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Introduction

The Support Pack

This support pack has been developed to provide additional guidance for training providers,
assessors and verifiers who will be helping candidates to achieve the EDI Level 3 NVQ
Certificate in Management.

It has two purposes:

A To provide, in one place, all of the additional information that may be needed to prepare
for, and then support the successful delivery of these qualifications;

A To provide a resource that can be updated easily and quickly when it becomes
necessary, and made available to all users.

This support pack has a version number and date on the front cover. An up to date copy of this
support pack is always downloadable from our website www.ediplc.com in pdf format.

If this pack is updated we will let you know in EDI Qualifications Update i our monthly
newsletter to approved centres. This is available to download from our website
www.ediplc.com. If you would like to receive an electronic copy of the EDI Qualifications
Update each month, please contact our Enquiries team on enquiries@ediplc.com.

Pl ease note that throughout this support pack, t
seeking to gain the qualification.

About ED |

EDI is one of the largest awarders of accredited vocational qualifications in the UK and has
been involved in providing qualifications for employment for over 100 years. We work with over
1400 centres and we award over 140,000 vocational qualification certificates every year. Our
vocational qualifications are developed in collaboration with industry and are used by students
and employers as a benchmark for practical skills and quality. They include QCF
Qualifications, National Vocational Qualifications (NVQs), Scottish Vocational Qualifications
(SVQs), Vocationally Related Qualifications (VRQs), Technical Certificates, apprenticeships
and Skills for Life qualifications.

EDI qualifications are accredited on the Qualifications and Credit Framework and are eligible
for government funding. EDI offers unrivalled centre support, through online administration,
resources and customer care.

In addition, EDI provides a wide range of services for training providers, colleges, employers
and schools including customised assessments, bespoke training programmes, innovative
interactive online assessments mapped to the national curriculum, an electronic portfolio
system, access to high volume printing and broadband facilities. For more details, please visit
the EDI website: www.ediplc.com.
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What is the QCF?

What is the QCF?

The Qualifications and Credit Framework (QCF) is a unitised qualification framework
underpinned by a system of credit accumulation and transfer. Every unit on the framework will
have a level and a credit value which is based on the notional learning hours for that specific
unit (for further information see the section: What is credit?). The QCF is designed to allow
learners to achieve credit for individual units or qualifications, providing learners with the
opportunity to accumulate credit at their own pace and use it to claim for a qualification when
they are ready.

Quialifications within the QCF
There are three sizes of qualifications in the QCF:

A Awards (1-12 credits)
A Certificates (13-36 credits)
A Diplomas (37 credits or more)

It is possible to have all three of these qualifications at each level, for example, Level 1 Award,
Certificate or Diploma in Business Skills. This is because the classification of the qualification
as an Award, Certificate or Diploma refers to the size of the qualification, not the level of
difficulty.

Each qualification title will contain the level of qualification (eg Entry 2), the size
(award/certificate/diploma) and details indicating the content of qualification. For example:

A EDI level 2 Award in Business Skills
A EDI level 1 Certificate in IT Users (ITQ)

What is credit?

Every unit and qualification on the QCF has been given a credit value, which denotes the
number of credits that will be awarded to each candidate who successfully completes the unit
or qualification.

A 1 credit represents 10 notional learning hours

Notional learning hours represent the amount of time a learner is expected to take, on average,
to complete the learning outcomes of the unit to the standard required within the assessment
criteria. It is important to note that notional learning hours are not the same as guided learning
hours (GLH). GLH represent the hours during which a tutor or trainer is present and
contributing to the learning process. Notional learning hours represent the hours which are
needed to successfully cover all the learning required to achieve the unit, either guided or
independently.



Rules of ¢ ombination

Every qualification on the QCF is structured through rules of combination. Rules of
combination are important because they define the number of credits which need to be
achieved and where these credits must come from in order for a learner to achieve the
qualification. Rules of combination also state what the potential is for learners to transfer
credits between qualifications and awarding bodies.

The rules of combination for the EDI Level 3 NVQ Certificate in Management are included later
in this pack.

QCF IT system

QCA has worked in partnership with the agency, Managing Information Across Partners (MIAP)
to set up a learner registration system. This service enables learning providers to request
Unique Learner Numbers (ULN) for learners wishing to complete a unit or qualification on the
QCF. The ULN has been designed to support the QCF and facilitate the process of credit
accumulation and transfer.

If you would like further information regarding the QCF IT system, please contact MIAP, either
through their website: www.miap.gov.uk/Irs/ or email: [rssupport@miap.gov.uk.
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Customer Service Statement

EDI is committed to the highest possible level of customer service. The following customer
service statement aims to provide a summary of the service levels that we offer to our centres
and candidates.

All requests for information will be responded to within 3 working days of receipt. Verbal
enquiries are usual | yriesbeCemtre Support Teams ynmdeliBtehd s En q
Complaints are responded to within 3 working days.

Our Enquiries or Centre Support teams can be contacted between the hours of 0830 and 1700

Monday to Friday by using the contact details below or outside those hours by leaving a
message on our voicemail service. All messages will be returned the next working day.

Enquiries team (g eneral enquiries)

Telephone helpline: 08707 202 909
Fax: 02476 516559
Email: enquiries@ediplc.com

Our Enquiries team will be happy to assist you with any general enquiries that you may have.
For example:

A information relating to new or existing products and services, including launch dates,
award content and links with existing products;

enquiries regarding qualification structures and content;

pricing enquiries including price lists requests;

support on t he us,eqgvovvedpld.totns; websites
international customer service queries;

general information requests including, address, fax number etc;

initial enquires from new centres interested in working with EDI;

P W D P P 2

maintaining accurate contact details for centres.
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Centre support team (Campus and administration e  nquiries)

Telephone helpline: 08700 818 008
Fax: 02476 516566
Email: centresupport@ediplc.com

Our Centre Support team will be happy to assist with any administration related enquiries you
may have. For example:

enquiries relating to EDI Centre Approval

centre induction and training

Campus user guidance

queries relating to external verifiers

Campus technical support, including IT support for online and offline examinations

the progress of an order or a query relating to a candidate registration

> P> >y P>y > B>y D

the progress of results, issues with claims including manual claims and certification
queries

A invoice queries

EDI logs and monitors response times to all queries to Customer Services in order to achieve
ongoing customer service standard improvements.

EDI can also be contacted by post:

EDI

International House

Siskin Parkway East
Middlemarch Business Park
Coventry

CV3 4PE

UK

QCF service level a greements

Centre approval

A Applications for approval to offer QCF with EDI for the first time will be processed within
40 days of receipt.

A Request to offer additional QCF from existing EDI Centres will be processed within 2
weeks of receipt.

Registration m aterials
A Orders will be despatched within 5 working days of processing.
Candidate e nrolments

A Candidates will be enrolled and a candidate number allocated within 5 working days of
receipt. Enrolments using Campus will be processed immediately.
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Certificates

A All certificate claims will be processed and despatched within 5 working days; we aim to
process all certificates within 2 working days. For centres with direct claims status using
Campus, certificates will be despatched within one working day.

Queries

A All requests for information will be responded to within 3 working days of receipt. Verbal
enquiries are usually dealt with by the Centre Support and Enquiries team immediately.

Centre approval and quality assurance

EDI offers detailed information and guidance on the following areas of the EDI QCF Centre
approval process:

A the terms and conditions of approved centre status (Form CAUK)
A how applications for approval are processed (Form CAUK)

EDI also encourages all Centres to develop customer service standards in order to build a high
level of customer service into the qualification process.

Fees

Fees for candidate registration, certification (including unit certification), centre approval and
additional verification visits are available in the EDI Price List.

Complaints and appeals p rocedures

Details relating to all aspects of complaints and appeals for centres, including circumstances
under which a centre or learner is entitled to appeal can be found within this support pack or by
contacting our Enquiries Team on 08707 202 909.

Every EDI candidate pack includes details of the complaints and appeals procedure.

All complaints will be responded to within 3 working days.

Equal opportunities policy

EDI operates an equal opportunities policy, further details of which can be found on our website
www.ediplc.com.

Further general information about Qualifications offered by EDI can be obtained by contacting
our Enquiries team on 08707 202 909 or by emailing enquiries@ediplc.com.
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Administrative Procedures

This section of the support pack details the range of administrative procedures that will need to
be in place in order for you to deliver these qualifications.

It includes:

A centre approval;
A the candidate pack;

A learner registration;

A Campus;

A ongoing quality assurance.

Centre approval

In order to offer these qualifications, you must be approved by EDI. Centre approval is based
upon the training provideroés ability to show tha
systems are in place to maintain standards of delivery and quality.

Centre approval is based upon completion of Form CAUK, which is a formal statement from the
provider confirming what will be provided. This form can be found on our website or requested
from our enquiries team.

Approval v isit

When you send Form CAUK to us, this is normally followed by an approval visit carried out by
an External Verifier. The purpose of this visit is to verify the statements made on Form CAUK
and to provide guidance and support to all those who will be responsible for delivering these
gualifications.



The Specificat ion

After a centre has been approved, the first stage in the procedure for registering learners with
EDI is to purchase a credit for the qualification or unit. This can be done by using Campus,
E D¢ dnline administration system.

