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Dear Colleague, 

Why Upkeep Training?

Upkeep has been delivering property repairs, maintenance and 
management courses for over 25 years.

Over this time we have developed an in-depth understanding of 
the housing, property and facilities management sectors and 
a strong reputation for delivering quality, useful and practical 
training courses.

All of our tutors are experts in the specifi c courses they deliver 
for Upkeep – some also still work in the sector – ensuring that the 
content we deliver and examples we use are always relevant and 
totally up to date.

If you can’t make it to our training venues, we can come to you with 
a bespoke training package tailored to meet your needs and those 
of your organisation – contact us for more details. 

Sarah Bentley
Sarah Bentley

Managing Director
Upkeep Training

Contents
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Housing Apprenticeships with 
Upkeep Training & Spaghetti Junction
Did you know that Apprenticeships have changed?

You can now study an Apprenticeship at any age and there are a 
whole range of apprenticeships to choose from.

Upkeep Training now offers the Level 2 Housing and Property Assistant Apprenticeship 
and the Level 3 Housing and Property Manager Apprenticeship.

We’ve built our bespoke apprenticeship programmes specifi cally for those 
who work in housing and property repairs and maintenance; and if you’ve 
already completed our Upkeep/ABBE Certifi cate in Diagnosing Defects and 
Ordering Repairs then you may already be on your way to completing 
your apprenticeship.

For more information contact us – sales@upkeeptraining.co.uk

Having spent many years in education and business management, the 
co-founders of Spaghetti Junction have an in-depth knowledge of the 
skills and training landscape.

We help businesses navigate through the spaghetti of qualifi cations, 
apprenticeships and workforce development programmes; providing 
impartial advice, best practice guidance and a fully managed 
apprenticeship levy service. Through our network of providers, we create 
innovative approaches to delivery that help organisations harness and 
retain talent in the workplace.

If you’d like to know more, including how you can use your apprenticeship 
levy to pay for your training, visit our website www.spaghettijunction.org.

Spaghetti Junction

Business Development Manager

Our Business Development Manager – 
Richard Powell – is available to discuss 
any aspect of your training needs from 
individual bookings to bespoke packages 
for your organisation.

You can contact Richard directly on:

 Tel 0208 123 0804

 Mobile 07957 848075

 Email rich@upkeeptraining.co.uk

If you have a number of staff that need training, 
we are happy to look into running any of our 
courses at your place of work.

We can also tailor our courses to meet your specifi c needs.

Our team will consult with you to discuss your requirements and 
put a package together which will include:

● All training materials

● Course booklets

● Certifi cates of attendance (which can include your company logo if requested)

In-House Training

In-House Training

We are happy to look into 
running any of our courses 
at your place of work.

Public Training

Available as a public course. 
See our website for course 
dates.
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For more information or to arrange a visit from a member of 
our Apprenticeship Team, please contact us on the details below.

Training courses in building repairs, 
maintenance & improvement

www.upkeeptraining.co.uk

•   CIH Membership for a minimum of 12 months

•   CIH accredited Level 2 Certifi cate in Housing   
a.  Developing Skills to work in Housing
b.  Housing Provision and Housing Organisations
c.  Customer Care in the Housing Context
d.  Housing Construction
e.  Housing Maintenance Systems
f.  Delivery of Housing Services

•   Access to CIH online resources and other publications
 a.   Knowledge hub providing practical information and an online 

network of other professionals
 b.  Regular webinars covering housing management topics
 c.  Bite-size Housing CPD modules and an online CPD account
 d.  Own weekly copy of Inside Housing magazine and online access
 e.   Weekly News and views housing newsletter and Member Alerts 

delivering breaking news to your inbox
 f.  Publications providing latest policy insight and good practice advice

•   Access to other Upkeep and CIH training courses

•   Tutorial support through on site one to one access with tutors, group 
events, refl ective learning support and preparations for end point 
assessment

•   Formative assessment of a portfolio of evidence and completion of 
English and Mathematics at Level 1

•   End point assessment to include an individually pre-agreed work-based 
project to demonstrate the apprentice’s knowledge, skills and attributes, 
increase their visibility and contribute to the organisational development 
of their respective place of work

•   A Professional Conversation by panel interview

What the Upkeep Apprenticeship Training covers

The Level 2 Housing Apprenticeship
through Upkeep Training

•   CIH Membership for a minimum of 18 months

•   CIH accredited Level 3 Certifi cate in 
Housing Maintenance and Asset Management
a.  Professional Practice Skills for Housing
b.  Housing Construction and Maintenance
c.  Accessible and Adaptable Housing
d.  Health and Safety Awareness for Housing Management and Maintenance

•   ABBE accredited Level 2 Certifi cate in 
Diagnosing Defects and Ordering Repairs
a.  Basic Building Construction
b.  Damp, Condensation and Decay
c.  Plumbing, Wastes and Drains
d.  Domestic Electrical and Heating Installations
e.  Repairs Reporting Skills

•   An exchange day where Apprentices host or visit another organisation to see different approaches and 
learn about housing practices in different environments. This helps apprentices learn how to resolve 
issues, build professional connections and understand the value of networking and problem solving

