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Training and 
Development 
Directory
Selection of training courses available to 
Carlisle Support Services Employees 
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Developing Exceptional People

2 Carlisle Support Services Training and Development

Introduction
Rewarding and Enjoyable Career Options

Whether you are joining Carlisle Support Services early in your career or at 
a senior level, we are extremely passionate about ensuring that everyone 
is provided with clear direction and opportunities to continue their 
development. It is our promise to you that we will look after your career and 
open up new avenues for those who desire it. 

Three Divisions - One Big Family

By now you will hopefully be aware that the business is made up of three operating divisions  - Security & Events, Retail 
& Cleaning. Between them they support over 3,000 frontline operatives who provide our prestigious client base with 
exceptional levels of service. 

In the current environment, we are all aware that providing a safe and secure workplace brings many challenges to 
you, performing wide and varied duties across our portfolio of locations. It is therefore critical that the knowledge and 
skill level of our employees is of the highest quality, ensuring that we are constantly providing an environment in line 
with the expectations of Carlisle Support Services. 

This Training and Development programme is delivered to you through an exciting blend of e-learning, classroom and 
on-the-job training. You will be able to develop your skills and knowledge in a wide range of topics including Health 
and Safety and Customer Service. 

I welcome you on board to what is a great place to work, but more importantly one that values working hard to 
develop our people.

Paul Evans, Managing Director

Developing our Exceptional People 

Our proposition statement, Developing Exceptional People, is something that I’m 
really proud to be a part of. It’s a key component to the success and growth of our 
business and also links perfectly with our company value of producing Sector-Based 
Experts. Whether you work full or part time hours, there is an opportunity to grow 
your career with Carlisle Support Services with internal training and accredited 
qualifications available to enhance your knowledge and skills. 

We are extremely proud to be registered to provide training and examinations 
leading to a qualification awarded by Highfield Qualifications. Highfield is a well 
recognised and respected awarding body for compliance, providing us with 
additional freedom to deliver accredited courses internally by our team of trainers.

Colin Williams, Training Manager 

Welcome
Welcome to the Carlisle Support Services Training and Development Directory. Its aim is to clearly illustrate 
the range of centrally provided development solutions available at each level within our organisation, all 
ultimately designed to help us to live and breathe our company values:

We want to achieve sector leading customer experience and retention of all of our valued customers. Above 
all, we want to ‘Develop our Exceptional People’.

The development solutions detailed here focus on those skills which are necessary whatever your role, and 
therefore contain operational, management and business skills. The pathway is designed to complement 
your professional development needs and aid you as you further your career. We ensure that we constantly 
evaluate our development offering to ensure it meets the business needs.

The pathway also contains the Litmus Heroes curriculum, a range of standalone workshops and core 
programmes designed to develop competence in your role. These courses can be found on our Learning 
Management System, GLADIS, short for Global Learning and Development Information System.

Customers at the Heart Caring Passionately For 
All

Promise-Based Culture Sector-Based Expert

How do I access GLADIS? 

All you need to access GLADIS, is your manager’s 
consent, an email address and a device with WiFi which 
supports the platform. Once your account has been set 
up, you will be assigned to the correct learning journey 
within the Carlisle Support Services family. An email will 
be sent to you including full instructions of what you will 
need to do next. In fact your first assigned course will 
show you around the system to help you maximise the 
platform. 
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Development Pathway

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
Our foundation level that provides 

operational and technical expertise training 
and development

Geared towards individuals who have a 
desire to take the first step into management 
or becoming a true ‘expert’ in what they do 

So you are on your way towards becoming 
an experienced manager or ‘expert’ and you 
are now looking for those ‘finishing touches’ 

Ready to take on the role of a functional 
head as part of the Senior Management 

Team 

Delivery of operational excellence through 
the achievement of role related tasks 
and personal objectives as set by your 

supervisor/team leader

Typical job roles: 
Cleaner

Security Officer
Merchandiser

Events Operative 
Administrator

Supervision of day to day activities of 
the team / shift to deliver operational 

excellence. Driving employee engagement 
thereby enhancing the customer experience 

and motivating their team.

Typical job roles:
Cleaning Team Leader

Site Security Supervisor
Merchandising Team Leader

Events Operational Lead
Administration Supervisor

Day to day responsibility at contract or 
functional level, leading their team to 

identify and implement opportunities to 
outperform the market. Duties may include 

day to day budget and P&L responsibility and 
delivery of a specialism.

Typical job roles:
Contract Manager

Operations Manager
Head of Function

Functional Expert (e.g. HSQE Advisor)

Reports into Managing Director.
Overall responsibility of large contract/

function, department/ specialism, running 
an efficient business. Identifying and 

developing talent. Full P&L responsibility. 
Driving business strategy through 

Implementation.

Typical job roles:
Sector Director

Director of Operations
Service Development Director

Head of Marketing and Bid 

FRONT
LINE 

OPERATIVE

TEAM 
LEADER

SUPERVISOR DUTY 
MANAGER

ACCOUNT 
MANAGER

DIRECTOR 
OF 

OPERATIONS

MANAGING 
DIRECTOR

CONTRACT 
MANAGER
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Booking Process
To ensure you are enrolling onto the correct training and development programme, it’s essential that you 
have a detailed discussion with your line manager in the first instance. The discussion should cover how and 
why you want to get developed. It’s important that there is a benefit for both yourself and the business in 
completing the course.  

Once you have established which course(s) you would like to attend, a booking form needs to be completed. 
The booking form can be found within the additional references section for each course listed on GLADIS and 
can also be obtained via your line manager if required.  

To locate the course on GLADIS, just go to your home screen and select Course Library from the menu on 
the left hand side. Type the course into the search box, and the results will show the relevant course name. 
Download the booking form, complete it with your manager and email it to 
csstraining@carlislesupportservices.com where your request will be processed. 

We will confirm your application via GLADIS and send you the full joining instructions for the course, 
including the date, time, location, refreshment details etc. 
 
Should you require any further help or assistance with any element of our training and development 
programme, please do not hesitate to get in touch via: csstraining@carlislesupportservices.com.

Here are the sections that the training courses are grouped in to help grow your career with Carlisle Support 
Services: 

Health and Safety
“Your safety is no accident”

Section 1

Health and Safety

Section 2

Security Training

Section 3

Job Role Training

Section 4

Soft Skills Training

Section 5

Customer Service
Training

Section 6

Business Specific
Training

Section 7

Long Term 
Development

Training

Section 8

e-Learning Modules
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Course Overview

The Health and Safety (First-Aid) Regulations 1981 require employers to provide adequate and appropriate 
equipment, facilities and personnel to ensure their employees receive immediate attention if they are 
injured or taken ill at work.

Course Objectives

• The role of the first aider
• Managing an emergency
• Communication and casualty care
• Asthma
• Bleeding (minor and severe)
• Bone, muscle and joint injuries
• Burns and scalds
• Chest pains (including heart attack)
• Choking (adult)
• Eye injuries
• Fainting
• Defibrillator prompts and how to respond
• Head injuries
• Health and safety (first aid) regulations
• Low blood sugar
• Poisoning
• Resuscitation (adult CPR)
• Seizures (adult)
• Severe allergic reaction
• Shock
• Stroke
• Unresponsive casualty
• Defibrillator pad placement

Target Audience: All colleagues where there is a contractual obligation to deliver First Aid in 
the workplace

Duration: 3 days
Delivery method: Workshop

Cost: £350 per person (late cancellation fee of £200 will also apply for non-attendance)

Course Overview

Workplace first aiders must requalify every three years in order to keep their skills up to date and maintain 
their qualification.

