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Structure of Qualification:
	 Level 3 Certificate in Management of Volunteers 

	Purpose of the qualification
	The purpose of this qualification is to equip practising or potential first line managers with the knowledge and skills required to be able to manage volunteers.

	Progression routes
	The qualification provides opportunities for progression to other qualifications at the same or higher levels such as:
· Level 5 Award in Management of Volunteers

· Level 5 Certificate in Management of Volunteers

	Qualification number
	600/1843/4

	Credit Value
	15 (minimum)

	Induction
	1 hour

	Tutorial Support
	At least 1 hour

	Guided Learning Hours

(this includes time for induction, tutorial support and the units guided learning hours)
	Minimum 57

	To be completed within 
	3 years

	Rules of combination
	Learners must achieve 2 mandatory units totalling 8 credits. Learners must also achieve a minimum of 7 credits from optional units. 

	Structure

	Mandatory Units 
	Credit Value
	Level 

	
	Supervise and support volunteers
	6 
	3

	
	Managing volunteer agreements
	2 
	3

	
	Optional Units
	Credit Value
	Level

	
	Promote volunteering within your organisation and to volunteers
	3
	3

	
	Managing risk in relation to volunteers
	5
	3

	
	Manage the achievement of customer satisfaction
	5
	4

	
	Manage customer service in own area of responsibility
	4
	3

	
	Make effective decisions
	3
	3

	
	Manage own professional development within an organisation
	4
	3

	
	Support team members in identifying, developing and implementing new ideas
	4
	3

	
	Set objectives and provide support for team members
	5
	3

	
	Manage or support equality of opportunity, diversity and inclusion in own area of responsibility
	4
	3

	
	Manage conflict in a team
	3
	3

	
	Manage knowledge in own area of responsibility
	4
	3

	
	Plan, allocate and monitor work of a team
	5
	3

	
	Lead and manage meetings
	4
	3

	
	Manage personal development
	4
	2

	
	Develop working relationships with colleagues
	3
	2

	
	Implement change in own area of responsibility
	6
	4

	
	Communicate information and knowledge
	3
	2

	
	Support individuals to develop and take responsibility for their performance
	4
	4

	
	Address performance problems affecting team members
	3
	4

	
	Build, support and manage a team
	4
	4

	
	Ensure compliance with legal, regulatory, ethical and social requirements 
	5
	4

	
	Plan, allocate and monitor wok in own area of responsibility
	5
	4

	
	Develop working relationships with colleagues and stakeholders
	4
	4

	
	Support learning and development within own area of responsibility
	5
	4

	
	Analyse the market in which your organisation operates
	5
	4

	
	Develop, maintain and review personal networks
	4
	4

	
	Manage risk in own area of responsibility 
	4
	4

	
	Provide leadership and direction for own area of responsibility
	5
	4


Occupational Competency Requirements for THE Level 3 certificate in management of volunteers
It is the centres responsibility to ensure that they have competent and suitably qualified staff involved in delivering, quality assuring and/or assessing qualifications.

 The table below shows the occupational competence requirements of tutors, internal quality assurors and/or assessors. Given that occupational competence requirements will vary greatly between lower and higher level qualifications, this table will highlight if there is an additional requirement of any qualification specific occupational competency.

	Tutors Occupational Competence Requirements
	Evidence Indicators

	A thorough knowledge and understanding of the qualification(s).
	· Have a relevant qualification in the subject area that must be at equal or higher level or have an equivalent qualification.

· Show evidence of information or documents prepared for learners such as a learner journey plan (SoW), lesson plan, learner guidance notes, tutorial support plan etc. for the ILM qualification.

· Show evidence of participation in Continuing Professional Development (CPD) in relation to the relevant field and qualification requirements.

	Relevant and credible experience in the field of the relevant qualification.
	· Be able to prove that they have current experience of delivering training appropriate to the level and subject area of this qualification

	A qualification in support of assessment and internal quality assurance.
	· Ideally hold a valid and recognised teaching/training qualification.


	Internal Quality Assurors and/or Centre Assessors Occupational Competence Requirements
	Evidence Indicators

	A thorough knowledge and understanding of the relevant qualification(s).
	· Have a relevant qualification in the subject area that must be at equal or higher level or have an equivalent qualification.

