipment and materials safely and store them correctly at an
approved location when not in use
10.
Maintain the security of the work area in accordance with organisational
requirements
11.
Keep any necessary records accurate, legible and complete.
Maintain good standards of health and safety for yourself and others
12.
Use and care of the correct Personal Protective Equipment (PPE) and clothing
that has been assessed as necessary for the work
13.
Use approved methods and handling equipment when moving and lifting items
14.
Maintain the necessary personal and workplace hygiene at all times
15.
Work in a way that minimises risks to your own safety and health and that of
others
16.
Perform your work in a manner that minimises environmental damage
17.
Take appropriate action where incidents affect the health and safety of yourself
and others
18.
Report incidents without delay and fill out records accurately, legibly and
completely.
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What you must know and understand:
Monitor and maintain health, safety and security of the work area
(a)
Your role and responsibilities for health and safety in the work area under
organisational policy and legislation
(b)
The main risks to health and safety in your work area (including dust, confined
spaces and manual handling)
(c)
Why inadequate measures to control risks should be reported and that
corrective action needs to be taken
(d)
The importance of following manufacturer’s data sheets and organisational
instructions and the potential consequences and risks of not doing so
(e)
Procedures for different types of emergencies relevant to your work
(f)
How the procedures to take for specific emergencies may be affected by your
location
(g)
Different types of fire extinguishers and their use, relevant to the area you work
in
(h)
The different forms of waste and correct methods of disposal
(i)
How to transport and store equipment and materials safely, including gas where
applicable
(j)
Organisational requirements with regard to ensuring the security of the
workplace
(k)
The relationship between security and safety within the workplace
(l)
How and why accidents should be reported
(m)
Your role and responsibilities for promoting good bio-security in the work area
under organisational policy and legislation
(n)
How disease can be transferred to other animals or humans.
Maintain good standards of health and safety for yourself and others
(o)
Your role in maintaining your own health and safety
(p)
Types of Personal Protective Equipment and clothing needed for your work and
how they must be used, cleaned, stored, inspected and replaced
(q)
Safe use of equipment and machinery
(r)
Safe methods for moving and lifting items
(s)
The reasons for maintaining good personal and workplace hygiene relevant to
your industry
(t)
The risks of working in isolation or in remote locations and the need for safe
systems of work
(u)
The risks of personal injury or health problems associated with your work and
how these can be minimised
(v)
The effects of adopting safe working practices on long-term personal health and
career
(w)
Your own ability to deal with health and safety emergencies (e.g. not carrying
out actions beyond your own capabilities) and the reasons for this
(x)
Basic emergency first aid procedures
(y)
Methods for minimising environmental damage during work
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(z)
(aa)
(bb)

9

Why accidents should be reported without delay and recorded in the
appropriate document
How to deal with accidents that cause personal injury
Factors that might affect fitness to work including injuries and health conditions.
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EHC2

Handle and control equines

Overview
This standard describes the competence required to humanely handle and control
equines so that work can be undertaken and risks to the animal, the handler, yourself
and others are minimised. You will be able to assess the risks involved, identify
appropriate methods of handling and control for the equine and its requirements, and
use these methods effectively and safely. You will be able to take account of the
following factors which may affect equine behaviour:
•
•
•
•
•
•

age
breed
temperament
surroundings
experiences
external influences

You will need to communicate with others to agree the requirements for handling and
control to ensure that:
•
•
•

the safety of personnel, including yourself, is maintained
the welfare of the animal is maintained
the appropriate equipment is selected and used correctly
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What you must be able to do:
1.

2.
3.
4.
5.
6.
7.

Select a method of humane handling and control that is appropriate for the
equine and its requirements in order to minimise the risks to the animal, the
handler, yourself and others
Discuss and agree the handling requirements with others in order for the task to
be carried out
Approach the equine in a manner which promotes animal welfare, minimises
distress to the animal and maintains health and safety
Adapt the handling and control of the equine in response to its reactions and
behaviour
Adopt a working position that is safe for the equine and yourself
Ensure that the animal’s health and welfare is maintained throughout
Ensure that your interaction with the equine does not adversely affect its
behaviour.

What you must know and understand:
Handle and control equines
(a)
Why equines may require handling and control and how this might affect the
method selected
(b)
The range of different methods of handling and control
(c)
How to plan the handling and control of equines
(d)
How to assess the risks inherent in handling and controlling equines
(e)
Factors that may cause distress or alarm in equines
(f)
How to recognise and assess the signs of distress and alarm in equines
(g)
How to identify situations or conditions where it is not suitable for a person to
approach, handle or control an equine without assistance and the possible
consequences of doing so.
Work with equines
(h)
How to identify a suitable working environment
(i)
How to identify suitable working positions that will minimise the risk of personal
injury or ill health
(j)
How to approach, lift, hold and work with the feet of equines
(k)
Safe working limits within the foot and limb
(l)
Precautions to be taken to prevent injury to the equine
(m)
Recognise when the equine would benefit from interim training.
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EHC3

Assess environmental influences on
the equine foot

Overview
This standard is about assessing the equine's environment and how it can have both
positive and negative influences on the health of the equine foot. Environmental factors
include diet, shoeing, exercise regime, stabling/turnout regime, exposure to moisture
and pollutants.
You will understand that carrying out a thorough assessment of environmental factors
is an important activity.
All activity should be carried out in accordance with the Veterinary Surgeons Act and
other relevant legislation
Responsible person: owner or nominated person
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What you must be able to do:
1.
2.
3.

4.