•   Access to CIH online resources and other publications
 a.   Knowledge hub providing practical information and an online network of other professionals

 b.  Regular webinars covering housing management topics
 c.  Bite-size Housing CPD modules and an online CPD account
 d.  Own weekly copy of Inside Housing magazine and online access
 e.   Weekly News and views housing newsletter and Member Alerts delivering breaking news to 

your inbox
 f.  Publications providing latest policy insight and good practice advice

•   Access to other Upkeep and CIH training courses

•   Tutorial support through on site one to one access with tutors, group events, refl ective learning support 
and preparations for end point assessment 

•   Formative assessment of a portfolio of evidence and completion of English and Mathematics at Level 2

•   End point assessment to include an individually pre-agreed work-based project to demonstrate the 
apprentice’s knowledge, skills and attributes, increase their visibility and contribute to the organisational 
development of their respective place of work

•   A Professional Conversation by panel interview

What the Upkeep Apprenticeship Training covers

The Level 3 Housing Apprenticeship
through Upkeep Training
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Are you looking to develop your career in Housing and 
want to achieve a qualifi cation that is recognised by 
the Sector’s leading industry body?

You can now study the following qualifi cations, accredited by the 
Chartered Institute of Housing (CIH) with Upkeep Training:

CIH Level 2 
Certifi cate in Housing Maintenance
Aims and Outcomes:

On completion of this course you will understand how to provide 
excellent housing maintenance services to customers.

Eligibility:

This qualifi cation is suitable for you if you:

● Provide housing maintenance and related customer service either 
face-to-face or from a call centre, or 

● Work as a tenant liaison offi cer for a private construction company, or

● Are not currently working in housing maintenance but would like to 
apply for a frontline vacancy

What does the Certifi cate cover?

The Certifi cate has a modular structure consisting of fi ve one-day training 
courses, covering fi ve units, each with its own assignment.

The Training Courses:

Each of these one-day courses forms a unit credit towards the full Certifi cate.

1 Developing Skills for Working in Housing

2 Housing Provision and Housing Organisations

3 Customer Care in the Housing Context

4 Housing Construction

5 Housing Maintenance Systems

Chartered Institute of Housing Qualifi cation

www.upkeeptraining.co.uk

CIH Level 3 
Certifi cate in Housing 
Maintenance & Asset Management
Aims and Outcomes:

On achievement of this qualifi cation you will:

● Understand the housing maintenance/asset management role and 
how this fi ts into the wider context of housing

● Gain the knowledge necessary to participate in housing maintenance/asset 
management related activities

Eligibility:

The qualifi cation is for you if you are:

● A maintenance professional working in the housing sector or 
non-technical staff from a customer service or housing management 
background who wants to progress to become a housing 
maintenance/asset management professional

● Working as a tenant liaison offi cer in a private construction company

What does the Certifi cate cover?

The Certifi cate has a modular structure consisting of fi ve training days 
covering four units, each with its own assignment.

The Training Courses:

Each of these courses forms a unit credit towards the full Certifi cate.

The four units are:

1 Professional Practice Skills for Housing (including induction)

2 Housing Construction and Maintenance (2 days)

3 Accessible and Adaptable Housing

4 Health and Safety Awareness for Housing Management and Maintenance

Chartered Institute of Housing Qualifi cation



11

www.upkeeptraining.co.uk

1110

www.upkeeptraining.co.uk

Training courses in building repairs, 
maintenance & improvement

Training courses in building repairs, 
maintenance & improvement

0208 123 0804     sales@upkeeptraining.co.uksales@upkeeptraining.co.uk     0208 123 0804

Basic Building Construction
How much do you or your staff know about how 
buildings are constructed?

A property that’s allowed to fall into disrepair can breach the Decent Homes 
Standard, which applies to social housing in England. It harms the health of 
tenants, causes stress and inconvenience, and can be expensive to put right.

Upkeep Training’s Basic Building Construction one-day course teaches 
housing staff how buildings are constructed, how to recognise common 
defects in walls and roofs and how to order appropriate repairs.

● The components of a building

● Understanding foundations

● Recognising different types of wall construction

● Key components: damp proof courses, wall tiles etc

● Describing defects in walls

● Identifying the main components of fl at and pitched roofs

● Understanding roof spaces

● Typical defects in fl at and pitched roofs

● How to diagnose common defects, including rain penetration and 
other defects

Our Course Covers:

The Upkeep/ABBE Certifi cate in Diagnosing Defects and Ordering Repairs 
gives candidates the skills to diagnose a range of defects in properties and 
order the right repairs.

The fi ve modules that make up the certifi cate can be taken as stand-alone one-day 
courses, or be combined to achieve the nationally recognised ABBE Certifi cate above.

They are designed for non-technical staff like housing offi cers, repairs centre staff, help desk 
staff, receptionists or administrators – anyone whose job involves working with properties. 
The fi ve courses are:

● Basic Building Construction (page 9) 

● Plumbing, Wastes and Drains (page 12)  

● Repairs Reporting Skills (page 13)

●  Condensation, Damp and Decay (page 10)

●  Domestic Electrical and Heating 
Installations (page 11)

Diagnosing Defects and Ordering Repairs

The Upkeep/ABBE Certifi cate in:

The qualifi cation has a fl exible modular format.