· Show evidence of carrying out CPD in order to familiarise themselves with current standards for assessment/verification in the subject area of this qualification.

	Relevant and credible experience in the field of the relevant qualification.
	· Demonstrate clear evidence of current experience in quality assurance and/or assessment appropriate to the level and subject area of this qualification

	A qualification in support of assessment and/or internal quality assurance.
	· Ideally hold an assessment qualification (e.g. TAQA or equivalent)

	Experience and a working knowledge of the operational and assessment processes for the relevant qualification.
	· Demonstrate an understanding of the organisation’s management centric policies, procedures and practices.

· Demonstrate knowledge and understanding of ILM’s quality assurance policy, procedures and requirements.


ASSESSMENT GUIDANCE for THE Level 3 certificate in management of volunteers
A brief introduction on ILM’s Assessment Strategy can be found in Supporting notes for ILM VRQs. For detailed information, centres are encouraged to refer to the various assessment guides that are available from the ILM Customer Services Team at customer@i-l-m.com or refer to the Centre Manual (www.i-l-m.com/centres.aspx). This segment gives you specific guidance around assessments for the Level 3 Certificate in Management of Volunteers.
Appendix B in this document outlines the assessments and mark sheets for the units in this qualification. Centres should use the prescribed assessments. However some flexibility is permitted. In exceptional circumstances and to meet a specific need a centre may deviate from the prescribed assessment subject to prior written approval from ILM. Equal opportunities issues are relevant to all units of study and these aspects should be explicitly addressed in the delivery and assessment of this programme. The table below gives a brief overview of the units and assessment(s):

	Unit
	Assessment

	Supervise and support volunteers
	Integrated Work-Based Assignment

	Managing volunteer agreements
	


Learners are likely to come from a variety of backgrounds, in that they will have had different training and work experiences, differing ambitions and opportunities, centres therefore can encourage learners to select topics for assessment in their own organisation and/or area of work, (or within another organisation if they are currently unemployed or self-employed). They should ensure learners are able to present their work as simple and clearly as possible. An approximate word count is given for each assessment. This should only be seen as a guide to help achieve a balanced piece of work.

Centres must ensure that learners adequately complete all sections of the assessment. To ensure all learning outcomes are assessed, section passes have been provided in the assessments. To assist this practice, ILM normally applies a pass mark of 50% in each section as reflecting a minimum pass. Centres must note that compensation between learning outcomes is not allowed in any QCF unit.

A P P E N D I X - A

UNIT SPECIFICATIONS For THE Level 3 Certificate in Management of Volunteers
	Title:
	Supervise and support volunteers

	Level:
	3

	Credit value:
	6 

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Know how to encourage the development of volunteers.
	1.1 Assess the skills and activities of   volunteers.

1.2 Identify methods for improving the effectiveness of volunteer skills.

1.3 Agree a skills development plan for specified volunteers.

1.4 Identify when volunteers may need additional support.

1.5 Agree a plan for accessing appropriate additional support if required.



	2. Be able to provide appropriate and effective support to volunteers.
	2.1 Explain how to promote a culture of positive development and learning.

2.2 Identify the impact of a blame culture and explain how a blame culture might affect motivation and personal development.

2.3 Explain how to encourage reflection and objective feedback.
2.4 Give positive and constructive feedback.



	3. Be able to evaluate volunteer activities and achievements in a constructive manner.
	3.1 Evaluate and record the achievements of volunteers.

3.2 Identify ways of celebrating the achievements of volunteers.

3.3 Identify how to encourage and motivate volunteers.



	4. Understand how to communicate and exchange feedback with volunteers.
	4.1 Explain the purpose of feedback in supporting the role of the volunteer.

4.2 Identify suitable opportunities to exchange feedback with volunteers.

4.3 Provide and record effective and appropriate feedback to volunteers.



	Additional information about the unit
	

	Purpose and aim of unit
	The aim of this unit is to enable volunteer managers to supervise volunteers in a manner that enables the volunteer to develop and evaluate their skills thus enabling good practice in supervision and increased motivation.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to D2; D3; D8 of the National Occupational Standards for the Management of Volunteers (2009)

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	Assessment requirements for this unit are flexible but it is recommended they include at least one of the following: coursework, work-based assignments or a portfolio of evidence.

