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Over the years, I have had many exciting career opportunities and have been amazed at the occupation pathways presented to me in this remarkable industry.

My mum is a hairdresser and I grew up wanting to be a hairdresser too. I loved the smells, the people and the buzz and excitement of life in the salon. I started training as a hairstylist the day after I left school, over 25 years ago, and completed the youth training scheme – the equivalent of today’s Apprenticeship. The diversity in my job roles has ranged from working in a vibrant West End London salon, developing my skills as a newly qualified stylist, running my own business and developing a full clientele, gaining my teaching and assessing qualifications, and passing on my industry skills and knowledge to others by training students in the college. In the past six years I have worked closely with City & Guilds, as a consultant for qualification development, and I am the author of several hairdressing and barbering textbooks.

I started teaching and assessing 20 years ago, where my love of hairdressing and training has gone from strength to strength. I have taught both full-time and part-time students, VRQ and NVQ Levels 1, 2 and 3. I worked at Central Training Group. Here, I trained new assessors, managed the hairdressing training team, carried out teaching observations, developed the curriculum across all the centres, and trained and assessed the hairdressing and barbering learners – I loved it!.

Sharing my skills and knowledge with new learners throughout my teaching career has been a highlight. Watching someone master the art of hairdressing or achieve their qualification to start their journey is what training is all about, and I love it.

What will my next job role be?
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Introduction to the Level 2 Technicals in Hairdressing or Barbering

INTRODUCTION TO YOUR QUALIFICATION

You are completing one of the following City & Guilds qualifications:


•  Level 2 Technical Certificate in Hairdressing

•  Level 2 Technical Certificate in Barbering

•  Level 2 Technical Certificate in Cutting and Styling

•  Level 2 Technical Certificate in Hair Colouring Services.



These qualifications aim to provide you with a range of practical skills and technical knowledge that will equip you to seek employment or further training within the hairdressing industry. Upon successful completion of your qualification, you will be graded pass, merit or distinction and you can progress on to The City & Guilds Level 3 Advanced Technical Diploma in Hairdressing or Barbering.
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Learner journal Level 2 Barbering



How to achieve your qualification

Your qualification is divided into units. Each unit covers a different area of your work as you train to be a hairstylist, colourist or barber. The qualification structure is made up of mandatory units that you must complete. In the Technical Certificate in Hair Colouring Services, there are mandatory units and optional units too. Mandatory units are units that you must complete, but for the optional units you can select the units that best match your interests and the needs of your salon.

To achieve your qualification you need to successfully achieve:


1  one synoptic assignment (trade test)

2  one exam, sat under examination conditions.
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Learner journal Level 2 Hairdressing



Preparing for your synoptic assignment

What is the synoptic assignment?

Your synoptic assignment is just like a trade test where you will demonstrate competencies in your practical hairdressing or barbering technical skills. A typical synoptic assignment brief could be to carry out a range of treatments and services on clients in a salon environment, over a period of 4–5 hours.

You will be assessed to make sure you have the necessary skills, knowledge, values and behaviours to confirm that you are now ready to progress onto an Apprenticeship, Level 3, or into employment.

How is the synoptic assignment assessed?

The synoptic assignment brief is set externally by City & Guilds. It will be internally assessed and marked by your college, and externally moderated by City & Guilds to confirm the grade you achieved.

You will be marked and assessed against assessment objectives (AOs), such as your breadth and accuracy of knowledge, understanding of concepts, and the quality of your technical skills, as well as your ability to use what you have learned in an integrated way to achieve a considered and high-quality outcome.
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Formal salon environment (suitable for assessments)



What will you have to do?

You will be required to draw from your knowledge and understanding across the range of the qualification content to effectively carry out the services, including health and safety, consultation, client care and aftercare advice.

To complete your synoptic assignment you will be required to bring together your knowledge and skills by applying learning from across the scope of the qualification, rather than demonstrating achievement against one specific unit.

For example, the services you need to demonstrate may include completing a full head of woven highlights, a long layered haircut and curly blow-dry within a suitable and agreed timeframe.

You will be assessed on your health and safety during the synoptic assignment; this includes following relevant health and safety regulations and codes of practice. Your assignment will be stopped if your working practices are unsafe.

Any written work will need to be presented clearly and neatly, so that your tutor can read and understand your work.
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Carrying out a regrowth colour service



When will you have to do this?

Before the date of your synoptic assignment your tutor will provide you with a sample assignment to prepare you for the actual synoptic assignment. The sample assignment will be in the form of a brief that will detail exactly what you will be expected to carry out. The assignment will cover a range of services from across the units in the mandatory content of this qualification.

Towards the end of your qualification, you will be assessed for the actual synoptic assignment, carrying out a variety of hairdressing or barbering services on a number of clients within a commercially set time.

This end ‘trade test’ will require you to use consultation techniques to identify client requirements and build a professional rapport. You will draw on the knowledge, understanding and practical skills you have developed during the qualification to deliver a range of personalised hairdressing services, adapting to any factors as required during the services.

You will be marked on the quality and accuracy of your practical performance and your ability to reflect on the services carried out. It is therefore important that you carry out your work out to the highest standard you can. You should show how well you know and understand the subject and how you are able to use your knowledge and skills together to complete the tasks.
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Carrying out a barbering service



Preparing for your exam

What will the externally marked exam involve?

The external assessment will draw from across the key areas of the qualification, using a range of short answer questions to confirm breadth of recalled knowledge and deeper applied understanding.

Extended response questions are included, giving you the opportunity to demonstrate higher-level understanding and integration through discussion, analysis and evaluation, and ensuring the assessment can differentiate between ‘just able’ and higher achieving learners.
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Exam conditions



Understanding the exam wording or command words

In examinations, certain words, often called command words, are commonly used as prompts to give an indication of the type of response that is expected by the question. These words commonly include ‘describe’, ‘explain’ ‘state’, and ‘discuss’.

Describe – this command word requires you to give a representation of something in words; a ‘picture in words’.

Explain – this command word requires you to give reasons, or suggest causes.

State – this command word requires you to express or declare something in words.

Discuss – a ‘discuss’ or ‘evaluate’ question will usually be graded using level of response marking. You will be required to compose a detailed response, which considers the topic of the question. You will need to compare and contrast and consider any pros and cons; provide a discussion or argument, which is justified and supported.

While these command words give an indication of what is expected, it is important to understand that these words do not stand on their own. In preparation for your exam, you should not focus on simply learning the meanings of these words in isolation from the rest of the question, but should focus on interpreting the full question or task. The command words give an indication of what is wanted, and in the context of the instruction or question the full meaning should be clear.

For example, the questions below all use the word ‘describe’, but all require different sorts of answers.
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Are you ready for your exams?





	Question
	Answer required



	Describe a ____.
	(Describe how they look.)



	Describe the process for ____.
	(Describe a sequence of events).



	Describe the effect of ____ on ____.
	(Describe the changes following some sort of impact.)




Revision tips

These revision tips will help you prepare for your external exam assessment.


•  Regularly check your knowledge and understanding to ensure that you still remember key content from every unit, especially content covered at the start of your qualification.

•  Remember the 3 Rs – Recap, Revise and Recall. Take opportunities to recap, revise and recall, both in the classroom and using blended and online resources and activities. Find out which learning strategies work best for you – reading, practising hands-on or being taught or shown?

•  Use a range of different revision strategies that best meet your learning needs. For example, creating cue or flash cards can help you to remember key knowledge content. You could make use of mobile learning apps to prepare your own revision flash cards to help develop a secure understanding of key terminology, concepts and frameworks.

•  Familiarise yourself with how to deal with different command verbs, such as the differences between responses which describe, explain, compare or evaluate.

•  Always take notes in class and ensure you have developed your note-taking skills. This will prepare you to capture and summarise the most important aspects of the content. These notes will be invaluable when you are preparing for your examination and help identify any gaps in your knowledge and understanding.

•  Don’t just memorise facts and figures, but try to make links and deeper connections. Visualisation and concept mapping can help you to apply your knowledge and understanding in different contexts and situations.

•  You will need to manage your time effectively as independent learners. Creating revision timetables or planners is a useful exercise to help you prioritise your learning activities, focusing on areas where there might be gaps in your understanding.