Course Objectives

• The role of the first aider
• Managing an emergency
• Communication and casualty care
• Asthma
• Bleeding (minor and severe)
• Bone, muscle and joint injuries
• Burns and scalds
• Chest pains (including heart attack)
• Choking (adult)
• Eye injuries
• Fainting
• Defibrillator prompts and how to respond
• Head injuries
• Health and safety (first aid) regulations
• Low blood sugar
• Poisoning
• Resuscitation (adult CPR)
• Seizures (adult)
• Severe allergic reaction
• Shock
• Stroke
• Unresponsive casualty
• Defibrillator pad placement

Target Audience: All colleagues where there is a contractual obligation to deliver First Aid in 
the workplace and have a current 3 day First Aid at Work qualification that is due to expire 

Duration: 2 days
Delivery method: Workshop

Cost: £200.00 per person (late cancellation fee of £200 will also apply for non-attendance)

First Aid at Work First Aid Requalification

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

A practical skills and awareness course designed to give you: A deeper understanding of mental health and 
the factors that can affect people’s wellbeing, including your own; Practical skills to spot the triggers and 
signs of mental health issues; Confidence to step in, reassure and support a person in distress; Enhanced 
interpersonal skills such as non-judgemental listening; Knowledge to help someone recover their health by 
guiding them to appropriate support. 

Course Objectives

At the end of the two days delegates will have a better understanding of subject matters, including:
 
• Why Mental Health First Aid?                 
• What is mental health?                   
• Impact of mental health issues                 
• Stigma and discrimination     
• The Mental Health First Aid action plan   
• Symptoms of depression     
• Risk factors for depression     
• Depression in the workplace     
• Suicide figures                                 
• Alcohol, drugs and mental health   
• First aid to assist a suicidal crisis     
• Non-judgemental listening skills     
• First aid for depression                    
• Treatment and resources for depression                      
• What is an anxiety disorder?
• Treatment and resources for psychosis     

Target Audience:  Pathway levels 2, 3 and 4
Duration: 2 days

Delivery method: Workshop
Cost: £250 - £300 depending on location (late cancellation fee of £200 will also apply for non-

attendance)

Mental Health First Aid

LEVEL LEVEL LEVEL 

2 3 4

Introduction to H&S

Target Audience: All  colleagues
Duration: 1 to 3 hours

Delivery method: Workshop and e-learning
Cost: Free to all

Course Overview

This course provides an introduction to Health and Safety. Workplace health and safety really matters, in 
fact, it’s a life or death subject. So unsurprisingly it’s heavily governed by law and regulation. So much so, 
companies and individuals are liable to prosecution if they do not comply.

Course Objectives

• Give you a better understanding of mental and social wellbeing
• Learn about disease and infirmity
• Identify different types of risks

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Manual Handling
Course Overview

This a workshop based course that can be run on site with written and practical assessments to complete. 

Course Objectives

• To prepare you to carry out Manual Handling in a safe manner
• What to consider prior to carrying out any form of Manual Handling
• Using the correct technique for Manual Handling

Target Audience: All colleagues
Duration: 1 to 3 hours

Delivery method: Workshop and e-learning
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Manual Handling 
Train the Trainer 

Course Overview

This course will give learners the underpinning knowledge to carry out effective manual handling training 
in the workplace. The course covers the financial implications of getting it wrong and our legal and moral 
obligations. 

Course Objectives

• Attendees will have knowledge of the economic and social impacts of Musculoskeletal Disorders (MSDs) 
• Attendees will obtain an improved knowledge and understanding of simple anatomy and biomechanics 

of the spine, and the musculoskeletal system 
• Attendees will have a developed understanding of unsafe lifting, carrying, lowering, pushing, pulling and 

team handling practices 
• Attendees will have an improved awareness of the HSE Manual Handling Risk Assessment Tools 
• Attendees will be able to critique current Manual Handling Risk Assessment forms and improve if 

necessary 
• Attendees will have an improved technical ability when teaching Manual Handling techniques 
• Attendees will be able to deliver more engaging and effective Manual Handling Training 

Target Audience: Pathway level 2 and anyone that is responsible for the delivery of H&S 
to their teams (must have completed a Train to Train workshop prior to this training)

Duration: 1 day + observations
Delivery method: Workshop

Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL 

2 3 4



 Retail   Transport   Events   Manufacturing   Education   Healthcare 15

Developing Exceptional People

14 Carlisle Support Services Training and Developmentt

Course Overview

This course is accredited by the Institute of Fire Engineers (IFE) and is for people who want to learn about 
basic fire awareness for their role as a fire marshal in the workplace.

It helps learners to understand how a fire may start and spread, and how to assess and manage these risks in 
their workplace.

Course Objectives

• Combustion principles
• How fire and toxic fumes spread
• Introduction to fire legislation
• Fire risk assessment
• Emergency plan
• Fire action
• Fire exit and fire safety signage
• Role of a fire marshal in the event of a fire alarm
• Moving through smoke-filled areas
• Safely conducting an area/floor check
• Assembly points and roll calls
• Use of fire-fighting equipment
• Fire extinguishers*
• Fire blanket

* Role play including the use of a dummy fire 
extinguisher to allow learners to practise 
in the classroom environment.

Fire Safety  
For Fire Wardens Level 2

Target Audience: All designated fire wardens and colleagues with a fire evacuation 
responsibility. Attendees must be physically able to carry out the practical elements of the 

course
Duration: 1/2 day

Delivery method: Workshop
Cost: £115.00 plus VAT (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

To examine knowledge across a wide range of topics to improve safety and productivity on site. It is usually 
taken as a PC-based touch screen test.

A range of materials are available to help you revise and practice for the CITB Health, Safety and Environment 
test. They are available from most high street and online booksellers.

Please note: Provisional cards are only available for those who have never held a CSCS card. Applicants must 
have passed the CITB Health, Safety and Environment test within the past two years.

This card lasts for six months and is not renewable. Before it expires provisional card holders must achieve or 
be registered for a recognised construction related qualification and apply for the appropriate CSCS card for 
their job.

Course Objectives

At the end of this course delegates will be able to demonstrate an understanding of:

• Why H&S is important in our workplace
• How to work safely in an industrial environment

CSCS Provisional Card 

Target Audience: Anyone working within an establishment that has to conform to 
building site regulations

Duration: 1 hour
Delivery method: e-learning

Cost: £19.50

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

This two-day Site Safety course is for site supervisors and is mainly aimed to the Retail division. You will learn 
about your legal responsibilities regarding health, safety, welfare and environmental issues.

The certificate you gain is valid for 5 years.

Course Objectives

At the end of this course, learners will have a better understanding and be able to demonstrate:

• Health & Safety law
• Developing a Health & Safety management system
• Occupational health
• Fire prevention and control
• Risk assessment and method statements
• Hazardous substances
• CDM regulations
• Working at height
• Personal Protective Equipment
• Manual Handling 
• Accidents and first aid

Site Supervisors' Safety

Target Audience: Pathway level 2 and above
Duration: 2 days 

Delivery method: Workshop
Assessment: Continuous assessment and multiple-choice test 

Cost: £250.00 (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL 

2 3 4

Course Overview

This course is aimed at the Retail division and aimed at racking installers who are new to the industry.

Course Objectives

At the end of this course, learners will have a better understanding and be able to demonstrate: 

• Health and Safety legislation – personnel
• Site safety awareness
• Manual handling
• Personal Protective Equipment
• Safe use of hand tools
• Site Briefings - why have them?
• Method Statements/Risk Assessments  - why have them?                        
• Site Plant
• Practical assembly of racking and/or shelving
• Practical techniques using a safety harness

SEIRS Skills Course 
ROSPA Approved

Target Audience: Particularly aimed at installers of racking systems
Duration: 1 day 

Delivery method: Workshop
Assessment: Theory and practical

Cost: £TBC depending on location and numbers booked (late cancellation fee of £200 will 
also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

This course is aimed at the Retail division and aimed at experienced racking Installers.

Pre-qualification to enrolment:  Previously held SEIRS Skills or Advanced level course (essential).