Assess the equine's environment and the impact this has on the equine’s feet
Discuss and agree with the responsible person, a plan for how to manage the
equine's environment in order to maintain and improve foot health
Advise on any aspects of the equine's environment that should be altered,
recognising when problems should be referred to a veterinary surgeon or other
appropriate person
Discuss with the responsible person, the impact of other relevant aspects of
health such as saddle fit, dental health, use of hoof boots or therapeutic pads
on foot health.

What you must know and understand:
Working with equines
(a)
The effects of accommodation on equine foot health. This will include
availability of shelter, turnout arrangements, the surfaces the feet are exposed
to – both when turned out and confined, and freedom of movement.
(b)
The effects of climatic conditions (e.g. exposure to moisture, sunlight, variations
in temperature) on equine foot health, and how these effects can be managed
to improve equine foot health.
(c)
The environmental and other factors that influence hoof growth rate and hoof
wear, (e.g. the impact of different accommodation or terrain)
(d)
The effects of exercise and working regimes and the various equine disciplines
on equine foot health.
(e)
The impact of diet and nutrition on equine foot health.
(f)
The impact of infection on the equine foot including how to minimise the risk of
occurrence, and the role of appropriate hygiene
(g)
How to recognise infection in the equine foot and the importance of discussing
the diagnosis and therapy with a veterinary surgeon
(h)
The role of topical hoof care products (e.g. disinfectants, hoof dressings) in
equine foot health including their advantages, disadvantages and their correct
usage.
(i)
The restrictions and implications in relation to giving advice on hoof care
products, ensuring that any advice is not seen as diagnosis or treatment
(j)
How diseases and the general state of health of the equine impact on the health
of the feet, and how to discuss this with a veterinary surgeon
(k)
The potential for medical treatments to impact on equine foot health (e.g.
worming, adverse reactions to therapeutic drugs such as steroids)
(l)
How to score body condition and the impact of body condition on overall health
and the equine foot
(m)
The impact of other aspects of use on equine foot health such as shoeing,
saddle fit and dental health.
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Legal aspects
(n)
Implications of the Veterinary Surgeons Act
(o)
Implications of the Farriers (Registration) Act 1975 as amended
(p)
Implications of animal welfare and other relevant legislation
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EHC4

Assess the overall condition and
footcare requirements of the equine

Overview
This standard is about assessing and determining the footcare requirements of the
equine in order to determine the footcare plan. This is critical to the comfort and
welfare of the equine and for the successful use of the equine.
In order to assess the overall condition and footcare requirements of the equine, you
will need to approach and humanely handle the equine in a manner that is likely to
eliminate stress and alarm, and work in a position that is safe for the equine, yourself
and others. You will need to observe the equine while it is stationary and in motion, to
discuss the overall condition and desired use of the equine and agree the footcare
requirements with the responsible person. You will know how to assess the condition
and requirements for a variety of equines, both young and mature, which could include:
•
•
•
•
•
•
•
•
•

pony
riding horse
hunter
competition horse
racehorse
driving horse
draft horse
donkey
mule

Responsible person: owner or nominated person
All activity should be carried out in accordance with the Veterinary Surgeons Act and
other relevant legislation.
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What you must be able to do:
1.

2.
3.
4.

5.
6.
7.

Select a method of humane handling and control that is appropriate for the
equine concerned and its requirements in order to minimise the risks to the
animal, the handler, yourself and others
Assess the requirements of the equine taking into account its physiological
needs, and bearing in mind its environment as well as client expectations,
Identify planes of reference (anatomical directions), topographic surface
anatomy, general anatomy and physiology (physiological systems)
Assess the locomotion of the equine, and when assessing the footcare
requirements, take into account the relationship between the equine’s
locomotion and its conformation.
Discuss and agree the footcare requirements of the equine with the responsible
person
Ensure that the animal’s health and welfare is maintained throughout
Maintain the health and safety of the equine, yourself and others at all times.

What you must know and understand:
Equine types and requirements
(a)
The recognition of the equine breeds, types and their work
(b)
The characteristics and temperament that are traits of different breeds and
types of equine
(c)
Topographical (surface) anatomy
(d)
How to recognise the points and regions of the equine
(e)
Terminology and planes of reference
(f)
How to assess conformation
(g)
Basic anatomy and physiology
(h)
How to recognise irregularities of basic locomotion and action.
(i)
The normal anatomy and physiology of the horse and how the presenting
picture differs from this
(j)
How to score body condition and the impact of body condition on overall health
and the equine foot
(k)
The impact of injuries and developmental abnormalities on equine foot health

Legal aspects
(l)
Implications of the Veterinary Surgeons Act
(m)
Implications of the Farriers (Registration) Act 1975 as amended
(n)
Implications of animal welfare and other relevant legislation
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EHC5

Determine the footcare plan for the
equine

Overview
This standard is about determining and agreeing the footcare plan for the equine with
the responsible person. This is critical to the comfort and welfare, and for the
successful use of the equine.
In order to determine the footcare plan for the equine you will need to approach and
handle the equine in a humane manner that is likely to eliminate stress and alarm, and
work in a position that is safe for the equine, yourself and others. You will need to
prepare the feet so that they can be examined. You will be able to examine the feet
and assess the footcare needs of a variety of equines, which could include:
•
•
•
•
•

a young equine
a mature equine
an old equine
a shod equine
an unshod equine

You will need to be aware of common injuries and aliments and the need to refer these
to a veterinary surgeon:
Interference injuries could include:
•
•
•
•

brushing
speedy cutting
forging
over-reaching

Ailments could include:
•
•
•
•
•
•
•
•
•

puncture wounds
thin soles
corns
false quarter
thrush
sub solar and sub mural infections
white line disease and seedy toe
hoof wall cracks
hoof capsule distortion
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Responsible person – owner or nominated person
All activity should be carried out in accordance with the Veterinary Surgeons Act and
other relevant legislation.
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What you must be able to do:
1.