You can attend the courses in any order, although we recommend that you do Repairs Reporting Skills 
last, as this is a good reminder of all the topics covered. 

Following the fi ve courses there is a half-day assessment. This means you can attend the courses when 
it suits you and your organisation, and gradually accumulate the credits you need to gain the certifi cate.

This course can be taken as a stand alone or part of our 
Upkeep/ABBE Certifi cate in Diagnosing Defects & 
Ordering Repairs; a nationally recognised qualifi cation.

This qualifi cation is accredited by The Awarding Body for the Built Environment (ABBE) – an Ofqual 
regulated awarding organisation and the leading specialist awarding body in the built environment 
sector; specialising in qualifi cations related to the built environment and construction industries.

ABBE qualifi cations are recognised by employers and institutions across the UK and are designed to 
provide the building blocks for a successful career in the built environment; with certifi cates available 
for individual units of competence, as well as for full qualifi cation achievements.

To fi nd out more about ABBE visit www.abbeqa.co.uk

Assessment

Once you have successfully completed each of the fi ve modular units, 
you can undertake the assessment.
Upkeep Training will register you as a candidate with ABBE. The assessment is in the form of a 
written examination and covers all the key topics from the courses you will have completed.

The questions will be similar to the practical work involved as part of the course modules.

On successful completion of the assessment, candidates are awarded the Upkeep/ABBE Certifi cate 
in Diagnosing Defects and Ordering Repairs.



This course can be taken as a stand alone or part of our 
Upkeep/ABBE Certifi cate in Diagnosing Defects & 
Ordering Repairs; a nationally recognised qualifi cation.

This course can be taken as a stand alone or part of our 
Upkeep/ABBE Certifi cate in Diagnosing Defects & 
Ordering Repairs; a nationally recognised qualifi cation.
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Staff working in housing need to understand the 
basics of domestic electrical and heating installations. 
Even experienced staff need to keep up-to-date with 
the latest safety features, controls and components. 

Our one-day course is the ideal introduction to domestic electrical and 
heating systems.

We will teach you how to identify the main components of domestic 
electrical installations. Candidates will learn how to diagnose simple 
electrical defects, carry out basic safety checks and recognise the main 
types of domestic heating systems and their controls and components.

After taking this course, you will understand the key terminology used 
and learn about the common problems that occur and their fi xes. It will 
give you a solid foundation of electrical systems with the knowledge and 
insight you require to better serve your customers.

● The layout of electrical and ring circuits

● Electrical safety

● Safety checks of existing installations

● Cabling, switches and sockets

● The function of fuses and circuit breakers

● How central heating systems work

● Identifying the main components

● Common defects in central heating systems

Domestic Electrical & 
Heating Installations

Our Course Covers:

Condensation is a common cause of damp that damages 
properties, harms the health of residents and leaves a 
big hole in repairs budgets.

Upkeep Training’s Condensation, Damp & Decay one-day course teaches 
housing staff how to recognise condensation pitfalls and take action to 
prevent problems spiralling.

● The likely causes of condensation, damp and mould growth

● The difference between condensation, water penetration and rising damp

● The link between heating, ventilation, lifestyle and condensation

● Strategies for reducing condensation, damp and mould growth

● Modern building methods and how they can exacerbate the problem

● The implications of a landlord’s failure of duty in relation to legislation 
and the courts

● Advising residents about reducing condensation 

● Infestations and rot

Our Course Covers:

Condensation, Damp & Decay



This course can be taken as a stand alone or part of our 
Upkeep/ABBE Certifi cate in Diagnosing Defects & 
Ordering Repairs; a nationally recognised qualifi cation.
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This course can be taken as a stand alone or part of our 
Upkeep/ABBE Certifi cate in Diagnosing Defects & 
Ordering Repairs; a nationally recognised qualifi cation.

Our Course Covers:

Plumbing, Wastes & Drains
Maintaining the system of pipes, tanks, fi ttings, and 
other apparatus required for a property’s water supply, 
heating and sanitation is an essential part of good 
housing management. The need to understand drainage 
and wastewater systems is another important facet.

Upkeep Training’s Plumbing, Wastes & Drains one-day course provides staff 
in housing and property with a full grounding in how these systems work 
and how to diagnose defects and plumbing problems.

By the end of the course you will be able to identify the main components of 
a domestic plumbing system and understand how it functions. You will also 
be able to use questioning techniques to identify simple defects relating to 
plumbing and drainage, and to suggest appropriate remedial works.

● How cold water systems work

● How hot water systems work

● Locating the main components of domestic plumbing systems

● Identifying key plumbing components

● Understanding common faults

● Understanding the layout and terminology of wastes and drains 

● Diagnosing defects – asking the right questions

● Recommending preventative measures

Our Course Covers:

Good repairs provision is one of the most important 
services provided by a social landlord and the most 
highly valued and relied upon service by tenants.

