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Purpose of this specification 

This specification sets out: 

 the objectives of the qualification 

 any other qualifications that a learner must have completed before taking the 
qualification 

 any prior knowledge, skills or understanding which the learner is required to 
have before taking the qualification 

 the combination of units that a learner must have completed before the 
qualification will be awarded and any pathways 

 any other requirements that a learner must have satisfied before they will be 
assessed or before the qualification will be awarded 

 the knowledge, skills and understanding that will be assessed as part of the 
qualification 

 the method of any assessment and any associated requirements relating to it 

 the criteria against which a learner’s level of attainment will be measured (such 
as assessment criteria) 

 assessment requirements and/or evidence requirements required as specified 
by the relevant Sector Skills Council/Standards Setting Body 

 assessment requirements/strategy as published by the relevant Sector Skills 
Council/Standards Setting Body 

 the Apprenticeship Framework in which the qualification is included, where 
appropriate. 
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1 Introducing Pearson Edexcel 
NVQ/Competence-based qualifications 

What are NVQ/Competence-based qualifications? 

National Vocational Qualifications (NVQs) or Competence-based qualifications 
reflect the skills and knowledge needed to do a job effectively. They are work-
based qualifications that give learners the opportunity to demonstrate their 
competence in the area of work or job role to which the qualification relates.  

NVQs/Competence-based qualifications are outcomes-based with no fixed learning 
programme, allowing flexibility in their delivery to meet the individual learner’s 
needs. The qualifications are based on the National Occupational Standards (NOS) 
for the sector, which define what employees, or potential employees, must be able 
to do and know, and how well they should undertake work tasks and work roles. 

Most NVQ/Competence-based qualifications form the competence component of 
Apprenticeship Frameworks. They are suitable for those in employment or those 
who are studying at college and have a part-time job or access to a substantial 
work placement. 

Most learners will work towards their qualification in the workplace or in settings 
that replicate the working environment as specified in the assessment 
requirements/strategy for the sector. Colleges, training centres and/or employers 
can offer these qualifications provided they have access to appropriate physical and 
human resources. 

There are three sizes of NVQ/Competence-based qualification in the QCF: 

 Award (1 to 12 credits) 

 Certificate (13 to 36 credits) 

 Diploma (37 credits and above). 

Every unit and qualification in the QCF has a credit value. 

The credit value of a unit specifies the number of credits that will be awarded to a 
learner who has met the learning outcomes of the unit. 

The credit value of a unit is based on: 

 one credit for those learning outcomes achievable in 10 hours of learning 

 learning time – defined as the time taken by learners at the level of the unit, on 
average, to complete the learning outcomes of the unit to the standard 
determined by the assessment criteria.  
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2 Qualification summary and key information 

Qualification title Pearson Edexcel Level 4 NVQ Diploma in 
Business and Administration (QCF) 

QCF Qualification Number (QN) 601/2452/0 

Qualification framework Qualifications and Credit Framework (QCF) 

Regulation start date 03/01/2014 

Operational start date 01/02/2014 

Approved age ranges  16-18 

18+ 

19+ 

Please note that sector-specific requirements 
or regulations may prevent learners of a 
particular age from embarking on this 
qualification. Please refer to the assessment 
requirements/strategy. 

Credit value 53 

Assessment  Portfolio of Evidence (internal assessment) 

Guided learning hours  194-378 

Grading information The qualification and units are graded 
pass/fail. 

Entry requirements For details of entry requirements see below. 

Learners taking this qualification should be 
employed in senior administrative positions, 
likely to be responsible for supervising staff, 
and for implementing and monitoring systems 
and services. 

Centres must also follow the Pearson Access 
and Recruitment policy (see Section 9, Access 
and Recruitment) 

Funding For details on funding availability, please 
check the Learning Aims Reference Service 
(LARS), which replaces the Learning Aim 
Reference Application (LARA).  
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QCF qualification number and qualification title 

Centres will need to use the QCF Qualification Number (QN) when they seek public 
funding for their learners. As well as a QN, each unit within a qualification has a 
QCF unit reference number (URN). 

The qualification title, unit titles and QN will appear on each learner’s final 
certificate. Centres should tell learners this when recruiting them and registering 
them with Pearson. There is more information about certification in the Edexcel 
Information Manual, available on our website: www.edexcel.com 

Qualification objectives 

The Pearson Edexcel Level 4 NVQ Diploma in Business and Administration (QCF) is 
for learners who work in, or want to work in senior administrative positions. 

It gives learners the opportunity to: 

 demonstrate competence as a senior administrator 

 develop knowledge and skills related to the specified job roles in administration 

 have existing skills recognised  

 achieve a nationally-recognised Level 4 qualification 

 develop their own personal growth and engagement in learning. 

Relationship with previous qualifications 

This qualification replaces the Pearson Edexcel Level 4 NVQ in Business and 
Administration (QCF) 39 credit qualification. 

