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1 Introduction
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One to one make-up
instruction
One-to-One Make-up
Demonstration

Instruct
Clients
in the
use of
skincare
& makeup

A one to one make-up demonstration is normally referred to as a make-up
lesson and may be carried out:
 In your normal working environment – i.e. salon
 Client’s home – for example on a wedding day or special occasion

Gift from
others

To change
make-up look
as they get
older

Within this package is information on how to
instruct clients in the use and application of skin
care products and make-up:
 Organisational and legal requirements
 Working safely and effectively
 Client consultation, planning and preparation
 Instructional skills
 Retailing skills
 Evaluating your skin care and make-up
instruction

Enhance
appearance
for a new job
or interview

Reasons for
a make-up
lesson
Special
occasion such
as wedding,
or
anniversary

To make them
feel better
after an upset

To keep up
with fashion
changes

2

Organisation and legal
requirements

The amount of planning for a one to one activity is far less than that for a
group demonstration, however you should still have at hand all the tools,
products and equipment that you will need.

17

Tools and equipment for a
make-up instruction

18

Make-up instruction
procedure

20

Adapting for glasses and
contact lenses

23

Retailing

Sample make-up tester stand by Jane Iredale

Principles of selling

You must remember that products can be bought from many avenues
these days such as salons, supermarkets, chemists, department stores,
catalogues, internet and parties and so therefore, there is an enormous
amount of competition. However, you have a unique selling point that you
must never hesitate to use:
 You have personally spent time working on the client’s condition and
can therefore make a recommendation, prescribing professional
products (only sold in approved outlets) for the client’s individual
needs.
 As the client has spent time in your company, you will generally have
built up a certain amount of trust and the client will value your opinion.
 Re-enforce that if the client was to purchase their products from the
other avenues they would usually get no assistance, or very little, in
choosing products which meet their requirements.
Making the sale

There is no hard and fast rule to retailing; some simply have the skill to
retail and others find it more difficult. Below is a list of pointers that
will help you to make a successful sale.
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The thought of trying to sell
products to a client can be very
daunting for some therapists; they
feel that they may come across as
‘pushy’ which may make the client
feel uncomfortable.
This is simply not the case if you:
 use your professional knowledge
 identify the clients needs
 have a good selling technique
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Within this package is information on how to instruct clients in
the use and application of skin care products and make-up:
 Organisational and legal requirements
 Working safely and effectively
 Client consultation, planning and preparation
 Instructional skills
 Retailing skills
 Evaluating your skin care and make-up instruction
This package will not cover technical knowledge relating to
products, application techniques etc. refer to your make-up
package for this information.

Clare Hargreaves-Norris
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Organisation and Legal Requirements

Health & Safety and Consumer Legislation
Employers must provide:
 Access to a health and safety policy.
 Proper safety procedures e.g. fire exits
 Safe equipment that is serviced regularly.
 Adequate training to all staff in safety procedures.
 A workplace that is both safe and meets health
requirements.
Employees (you the therapist) must:
 Follow health and safety procedures that your employer
provides you with.
 Act to protect yourself and others, such as clients and
work colleagues.
 Treat all equipment properly and report any faults that
you notice to your manager.
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Health and
Safety at Work
Act 1974

The Workplace
(Health, safety
and Welfare)
Regulations 1992
Control of
Substances
Hazardous to
Health
Regulations
(COSHH) 2002

This act covers things such as toilet facilities, minimum
working temperature, adequate lighting, adequate
ventilation, appropriate floor covering, drinking water and
staff area.
These regulations relate to substances that are hazardous
and explain how they should be used, stored and disposed
of. In order to comply with COSHH the employer should:
 Assess the risks of each substance.
 Decide what precautions are needed, i.e. wearing gloves
when handling a substance.
 Prevent, control and monitor exposure to certain
 Ensure employees are properly informed, trained and
supervised.
 Keep detailed instructions regarding any products
considered hazardous.
As a therapist, you should know how to:
1. Store the products/substances in the correct place.
2. Follow any precautions needed when using the
substance.
3. Use the substance correctly.
4. Dispose of the substance correctly.