Course Objectives

At the end of this course, learners will have a better understanding and be able to demonstrate:

• Health & Safety legislation - site/personnel
• Site safety awareness – refresher
• Manual handling – refresher
• PPE – refresher
• Advanced induction techniques/SEIRS Site Briefing Notes
• Seirs Temporary Pass scheme
• Setting up sites
• Site plant and equipment
• Risk assessments and variations to Method Statements
• Contractors’ meetings
• Site records/logs                                                                                                     
• Welfare
• Practical techniques using a safety harness
• Candidates will need to make a short site briefing presentation

SEIRS Supervisors' Course  
ROSPA Approved

Target Audience: Particularly aimed at installers of racking systems
Duration: 1 day

Delivery method: Classroom based and practical use of safety harness
Assessment: Theory and practical

Cost: £TBC depending on location and numbers booked (late cancellation fee of £200 will also 
apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

The Industry Common Induction (ICI) provides staff with a Health and Safety induction for working in 
construction sites, rail depots and station maintenance.  It has been developed by Network Rail, in 
partnership with ISLG (Infrastructure Safety Liaison Group) and RIAG (Rail Infrastructure Assurance Group).  It 
covers the safety procedures and risks that are common across the rail industry, whatever the role and type 
of site.

Note: This course must be successfully completed prior to being able to progress with further training such 
as Personal Track Safety (PTS).

Course Objectives

ICI will improve safety and productivity on sites:

• Because all workers have had the ICI, their site-specific inductions can focus on the risks and hazards that 
are particular to the job they are doing and the place where they are working

• The knowledge testing makes sure the induction has been understood
• There is re-certification every 60 months to make sure knowledge is kept up-to-date
• There are clear records of the whole workforce, trackside and non-trackside

Target Audience: Employees working in construction sites, rail depots and 
station maintenance

Duration: 1 hour
Delivery method: e-learning

Assessment: Online test
Cost: £30.00

Network Rail Industry 
Common Induction - Assessment

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4



Developing Exceptional People

21Carlisle Support Services Training and Developmentt  Retail   Transport   Events   Manufacturing   Education   Healthcare20

IOSH Managing Safely
(e-learning or workshop) 

Course Overview

IOSH Managing Safely gives managers & supervisors the knowledge & skills they need to manage health and 
safety within their teams. Upon successful completion of the course and assessment, students are awarded 
a Managing Safely certificate from the Institute of Occupational Safety & Health (IOSH) – the world’s largest 
H&S membership organisation.

The course is arranged into seven modules:

• Introducing managing safely
• Understanding your responsibilities
• Identifying hazards
• Assessing risks
• Controlling risks
• Investigating accidents and incidents
• Measuring performance

Course Objectives

• Describe the key reasons to manage health and safety in the workplace
• Define the key terms relating to health and safety
• Identify how the law can have an impact on health and safety in the workplace 
• Describe how to assess, reduce and control risk in the workplace
• Identify workplace hazards and risks, assess their impact and how to manage them
• Identify how to evaluate and respond to an incident
• List the characteristics and benefits of an effective health and safety management system
• Describe the principles that underpin good health and safety performance

Target Audience: Pathway level 3 - Anyone with line management responsibility
Duration: e-learning up to 6 months. Workshop 4 days

Delivery method: e-learning or workshop
Cost: e-learning: £250 + VAT. Workshop: £550 + VAT (late cancellation fee of £200 will also 

apply for non-attendance)

LEVEL 

3

IOSH Working Safely
(e-learning or workshop) 

Course Overview

IOSH Working Safely covers the essentials of health and safety in the workplace. It is aimed at all workers in 
all types of organisation. Upon successful completion of the course and assessment, students are awarded a 
Working Safely certificate from the Institution of Occupational Safety and Health (IOSH), the world’s largest 
health and safety membership organisation.
 
The course is divided into four modules:
 
• Introducing working safely
• Defining hazard and risk
• Identifying common hazards
• Improving safety performance
• Assessment depends on how you choose to study
 
If you study in the classroom the multiple-choice examination and hazard spotting exercise are completed at 
the end of the course.
 
If you study online, the course and assessment must be completed within five months of registration.

Course Objectives

Upon completion of the course, learners will be able to:

• Identify why it is important to work safely
• Identify responsibilities in relation to health, safety and well-being in the workplace
• Define key terms in health and safety
• Identify workplace hazards and risks, their impact and how to control them
• Identify ways in which health, safety and wellbeing are managed and improved

Target Audience: Pathway level 2 - Anyone with a responsibility to report H&S
Duration: e-learning up to 6 months. Workshop 1 day

Delivery method: e-learning or workshop
Cost: e-learning: £85 + VAT. Workshop: £200 + VAT (late cancellation fee of £200 will also 

apply for non-attendance)

LEVEL 

2
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Course Overview

This course is a 2 day PTS Initial Course which includes a classroom based PTS e-Learning module.
Understand the rules and regulations that are in force for personal safety which need to be observed when 
working ‘On or Near the Line’ on the Railway Infrastructure.

Course Objectives

On successful completion of the course candidates will:

• Correctly interpret the relevant parts of the Rule Book, the Track Safety Handbook and will understand 
the relevant aspects of the Sentinel Scheme

• Demonstrate their understanding and ability to follow a safe system of work that their COSS will set up 
for them

Candidates must be over the age of 16 and sponsored by a RISQS approved railway company before 
undertaking the PTS course. This is a company who have been audited and certified to supply workers to the 
Railway industry. The Sentinel coordinator of this sponsoring company will need to sign the course booking 
form to confirm their intent to sponsor individuals and supply their RISQS site ID number.

Candidates will also need to have completed a Network Rail approved medical and drug & alcohol screening 
prior to attending the course.

Only those with a sufficient grasp of the English language to 
be able to give an emergency telephone call will be 
eligible to attend.

Personal Track Safety 

Target Audience: This course is intended for candidates who wish to work on or near the 
line on Network Rail’s infrastructure. 

Duration: 2 days 
Delivery method: Classroom and practical

Cost: £220.00 (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Security 
Training
“The expert in anything was once a beginner”
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Course Overview

To get one of the qualifications linked to Door Supervisor licensing you will need to attend and take four 
training modules and pass three exams. The duration of the training should be 45 hours.

Training leading to the licence-linked door supervision qualifications must be delivered over a minimum of 
four days.

Course Objectives

• Common Security Industry Knowledge
• Door Supervisor Specialist Module
• Conflict Management Module
• Physical Intervention Skills Module

Target Audience: Security and events colleagues 
Duration: Minimum of four days 

Delivery method: Workshop
Cost: £250 per person (late cancellation fee of £200 will also apply for non-attendance)

SIA Licence Door Supervision

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

To get one of the qualifications linked to Public Space Surveillance (CCTV) licensing you will need to attend 
and take two training modules and take and pass two exams. The duration of the training should be 32 
hours. The course may be delivered over four days or during weekends and/or evening sessions.

Course Objectives

Session 1: Awareness of the Law in the Private Security Industry
Session 2: Health and Safety for the Private Security Operative
Session 3: Fire Safety Awareness
Session 4: Emergency Procedures
Session 5: The Private Security Industry
Session 6: Communication Skills and Customer Care
Public Space Surveillance (CCTV) Operations

Session 1: Introduction to the Roles and Responsibilities of the CCTV Operator and other CCTV Staff
Session 2: Codes of Practice, Operational Procedures and Guidelines
Session 3: CCTV Equipment and its Operation
Session 4: Legislation
Session 5: Dealing with Incidents
Session 6: CCTV Surveillance Techniques
Session 7: Emergency Procedures in the CCTV Control Room
Session 8: Health and Safety at Work in the CCTV Control Room

Target Audience: Security and events colleagues who have a responsibility to guarding access 
and property (must hold a current SiA licence)

 Duration: Minimum of four days 
Delivery method: Workshop

Cost: £160.00 ex vat (£200 per person late notice cancellation fee will also apply)

SIA Manned Guarding

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

To get one of the qualifications linked to Public Space Surveillance (CCTV) licensing you will need to attend 
and take two training modules and take and pass two exams. The duration of the training should be 32 
hours. The course may be delivered over four days or during weekends and/or evening sessions.