Apprenticeships 

Skills CFA include the Pearson Edexcel Level 4 NVQ Diploma in Business and 
Administration as the competence component for the Higher Apprenticeship in 
Business and Administration.  

http://www.edexcel.com/�
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Progression opportunities  

Learners who have achieved the Pearson Edexcel Level 4 NVQ Diploma can 
progress to leadership and management roles through qualifications such as 
Pearson Edexcel Level 5 NVQ Diploma in Management (QCF) or Pearson BTEC Level 
5 Award/ Certificate/Diploma in Management and Leadership (QCF).  

Industry support and recognition 

Skills CFA, the Skills Council for Business Skills, support this qualification.  

Relationship with National Occupational Standards 

This qualification is based on the National Occupational Standards (NOS) in 
Business and Administration, which were set and designed by Skills CFA, the Sector 
Skills Council for the sector.  
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3 Qualification structure 

Pearson Edexcel Level 4 NVQ Diploma in Business and 
Administration (QCF) 

The learner will need to meet the requirements outlined in the table below before 
the qualification can be awarded. 

Minimum number of credits that must be achieved  53 

Minimum number of credits that must be achieved at level 4 or above  35 

Number of mandatory credits that must be achieved  20 

Number of optional credits that must be achieved  33 

 

Unit Unit 
reference 
number 

Mandatory units (20 Credits) Level Credit Guided 
learning 
hours 

1 L/601/2553 Manage and be Accountable for 
own Performance in a Business 
Environment 

4 3 18 

2 R/601/2554 Evaluate and Improve own 
Performance in a Business 
Environment 

4 4 14 

3 Y/601/2555 Support the Purpose and Values of 
an Organisation 

4 3 14 

4 D/601/2556 Support Sustainability in a Business 
Environment 

4 3 14 

5 H/601/2557 Assess, Manage and Monitor Risk in 
a Business Environment 

4 4 18 

6 M/601/2562 Communicate in a Business 
Environment 

4 3 25 

Unit Unit 
reference 
number 

Optional units (minimum 33 
Credits) 15 must be achieved at 
Level 4 or above 

Level Credit Guided 
learning 
hours 

7 M/600/9712 Manage the Environmental Impact 
of Work Activities 

4 5 10 

8 Y/601/2572 Implement, Monitor and Maintain 
Administrative Services 

4 7 15 

9 K/601/2558 Evaluate and Solve Business 
Problems 

4 6 16 
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Unit Unit 
reference 
number 

Optional units Level Credit Guided 
learning 
hours 

10 A/601/2564 Manage and Evaluate an 
Information System 

4 6 20 

11 M/601/2576 Plan Change for a Team 4 6 22 

12 F/503/9237 Assist in the Design of Business 
Continuity Management 
Procedures* 

4 4 15 

13 H/503/9277 Raise Awareness of Business 
Continuity Management within a 
Team 

4 4 15 

14 J/601/2566 Chair Meetings 4 4 16 

15 L/503/9242 Assist with the Development of an 
Organisational Business Continuity 
Management Strategy 

4 5 20 

16 K/601/2575 Contribute to Innovation in a 
Business Environment 

4 6 25 

17 T/601/2563 Design and Develop an Information 
System* 

4 7 30 

18 L/601/2570 Prepare, Co-ordinate and Monitor 
Operational Plans 

4 6 26 

19 Y/601/2569 Propose and Design Administrative 
Services 

4 8 36 

20 L/601/2567 Manage an Office Facility 4 6 30 

21 K/600/9661 Develop Working Relationships with 
Colleagues and Stakeholders 

4 4 20 

22 M/600/9676 Support Learning and Development 
within own Area of Responsibility 

4 5 25 

23 H/600/9674 Plan, Allocate and Monitor Work in 
own Area of Responsibility 

4 5 25 

24 K/601/2561 Negotiate in a Business 
Environment 

4 7 40 

25 T/601/2580 Manage Budgets 4 5 29 

26 H/601/2560 Make Decisions in a Business 
Environment 

4 4 24 

27 F/601/2565 Prepare Specifications for Contracts 4 5 30 

28 T/600/9601 Provide Leadership and Direction 
for own Area of Responsibility 

4 5 30 

29 A/601/1236 Plan, Organise and Control 
Customer Service Operations 

4 10 67 
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Unit Unit 
reference 
number 