Clare Hargreaves-Norris
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Under these regulations, the employer must make formal
arrangements for maintaining and improving safe working
conditions/practices. This includes risk assessments and
requires:
 Potential hazards to be identified.
 An assessment of the potential risks associated with
the hazards.
 Identifying who is at risk.
 Establishing how the risk can be minimised.
 Staff to be trained to be able to identify and control
risks.
 Regular reviews to take place.

Sale of Goods and
Services Act
1987

This act protects the consumer against poor quality goods
and services.
 Goods supplied must be of merchantable quality, fit for
the purpose for what it was made and as it was
described. The consumer is entitled to claim back some
or all of the money from the trader if any goods do not
meet the above requirements.
 A person providing a service must do so with
reasonable care and skill, within a reasonable time and
for a reasonable charge. If the consumer is not
satisfied with a service, they must firstly go back to
the supplier of the service and give them the
opportunity to rectify the problem. Secondly, if it is
not resolved, they can contact their local trading
standards department.
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The Management
of Health and
Safety at Work
Regulations 1999

Consumer
Protection Act
1987

This act aims to safeguard the consumer against products
in three main areas:
1. Product liability.
2. General safety requirements.
3. Misleading prices.
Any person injured by a product can take action against
the producer, importer or own brander. Therefore, in the
salon, only reputable products should be used and sold.
Care must also be taken when handling and storing
products to ensure that they are maintained in good
condition.

Clare Hargreaves-Norris
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Task
Demonstrate your knowledge on legislation by matching the pairs.

This act protects the
consumer against poor
quality goods and services.

O
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The Management of
Health and Safety at
Work Regulations 1999

K

Control of Substances
Hazardous to Health
Regulations (COSHH)
2002

These regulations relate
to substances that are
hazardous and explain
how they should be used,
stored and disposed of.
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The employer must make
arrangements for maintaining
and improving safe working
conditions/practices. This
includes risk assessments.

Sale of Goods and
Services Act 1987

Health and safety at
work act 1974

Consumer Protection
Act 1987
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Safeguards the consumer against
products in three main areas:
1. Product liability.
2. General safety requirements.
3. Misleading prices.

You must: Follow health and
safety procedures, act to
protect yourself and others
and treat all equipment
properly and report any
faults that you notice to your
manager.
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Timing of make-up instruction
You must make a calculation of how long the make-up instruction should
take to ensure that the price charged is correct and profitable. It is
important that you complete the make-up instruction within the agreed
time as:
 it prevents time wastage within the salon or at a venue
 clients can calculate the time required for the treatment
 clients are not left waiting
 an effective appointment system is guaranteed
 if you are demonstrating to a small group they will know how to plan
their evening
 it will enable you to put a realistic schedule together
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Pricing structure
It is important that you have a price list for the different services that
you carry out to ensure cost effectiveness, consistency with each makeup instruction and to prevent confusion when calculating bills.
Task
What should be considered when working out the price to be charged for
the make-up instruction?









Time it takes to carry out the make-up activity
Materials used
Electricity etc. used
Cost and maintenance of equipment
Price charged by your competition
Products used
Percentage profit required
Marketing value – some activities will not be cost effective on the day
however will generate future income

Record Keeping
A record card contains confidential personal information about each
client and needs to be completed before carrying out the skin care and
make-up instruction. They should be stored in alphabetical order by
surname in a locked metal filing cabinet or box. This should be easily
accessible, when ready to perform a treatment. This information could
also be updated onto a computer system but you must be aware of your
responsibilities under the Data Protection Act.
Clare Hargreaves-Norris