•  Find a colleague to be revision buddies with. You can ask each other questions and help each other with revision.

•  It is important to stay fit and healthy in order to be well-prepared physically and mentally to demonstrate your knowledge and understanding. Remember to get enough sleep, drink plenty of water, eat well and get enough downtime in the build-up to the exam. Simple relaxation techniques can help if you are feeling stressed.
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Prepare for your exams and revise.
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Preparing yourself for your exams can prevent stress.



How will the questions be marked?

In your exam paper, it will show you the numbers of marks available per question. This will give you an indication of the depth of response expected. Half marks are never used.


•  Questions requiring you to recall knowledge typically require a separate point per mark.

•  Questions requiring you to demonstrate understanding may require a point or limited explanation for 1 mark, with a further mark available for more depth or explanation.

•  Questions requiring you to apply knowledge, understanding and skills would expect a higher quality of response for higher marks, and these are usually marked using level of response marking.



How will the qualification be graded?

The synoptic assignment (trade test) will be allocated marks holistically.

Once all your assessments are complete, your evidence and the proposed marks from your tutor will be submitted to City & Guilds for moderation.

City & Guilds will set the grade boundaries for each assessment and publish the results. Grade boundaries will be set using technical experts.

Grades from your synoptic assignment and your external assessment make up your overall qualification grade. Your synoptic assignment will contribute 60 per cent to your overall qualification grade, with your external exam grade contributing 40 per cent.
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Sit back and wait for your graded result.



What about qualifications with optional units?

If optional units are required as part of the qualification, these must be completed to achieve the qualification, but the individual optional unit grades will not count towards your overall grade, although they will be displayed on your certificate.

Where to go for further information

The most important sources of information you are likely to need are listed below.


•  Your City & Guilds Learner Journal will provide further information about your qualification.

•  Your tutor/assessor will provide you with all the important information you require about your qualification.

•  You can visit the City & Guilds website for more information: www.cityandguilds.com




How to use this book

You will find that your City & Guilds Guide to the Level 2 Technical Certificate in Hairdressing and Barbering textbook is laid out in a similar way to your City & Guilds Level 2 Technical Certificate in Hairdressing and Level 2 Technical Certificate in Barbering handbooks to aid your navigation and understanding of both. Each unit in your handbooks makes reference to health and safety. Each chapter starts first with the theory and then covers the practical skills for the hairdressing skill described.

The following chapters cover everything you will need to understand to complete your Level 2 Technical Certificate in Hairdressing:


•  Chapter 1: Unit 201 Principles and practices of hairdressing and barbering services

•  Chapter 2: Unit 202 Shampoo, condition and treat the hair and scalp

•  Chapter 3: Unit 203 Cut hair using basic techniques

•  Chapter 5: Unit 204 Style, set and dress hair

•  Chapter 7: Unit 205 Colour and lighten hair



The following chapters cover everything you will need to understand to complete your Level 2 Technical Certificate in Barbering:


•  Chapter 1: Unit 201 Principles and practices of hairdressing and barbering services

•  Chapter 2: Unit 202 Shampoo, condition and treat the hair and scalp

•  Chapter 4: Unit 208 Cut hair using basic barbering techniques

•  Chapter 6: Unit 209 Dry and finish men’s hair

•  Chapter 8: Unit 210 Cut facial hair to shape using basic techniques

•  Chapter 9: Unit 211 Create basic outlines and detailing hair



Throughout this textbook you will see the following features:

HANDY HINTS are particularly useful tips that can assist you in your revision or help you remember something important.
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HANDY HINT

Use your time effectively to ensure you work to commercially viable times and prepare your tools in advance.
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KEY WORDS in bold in the text are explained in the margin to aid your understanding.
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KEY WORDS

Prominent and protruding – Sticking out.
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ACTIVITIES help to test your understanding and learn from your colleagues’ experiences.
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Remember when you are using your consultation skills you are also developing and maintaining your English speaking and listening skills, these skills are vital in hairdressing, always speak clearly, avoid jargon and listen to the key details of the consultation.
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HEALTH AND SAFETY boxes link to sections in the health and safety chapter for you to recap learning.
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HEALTH AND SAFETY

Take care with scissors so as not to cut yourself or your client. If you do cut yourself or your client, cover any open wounds and take care not to cause any cross-contamination. Remember to record the details in the salon’s accident book.
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IMPROVE YOUR MATHS items combine improving your understanding of hairdressing with practising or improving your maths skills.
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IMPROVE YOUR ENGLISH items combine improving your understanding of hairdressing with practising or improving your English skills.

At the end of each chapter are some ‘Test your knowledge questions’ and ‘Practical Assignments’. These are designed to identify any areas where you might need further training or revision.
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Dedication

I would like to thank my husband Mark, family and friends for their continued support and encouragement during the times I spend writing my textbooks. Their enthusiasm really motivates and encourages me. I am forever grateful for their understanding and acceptance when my social life is put on hold during the months of weekends spent working on the book.

Thank you, I love and cherish you all.

Working in this close-knit industry you make many lifelong friends. I would like to dedicate this book to my dear friend Debi, who worked for years teaching and educating students and trainers. Gone, but never forgotten – I will always miss you.

Keryl x


Foreword

So … you chose hairdressing. It’s a really good choice if you ask me. You’re going to be paid to chat to people for a start – that’s pretty cool isn’t it? You’re going to get paid to be creative, which, let’s be honest, there are a million creative courses with no jobs available, and if you’re good at what you do, you’ll probably never be out of work. You will get to transform people and make then smile from ear to ear, and you will probably have a few clients in your career who will be so grateful for how you made them feel that they will actually cry. You could use how awesomely flexible hairdressing is to have a family, or you could train to be a top colourist in a major city and make the money that young doctors make. You could become a teacher and inspire hundreds of young people, or you could even travel the world on a cruise ship. Yes, hairdressing is pretty awesome.

My advice would be this – take responsibility for your own education and always do more than expected. At EVERY opportunity, you need to be doing your friends’ hair at home and watching YouTube videos. Video your tutor, watch it back at home and sit with your scissors by your side when watching TV at night. Every time the adverts come on, practise opening and closing them.

I got to where I am with a lot of hard work. I started entering college competitions, then national competitions and pretty much anything I could to get recognised. I found a good salon and I did a LOT of extra hours. I got into teaching, which I did through my weekends in my spare time, and I went to every single hairdressing event there was until people started remembering me. Fast forward ten years and I now teach across ten countries and have my own salon in London with 16 staff. I’ve won multiple awards and I get to be creative every day. It really is living a dream.

This career has amazing opportunities, but you are the one that has to make them happen. Your Technical Certificate is a guide, a starting block and support. But you are the one that can bring everything else to the table. You, and no one but you, will make your career.

Good luck!
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Sophia Hilton
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Director and Owner of Not Another Salon
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UNIT 201

CHAPTER 1

PRINCIPLES AND PRACTICES OF HAIRDRESSING AND BARBERING SERVICES
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INDUSTRY PROFILE


[image: ]


Melanie Mitchell

Melanie Mitchell is Technical Director for Cheynes Training, a national hairdressing training provider, and manages the field team and sub-contractors, along with all areas to do with the systems and quality of assessment, teaching and learning.

I started working in a hairdressing salon as part of my work experience placement and since then I knew my passion and career path were always going to be in hairdressing.

After I completed a combined hair and beauty course at college, I worked for a short time in a local salon before moving on to a large national hairdressing group, which had salons within large department stores. Soon after this, I became one of their Regional Training Managers and was then asked to join City & Guilds. I combined both the roles very successfully but eventually decided I also wanted the flexibility of self-employment: I left the department store salons and established myself as a Consultant. Now I am Technical Director for Cheynes Training.

I have been fortunate enough to have had a very varied and rewarding career and one which has taken me in a number of directions, ranging from the salon floor to senior education and training management. Little did I realise how many different avenues would be open to me when I entered the hairdressing industry 30-plus years ago.


•  Remember, when you are in a salon or barber shop, always conduct yourself in a professional manner.

•  Be helpful and courteous at all times, not only with clients, but also with your colleagues to foster good working relations and a strong professional team.