Optional units Level Credit Guided 
learning 
hours 

30 K/600/9711 Manage Physical Resources 4 3 25 

31 R/600/4955 Drafting Financial Statements 4 6 55 

32 Y/601/8324 Operating Credit control Procedures 3 4 10 

33 J/503/9272 Gather Information for a Business 
Impact Analysis 

3 3 8 

34 A/601/2578 Manage a Project 5 10 33 

35 K/601/2589 Implement, Monitor and Review 
Change 

5 6 20 

36 H/601/2543 Organise Business Travel or 
Accommodation 

3 5 20 

37 A/601/2550 Deliver, Monitor and Evaluate 
Customer Service to Internal 
Customers 

3 3 12 

38 F/601/2551 Deliver, Monitor and Evaluate 
Customer Service to External 
Customers 

3 3 12 

39 R/601/2537 Monitor Information Systems 3 7 30 

40 D/601/2587 Plan Change Across Teams 5 6 26 

41 T/602/1912 Ensure Responsibility for Actions to 
Reduce Risks to Health and Safety 

3 4 18 

42 D/601/2542 Plan and Organise Meetings 3 5 25 

43 K/601/2544 Evaluate the Organisation of 
Business Travel or Accommodation 

3 2 10 

44 M/601/2528 Develop a Presentation 3 3 15 

45 T/601/2529 Deliver a Presentation 3 3 15 

46 L/601/2536 Support the Design and 
Development of an Information 
System* 

3 7 35 

47 Y/601/2538 Analyse and Report Data 3 6 30 

48 M/503/9251 Design Business Continuity 
Management Procedures* 

5 10 50 
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Unit Unit 
reference 
number 

Optional units Level Credit Guided 
learning 
hours 

49 R/601/2585 Invite Tenders and Select 
Contractors 

5 6 32 

50 Y/601/2586 Monitor and Evaluate Contracts 5 6 35 

51 J/601/2549 Contribute to Running a Project 3 5 30 

52 J/601/2552 Agree a Budget 3 4 25 

53 T/600/9663 Recruit Staff in own Area of 
Responsibility 

5 4 25 

54 D/601/1228 Use Customer Service as a 
Competitive Tool 

3 8 53 

55 J/601/1515 Monitor and Solve Customer 
Service Problems 

3 6 40 

56 A/600/9759 Monitor and Review Business 
Processes 

5 3 20 

57 R/601/2540 Plan and Organise an Event 3 4 28 

58 D/601/2539 Order Products and Services 3 5 35 

59 Y/601/2541 Co-ordinate an Event 3 4 30 

60 T/601/8282 Support Individuals With Specific 
Communication Needs 

3 5 35 

 

Barred combinations* 

The following units are barred combinations and therefore cannot be chosen as 
optional units together. 

 T/601/2563 (unit 17) – is barred against L/601/2536 (unit 46) 

 F/503/9237 (unit 12) – is barred against M/503/9251 (unit 48) 
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4 Assessment 

This qualification is assessed through an externally verified Portfolio of Evidence 
that consists of evidence gathered during the course of the learner’s work.  

To achieve a pass for the full qualification, the learner must achieve all the required 
units in the stated qualification structure. Each unit has specified learning outcomes 
and assessment criteria. To pass each unit the learner must: 

 achieve all the specified learning outcomes 

 satisfy all the assessment criteria by providing sufficient and valid evidence for 
each criterion 

 prove that the evidence is their own. 

The learner must have an assessment record that identifies the assessment criteria 
that have been met, and it should be cross-referenced to the evidence provided. 
The assessment record should include details of the type of evidence and the date 
of assessment. The unit specification or suitable centre documentation can be used 
to form an assessment record. 

It is important that the evidence provided to meet the assessment criteria of the 
unit and learning outcomes is: 

Valid relevant to the standards for which competence is claimed 

Authentic produced by the learner 

Current sufficiently recent to create confidence that the same skill, 
understanding or knowledge persist at the time of the claim 

Reliable indicates that the learner can consistently perform at this level 

Sufficient fully meets the requirements of the standards. 

Learners can provide evidence of occupational competence from: 

 current practice where evidence is generated from a current job role 

 a programme of development where evidence comes from assessment 
opportunities built into a learning programme, whether at or away from the 
workplace. The evidence provided must meet the requirements of the Sector 
Skills Council’s assessment strategies.  

 the Recognition of Prior Learning (RPL) where a learner can demonstrate 
that they can meet the assessment criteria within a unit through knowledge, 
understanding or skills they already possess without undertaking a course of 
development. They must submit sufficient, reliable, authentic and valid evidence 
for assessment. Evidence submitted based on RPL should provide confidence 
that the same level of skill/understanding/knowledge exists at the time of claim 
as existed at the time the evidence was produced. RPL is acceptable for 
accrediting a unit, several units, or a whole qualification.  

 Further guidance is available in the policy document Recognition of Prior 
Learning Policy, available on the Edexcel website. 

 a combination of these. 
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Assessment strategies 

The assessment strategies for this qualification have been included in Annexe A. 
They set out the overarching assessment principles and the framework for 
assessing the qualification to ensure that they remain valid and reliable. Skills CFA 
has developed them in partnership with employers, training providers, awarding 
organisations and the regulatory authorities.  

Types of evidence 

To achieve a unit, the learner must gather evidence that shows that they have met 
the required standard specified in the assessment criteria as well as the 
requirements of the Skills CFA assessment requirements/strategy. As stated in the 
assessment strategies, the evidence for this qualification can take a variety of 
forms as indicated below:  

 direct observation of the learner’s performance by their assessor (O) 

 outcomes from oral or written questioning (Q&A) 

 products of the learner’s work (P) 

 personal statements and/or reflective accounts (RA) 

 outcomes from simulation (S) 

 professional discussion (PD) 

 assignment, project/case studies (A) 

 authentic statements/witness testimony (WT) 

 expert witness testimony (EWT) 

 evidence of Recognition of Prior Learning (RPL). 