Instruct clients in the use of skin care & make-up 2010

6
It is important that you keep the client’s personal information private,
both during and after the treatment. This will mean that you are
following the Professional Codes of Practice and prevent the client from
feeling uncomfortable in any way.
Task
Why is it important to keep records of the clients’ treatments?
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This would be particularly useful in the following instances:
 You need to contact a client urgently due to a cancellation, double
booking etc.
 You need to check up on a particular detail of the treatment.
 If another therapist is to take over the treatment.
 The client wishes to purchase a product that you had used in a
previous treatment.
 For legal reasons – you would have evidence that the client had no
contra-indications and had given consent for treatment to go ahead.
Data Protection Act 1998
This legislation is in place to protect client’s privacy and confidentiality.
You will be required to keep records of your clients’ treatments; these
could be either computer or paper based. Inform the client that their
records will be stored and will only be accessed by those authorised to do
so. The information should be:
1. Adequate, relevant and not excessive for the purpose
2. Accurate
3. Kept for no longer than is necessary
4. Secure
Providing services to minors
If you are providing a service to minors under the age of 16 you must
consider the following:
 A parent or guardian must be present at the consultation and
throughout the instruction.
 A parent or guardian must sign to give their consent for the
instruction. This is to meet with current legal requirements.
 You must adapt your skin care advice and make-up application
accordingly for a younger client. Usually the instruction will be simpler
and the make-up application much more natural with a reduced amount
of products.

Clare Hargreaves-Norris
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Remember it will be the parent/guardian who will be purchasing any
products for the minor and they will be more inclined to buy a key
selection of products rather than a massive, costly amount of
products.

W
SA WW
M .B
PL E
E AU
PA T
G YP
ES A
C
20 KA
10 G

ES

.C

O
.U

K

Personal appearance and hygiene
You are required to present a professional and hygienic image at all times.
In order to do this you should:
 Have clean teeth and avoid eating strong smelling foods and smoking.
 Bathe daily.
 Ensure you have a clean, pressed uniform daily.
 Secure your hair away from the face and shoulders in a way that does
not interfere with the service. Remember if you touch your hair at any
time during the treatment, you are required to wash your hands.
 Have clean nails that are clean, free from enamel and are short, so as
not to interfere with the treatment.
 Cover any cuts on the hands with a waterproof plaster.
 Wear only minimal jewellery. Only a plain wedding band or stud
earrings are allowed. (No facial piercings).
 Wear shoes that are clean, low heeled and fit securely around your
feet.
 Wear tights or pop socks to protect legs/feet and to prevent
offensive odours.
 Not go into work/college if you have an infectious disease such as
impetigo.
Avoiding potential discomfort and injury
In order to prevent against injuries and discomfort you must:
 Always have the client at the correct height for the session.
 Have your trolley and equipment nearby to avoid stretching and
reaching.
 Ensure you don’t have any trip hazards nearby.
 Stand correctly when working, avoid bending over during the session,
and try not to twist and lean.
 Sit in the correct position during the consultation; try not to cross
your legs, sit at angles etc.

Clare Hargreaves-Norris
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Working Safely & Effectively
Sterilising and disinfecting
Sterilising is the total destruction of all living micro-organisms and their
spores. Methods used include autoclave, chemical and glass bead.
Disinfect is to use a chemical that kills micro-organisms but not their
spores. They keep the micro-organisms at an acceptable level. Methods
used are chemicals such as savlon, barbicide and disinfectant tablets.
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The hygienic methods that we use in a make-up service to prevent crossinfection are:
 Always wash hands before and after each client.
You should
thoroughly wash your hands (it takes up to 3 minutes to thoroughly
destroy all germs).
 Brushes should be cleaned and washed in chemical disinfectant before
use and then allowed to dry. Alternatively a professional brush cleaner
may be used. Brushes are then sanitised in the UV cabinet for 20
minutes before use.
 Disposable brushes and applicators are used on the lip and eye area.
 Foundation sponges are soaked in chemical disinfectant for 20-30
minutes or disposable sponges are used.
 Cover make-up brushes, sponges, cotton buds etc. with a tissue.
 The make-up palette is wiped over with surgical spirit and then placed
in the UV cabinet for 20 minutes.
 The plastic spatula should be cleaned with surgical spirit then placed in
a chemical sterilising fluid, for 20 minutes. It should then be stored
in the barbicide jar for the duration of the make-up treatment.
 Headbands should either be disposable or boil washed after each
client.
 A sterile make-up brush is put aside to be used to scrape make-up
powders from the container. Never work straight from the make-up
containers.
 Use spatulas to remove products from any containers.
 Lids should always be replaced straight away on all products.
 Never blow on the make-up brushes as it is unhygienic.
 Waste is disposed of correctly.
 All towels must be boil washed after each client.
 When using wooden spatulas for the removal of products, they should
be disposed of after each client.
 Always sharpen pencils or wipe over with a tissue before use.