	Endorsement of the unit by a sector or other appropriate body (if required)
	Skills – Third Sector

	Location of the unit within the subject/sector classification system
	Business Management

	Unit guided learning hours
	24


	Title:
	Managing volunteer agreements

	Level:
	3

	Credit value:
	2

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Understand the difference between volunteer and employee relationships.

	1.1

1.2


	Describe four key differences between an employee and a volunteer.

Explain the difference between a volunteer agreement and a contract of employment.



	2. Understand good practice in the recruitment process for volunteers.
	2.1
	Describe two official processes which apply to both employees and volunteers.



	3. Understand good practice in volunteer agreements.

	3.1

3.2
	Identify four key pieces of legislation that impact on good practice in volunteer agreements/relationships.

Examine how legislation is implemented in your own organisation.



	Additional information about the unit
	

	Purpose and aim of unit
	To develop knowledge and understanding of the difference between a volunteer and an employee as required by a practising or potential manager of volunteers.

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	C1; C2; C3

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	Assessment requirements for this unit are flexible but it is recommended they include at least one of the following: coursework, work-based assignments or a portfolio of evidence.

	Support for the unit from a sector skills council or other appropriate body (if required)
	Skills – Third Sector

	Location of the unit within the subject/sector classification system
	Business Management

	Unit guided learning hours
	8


	Title:
	Promote volunteering within your organisation and to volunteers

	Level:
	3

	Credit value:
	3

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Understand the need to promote volunteering.
	1.1 Identify the types of people who volunteer.
1.2 Define the volunteer roles in the organisation.
1.3 Describe the knowledge, skills and experience required of the volunteers.
1.4 Identify the key motivations people have in volunteering.
1.5 Describe the communication methods needed to access groups of potential volunteers.



	2. Be able to promote volunteering to key people in the organisation.
	2.1 Identify the value volunteers make to the organisations goals.
2.2 Communicate with internal stakeholders the role of volunteers in the organisation.



	3. Be able to help people in the organisation support volunteers.
	3.1 Identify people’s attitudes to volunteering.
3.2 Explain how to help individuals to support volunteers and their contribution to the organisation.
3.3 Communicate these in the organisation.



	Additional information about the unit
	

	Purpose and aim of unit
	To enable learners to be able to monitor and promote volunteering within the organisation.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	B1 – Management of Volunteers National Occupational Standards

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	Assessment requirements for this unit are flexible but it is recommended they include at least one of the following: coursework, work-based assignments or a portfolio of evidence.

	Endorsement of the unit by a sector or other appropriate body (if required)
	Skills – Third Sector

	Location of the unit within the subject/sector classification system
	Business Management

	Unit guided learning hours
	16


	Title:
	Manage risk in relation to volunteers

	Level:
	3

	Credit value:
	5

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Understand how risk management impacts upon a volunteering policy.
	1.1 Assess the organisational policy in relation to risk management.

1.2 Identify good practice in relation to risk management for volunteers.



	2. Be able to carry out and evaluate risk assessment.
	2.1 Identify and put in place measures to reduce risk.
2.2 Ensure that appropriate legal requirements are met including adequate insurance levels.

2.3 Evaluate the effectiveness of risk management procedures.



	3. Be able to audit volunteer skills in relation to organisational goals.
	3.1 Assess the skills of potential volunteers.

3.2 Explain how to match volunteer skills to organisational goals.



	4. Be able to enable staff to assess and manage risk when working with volunteers.
	4.1 Identify the elements of a positive risk management culture.

4.2 Explain how to ensure that staff responsible for the recruitment and management of volunteers are competent to measure and manage risk.

4.3 Develop a strategy for managing risk in relation to specific individuals, activities and volunteer roles.



	Additional information about the unit
	

	Purpose and aim of unit
	The aim of this unit is to enable the learner to understand the issues that must be addressed in relation to risk management within a volunteering environment and to develop and demonstrate the skills required to manage risk.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Linked to A2 of the National Occupational Standards in Management Volunteers (2009)

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	Assessment requirements for this unit are flexible but it is recommended they include at least one of the following: coursework, work-based assignments or a portfolio of evidence.