Learners can use the abbreviations for cross-referencing purposes in their portfolios. 

Learners can also use one piece of evidence to prove their knowledge, skills and 
understanding across different assessment criteria and/or across different units. It 
is not necessary for learners to have each assessment criterion assessed 
separately. They should be encouraged to reference evidence to the relevant 
assessment criteria. Evidence must be available to the assessor, internal verifier 
and Pearson standards verifier.  

Any specific evidence requirements for individual units are stated in the unit 
introduction for the units in Section 11. 

There is further guidance about assessment on our website. Please see Section 12 
for details.  

Credit transfer 

Credit transfer describes the process of using a credit or credits awarded in the 
context of a different qualification or awarded by a different awarding organisation 
towards the achievement requirements of another qualification. All awarding 
organisations recognise the credits awarded by all other awarding organisations 
that operate within the QCF.  

If learners achieve credits with other awarding organisations, they do not need to 
retake any assessment for the same units. The centre must keep evidence of unit 
achievement. 
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5 Centre resource requirements  

As part of the approval process, centres must make sure that the resource 
requirements below are in place before offering the qualification. 

 Centres must have the appropriate physical resources to support both the 
delivery and assessment of the qualification. For example, a workplace in line 
with industry standards, or a Realistic Working Environment (RWE), where 
permitted, as specified in the assessment strategies for the sector, equipment, 
IT, learning materials, teaching rooms.  

 Where permitted, RWE must offer the same conditions as the normal day-to-
day working environment, with a similar range of demands, pressures and 
requirements for cost-effective working. 

 Centres must meet any specific human and physical resource requirements 
outlined in the assessment strategies in Annexe A. Staff assessing learners 
must meet the occupational competence requirements within the overarching 
assessment strategies for the sector.  

 There must be systems in place to ensure the continuing professional 
development for staff delivering the qualifications. 

 Centres must have appropriate health and safety policies, procedures and 
practices in place for the delivery of the qualification. 

 Centres must deliver the qualification in accordance with current equality 
legislation. For further details on Pearson’s commitment to the Equality Act 
2010, please see Section 9 Access and recruitment and Section 10 Access to 
qualifications for learners with disabilities or specific needs. For full details on 
the Equality Act 2010, please go to the Home Office website, 
www.gov.uk/government/organisations/home-office  

http://www.gov.uk/government/organisations/home-office�
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6 Centre recognition and approval 

Centre recognition 

Centres that have not previously offered Pearson Edexcel accredited vocational 
qualifications need to apply for and be granted centre recognition and approval as 
part of the process for approval to offer individual qualifications.  

Existing centres will be given ‘automatic approval’ for a new qualification if they are 
already approved for a qualification that is being replaced by a new qualification 
and the conditions for automatic approval are met.  

Guidance on seeking approval to deliver Pearson Edexcel vocational qualifications is 
available at www.pearsonwbl.edexcel.com/qualifications-approval. 

Approvals agreement 

All centres are required to enter into an approval agreement, which is a formal 
commitment by the head or principal of a centre, to meet all the requirements of 
the specification and any associated codes, Conditions or regulations. Pearson will 
act to protect the integrity of the awarding of qualifications. If centres do not 
comply with the agreement, this could result in the suspension of certification or 
withdrawal of approval.  

http://pearsonwbl.edexcel.com/Our-support/Pages/qualifications-approval.aspx�
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7 Quality assurance of centres 

Quality assurance is at the heart of vocational qualifications. Centres will internally 
assess NVQs/Competence-based qualifications using internal quality assurance 
procedures to ensure standardisation of assessment across all learners. Pearson 
uses external quality assurance procedures to check that all centres are working to 
national standards. It gives us the opportunity to identify and provide support, if 
needed, to safeguard certification. It also allows us to recognise and support good 
practice. 

For the qualifications in this specification, the Pearson quality assurance model is as 
described below. 

Centres offering Pearson Edexcel NVQs/Competence-based qualifications will 
usually receive two standards verification visits per year (a total of two days per 
year). The exact frequency and duration of standards verifier visits must reflect the 
centre’s performance, taking account of the number: 

 of assessment sites 

 and throughput of learners 

 and turnover of assessors 

 and turnover of internal verifiers. 

For centres offering a full Pearson BTEC Apprenticeship (i.e. all elements of the 
Apprenticeship are delivered with Pearson through registration of learners on a 
Pearson BTEC Apprenticeship framework) a single standards verifier will be 
allocated to verify all elements of the Pearson BTEC Apprenticeship programme. If a 
centre is also offering stand-alone NVQs/Competence-based qualifications in the 
same sector as a full Pearson BTEC Apprenticeship, the same standards verifier will 
be allocated. 

In order for certification to be released, confirmation is required that the National 
Occupational Standards (NOS) for assessment, verification and for the specific 
occupational sector are being consistently met. 