•  Communication is key: demonstrate good verbal and non-verbal communication and use appropriate language.

•  Your appearance is also very important. Ask yourself whether your clothes are clean and ironed, and is your hair clean and does it promote a professional image?
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INTRODUCTION

Working in the hairdressing and barbering industry is amazing and your future career opportunities are vast. In recent surveys, hairstylists/barbers have been described as ‘content in their jobs’, ‘happy and fulfilled’ and able to ‘achieve job satisfaction’. Not everyone is this fortunate in their jobs.

Following health and safety is vital as this job involves strong chemicals and sharp tools. Working with the general public can put you at risk and the job puts stresses on your body from standing up for long hours and concentrated work with your hands.

Every day you’ll be in contact with other team members and the salon clients, and working within a ‘people’-orientated industry. Good work ethics and behaviour can accelerate your career and boost your client base, providing you with a loyal clientele and a long future in an amazing, exciting and ever-changing industry.

For you to enjoy your hairdressing or barbering career for many years ahead, particular attention should be given to this chapter.

After reading this chapter you will be able to:


•  work safely in the salon or barbershop by complying with relevant legislation, working professionally and following safe working practices, and conducting yourself in a safe and professional manner

•  understand hair, skin and scalp analysis and the impacts these may have on services

•  communicate with clients using a variety of techniques and understand the expected behaviours that identify the attributes that can be used to make you more desirable to future employers

•  advise clients and make recommendations throughout the service.



[image: ]



WORK SAFELY IN THE SALON/BARBERSHOP

Safe working practices

It is important to follow health and safety and work safely to prevent injuries, accidents and cross infection.
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Client consultation



Industry hygiene – cleaning and sterilising tools

It is essential that salon cleanliness is maintained throughout the day. This will ensure that a professional image is projected to your clients. Always use a clean towel and gown for each client and ensure that the salon floors are kept free of hair cuttings. At the start of a service you must ensure that tools and equipment are ready for use, and when you have finished, tidy cables and put items away, and return styling products to the product area. After every service you must ensure that equipment is cleaned and sterilised, ready for the next client and to prevent cross-contamination.

Cleaning

Work surfaces and non-electrical equipment should be wiped clean. Always clean brushes and combs with warm soapy water before sterilising them. A hair-covered brush will not be effectively sterilised and will look unprofessional and unclean. Also remove excess hair from scissors, clippers and razors prior to sterilising.

Tools and equipment must be disinfected, sanitised or sterilised in an appropriate manner using chemical disinfectants, sanitised using an ultraviolet (UV) light or sterilised using an autoclave.
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KEY TERMS

Cross-contamination – spreading of infections or infestations.

Sterilised – free of live bacteria.

Sanitised – clean and germ-free.
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Disinfectants use chemicals on objects and surfaces to kill or destroy most bacteria, viruses, fungi or spores.

Sanitising with a UV light works by ultraviolet germicidal irradiation (UVGI). This method uses short wavelength UV light to kill and destroy most micro-organisms and to disrupt their DNA, so they cannot multiply or reproduce and the micro-organism dies.

Sterilising uses chemicals, temperature and pressure to kill or inactivate all bacteria, viruses, fungi or spores.

Disinfecting

Chemical solutions and wipes are often used in salons as effective ways of disinfecting tools and equipment. A common liquid disinfectant is Barbicide, but some salons may use chemical sprays and wipes, or even a bleach solution. Items suitable for a liquid disinfectant are placed in the solution for about ten minutes, then rinsed and used as normal.
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Barbicide
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Chemical sprays
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Chemical wipes
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Saloncide spray



Sanitising

When sanitising using UV lights, the equipment needs to be placed in the cabinet for a minimum of five minutes, and in some cases it is then turned over for a further five minutes. This method is only effective if used with cleaned, sterile equipment and the equipment is turned properly.
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UV light
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Sterilising

Autoclaves are the most effective method of sterilising and are used by medical centres to sterilise surgical tools and equipment. They use heat at around 120° C (20° hotter than boiling water) and pressure to steam- clean and sterilise equipment. This usually takes about 15–20 minutes depending on manufacturer’s instructions (MFIs).
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HANDY HINT

Sterilisers (such as an autoclave) destroy ‘all’ micro-organisms, while other methods will disinfect or sanitise by destroying ‘most’ micro-organisms.
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Sterilisers and their uses




	Type of tools and equipment
	Liquid disinfectant
	Autoclave
	UV light



	Towels and gowns
	Yes – in a washing machine at temperatures of 60–95°C
	No
	No



	Combs, clips, plastic brushes and clipper attachments
	Yes – Barbicide, sprays and wipes
	Yes, although not all plastic equipment can withstand the heat of the autoclave
	Yes



	Wooden-handled brushes
	No
	No
	Yes



	Scissors and razors
	Yes
	Yes, this method is the most suitable
	Yes



	Clippers
	Yes – sprays and wipes only
	No
	Yes



	Work surfaces
	Yes – sprays and wipes
	No
	No






Hazards and risks which exist in the work area

A hazard is something with the potential to cause harm. A risk is the likelihood of the hazard’s potential being realised. Trailing wires and hair cuttings on the floor are both hazards. If the trailing wire is neat and tidy against the wall it poses a lesser risk than if it is draped across a workstation where someone may trip over it. Hair cuttings on the floor are a hazard which pose a potential risk to the stylist and the client if not swept up immediately, but there is a lesser risk to the client while they are sitting in the chair.
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Walk around your salon and think about the following points. Then complete the chart below.


•  Identify potential risks.

•  Decide who might be harmed and why.

•  Decide what preventative precautions could be put in place.

•  Decide who is responsible for carrying out the precautions.



Refer to www.hse.gov.uk/hairdressing/ for more information on health and safety, and managing risks in a hairdressing salon.




	Potential risks
	Who is at risk?
	Preventative precautions
	Who is responsible?
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Water on floor is a hazard.



The importance of risk assessments

A risk assessment of the workplace and its contents is important to protect employees and visitors in the salon, and it is required by law. The salon owner is responsible for the salon’s risk assessments. Although you may not play a huge part in the risk-assessment process, you need to be aware of it. If you, your colleagues or clients are pregnant, have limited mobility, are asthmatic or have ailments that may put you at risk in the workplace, your employer must be informed. Your salon manager is not expected to eliminate all risks, but they must ensure they protect you where possible. It is your responsibility to make your employer aware of any health issues you may have that could put you at risk, so that they can assess the situation.

Using equipment safely

It is important to use equipment correctly and safely at all times. You must follow the manufacturer’s instructions on how to use equipment as well as your salon policy, ensuring you are trained in how to use unfamiliar electrical appliances.
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KEY TERM

Salon policy – your salon’s rules.

[image: ]



When using electrical equipment, you must follow The Electricity at Work Regulations and equipment should be PAT tested (Portable Appliance Testing) and fit for use. If you identify any faulty equipment you should report it to your manager, label it as faulty and remove it from use.

Always visually check your equipment prior to use to ensure the wires are not frayed or plugs damaged, and make sure it is cleaned and maintained regularly.

Clean and store away equipment after use, ensuring wires are not left trailing. Remember to allow heated styling equipment time to cool down before storing items away.
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Damaged wires are a hazard.



Personal protective equipment

Personal protective equipment (PPE) is required for many jobs and can vary from hard hats, steel-toe-capped boots and reflective jackets for builders, to gloves and aprons for hairdressing. Your salon must provide you with the PPE you need to carry out your job safely. This may include:


•  gloves to protect your skin from chemicals

•  an apron to protect your clothes from damage

•  eye protection to protect your eyes when mixing up chemicals

•  particle masks to protect your lungs against particles found in powder lighteners.
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Wear gloves when using or handling chemicals.