2.
3.
4.
5.
6.

7.
8.

Select a humane method of handling and control that is appropriate for the
equine concerned and to minimise the risks to the animal, the handler, yourself
and others
Adopt a working position that is safe for the equine and yourself
Clean the hoof to facilitate a thorough examination of the hoof
Examine the shoes, if fitted, and assess wear
Examine the feet and assess their condition and wear pattern if not shod
Propose and agree a footcare plan with the responsible person, that takes into
account the physical requirements and activity of the equine, and any abnormal
signs that may lead you to believe that a veterinary surgeon should be
consulted
Ensure that the animal’s health and welfare is maintained throughout
Maintain health and safety of the equine, yourself and others at all times

What you must know and understand:
Equine requirements
(a)
How to assess shoe wear or foot wear
(b)
The effect of regular trimming/wear on hoof growth
(c)
Frequency of shoeing and effect on hoof shape
Anatomy, physiology and pathology
(d)
Detailed anatomy and physiology of the lower limb including knee and hock
(e)
The function of all parts of the foot
(f)
Conformation and locomotion of the equine and how these factors relate to the
bio-mechanics of the foot
(g)
Recognition of malformation, disease and/or injury of the limb and foot, and how
hoof and locomotion can be affected by them
(h)
Treatments for malformation, disease and/or injury of the limb and foot that
could be prescribed by a veterinary surgeon
(i)
How the anatomy, conformation and pathology of the lower limb affects the
whole equine and vice versa
(j)
Methods of measuring the foot and the relevance and purpose of this
Footcare plans
(k)
How to determine footcare plans
(l)
The importance of discussing previous veterinary diagnoses that might impact
on the footcare plan, with a veterinary surgeon.
(m)
The importance of using the information gathered during the assessment of
conformation and about the type of work intended when determining footcare
plans
(n)
The importance of using information collected during assessment of the foot
and limb when determining footcare plans
Equine Barefoot Care National Occupational Standard
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(o)
(p)

The principles of static and dynamic foot balance
Ancillary features that may be included in the footcare plan

Legal aspects
(q)
Implications of the Veterinary Surgeons Act
(r)
Implications of the Farriers (Registration) Act 1975 as amended
(s)
Implications of animal welfare and other relevant legislation
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EHC6

Trim and dress equine hooves

Overview
This standard is about trimming and/or dressing equine hooves as determined by the
footcare plan. Trimming refers to work on the foot surface by cutting and rasping.
Dressing refers to rasping of the outside of the hoof wall. You will also know when it is
not appropriate to trim or dress hooves.
In order to trim and dress hooves you will need to approach and handle the equine in a
humane manner that is likely to eliminate stress and alarm and work in a position that
is safe for the equine, yourself and others. You must be able to work on both fore and
hind feet and will be able to trim and/or dress hooves safely, taking into account the
following factors:
•
•
•
•
•
•
•

equine's approximate age
equine temperament
condition of hooves
welfare
environment
use of equine
previously shod or unshod

You will know how to trim and dress a variety of types of equines, both young and
mature, which could include:
•
•
•
•
•
•
•
•
•

pony
riding horse
hunter
competition horse
racehorse
draft horse
driving horse
donkey
mule

You will take action on any conditions that cause changes to the footcare plan.
All activity should be carried out in accordance with the Veterinary Surgeons Act and
other relevant legislation.
Responsible person – owner or nominated person
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What you must be able to do:
1.

2.
3.
4.
5.
6.
7.

Select a method of humane handling and control that is appropriate for the
equine concerned, to minimise the risks to the animal, the handler, yourself and
others
Adopt a working position that is safe for the equine and yourself
Trim and dress hooves using appropriate tools and methods
Trim and dress hooves in accordance with the agreed footcare plan
Following trimming and dressing, amend the footcare plan if required and
inform the responsible person
Ensure that the animal’s health and welfare is maintained throughout
Maintain the health and safety of the equine, yourself and others at all times.

What you must know and understand:
Working with equines
(a)
Safe working methods to trim and dress hooves
Tools
(b)
The types of tools for this work and how to use and maintain them
Trimming and dressing
(c)
The importance of foot balancing when trimming and dressing
(d)
The purpose of trimming and dressing equine hooves
(e)
Limits of safe trimming and dressing and why these must not be exceeded
(f)
Effects of trimming and dressing on the stance and action of the equine
(g)
When trimming is not appropriate
(h)
How to work safely when trimming and dressing
(i)
How to implement the footcare plan
Legal aspects
(j)
Implications of the Veterinary Surgeons Act
(k)
Implications of the Farriers (Registration) Act 1975 as amended
(l)
Implications of animal welfare and other relevant legislation
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EHC7

Carry out post hoof trimming
activities

Overview
This standard is about devising and implementing a husbandry plan designed to
achieve optimum equine foot health following foot trimming. The plan will be
implemented by the person responsible for the equine, which could be the owner or
another nominated person.
All activity should be carried out in accordance with the Veterinary Surgeons Act and
other relevant legislation.
Responsible person – owner or nominated person
What you must be able to do:
1.
2.
3.
4.
5.
6.

7.
8.
9.
10.