Centres are required to declare their commitment to ensuring quality and to 
providing appropriate opportunities for learners that lead to valid and accurate 
assessment outcomes. 

For further details, please go to the UK NVQ Quality Assurance Centre Handbook 
and the Edexcel NVQs, SVQs and competence-based qualifications – Delivery 
Requirements and Quality Assurance Guidance on our website, at 
www.pearsonwbl.edexcel.com/NVQ-competence-based. 

http://www.edexcel.com/quals/BTEC/quality/Pages/documents.aspx�
http://pearsonwbl.edexcel.com/quals/NVQ-competence-based-qcf/Pages/default.aspx�
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8 Programme delivery 

Centres are free to offer the qualifications using any mode of delivery (for example 
full-time, part-time, evening only, distance learning,) that meets learners’ needs.  

However, centres must make sure that learners have access to the resources 
identified in the specification and to the sector specialists delivering and assessing 
the units. Centres must have due regard to Pearson’s policies that may apply to 
different modes of delivery. 

Those planning the programme should aim to address the occupational nature of 
the qualification by: 

 engaging with learners, initially, through planned induction, and subsequently 
through the involvement of learners in planning for assessment opportunities 

 using naturally occurring workplace activities and products to present evidence 
for assessment against the requirements of the qualification 

 developing a holistic approach to assessment by matching evidence to different 
assessment criteria, learning outcomes and units, as appropriate, thereby 
reducing the assessment burden on learners and assessors  

 taking advantage of suitable digital methods to capture evidence. 
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9 Access and recruitment 

Pearson’s policy regarding access to its qualifications is that: 

 they should be available to everyone who is capable of reaching the required 
standards 

 they should be free from any barriers that restrict access and progression 

 there should be equal opportunities for all wishing to access the qualifications. 

Centres must ensure that their learner recruitment process is conducted with 
integrity. This includes ensuring that applicants have appropriate information and 
advice about the qualification to ensure that it will meet their needs.  

Centres should review applicants’ prior qualifications and/or experience, considering 
whether this profile shows that they have the potential to achieve the qualification.  

For learners with disabilities and specific needs, this review will need to take 
account of the support available to them during the delivery and assessment of the 
qualification. The review must take account of the information and guidance in 
Section 10 Access to qualifications for learners with disabilities or specific needs. 
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10 Access to qualifications for learners with 
disabilities or specific needs 

Equality and fairness are central to our work. Pearson’s Equality Policy requires that 
all learners should have equal opportunity to access our qualifications and 
assessments and that our qualifications are awarded in a way that is fair to every 
learner. 

We are committed to making sure that: 

 learners with a protected characteristic (as defined by the Equality Act 2010) 
are not, when they are undertaking one of our qualifications, disadvantaged in 
comparison to learners who do not share that characteristic 

 all learners achieve the recognition they deserve from undertaking a 
qualification and that this achievement can be compared fairly to the 
achievement of their peers. 

Learners taking a qualification can be assessed in British sign language or Irish sign 
language where it is permitted for the purpose of reasonable adjustments. 

Further information regarding Access Arrangements can be found in Adjustments 
for candidates with disabilities and learning difficulties – Access and Arrangements 
and Reasonable Adjustments, General and Vocational qualifications (Joint Council 
for Qualifications (JCQ)). Further details on how to make adjustments for learners 
with protected characteristics are given in the Supplementary Guidance for 
Reasonable Adjustment and Special Consideration in Vocational Internally Assessed 
Units. 

These documents are available on our website, at www.edexcel.com/Policies 

http://www.edexcel.com/Policies/Pages/default.aspx�
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11 Unit format 

Each unit has the following sections. 

Unit title 

The unit title is on the QCF and this form of words will appear on the learner’s 
Notification of Performance (NOP). 

Unit reference number 

Each unit is assigned a unit reference number that appears with the unit title on the 
Register of Regulated Qualifications. 

QCF level 

All units and qualifications within the QCF have a level assigned to them. There are 
nine levels of achievement, from Entry to level 8. The QCF Level Descriptors inform 
the allocation of the level. 

Credit value 

All units have a credit value. When a learner achieves a unit, they gain the specified 
number of credits. The minimum credit value is 1 and credits can be awarded in 
whole numbers only.  

Guided learning hours 

Guided learning hours are the times when a tutor, trainer or facilitator is present to 
give specific guidance towards the learning aim for a programme. This definition 
includes workplace guidance to support the development of practical job-related 
skills, tutorials and supervised study in, for example, open learning centres and 
learning workshops. It also includes the time spent by staff assessing learners’ 
achievements, for example in the assessment of competence for NVQs/Competence 
qualifications.  

Unit aim 

This gives a summary of what the unit aims to do. 

Unit assessment requirements/evidence requirements 

The SSC/B set the assessment/evidence requirements. Learners must provide 
evidence according to each of the requirements stated in this section. 

Assessment methodology 

This provides a summary of the assessment methodology to be used for the 
unit. 
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Learning outcomes 

The learning outcomes of a unit set out what a learner knows, understands or is 
able to do as the result of a process of learning.  