Please contactourCentr e Support team on 08700 818 008 for f
Campus system.

The Specification is individual to each learner and includes everything that is needed for the
individual to complete all of the requirements for the unit or qualification.

The Specification includes:

A guidance for the learner;
A the standards:;

A evidence matrices, to be completed by the learner and the assessor as part of the

l earner 6;s portfolio

A learner and assessor statements forms, for each claim, to be signed off by the External
Verifier before they are sent to EDI.

Learner registration

The nextstageisto r egi ster the | ear ner ssdnlneadrmimsiratiansi ng Ca
system.

Campus

EDI 6s onl i ne &CRadminmsiadtion amd managément system, Campus, is

available to EDI approved centres. Campus is an integrated solution providing everything from

candidate registration through to exam paper production (or online assessment) and result and

certification release.

Campus can be accessed by using the following link: http://Campus.ediplc.com or through the
login section on www.ediplc.com.

Campus guidance documents can be found on the website or they can be obtained by
contaci ng EDI 6s Centr O87@BB®WEr t team on

Ongoing quality a ssurance

EDI maintains the quality of delivery and assessment of these qualifications through a system
of ongoing monitoring visits undertaken by a suitably qualified consultant.

To ensure consistency, all Consultants are trained by EDI to undertake these visits, which are
focused on completion of Form CAUK. These visits will also be used by the Consultant to
provide updated information to you about the delivery of these qualifications, for example,
interpretation of standards or the assessment strategy.
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Assessment

Assessment for these qualifications takes the form of:
A Ongoing review of candidate performance by the assessor and internal verifier.
This section of the Support Pack covers:

A the assessment strategy for the qualifications;
the evidence matrix;

claims to competence;

> > >

the appeals procedure for candidates.

How are the qualifications assessed?
Assessment is the process usedtojudgea candi dateds competmwmsice again
These qualifications are assessed in the same manner as the N/SVQs.

The assessor is usually the person who is responsible for providing training to the candidate
and who has the greatest number of opportunities
The assessor may be a work place supervisor.

Assessors must be trained and qualified or working towards a qualification relevant to the
assessor role.

Assessors base their judgement on a candidateds
the national standard. The assessor will also ask the candidate questions based on the
knowledge required to do the work to ascertain the candidates understanding of the job role.

When the required units have been completed and the assessor is satisfied that the candidate
has met the national standard, a recommendation for a certificate will be made.

An Internal Verifier is responsible for the quality assurance of the qualifications within the
training organisation, for example the assessor's line manager. The Internal Verifier provides
advice and support to the assessors and ensures that the assessors apply the standards
consistently and fairly. The Internal Verifier will see the candidate's portfolio of evidence during
the assessment process.

An External Verifier, who is appointed by EDI, will verify the assessment and internal
verification decisions involved in the development of the candidate's portfolio. The External
Verifier will quality assure the qualification process which ensures that certification of the
qualification is reliable, consistent and to the national standard, by checking the consistency of
assessments made by the training provider, and across training providers. They also make
visits to ensure training providers continue to meet the approval criteria.



Assessment Strategy
Management Standards Centre i MSC
Assessment Strategy for Management and Leadership

Scottish Vocational Qualifications (SVQs) and National Vocational Qualifications
(QCF) and Units

The Management Standards Centre (MSC) is the Government recognised standards setting
body for management and leadership. This document sets out the overarching assessment
strategy for National Vocational Qualifications QCF and related Units and Scottish Vocational
Qualifications (SVQs) in management and leadership based on the National Occupational
Standards (NOS) for management and leadership.

1.  Achieving External Quality Control of Assessment

The following measures are proposed in terms of achieving external quality control of
assessment:

A Application of risk management. The MSC will expect awarding bodies to apply such risk
management systems to the awarding of NVQs and SVQs in management and
leadership and deploy resources accordingly to tackle identified risks.

A The existing Management and Leadership Qualifications Forum (M&LQF) will take on a
more active role in relation to the ongoing assessment and quality assurance of NVQs
and SVQs in management and leadership

A Standardisation activities/exercises across centres (assessors and internal verifiers) and
external verifiers.

2.  Assessment through Performance in the Workplace

The NVQs and SVQs in management and leadership are to be assessed using evidence from
the workplace i.e. observable performance, physical products of work (such as reports, plans,
correspondence etc), witness testimony, discussion and questioning etc.

3. Assessment by Simulation

Simulation is not allowed.
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4.  Requirements for Assessors and Verifiers
Assessors and Verifiers must demonstrate that they:

A have credible expertise in management and leadership relevant to the level(s)/units they
are assessing or verifying.

A keep themselves up-to-date with developments in management and leadership practice;

A have a thorough understanding of the NOS for management and leadership at the
unit(s)/level(s) they are assessing or verifying.

In addition Assessors and Verifiers must have:
A An accredited assessor and/or verifier qualification, or

A A related qualification in assessment and/or verification that has been mapped to the
national Occupational Standards for assessment and/or verifications, or

A Evidence of undertaking an employer assessment programme that has been mapped to
the national Occupational Standards for assessment and/or verifications

Claiming ¢ ompetence

Each of the units achieved will appear onthe | e a r wegtificates. If the learner does not
complete the requirements for a full qualification, they will be awarded a unit certificate for the
units in which the learner has demonstrated competence.

In order to claim the unit(s) or the qualification, the learner will need to complete a claim to

competence, which is split into two sections: the evidence matrix and learner statement and
summative assessor statement. These are located at the rear of the Candidate Pack.

11



Evidence m atrix

The evidence matrix is designed to help with evidence collection. It is a mapping activity to

ensuret hat | earners have c oV e rcenthingd mé&armng susc@ne,s me n t
and is intended to help to keep the volume of evidence to a minimum. One matrix should be
completed for each unit.

It is expected that a selection of various types of evidence will be used as appropriate; columns
in the matrix enable learners or assessors to enter the evidence type, eg Report, Log, Written
Statement, and also the assessment method, eg Obs (= Observation), as shown in the
Assessment method key. By inserting portfolio reference numbers in the boxes provided,
learners will enable the Assessor, Internal Verifier and External Verifier to quickly locate the
evidence which they are submitting to demonstrate their competence.

Examples of types of evidence learners could provide to prove competence:

Record of observation of performance in the workplace
Professional discussion

Reflective account

Product evidence (eg implementation plans, correspondence, work records)
Work-based projects

Testimony from senior colleagues/clients

Personal report of actions and circumstances
Accreditation of Prior Learning/Achievement (APL/A)
Special projects, assignments or simulations

Records of questioning

Other

> > > > > >y > > D> D> P>

An example of the Evidence Matrix follows:
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Supporting learning
and performance

EVIDENCE MATRIX

Candidate name :

Registration
number:

Quialification title:

Unit title :

IT user s tandards

Portfolio | Evidence Ass
ref descri ption meth

Learning o utcome 1 Learning o utcome 2 Learning o utcome 3
Assessment criteria —— 1.1 1.2 1.3 1.4 1.5 1.6 1.1 1.2 1.3 14 1.5 1.6 1.1 1.2 1.3 1.4 1.5 1.6

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency.

Learner signature: Date:
Assessor signature: Date:
Internal Verifier sig: Date:

(if sampled)

Assessment method key:

Obs = Observation Wt =
P= Product evidence A=
Q= Questioning Ot=
Sim =

Simulation/assignment

Witness testimony
APA/APL
Other

13




Learner statement and assessor summative statement

Each time a learner completes a unit and has signed off the evidence matrix the assessor will
be required to complete the details on the claim to competence form, i.e the unit number and
the date of the summative assessment. Both learner and assessor are required to enter their
initials. If the internal verifier has sampled that unit, he or she will also be required to enter the
date and his or her initials.

Once the learner has completed some or all of the units and decides that it is time to claim
these, the learner will need to write a statement showing how he or she achieved the unit/s.
This should show:

A how the learner completed the units/award and what she or he has learnt from the
experience;

A how long the learner has been in his or her current role and working towards this
qualification;

A the assessment methods used to show competence;
A how this has affected the way the learner approaches his or her job.

The assessor is also required to write a statement. This should provide support for the
l earner6s statement and anaouthewithepeareenaehievedthey i nf or m
unit/s drawing onthelearner 6 s parti cul ar circumstances.

An example of a completed claim to competence form with learner and assessor summative
statements follows. This is for guidance only to give an indication of the kind of things that
should be mentioned.

A claim should only be submitted when there is sufficient evidence to fulfil all of the above.

It is understood, however, that learners may not always have evidence to cover the full range of
situations that are indicated. Nonetheless, the Claim to Competence cannot be agreed and
signed by the assessor until the assessor is sure that the learner could operate across a range
of different situations. As such, where visible evidence is not present, the assessor will need to
interview the learner to cover these aspects. Overall, it is recommended that the portfolio is as
complete as possible in order to fully demonstrate and support the Claim to Competence and in
order to clarify this claim to the assessor as effectively as possible.

A completed CTC form (completed by both learner and assessor) and blank CTC form to
follow.