Review finished work
Assess gait and discuss any changes to previous assessment with the
responsible person
Provide advice on appropriate workload levels, ensuring equine welfare is
paramount
Where appropriate, provide advice on environmental conditions that impact on
foot health
Recognise matters requiring attention by other equine disciplines, e.g.
veterinary surgeons and registered farriers
Discuss and agree the husbandry plan (written or verbal), which may contain
Information on workload, environmental conditions, devices and nonprescription topical applications being used, and referral to other equine
disciplines
Confirm date and time of next visit
Provide appropriate contact details
Maintain appropriate records
Obtain payment

What you must know and understand:
Equine requirements
(a)
How to recognise irregularities of basic locomotion and action
(b)
The type and amount of work the foot is capable of in its current state of health
(c)
The impact of the equine's environment on the foot health
(d)
The role and effect of devices and products designed to improve foot health
(e.g. removable hoof boots and therapeutic pads).
Equine Barefoot Care National Occupational Standard
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(e)

(f)
(g)
(h)

The role of topical hoof care products (e.g. disinfectants, hoof dressings) in
foot health, their advantages and disadvantages and how to use different types
of product
The restrictions and implications of giving advice on products relating to
hoofcare, ensuring that any advice is not seen as diagnosis and treatment
When an equine would benefit from input from other equine discipline
What information should be recorded

Legal aspects
(i)
Implications of the Veterinary Surgeons Act
(j)
Implications of the Farriers (Registration) Act 1975 as amended
(k)
Implications of animal welfare and other relevant legislation
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EHC8

Remove horseshoes and assess
wear

Overview
This standard is about removing horseshoes so as to assess the wear on the shoe and
foot. Assessing wear provides valuable information regarding any defects of
conformation or abnormalities of gait, and any faults in the previous preparation of the
foot or fitting of the shoe. This information is used to influence future footcare and
develop the footcare plan. You will be aware that only registered farriers can undertake
to fit horseshoes.
In order to remove horseshoes and assess wear you will need to approach and handle
the equine in a humane manner that is likely to eliminate stress and alarm, and work in
a position that is safe for the equine and yourself. You will need to remove the
horseshoes using appropriate tools and prepare the feet so that they can be thoroughly
examined. You will need to be able to work on both fore and hind feet and take into
account the following factors:
•
•
•
•
•

equine's approximate age
equine temperament
condition of hooves
type/condition of shoe
use of equine

Responsible person: owner or nominated person
What you must be able to do:
1.

2.
3.
4.
5.
6.
7.
8.

Select a method of humane handling and control that is appropriate for the
equine concerned and its requirements, in order to minimise the risks to the
animal, the handler, yourself and others
Adopt a working position that is safe for the equine and yourself
Clean feet and assess hoof condition
Adopt a working position to maintain personal and equine comfort
Safely remove shoes using appropriate tools and methods, taking care to
minimise any damage to the hoof during removal
Carry out a re-examination of the hoof, checking for foreign objects, or damage
to the hoof
Examine the shoe and assess the implications of the wear pattern for future
footcare
Advise the responsible person of your findings and adjust the footcare plan
accordingly
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9.
10.
11.

Ensure that the animal’s health and welfare is maintained throughout
Recognise matters requiring attention by a veterinary surgeon
Maintain the health and safety of the equine, yourself and others at all times.

What you must know and understand:
Working with equines
(a) Safe working limits of the foot and limb
(b) How to use different methods of shoe removal, depending on the need, and the
precautions to be taken to prevent injury to the equine, self and others
(c) How to lift, hold and work with equine feet
(d) When to refer matters to a veterinary surgeon
Tools
(e) Which tools to use and how to use and maintain them
Equine requirements
(f)
Factors affecting temperament/behaviour of different types of equines
(g)
Characteristics of equines
(h)
How to assess shoe wear in relation to the needs and conformation of the
equine
(i)
The effect of a shoe on the shape and function of the equine hoof and how the
hoof will react to this
(j)
How the state of shoe or foot wear may affect the footcare plan
Legal aspects
(k)
Implications of the Veterinary Surgeons Act
(l)
Implications of the Farriers (Registration) Act 1975 as amended
(m)
Implications of animal welfare and other relevant legislation
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EHC9

Assess and manage equine
behaviour

Overview
This standard is about the behaviour of equines. Each time you interact equines, you
have the potential to alter their behaviour patterns for better or for worse.
The main focus of the standard is to ensure that the person working with the equine
reinforces desirable behaviour patterns and does not set up new, undesirable ones. It
is not about major training or retraining of equines, which should be left to those who
specialise in such work, but knowing that each interaction you have with an equine will
reinforce existing behaviours or create new ones. It is important therefore that you
should understand the mechanisms by which behaviour is created or changed so that
you can ensure that you are only creating or reinforcing desirable behaviours.
You also risk setting up behaviour patterns that may make it more difficult for you or
others to successfully carry out work with the equine in the future. In order for you to
work successfully with an equine, it is important that the equine has had appropriate
training to allow that work to be carried out safely and effectively.
Attempting to carry out routine care work with an equine that is not sufficiently well
trained for that work represents a risk to your safety and a risk to the welfare of the
equine.
This standard covers the skills necessary to assess an equine’s behaviour in a safe
and effective manner to ascertain whether it is safe to perform the required task. It also
covers the skills and knowledge necessary to ensure that interactions with equines
reinforce desired behaviour and do not result in setting up undesirable behaviour
patterns. A good understanding of the processes of routine training will help to ensure
that routine interactions with the equine complement the pre-existing training.
This standard relates to the following contexts and applications:
•
•