Assessment criteria 

The assessment criteria specify the standard required by the learner to achieve the 
learning outcome.  
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Unit 1: Manage and be 
Accountable for own 
Performance in a 
Business Environment 

Unit reference number: L/601/2553 

QCF level: 4 

Credit value: 3 

Guided learning hours: 18 

 

Unit aim 

This unit is about taking responsibility for managing, prioritising and being 
accountable for your own work in a business environment alongside other people. 

Unit assessment requirements/evidence requirements 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 - 1.4 

2 2.1 - 2.15 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning.  

3.1 - 3.2 

3.5 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports. 

3 

3.3 

3.6 - 3.7 

Evidence may be supplied via witness testimony and 
learner reports/reflective accounts. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

3.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports. 

3.8 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role. 

4.1 - 4.3 

4.5 - 4.8 

Evidence may be supplied via witness testimony, 
professional discussion and learner reports/reflective 
accounts. 

 

4.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts, case studies and inspection of products, 
using evidence appropriate to the learner’s job role 
from the following sources: 

 letters 

 emails 

 memos 

 reports 

 appraisals 

 performance reviews 

 self evaluation. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 2: Evaluate and Improve 
own Performance in a 
Business Environment 

Unit reference number: R/601/2554 

QCF level: 4 

Credit value: 4 

Guided learning hours: 14 

 

Unit aim 

This unit is about taking responsibility for evaluating your own performance in work 
tasks, then taking responsibility for making and evaluating changes that make sure 
you will be able to work effectively and efficiently in a business environment 
alongside other people. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

2 2.1 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 appraisals 

 performance reviews. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 2.2 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 appraisals 

 performance reviews 

 letters 

 memos 

 emails 

 reports. 

2.3 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 completed tasks. 

2.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 completed tasks. 

2 

2.5 Evidence may be supplied via learner reports/reflective 
accounts. 

3.1 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 appraisals 

 performance reviews. 

3 

3.2 – 3.4 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 learning plans. 

Evidence generated for this unit of assessment may contribute towards other units 
including Unit 1. 
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Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 –

  
S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

2
9

 

L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

a
n

d
 a

ss
e
ss

m
e
n

t 
cr

it
e
ri

a
  

T
o
 p

as
s 

th
is

 u
n
it
, 

th
e 

le
ar

n
er

 n
ee

d
s 

to
 d

em
o
n
st

ra
te

 t
h
at

 t
h
ey

 c
an

 m
ee

t 
al

l 
th

e 
le

ar
n
in

g
 o

u
tc

o
m

es
 f

o
r 

th
e 

u
n
it
. 

T
h
e 

as
se

ss
m

en
t 

cr
it
er

ia
 

d
et

er
m

in
e 

th
e 

st
an

d
ar

d
 r

eq
u
ir
ed

 t
o
 a

ch
ie

ve
 t

h
e 

u
n
it
. 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
.1

 
A
n
al

ys
e 

th
e 

p
u
rp

o
se

 a
n
d
 b

en
ef

it
s 

o
f 
co

n
ti
n
u
o
u
sl

y 
im

p
ro

vi
n
g
 w

o
rk

 
 

 
 

1
.2

 
E
va

lu
at

e 
th

e 
p
u
rp

o
se

 a
n
d
 b

en
ef

it
s 

o
f 

en
co

u
ra

g
in

g
 a

n
d
 a

cc
ep

ti
n
g
 

fe
ed

b
ac

k 
fr

o
m

 o
th

er
s 

 
 

 

1
.3

 
A
n
al

ys
e 

w
ay

s 
o
f 

ev
al

u
at

in
g
 o

w
n
 w

o
rk

 
 

 
 

1
.4

 
E
va

lu
at

e 
th

e 
p
u
rp

o
se

 a
n
d
 b

en
ef

it
s 

o
f 

tr
yi

n
g
 o

u
t 

p
o
ss

ib
le

 
im

p
ro

ve
m

en
ts

 t
o
 o

w
n
 w

o
rk

 
 

 
 

1
.5

 
A
n
al

ys
e 

h
o
w

 l
ea

rn
in

g
 a

n
d
 d

ev
el

o
p
m

en
t 

ca
n
 i
m

p
ro

ve
 o

w
n
 w

o
rk

, 
b
en

ef
it
 o

rg
an

is
at

io
n
s,

 a
n
d
 f

u
rt

h
er

 o
w

n
 c

ar
ee

r 
 

 
 

1
.6

 
E
va

lu
at

e 
p
o
ss

ib
le

 c
ar

ee
r 

p
ro

g
re

ss
io

n
 r

o
u
te

s 
an

d
 t

h
e 

o
p
p
o
rt

u
n
it
ie

s 
th

ey
 o

ff
er

 
 

 
 

1
.7

 
A
n
al

ys
e 

p
o
ss

ib
le

 d
ev

el
o
p
m

en
t 

o
p
p
or

tu
n
it
ie

s 
an

d
 t

h
e 

b
en

ef
it
s 

th
ey

 
o
ff
er

 
 