14



EDIE==N

Learner Statement and Assessor Summative Statement

Registration

Candidate name: )
number:

Number of units

Qualification title: comp leted for this claim
(write in words) Full Award: Yes/No
Unitno Summative Learner Assessor Internal v Unit Summative Learner Assessor Internal \Y
assessment initials initials Verifier initials No assessment initials initials Verifier initials
date date date date

LEARNER STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED

Completing these 3 units has been very enjoyable and | have realised whilst doing them that | have learnt a great deal about the way
I work and also about my employment rights and responsibilities. | have gathered evidence from my job role within The Office, my
workplace and have used specific work situations that clearly show how | am able to interact and work within my team and also how |
take responsibility for ensuring that | work within the requirements of my organisation. | am always keen to keep up to date with new
changes within work and also | like to learn new tasks and take on new challenges.

Within my evidence, | have shown that | am sensitive and able to work with a diverse work force and also that | take note of
col |l eaguesd n e kahsullyawade oftmy Enipleyiment rights and responsibilities and have even guided colleagues to
websites | used for research for their own learning.

I am an H&S rep in the office and so completing this unit was not a problem for me. | used copies of risk assessments that | had
carried out and also my assessor carried out a discussion with me around this unit.

Across all of the units, my assessor has observed me and has questioned me to back up the observations.

| realise now just how much | do at work and how completing these 3 units have made me strive to achieve even higher standards
within my work.

I confirm the evidence | have submitted to claim competence is authentic.

Learner signature: Date:

ASSESSOR SUMMATIVE STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED

A.N. Candidate has used a wide selection of work situations to show exactly how he works within his business environment, carried
out his responsibilities at work and also how he ensures his own actions reduces risks to health and safety.

A.N. has carried out research prior to being assessed in terms of employment rights and responsibilities, which was an area where
he highlighted more knowledge was needed. This has helped him in his work as he is now more aware of what he is legally able to
do and he is now acting as a mentor to other colleagues in this area.

A.N. is the office H&S rep, so collecting evidence for $his
competence at ensuring all of his colleagues and his safety.

Throughout the period of assessment within the units completed, A.N. has shown his knowledge and competence and this is shown
within assessor observation, discussions and witness testimony that accompanies his work product evidence and personal
statements.

| am satisfied that evidence used clearly demonstrates the requirements for these 3 units fully, well done A.N.

I confirm the evidence | have assessed is authentic.

Assessor signature: Date:

Internal Verifier signature: Date:

15



Supporting learning
and performance

Learner Statement and Assessor Summative Statement

Registration

Candidate name : )
number:

Number of units
Qualification title: completed for this claim
(write in words)

Full award: Yes/No

Unitno | Summative Learner Assessor Internal v Unit Summative Learner
assessment initials initials Verifier initials no assessment initials
date date date

Assessor
initials

Internal
Verifier
date

\Y
initials

LEARNER STATEMENT FOR THE UNITS/AWARD TO BE CLAIM ED

| confirm the evidence | have submitted to claim competence is authentic

Learner signature: Date:

ASSESSOR SUMMATIVE STATEMENT FOR THE UNITS/AWARD TO BE CLAIMED

| confirm the evidence | have assessed is authentic

Assessor signhature: Date:

Internal Verifier signature: Date:

16




Appeals Procedure for Centres

A Centre has the right to lodge an appeal directly with EDI. The main reasons for an appeal
are likely to be:

A An application for Centre approval has been denied with instructions to re-apply at some
time in the future

A Approval has been withdrawn, following an unsatisfactory verification visit

A Centres are dissatisfied with an Extern
individual candidates when the candidate procedure should be used).

Appeal against External Verification decisions

If centres are not satisfied with the judgements made by the External Verifier, they should first
contact EDI Customer Support and EDI will then seek to resolve the problem by discussion
between the centre and the External Verifier. Occasionally, the views of a second External
Verifier will be sought.

The appeal must be submitted in writing by the Head of Centre, including the grounds for
appeal and any supporting documents. The Appeal must be sent to the Quality Assurance
Manager (email quality assurance@ediplc.com).

EDI will acknowledge receipt of the appeal within three working days. Upon receipt of the
appeal, the Quality Assurance Manager will initiate an internal review. A fee will be charged
(please see current fee sheet). This fee will be refunded if the appeal is upheld.

Internal Review

A review of the Appeal will be undertaken by the Quality Assurance Manager, the Quality
Manager and an External Verifier. The purpose of the review will be to consider whether the
External Verifierés original judgement was

A A discussion with centre staff and/or candidates and EDI personnel

A Arequest for further information from the centre, candidates or EDI personnel
A A centre visit authorised by EDI personnel

A Any other action that EDI deems appropriate to resolve the case.

The outcome of the review will then be communicated to the centre within 10 working days
stating justification for the decision.

17
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External Review

If centres are dissatisfied with the outcome of the internal review, they may apply to the
Appeals Panel. The Appeals Panel will comprise three independent members, the Innovation
Manager and the Head of Customer Support and Assurance. One of the independent members
shall be appointed chair of the Panel. The EDI Appeals Panel will consider whether the
procedures that have been followed are fit for purpose. This consideration will lead to one of
two decisions:

EITHER the Appeals Panel rejects the appeal and supports the decision of the External Verifier

OR the Appeals Panel upholds the appeal and appoints an independent evaluator, who
subsequently reports their findings to the panel.

Note - The decision of the Appeals Panel will be final.
Appeal to Regulatory Body

Following appeal to the awarding body, if centres are unsatisfied with the result, then they are
entitled to appeal to the relevant regulatory body.

A NVQ regulatory body i Ofqual (Office of Qualifications and Examinations

) Regulation)
A SVQ regulatory body i SQA (Scottish Qualifications Authority

18



EDI Level 3 NVQ Certificate in Management

Aims

The aim of this qualification is to contribute to the skills, knowledge and overall performance of
Management and Leadership. Its purpose is to provide insight into the principles and processes
of Management and Leadership and to aid career progression.

This QCF Certificate is designed for those who are entering a management role or who wish to
gain a qualification that formally recognises their skills, those who manage a team and are
responsible for its performance and middle managers who have a wider managerial role, which
could include recruitment and budgetary responsibilities.

Credit

The EDI Level 3 NVQ Certificate in Management has a credit value of 25.

Previous learning requirements

There are no formal entry requirements for this qualification.

Progression

This qualification forms part of the Management Advanced Apprenticeship, and offers
progression onto the EDI Level 5 NVQ Diploma in Management.

Guided learning hours

We recommend that 110 7 165 guided learning hours (GLHSs) provide a suitable course length
for an 6averaged | earner at this | evel

Guided learning hours include direct contact hours, as well as other time when learners are

completing work that has been agreed with teachers or training providers. Itis the

responsibility of the centre to decide the appropriate course duration, based ontheirl ear ner s 8
ability and level of existing knowledge. It is possible, therefore, that the number of GLHs can

vary significantly from one training provider to another according to learners' needs

Candidates with particular assessment requirements
Werecogni se t hat some candidates will have particul

for candidates with particular requirements is s
C e n t ,.which & available via www.ediplc.com or by contacting enquiries@ediplc.com.

Centre approval

You, the provider, must be approved to offer this qualification. To gain centre approval, please
contact Customer Services on 08707 202909 between the hours of 0830 and 1700 Monday to
Friday or by email on engquiries@ediplc.com.
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Structure of the Qualification

Learners need to complete all Mandatory units to a total of 14 credits and a minimum of 11
credits from the Optional units group.

To achieve the qualification a minimum of 25 credits is required.

Mandatory Units

i Unit Title i Guided
Unit Credit learning hours

Manage Own Professional Development Within 4 20

CU868 | an Organisation
Set Objectives and Provide Support for Team 5 35

CU761 | Members

cussg | Plan, Allocate and Monitor Work of a Team 5 25

Optional Units
Unit Unit Title Credit Guided
learning hours

cusss | Manage Personal Development 4 20
Develop, Maintain and Review Personal

cus7o | Manage Risk in Own Area of Responsibility 4 25
Review Risk Management Processes in Own

CU871 | Area of Responsibility 3 20
Manage or Support Equality of Opportunity,

cussg | Diversity and Inclusion in Own Area of 4 20
Responsibility
Provide Leadership and Direction for Own Area

CU762 | of Responsibility S 30
Ensure Compliance with Legal, Regulatory,

CU872 | Ethical and Social Requirements S 25
Support Team Members in ldentifying,

Ccus60 Developing and Implementing New Ideas 4 20

cus73 | Implement Change in Own Area of Responsibility 6 25

cusse | Develop Working Relationships with Colleagues 3 15

cuss1l | Manage Conflict in a Team 3 20

cuse?2 | Lead and Manage Meetings 4 20

cuse3 | Participate in Meetings 2 10
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Support Individuals to Develop and Take

cusra Responsibility for Their Performance 20

cusg7s | Know How to Follow Disciplinary Procedures 20

cus7e | Managing Grievance Procedures 10
Support the Management of Redundancies in

CUB77 | own Area of Responsibility 15
Develop Working Relationships With Colleagues