Dermatitis

It is important to protect your hands to avoid occupational dermatitis. Dermatitis can occur when your skin comes into contact with substances that can irritate the skin and cause allergies. Each person’s skin will react differently to substances and dermatitis can occur at any time in your career. Follow these five simple steps to healthy hands:


1  Wear non-latex, disposable gloves for shampooing, conditioning, removing colours and neutralising, etc.

2  Dry your hands thoroughly after wetting.

3  Moisturise your hands regularly.

4  Use new gloves for every client.

5  Check your hands regularly for signs of contact dermatitis.



Dermatitis can be recognised by any of the following signs:


•  dry hands

•  itchy hands

•  redness of the hands

•  cracking of the skin

•  bleeding and swelling

•  blistering.
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Dermatitis
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HANDY HINT

Dermatitis is a form of eczema and often referred to as ‘occupational dermatitis’ or ‘contact dermatitis’, as it is caused by your occupation and contact with substances that irritate the skin, causing discomfort, itching, a rash and redness.
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Storage, handling and usage of chemical products

When storing and handling chemicals you must follow The Control of Substances Hazardous to Health Regulations (COSHH). Your salon will also have a policy on where to store chemicals, where to mix them
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Disposal of waste
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Dealing with spillages



Sustainable working practices



•  minimising pollution – disposing of contaminated and non-contaminated waste correctly and in ways which do not harm the environment

•  reducing and managing waste – using correct quantities of products to reduce waste, disposing of waste correctly and recycling where possible

•  reducing energy waste – reducing water use by adapting wash cycle temperatures, ensuring full wash loads only in washing machines, and turning off water in between shampoos; turning off lights and electrical equipment when not in use in order to save electricity.
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Preventing pollution
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•  ammonia – a chemical used in hair colour

•  phenylenediamine (PPD) – also used in hair colours, and the ingredient that can cause allergic reactions to hair colour

•  hydrogen peroxide – mixed with hair colours to activate them

•  sodium hydroxide – used in hair relaxers.
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Workplace, manufacturer or supplier instructions
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Environmental working conditions


Stylist posture and correct working techniques




[image: ]




[image: ]





[image: ]




[image: ]




[image: ]



[image: ]



LEGISLATION RELEVANT TO HAIRDRESSING AND BARBERING
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Health and safety legislation
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Health and Safety at Work Act (HASAWA) 1974
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•  maintain the workplace

•  give staff appropriate training and supervision

•  keep access and exit points clear and free from hazards at all times

•  provide a suitable working environment and facilities that comply with the act.





•  maintain the health and safety of yourself and others who may be affected by your actions

•  co-operate and communicate with your employer about health and safety issues, so your employer can keep within the law.
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Reporting of Injuries, Diseases and Dangerous Occurrences Regulations (RIDDOR) 2013



•  a fracture, other than to fingers and toes

•  amputation of digits or limbs (fingers/toes or arms/legs, etc.)

•  death of workers and non-workers if they arise from work-related accidents

•  crush injuries that lead to internal organ damage

•  unconsciousness caused by a head injury or asphyxia (crushing of the wind pipe)

•  injuries that require admittance to hospital for more than 24 hours or for resuscitation.





•  occupational dermatitis

•  carpal tunnel syndrome

•  occupational asthma.
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•  report and record any of the above occurrences.





•  prevent any work-related disease by wearing personal protective equipment (PPE) such as gloves, etc.

•  report any work-related diseases to the person responsible for health and safety

•  prevent any accidents or injuries by maintaining a safe and tidy working environment

•  report any accidents or injuries that you sustain.
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The Personal Protective Equipment Regulations





•  provide employees with the following:




•  gloves

•  aprons

•  particle masks

•  eye protection




•  check and replenish supplies of PPE when they run low

•  provide training on how to use PPE (if relevant).





•  wear the provided PPE

•  report loss, damages or shortages to PPE supplies.
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The Health and Safety (First Aid) Regulations




•  take immediate action if employees are injured or taken ill at work

•  consider providing a first aider

•  nominate an appointed person to be responsible for the first-aid arrangements

•  provide a well-stocked first-aid container.





•  a leaflet giving general guidance on first aid (for example, HSE’s leaflet Basic Advice on First Aid at Work)

•  20 individually wrapped sterile plasters (assorted sizes) appropriate to the type of work (hypoallergenic plasters can be provided if necessary)

•  two sterile eye pads

•  two individually wrapped triangular bandages, preferably sterile

•  six safety pins

•  two large sterile individually wrapped unmedicated wound dressings

•  six medium-sized individually wrapped unmedicated wound dressings

•  at least two pairs of disposable gloves.






•  avoid taking any unnecessary risks that might put you or others in danger

•  report any first-aid shortages to your appointed person.
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The Manual Handling Operations Regulations
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•  carry out risk assessments on all employees for manual lifting.





•  always ask yourself ‘Can I lift this?’. If the answer is no, then don’t! Ask for help.
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The Control of Substances Hazardous to Health Regulations (COSHH)




•  stored correctly, ideally on a low shelf and in a cool, dark, dry, secure, fireproof cabinet

•  handled correctly, ensuring PPE (personal protective equipment) is worn when mixing chemicals

•  used correctly, ensuring you and your client are protected from chemicals

•  disposed of correctly in an environmentally friendly and safe manner.
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•  ensure COSHH information sheets are available for substances and chemicals in the workplace

•  supply Personal Protective Equipment (PPE)

•  ensure waste disposal is suitable for the environment and follows the local by-laws.





•  follow SHUD

•  read and follow MFIs, follow local by-laws and your salon policy

•  know where to find the COSHH information sheets.




[image: ]




[image: ]




[image: ]



[image: ]



The Electricity at Work Regulations




•  ensure that a qualified electrician completes a portable appliance test (PAT) on electrical items in the salon each year

•  keep a record of these tests.





•  not use electrical appliances until you have been trained

•  use appliances correctly and switch them off after use

•  check each item is in working order before using – check wires, switches and plugs

•  report, label and remove any faulty items.
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The Environmental Protection Act
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The Management of Health and Safety at Work Regulations
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Workplace (Health, Safety and Welfare) Regulations



The Health and Safety (Information for Employees) Regulations






•  Decide what could harm you in your job and what precautions are needed to stop it. This is part of risk assessment.

•  Explain how risks will be controlled and tell you who is responsible for this.

•  Consult and work with you and your health and safety representatives in protecting everyone from harm in the workplace.

•  Provide you (free of charge) with the health and safety training you need to do your job.

•  Provide you (free of charge) with any equipment and protective clothing you need, and ensure it is properly looked after.

•  Provide toilets, washing facilities and drinking water.

•  Provide adequate first-aid facilities.

•  Report major injuries and fatalities at work to the Health and Safety Executive (HSE) Incident Centre. Report other injuries, diseases and dangerous incidents online at www.hse.gov.uk

•  Have insurance that covers you in case you get hurt at or ill through work. Display a hard copy or electronic copy of the current insurance certificate where you can easily read it.

•  Work with any other employers or contractors sharing the workplace or providing employees (such as agency workers), so that everyone’s health and safety is protected.





•  Follow the training you have received when using any work items your employer has given you.

•  Take reasonable care of your own and other people’s health and safety.

•  Co-operate with your employer on health and safety.

•  Tell someone (your employer, supervisor or health and safety representative) if you think the work or inadequate precautions are putting anyone’s health and safety at serious risk.




Regulatory Reform (Fire Safety) Order





•  protect any persons on the premises or those who may be affected by a fire at the premises

•  provide adequate safety measures to minimise risk

•  carry out a risk assessment – checking the possible dangers and risks – consider who may be at risk, reduce the risks, make sure there is protection available (firefighting equipment), create an emergency plan (fire evacuation procedure), and keep the risk assessment up to date.





•  to know where the firefighting equipment is located in the salon

•  to know which extinguishers should be used on different types of fires

•  to know your evacuation procedure and identify your meeting point.
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Firefighting equipment





	Type of extinguisher
	Identified by
	Used for
	Location
	How to use
	How it works
	Dangers



	Water extinguisher
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	Red label and a thin hose
	Class A fires involving wood, paper, hair and textiles
	Salon


	Point the jet at the base of the flames and move across the burning area until the flames are out.
	Water has a great effect on cooling the fuel surfaces; with the spray nozzle covering a wide surface area using the water pressure, it cools the fire down and extinguishes the flame and heat source.
	Do not use on electrical fires, as electrical shock may occur and the fire may spread.