Clare Hargreaves-Norris
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Disposal of waste
All waste (rubbish) must be placed straight into a bin, which has a lid and
contains a bin liner. At the end of the day/session, this should then be
sealed and disposed of immediately into the main bin liner. Any waste that
has met body fluids should be placed into a yellow bin liner if a large item,
otherwise into a yellow ‘sharps’ container. This will then be collected and
incinerated (burnt) at a suitable site.

.C

Minimising waste
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Surfaces and floors
Clean surfaces and floors daily with hot water and detergent and then
disinfect with surgical spirit or a similar product.
In a training
environment, the top of the trolley should be wiped over before use every
time.
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For a business to make a profit, it is important that all wastage is kept to
a minimum. The more you waste the more money you will lose.
Task
How can you work cost effectively when carrying out a make-up
instruction?
 Use the minimal amount of product to produce the desired outcome.
 Split tissues, bedroll and cotton wool.
 Use the minimal amount of towels.
 Store products in the correct environment - usually dark, cool, dry and
upright.
 Ensure you have appropriate cases or containers to transport products
to different venues to prevent breakages or spillages.
 Ensure that all product tops are cleaned each time after use to
prevent the product from becoming thick in consistency and therefore
ineffective.
 Place tops back on products to work hygienically and prevent spillages.
 Turn out lights when not in use.
 Always turn off taps and don’t run water excessively.
 Calculate what you will use/require for each demonstration as your
needs will vary, and ensure that you build this into the price charged.
Remember one of the most important things to be cost effective with is
with your time.

Clare Hargreaves-Norris
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Preparation of the work area
You should firstly sterilise all tools and then prepare your work area
with the required equipment.
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You should prepare your work area by considering the following points:
1. Adequate ventilation or heating – open windows/doors, turn heating
on/off.
2. Adequate lighting – it is recommended that you have appropriate
lighting when carrying out a make-up treatment. Wherever possible
you should try to apply the make-up in similar light to the conditions
under which it will be worn. This can be quite difficult in a college
environment, so you must explain to the client the reasons why the
make-up might not look quite right in the salon lighting. Use additional
light such as a magnifying light when carrying out a skin analysis.
3. Ambience – the room should smell pleasant, you may need to use
aromatherapy oils or air fresheners. You should also consider the use
of appropriate relaxing background music during the treatment.
4. Two chairs will be required.
5. An adequate supply of freshly laundered towels will be needed.
6. A supply of bedroll, cotton wool and tissues are available.
7. Clean trolley – wipe over with disinfectant or surgical spirit before
use. You may wish to place bedroll on the trolley to protect it from
the make-up.
8. All skin care and make-up products are available. The products should
then be placed on the trolley in the order they are to be used.
9. Place tools so that they are easily accessible and cover over with a
tissue.
10. Ensure you have your client positioned in front of a mirror or that you
have a mirror at your work area.
11. Record card, make-up chart and a pen should be placed on the bottom
shelf of your trolley. You may need to check details of client’s
previous treatments.