CU763 | and Stakeholders 20

cu789 | Recruit Staff in Own Area of Responsibility 25
Plan, Allocate and Monitor Work in Own Area of

CU878 | Responsibility 25
Support Learning and Development Within Own

CU764 | Area of Responsibility 25
Address Performance Problems Affecting Team

cusso | Build, Support and Manage a Team 20

cuse4 | Make Effective Decisions 10

cuss7 | Communicate Information and Knowledge 10
Manage Knowledge in Own Area of

CU865 | Responsibility 15

cuses | Procure Supplies 20

cussl | Manage a Tendering Process 20
Develop and Implement a Risk Assessment Plan

CU882 | i own Area of Responsibility 20

cu765 | Manage Physical Resources 25
Manage the Environmental Impact of Work

CU766 | Activities 10

cuss3 | Plan and Manage a Project 30
Manage the Achievement of Customer

CUB84 | gatisfaction 25

cusggs | Prepare for and Support Quality Audits 20
Manage Customer Service in Own Area of

cuse7 Responsibility 25

cusse | Develop and Implement Marketing Plans 25
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cuss7

Analyse the Market in Which Your Organisation
Operates

25
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Unit CU868 Manage Own Professional Development
Within an Organisation

Aim

This unit will ensure that learners can identify and assess progress against performance

requirements in own work role.
Credit 4

Level 3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1 Be able to assess own career goals and
personal development

1.1 Identify own career and personal goals.

1.2 Assess how own career goals affect
work role and professional
development

2 Be able to set personal work objectives

2.1 Agree SMART (Specific, Measurable,
Achievable, Realistic and Time-bound)
personal work objectives in line with
organisational objectives

3 Be able to produce a personal
development plan

3.1 Identify gaps between objectives set,
own current knowledge and skills.

3.2 Produce a development plan

4, Be able to implement and monitor own
personal development plan

4.1 Plan activities identified in own
development plan.

4.2 Explain how to monitor and review own
personal development plan.
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Supporting learning
and performance

EVIDENCE MATRIX

Candidate name:

Registration
number:

Quialification title:

Unit title :

Portfolio | Evidence Ass
ref description meth

Learning o utcome I:I

Learning o utco me I:I

Assessment criteria (eg 1.1) ——»

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency.

Learner signature:

Assessor signature:

Internal Verifier sig:

(if sampled)

Date: Assessment method key:
) Obs =  Observation Wt =
Date: _
P= Product evidence A=
Dat Q= Questioning Ot=
ate: o
Sim= " gjmulation/assignment

Witness testimony
APA/APL
Other
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Unit CU761

Aim

Members

Set Objectives and Provide Support for Team

This unit helps learners to set and support individuals and teams to achieve objectives.

Credit 5
Level 3
Learning outcomes Assessment criteria
The learner will: The learner can:
1 Be able to communi c| 1.1 Describethe purpose of ateam.
purpose and objectives to the team
members 1.2 Set team objectives with its members
which are SMART (Specific,
Measurable, Achievable, Realistic and
Time-bound).

13 Communicate the te
objectives to its members.

2 Be able to develop a plan with team 2.1 Discuss with team members how team
members showing how team objectives objectives will be met.
will be met

2.2 Ensure team members to participate in
the planning process and think
creatively.

2.3 Develop plans to meet team objectives.

2.4 Set SMART personal work objectives
with team members.

3 Be able to support team members 3.1 Identify opportunities and difficulties
identifying opportunities and providing faced by team members.
support

3.2 Discuss identified opportunities and
difficulties with team members.

3.3 Provide advice and support to team
members to overcome identified
difficulties and challenges.

3.4 Provide advice and support to team
members to make the most of identified
opportunities

4. Be able to monitor and evaluate 4.1 Monitor and evaluate individual and
progress and recognise individual and team activities and progress.
team achievement
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4.2

Provide recognition when individual
and team objectives have been
achieved.
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Supporting learning
and performance

EVIDENCE MATRIX
Candidate name: Registration
number:
Qualification title: Unit title :

Portfolio | Evidence Ass
ref description meth

Learning o utcome I:I Learning o utcome I:I
Assessment criteria (eg 1.1) ——»

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency.

. Obs = Observation Wt = Witness testimony
Assessor signature: Date: _
P= Product evidence A= APA/APL
o Q= Questioning Ot= Other
Internal Verifier sig: Date: Sim = , , i
IM =" Simulation/assignment

(if sampled)
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Unit CU858

Aim

Plan, Allocate and Monitor Work of a Team

This unit helps learners to plan and allocate the work for a team, and support, monitor and
improve team performance.

Credit

Level

5

3

Learning o utcomes

The learner will:

Assessment criteria

The learner can:

1 Be able to plan work for a team 1.1 Agree team objectives with own
manager.

1.2 Develop a plan for a team to meet
agreed objectives, taking into account
capacity and capabilities of the team.

2 Be able to allocate work across a team 2.1 Discuss team plans with a team.

2.2 Agree work allocation and SMART
(Specific, Measurable, Achievable,
Realistic and Time-bound) objectives
with team members.

2.3 Agree standard of work required by
team.

3 Be able to manage team members to 3.1 Support all team members in order to
achieve team objectives achieve team objectives.

4.  Be able to monitor and evaluate the 41 Assess team member
performance of team members agreed standards and objectives.

4.2 ldentify and monitor conflict within a
team.

4.3 ldentify causes for team members not
meeting team objectives.

5. Be able to improve the performance ofa | 5.1 Identify ways of improving team
team performance.

5.2 Provide constructive feedback to team
members to improve their performance.

5.3 Implement identified ways of improving

team performance.
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Supporting learning
and performance

EVIDENCE MATRIX
Candidate name: Registration
number:
Quialification title: Unit title :

Portfolio | Evidence Ass
ref description meth

Learning o utcome I:I Learning o utcome I:I
Assessment criteria (eg 1.1) ——»

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency.

Learner signature: Date: Assessment method key:
- Obs =  Observation Wt = Witness testimony
Assessor signature: Date: _
P= Product evidence A= APA/APL
= Q= Questioning Ot= Other
Internal Verifier sig: Date: Sim = ) . .
IM =" Simulation/assignment

(if sampled)
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Unit CU855

Aim

Manage Personal Development

This unit will ensure that learners can identify and assess progress against performance
requirements in own work role.

Credit 4

Level

2

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1 Be able to identify and agree 1.1 Outline work role performance
performance requirements of own work requirements with those they report to.
role

2 Be able to measure and progress 2.1 Identify ways that progress will be
against objectives measured against own work objectives

3 Be able to identify gaps in skills and 3.1 Explain knowledge and skills required
knowledge in own performance for own work role.

3.2 Identify opportunities and resources
available for personal development.

3.3 Produce a development plan to
address own needs and agree with line
manager.

4, Be able to carry out and assess activities | 4.1 Plan activities in own development plan
within own development plan that address identified needs.

4.2 Collect feedback from colleagues on
the result of development activities on
own performance.

4.3 Assess the success of activities carried

out as part of own development plan.
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Unit CU869 Develop, Maintain and Review Personal

Networks

Aim

This unit helps learners to develop, maintain and
personal contacts.

Credit 4

Level 4

review networking relationships based on

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1 Understand the benefits of networking
and the need for data privacy

1.1 Evaluate the benefits of networking
with individuals and organisations.

1.2 Identify individuals and organisations
that would provide benefits to own
organisation and networks.

1.3 Explain the need for confidentiality with
networking contacts

2 Be able to develop a personal network of
contacts

2.1 Develop networks that will provide
personal and organisational benefit.

2.2 Develop guidelines for working with
networks in line with organisational
procedures

3 Be able to review networking
relationships

3.1 Assess the value own current personal
network.

3.2 Evaluate own experience with existing
contacts and use these to inform future
actions.
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Unit CU870 Manage Risk in Own Area of Responsibility

Aim

This unit will ensure that learners can evaluate and manage risk in own area of responsibility,
and communicate information on risks to relevant stakeholders.

Credit 4

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1 Be able to undertake a risk evaluation for
current and planned activities within own
area of responsibility

1.1 Identify potential risks in current and
planned activities within own area of
responsibility.

1.2 Assess the nature of identified risks
and potential consequences.

1.3 Evaluate the probability of identified
risks occurring.

2 Be able to minimise the impact and
likelihood of potential risks occurring in
own area of responsibility

2.1 Identify ways and means of minimising
the impact and likelihood of potential
risks.

2.2 Allocate responsibility for risk
management to relevant individuals
within own area of responsibility.

3 Be able to communicate identified risks

3.1 Provide information on identified risks
to relevant stakeholders.
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Unit CU871 Review Risk Management Processes in Own
Area of Responsibility

Aim

This unit will ensure that learners are able to monitor, evaluate and improve risk management
processes within own area of responsibility.

Credit 3

Level 4

Learning outcomes Assessment criteria

The learner will: The learner can:

1 Be able to monitor and evaluate risk 1.1 Identify information from own area of
management processes within own area responsibility to review the risk
of responsibility management process.