•

interacting with equines in a formal capacity (e.g. as veterinary surgeon, registered
farrier and other equine disciplines)
designing routine training programmes to develop and reinforce desirable
behaviours relating to your professional interaction with equines (e.g. if you are a
farrier or hoof trimmer, understanding how to train an equine to pick its feet up
safely and calmly)
having an awareness of where problem behaviours require referral to a more
experienced or qualified specialist in equine behaviour and training.
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What you must be able to do:
General
1.
Interact with the equine in a humane manner that minimises stress and
allows care and training to be carried out safely
2.
Maintain the health and safety of the equine, yourself and others throughout
the process
Training
3.
Identify equine behaviour patterns that are desirable and undesirable
4.
Identify the training that is required for the equine to achieve appropriate
behaviour for the task that needs to be completed
5.
Recognise when the degree of training required means that it is not practical or
safe to complete the task at hand at this visit
6.
Recognise whether the training required is within your level of ability or the
owner's level of ability and understand when to request that the owner carries out
further training and when to refer to a professional trainer
7.
Set appropriate training goals
8.
Create a shaping plan for a desired behaviour
9.
Implement the shaping plan using appropriate scientific principles of behaviour
modification
10. Modify the shaping plan as needed to take into account the response of the
equine to the training so far
11. Approach everyday tasks in a manner that reinforces desirable behaviour
patterns and avoids creating undesirable behaviour patterns
12. Recognise that the owner or other responsible person may have valid views on
the approach taken to training that need to be taken account of

What you must know and understand:
General
(a) The relevance of appropriate legislation such as the Animal Welfare Act, the
Veterinary Surgeons Act and the Farriers (Registration) Act 1975 as amended
(b) That everyday interactions with equines represent training whether that is the
intention or not and that failure to be aware of this can result in undesirable
behaviour patterns being accidentally reinforced
(c) The differences in perception between equines and humans caused by
differences in the senses of sight, smell, hearing, taste and touch
(d) The difference in natural survival behaviour between predator and prey animals
and the relevance of this to equine behaviour patterns
(e) The different natural behaviour patterns of horses, donkeys and mules and their
effects on behaviour in domestication
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(f)

(g)

(h)

How to recognise behaviour patterns that are the result of pain or discomfort or
the result of previous traumatic experience and how to take account of these in
your interaction with the equine
Recognise where behaviour patterns may be influenced by the equine’s
immediate environment (e.g. a bag flapping in the wind, or the behaviour or a
bystander or nearby animal) and understand how to take account of such factors
The importance of involving the owner or other responsible person

Methods of behaviour reinforcement
(i)
The use of appropriate operant conditioning including the differences between
positive and negative reinforcement and positive and negative punishment, the
effects of these approaches on equine behaviour and the practical realities of
applying each approach
(j)
The practical effects and consequences of classical conditioning on equine
learning and behaviour
(k) The concepts of flooding, systematic desensitization and counter conditioning
(l)
The importance of timing and consistency in training
(m) Schedules of reinforcement, how they can be used to establish and maintain
desired behaviour and how they can result in undesirable behaviour patterns
being maintained and becoming resistant to modification
Planning a training programme
(n) How to set appropriate and realistic training goals
(o) How to use shaping (successive approximation) in your everyday work (e.g. to
break common tasks such as picking up feet into small steps)
(p) The significance of the size of steps in the training plan and the application of the
principles of shaping
(q) How to write a shaping plan so as to break the overall training goal down into
suitably small and progressive steps
(r) How to use a shaping plan to ensure your health and safety and to avoid stress in
the equine
(s) How the use of shaping plans can assist other equine owners or carers in the
training of their equines
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CU5A

Establish and maintain working
relationships with others

Overview
This standard is about working effectively with other people. This includes
communicating clearly, co-operating with others and helping to improve ways of
working. This could be with your own colleagues, supervisors/managers or people
external to the team/department/organisation including suppliers and clients/customers.
It may include those for whom English is not their first language. You may work closely
within a team, or spend a significant amount of time working alone.
What you must be able to do:
1.
2.
3.
4.
5.
6.
7.
8.
9.

Present a professional image of yourself and the organisation
Establish and maintain good working relationships with other people
Discuss opportunities to make improvements to ways of working
Co-operate effectively with other people to achieve results
Deal with any conflicts effectively in an appropriate way
Communicate with others in a way that supports effective working relationships
Be aware of non-verbal communication messages (e.g. body language)
Provide information clearly, tactfully and in an appropriate manner
Maintain confidentiality

What you must know and understand:
(a)
(b)
(c)
(d)
(e)
(f)
(g)
(h)
(i)
(j)
(k)

The ways in which you can present a professional image of yourself and the
organisation
The reasons why good working relationships are important
The ways in which good working relationships can be maintained and improved
When conflict might occur in a work situation and how to deal with it
The reasons why effective communication is important
Methods of communicating effectively
The importance of good listening skills
The messages conveyed by non-verbal communication
The importance of not using derogatory statements in a work situation
The importance of maintaining confidentiality
The limits of your responsibility and authority
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B15

Build and maintain effective
customer relations (ICS)

Overview
Building and developing effective customer relations is a vital aspect of customer
service. Remember that customers include everyone you provide a service to. They
may be external to your organisation or they may be internal customers.
Strong customer relations will help your organisation to identify and understand your
customers’ expectations, encourage a way of working that is based on partnership and
mutual trust, and establish and maintain customer loyalty. This unit is about
establishing and maintaining such relations. For some organisations this means
encouraging loyalty and repeat business from large numbers of customers; for others it
is all about nurturing and relating to a smaller number of valued customers who make
an important strategic contribution to your organisation’s success. This unit is for you
only if you are in a position to influence the way your organisation determines the level
of service offered to different customers.
What you must be able to do:
When you build and develop effective customer relations you must consistently:
Establish effective customer relations
1.
2.
3.
4.