Staff in housing need particular abilities to manage repairs requests, 
including strong diagnostic and questioning skills. Learning how to 
prioritise repairs and write more specifi c repairs orders is also valuable.

● Identifying the information that you need to complete a repairs order

● How to use diagnostic questioning skills to get all the relevant information

● Understanding landlord and tenant responsibilities

● Understanding maintenance service standards

● Prioritising repairs

● How to write clear effective repairs orders

If you are taking this course as part of  The Upkeep/ABBE Certifi cate 
in Diagnosing Defects & Ordering Repairs we recommend that this 
module should be completed last as this is a good reminder of all the 
topics covered.

Repairs Reporting Skills
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The Housing Health & 
Safety Rating System (HHSRS)
The Housing Health & Safety Rating System (HHSRS) is a 
risk-based evaluation tool that helps housing associations 
and local authorities identify and protect against potential 
hazards to health and safety from defi ciencies in their 
residential properties.

A workforce with up-to-date skills and knowledge of the HHSRS is essential 
because all social landlords are expected to understand and apply it during 
property inspections.

Our ABBE accredited HHSRS qualifi cation is a two-day course leading to a 
nationally recognised qualifi cation confi rming that candidates have successfully 
demonstrated competence in assessing properties using this system.

This course is for anyone who assesses properties using the HHSRS. 
This includes:

● Housing Offi cers or Managers      ●  Estate Managers

● Environmental Health Offi cers      ●  Private Building Managers

● Managers who need to supervise staff who are assessing properties 

● Private Landlords

Our Course Covers:

Day 2:

Day 1:

● Introducing the Housing Health & 
Safety Rating System 

● Main points of the HHSRS

● Why properties fail the HHSRS

● Inspecting properties using the HHSRS

● Practical work – identifying defi ciencies

● Linking defi ciencies to hazards

● Assessing the likelihood of harm

● Calculating the hazard score

● Case studies and examples

Between Day 1 and Day 2 candidates undertake some practical work 
(applying the skills learnt in Day 1). Completed work is returned to the 
course trainer for marking ahead of Day 2. We therefore recommend 
attending a Day 2 course one month after attending Day 1.

● Applying the HHSRS to key hazards – 
cold, falls on steps and stairs, entry by intruders and fi re

● Government’s worked examples and practical case studies

● How the decisions of the Residential Property Tribunal are infl uencing 
the application of the system

● How different organisations apply the HHSRS to determine the impact 
of their stock on their tenants

● Experiences of delegates with the inspection and hazard rating of 
chosen dwellings

Day 2 concludes with a controlled practical assessment in exam conditions. 
Delegates who successfully complete this will be awarded with the 
ABBE/Upkeep Certifi cate in Housing Health and Safety Systems – a 
nationally recognised qualifi cation.

This qualifi cation is accredited by The Awarding Body for the Built Environment (ABBE) – an Ofqual 
regulated awarding organisation and the leading specialist awarding body in the built environment 
sector; specialising in qualifi cations related to the built environment and construction industries.

ABBE qualifi cations are recognised by employers and institutions across the UK and are designed to 
provide the building blocks for a successful career in the built environment; with certifi cates available 
for individual units of competence, as well as for full qualifi cation achievements.

To fi nd out more about ABBE visit www.abbeqa.co.uk
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The personalisation of services taking place under welfare 
reform means more people will be choosing to stay in their 
own homes with support rather than enter the care system.

As a result, there will be growing demand on housing providers to ensure 
their properties are meeting the needs of vulnerable residents.

Tenants and homeowners can apply for disability facilities grants to cover 
the cost of adaptations, but making mistakes in understanding needs or 
ignoring long-term sustainability can cause unnecessary expense and time, 
as well as confusion and anxiety for residents.

Adapting Properties for People with Disabilities training course is for staff 
who are asked to manage the modifi cations of homes for disabled tenants. 
Candidates will be taught the process of modifying properties, from 
assessment to implementation, while ensuringequipment stays in 
good order.

Adapting Properties for 
People with Disabilities

Our Course Covers:

Specialist Housing Courses

Training courses in building repairs, 
maintenance & improvement

Training courses in building repairs, 
maintenance & improvement

● Understanding the adaptation process

● Communicating with the occupational therapist

● Types of adaptations

● Available equipment

● Specifying works, such as text and drawings

● Communicating with clients and managing expectations

● Managing the installation of adaptations

● Repair and maintenance of specialist equipment

● Funding adaptations; personal budgets

● Layout of domestic electrical installations

● Building regulations Part L, M and B (fi re)

● IEE Requirements for Electrical Installation, 17th Edition

● Requirements of Part 4, Protection for Safety Regulations 

● Review of Part P Building Regulations

● Safety checks on existing installations

This course builds on the Domestic Electrical & Heating 
Installations course (see page 11) giving candidates a more 
advanced understanding of the regulations governing 
electrical installations.

This is an intermediate course designed for technical staff and surveyors 
who need to update their knowledge on electrics and electrical regulations. 
Delegates should have a good basic technical knowledge.

The focus of the course is on terminology, location and common defects. 
The course teaches how the regulations affect domestic electrical work and 
the key points to check, in addition to the basic electrical principles.