	Foam extinguisher
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	Cream label and a thin hose
	Class B fires involving flammable liquids, except cooking oils
	Salon


	Aim the jet around the side edge of the fire – do not aim the jet directly into the liquid. Allow the foam to build up across the liquid.
	As the extinguisher is mainly water-based with a foaming agent, the foam floats on top of the burning item and breaks the contact between the flames and the fuel’s surface.
	Do not use on electrical fires, as electrical shock may occur and the fire may spread.



	CO2 extinguisher
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	Black label and wide nozzle
	Class C fires involving electrics and flammable gases
	Salon

	Direct the nozzle at the base of the fire and move the nozzle over the flames.
	CO2 does not burn and it replaces the oxygen in the air. Fire needs oxygen to burn; CO2 suffocates the fire by the removal of the oxygen.
	Not good at cooling fires.




	Dry powder extinguisher
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	Blue label and a thin hose
	Class C fires involving electrics and flammable liquids
	Salon
	Aim the jet at the base of the flames and sweep over the flames.
	Dry powder helps to reduce the chemical reactions needed for the fire to continue.
	Not good at penetrating into appliances, so electrical fires may re-ignite.




	Fire blanket
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	Blanket
	Class F fires involving cooking fats. Also to be used to wrap around people if their clothes are on fire
	Staff kitchen area
	Wrap the person on fire in the fire blanket or cover the item on fire.
	Suffocating the flames by removal of oxygen while the person is wrapped or item is covered.
	Needs to be left to cool, to prevent re-ignition when the person is unwrapped or item uncovered and exposed to oxygen.
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ENVIRONMENTAL AND SUSTAINABLE WORKING PRACTICES
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Reducing waste and managing waste
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Reducing energy and other resources




•  water

•  stock and products

•  energy

•  paper

•  money

•  time.
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1  If in one week, six salon stylists all wasted 5 per cent of tint, and carried out a total of 50 colour services - how many tubes of tint have been wasted?




[image: ]



2  If these six stylists mixed up ½ a tube of tint when a ¼ of a tube would have been sufficient, how much product has been wasted on the 50 colour services?
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3  If one tube of tint costs £6.70 +VAT, how much money has been wasted?
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Re-using



Recycling and eco-friendly products
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Electrical waste
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•  straighteners

•  hairdryers

•  clippers

•  kettles

•  washing machines

•  computers

•  phones.




Other recyclable items



•  Batteries should not be disposed of with general waste, but recycled correctly and safely.

•  Printer toner cartridges can be recycled with the manufacturer.

•  Tin cans, paper, cardboard, glass and aerosol cans are all recyclable.

•  Some plastics can be recycled depending on their recycle symbol – symbols 1 to 3 are recyclable but 4 to 7 are not due to the mixture of compounds.
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Buying recycled and greener goods
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Food and hair
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Safe disposal
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Reducing energy usage



•  turn lights off when not required

•  use energy-saving/high-energy-efficiency light bulbs

•  have sensors fitted for lights in rooms that are not used so often – toilets, storage cupboards, treatment rooms, etc.

•  turn off and unplug appliances, such as straightening irons

•  use a ‘quick wash’ cycle on washing machines

•  use airers to dry towels instead of tumble dryers

•  use ‘A’ rated appliances (boilers, fridges, heaters, etc.) – A+++ is the highest rating for EU directive labelling, meaning the most energy efficient

•  use solar panels for production of electricity and hot water

•  use high-efficiency heating systems

•  use low-wattage/high-efficiency hairdryers and electrical tools

•  thermally insulate building structures.
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Reducing water usage and other resources

Water usage
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•  How much water would you use if you ran the tap continuously for eight minutes?

•  How much water would you save if you turned the tap off when massaging and only had the water running for two and a half minutes?
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Other resources




•  mix colours correctly

•  measure products accurately

•  judge the hair service correctly, mixing up the right amount of product for the hair length and density and using the correct amount of shampoo and conditioner, and styling products, etc.

•  understand and follow the manufacturer’s instructions

•  rotate stock so it does not go out of date

•  don’t over-order stock.





•  ask clients to book appointments in their diaries or on their smartphones, rather than issuing appointment cards

•  set the salon’s printer to print on both sides of the paper as default

•  use email or the internet to place stock orders

•  contact the mail preference services to have the salon address removed from mailing lists to prevent junk mail – www.mpsonline.org.uk





•  When calculating your client’s bill, make sure you charge for the products you have used.





•  organise staff rotas to ensure all staff are busy

•  book appointments correctly so they are timed efficiently for each stylist’s working day.
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Possible causes of wastage
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Disposable towels
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Using recycled, eco-friendly furniture
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Eco-friendly products




	Eco-friendly product
	How the product helps the environment



	Using low-chemical paint
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	Volatile organic compounds (VOCs) are gases given off by paints and other chemicals that contain solvents. They have an unpleasant odour and the fumes can be carcinogenic.




	Using organic and allergy-free hair products
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	Organic and allergy-free hair products include shampoo and conditioners, styling and finishing products such as serums, styling gels, protecting oils, hairspray, etc. They are made with up to 98% naturally derived ingredients that are ethically sourced. Ingredients may include essential oils, Moroccan argan oil, plant-based products, and most have UV sunscreen protection too.




	Using ultra-low ammonia hair colourants
	The salon consumers – our clients – are now requesting eco-friendly and chemical-free products for their hair. This includes colouring products too, but of course they still want vibrant colours and grey hair coverage.





	Using environmentally friendly product packaging
	When salons decide to go green and help protect the environment, they should request that their manufacturers and wholesalers use environmentally friendly packaging. They could ask if the Styrofoam peanuts that protect products during transit can be returned, re-used or recycled. The cardboard boxes should be made from recycled paper, and after delivery they would ideally be flat packed and recycled.


•  use 100% post-consumer recyclable packaging

•  reduce the size, weight and processes of packaging

•  offer packaging that can be recycled

•  use environmentally sound materials

•  use renewable energy to manufacturer and fill their packaging

•  use 100% wind power to manufacturer their products.







	Choosing responsible domestic products
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	Almost everything you buy has been made. Each item is manufactured, processed, packaged and then driven somewhere to be delivered. This process affects the environment and the people who are involved in its production. Even when you clean the salon, the products you use could harm the environment and a simple gesture like offering your client a tea or coffee could probably be improved by using Fairtrade tea and coffee.
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•  re-usable, recycled or eco-friendly furniture and flooring

•  VOC-free paint

•  eco-friendly and allergy-free hair care products and retail

•  ultra-low ammonia hair-colours

•  low-energy equipment.




[image: ]




[image: ]



[image: ]



PREPARATION FOR SERVICES

Protecting your hands and clothes




•  gloves to protect your hands from chemicals and staining

•  an apron to protect your clothes from chemical damage.





•  wear a mask when mixing chemicals, particularly when using lightening powders, to prevent inhalation

•  wear eye protection when handling chemicals, to prevent chemicals from entering the eyes.



Protecting your client
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•  a fresh clean towel

•  a fresh clean gown

•  a plastic/disposable shoulder cape or another fresh clean towel if you are using chemicals or working with long wet hair – this may vary depending on your salon requirements

•  a cutting collar for cutting services.
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CONSUMER AND EMPLOYEE LEGISLATION


The Equality Act




1  age

2  gender

3  sexual orientation

4  gender reassignment

5  pregnancy and maternity

6  marriage

7  disability

8  race

9  religion or belief.




[image: ]





[image: ]




[image: ]



[image: ]



The Data Protection Act



•  only authorised staff have access to client details

•  you record the details accurately and keep them up to date

•  you only use client’s personal details for official use

•  you destroy any out-of-date details securely

•  the salon is registered with the Data Protection Registrar if the details are held on a computer system.
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Consumer Rights Act




•  what should happen if goods or digital content are faulty

•  how services should match up to what has been agreed, and what should happen when they do not, or when they are not provided with reasonable care and skill.




Working Time Regulations
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•  working limits and exemptions/exclusions

•  working at night

•  health assessment for night workers

•  time off

•  rest breaks at work

•  paid annual leave.
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HAIR, SKIN AND SCALP ANALYSIS


The structure and function of the hair
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The hair shaft


The cuticle layer
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The cortex layer


The medulla layer
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Structure and function of the skin
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The epidermis layer
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•  The stratum corneum is the outer top layer and provides us with a waterproof ‘coat’. This ‘horny’ layer flakes and dries out easily. We remove the dead skin cells from here when we exfoliate.