Clare Hargreaves-Norris
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Client Consultation, Instruction, Planning and Preparation
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Reception
When the client makes an appointment, you may wish to advise her to
bring with her the make-up that she is currently using or would like to
know how to use. Alternatively, you may be aiming to retail recommended
products to the client and in this instance quite often an incentive is given
to the client to purchase items. Usually the price of the make-up
instruction is deducted if the client spends a certain amount on products.
The procedure that you follow will vary depending on your working
environment. Inform the client that the make-up instruction will take 4560 minutes.

W
SA WW
M .B
PL E
E AU
PA T
G YP
ES A
C
20 KA
10 G

ES

.C

Consultation
The first part of the consultation is greeting the client and making them
feel comfortable. It is important that you welcome the client, preferably
greet them by their name, and introduce yourself before beginning the
consultation.
At this point, you will discuss the client’s needs and decide what to do to
meet those needs. In order for the client to be satisfied with the makeup you need to know what was expected. You must therefore be good at
encouraging clients to give you this information. In order to do this you
must consider the following:






Good communication skills - these being: verbal (talking) and nonverbal (body language). Examples of good body language are good
posture, eye contact, smiling, encouraging head nods.
Good questioning techniques - this is vital to gain the information that
you require to carry out the treatment.
 Open questions begin with - How? Where? When? Why? Use open
questioning techniques wherever possible as this encourages the
client to give much more information.
 Closed questions begin with Do? Is? If you use these types of
questions, you will only get a yes or no answer, which will lead to a
one, sided conversation.
Good observation skills – you need to be able to read your client’s
body language as it will help you to understand how your client it
feeling.

Clare Hargreaves-Norris
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Good listening skills – are important in order for you to understand
what the client wants. It is also important that you listen to what the
client is saying otherwise, they will feel unimportant. Show that you
are listening by looking at the client when they are talking, use head
nods and respond promptly.
It is also important that you speak clearly and accurately when
carrying out the treatment. Try to maintain eye contact when talking,
as this will help the client to hear what you are saying.
Sometimes a client may not understand what you are saying and in this
situation you may find it beneficial to use images or photos to help
them to understand. If the client does not understand always try a
different approach, and if in doubt ask for help.
it is important that you adapt your consultation to meet the needs of
the client.
Consider the clients age, cultural and religious
backgrounds, any disabilities they may have and their gender
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During the consultation, you would:
 Introduce yourself and exchange pleasantries.
 Complete the record card.
 Discuss the client’s requirements. *See examples of questions.
 Suggest a treatment plan to meet the client’s needs.
 Explain the procedure that you will follow.
 Discuss cost and timing for the make-up lesson.
 In some instances, you would have to explain aftercare/homecare
advice.
* Questions to ask
 Have you had your make-up professionally applied before?
 What is your main reason for having a make-up lesson?
 Do you usually wear make-up?
 Is the make-up for day or evening wear?
 Are there any make-up products that you do not like wearing?
 Do you have any particular colours that you like?
 Are there any products that you struggle applying?
 What occasion is the make-up is for?
 What type of lighting will you expect to be in?
 What time is the occasion?
 Do you have any particular colours or ideas in mind?
 What will you be wearing?
 What make-up effect would you like to achieve?

Clare Hargreaves-Norris
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A make-up record card should be used to record the client’s information
and should contain the following information:
Address

Telephone number
and e-mail address

Doctors name and
telephone number

Client’s or
parent/guardian
signature (if a minor)

Products purchased by
the client

Any medical details

Treatment aims and
outcomes

Assessment of client’s
skin type and
conditions

List to check for
contra-indications

List of all products
used detailing the
exact colours
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Client’s name

A diagram of a face,
which is used to apply
the make-up onto

Contra-indications to a make-up treatment
A contra-indication is something that prevents or restricts the way in
which the treatment is performed. It is important that you can recognise
a contra-indication so to prevent any further harm to the client or
yourself, and to prevent cross-infection and secondary infection.
Contra-indications requiring
medical referral
 Bacterial infection- i.e. impetigo
 Viral infection - i.e. herpes
simplex
 Fungal - i.e. tinea (ringworm)
 Systemic medical conditions i.e. conjunctivitis
 Severe skin conditions and eye
infections – i.e. acne vulgaris,
boils, blepharitis
 Parasitic infestation – i.e.
pediculosis and scabies