Domestic Electrics (part 2)

Our Course Covers:

Specialist Housing Courses
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Have you ever considered how you would respond to 
an emergency on your patch?

This one-day workshop will look at things from your personal angle. 
Your organisation, the fi re brigade, police, etc, will have emergency 
plans in place, but we’ll focus on you.

We’ll look at a wide range of case studies, think about preparedness, 
consider anticipating what you might have to deal with in the future 
and discuss how you, as an individual, can contribute to sorting out 
the unexpected while supporting others.

If you work in the social housing sector and are a customer-facing member 
of staff, this course will offer some great personal development.

● Understanding risks and those you might encounter

● Considering human reaction in times of stress

● How to stay calm, how to assess a situation and how to 
evaluate what you can do

● Evaluate skills and techniques of practical benefi t

● Think about how you can prepare yourself for sudden events 

● Discuss how you might cope after the event

Emergency Planning & Response

Our Course Covers:

Specialist Housing Courses

● Background to fi re safety legislation, guides and standards 

● The causes of fi re and fi re statistics

● Understanding fi re

● The principles of fi re risk assessment

● Documenting and reporting your fi ndings

● Practical fi re risk assessments

● Preventing fi re, tenant management and reducing fi re risk 

● Protecting against fi re spread and early warning

● Dealing with fi re safety issues and enforcement

Our course is for staff of local authorities and housing associations, estate 
inspectors, administrative staff, customer service offi cers, staff involved in 
customer relations and repairs ordering, tenancy offi cers, project workers 
and caretakers.

This course would also be useful for tenant representatives and 
enforcement offi cers who want an introduction to fi re safety.

Most organisations have responsibilities under 
the different Acts or Regulations to manage fi re, 
reduce the risk and ensure tenants know how to 
act in a fi re risk situation.

On this course delegates will learn about the causes of fi re, fi re spread and 
the risk of fi re and the role of fi re risk assessments, the key steps and good 
record keeping. It also covers many of the important pieces of legislation 
including guides and British Standards.

The course looks at the steps an organisation can take to prevent fi re, 
reduce the likelihood that a fi re will spread, the early warning systems 
available and the measures that can be taken to aid escape.

Fire Safety Awareness

Our Course Covers:

Specialist Housing Courses
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Surveyors and maintenance staff in housing deal with 
a range of complex repairs challenges every day. 

Giving housing staff an understanding of housing law can benefi t 
housing associations and local authority departments in several ways 
including helping prevent possible legal action by residents.

Upkeep Training’s one-day Housing Law & Repairs course provides an 
overview of housing law from a maintenance and repairs perspective.

This course benefi ts staff who work in maintenance and repairs roles 
within housing associations or local authority housing departments. 
It is designed to provide clarity on the roles and responsibilities of 
landlords and residents and teaches the legal framework, key 
legislation and case law.

● Key housing laws and their impact on everyday situations

● Working with residents with different types of tenancies

● The legal position with regard to the work of other colleagues in 
the organisation

● Advising colleagues in a confi dent manner on specifi c issues like 
condensation and damp based on case law

Housing Law & Repairs

Our Course Covers:

Specialist Housing Courses

● Understanding the aims of conducting property inspections

● Learning how to structure the inspection process

● How to ensure you are following good practice on health and safety 

● What to check outside a property

● What to check inside a property

● How to identify defects

● How to record information accurately

● How to gather information from tenants

● Knowing when to call in surveyors

Upkeep Training’s Inspecting a Property course teaches 
housing and property staff how to carry out simple 
inspections of void or tenanted domestic properties.

You will learn effective questioning techniques, how to identify common 
defects, record and report defi ciencies accurately, structure the home 
inspection process and ensure you’re following good practice in health 
and safety.

It is for non-technical staff in housing and property who are asked to carry 
out inspections of void and tenanted properties.

Inspecting a Property

Our Course Covers:

Specialist Housing Courses
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● What is contract management?

● Specifi cations

● Types of contract

● Who should be a contract manager?

● Managing the relationship

● Contract management issues

● Mitigating issues & anticipating problems

● Site safety & site inspections

● Good practice/risks

To ensure the smooth-running operation of any 
organisation, it is essential contractor relationships 
are managed and monitored in the right way and that 
the contracts are properly written and understood.

This course is suitable for anyone who is moving into a role where you 
will be working formally with contractors for the fi rst time. You might 
be dealing with contractors doing maintenance work, cleaning, grounds 
maintenance, or similar.

An Introduction to
Working with Contracts & Contractors

Our Course Covers:

Specialist Housing Courses

● The importance of client management

● Applying the relationship spectrum to prioritise efforts and resources

● The stages in effective client management

● Using tools to consider the importance of the relationship 
e.g. Mendelow’s Stakeholder Management model, Kraljic Matrix and 
Supplier Preferencing mode

● Understanding parties’ goals and objectives in commercial relationships

● Regular monitoring and review of the contract and relationship

This one-day course provides procurement professionals, 
or those staff involved in working with clients or customers, 
with an understanding of contract management to ensure 
they achieve the best outcomes from the relationships.