1.2 Assess the effectiveness of the risk
management process.

2 Be able to improve the risk management | 2.1 Implement changes to the risk
process management process where potential
improvements have been identified.
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Unit CU859

Aim

This unit helps learners understand how to manage equality, diversity and inclusion in own area

Manage or Support Equality of Opportunity,

Diversity and Inclusion in Own Area of

Responsibility

of responsibility.

Credit 4

Level

3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1 Understand own responsibilities under 1.1 Identify information from own area of
equality legislation, relevant codes of responsibility to review the risk
practice and own organisational policies management process.

1.2 Assess the effectiveness of the risk
management process.

2 Be able to communicate an 2.1 Implement changes to the risk
organi sationdés writ management process where potential
and inclusion policy and procedures in improvements have been identified.
own area of responsibility

3. Be able to monitor equality, diversity and | 3.1 Monitor how equality, diversity and

inclusion within own area of
responsibility

inclusion activities in own area of
responsibility are in line with own
organisation
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Unit CU762 Provide Leadership and Direction for Own
Area of Responsibility

Aim

This unit helps learners understand how to manage equality, diversity and inclusion in own area

of responsibility.
Credit 5

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to lead in own area of
responsibility.

1.1 Identify own strengths and ability to lead
in a leadership role.

1.2 Evaluate strengths within own area of
responsibility.

2. Be able to provide direction and set
objectives in own area of responsibility.

2.1 Outline direction for own area of
responsibility.

2.2 Implement objectives with colleagues
that align with those of the organisation.

3. Be able to communicate the direction for
own area of responsibility and collect
feedback to inform improvement.

3.1 Communicate the agreed direction to
individuals within own area of
responsibility.

3.2 Collect feedback to inform improvement.

4, Be able to assess own leadership
performance.

4.1 Assess feedback on own leadership
performance.

4.2 Evaluate own leadership performance.

35




Unit CU872 Ensure Compliance With Legal, Regulatory,
Ethical and Social Requirements

Aim

This unit helps learners to identify and correct failures in compliance with legal, regulatory,
ethical and social requirements relating to their own areas of responsibility.

Credit 5

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to monitor the operational
compliance of procedures in meeting
legal, regulatory, ethical and social
requirements.

1.1 Monitor the operational compliance of
procedures in meeting legal, regulatory,
ethical and social requirements.

2. Be able to identify and make
recommendations on areas of non-
compliance with procedures for legal,
regulatory, ethical and social
requirements relating to own area of
responsibility

2.1 ldentify areas of non-compliance with
legal, regulatory, ethical and social
procedures.

2.2 Examine reasons for non-compliance
with procedures.

2.3 Make recommendations for corrections
to ensure compliance with procedures.

36




Unit CU860  Support Team Members in Identifying,
Developing and Implementing New ldeas

Aim

This unit helps learners to support team members in identifying, developing and implementing
new ideas. It also helps learners to provide recognition for innovation.

Credit 4

Level 3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to develop team ideas and
develop the creativity of team members

1.1 Encourage team members to identify

1.2

ideas.

Record team members

2. Be able to assess the viability of team
member sd i deas

2.1

Assess with team members the potential
benefits and risks associated with an
idea, and the resources required.

3. Be able to support team members to
implement ideas

3.1

3.2

Explain how to support team members in
submitting formal proposals for approval.

Explain to team members how to identify
and overcome barriers to implementing
an idea.

4, Be able to implement team ideas

4.1

4.2

Monitor the implementation of ideas by
own team.

Communicate the progress of
implementation to relevant others in own
organisation.
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Unit CU873 Implement Change in Ow n Area of

Responsibility

Aim

This unit helps learners to implement and evaluate a plan for change in their area of

responsibility.
Credit 6

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand how to implement change in
own area of responsibility

1.1 Explain the main models and methods
for managing change

2. Be able to involve and support others
through the change process

2.1 Communicate the benefits of and
reasons for change and how they relate
to business objectives.

2.2 Implement and agree a plan to support
change

3. Be able to implement and monitor a plan
for change in own area of responsibility

3.1 Apply SMART (Specific, Measurable,
Achievable, Realistic and Time-bound)
objectives with individuals and teams to
plan for change.

3.2 Assess opportunities and barriers to
change.

3.3 Review action plans and activities
according to identified opportunities and
barriers to change.
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Unit CU856 Develop Working Relationships With

Colleagues

Aim

This unit will help learners to establish and develop effective working relationships with

colleagues.
Credit 3
Level 2

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand the benefits of working with
colleagues

1.1 Describe the benefits of productive
working relationships.

2. Be able to establish working relationships
with colleagues

2.1 Identify colleagues within own and other
organisations.

2.2 Agree the roles and responsibilities for
colleagues.

3. Be able to act in a professional and
respectful manner when working with
colleagues

3.1 Explain how to display behaviour that
shows professionalism.

4, Be able to communicate with colleagues

4.1 Identify, information to others clearly and
concisely.

4.2 Explain how to receive and clarify own
understanding of information.

5. Be able to identify potential work-related
difficulties and explore solutions

5.1 Identify potential work-related difficulties
and conflicts of interest.

5.2 Explain how to resolve identified
potential difficulties.
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Unit CU861

Aim

Manage Conflict In a Team

This unit will help learners to establish and develop effective working relationships with

colleagues.
Credit 3
Level 3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to support 1.1 Communicate to team members the
understanding of their role and position standards of work and behaviour
within a team expected of them.

2. Be able to take measures to minimise 2.1 ldentify issues with organisational
conflict within a team structures, systems or procedures that

are likely to give rise to conflict.

2.2 ldentify potential conflict between team
members.

2.3 Explain action required to avoid potential
conflict and agree strategies for conflict
resolution.

3. Be able to understand how to encourage | 3.1 Explain how team members can be
team members to resolve their own encouraged to identify and resolve their
conflicts own problems and conflicts.

3.2 Explain how respect can be developed
and maintained between team members.

4. Be able to understand legal and 4.1 Explain legal and organisational
organisational requirements concerning requirements concerning conflict in own
conflict team.

4.2 Explain how to maintain complete,

accurate and confidential records of
conflicts and their outcomes.
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Lead and Manage Meetings

This unit will ensure that learners are able to prepare for, lead and follow up issues identified in

Unit CU862
Aim

meetings.

Credit 4
Level 3

Learning ou tcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to prepare to lead a meeting

1.1 Perform activities needed to be carried
out in preparation for leading a meeting.

1.2 Produce documentation in support of

activities.

2. Be able to manage meeting procedures

2.1 Identify any formal procedures that apply

in own organisation.

3. Be able to chair a meeting

3.1 Manage the agenda in co-operation with
participants to ensure meeting objectives

are met.

3.2 Produce minutes of the meeting and

allocate action points after discussions.

4, Be able to undertake post-meeting tasks

4.1 Explain that the minutes of the meeting
provide an accurate record of

proceedings.

4.2 Communicate and follow up meeting

outcomes to relevant individuals.

Evaluate whet her t he
objectives were met and identify
potential improvements.

4.3 m €
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Unit CU863

Aim

Participate in Meetings

This unit will ensure that learners are able to prepare for, take part in and communicate

information arising from meetings.
Credit 2

Level 2

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to prepare for a meeting 1.1 Explain meeting objectives prior to the
meeting.
1.2 Identify own role and prepare as
necessary.
2. Be able to participate in a meeting 2.1 Contribute to meeting discussions using

evidence to support own opinions.

2.2 Acknowledge other viewpoints

presented at a meeting.

2.3 Seek clarification or confirmation of own

understanding of outcomes.

3. Be able to communicate information to
relevant stakeholders

3.1 Communicate information from the
meeting to those who have an interest,

in line with any organisational protocol.
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Unit CU874

Support Individuals to Develop and

Responsibility for

Aim

This unit will ensure that learners are able to support individuals in assessing and implementing
| earners

a devel opment
provide feedback.

pl an.

Credit 4

Level 4

It

Take
Their Performance

al so ensures

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to agree their performance
development needs with an individual

1.1 Explain the standards of performance

required for current or future role with an

individual.

1.2 Identify and agree the performance
development needs for the individual.

2. Be able to understand how to help an
individual create a development plan

2.1 ldentify options available to support an
individual in meeting desired standards

of performance.

2.2 Explain specific actions needed to
achieve objectives.

2.3 Explain the process for an individual to

create a development plan.

3. Be able to support an individual in
implementing their development plan

3.1 Describe the opportunities provided for

an individual to improve performance.

3.2 Explain the outcome to an individual for

improved performance.

4. Be able to eval
provide feedback for continual

performance improvement

uat e
progress against a development plan and

4.1 Monitor and evaluate anindi vi du al
progress against their development plan.

4.2 Implement feedback to make
development plan revisions.

4.3 Explain how to encourage individuals to

take responsibility for continuing their
performance development.
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Unit CU875

Aim

Know How to Follow Di sciplinary Procedures

This unit will ensure that learners understand how to follow disciplinary issues and inform
individuals of expected performance.

Credit 4

Level

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1.

Be able to understand performance
expectations of an organisation

11

1.2

Explain an organi s
standards of conduct and performance.