Identify the types of customers with whom you should build longer term
customer relations and promote loyalty
Communicate with these customers so that they know they are important to
your organisation
Explain your role, the purpose of making contact and the mutual benefits of
building a longer term relationship
Make it clear that you welcome two-way communication about customer
expectations

Maintain and develop effective customer relations
5.
6.
7.

Keep customers informed and accept criticism from customers openly and
constructively
Regularly assess whether customer expectations are being consistently met
Use your influence and authority in your own organisation to ensure that
customer needs and expectations are being met and, where possible,
exceeded
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8.
9.

Collect feedback from customers and staff to ensure that solutions are being
provided that result in customer satisfaction
Analyse customer relations and propose changes to people with authority in
your organisation that will develop longer-term loyalty

What you must know and understand:
To be competent at building and developing effective customer relations you need to
know and understand:
(a)
(b)
(c)
(d)
(e)
(f)
(g)
(h)
(i)
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How to identify and prioritise types of customers with whom you should be
building a longer term relationship
The most appropriate method of establishing relationships with customers
targeted for longer term relationships
The importance of effective communication skills when dealing with customers
How to explore and agree with customers the mutual benefits of maintaining
and developing a longer term relationship
How to communicate with customers, especially when they are dissatisfied with
products and services
How to negotiate with customers in a way that balances their expectations with
the expectations of your organisation
The types of compromises that would be acceptable to your organisation when
meeting customer expectations
How to use your influence and authority in your organisation to meet or exceed
customer expectation
Methods of monitoring customer satisfaction appropriate to your level of
authority in the organisation
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C3 Resolve customer service problems (ICS)
Overview
This standard is about what to do when it is difficult to meet customer expectations.
Remember that customers include everyone you provide a service to. They may be
external to your organisation or they may be internal customers.
Even if the service you give is excellent, some customers experience problems. Part of
your job is to help to resolve those problems. There is likely to be a problem if customer
expectations are not met. This may be because your customer’s expectations involve
more than you can offer or because your service procedures have not been followed.
Some problems are reported by customers and sometimes you spot the problem first
and resolve it before your customer has even noticed. As soon as you are aware of a
problem, you need to consider the options and then choose a way to put it right. This
unit is particularly important in customer service because many customers judge how
good the customer service of your organisation is by the way problems are handled.
What you must be able to do:
When you resolve customer service problems you must consistently:
Spot customer service problems
1.
2.
3.
4.
5.

Listen carefully to your customers about any problem they have raised
Ask your customers about the problem to check your understanding
Recognise repeated problems and alert the appropriate authority
Share customer feedback with others to identify potential problems before they
happen
Identify problems with systems and procedures before they begin to affect your
customers

Pick the best solution to resolve customer service problems
6.
7.
8.
9.
10.

Identify the options for resolving a customer service problem
Work with others to identify and confirm the options to resolve a customer
service problem
Work out the advantages and disadvantages of each option for your customer
and your organisation
Pick the best option for your customer and your organisation
Identify for your customer other ways that problems may be resolved if you are
unable to help
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Take action to resolve customer service problems
11.
12.
13.
14.
15.
16.

Discuss and agree the options for solving the problem with your customer
Take action to implement the option agreed with your customer
Work with others and your customer to make sure that any promises related to
solving the problem are kept
Keep your customer fully informed about what is happening to resolve the
problem
Check with your customer to make sure the problem has been resolved to their
satisfaction
Give clear reasons to your customer when the problem has not been resolved
to their satisfaction

What you must know and understand:
To be competent in resolving customer service problems you must know and
understand:
(a)
(b)
(c)
(d)
(e)
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Organisational procedures and systems for dealing with customer service
problems
How to defuse potentially stressful situations
How to negotiate
The limitations of what you can offer your customer
Types of action that may make a customer problem worse and should be
avoided
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SASA231

Use IT to support own role (CfA)

Overview
Handle files, edit, format and check information, search and use email. This is based
on the e-skills UK Areas of Competence export units: General Uses of IT and Use IT to
exchange information.
This unit is imported from the Council for Administration, Business and Administration
suite.
Specific skills:
•
•
•
•
•
•
•
•
•

planning
organising
researching
communicating
using technology
recording
writing
quality checking
problem solving.

What you must be able to do:
Handle files
1.
Use basic file-handling techniques for the software
2.
Use appropriate techniques to handle, organise and save files.
Edit, format and check information
3.
Use basic editing techniques
4.
Check the accuracy of documents
5.
Use appropriate editing and formatting tools and techniques for more complex
documents
6.
Use proof reading techniques to check that documents look professional.
Search for information on the internet or an intranet
7.
Use a search engine to find and select appropriate information
8.
Use suitable techniques to make it easier to find useful information again (e.g.
bookmarks or favourites) and to pass it on to others (e.g. sending web pages
and web links via email)
9.
Keep records of where useful information came from
10.
Save the results of searches so useful information can be found again
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11.
12.

Choose a search engine that is appropriate for the information that is needed
Carry out searches

Send and receive emails
13.
Use basic send commands
14.
Use basic reply commands
15.
Delete email
16.
Send and open emails with attachment
17.
Save attachments to appropriate places
18.
Find emails
19.
Follow any rules and guidelines for sending and replying to emails
20.
Use more advanced facilities
21.
Send messages to groups of people using groups set up in an address book
22.
Send and receive instant messages with and without attachments
23.
Compress messages on sending and uncompress messages that have been
received
24.
Archive emails where necessary.
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What you must know and understand:
Purposes of using IT
(a)
(b)

Why the IT system and software that was used was appropriate for the task
Why and how using the IT system and software was an appropriate way of
carrying out the task.