Course Objectives

Session 1: Awareness of the Law in the Private Security Industry
Session 2: Health and Safety for the Private Security Operative
Session 3: Fire Safety Awareness
Session 4: Emergency Procedures
Session 5: The Private Security Industry
Session 6: Communication Skills and Customer Care
Public Space Surveillance (CCTV) Operations

Session 1: Introduction to the Roles and Responsibilities of the CCTV Operator and other CCTV Staff
Session 2: Codes of Practice, Operational Procedures and Guidelines
Session 3: CCTV Equipment and its Operation
Session 4: Legislation
Session 5: Dealing with Incidents
Session 6: CCTV Surveillance Techniques
Session 7: Emergency Procedures in the CCTV Control Room
Session 8: Health and Safety at Work in the CCTV Control Room

Target Audience: Security and events colleagues who have a responsibility of using CCTV 
equipment. (Must hold a current SiA licence) 

Duration: Minimum of four days 
Delivery method: Workshop

Cost: £220 per person (late cancellation fee of £200 will also apply for non-attendance)

SIA CCTV Training

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

To achieve the Level 3 Certificate for Working as a Close Protection Operative within the Private Security 
Industry you will need to attend and take two training modules and take and pass an exam. The duration of 
the training should be 140 hours or 14 days.

Course Objectives

• Close Protection Specialist Module
• Conflict Management
• First Aid Training

When applying for your licence you will be required to produce evidence that you have attained a full level 
3 first aid award (not a one day emergency first aid qualification). You should present your valid first aid 
certificate to your training provider before you start your training. If you do not have a recognised first aid 
award you will need to get one in order to get your licence. This is in addition to the minimum 139.5 hours 
knowledge and practical skills training.

Exemption and Part-exemption Arrangements
If you already have some form of formal close protection training it may mean that you are exempt from all 
or part of the SIA approved training.

Target Audience: Security and events colleagues who have a close protection responsibility 
(Must hold a current SiA licence) 

Duration: 140 hours or 14 days
Delivery method: Workshop

Cost: £1,400 also including the First Aid course (late cancellation fee of £200 will also apply for 
non-attendance)

SIA Close Protection

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

With the terror threat becoming increasingly complex and varied, police are calling on communities to act 
on their instincts to help prevent atrocities taking place in the UK and overseas. The national campaign by 
Counter Terrorism Policing continues to urge the public to act on their instincts to help tackle the terrorist 
threat. ‘Make nothing happen’ focuses on the critical role the public can play in defeating terrorism. The 
campaign will be the first under a new branding platform called ACT: Action Counters Terrorism. This urges 
the public to report suspicious activity to help police bring dangerous offenders to justice and prevent terror 
attacks in the UK and overseas. At a time when the scale, volume and complexity of the terrorism threat 
continues to grow, police are advising the public to act to report any potential suspicious activity or online 
content they come across and are concerned about. The public already contribute intelligence to around 
a third of the most serious terrorism investigations. This new campaign reassures communities that they 
shouldn’t be concerned about wasting police time or getting someone into trouble.

Course Objectives

By the end of this programme, delegates will be able to identify how to do the following: 

• Explain how to identify potential intrusion points to a building
• Know how to respond in the event of a firearms attack
• Be able to identify suspect packages using the HOT protocol
• Know how to deal with a telephone bomb threat
• Be able to identify a potential aggressive reconnaissance

Target Audience: All colleagues 
Duration: 60 minutes

Delivery method: GLADIS e-learning
Cost: Free to all 

Action Counters Terrorism

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

The Highfield Level 3 Award for Deliverers of Physical Intervention Training within the Private Security 
Industry has been developed to meet the requirements of tutors who work within the private security 
industry and need to deliver training in physical intervention skills. This qualification is supported by both the 
Security Industry Authority (SIA) and Skills for Security (SfS). Subjects covered include dynamic risk assessing, 
legislation relevant in the use of physical intervention, escorting techniques, managing and monitoring 
a person’s safety, responsibilities during medical emergencies, good practices to follow after physical 
interventions and effective communication techniques.

Course Objectives

These include physical interventions and the implications of their use, how to reduce the risk of harm when 
physical intervention skills are used, use non-aggressive physical skills to protect yourself and others, good 
practice to follow after physical interventions, assess the training environment to reduce risks in preparation 
for physical intervention training and assess physical intervention skills.

Target Audience: Any colleague that works in the security sector with a direct need to enforce 
physical intervention. 

Duration: Two days
Delivery method: Workshop

Cost: TBC depending on location (late cancellation fee of £200 will also apply for non-
attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Physical Intervention
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Job Role Training
“A skilled worker, regardless of their job 
description, remains a treasure”

Course Overview

The AEGIS Training Programme for Healthcare Security Officers maps to the specification set by the SIA 
for Security Guard licenced-linked training and, in addition, incorporates further training that reflects the 
complexity of the duties and responsibilities of Healthcare Security Officers. 

Course Objectives

At the end of this programme, delegates will have a better understanding and will be able to demonstrate: 

• Patient focus
• Communication skills (including question technique)
• Healthcare related legislation
• Lock down procedures
• Patrolling Healthcare sites
• Understanding clinically related challenging behaviour
• Recognising signs of mental ill health and learning difficulties
• Dealing with missing persons and patients
• Safeguarding vulnerable patients
• Self-harm awareness
• Procedures for searching people, property and vehicles
• Dealing with prohibited items
• Managing disputes
• Procedures for prisoners attending healthcare sites
• Hand hygiene
• Dealing with lost and found property 
• Assault avoidance
• Physical restraint 
• Safe application of emergency restraint belts (ERB’s) 

Target Audience: Any colleague who works in the healthcare security sector 
Duration: 5 days 

Delivery method: Workshop or e-learning (both delivered by AEGIS Training)
Cost: TBC depending on numbers. e-learning £149 per person with discounts for group 

purchase. (late cancellation fee of £200 will also apply for non-attendance) 

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Healthcare Security 
Delivered by AEGIS Training
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Course Overview

On successful completion of this theoretical and practical training course trainees should be able to operate 
the machine safely and skillfully. They will have practiced manoeuvring the machine both unladen and laden 
in confined areas, stacked and de-stacked at various levels and will have been instructed in daily and pre-shift 
inspection and refuelling procedures.

Course Objectives

At the end of this course, learners will be able to demonstrate and have a better understanding of the 
following: 

• Health and Safety at Work Act 1974
• Provision and use of Work Equipment Regulation 1998
• Lifting Operations and Lifting Equipment Regulations 1998
• Management of Health and Safety at Work Regulations 1999
• Personal Protective Equipment at Work Regulations 1992
• Accidents and associated risks
• Equipment instruction
• Understanding hydraulics
• Rated capacity and load centres
• Stability and instability factors
• Driving on inclines
• Pallet and load assessments
• Attachments
• Vehicle loading and unloading 
• Battery care and maintenance or refuelling
• Use of seatbelts
• Pre-use checks and defect reporting
• Full practical training

Counterbalanced Fork Lift 
Novice Training

Target Audience: Those with no prior experience of forklift truck operation experience 
Duration: 3 Day Basic Operator Course (for those with no truck operational experience)

Delivery method: Warehouse based practical
Assessment: Theory and practical

Cost: £950.00 inc VAT (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

This course is for operators who already hold certification on the machine, but are due their recommended 
refresher. The HSE recommends that the qualification is refreshed between 3 to 5 years.