Expl ain an
disciplinary procedure.

organi s

Be able to identify and use
communication methods to assess
potential cases of misconduct or
unsatisfactory performance

2.1

2.2

Explain how to identify when an
i ndividual 6ds perfo
organisational standards.

Identify communication methods used
to gather information on potential cases
of misconduct or unsatisfactory
performance.

Be able to know how to deal informally
with cases of minor misconduct or
unsatisfactory performance

3.1

3.2

3.3

3.4

Identify the differences between
misconduct, gross misconduct and
unsatisfactory performance, and how
each should be handled.

Evaluate whether a case of misconduct
or unsatisfactory performance can be
dealt with informally.

Assess methods available to improve
performance or behaviour.

Explain the importance of recording
informal disciplinary proceedings
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4,

Be able to
disciplinary procedure

f

ol

ow a

4.1

4.2

4.3

4.4

Explain the importance of seeking
advice and guidance from specialists
prior to taking action.

Explain when to follow formal
disciplinary procedures.

Assess the importance of
communicating disciplinary procedures
to individuals.

Explain how to record and store
information throughout the disciplinary
process.
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Unit CU876

Aim

Managing Grievance Procedures

This unit will ensure that learners can follow grievance procedures in their own organisation.

Credit 3

Level

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand how to prevent potential 1.1 Identify situations that are likely to lead
grievances to grievances in an organisation.
1.2  Explain how to prevent potential
grievances.
2. Understand an organ|21 Explain an or gacei s
policy and procedure and deal with policy and procedure.
concerns raised by individuals informally 22 Identify the circumstances where a
concern may be dealt with informally.
2.3  Explain the methods used to deal
informally with concerns.
3. Understand how to follow grievance 3.1 Explain howto followanorgani s a't
procedures written grievance procedure.
3.2  Explain the importance of
communicating grievance procedures.
3.3 Identify how to seek advice and
guidance from specialists or colleagues
when dealing with grievances.
3.4  Explain how to record and store

information throughout the grievance
process.
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Unit CU877  Support the Management of Redundancies in
Own Area of Responsibility

Aim

This unit will ensure that learners can manage redundancies, follow organisational procedures,
communicate and seek support in own area of responsibility.

Credit 3

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand how to follow redundancy
policy within own area of responsibility

11

1.2

Explain own organis
policy, processes and any appeals
procedures.

Identify how to access support from
colleagues or specialists when following
redundancy processes.

2. Communicate information on
redundancies to those affected

2.1

2.2

2.3

Explain continuous communication with
those affected by the redundancy policy.

Explain the form of communication
required to inform individuals selected
for redundancy.

Assess how to maintain the morale of
remaining individuals.

3. Understand how to support those
affected by redundancies

3.1

Identify where support from colleagues
or specialists may be accessed by those
affected by redundancies.
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Unit CU763

Aim

Develop Working Relationships with

Colleagues and Stakeholders

This unit will help learners to develop effective working relationships with colleagues and
stakeholders.

Credit

Level

4

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1.  Know how to identify stakeholders and 1.1 Identifyanorganisato n 6 s st ak €
their relevance to an organisation 1.2 Evaluate the roles, responsibilities,

interests and concerns of stakeholders.

1.3 Assess the importance of identified
stakeholders.

2. Understand how to establish working 2.1 Clarify how to agree a common sense of
relationships with colleagues and purpose with colleagues and
stakeholders stakeholders.

2.2  Summarise how to create an
environment of trust and mutual respect
with colleagues and stakeholders.

3. Be able to create an environment of trust | 3.1 Review and revise the needs and

and mutual respect with colleagues and
stakeholders

3.2

motivations of colleagues and
stakeholders.

Demonstrate interaction with colleagues
and stakeholders that allows respect for
the views and actions of others.
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Unit CU789 Recruit S taff in own Area of Responsibility

Aim

This unit helps learners to contribute to the recruitment, selection and induction of staff and
evaluate the processes used.

Credit 4

Level 5

Learning outcomes Assessment criteria

The learner will: The learner can:

1. Be able to review human resource 1.1 Examine the human resources required
requirements to meet business objectives to meet objectives in own area of
in own area of responsibility responsibility.

1.2 Identify gaps between current and
required human resources to meet
objectives.

1.3 Assess the options for human resource
requirements to meet objectives.

2. Understand the importance of ensuring 2.1 Explain how to ensure recruitment and
that recruitment and selection processes selection processes are fair.
meet legal, regulatory, ethical and social

) 2.2 Explain how to ensure that legal
requirements

requirements, industry regulations,
organisational policies and professional
codes are met.

2.3 Explain when to seek specialist
expertise throughout the recruitment
process.

3.  Be able to participate in the recruitment 3.1 Consult with relevant others to produce
and selection process or update job descriptions.

3.2. Agree with colleagues the stages in the
recruitment and selection process for
identified vacancies.

3.3 ldentify the methods and criteria that will
be used in the recruitment and selection
process.
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4.  Be able to evaluate the recruitment and 4.1 Assess and select candidates using

selection process and identify agreed methods and criteria.

improvements for the future 4.2 Evaluate the recruitment and selection

methods and criteria used in own area
of responsibility.

4.3 Identify ways of improving future
recruitment and selection.
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Unit CU878 Plan, Allocate and Monitor Work in Own Area
of Responsibility

Aim

This unit helps learners to plan, allocate and monitor work in own area of responsibility, and
make any necessary changes to original work plans.

Credit 5

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to produce a work plan for own
area of responsibility

11

1.2

1.3

1.4

Explain the context in which work is to
be undertaken.

Identify the skills base and the resources
available.

Examine priorities and success criteria
needed for the team.

Produce a work plan for own area of
responsibility.

2. Be able to allocate and agree
responsibilities with team members

2.1

2.2

l dentify team membe
for identified work activities.

Agree responsibilities and SMART
(Specific, Measurable, Achievable,
Realistic and Time-bound) objectives
with team members.

3. Be able to monitor the progress and
quality of work in own area of
responsibility and provide feedback

3.1

3.2

Identify ways to monitor progress and
quality of work.

Monitor and evaluate progress against
agreed standards and provide feedback
to team members.

4, Be able to review and amend plans of
work for own area of responsibility and
communicate changes

4.1

4.2

Review and amend work plan where
changes are needed.

Communicate changes to team
members.
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Unit CU764

Aim

Support Learning and Development

Within

Own Area of Responsibility

This unit helps learners to understand the importance of learning and to develop a learning
environment within own area of responsibility.

Credit 5

Level

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

Be able to identify the learning needs of
colleagues in own area of responsibility

11

1.2
1.3

Identify gaps between requirements of
coll eaguesd current
and their existing knowledge,
understanding and skills.

Prioritise learning needs of colleagues.

Produce personal development plans for
colleagues in own area of responsibility.

Understand how to develop a learning
environment in own area of responsibility

2.1

2.2

Explain the benefits of continual learning
and development.

Explain how learning opportunities can
be provided for own area of
responsibility.

Be able to support colleagues in learning
and its application

3.1

3.2

3.3

3.4

Identify information, advice and
guidance to support learning.

Communicate to colleagues to take
responsibility for their own learning.

Explain to colleagues how to gain
access to learning resources.

Support colleagues to practise and
reflect on what they have learned.

4.

Be able to evaluate learning outcomes
and future learning and development of
colleagues

4.1

4.2

Examine with each colleague, whether
the learning activities undertaken have
achieved the desired outcomes.

Support colleagues when updating their
personal development plan.
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Unit CU879

Aim

Team Members

Address Performance Problems Affecting

This unit will ensure that learners are able to identify, discuss, resolve and record team

me mber s 6

perfor mance

Credit 3

Level

4

probl ems.

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand legal requirements, industry | 1.1 ldentify legal requirements, industry
regulations, organisational policies and regulations, organisational policies and
professional codes concerning professional codes concerning
performance performance.

1.2 Explain limits of own authority relating to
performance problems.

2. Be able to identify performance problems |21 Assess team member 6
of team members against performance criteria.

2.2 Evaluate causes of identified
performance problems.

3. Be able to discuss performance problems | 3.1 Identify performance problems to the
with team members. attention of the team member

concerned.

32 Explain an organi s g
managing performance problems to the
team member concerned.

3.3 Develop a confidential record of
discussions with team members about
problems affecting their performance.

4, Be able to set a course of action to deal 4.1 Explain and discuss alternative courses
with identified problems with team of action with the team member
members concerned.

4.2 ldentify the course of action with the
team member concerned.

4.3 Review and revise confidential records

of discussions with team members about
problems affecting their performance.
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Unit CU880 Build, Support and Manage a Team

Aim

This unit will ensure that learners are able to develop and manage and disband a team through

a project cycle.
Credit 4

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand the purpose and required
attributes of a team and select those that
match the teambs r e

11

1.2

1.3

1.4

Explain the role of a team in the
achievement of a specific project or
activity.

Identify the attributes needed within the
team to achieve its objectives.

Analyse the skills and knowledge of
potential and current team members
against the identified needs.

Identify individuals whose attributes
most closely match the identified
requirements.

2. Be able to induct team members and
communicate their roles and
responsibilities

2.1

2.2

Communicate project aims and
objectives to team members.