By using a range of tools and techniques this workshop provides delegates 
with the confi dence and skills to maximise their efforts as a client manager.

Client Management Essentials

Our Course Covers:

Courses for Team Leaders and Managers
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Courses for Team Leaders and Managers

This programme will equip delegates with the knowledge 
and skills needed to identify work issues when they 
occur and take prompt action to manage them whilst 
supporting staff under the appropriate policies.

This session will be aimed at exploring, understanding and enabling 
people to have the conversations that they need to have but naturally 
don’t. It will allow people to prepare, practice and praise each other in 
a safe environment.

People will understand the benefi t of diffi cult conversations and taking 
responsibility for them. Also recognising that it is not just the awkward 
discussions (e.g. poor performance) but the general deliberations (e.g. 
personal development reviews) where these conversations are needed.

● Understanding why we do not always deal with staff issues even 
when we know we have to

●  A range of feedback models including:
1  Drama Triangle 
2  Standards Restatement
3  Educative Response
4  SNAPS
5  4 Step Formula for Challenge

● Learning how to use their preferred model of feedback with 
‘real’ work issues

● Using feedback skills to deal with work issues

● Recognising that diffi cult conversations do not always have to be 
awkward conversations and that praise can have positive impacts 
on the working environment

Having Diffi cult Conversations

Our Course Covers: ● Needs, Concerns and Expectations of Managers

● Understanding what infl uences Attitudes and Behaviours

● Avoiding Unfair Treatment at Work

● Managing Personal Behaviours – using Betaris Box and 
the Response to Dominance model

● Discovering your Leadership Style

A programme for new Managers, current Managers 
and people who want to get into Management. 

This highly engaging and facilitated one day course provides knowledge 
and techniques that can be used to Understand, Lead, Motivate and 
Supervise other people.

Managers will understand why they behave in the way they do, how 
this affects the way they manage and what they can do to improve their 
Management Style.

Introduction to 
Unconscious Bias for Managers

Our Course Covers:

Courses for  Team Leaders and Managers
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There are 4 million people in the UK who speak 
English as their second language and more than 
800,000 speak little or no English at all.

The workshop is intended for Housing Offi cers and anyone who has 
tenants, customers or staff who speak English as an additional language. 
Delegates experience the issues fi rst hand as the tutor greets them in 
a language they probably don’t speak and yet they will understand 
everything that’s said. 

This can be a full or half day session.  The course will explore language 
barriers in more depth, why they happen, and how we can help or hinder 
communication.  The full day version also includes modules on clear 
sign writing and computer translators, with both the half and full day 
workshops ending with a session exploring various scenarios through 
guided role play.

● Improving communication with people who speak limited English

● Confi rming understanding and reduce costly misunderstandings

● Using gestures appropriately

● Preparing and use props

● Improving sign writing

● Recognising common issues and improve customer satisfaction

● Using techniques to comply with the Equality Act 2010

Lifting the Language Barrier

Our Course Covers:

Courses for  Team Leaders and Managers

● Face to face service versus remote working

● The costs & benefi ts of both

● Deciding what is right for your organisation

●  The peaks & pitfalls of managing dispersed staff

● Managing change & motivating lone/distant workers

● Options & ideas – what do others do?

● Identifying the issues around service delivery and managing staff in 
non-traditional models

● Discussing the opportunities and threats in adopting other methods

● Considering how these might work in practice

● Examining case studies

● Reviewing common problems and solutions

● Looking at issues of managing change and maintaining motivation

Customers expect knowledgeable service, close 
customer contact & one stop shops, but improved 
technology and the need to drive down costs can 
steal workers away from the front line and even 
from their managers.

This one-day course will consider the hoops and hurdles of modernising 
services, staying focused on customers whilst embracing fl exible working 
and ensuring your approaches are sustainable.

Managing Dispersed Staff

Our Course Covers:

Courses for  Team Leaders and Managers
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This one-day course will equip delegates with the 
knowledge and skills needed to identify potential 
confl icts and develop practical strategies to 
resolve them. 

Using facilitated, self-refl ection delegates will be able to focus on what 
they personally want to be able to impact on within their workplace.

Communication

● Verbal and non-verbal communication skills. Understand that 
communication is key to identifying, avoiding and managing 
potential confl ict situations

● Demonstrating how you can get people to do things without asking them

● Identifying how the way that we communicate, and our perception of 
our communication is affected when we are under threat

● Identifying the warning signs and danger signs of potential threats

● Exploring fi ght, fl ight or freeze

● Experiencing fi ght and fl ight within the classroom environment to enhance 
recognition of this real life situation, and enable confl icts to be avoided

● Recognising where people are in the 4 stages of confl ict from how 
they are communicating

Pro-activity

● Developing the ability to recognise, calm and resolve an emotive situation

● Experiencing the Drama Triangle and use this to identify where you 
need to be and what you need to do to control confl ict situations

● Recognising how we can use exit strategies to proactively avoid 
potential confl icts

Recognising & Resolving Confl icts

Our Course Covers:

Courses for  Team Leaders and Managers

● Frameworks for change

● Organisational mission statement, internal and external factors

● Enabling individuals to develop and use coping skills in response to change

● Helping individuals develop and plan positively for the future

● Leading and motivating teams effectively through change

● Encouraging active participation in Management issues

● Developing key aims and objectives

● Agreeing values for the service – how we carry out our business around here

● Selling the fi nal mission statement

● Gaining support for the corporate Aims and Objectives of the organisation

● Gaining commitment to the Core Values of the organisation

● Managing the fear of change

This programme is aimed at middle managers who 
are faced with contributing to cultural change within 
their organisation. 