Clare Hargreaves-Norris

Contra-indications that restrict
treatment
 Recent scar tissue
 Eczema of a mild form
 Hyperkeratosis
 Skin allergies
 Cuts or abrasions
 Bruising
 Styes
 Watery eyes

Instruct clients in the use of skin care & make-up 2010
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Task
1. What would you do if you suspected that the client had a contraindication requiring medical referral?
You must recommend that the client seek medical advice and treatment
before proceeding with the make-up. It is important that you do not just
send the client home, as they need to receive treatment from their
doctor in order to prevent the condition from worsening and to alleviate
the condition.
2. Why is it important that you do not diagnose a contra-indication?
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It is important that you do not diagnose any of these conditions as it is
unprofessional and may worry or upset the client unnecessarily.
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3. Why should you make a record of the clients response to you
questioning them about contra-indications?
So that you have proof that you checked if they had any contraindications prior to carrying out the treatment, therefore if anything was
to go wrong and the client decided to take legal action you would usually
be covered by your insurance.

Preparation of the client for a make-up lesson
Prepare the client for the treatment by:
1. Explaining how the client should sit to ensure that you are both
comfortable throughout the service and also to maximize the use of
light.
2. Asking the client to remove contact lenses (client’s preference),
glasses and any jewellery that may interfere with the treatment.
3. Secure the hair away from the client’s face with a clean headband or
small clips.
4. Place a towel over the client’s chest to protect their clothing.
It is important that the client is in an upright position for a make-up
application as it allows the facial contours to fall as they would naturally
whilst the make-up is being worn. If the client was led flat then the
make-up would not be in the correct place when they sit up, due to the
effect of gravity.
Clare Hargreaves-Norris
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You will need to apply
the make-up with the
client sitting in front
of a mirror or holding a
mirror.
You w ill usually w ork
using the
half-face
technique which allow s
you and the client to
work
together
to
prepare the skin and
crea te the make-up.
This is carried out by
you and then the client
applying each stage of
the
procedu re - you
work on one half of the
face and the client
completes eac h stage
on the other half of
the face, immediately
after the therapist,
under their guidance.
Al ternati vely,
some
prefer to talk through
each
stage,
taking
extra time to explain
techniques, tools and
products to the client.
Check tha t the client
understands how to
carry our their new
skin care and make-up
rou tine by asking them
questions and asking
them to show you how
to apply the techniques.
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In order to present
the information so
tha t the client understands and provide
clear instruc tion you
should:
 Always follow a logical sequence tha t i s
easy to follow.
pic tures
of
 Use
make-up to help decide what look is
go in g
to
be
achieved.
 P r e s e n t
s mall
amounts of informa tion a t a time so
that
the
client
doesn’t get confused.
 Use a make-up chart
to support the instruc tion, and help

K

The following points mu st be taken into consideration when carrying ou t a
skin care and make-up instruction

the client to remember once they
get home.
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As with a normal make
-up, you w ill adapt your
explanations,
product
choice, colours, tec hniques etc for the
individual
client’s
needs.
As you will be involving
the client in the trea tment it will take longer
to carry out the skin
care and make-up instruction than a normal
make-up, allow 1 hour
w hen
booking
the
appointment.
In order for the client
to understand you must
speak clearly, varying
your tone, use w ords
that the client will understand and talk at
the correc t pace—i.e.
not too fast or too
slow.

Encourage and allow
the client ti me to ask
questions
throughou t
the instruction. Show
tha t you a re listening
by looking a t the client,
nodding your head in
response and answering
their questions clearly
and confidently.
Use appropria te questioning techniques to
find out w ha t the client
w ants to achieve.
If the client wears
c onta ct
l enses
or
glasses you will need to
take this into considera tion when advising
on techniques.
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