Explain how to introduce team members
to each other and discuss each
member 6s role and

r

3. Understand how to support team
development

3.1
3.2

3.3

3.4

Identify the stages of team development.

Explain how to resolve conflict between
team members.

Describe methods of encouraging team
members to share knowledge and skills
to achieve project objectives.

Explain how to encourage open
communication, trust and respect
between team members.
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4. Be able to manage team performance 4.1 Monitor and review the performance of a
and understand how to disband a team team against its purpose.

4.2 Communicate project developments and
to team members and support any
change in roles or responsibilities.

4.3 Communicate team and individual
successes to the all team members.

5. Understand how to disband team 5.1 Explain how to prepare team members
for project conclusion.

5.2 Describe how team is disbanded.
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Unit CU864

Aim

Make Effective Decisions

This unit will ensure that learners understand the process of decision-making, and can identify
and analyse information to enable them to come to a final decision.

Credit 3

Level

3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to identify circumstances that 1.1 Explain the circumstances requiring a
require a decision to be made decision to be made.
1.2 State the desired objective(s) for making
a decision.
1.2 Establish criteria on which to base the
decision, in line with own organisation.
2.  Be able to collect information to inform 2.1 Identify information needed to inform the
decision-making decision-making process.
2.2 Communicate with stakeholders affected
by the decision.
2.3 Explain how to inform stakeholders
about the decision-making process.
3. Be able to analyse information to inform 3.1 Identify information for validity and
decision-making relevance to the decision-making
process.
3.2 Analyse information and validity against
established criteria.
4, Be able to make a decision 4.1 Apply decision-making technique(s) to

4.2

4.3

determine a decision.

Explain the decision made in line with
desired objectives.

Communicate the decision taken to
relevant stakeholders.
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Unit CU857  Communicate Information and K nowledge

Aim

This unit will ensure that learners are able to communicate selected information and knowledge
to a target audience using appropriate communication techniques and methods.

Credit 3

Level 2

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to identify the information
required, and its reliability, for
communication

1.1 Explain the information and knowledge
that needs communicating.

1.2 Identify the target audience requiring the
information and knowledge.

2. Be able to understand communication
techniques and methods

2.1 Identify what techniques and methods
can be used to communicate information
and knowledge.

2.2 Explain how to select the most
appropriate technique and method.

3. Be able to communicate information and
knowledge using appropriate techniques
and methods

3.1 Communicate to target audience using
the appropriate techniques and
methods.

3.2 Explain how the target audience has
received and understood the information
communicated.

4, Be able to adapt communication
techniques and methods according to
target audience response

4.1 Explain how to modify communication
techniques and methods in response to
verbal and non-verbal feedback.
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Unit CU865

Aim

Responsibility

Manage Knowledge in Own Area of

This unit will ensure that learners are able to understand how knowledge is managed, using

agreed procedures and processes in own organisation.

Credit 4

Level

3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

Be able to understand existing
knowledge management in own area of
responsibility

11

1.2

1.3

Describe how knowledge is gained and
applied in own area of responsibility.

Explain how knowledge is shared in own
area of responsibility

Outline how intellectual property is
protected in own area of responsibility.

Be able to develop knowledge

2.1

2.2

Identify established processes and
procedures which can develop
knowledge.

Explain how to support individuals to
ensure knowledge development
processes are followed.

Be able to share knowledge

3.1

3.2

Communicate established processes
and procedures which share knowledge
across own area of responsibility.

Explain how to support individuals to
ensure knowledge-sharing processes
are followed.

Be able to monitor and evaluate
knowledge management in own area of
responsibility

4.1

4.2

4.3

Assess the knowledge development
process in own area of responsibility.

Implement any changes to improve
knowledge management.

Monitor change and development in the
knowledge development process.
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Unit CU866

Aim

Procure Supplies

This unit will ensure that learners are able to identify required supplies, procure supplies and
monitor their delivery.

Credit 2

Level

3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to identify requirements for 1.1 Select colleagues to agree requirements
supplies for supplies.

1.2 Produce a specification for supply
requirements

2.  Be able to evaluate suppliers that meet 2.1 Identify suppliers that meet resource,
identified requirements organisational and legal requirements.

2.2 Evaluate suppliers against requirements.

3. Be able to select suppliers and obtain 3.1 Select supplier(s) that best meet
supplies requirements.

3.2 Explain how to agree with the
contractual terms with selected
supplier(s).

4.  Be able to monitor supplier performance | 4.1 Identify how to monitor supplier

4.2

performance and delivery against
agreed contractual terms.

Explain the procedure for dealing with
breaches of contract.
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Unit CU881

Aim

Manage a Tendering Process

This unit will ensure that learners are able to manage a tendering process, including developing
product or service specifications and tender guidelines, evaluating tenders and selecting a
supplier to deliver the required products or services.

Credit 4

Level

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1.

Understand tendering processes

11

1.2

1.3

Explain the legal requirements of a
tendering process.

Explain organisational tendering policies
and processes.

Explain how to seek specialist support
for the tendering process.

Be able to draw up a specification for
required products or services

2.1

2.2

Consult with colleagues to identify and
agree requirements for products or
services.

Draw up a specification that describes
the products or services required.

Be able to write an invitation to tender
document and communicate it to
prospective suppliers

3.1

3.2

Write an invitation to tender outlining
required specifications and
organisational tendering processes.

Communicate the invitation to tender to
prospective suppliers.

Understand how to respond fairly to pre-
tender queries

4.1

Explain how to respond to pre-tender
gueries in ways that ensure all
prospective suppliers have the same
information.
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5.

Be able to evaluate received tenders

51

5.2

5.3

5.4

Establish criteria with which to evaluate
received tenders.

Receive, record and open tenders in line
with stated tendering process.

Seek clarification from prospective
suppliers where necessary.

Evaluate tenders against established
criteria.
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Unit CU882 Develop and Implement a Risk Assessment
Plan in Own Area of Responsibility

Aim

This unit helps learners promote, monitor and review health and safety in own area of

responsibility.
Credit 6

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand the legal requirements and
personal responsibilities for health and
safety within an organisation

1.1 State the legal requirements that apply
to own role in relation to health and
safety.

1.2 Consult with specialist advisor(s) on
health and safety policy and procedures.

13 Explain an organi sa
safety responsibilities.

1.4 Describe health and safety
responsibilities in own area of
responsibility.

2.  Be able to promote the importance of
health and safety practices

21 Communi cate an orga
health and safety policy to individuals
within own area of responsibility.

2.2 Allocate sufficient resources to deal with
health and safety issues in own area of
responsibility.

3. Be able to ensure that hazards and risks
are identified and managed in own area
of responsibility

3.1 Consult with colleagues on health and
safety hazards and risks in own area of
responsibility.

3.2 Assess health and safety hazards and
risks in own area of responsibility.

3.3 ldentify hazards and risks that require
action to be taken to ensure compliance
with legal and organisational
requirements.

3.4 Develop and implement a plan in own
area of responsibility.
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4,

Be able to monitor and review health and
safety performance and policy in own
area of responsibility

4.1

4.2

4.3

Establish procedures that monitor health
and safety performance in own area of
responsibility.

Review the health and safety
performance of own area of
responsibility.

Review the health and safety policy in
own area of responsibility.
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Unit

Aim

CU765

Manage Physical Resources

This unit will ensure that learners are able to identify, obtain, manage and review the use of
physical resources. The unit also ensures learners are able to take the environmental impact of
resource use into consideration.

Credit

Level

3

4

Learning outco mes

The learner will:

Assessment criteria

The learner can:

1. Understand the importance of 1.1 Explain the importance of using
sustainability when using physical sustainable resources.
resources 1.2 Explain the potential impact of resource
use on the environment.

1.3 Explain how to use resources effectively
and efficiently.

1.4 Describe actions one can take to
minimise any adverse environmental
impact of using physical resources.

2. Be able to identify resource requirements | 2.1 Consult with colleagues to identify their
for own area of responsibility planned activities and corresponding
resource needs.

2.2 Evaluate past resource use to inform
expected future demand.

2.3 ldentify resource requirements for own
area of responsibility.

3. Be able to obtain required resources for | 3.1 Submit a business case to procure
own area of responsibility required resources.

3.2 Review and agree required resources
with relevant individuals.

33 Expl ain an organi s g

procuring agreed resources.
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4,

Be able to monitor and review the
quality and usage of resources in own
area of responsibility

4.1

4.2

4.3

4.4

Monitor the quality of resources against
required specifications.

Identify differences between actual and
planned use of resources and take
corrective action.

Analyse the effectiveness and efficiency
of resource use in own area of
responsibility.

Make recommendations to improve the
effectiveness and efficiency of resource
use.
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Unit CU766 Manage the Environmental Impact of Work
Activities
Aim

This unit will ensure that learners understand how to, and are able to, assess the environmental
impact of their work and operate in such a way as to reduce the impact on the environment.

Credit 5

Level 4

Learning outcomes Assessment criteria

The learner will: The learner can:

1. Understand the legal requirements and 1.1 Explain the legal requirements that
environmental policies that impact on impact on own area of responsibility.

own area of responsibility 1.2 Explain the environmental policies that

impact on own area of responsibility.