Producing information
(c)
(d)

Who and what the information is for, where it will be used (e.g. on screen or
hard copy) and when it is needed
How to produce information that communicates clearly and accurately with the
audience, where and when it is needed.

Health and safety issues
(e)
(f)
(g)
(h)
(i)

Health and safety risks to self in using IT
Health and safety risks to others from common hardware
What health and safety laws and guidelines affect the use of IT
Ways to keep risks to people to a minimum
Ways to keep risks to hardware to a minimum.

Email facilities
(j)
(k)
(l)
(m)
(n)
(o)
(p)

What are email messages
How to use basic options to send, receive and reply to emails
How to send and receive attachments
How to use an address book
How to send emails to groups using a group list within an address book
How to archive and compress emails
What other resources may be provided by email software and how to use these.

Problems with exchanging information
(q)
(r)
(s)
(t)
(u)
(v)
(w)
(x)
(y)

Why some computer users may have difficulty in sending and receiving emails
with attachments
What to do about emails from unknown users
What viruses are and the problems they can cause
How using anti-virus software can help to keep risks to a minimum
What risks there may be in downloading documents and software
Risks in sharing information such as personal details
Where and when to seek advice
What to do about emails intended to cause problems, such as SPAM or chainmails
How to keep difficulties in sending and receiving large emails to a minimum
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(z)
(aa)

What limits there may be to the number or size of emails that can be received
or stored
How to avoid viruses.

Laws and guidelines
(bb)

(cc)
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What laws and guidelines affect the day-to-day use of IT, such as about Data
Protection, Equal Opportunities, Disability, Health and Safety, copyright and
guidelines set by your employer or organisation
What and how different IT activities are affected by laws and guidelines, such
as storing names and addresses, downloading images from the internet or
sending inappropriate emails.
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A2

Manage your own resources and
professional development (MSC)

Overview
This standard is suitable for those in first line, middle management or senior
management and leadership. It is about managing your continuing personal and
professional development within industry. This means actively finding out about the
wider industry issues as well as those in which you are directly involved. This will mean
developing and maintaining a network of industry contacts, attending events and
broadening your knowledge through a variety of research methods including reading
materials and perhaps even the use of the internet, though this is not essential. This
involves a cycle of activity:
•
•
•
•
•

being clear about what is required to meet your work objectives and your personal
goals
understanding the knowledge, understanding the skills you need, and the extent to
which you possess these
planning to develop your knowledge, understanding and skills in a way that fits with
your preferred learning styles
taking action in line with your plan and applying your new knowledge,
understanding and skills in the work context
evaluating the effectiveness and impact of your learning and identifying more
effective ways to learn in the future.

This individual cycle closely mirrors the Investors in People cycle, which is the
organisational benchmark of good practice in human resource development. This
standard requires you to have a curiosity to learn and try out new things and a
generosity to share your learning with others (within the limits of confidentiality, of
course).
What you must be able to do:
1.
2.
3.
4.
5.

Evaluate, at appropriate intervals, the current and future requirements of your
work role taking account of the vision and objectives of your organisation
Consider your values, and your career and personal goals and identify
information which is relevant to your work role and professional development
Discuss and agree personal work objectives with those you report to and how
you will measure progress
Identify the learning styles which work best for you and ensure that you take
these into account in identifying and undertaking development activities
Identify any gaps between the current and future requirements of your work role
and your current knowledge, understanding and skills
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6.

7.
8.

9.
10.

Discuss and agree, with those you report to, a development plan to address
any identified gaps in your current knowledge, understanding and skills and
support your own career and personal goals
Undertake the activities identified in your development plan and evaluate their
contribution to your performance
Review and update your personal work objectives and development plan in the
light of performance, any development activities undertaken and any wider
changes
Get regular and useful feedback on your performance from those who are in a
good position to judge it and provide objectives and valid feedback
Ensure that your performance consistently meets or goes beyond agreed
requirements.

What you must know and understand:
(a)
(b)

(o)
(p)
(q)
(r)

The principles which underpin professional development
The importance of considering your values, and career and personal goals and
how to relate them to your job role and professional development
How to evaluate the current requirements of a work role and how the
requirements may evolve in the future
How to set objectives which are SMART (Specific, Measurable, Achievable,
Realistic and Time-bound)
How to identify development needs to address any identified gaps between the
requirements of your work role and your current knowledge, understanding and
skills
What an effective development plan should contain and the length of time that it
should cover
The range of different learning style(s) and how to identify the style(s) which
work(s) best for you
The types of development activities which can be undertaken to address
identified gaps in your knowledge, understanding and skills
How to identify whether/how development activities have contributed to your
performance
How to update work objectives and development plans in the light of
performance, feedback received, any development activities undertaken and
any wider changes
How to monitor the quality of your work and your progress against requirements
and plans
How to evaluate your performance against the requirements of your work role
How to identify and use good sources of feedback on your performance
Industry/sector requirements for the development or maintenance of
knowledge, skills and understanding and continuing professional development
The requirements of your work role including the limits of your responsibilities
The vision and objectives of your organisation
Your own values and career and personal goals
Your personal work objectives
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(c)
(d)
(e)

(f)
(g)
(h)
(i)
(j)

(k)
(l)
(m)
(n)
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(s)
(t)
(u)
(v)
(w)
(x)
(y)

Your preferred learning styles
Your current knowledge, understanding and skills
Your personal development plan
Available development opportunities and resources in your organisation
Your organisation’s policy and procedures in terms of personal development
Reporting lines in your organisation
Possible sources of feedback in your organisation.
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BD3

Plan where your business is going
(SFEDI)

Overview
Why this is important?
Taking the time to think about where you want your business to go and how you want it
to get there will mean that your business is much more likely to do what you want it to
do. The most important part of this is thinking everything through. It is up to you
whether you will find it useful to write all or parts of your plans down. If you want to use
your plans to help you get funding or other support you will need to write them down.
Who might do this?
You might do this if you are:
•
•
•
•

setting up a new business or social enterprise
expanding a business or social enterprise
changing or adapting the way a business or social enterprise operates
reviewing what you want for a business or social enterprise.