	Endorsement of the unit by a sector or other appropriate body (if required)
	Skills – Third Sector

	Location of the unit within the subject/sector classification system
	Business Management

	Unit guided learning hours
	24


	Title:
	Manage own professional development within an organisation

	Unit Ref No:
	L/600/9586

	Level:
	3

	Credit value:
	4

	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.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to produce, implement and review a personal professional development plan that supports development.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: A2

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Set objectives and provide support for team members

	Unit Ref No:
	M/600/9600

	Level:
	 3

	Credit value:
	 5

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to communicate a team’s purpose and objectives to the team members.
	1.1 Describe the purpose of a team.

1.2 Set team objectives with its members which are SMART (Specific, Measurable, Achievable, Realistic and Time-bound).
1.3 Communicate the team’s purpose and objectives to its members.

	2. Be able to develop a plan with team members showing how team objectives will be met.
	2.1 Discuss with team members how team objectives 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 identifying opportunities and providing support.
	3.1 Identify opportunities and difficulties faced by team members.

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 progress and recognise individual and team achievement.
	4.1 Monitor and evaluate individual and team activities and progress.

4.2 Provide recognition when individual and team objectives have been achieved.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to set and support individuals and teams to achieve objectives. 

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: B5

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Plan, allocate and monitor work of a team

	Unit Ref No:
	Y/600/9669

	Level:
	 3

	Credit value:
	 5

	Learning outcomes (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 achieve team objectives.
	3.1 Support all team members in order to achieve team objectives.

	4. Be able to monitor and evaluate the performance of team members.
	4.1 Assess team members’ work against agreed standards and objectives.
4.2 Identify and monitor conflict within a team.

4.3 Identify causes for team members not meeting team objectives.

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

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

5.3 Implement identified ways of improving team performance. 

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to plan and allocate the work for a team, and support, monitor and improve team performance.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D5

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Manage personal development

	Unit Ref No:
	F/600/9469

	Level:
	 2

	Credit value:
	 4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

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

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

	3. Be able to identify gaps in skills and knowledge in own performance. 
	3.1 Explain knowledge and skills required 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 within own development plan.
	4.1 Plan activities in 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.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners can identify and assess progress against performance requirements in own work role. 

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: A1


	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Develop, maintain and review personal networks

	Unit Ref No:
	R/600/9587

	Level:
	4

	Credit value:
	4

	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 and maintain 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.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to develop, maintain and review networking relationships based on personal contacts.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: A3

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Manage or support equality of opportunity, diversity and inclusion in own area of responsibility

	Unit Ref No:
	M/600/9628

	Level:
	3

	Credit value:
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Understand own responsibilities under equality legislation, relevant codes of practice and own organisational policies.
	1.1 Explain how equality of opportunity, diversity and inclusion relate to legal, industry requirements and organisational policies.

1.2 Describe how equality of opportunity, diversity and inclusion are considered in planning in own area of responsibility.

	2. Be able to communicate an organisation’s written equality, diversity and inclusion policy and procedures in own area of responsibility.
	2.1 Outline an organisation’s equality, diversity and inclusion policy and procedures.

	3. Be able to monitor equality, diversity and inclusion within own area of responsibility.
	3.1 Monitor how equality, diversity and inclusion activities in own area of responsibility are in line with own organisation.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners understand how to manage equality, diversity and inclusion in own area of responsibility.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: B11

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Provide leadership and direction for own area of responsibility

	Unit Ref No:
	T/600/9601

	Level:
	4

	Credit value:
	5

	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.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to provide leadership and direction for their area of responsibility.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: B6

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Ensure compliance with legal, regulatory, ethical and social requirements

	Unit Ref No:
	H/600/9609

	Level:
	 4

	Credit value:
	 5

	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 Identify 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.

	Additional information about the unit

	Unit aim(s)
	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. 

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: B8

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Support team members in identifying, developing and implementing new ideas

	Unit Ref No:
	L/600/9636

	Level:
	 3

	Credit value:
	 4

	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 ideas.
1.2 Record team members’ ideas.