•  The stratum lucidum is a clear layer present only in thick skin, helping to protect it from the force of friction.

•  The stratum granulosum is a granular layer which contains most of the skin’s protein, called keratin.

•  The stratum spinosum is called the prickle cell layer. These cells are formed as new cells grow and the old ones are pushed up to create a new layer. The cells interlock and are capable of mitosis under friction or pressure, for example on our feet or on the palms of our hands.

•  The stratum germinativum is the base and deepest layer of skin. It is the primary site of mitosis which produces new cell growth. This can take 28–30 days to move through the five layers of the epidermis before it is shed. This layer contains a pigment called melanin which gives the skin its natural colour.
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The dermis layer
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The subcutaneous layer
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Hair characteristics and classifications
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Hair characteristics
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	Hair characteristic
	Impact on services



	Density
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	Hair density refers to the amount of hair and is described as sparse, average or abundant.
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	Abundant hair means the client has a full head of hair; this may be fine or coarse in texture but there is lots of it. Abundant hair requires more products, more drying time; it will take longer for services to be carried out. Cutting techniques will need to be considered as the hair may need to be thinned out.



	Hair texture
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	Hair texture refers to the thickness of each strand of hair and is described as fine, medium or coarse.
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	Medium hair is greater in circumference than fine hair with an average number of layers.
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	Elasticity
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	Elasticity of hair refers to how weak or strong the hair is and whether the cortex layer has been damaged.




	Porosity
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	Porosity of hair refers to the cuticle layers – if the cuticles are damaged and open then hair is porous, they can also be normal/non-porous or closely compacted/resistant.
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	Resistant hair may be resilient to some colouring or perming products and suitable techniques will need to be considered. Hair may be coarser and it will take longer to dry as it holds onto the moisture.



	Condition
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	The condition of your client’s hair can vary greatly; it may be normal, naturally dry, oily or damaged (by chemicals, environment, heat or lifestyle).




	Hair growth patterns

[image: ]



	Hair growth patterns consist of cowlick, widow’s peak, double crown and nape whorl.
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	Widow’s peak – also found at the front hairline, the hair grows into a point near or at the centre of the front hairline. This can affect choice of hairstyles and fringe options.
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	Double crown – found at the crown area and can also be one crown whorl. This affects how the hair will sit around the crown area. The length of the crown must be considered when cutting and styling.
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	Nape whorl– found at the nape area, the hair grows into a whorl direction and can affect shorter hairstyles. Sometimes one side of the nape hairline sits differently to the other, so always check both sides of the nape before cutting hair short, or styling hair into up dos.






Hair growth cycle


The growth cycle of hair


•  Anagen – during this part of the growth cycle up to 80 per cent of the hair follicles are active and the hair is growing. The blood and oxygen from the capillaries form the hair follicle in the dermal papilla and can grow for up to seven years, or stop growing after as little as one and a half years. Clients trying to grow their hair may find it stops when it reaches a certain length; this could be due to the limited hair growth in their anagen cycle.

•  Catagen – during this part of the cycle the hair changes and the growth slows down for a couple of weeks. The follicle starts to shrink and detaches from the dermal papilla.

•  Telogen – during this phase the hair is resting; it can last for 10–12 weeks.

•  New anagen – towards the end of the resting cycle, new activity and cell division take place in the dermal papilla and the anagen cycle begins again. The new hair growth pushes the old hair further up the hair follicle, which is often then completely removed from the follicle when the hair is brushed or combed.
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Average rate of hair growth


Hair classifications





	Hair type
	Definition
	Further information
	Impact on services



	Straight hair – type 1
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	Fine/thin straight hair tends to be very soft, shiny and oily, and it can be difficult to hold a curl.


	Asian hair is very straight and grows directly up from the hair follicle. It is round shaped and has about 11 layers of cuticle scales.


	Difficult to curl and may affect the styling of hair.





	Wavy hair – type 2
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	Fine/thin wavy hair has a definite ‘s’ pattern and you can normally accomplish various styles.


	Caucasian or European hair is generally referred to as wavy; this is because of the way the hair grows out of the hair follicle. The hair shaft is oval with around four to seven layers of cuticle scales.


	Can be great hair to work with, but coarse wavy hair can make styling more challenging at times.





	Curly hair – type 3
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	Loose curls – the hair tends to have a combination texture. It can be thick and full with lots of body, with a definite ‘s’ pattern. It also tends to be frizzy.

	Caucasian or European hair can be naturally curly, as can the hair of people with mixed race or dual heritage.

	The styling of curly hair needs products and control with styling tools.





	Very curly hair – type 4
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	Soft curly hair tends to be very fragile, tightly coiled and has a more defined curly pattern.

	African type hair is very curly and grows out of the follicle at an acute angle. The hair shaft is kidney shaped with around seven to eleven layers of cuticle scales.

	Very curly hair needs lots of control when styling and products designed for curly hair.
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Hair, skin and scalp disorders and their impact on services



•  moles

•  scars

•  cysts

•  infections and infestations.
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Infections and infestations





	Contra-indications – infection/infestation
	Characteristics of condition – how to recognise infection/infestation
	Impact on services – how the condition may limit the service



	Ringworm/tinea capitis
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	Ringworm – red ring surrounding a grey patch of skin, sometimes seen with broken hairs.
	Fungal infection – no services can be offered or provided. Refer client to their GP.



	Impetigo
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	Yellow crusty spots on the skin.
	Infectious condition caused by a bacterial infection. No services can be carried out.



	Scabies
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	A very itchy rash in the folds of the skin, normally the midriff or inside of arms and thighs.
	Infestation of an itch mite, burrowing into the skin and laying its eggs. Treatments cannot be carried out in the salon.



	Folliculitis
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	Inflammation of the hair follicles.
	A bacterial infection, which can be caused by harsh physical or chemical actions. No salon services to be offered. Refer to GP.



	Dandruff/pityriasis capitis
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	The most common type is dry dandruff, which is recognised as a white dry scaling, and flaky dead skin cells.

	Dry dandruff is non-contagious and non-infectious. The condition is an over-production of skin cells. It can also be stress-related or caused by irritants.





	Ingrowing hair
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	Also known as razor bumps – hairs that grow inwards and cause a mild infection or discomfort.
	Non-infectious as long as the blocked follicle has not become infected. Generally, a normal service can continue if it is not infected.



	Head lice/pediculosis capitis
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	Head lice and nits (eggs).
	Contagious – risk of infestation and cross-contamination. The head louse feeds off the blood in the scalp and lays its eggs on the hair close to the warmth of the scalp. No salon services to be offered. Refer client to GP/pharmacy.
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Adverse skin and scalp conditions




	Contra-indications – adverse hair, skin and scalp conditions
	Characteristic – how to recognise hair, skin and scalp problem
	Infectious or non-infectious
	Impact on services – how the condition may limit the service



	Eczema
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	Red inflamed itchy skin, sometimes split and weeping.
	Non-infectious. Can be caused by physical irritation or allergic reaction. Genetic factors can also cause eczema.
	Refer client to GP or dermatologist. Salon services can be carried out but avoid chemicals on any broken skin.



	Alopecia
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	There are many types of Alopecia:




	Non-infectious condition.
	When working on a client who has alopecia areata you will need to consider the hair length and layers to aid disguising the hair loss. Where possible avoid chemical treatments while the client has this disorder.




	Psoriasis
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	Silvery yellow scales and thickening of the skin in the stratum corneum.
	Non-infectious skin/scalp condition.
	Psoriasis can cause discomfort to the client and the scales of skin can overlap the hair and may cause uneven haircuts. If the skin is open and weeping do not carry out any services.



	Scars
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	Healing tissue that has become thickened and raised.
	Non-infectious. Scar tissue is caused when damaged skin heals.
	During the healing process this area may be tender, delicate and open to infection. Once healed, proceed with normal services.



	Keloid
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	Overgrown area of scar tissue that encases the original wound. More common on people with darker skin.
	Non-infectious.
	Generally normal services can resume, but extra care should be taken with tools and equipment in case the area is sensitive or protrudes slightly.