Course Objectives

At the end of this course, learners will be able to demonstrate and have a better understanding of the 
following:

• Health and Safety at Work Act 1974
• Provision and use of Work Equipment Regulation 1998
• Lifting Operations and Lifting Equipment Regulations 1998
• Management of Health and Safety at Work Regulations 1999
• Personal Protective Equipment at Work Regulations 1992
• Accidents and associated risks
• Equipment instruction
• Understanding hydraulics
• Rated capacity and load centres
• Stability and instability factors
• Driving on inclines
• Pallet and load assessments
• Attachments
• Vehicle loading and unloading
• Battery care and maintenance or refueling
• Use of seatbelts
• Pre-use checks and defect reporting
• Full practical training

Target Audience: Anyone who holds a current licence that is approaching expiry 
Duration: 1 day

Delivery method: Warehouse based practical
Assessment: Theory and practical

Cost: £380.00 inc VAT (late cancellation fee of £200 will also apply for non-attendance)

Counterbalanced Fork Lift 
Refresher Training

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4



 Retail   Transport   Events   Manufacturing   Education   Healthcare 35

Developing Exceptional People

34 Carlisle Support Services Training and Developmentt

Course Overview

This course is for operators who work in warehouse type locations and need the use of manual pallet lifting 
equipment.

Course Objectives

The course covers, but is not limited to, the following areas;

• Introduction and explanation
• Learn about Operator Safety Code and risk assessment
• How to carry out pre-use checks
• Factors affecting stability
• Handling the machine
• Stacking/de-stacking pallets
• Practical and theory examination

Pedestrian Pallet Truck 

Target Audience: Colleagues who work in warehouse type locations
Duration: 1 Day 

Delivery method: Warehouse based practical
Assessment: Theory and practical

Cost: £TBC depending on location and numbers booked (late cancellation fee of £200 will also 
apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

How to safely assemble, dismantle, relocate and alter a mobile access tower without risk of personal injury 
to the delegate or others. 

Course Objectives

The course covers, but is not limited to, the following areas;

• Regulations and standards
• Components and hazards
• Tower assembly
• Stability and safe use of towers
• Repositioning towers
• Tower inspection
• Care and maintenance
• Tower dismantling

Target Audience: Colleagues who will be responsible for the assembly, dismantling, alteration, 
moving and inspecting of mobile access towers. 

Duration: 1 day, lasting a minimum of 6 hours
Delivery method: Workshop

Assessment: Closed book course with a pass mark of 80% in both theory and practical
Cost: £140.00 (late cancellation fee of £200 will also apply for non-attendance)

PASMA (Towers for Users) 

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

IPAF Operator course with practical training session and assessment covering two powered access products - 
Mobile Vertical (3a) + Mobile Boom (3b).

Course Objectives

Theory

• Introduction and pre-course theory test
• MEWP categories
• Structural parts
• Regulations - ISO 18878, European, HASAWA
• Regulations - PUWER, LOLER, MHSW, WAHR, RIDDOR
• Pre-use inspection / handovers
• Safe operating methods and hazards
• Theory test

Practical

• Practical training
• Practical assessment

IPAF (Dual) Mobile Vertical 
(3a) + (3b) Mobile Boom 

Target Audience: Those who use, supervise or manage the use of powered access, including 
scissor lifts, self-propelled boom lifts, trailer mounted boom lifts and aerial work platforms.

Duration: 1 Day 
Delivery method: Workshop

Assessment: Theory and practical
Cost: £220.00 (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

Counter Terrorism Awareness by its very nature can be a complex and emotive subject to approach. 
Although this presentation contains no graphic content, we are aware that you or members of your future 
audiences may have been affected by terrorist events here or abroad, and we want to reassure you that if, 
for whatever reason, a member of staff finds this presentation, or any part of it, difficult to bear, then please 
reassure them that attendance is not compulsory, and they can leave at any time.
       
As the presentations progress you may become more concerned about the threat from terrorism but please 
remember that the threat to you will not have increased in the time you spend with us but your awareness 
of the threat and how to respond to it hopefully will have.  

Our aim is to enable you to provide your staff with a greater awareness of how they can best react to the 
aspects of the current terrorism threat most likely to affect them.

Course Objectives

• Introduction to counter Terrorism
• Current Threats
• Identifying and Responding to Suspicious Behaviour
• Identifying and Dealing with Bombs (IED) & Suspicious items
• Bomb Threats
• Responding to a Firearms or Weapons Attack
• Document awareness
• Drones – Unmanned Aircraft Systems (UAS)

Target Audience: All colleagues who hold a security position 
Duration: 1 day

Delivery method: Workshop
Cost: Free to all

Project Griffin 

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

This course provides the knowledge to those who may be designated to perform the duties and 
responsibilities of a Port Facility Security Officer (PFSO), as defined in the ISPS Code, and the US Maritime 
Transportation Security Act (MTSA). In particular the duties and responsibilities of a PFSO with respect to 
the security of a Port Facility for ensuring the development of a Port Facility Security Assessment and for 
implementing, maintaining and updating a Port Facility Security Plan.

This course will also prepare individuals for liaison with existing Ship Security Officers (SSOs) and Company 
Security Officers (CSOs).

Course Objectives

• Understanding the ISPS Code
• Assessment of security risks, threats and vulnerability
• Developing, maintaining and supervising the implementation of a Port Facility Security Plan (PFSP)
• Conducting inspections of the port  ensuring appropriate security measures are implemented and  
 maintained
• Ensuring that security equipment are properly operated and tested
• Identifying weapons and improvised explosive devices
• Security training, drills and exercises

Target Audience: All colleagues who hold a security position at a maritime port
Duration: One day 

Delivery method: Workshop
Cost: £TBC depending on location (late cancellation fee of £200 will also apply for non-

attendance)

ISPS Training 
International Ship and Port Facility Security Code

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

The Cargo Aviation Security Principles is mandatory if you need unescorted access to a secure area, or are 
solely involved with secure areas but do not handle or have direct involvement with secure air cargo. 

Course Objectives

At the end of this programme, delegates will be able to have an understanding of the following:  

• The threat to aviation
• Aviation security – organisation and legislation
• Protecting air cargo – warehouse
• Reacting to and reporting of suspicious circumstances and security incidents  

Target Audience: All security colleagues working in an aviation environment
Duration: Four days 

Delivery method: Workshop and e-learning
Cost: £TBC depending on location (late cancellation fee of £200 will also apply for non-

attendance)

Cargo Aviation 
Security Principles 

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

This is a formal qualification that covers all of the Cleaning skills training subjects in more depth. There is 
an assessment that needs to be completed to BICSc standard. The assessment is formed of observations 
of tasks and theoretical discussions conducted by a qualified BICSc assessor. The qualification needs to be 
reviewed every three years.

Course Objectives
The skills are separated into sections: 

Mandatory skills:
• Health & Safety
• Hand Washing
• Safe Use, care & storage of Equipment & Machinery
• Safe Use, dilution & storage of chemicals & product

Key skills:
• Washroom areas
• Damp mopping
• Damp wiping
• Wall washing
• Vacuum cleaning
• Dust control mopping
• Stairs, landing & balustrades
• Waste Removal 

Additional skills:
• Buffing/spray cleaning
• Carpet skimming
• Scrubbing & drying
• The safe removal of body fluids

Target Audience: Pathway level 2 and above for those in a cleaning supervisory or 
management role 

Duration:  Varies dependant on experience
Delivery method: Practical onsite training 

Cost: £TBC depending on location (late cancellation fee of £200 will also apply for non-
attendance)

BICSc
British Institute of Cleaning Science

LEVEL LEVEL LEVEL 

2 3 4

Course Overview

The proposed model will be trained on site and is essential for all cleaning colleagues. This will enable 
operations to have absolute ownership of training and will help to develop our front line colleagues. 
The tasks that are covered mirror the tasks that are listed in the BICSc training but will not be a formal 
qualification. A workbook will support the learning journey for this training.  