	2. Be able to assess the viability of team members’ ideas.
	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 Explain how to support team members in submitting formal proposals for approval.
3.2 Explain to team members how to identify and overcome barriers to implementing an idea.

	4. Be able to implement team ideas. 
	4.1 Monitor the implementation of ideas by own team. 
4.2 Communicate the progress of implementation to relevant others own organisation.

	Additional information about the unit

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

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: C1

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a



	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Implement change in own area of responsibility

	Unit Ref No:
	M/600/9659

	Level:
	 4

	Credit value:
	 6

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	5. Understand how to implement change in own area of responsibility.
	1.1 Explain the main models and methods for managing change.

	6. 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. 

	7. 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.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to implement and evaluate a plan for change in their area of responsibility. 

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: C6

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Develop working relationships with colleagues

	Unit Ref No:
	H/600/9660

	Level:
	 2

	Credit value:
	 3

	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.

	Additional information about the unit

	Unit aim(s)
	This unit will help learners to establish and develop effective working relationships with colleagues.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D1

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Manage conflict in a team

	Unit Ref No:
	R/600/9685

	Level:
	 3

	Credit value:
	 3

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

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

1.2 Explain how team members can work together and support each other.

	2. Be able to take measures to minimise conflict within a team.
	2.1 Identify issues with organisational structures, systems or procedures that are likely to give rise to conflict.

2.2 Identify 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 team members to resolve their own conflicts.
	3.1 Explain how team members can be encouraged to identify and resolve their own problems and conflicts.

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

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

4.2 Explain how to maintain complete, accurate and confidential records of conflicts and their outcomes.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners understand how to identify potential and actual conflicts within a team and take action to resolve them.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D10

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Lead and manage meetings

	Unit Ref No:
	Y/600/9686

	Level:
	 3

	Credit value:
	 4

	Learning outcomes (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.

4.3 Evaluate whether the meeting’s objectives were met and identify potential improvements.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners are able to prepare for, lead and follow up issues identified in meetings. 

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D11

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Support individuals to develop and take responsibility for their performance

	Unit Ref No:
	D/600/9690

	Level:
	 4

	Credit value:
	 4

	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 Identify 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 evaluate an individual’s progress against a development plan and provide feedback for continual performance improvement.
	4.1 Monitor and evaluate an individual’s 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.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners are able to support individuals in assessing and implementing a development plan. It also ensures learners are able to monitor an individual’s progress and provide feedback.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D13

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Develop working relationships with colleagues and stakeholders

	Unit Ref No:
	K/600/9661

	Level:
	4

	Credit value:
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Know how to identify stakeholders and their relevance to an organisation.
	1.1 Identify an organisation’s stakeholders.

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 relationships with colleagues and stakeholders.
	2.1 Clarify how to agree a common sense of purpose with colleagues and 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 and mutual respect with colleagues and stakeholders.
	3.1 Review and revise the needs and motivations of colleagues and stakeholders.

3.2 Demonstrate interaction with colleagues and stakeholders that allows respect for the views and actions of others.



	Additional information about the unit

	Unit aim(s)
	This unit will help learners to develop effective working relationships with colleagues and stakeholders.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D2

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Plan, allocate and monitor work in own area of responsibility

	Unit ref No:
	H/600/9674

	Level:
	4

	Credit value:
	5

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to produce a work plan for own area of responsibility.
	1.1 Explain the context in which work is to be undertaken.

1.2 Identify the skills base and the resources available. 

1.3 Examine priorities and success criteria needed for the team.

1.4 Produce a work plan for own area of responsibility.

	2. Be able to allocate and agree responsibilities with team members.
	2.1 Identify team members’ responsibilities for identified work activities.

2.2 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 Identify ways to monitor progress and quality of work.

3.2 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 Review and amend work plan where changes are needed.

4.2 Communicate changes to team members.

	Additional information about the unit

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

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D6

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Support learning and development within own area of responsibility

	Unit Ref No:
	M/600/9676

	Level:
	4

	Credit value:
	5

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to identify the learning needs of colleagues in own area of responsibility.
	1.1 Identify gaps between requirements of colleagues’ current or future work roles and their existing knowledge, understanding and skills. 