2. Understand how to assess the impact of | 2.1 Explain what specialist advice is
work activities on the environment and available to manage the environmental
how this can be minimised impact of work activities.

2.2 Explain how to assess the impact of
work activities and resources on the
environment.

2.3 Explain how to minimise the
environmental impact of work activities.

3. Be able to assess and report on the 3.1 Assess the environmental impact of
environmental impact of work activities in work activities and resource use.

own area of responsibility 3.2 Produce a report on the environmental

impact of work activities and resource
use, with recommendations for

improvement.
4. Be able to organise work activities and 4.1 Adapt the use of resources in own area
resource use to minimise environmental of responsibility to reduce environmental
impact impact.

4.2 Organise activities in own area of
responsibility to reduce environmental
impact.
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5.

Be able to promote ongoing improvement
in environmental performance

51

5.2

Establish means by which individuals
can identify and report opportunities for
improving environmental performance.

Communicate environmental benefits
resulting from changes to work activities.
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Unit CU883 Plan and Manage a Project

Aim

This unit helps learners to clarify the scope and objectives of a project, develop a project plan,
and consult and agree the plan with others.

Credit 8

Level

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

Understand the principles, processes,
tools and techniques of project
management

11

1.2

Describe the roles and responsibilities of
a project manager.

Explain how to apply principles,
processes, tools and techniques of
project management.

Be able to agree the scope and objectives

of a project

2.1

Agree SMART (Specific, Measurable,
Achievable, Realistic, and Time-bound)
objectives and scope of the project with
project sponsor(s) and stakeholders.

Be able to identify the budget in order to
develop a project plan

3.1

3.2

3.3

3.4

Identify budget and time-scales in order
to develop the project plan with
stakeholders.

Consult with stakeholders to negotiate
the project plan.

Identify potential risks and
contingencies.

Establish criteria and processes for
evaluating the project on completion.
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4. Be able to implement a project plan 4.1 Allocate roles and responsibilities to
project team members.

4.2 Provide resources identified in the
project plan.

4.3 Brief project team members on the
project plan and their roles and
responsibilities.

4.4 Implement a project plan using project
management tools and techniques.

5. Be able to manage a project to its 5.1 Apply a range of project management
conclusion tools and techniques to monitor, control
and review progress.

5.2 Provide support to project team

members.
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Unit CU884

Aim

Satisf action

Manage the Achievement of Customer

This unit helps learners to understand the importance of monitoring customer service
satisfaction levels to manage the achievement of customer satisfaction.

Credit 5

Level

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to understand customer service 1.1 Explain customer service standards
standards required in own organisation within own organisation.
1.2 Describe customer service best practice
in own sector using research techniques.
2. Be able to implement sustainable 2.1 Define sustainable processes taking into
processes for customer satisfaction account environmental issues.
2.2 ldentify sustainable processes to support
customer service standards.
2.3 Produce a plan for implementation.
2.4 State customer service standards with
relevant key stakeholders.
2.5 Ensure resources are provided to deliver
agreed standards of customer service.
3. Be able to manage and support 3.1 Communicate customer service roles
colleagues in delivering customer service and responsibilities with employees in
standards own organisation.
4.  Be able to manage and develop culture in | 4.1 Evaluate the culture in own organisation.
ggcigég;gﬁggfgsto support customer 4.2 Identify techniques for improving
motivation amongst employees.
4.3 Describe motivational strategies for

improving customer service standards.
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5.

Be able to monitor customer service
levels for continuous improvement

51

5.2

5.3

54

Describe methods of measuring
customer satisfaction.

Develop processes for monitoring
customer satisfaction, including
customer feedback mechanisms.

Review employee performance to
ensure customer service standards and
organisational values are met.

Analyse and monitor customer service
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Unit CU885

Aim

Prepare for and Support Quality Audits

This unit will ensure that learners understand the quality standards and are able to participate
in a quality audit and take corrective action.

Credit 4

Level

4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Understand the quality standards and 1.1 Describe the quality standards and
procedures that apply to own area of procedures that apply to own area of
responsibility responsibility.

2.  Be able to monitor work in own area of 2.1 Select and apply methods for monitoring
responsibility against quality standards work.
and procedures

3.  Be able to prepare for a quality audit in 3.1 Prepare and organise records and
own area of responsibility documentation for the quality auditor.

3.2 Review previous quality audits and
ensure agreed recommendations have
been implemented.

4.  Be able to discuss quality audit findings 4.1 Discuss with the auditor the results of
with the auditor the audit and identify any areas for

improvement.

4.2 Agree corrective actions to remedy any
identified issues, and set a date for their
implementation.

5. Be able to complete agreed actions 5.1 Take corrective action based on quality

following a quality audit

audit findings.
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Unit CU867

Aim

Responsibility

Manage Customer Service in Own Area of

This unit will ensure that learners are able to explain customer service standards to support
staff and monitor customer service performance in own area of responsibility.

Credit 4

Level

3

Learning outcomes

The learner will:

Assessment criteria

The learner can:

Be able to establish and communicate
measurable customer service standards
for own area of responsibility

11

1.2

1.3

State organisational, legal and
regulatory requirements for customer
service standards.

Explain expected standards for customer
service performance to employees in
own area of responsibility.

Describe measurement criteria to
monitor customer service performance.

Be able to support staff in meeting
customer service standards

2.1

2.2

2.3

Identify staff and other resources to
meet customer service standards.

Communicate roles and responsibilities
to employees and provide support.

Describe how to resolve customer
service queries withi = o wn

policy.

org

Be able to monitor and evaluate customer
service performance, systems and
processes

3.1

3.2

3.3

3.4

Monitor customer service performance
against established criteria.

Analyse feedback from staff and
customers on the quality of customer
service.

Evaluate customer feedback and identify
areas for improvement.

Recommend changes to customer
service processes or standards based
on performance evaluation.
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Unit CU886 Develop and Implement Marketing Plans

Aim

This unit will ensure that learners can produce a marketing strategy, implement a plan and
monitor and evaluate the plan to determine future marketing activities.

Credit 6

Level 4

Learning outcomes

The learner will:

Assessment criteria

The learner can:

1. Be able to identify and prioritise 11 Analyse the organi s
marketing objectives for own area of to identify marketing objectives for own
responsibility area of responsibility.

12 Explain the organis
and values.

1.3 Analyse and prioritise marketing
objectives.

2. Be able to produce a marketing strategy 2.1 Describe and evaluate the target
in own area of responsibility. mar kets f or own org

or services.

2.2 ldentify and consult with marketing
specialists if required.

2.3 Identify marketing tools and models to
develop a strategy.

2.4 Develop a marketing strategy based on
key success criteria for own area of
responsibility.

3. Be able to produce and implement a 3.1 Evaluate the resource requirements for

marketing plan for own area of
responsibility

the marketing plan.

3.2 Produce a marketing plan based on the

strategy.

3.3 Agree roles and responsibilities of

stakeholders.

3.4 Communicate the marketing plan with

key stakeholders.
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4,

Monitor and evaluate the marketing plan
in own area of responsibility

4.1

4.2

4.3

Monitor progress of the marketing plan
against business objectives.

Assess and evaluate the impact of the
marketing plan

Revise future marketing plans based on
the impact evaluation.
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Unit CU887  Analyse the Market in Which Your
Organisation Operates

Aim

This unit will ensure that | earners are abl e
trends. Learners can analyse customer needs and communicate to stakeholders.

Credit 5

Level 4

Learning outcomes Assessment criteria
The learner will: The learner can:

1. Beabl e to anal yse cu|ll Assesstheeconomicenvironmentin
which your organisation operates.

12 Evaluate youeedsandst o
relate to own organisation.

1.3 Analyse customer perception of own
products/ services in comparison to

competitors
2.  Be able to analyse the market using 2.1 Identify and utilise market research
research tools and techniques specialists if necessary.

2.2 Analyse current and future macro and
micro economic trends in own sector.

2.3 Use recognised research tools to assess
market trends and opportunities for

growth.
3. Be able to communicate research 3.1 Produce a report based on research
findings to inform managerial decisions findings.

3.2 Communicate the report to key
individuals within own organisation.

3.3 Evaluate feedback from key individuals.

3.4 Revise and communicate updated report
to key individuals.

3.5 Monitor the economic environment and
changes in customer
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Supporting learning
and performance

EVIDENCE MATRIX

Candidate name: Registration
number:
Quialification title: Unit title :

Portfolio | Evidence Ass
ref description meth

Learning o utcome I:I Learning o utcome I:I
Assessment crit eria (eg 1.1) ——»

The above evidence has been assessed against the standards for this element and has been judged for validity, authenticity, currency, reliability and sufficiency.

Learner signature: Date:
Assessor signature: Date:
Internal Verifier sig: Date:

(if sampled)

Assessment method key:

Obs =
P=
Q:

Sim =

Observation Wt =
Product evidence A=
Questioning Ot=

Simulation/assignment

Witness testimony
APA/APL
Other
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Witness testimony
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Other
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P=
Q:
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