Course Objectives
The skills are separated into sections: 

Mandatory skills:
• Health & Safety
• Hand Washing
• Safe Use, care & storage of Equipment & Machinery
• Safe Use, dilution & storage of chemicals & product

Key skills:
• Washroom areas
• Damp mopping
• Damp wiping
• Wall washing
• Vacuum cleaning
• Dust control mopping
• Stairs, landing & balustrades 
• Waste Removal

Additional skills:
• Buffing/spray cleaning
• Carpet skimming
• Scrubbing & drying
• The safe removal of body fluids

Target Audience: All cleaning colleagues 
Duration: 3- 4 hours depending on the amount of tasks needed 

Delivery method: Practical onsite training 
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

Cleaning Skills 

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

The Spectator Safety qualifications provide the required knowledge and experience to work as a steward 
in sports grounds, at music festivals, marches and any other events that require spectator safety. The 
qualifications fulfil the requirements for stewarding set out by the government in the Green Guide. These 
qualifications also can form part of Spectator Safety apprenticeship frameworks at levels 2 and 3.

Course Objectives
The Level 2 certificate is comprised of mandatory units, including:

• Prepare for spectator events
• Deal with accidents and emergencies
• Control the entry, exit and movement of people at spectator events
• Monitor spectators and deal with crowd problems

Target Audience: Anyone in the security sector with a client specific need for close protection 
– must hold a valid first aid certificate

Duration:  A minimum of 12 days
Delivery method: Classroom and practical sessions

Cost: TBC depending on location (late cancellation fee of £200 will also apply for non-
attendance)

LEVEL LEVEL LEVEL 

2 3 4

NVQ Level 2 Spectator Safety

LEVEL 

1

Soft Skills Training
“Soft skills get little respect but will make or 
break your career”
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Course Overview

We are very proud of how we live and work our four core company values: 

• Sector-Based Experts
• Promise-Based Culture
• Customers at the Heart
• Care Passionately For All 

This is an interactive workshop that will help colleagues to be aware of the impact of our values and what 
they can do to support each one. 

Course Objectives

Colleagues will be able to:

• Identify our four values unprompted
• Be able to explain what each one means
• Have an understanding of how implementing our values into their workplace will help to increase 

customer retention

Values Awareness 

Target Audience: All colleagues
Duration: 1/2 Day 

Delivery method: Workshop
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

To equip delegates with the knowledge and skills to deliver structured training in the work place. Enable the 
delegates to understand the role of the trainer. 

Course Objectives

By the end of this session the delegates will be able to:

• List and explain various training methods
• Deliver a structured training session
• Outline and use effective feedback techniques
• Demonstrate effective facilitation and coaching

Target Audience: Available to anyone who conducts training as part of their job role. 
Duration: 2 days including 1 day observation

Delivery method: Workshop and on site observations
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

Train to Train 

LEVEL LEVEL LEVEL 

2 3 4
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Course Overview

This course is designed to enhance the knowledge and build the confidence of those colleagues who are 
either new to a supervisory role or are looking to make the step up into a supervisory role. The course is set 
out over 4 workshops and will be interactive and fast paced throughout. 

Course Objectives

At the end of this course, learners will be able to demonstrate and have a better understanding of the 
following:

• Workshop One: Self-awareness - be able to demonstrate and identify how our behaviour impacts on 
others and how we can adapt our style to fit different situations

• Workshop Two: Communication – be able to list and work with different communication methods and be 
able to identify why effective communication is so important in our workplace

• Workshop Three: Finance – have a better understanding of what our internal finance processes are and 
how we can influence profit and loss

• Workshop Four: Problem solving and working with others – be able to work with others to solve 
problems and create solutions to different situations

Stepping into Supervision 

Target Audience: Pathway level one and two colleagues
Duration: Three half day workshops and one full day workshop 

Delivery method: Four interactive workshops with e-learning modules in-between
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL 

1 2

Course Overview

This course will give delegates the knowledge and skills to present with confidence and get a message across 
effectively and with impact. Delivering a presentation can be a daunting experience so learning how to 
prepare for the event is just as important as the delivery itself. 

Course Objectives

On completion of this course, delegates will have the knowledge and tools to develop and deliver a 
presentation to their appropriate audience. They will know how to use different content to match different 
presentations and know how to make suitable preparations. 

Presentation Skills

Target Audience: Pathway level one and two colleagues
Duration: One day 

Delivery method: Workshop
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL 

2 3 4
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Course Overview

A Dementia Friend learns a little bit more about what it’s like to live with dementia and then turns that 
understanding into action - anyone of any age can be a Dementia Friend. Whether you attend a face-to-face 
Dementia Friends Information Session or watch our online video, Dementia Friends is about learning more 
about dementia and the small ways you can help. From telling friends about Dementia Friends to visiting 
someone you know living with dementia, every action counts. Dementia Friends Information Sessions are 
run by volunteer Dementia Friends Champions, who are trained and supported by Alzheimer’s Society. Each 
Information Session lasts around one hour. You will learn more about dementia and how you can help to 
create dementia friendly communities. There are information sessions running across England and Wales.

Course Objectives

By the end of this workshop, delegates will be able to list different ways of helping people to live well with 
Dementia, be able understand how Dementia effects sufferers and their families

Dementia Friends

Target Audience: All colleagues
Duration: One hour 

Delivery method: Workshop
Cost: Free to all

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
Customer 
Service Training
“They may not remember your name, but 
they will remember how you made them 
feel.”
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Course Overview

This is an interactive workshop made up of three sessions giving delegates a basic understanding of 
customer service. 

Course Objectives

Part one:
   
• Carlisle Values
• Who are our customers?
• What do we mean by customer service
• How do others do it well?
• 7 key skills that matter in customer service

Part two:  
                                                                                                                   
• Building consultative relationships                                                    
• Building rapport                                                                                   
• Managing client expectations, making promises and overcoming objections
• Monitoring client satisfaction

Part Three: 

• Great telephone etiquette
• Effective email communication
• Dealing with challenging situations

Introduction to Customer 
Service 

Target Audience:  This course is for anybody with a customer facing role and can be run on 
site via the train to train model.

Duration: One half day workshop per month 
Delivery method: Three interactive workshops with e-learning modules in between

Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

This regulated qualification has been designed for delivery to all learners working or preparing to work in a 
customer service role or where using a telephone is a part of their role. 

This qualification covers the principles of customer service, including how to meet customers’ expectations, 
the importance of appropriate behaviour and communication techniques, as well as ways to deal with 
problem customers. 

Learning Outcomes

• The principles of customer service
• How customers’ needs and expectations are formed
• Interpersonal skills and appropriate behaviour
• Responding to customers’ problems or complaints

Target Audience: All customer facing colleagues
Duration: 1 day

Delivery method: Workshop
Cost:  £25 certification fee (late cancellation fee of £200 will also apply for non-attendance)

Highfield Level 2 Award in 
Customer Service (RQF)

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

This e-learning session will give you a sound understanding of dealing with both clients and customers, it will 
help you to understand their needs and expectations and manage them in a professional manner.

Course Objectives

• Customer Loyalty
• Vulnerable Customers
• Problem Solving & Diffusing Upset Customers
• Stella Customer Service Best Practices
• Tuning into Customers
• Is the Customer Always Right?
• Customer Service Success
• Telephone Etiquette
• Complaint Handling
• Effective Communication

Target Audience: All colleagues in a customer facing role 
Duration: 90 minutes 

Delivery method: e-learning
Cost: Free to all

Customer Service 
Excellence

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Business  
Specific Training
“Creating Sector-Based Experts”
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Course Overview

This course is designed to give colleagues a better understanding of how our internal finance mechanisms 
and process works. It will give you the tools to understand the differences between mark up and margin and 
looks at how you can influence spend and income.