1.2 Prioritise learning needs of colleagues.

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

	2. Understand how to develop a learning environment in own area of responsibility.
	2.1 Explain the benefits of continual learning and development.

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

	3. Be able to support colleagues in learning and its application.
	3.1 Identify information, advice and guidance to support learning.

3.2 Communicate to colleagues to take responsibility for their own learning.

3.3 Explain to colleagues how to gain access to learning resources.

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

4.2 Support colleagues when updating their personal development plan.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to understand the importance of learning and to develop a learning environment within own area of responsibility.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D7

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Address performance problems affecting team members

	Unit Ref No:
	F/600/9679

	Level:
	4

	Credit value:
	3

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

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

1.2 Explain limits of own authority relating to performance problems.

	2. Be able to identify performance problems of team members.
	2.1 Assess team member’s performance against performance criteria.

2.2 Evaluate causes of identified performance problems.

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

3.2 Explain an organisation’s policies for 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 with identified problems with team members.
	4.1 Explain and discuss alternative courses of action with the team member concerned.

4.2 Identify 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.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners are able to identify, discuss, resolve and record team members’ performance problems.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D8

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Build, support and manage a team

	Unit Ref No:
	F/600/9682

	Level:
	4

	Credit value:
	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 team’s requirements.
	1.1 Explain the role of a team in the achievement of a specific project or activity.

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

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

1.4 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 Communicate project aims and objectives to team members.

2.2 Explain how to introduce team members to each other and discuss each member’s role and responsibilities.

	3. Understand how to support team development.
	3.1 Identify the stages of team development.

3.2 Explain how to resolve conflict between team members.

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

3.4 Explain how to encourage open communication, trust and respect between team members.

	4. Be able to manage team performance and understand how to disband a team.
	4.1 Monitor and review the performance of a 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 a team is disbanded.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners are able to develop and manage and disband a team through a project cycle. 

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: D9

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Make effective decisions

	Unit Ref No:
	F/600/9715

	Level:
	 3

	Credit value:
	 3

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to identify circumstances that require a decision to be made.
	1.1 Explain the circumstances requiring a decision to be made.

1.2 State the desired objective(s) for making a decision.

1.3 Establish criteria on which to base the decision, in line with own organisation.

	2. Be able to collect information to inform decision-making.
	2.1 Identify information needed to inform the 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 decision-making.
	3.1 Identify information for validity and relevance to the decision-making process.

3.2 Analyse information and against established criteria.

	4. Be able to make a decision.
	4.1 Apply decision-making technique(s) to determine a decision.

4.2 Explain the decision made in line with desired objectives.

4.3 Communicate the decision taken to relevant stakeholders.

	Additional information about the unit

	Unit aim(s)
	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.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: E10

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Communicate information and knowledge

	Unit Ref No:
	H/600/9724

	Level:
	2

	Credit value:
	3

	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.

	Additional information about the unit

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

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: E11

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Manage knowledge in own area of responsibility

	Unit Ref No:
	T/600/9730

	Level:
	3

	Credit value:
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to understand existing knowledge management in own area of responsibility.
	1.1 Describe how knowledge is gained and applied in own area of responsibility.

1.2 Explain how knowledge is shared in own area of responsibility.

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

	2. Be able to develop knowledge.
	2.1 Identify established processes and procedures which can develop knowledge.

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

	3. Be able to share knowledge.
	3.1 Communicate established processes and procedures which share knowledge across own area of responsibility.

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

	4. Be able to monitor and evaluate knowledge management in own area of responsibility.
	4.1 Assess the knowledge development process in own area of responsibility.

4.2 Implement any changes to improve knowledge management.

4.3 Monitor change and development in the knowledge development process.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners are able to understand how knowledge is managed, using agreed procedures and processes in own organisation.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: E12

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Manage the achievement of customer satisfaction

	Unti Ref No:
	A/600/9793

	Level:
	4

	Credit value:
	5

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to understand customer service standards required in own organisation.
	1.1 Explain customer service standards within own organisation.

1.2 Describe customer service best practice in own sector using research techniques.

	2. Be able to implement sustainable processes for customer satisfaction.
	2.1 Define sustainable processes taking into account environmental issues.