 
 

1
 

U
n
d
er

st
an

d
 h

o
w

 t
o
 

ev
al

u
at

e 
an

d
 

im
p
ro

ve
 o

w
n
 

p
er

fo
rm

an
ce

 

1
.8

 
E
va

lu
at

e 
th

e 
ad

va
n
ta

g
es

 a
n
d
 d

is
ad

va
n
ta

g
es

 o
f 

a 
le

ar
n
in

g
 p

la
n
 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 

S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

3
0

 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

2
.1

 
E
n
co

u
ra

g
e 

an
d
 a

cc
ep

t 
fe

ed
b
ac

k 
fr

o
m

 o
th

er
 p

eo
p
le

 
 

 
 

2
.2

 
M

ak
e 

re
co

m
m

en
d
at

io
n
s 

to
 i
m

p
ro

ve
 w

o
rk

 p
er

fo
rm

an
ce

 
 

 
 

2
.3

 
C
o
m

p
le

te
 w

o
rk

 t
as

ks
, 

co
n
si

st
en

tl
y 

u
si

n
g
 r

ec
o
m

m
en

d
ed

 n
ew

 w
ay

s 
o
f 

w
o
rk

in
g
 

 
 

 

2
.4

 
E
va

lu
at

e 
w

o
rk

 c
o
m

p
le

te
d
 f

o
r 

im
p
ro

ve
m

en
ts

 a
n
d
 e

ff
ec

ti
ve

n
es

s 
 

 
 

2
 

B
e 

ab
le

 t
o
 e

va
lu

at
e 

an
d
 i
m

p
ro

ve
 o

w
n
 

p
er

fo
rm

an
ce

 u
si

n
g
 

fe
ed

b
ac

k 
fr

o
m

 
o
th

er
s 

2
.5

 
E
va

lu
at

e 
ch

an
g
es

 m
ad

e 
fo

r 
im

p
ro

ve
m

en
ts

 a
n
d
 e

ff
ec

ti
ve

n
es

s 
 

 
 

3
.1

 
E
va

lu
at

e 
o
w

n
 p

er
fo

rm
an

ce
, 

u
si

n
g
 f
ee

d
b
ac

k 
fr

o
m

 o
th

er
s,

 a
n
d
 i
d
en

ti
fy

 
w

h
er

e 
fu

rt
h
er

 l
ea

rn
in

g
 a

n
d
 d

ev
el

o
p
m

en
t 

w
ill

 i
m

p
ro

ve
 o

w
n
 w

o
rk

 
 

 
 

3
.2

 
M

ak
e 

re
co

m
m

en
d
at

io
n
s 

an
d
 d

ev
el

op
 a

 l
ea

rn
in

g
 p

la
n
 t

o
 i
m

p
ro

ve
 o

w
n
 

w
o
rk

 p
er

fo
rm

an
ce

, 
th

at
 m

ee
ts

 o
w

n
 n

ee
d
s 

 
 

 

3
.3

 
Im

p
le

m
en

t 
a 

le
ar

n
in

g
 p

la
n
 f

or
 i
m

p
ro

ve
m

en
t 

to
 o

w
n
 w

o
rk

 
 

 
 

3
 

B
e 

ab
le

 t
o
 u

se
 

ev
al

u
at

io
n
 a

n
d
 

fe
ed

b
ac

k 
to

 
d
ev

el
o
p
 a

n
d
 u

se
 a

 
le

ar
n
in

g
 p

la
n
 

3
.4

 
R
ev

ie
w

 a
n
d
 e

va
lu

at
e 

p
ro

g
re

ss
 a

g
ai

n
st

 l
ea

rn
in

g
 p

la
n
 a

n
d
 m

ak
e 

u
p
d
at

es
 f

o
r 

im
p
ro

vi
n
g
 o

w
n
 w

o
rk

 a
n
d
 f

u
rt

h
er

 l
ea

rn
in

g
 

 
 

 

 Le
ar

n
er

 n
am

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

:_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



 

Pearson Edexcel Level 4 Certificate/Diploma in Business and Administration –  
Specification – Issue 1 – February 2014 © Pearson Education Limited 2014 

31 

Unit 3: Support the Purpose 
and Values of an 
Organisation 

Unit reference number: Y/601/2555 

QCF level: 4 

Credit value: 3 

Guided learning hours: 14 

 

Unit aim 

This unit is about taking a leading role in establishing and maintaining work 
environment within own area of responsibility, in ways that consistently show 
respect and support for other people and which support the mission, purpose and 
values of an organisation as a whole.  

Unit assessment requirements/evidence requirements 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.4 

2 2.1 – 2.8 

3 3.1 – 3.11 

4 4.1 – 4.4 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

5.1 – 5.4 Evidence may be supplied via witness testimony and 
learner reports/reflective accounts. 

5 

5.5 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6.1 – 6.3 

6.5 

Evidence may be supplied via witness testimony, case 
studies and learner reports/reflective accounts. 