Course Objectives

At the end of the course colleagues will be able to:

• Have an understanding of CSS P&L documentation
• Budgets 
• Cost control

Finance for non-finance 
managers 

Target Audience:  All colleagues that have P&L responsibility
Duration: 1 day workshop 

Delivery method: Workshop
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

LEVEL LEVEL LEVEL 

2 3 4

Course Overview

This course will give colleagues a good overview of our HR policies and how to implement them when 
required to do so. It outlines the impact of not getting it right and how important it is to follow the 
guidelines. 

Course Objectives

Areas to be covered: 

• Disciplinary process 
• Grievance process 
• Sickness, absence 
• Maternity/Paternity & flexible working 
• Performance management 
• Managing people issues 

Target Audience: Any colleague that has responsibility for HR issues
Duration: 1 day

Delivery method: Workshop
Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

HR Toolkit

LEVEL LEVEL LEVEL 

2 3 4
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Course Overview

This half day workshop will give colleagues a better understanding of how we use social media and look after 
our IT security. It covers how we market our business through social media and other channels. 

Course Objectives

On completion of this module you will be able to: 

• Have the ability to actively and effectively engage through social media channels 
• Understand the importance of IT Security both physical and data access 
• Sell with confidence

Social Media & Marketing

Target Audience:  All colleagues 
Duration: 1/2 day workshop 
Delivery method: Workshop

Cost: Free to all (late cancellation fee of £200 will also apply for non-attendance)

Course Overview

Promise-based culture is one of our four key values at Carlisle Support Services and we want you to 
understand how that is important in your job role. This course looks at how you can make a business based 
promise that is achievable, how it will add value to the business and you to follow it through to delivery.  

Course Objectives

• Understanding promise management 
• Making a bold promise 
• Receiving a promise 
• Delivering on promises 

Promise Management

LEVEL LEVEL LEVEL 

2 3 4 Long Term 
Development
“People don't grow by accident, they grow 
by design. Design yourself. Design your 
future. Success never just happens”
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Course Overview

The Inspire programme is all about inspiring others allowing you, as managers, to make the difference.

Following the success of group wide collaboration on the management apprenticeship programme the 
Inspire programme will be delivered in collaboration with the wider L&D group. It is made up of nine 
modules but managers can chose from a minimum of six to complete the programme. 

Course Objectives

Target Audience:  Pathway levels 3 and 4
Duration: Minimum of six one day workshops plus e-learning and work based projects 

Delivery method: Workshops, e-learning and work based
Cost: TBC (Late cancellation fee of £200 will also apply for non attendance)

Inspire

LEVEL LEVEL 

3 4

At Carlisle Support Services we are committed to Developing Exceptional People by maximising the 
apprenticeship levy. 

Apprenticeships are available to all of our colleagues who can demonstrate the correct level of competence 
by completing short functional skills tests including English and Maths, or can demonstrate their level of 
education. 

We have created the following suite of apprenticeships to fit our market sectors. The suite will allow our 
colleagues to be trained by recognised providers, gaining valuable experience and qualifications within their 
specific fields. 

It will also provide employee’s opportunities to develop their career within Carlisle Support Services and 
provide added-value to our customers by reducing the need to recruit externally for vacant positions should 
they arise.

The awarding body of our apprenticeship qualifications is NCFE.

Apprenticeships 

• Coaching 
• Leadership
• Change management & Decision making 
• Strategic Sales 
• HR Toolkit
• Financials 
• People Management 
• Presenting with Impact 
• Building Relationships and Communication
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Course Overview

This is a formal qualification in Customer Service and will help to imbed one of our key values, Customers 
at the Heart. Learners will gain an extensive knowledge of customer service and how it can impact on our 
business and customers.  

Course Objectives

• Knowing your customers
• Understanding the organisation
• Meeting regulations and legislation
• Systems and resources
• The role and responsibilities
• Customer experience
• Product and service knowledge

Target Audience: Pathway levels 1 and 2
Duration: 12 month programme

Delivery method: Workshops, e-learning and evidence based assessments. 
Cost: Free to all

Apprenticeships
Level 2 Customer Service Practitioner

LEVEL LEVEL 

1 2

Course Overview

This is the next level from customer service practitioner, it will give learners a comprehensive insight into 
customer behaviours, and how we can influence service improvements and a culture of customer service 
that fits our business. 

Course Objectives

• Business knowledge and understanding
• Customer journey knowledge
• Knowing your customers and their needs / customer insight
• Customer service culture and environment awareness
• Business focused service delivery
• Providing a positive customer experience
• Customer service performance
• Service improvement

Target Audience:  Pathway levels 2 and 3
Duration: 15 month programme

Duration: Workshops, e-learning and evidence based assessments. 
Cost: Free to all

Apprenticeships
Level 3 Customer Service Specialist

LEVEL LEVEL 

2 3
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Course Overview

A team leader/supervisor is a first line management role, with operational/project responsibilities or 
responsibility for managing a team to deliver a clearly defined outcome. They provide direction, instructions 
and guidance to ensure the achievement of set goals. Working in the private, public or third sector and in all 
sizes of organisation, specific responsibilities will vary, but the knowledge, skills and behaviours needed will 
be the same whatever the role.

Course Objectives

At the end of this programme, learners will be able to demonstrate an understanding of or deliver evidence 
to: 

• Self-Awareness & Managing self 
• HR Toolkit 
• Managing people - R&S, Teams, Reviews & Performance 
• Business planning 
• Problem Solving 
• Decision Making 
• Communication 
• Managing the business 
• Building relationships 
• Leadership 
• Project Management 

Target Audience: Pathway levels 2 and 3
Duration: 12 - 18 month programme

Delivery method: Workshops, e-learning and evidence based assessments. 
Cost: Free to all

Apprenticeships
Level 3 Standard for Team Leader / Supervisor

LEVEL LEVEL 

2 3

Course Overview

An operations/departmental manager is someone who manages teams and/or projects, and achieving 
operational or departmental goals and objectives, as part of the delivery of the organisations strategy. 
They are accountable to a more senior manager or business owner. Working in the private, public or third 
sector and in all sizes of organisation, specific responsibilities and job titles will vary, but the knowledge, 
skills and behaviours needed will be the same. Key responsibilities may include creating and delivering 
operational plans, managing projects, leading and managing teams, managing change, financial and resource 
management, talent management, coaching and mentoring. Roles may include: Operations Manager, 
Regional Manager, Divisional Manager, Department Manager and specialist managers.

Course Objectives
At the end of this programme, learners will be able to demonstrate an understanding of, or produce 
evidence of the following:

• Self-Awareness & Managing Self 
• HR Toolkit 
• Managing people - R&S, Teams, Reviews & Performance 
• Business planning 
• Problem Solving 
• Decision Making 
• Communication 
• Managing the business 
• Building relationships 
• Leadership 
• Project Management 

Target Audience:  Pathway levels 3 and 4
Duration: 18 - 30 month programme

Duration: Workshops, e-learning and evidence based assessments. 
Cost: Free to all

Apprenticeships
Level 5 Standard for Operation / Contract Manager

LEVEL LEVEL 

3 4
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Course Overview

This programme is designed to help colleagues who are new into an administration role or who need to 
help with their development. The programme will run alongside their day to day duties as assessments are 
ongoing and are directly attributable to their job function. 

Course Objectives

At the end of this programme, learners will be able to demonstrate an understanding of, or produce 
evidence of the following:

• Communication
• IT Skills
• Managing meetings
• Managing data
• Providing and writing reports

Target Audience: Pathway levels 1 and 2
Duration: 12 month programme

Delivery method: Workshops, e-learning and evidence based assessments. 
Cost: Free to all

Apprenticeships
Level 2 Diploma in Business Administration (RQF)

LEVEL LEVEL 

1 2 e-Learning 
Modules
“Keep Learning. Embrace new experiences, 
see opportunities, surprise yourself.”
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Course Overview

How to get the most from Microsoft Excel and gain a sound understanding of the software.