2.2 Identify 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 colleagues in delivering customer service standards.
	3.1 Communicate customer service roles and responsibilities with employees in own organisation.

	4. Be able to manage and develop culture in own organisation to support customer service standards.
	4.1 Evaluate the culture in own organisation.

4.2 Identify techniques for improving motivation amongst employees. 

4.3 Describe motivational strategies for improving customer service standards.

	5. Be able to monitor customer service levels for continuous improvement.
	5.1 Describe methods of measuring customer satisfaction.

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

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

5.4 Analyse and monitor customer service standards in own organisation.

	Additional information about the unit

	Unit aim(s)
	This unit helps learners to understand the importance of monitoring customer service satisfaction levels to manage the achievement of customer satisfaction.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: F11

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Manage customer service in own area of responsibility

	Unit Ref No:
	D/600/9804

	Level:
	3

	Credit value:
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to establish and communicate measurable customer service standards for own area of responsibility.
	1.1 State organisational, legal and regulatory requirements for customer service standards.

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

1.3 Describe measurement criteria to monitor customer service performance.

	2. Be able to support staff in meeting customer service standards.
	2.1 Identify staff and other resources to meet customer service standards.

2.2 Communicate roles and responsibilities to employees and provide support.

2.3 Describe how to resolve customer service queries within own organisation’s policy.

	3. Be able to monitor and evaluate customer service performance, systems and processes.
	3.1 Monitor customer service performance against established criteria.

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

3.3 Evaluate customer feedback and identify areas for improvement.

3.4 Recommend changes to customer service processes or standards based on performance evaluation.

	Additional information about the unit

	Unit aim(s)
	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.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: F17

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Analyse the market in which your organisation operates

	Unit Ref No:
	M/600/9791

	Level:
	4

	Credit value:
	5

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Be able to analyse customers’ needs.
	1.1 Assess the economic environment in which your organisation operates.

1.2 Evaluate your customers’ needs and 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 research tools and techniques.
	2.1 Identify and utilise market research 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 findings to inform managerial decisions.
	3.1 Produce a report based on research 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 customers’ needs.

	Additional information about the unit

	Unit aim(s)
	This unit will ensure that learners are able to analyse an organisation’s market position and trends. Learners can analyse customer needs and communicate to key stakeholders.

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: F9

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management


	Title:
	Manage risk in own area of responsibility

	Unit Ref No:
	L/600/9619

	Level:
	 4

	Credit value:
	 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.

	Additional information about the unit

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

	Details of the relationship between the unit and relevant national occupational standards (if appropriate)
	Links to Management & Leadership 2008 NOS: B10

	Details of the relationship between the unit and other standards or curricula (if appropriate)
	n/a

	Assessment requirements specified by a sector or regulatory body (if appropriate)
	n/a

	Endorsement of the unit by a sector or other appropriate body (if required)
	Council for Administration (CfA)

	Location of the unit within the subject/sector classification system
	Business Management
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ASSESSMENTS FOR THE Level 3 Certificate in Management of Volunteers
ASSESSMENT: SUPERVISE AND SUPPORT VOLUNTEERS AND MANAGING VOLUNTEER AGREEMENTS
	Centre Number:
	Centre Name:

	Learner Registration No:
	Learner Name:

	Task
Demonstrate good practice in recruiting volunteers and implementing volunteer agreements, and improve the effectiveness of volunteer skills by skills development planning, providing and recording appropriate support and feedback, and evaluating and recording the achievements of volunteers. 

This task should be between 2500 to 3500 words. 
Check your assignment carefully prior to submission using the assessment criteria 


	Please use the headings shown below when writing up your assignment
	Assessment Criteria

	Understand the difference between volunteer and employee relationships

(min 5 marks required from 10 available)
	· Four key differences between an employee and a volunteer are described
· The difference between a volunteer agreement and a contract of employment is explained


	Understand good practice in the recruitment process for volunteers
(min 5 marks required from 10 available)


	· Two official processes which apply to both employees and volunteers are described

	Understand good practice in volunteer agreements

(min 5 marks required from 10 available)
	· Four key pieces of legislation that impact on good practice in volunteer agreements/relationships are identified