The six one day sessions take place over a period of a couple of months 
and are focused on specifi c issues arising.

Understanding Change 
Management

Our Course Covers:

Courses for  Team Leaders and Managers
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This three-day course provides procurement staff 
and those with procurement responsibilities across 
the organisation with the necessary confi dence to 
improve their knowledge and hone their procurement 
skills to impact directly on company performance.

Through a range of interactive learning methods, delegates will cover the 
following aspects over the three-day course:

● Selling purchasing and its value-add

● Purchasing strategy

● Making the fi ve rights of procurement make a difference

● Cost analysis

● Effective tendering and receiving quotes

● Negotiation practical tips

● Contract formation and award

● Supplier relationship management

● Vendor rating

Advanced Procurement Skills

Other Courses

● Reviewing the giving and receiving of information

● Discussing the needs of your audience

● Considering the purpose of board papers

● Appraising current styles to identify areas for improvement

● Agreeing the appropriate length and structure for future papers

● Styles of writing and presentation

● Approaches to giving information

● Appropriate and inappropriate jargon

● Case studies and exercises

● Self-assessment and action planning

This is a one-day course to help improve the content, 
style and delivery of papers to the Board in order to 
enhance their decision-making.

Better Board Papers

Our Course Covers:

Other Courses
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This one-day course provides procurement staff, those 
with procurement responsibilities across the organisation 
or those staff wishing to gain more in depth contract 
law guidance with the essential knowledge and skills to 
understand the legal considerations when entering into 
a commercial relationship.

● What a contract is

● The principles of offer and acceptance

● The stages in contract formation

● Difference between express and implied terms

● Exclusion clauses, warranties and conditions

● Ownership

● Damages and Termination

● Legislation on Goods and Services (e.g. Sales of Good Act and 
Unfair Contract Terms Act).

Contract Law Essentials

Our Course Covers:

Other Courses

● Effective Contract Management

● Using the relationship spectrum to prioritise efforts and resources

● How to manage the relationships

● How to manage performance

● Appropriate tools for managing performance e.g. vendor appraisal, 
balanced scorecard

● How to manage the contract

● What if things go wrong? What actions can be taken?

● The contract review process

● How to manage change

● Contract closure

This two-day course provides procurement professionals, 
or those staff involved with clients or customers as part 
of a contract, with an appreciation of how to manage 
the relationship well and ensure that the work meets 
agreed performance standards.

Effective Contract Management

Our two-day workshop covers:

Other Courses
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Our one-day workshop covers:

This one-day course provides staff involved in housing 
procurement with a valuable insight into this important 
function, or for those staff who want to gain wider business 
knowledge or have some procurement responsibility and 
want to understand the discipline further.

● The purchasing contribution

● The procurement cycle

● The fi ve rights of procurement

● Purchasing methods

● Finding and appraising suppliers

● Understanding requirements and the importance of accurate specifi cations

● Announcing/advertising the work

● Getting the best deal – considerations of price, quality, value for money, MEAT

● Tips for effective negotiations

● Awarding and managing a contract

Introduction to
Housing Procurement

Other Courses

● The importance of effective negotiations

● Planning a successful negotiation

● Considering all stakeholder needs and perspectives

● Main phases of negotiation

● Applying appropriate persuasion methods and tactics

● Barriers to success

● The negotiator’s checklist

This one-day course provides staff in procurement or 
those wishing to improve their negotiation approach 
within business meetings with the relevant skills and 
techniques to gain a successful negotiation outcome.

Our Course Covers:

Introduction to 
Negotiation

Other Courses
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Our Course Covers:

This programme is aimed at fi rst line managers and is equally valid 
for those with experience or those new to line management as it 
provides a framework for day to day management techniques whilst 
reinforcing good practice and existing knowledge and skills.

The course is based on action centred learning principles. Participants attend periodic 
workshops and undertake tasks between workshops to apply learning in the workplace.

Managing staff – 
the basic principles:

● Introduction to employment law and practice

● Equalities

● Recruitment

● Job descriptions

● Person specifi cations

● Retention

● Inducting new staff

● Giving direction, instruction and guidance

● Monitoring work performance

Communication – 
staff/team meetings:

● Meeting organisation, purpose, content, 
agenda and minutes

● Supervision

● Setting and negotiating targets and 
work plans, SMART targets

● Why, how and when to motivate

Team Working, Team Building and 
Leadership:

● How effective teams function, roles, dynamics

● Dysfunctional teams

● Decision making in teams

● Ownership and commitment in group 
decision making

● Empowering your team

● Delegation

● Setting team goals

● Team motivation and peer pressure

● Managing a dispersed team

Managing Staff for the First Time

Other Courses

● Identifying and being conscious of your own biases to get you in the right 
frame of mind for interviewing