	Moles
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	Dark coloured skin lesions either under or on the skin.
	Most moles are non-infectious and are caused by skin growths.
	Normal services can be carried out – although take care not to catch the mole with hairdressing tools, as this will cause discomfort to your client and the mole could then be susceptible to infection.



	Cysts
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	A small pea-sized lump that is filled with pus or fluid.
	The most common cyst is a non-infectious sebaceous cyst.
	These are often painless and rarely affect services. However, they can be painful when knocked, so take care with clippers, combs and tools, etc. Avoid services if the cyst has become infected.



	Fragilitas crinium – split ends.

[image: ]


	Dry, split ends, damage to cuticle and cortex at the end of the hair shaft caused by physical damage or chemical treatments.
	Non-infectious.
	Hair can tangle and snag causing client discomfort or hair breakage. Recommend regular use of surface conditioners and deep-penetrating conditioners to improve the condition. Cutting the hair will remove the split ends.



	Skin tags
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	Small flesh coloured or brown growths that hang off the skin – common around eyelids, neck and folds of skin.
	Non-infectious.
	These are generally painless and rarely affect services, however take care with tools to prevent catching the skin tag and causing discomfort to the client.
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COMMUNICATION TECHNIQUES AND EXPECTED BEHAVIOURS


Communicating professionally with clients and colleagues



Verbal communication


Language used
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•  speak politely

•  introduce themselves

•  welcome and greet the client by their name

•  generally refer to the client by name

•  offer refreshments

•  give advice about products and services available in the salon.





•  chew gum

•  leave the reception unattended

•  let the phone ring more than three times

•  make a client wait to be attended to

•  take personal calls/or respond to personal text messages

•  use jargon or technical terms.
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Confident attitude



Tone of voice
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•  Hello, Cut Above. Can I help you?

•  Good afternoon, Cut Above hair salon. Sarah speaking. How may I help you?

•  Good morning, Sarah speaking. How can I help?

•  Hello, Sarah at Cut Above speaking. Can I help you?
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Listening techniques



Body language
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Visual aids
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The purpose of questioning and listening skills


Identify client requirements




•  hair – the density, texture and hair type (abundant, coarse and curly)

•  features – prominent ears, sharp jaw lines, etc.

•  lifestyle – busy mothers, full-time workers or sporty.



Allow the client time to respond
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Avoid misunderstandings
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Build relationships with clients and colleagues





Check well-being and comfort
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Methods of gaining client information


Discussions
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Open and closed questions





Behaviours and values when working with clients

Personal hygiene
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•  Shower before work.

•  Wear clean clothes.

•  Wear deodorant.

•  Brush your teeth every morning.

•  Ensure your hair is clean and tidy.

•  Keep breath fresh throughout the day.

•  Do not attend work with infectious conditions.



Professional appearance
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Respecting and valuing clients
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Diversity of clients
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Adapting own behaviour to meet client behaviours and needs







	Clients with visual impairments and or disabilities
	Clients with a visual impairment or those with a physical disability may benefit from being escorted and/or guided through the salon. Always offer your arm to such clients when moving through the salon and check for any obstacles ahead.




	Clients with hearing impairments
	Clients with a hearing impairment may struggle to hear you over the background noise in the salon. Try to lower the noise level in the salon and speak clearly so the client can read your lips. Do not shout or exaggerate your words as this can affect your voice patterns and lip movements. Stop speaking if you have to turn away from them. Keep to the subject matter and pronounce your words clearly to aid the client’s understanding. Don’t expect the client to be able to join in a conversation when they have their hearing aids out, e.g. while having their hair washed.



	Clients with speech impediment
	Clients with a speech impediment may need time to be able to express what they want to say. Always show your clients respect and patience, and remain relaxed and calm. Listen carefully to your clients and never finish their sentences for them. Ask them to repeat anything you do not understand.



	Clients who are not fluent English speakers
	Clients whose first language is not English may need you to speak a little slower. Shouting in English does not translate itself into another language; you need to remain calm and listen carefully. Ask your clients to repeat any areas you do not understand. It is important that you do not guess their needs just because you are too embarrassed to ask them to repeat themselves.
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Behaviours and values when working with colleagues

When to ask for help
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Willingness to learn and improve own performance




•  clients arriving without appointments

•  clients and stylist running behind appointment times

•  changes to appointments and services booked

•  absent team members

•  the ever-changing fashions and skills required to maintain your career.
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Positive, supportive and flexible approach to working


Positive attitudes
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Flexible working
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•  You have realised after a client has left the salon that you accidentally charged them too much for their hair service.

•  You have accidentally got permanent colour on the collar of your client’s shirt.

•  A colleague has confided in you that they have taken some hairdressing products from the retail stand for personal use.

•  A colleague has taken a client’s phone number from their record card to use for personal use.
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Reporting and dealing with problems



Collaborative working to achieve objectives
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Responding to feedback
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•  Clients – they will regularly feed back on their satisfaction of their hair, but you can guarantee that at some point in your career, you will receive some criticism from clients about their hair and the fact that the end result doesn’t meet their expectations.

•  Your peers – they will feed back on your day-to-day performance, and if you are not pulling your weight in the salon nor being a team player, they will criticise your performance.

•  Other stylists – they will offer feedback on your function within the team and the impact your performance has on the salon and their job role.

•  Your manager – they will also feed back to you and critique your performance, thus letting you know if they are happy with your standards of work and behaviour.
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Dealing with differences of opinion and conflicts


Disagreements



1  Try to sort it out sooner rather than later. Show a willingness to resolve the disagreement and communicate your concerns clearly, without added drama or malice.

2  If you and the individual cannot resolve the situation on your own, then you need to refer the problem to your manager and ask for help.

3  A meeting at the end of the day between the two of you and your manager could be the best way forward to air your views.

4  During the meeting, ensure that you remain calm and avoid raising your voice. Issues often arise from misunderstandings, so when it is your colleague’s time to talk, it is essential that you listen to the other person’s view and don’t interrupt them. As you have asked your manager for help, be sure to listen to their view of the situation.

5  When it is your turn to speak, diplomatically and constructively air your grievance, and make suggestions about how the situation could be resolved.

6  If you need to challenge your colleague or ask further questions to aid your understanding of the situation, use open and closed questions that are relevant, and show that you are listening to their views by using effective body language, such as maintaining eye contact, nodding in agreement and smiling.

7  If the situation does not have an amicable outcome, you may need to refer to the company handbook and the grievance procedure.




Managing own time



ADVISE CLIENTS AND MAKE RECOMMENDATIONS THROUGHOUT THE SERVICE

Consult with clients





•  identify factors that may limit or affect the products and services that can be offered

•  ensure the classification and characteristics of your client’s hair are suited to the chosen look

•  check for any contra-indications (adverse hair, skin and scalp disorders) that may affect the service or the products chosen

•  check for any incompatibilities from previous services or products used.




Hair tests






	Test
	When to carry out the test
	How to carry out the test
	Why is it important to carry out the test?



	Porosity test
	Before any service on dry hair
	Take a few hairs and slide your fingers up the hair shaft from point to root.
	To test the cuticle layer to identify if the cuticles are smooth or rough.



	Elasticity test
	Before any service on wet hair
	Take one or two hairs and mist them slightly with water. Then stretch the hair a couple of times between your finger and thumb.
	To test the strength of the cortex.



	Incompatibility test
	Before chemical services, if you suspect metallic salts are present in the hair
	Take a small cutting of the client’s hair and place it in a solution of 20 ml liquid 6% peroxide and 1 ml of perm solution (or a solution of 20:1 liquid peroxide and ammonium hydroxide). Leave for up to 30 minutes.
	To identify if any metallic salts are present (from hair products)which would react with professional chemical products.



	Strand test
	During the colouring or lightening service
	Wipe off the colour or lightener from a few strands of hair.
	To see if the colour result has been achieved, or if the lightener development is sufficient.



	Skin test
	24–48 hours before ‘most’ colours
	Always follow the manufacturers’ instructions as these may vary.

	To test for an allergic reaction or sensitivity to the product.
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	Tests
	Expected results of the tests
	Consequences of not carrying out the tests



	Porosity test
[image: ]
	Hair cuticles will feel smooth if the hair is non-porous, or rough or raised if the hair is porous.
	Damage to client’s hair might occur or the desired outcome might not be achieved.