· How legislation is implemented in your own organisation is examined



	Know how to encourage the development of volunteers

(min 12 marks required from 25 available)
	· The skills and activities of volunteers are assessed
· Methods for improving the effectiveness of volunteer skills are identified
· A skills development plan for specified volunteers is agreed
· When volunteers may need additional support is identified
· A plan for accessing appropriate additional support if required is agreed


	Be able to provide appropriate and effective support to volunteers

(min 12 marks required from 25 available)
	· How to promote a culture of positive development and learning is explained

· The impact of a blame culture is identified and how a blame culture might affect motivation and personal development is explained

· How to encourage reflection and objective feedback is explained

· Positive and constructive feedback is given



	Be able to evaluate volunteer activities and achievements in a constructive manner
(min 5 marks required from 10 available)


	· The achievements of volunteers are evaluated and recorded

· Ways of celebrating the achievements of volunteers are identified

· How to encourage and motivate volunteers is identified



	Understand how to communicate and exchange feedback with volunteers

(min 5 marks required from 10 available)


	· The purpose of feedback in supporting the role of the volunteer is explained

· Suitable opportunities to exchange feedback with volunteers are identified

· Effective and appropriate feedback to volunteers is provided and recorded

	By submitting I confirm that this assessment is my own work


MARK SHEET: SUPERVISE AND SUPPORT VOLUNTEERS AND MANAGING VOLUNTEER AGREEMENTS
	Centre Number:


	Centre Name: 

	Learner Registration No:


	1. Learner named below confirms authenticity of submission.
2. ILM uses learners’ submissions – on an anonymous basis – for assessment standardisation. By submitting, I agree that ILM may use this script on condition that all information which may identify me is removed.

However, if you are unwilling to allow ILM use your script, please refuse by ticking the box: (


	Criteria
	Strengths
	Areas for Improvement
	Assr

mark
	QA mark

	Understand the difference between volunteer and employee relationships

· Four key differences between an employee and a volunteer are described
· The difference between a volunteer agreement and a contract of employment is explained

	
	
	/ 10

Marks

(min 5)


	

	Understand good practice in the recruitment process for volunteers

· Two official processes which apply to both employees and volunteers are described


	
	
	/ 10 marks

(min 5)


	

	Understand good practice in volunteer agreements

· Four key pieces of legislation that impact on good practice in volunteer agreements/relationships are identified

· How legislation is implemented in your own organisation is examined


	
	
	/ 10 marks

(min 5)


	

	Know how to encourage the development of volunteers

· The skills and activities of volunteers are assessed
· Methods for improving the effectiveness of volunteer skills are identified
· A skills development plan for specified volunteers is agreed
· When volunteers may need additional support is identified
· A plan for accessing appropriate additional support if required is agreed

	
	
	/ 26 marks

(min 13)


	

	Be able to provide appropriate and effective support to volunteers

· How to promote a culture of positive development and learning is explained

· The impact of a blame culture is identified and how a blame culture might affect motivation and personal development is explained

· How to encourage reflection and objective feedback is explained

· Positive and constructive feedback is given


	
	
	/ 24 marks

(min 12)
	

	Be able to evaluate volunteer activities and achievements in a constructive manner

· The achievements of volunteers are evaluated and recorded

· Ways of celebrating the achievements of volunteers are identified

· How to encourage and motivate volunteers is identified


	
	
	/ 10 marks

(min 5)


	

	Understand how to communicate and exchange feedback with volunteers

· The purpose of feedback in supporting the role of the volunteer is explained

· Suitable opportunities to exchange feedback with volunteers are identified

· Effective and appropriate feedback to volunteers is provided and recorded


	
	
	/ 10 marks

(min 5)


	

	Assessor’s decision
	Quality assurance use

	Total marks
	Outcome

(circle as applicable)
	Total marks
	Outcome

(circle as applicable)

	Total 50 + overall, AND minimum in each section
	PASS/referral
	Total 50 + overall, AND minimum in each section
	PASS/referral

	Section referral if applicable:


	Date of IQA check:



	Name of assessor:


	Name of IQA:



	Assessor signature and date:


	IQA signature:



	ILM EV signature:


	Date externally verified (where applicable):
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