● Deciding and demonstrating how fi rst impressions will infl uence and 
affect all parties

● Understanding the power of non-verbal communication and experience 
how your own hidden messages can positively affect the interview process

● Managing the effects that fi rst impressions and body language has on 
the interview

● Delegates manage how their own and each other’s unconscious bias 
affects the interview process

● How to plan, prepare and practice asking questions whilst eliminating the 
effects of bias

● Making decisions about the interviewees that they can justify both 
independently and as a group

● How to plan, prepare and conduct interviews which can then be 
de-briefed with feedback to other delegates, colleagues and the actors

Develop Workplace Action Plans which will:

● Detail what they will do from now on with regard to workplace interviews

● Eliminate the chances of recruiting the wrong person for the 
wrong reasons

● Ensure the chances of recruiting the right person for the right reasons

This two-day course is ideal for anyone involved in 
the recruitment and selection processes for your 
organisation. A mix of practical and theory comes alive 
in an enlightening, thought provoking and exciting 
learning experience using Professional Actors.

Our Course Covers:

Removing Unconscious Bias from 
your Recruitment Practice

Other Courses
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Brand guardianship is 
a shared responsibility, 
usually sitting within 
the marketing/
communications team, 
strongly supported 
by the HR team. But 
it needs to be led by 
the CEO and whole 
Senior Management 
Team. Upkeep can 
offer regular leadership 
coaching with a 
specifi c focus on this 
area. Please enquire.

Our Course Covers:

What kind of an organisation do you want to lead? 
What do your customers think of you? 
How well are you serving the needs of our stakeholders? 
What kind of reputation do you have in your local area? 
What do your employees really think of you?

Taking stock of your brand both inside and outside the organisation is an 
invaluable exercise. There is much that can be done to enhance a 
company’s reputation, from improving social media profi les and ensuring 
the website is appealing right through to imbuing the workplace with 
values that set standards of work and behaviour throughout the business. 
Leading an organisation with a sound brand removes an enormous 
burden from the senior management team, improves effi ciency and 
motivates staff.

As a leader on this course you will learn about the steps to take to 
strengthen your organisation by aligning staff and stakeholders around 
your purpose and promoting in a way that boosts reputation.

● Staff engagement

● Stakeholder interviews

● Competitor research

● Brand stock-take

● Systems and process health check

● Brand values

● Marketing and communications activities

● Ongoing brand management

● Crisis management

Strategic Brand Positioning

Other Courses

● Considering the diversity of their customer base and the challenges and 
opportunities this presents

● Reviewing legislation and regulatory requirements that involve 
diversity and maintenance

● Exploring how best to meet the needs of your diverse customer 
base to provide an accessible and excellent service

● Discussing ways of embedding the values of diversity in your workforce

● Refl ecting on how best to work with your contractors to offer a 
seamless service focused on the needs of diverse customers

● Participants will have the opportunity to discuss what makes good 
practice and develop ideas for approaches that could be applied in 
their own organisation

Knowing your tenants’ needs for a repairs service 
is important so that you can focus scarce resources 
where they are most needed and do the right things.

You will want to embed the requirements of Equality legislation into 
maintenance services.

This one-day workshop will help you explore how to develop and 
provide an effi cient and economical maintenance service that is sensitive, 
responsive and accessible to tenants’ needs without necessarily 
spending more.

Furthermore, you will explore how you can use the information you 
already have about your tenants and the service to your best advantage 
to ensure value for money, as well as identifying gaps in your service 
provision and areas for improvement.

Our Course Covers:

Tenant Focused Maintenance Services 
that are Value for Money

Other Courses
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Vocationally Related Qualifi cations (VQRs)

Level 2 Qualifi cations in Business Management Skills and 
Health & Social Care

Fully funded Distance Learning courses leading to Level 2 qualifi cations from the 
NCFE/CACHE awarding body.

● Courses are completed in around 6 to 8 weeks based on 3-4 hours study per week

● Adults only (19 plus)

● Learners must be resident in England

● Each course is made up from a number of units.  Learners complete an assessment 
for each unit before moving on to the next

● Counselling Skills (4 units)

● Common Health Conditions (6 units)

● Caring for Children and Young People (4 units)

● Understanding Nutrition and Health (5 units)

● Preparing to work in Adult Social Care (9 units)

● Working with Individuals with 
Learning Disabilities (6 units)

● Understanding the Care and 
Management of Diabetes (4 units)

● Dignity and Safeguarding in 
Adult Health & Social Care (4 units)

● Care Planning (6 units)

● End of Life Care (6 units)

● Understanding Autism (6 units)

● Principals of Dementia Care (7 units)

● Awareness of Mental Health Problems (13 units)

● Business Admin Knowledge (5 units)

● Principals of Team Leading (3 units)

● Customer Service (3 units)

● Information, Advice or Guidance (2 units)

● Retail Operations (6 units)

● Lean Organisation Management Techniques (3 units)

Health & Social Care Courses:

Business and Management Skills Courses:

Vocationally Related Qualifi cations
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