Course Objectives

Basic 

• Getting Started
• Entering data
• Looking at formulae and functions

Intermediate 

• Working with Formatting and conditional formatting
• Adjusting worksheet data
• Getting to grips with charts
• Page set up, views and printing
• Workbooks and worksheets at a glance

Advanced 

• IF, VLOOKUP, HLOOKUP
• Security, sharing, protection
• Database functions
• Pivot tables
• Data analysis, Macros and options

Microsoft Excel

Target Audience: Any colleague who needs to increase their knowledge of using Excel
Duration: 75 minutes each module 

Delivery method: e-learning via GLADIS
Cost: Free to all

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

How to get the most from Microsoft Word and gain a sound understanding of the software.

Course Objectives

• What is Word?
• Use Word on a mobile device  
• Start Using Microsoft Word 2013   
• Create a document, use templates & save  
• Open, view and close documents
• Convert a PDF to a Word document
• Add and edit text
• Apply quick styles & themes
• Create & change styles
• Insert items in a Word document
• Save documents as PDF & other formats
• Get to know mail merge
• Use an Excel spreadsheet for mail merge contacts
• Use Outlook contacts for mail merge
• Add & remove page breaks
• Add a section, header or footer
• Select a theme and style
• Change the margins in your document
• Check the word count in a document
• Track changes and show mark-up
• Review documents - Accept or reject changes
• Create Tables - Convert text to a table
• Convert a table to text
• Format a Word document

Target Audience: Any colleague who needs to increase their knowledge of using MS word 
Duration: 150 minutes

Delivery method: e-learning via GLADIS 
Cost: Free to all

Microsoft Word

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

Create stunning presentations to convey your desired message with PowerPoint.

Course Objectives

• Getting Started
• Create Presentations
• Add and Format Text
• Add and Format Images
• Design Presentations
• Present Slideshows
• Add Audio and Video
• Add Animations to Slides
• Add Excel Tables to Slides
• Store and Share Presentations
• PowerPoint: Remove Sensitive Information
• PowerPoint: Collaborate with Others

Microsoft PowerPoint

Target Audience: Any colleague who needs to increase their knowledge of using PowerPoint
Duration: 75 minutes each module 

Delivery method: e-learning via GLADIS 
Cost: Free to all

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Target Audience: All colleagues
Duration: 15  - 30 minutes each

Delivery method: e-learning via GLADIS
Cost: Free to all

Course Overview

This course will look at the definitions, causes and warning signs of extremism and terrorism. It will also 
explain what to do if you suspect, encounter or want to prevent extremism and terrorism.

Dealing with Extremism & 
Terrorism

Course Overview

This course will help you understand your obligations in relation to environmental laws and maintain a 
sustainable and reputable business.

As you may already know, all businesses in the UK, from offices, shops, restaurants, factories, to goods 
delivery providers or farmers, are legally obliged to meet environmental laws. Being a sustainable, green 
business is crucial to maintaining brand reputation. It is also a legal requirement.

Environmental Awareness  

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

Drug and alcohol misuse has serious implications for employees’ health, safety and performance in the 
workplace. This course is designed as guidance and education to help you understand our policy.

Target Audience: All colleagues
 Duration: 15 minutes each

Delivery method: e-learning via GLADIS 
Cost: Free to all

Alcohol and Drugs at Work

Course Overview

Research has shown that 95% of customers will give you a second chance if you handle their complaint 
successfully. 

This course has been developed to give you the knowledge, skills and confidence to handle complaints and 
deal with them effectively. It is likely you have had customer complaint training before or sat through other 
e-learning and classroom training courses, but consumer expectations have changed. So, this is not a text 
book answer on how to deal with complaints, instead, the course will give you a real world tool which if used 
correctly will empower you to be proficient in handling complaints.

Complaint Handling

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

This course will help you to develop a better awareness of mental health conditions, dementia and learning 
disabilities. 

Course Objectives

• Better awareness of Mental Health
• How to support those with a Mental Health condition
• How to spot potential signs

Target Audience: All colleagues in a customer facing role 
Duration: 90 minutes 

Delivery method: e-learning via GLADIS
Cost: Free to all

Mental Health Awareness

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Target Audience: Any colleague who is in a position of authority and has recruiting or line 
management responsibility 

Duration: 150 minutes
Delivery method: e-learning via GLADIS

Cost: Free to all

Course Overview

As part of Impellam’s vision to be the world’s most trusted staffing company, it is crucial to demonstrate that 
we have awareness and understanding of all current legislation that governs our industry and has an impact 
on ourselves and those we collaborate with.

A suite of online eLearning courses, these short interactive learning modules will ensure that you are able to 
operate in a safe, risk free, compliant and trusted way at all times.

Course Objectives

• Introduction to Health & Safety
• Equality & Diversity in the Workplace
• Harassment & Bullying at Work
• Modern Slavery
• Bribery Act
• Whistleblowing
• GDPR - All you need to know
• Understanding Cyber Security
• Social Media Awareness  
• Safeguarding

Legal and Compliance 
Training

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Course Overview

While business can often see conflicts as being productive by driving new and different opinions, the 
different ways to effectively manage such conflict depend on many factors. Learn more about managing, 
controlling and harnessing conflicts by taking this conflict management course.

Conflict management is the practice of being able to identify and handle conflicts sensibly, fairly, and 
efficiently. Since conflicts in a business are a natural part of the workplace, it is important that there are 
people who understand conflicts and know how to resolve them. This is important in today’s market 
more than ever. Everyone is striving to show how valuable they are to the company they work for and, at 
times, this can lead to disputes with other members of the team. This course provides delegates with the 
knowledge needed to understand conflict and new skills that can be confidently used to manage conflict in 
the workplace.

Conflict Management

Target Audience: All colleagues in a customer facing role 
Duration: 15 minutes 

Delivery method: e-learning via GLADIS
Cost: Free to all

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Course Overview

The best companies know that an inclusive environment inspires creativity and innovation.
Different kinds of people, from different kinds of places, with diverse backgrounds all working together.

In a work environment that honours individuality, human dignity and equality – people want to be 
themselves, and are empowered to do the best work of their lives.

Course Objectives
By the end of this course, delegates will have a better understanding of the following: 

• Introduction; why is equality and diversity so important in the workforce? 
• Equality law explained 
• What do the terms equality and diversity actually mean? 
• Types of discrimination 
• Harassment & bullying explained 
• Equality legislation 
• Responsibilities

Equality in the workplace

Target Audience: All colleagues
Duration: 15 minutes 

Delivery method: e-learning via GLADIS
Cost: Free to all

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4

Target Audience: All colleagues who handles chemicals during their working day 
Duration: 15 minutes 

Delivery method: e-learning via GLADIS
Cost: Free to all

Course Overview

Chemicals and other hazardous substances can put your health at risk, so understandably, the law requires 
employers to control exposure to such substances under the Control of Substances Hazardous to Health 
Regulations – often shortened to COSHH.

This introduction to COSHH course explains what hazardous substances are and where they can be found in 
the workplace. You’ll find out what kinds of health risks are associated with them and we’ll also cover the 
benefits of following COSHH guidelines.

COSHH Essentials

LEVEL LEVEL LEVEL LEVEL 

1 2 3 4
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Carlisle Support Services 
800 The Boulevard,
Capability Green, Luton,
Bedfordshire, LU1 3BA
United Kingdom

 +44 (0)1582 692692
@ info@carlislesupportservices.com

Help and Support
Should you require any further help or assistance 
with any element of our training and development 
programme, please do not hesitate to get in touch 
via: 

E: csstraining@carlislesupportservices.com
T: 07979 516581

Don’t forget access to GLADIS can also be requested 
by contacting the same email address. 
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