	Elasticity test
[image: ]
	As a guide, normal straight/wavy hair, when wet, should stretch about 30% more than its original length and then return when released.
	Damage to client’s hair might occur or the desired outcome might not be achieved.



	Incompatibility test
[image: ]
	If metallic salts are present the hair may change colour, the solution may bubble and fizz and/or give off heat.
	Damage to and/or disintegration of client’s hair could occur.



	Strand test
[image: ]
	If permanent colour is developed, then the desired result should be achieved.
If the bleach is regularly checked, the level of lift should be achieved without damage to the hair. Further development may be required if the colour result has not been achieved.
	Damage to and/or disintegration of client’s hair could occur if colour left on for too long.
The desired outcome may not be achieved if the colour is not left on long enough.



	Skin test
[image: ]
	A positive reaction is red skin and/or sore areas that may weep and itch. A negative reaction is no change to the skin area.
	An allergic reaction, anaphylactic shock, contact dermatitis or damage to the client’s skin could occur.
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Agree services and products with clients




Legal requirements



•  Cosmetic Products Regulations – your salon must only sell products that fit these regulations, ensuring that dates are clearly presented on the packaging and that they are in-date when you sell them.

•  Consumer Contracts Regulations – you must allow your client the opportunity to change their mind and cancel their product order or advise them of how to obtain a refund if they change their mind later.

•  Trade Descriptions Act – you must provide your client with truthful information and advice on the benefits of a service or product and not mislead or trick them into buying a product, equipment or a service just to boost your commission.

•  Consumer Protection legislation – you must ensure your products and equipment are safe to sell to the client and will not put them at risk.



Cosmetic Products Regulations



•  to clean, such as shampoo

•  to perfume

•  to correct body odour

•  to protect, such as styling products

•  to keep hair or skin in good condition, such as conditioner.
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•  Products and substances must have been safety-assessed by a qualified professional.

•  Ingredients must be clearly labelled.

•  Warnings must be displayed, such as: ‘not intended for use on persons under 16 years of age’, ‘may contain nuts’, ‘do not use to dye eye-lashes’.

•  There must be instructions on use and how to dispose of the substance and container.





•  country of origin

•  best before date

•  weight and measurements

•  batch number.
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Consumer Contracts Regulations



[image: ]



[image: ]





•  the information which a seller must give to a consumer before and after making a sale

•  how that information should be given

•  the right for consumers to change their minds when buying at a distance or off-premises

•  delivery times.



Trade Descriptions Act


Consumer Protection legislation



•  prohibiting the manufacture and sale of unsafe goods

•  making the manufacturer or seller of faulty products responsible for any damage caused

•  allowing local councils to seize unsafe goods and suspend the sale of any suspected unsafe goods

•  prohibiting misleading price indications.



Completing client records
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Confirming client satisfaction
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Aftercare, advice and recommendations






Create and promote retail opportunities


Identify products and services to meet the client’s needs
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Describe features and benefits of a range of products



•  what it does,

•  how long it will last

•  how to use it

•  how much it costs

•  what ingredients it contains.





•  enhances the style

•  prolongs the life of a colour

•  provides longevity to the style

•  improves the condition of the hair

•  Makes it easier for the client to maintain their hair.
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	Service/product
	Features
	Benefits



	Colour-enhancing shampoo

[image: ]
	
•  Some contain aloe vera for conditioning properties.

•  Locks in colour.

•  Returns hair to its natural pH.


	
•  Enhances the colour tones.

•  Prolongs the colour.





	Conditioning treatment

[image: ]
	
•  Adds moisture and shine to the hair.

•  Smoothes the cuticle layer and penetrates into the cortex to aid temporary repair of the hair.


	
•  Hair feels smooth, looks shiny and is tangle free.

•  Hair is easier to manage and condition is maintained.





	Root-lift mousse

[image: ]
	
•  Supports the root area.

•  Is not sticky.

•  Is easy to remove.


	
•  Hair is easier to style.

•  Style is prolonged.
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Provide demonstrations of products where possible


Interpreting buying signals and closing the sale
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•  clients handling the products and reading the labels

•  clients responding positively to what you are saying

•  clients asking any of the following questions:




    •  Can I buy this product here?

    •  Do you offer this service here?

    •  How would I use the product?

    •  How much does it cost?

    •  What size is the product and how much do I need to use?

    •  Which of these products would you recommend for my hair?





•  Would you like to take both of these products away with you today?

•  Shall I book you an appointment for the new service we have been discussing?
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•  State which services and products you would recommend to her and why.

•  What health and safety considerations are there?





•  State which services and products you would recommend to her and why.





•  State which products you would recommend to him and why.








•  cuticle

•  cortex

•  medulla.
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•  text that describes the features of the products

•  text that describes the benefits of the products.
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1  Practise the consultation service for a client for a full-head colour service and blow-dry.

2  Practise the consultation service for a client for a short graduated haircut and finger-dry.

3  Practise the consultation service for a client with long dry hair and an oily scalp.
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Baau's Barber Shop
‘Special Promotion Day — Introducing Lexi Andrea Adams
13th January

At Beaus Barbers we specialise in mens arooming and for ona day only we are offering
discounted senicas tointrodiuce our amazing new barber Lex,

Lexis promotional men's grooming senvices indude:

Service Usual price | Promotional price | Saving
Wet it 20 | 475 2%
Cutand blow-dry| £2500 | £1875 %
Beard trim fi200 | €900 2%
Fashion colour | £2000 | £15.00 s0%

There areloads mre offes n store. Come down and have a look for yoursalf,
ourl find us at 148 Old Victoria Lane, Heath Park.
(et here sarly to avoid the queues!
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IMPORTANT: This product is not
intended for use on persons under
the age of 16.
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Client comfort
Ensure your client is comfortable and protected throughout

the service. ‘

Adapting techniques for style requirements
Adapt your cutting angle and degree of graduation to maintain
balance or increase length, according to the style requirements. .

Control and use of tools
Control your tools correctl, remove any unwanted hair outside the
desired outline shape using Tliners or mini clippers, or use a razor

for an extra clean finish. ‘

Check weight, balance and shape
It is important to use your mirrors to make sure the cut is the right
shape and evenly balanced, regularly cross-checking your cut to

ensure even weight distribution. ‘

Client satisfaction
Check the desired result s to your dlient's satisfaction, and remove
excess ear and nostil hair as part of the service.
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Along the hair folicle are
sebaceous glands. These
produce ol called ‘sebum’ which
naturally protects and conditions
the hair. An average hair follice
contains up to three sebaceous
glands. Overactive sebaceous
glands - more than three - can

cause excessively oily hair. \)

Suderiforous glands (sweat
glands) travel from the subcuta-
neous layer through the dermis
and up to the epidermis. They
contain water which s released
as perspiration through sweat
pores to cool us down when we
are hot.

The matrix, which is wrapped />
around the dermal papilla, forms

the new hair bulb by producing

cells called melanocytes. These are

made from keratin and are the
fastest growing cells in the body.

Above the hair bulb is the hair
follicle, where the hair grows
from. The follile stretches from
the hair bulb through to the
epidermis. The hair seen outside
the folicle and above the
epidermis is known as the hair
shaft; the remainder, below the
skin's surfaces, is the hair root.

C

., Sweat pore

Hair bulb

The dermal papilla nourishes
the hair follicles and supplies
food and oxygen to the hair and
skin from blood cells via
capillaries, arteries and veins.

The arrector pili muscle is
attached to the hair follicle and
the epidermis. When we are cold
or scared this muscle contracts
and causes the hairs to lift. This
helps to trap a warm layer of air
between the hairs and protects

@rom the cold.
@ves travel through the
subcutaneous layer, into the

dermis and attach to the lower
layers of the epidermis. When we
shed skin it does not hurt, but
cutting or bruising ourselves does
because we have triggered the
nerve endings. Nerves also attach

Epidermis

Demmis o the hair follicle, causing
discomfort if the hair is pulled.

Subcutaneous

layer
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indicates to your client that you are not being
honest or truthful
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