What it involves?
Planning where your business is going involves:
•
•
•
•

being clear about where you want your business to be in the future
setting targets of what you want it to achieve
working out detailed plans to help it get there
deciding what parts of your plans need to be written and how they need to be
presented.

What you must be able to do:
1.
2.
3.
4.
5.
6.

Assess the current market position and image of your business
Decide where you would like your business to be in the short, medium and long
term
Set targets for the different parts of your business and make sure that they do not
conflict with each other
Plan in detail how the different parts of your business will work and how the
targets will be met
Design a framework that will allow you to monitor the performance of your
business against your plans
Make sure your plans are in a format that is suitable for their future use
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7.
8.
9.
10.

Make sure you obey all the laws and regulations that apply to your business and
plan how to keep up to date with any new laws and regulations
Seek advice when you need it
Decide how you will put your plans into practice and how you will deal with things
that don’t go to plan
Make sure that everybody concerned with your business understands your plans
and will help to make them successful.

What you must know and understand:
(a)
(b)
(c)
(d)

(e)
(f)
(g)

(h)
(i)

(j)
(k)

(l)
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The current market position and image of your business if it is already trading
How to identify the current market position and image of your business
How to define where you want your business to be in terms of market position
and success
How to set realistic targets for the different parts of your business. For example,
finances, production, sales, marketing, customer service, quality, staff
recruitment, reward, appraisal or training and development
How the different parts of your business affect each other. For example, financial
targets can affect productivity, income and costs
How to make plans that are practical and useful and help you achieve what
you want to
What resources are needed to carry out your plans, how you will get them and
how much they will cost, for example, products, staff, finance, premises, plant,
equipment, marketing and administration
How you can review and monitor the success of your plans
Who will use your plans, how they will be used, whether parts or all of them need
to be written and if so, what they need to contain, how they need to be formatted
and how they need to be arranged
What laws and regulations affect your business and how
Where to find help and advice. (This could include business associates, business
advice centres, business advisers, mentors or counsellors, specialist consultants,
non-executive directors, accountants and other professionals.)
How to communicate with everybody involved in your business about your plans
and how to motivate people and encourage them to put your plans into practice.
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MN3

Keep financial records (SFEDI)

Overview
You need to keep financial records for a variety of purposes. They are important in
helping you to manage your finances and continue to plan your business. They are
also required to meet legal and regulatory requirements in company law and for tax
purposes.
You might do this if you are:
•
•
•
•

self-employed
starting a business or a social enterprise
taking over another business or social enterprise
responsible for managing finance in a business or a social enterprise.

What it involves:
Keeping financial records involves:
•
•
•

researching different systems for recording, monitoring and reporting the finances
of the business
deciding which financial records to keep, and how and when to keep them
selecting an accounting management system that is relevant to the legal format of
the business.

What you must be able to do:
1.
2.
3.

Decide what financial records you will keep and how and when you will keep
them
Identify the systems and process you will use to control the money coming into
and going out of the business
Choose an accounting system that will:
•
•
•
•

4.
5.

provide accurate financial statements
provide statutory returns for reporting to the tax authorities
forecast cash flow, profits and losses
accurately identify variances

Make sure all financial transactions are properly recorded in the appropriate
place
Make sure the financial system will produce suitable invoicing and purchasing
records
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6.
7.
8.

Use accounting methods that are relevant to the trading status of the business
Make sure that the appropriate people know about the accounting information
Make sure that the way in which financial records are kept and reported on is in
line with the legal requirements for businesses.

What you must know and understand:
(a)
(b)
(c)
(d)
(e)

(f)

(g)
(h)
(i)
(j)
(k)
(l)

(m)

(n)
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What financial records may be needed for sales, e.g. cash and credit sales
transactions, purchase transactions and creditors
What financial records may need to be kept about the business assets and
funds
How to produce financial records, including ledgers and journals, invoicing,
receipts and payments
What are the broad principles and procedures in accounting systems
How to choose manual- and computer-based accounting systems, e.g. ledgers,
journals, budgets, invoicing, receipts, payments, accounting periods, financial
year and tax year
Which financial statements and statutory returns are relevant to the business in
terms of your trading status, e.g. profit and loss, balance sheets, old debts,
account journals or tax returns
How to choose and use different accounting periods and financial years
How to use financial records for monitoring the financial state of the business
How to make sense of cash-flow forecast, profit and loss statements,
spreadsheets, balance sheets, and what they should contain
How to relate cash flow, profit and loss and balance sheets to each other
What financial measures and forecasts are needed by the business
Why businesses need financial information such as keeping a check on
customer payments (credit control), managing the amount of money coming in
and going out (cash flow management), monitoring the activity in your bank
account and the charges made by the bank (bank monitoring)
What information on financial record keeping is available and from which
organisation, e.g. accountants, lawyers, advice centres, banks and other
financial providers. Advisers may be independent or tied to a particular
company
Why it is important to use proper technical and professional advice to find out
about accounting, cash flow, profit and loss, credit control and tax returns.
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