6 

6.4 Evidence may be supplied via witness testimony, 
professional discussion, case studies, learner 
reports/reflective accounts and inspection of products, 
using evidence appropriate to the learner’s job role 
from the following sources: 

 letters 

 emails 

 memos 

 reports. 

7.1 – 7.2 Evidence may be supplied via witness testimony and 
learner reports/reflective accounts. 

7 

7.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 –

  
S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

3
3

 

L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

a
n

d
 a

ss
e
ss

m
e
n

t 
cr

it
e
ri

a
  

T
o
 p

as
s 

th
is

 u
n
it
, 

th
e 

le
ar

n
er

 n
ee

d
s 

to
 d

em
o
n
st

ra
te

 t
h
at

 t
h
ey

 c
an

 m
ee

t 
al

l 
th

e 
le

ar
n
in

g
 o

u
tc

o
m

es
 f

o
r 

th
e 

u
n
it
. 

T
h
e 

as
se

ss
m

en
t 

cr
it
er

ia
 

d
et

er
m

in
e 

th
e 

st
an

d
ar

d
 r

eq
u
ir
ed

 t
o
 a

ch
ie

ve
 t

h
e 

u
n
it
. 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
.1

 
D

es
cr

ib
e 

th
e 

m
ai

n
 c

h
ar

ac
te

ri
st

ic
s 

o
f 

th
e 

se
ct

o
r 

in
 w

h
ic

h
 a

n
 

o
rg

an
is

at
io

n
 o

p
er

at
es

 
 

 
 

1
.2

 
E
va

lu
at

e 
th

e 
m

ai
n
 c

h
ar

ac
te

ri
st

ic
s 

o
f 

an
 o

rg
an

is
at

io
n
 

 
 

 

1
.3

 
E
va

lu
at

e 
h
o
w

 o
rg

an
is

at
io

n
s 

co
m

p
ar

e 
w

it
h
 o

n
e 

an
o
th

er
 i
n
 o

w
n
 s

ec
to

r 
o
f 

w
o
rk

 
 

 
 

1
 

U
n
d
er

st
an

d
 t

h
e 

p
la

ce
 o

f 
o
rg

an
is

at
io

n
s 

w
it
h
in

 s
ec

to
rs

 

1
.4

 
A
n
al

ys
e 

w
h
y 

o
rg

an
is

at
io

n
s 

h
av

e 
a 

m
is

si
o
n
 a

n
d
 p

u
rp

o
se

 
 

 
 

2
.1

 
E
xp

la
in

 t
h
e 

p
u
rp

o
se

 a
n
d
 b

en
ef

it
s 

o
f 
w

o
rk

in
g
 i
n
 w

ay
s 

th
at

 s
u
p
p
o
rt

 t
h
e 

p
u
rp

o
se

s 
an

d
 v

al
u
es

 o
f 

an
 o

rg
an

is
at

io
n
 

 
 

 

2
.2

 
E
va

lu
at

e 
th

e 
p
u
rp

o
se

 a
n
d
 v

al
u
es

 o
f 

o
w

n
 o

rg
an

is
at

io
n
 

 
 

 

2
.3

 
A
n
al

ys
e 

re
sp

o
n
si

b
ili

ti
es

 f
o
r 

w
o
rk

 i
n
 o

w
n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

2
.4

 
E
xp

la
in

 h
o
w

 r
es

p
o
n
si

b
ili

ti
es

 a
n
d
 w

o
rk

 r
o
le

s 
in

 o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 f

it
 t

h
e 

st
ru

ct
u
re

 o
f 

an
 o

rg
an

is
at

io
n
 

 
 

 

2
.5

 
A
n
al

ys
e 

h
o
w

 r
es

p
o
n
si

b
ili

ti
es

 a
n
d
 w

o
rk

 r
o
le

s 
in

 o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 c

o
n
tr

ib
u
te

 t
o
 t

h
e 

o
p
er

at
io

n
 o

f 
an

 o
rg

an
is

at
io

n
 

 
 

 

2
.6

 
E
va

lu
at

e 
th

e 
p
o
lic

ie
s,

 p
ro

ce
d
u
re

s,
 s

ys
te

m
s 

an
d
 v

al
u
es

 o
f 

o
w

n
 

o
rg

an
is

at
io

n
 t

h
at

 a
re

 r
el

ev
an

t 
to

 o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

2
.7

 
E
va

lu
at

e 
h
o
w

 r
es

p
o
n
si

b
ili

ti
es

 a
n
d
 j
o
b
 r

o
le

s 
in

 o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 c

an
 s

u
p
p
o
rt

 t
h
e 

va
lu

es
 a

n
d
 p

o
lic

ie
s 

o
f 

th
e 

o
rg

an
is

at
io

n
 

 
 

 

2
 

U
n
d
er

st
an

d
 h

o
w

 t
o
 

w
o
rk

 i
n
 w

ay
s 

th
at

 
su

p
p
o
rt

 
o
rg

an
is

at
io

n
al

 
p
u
rp

o
se

s 
an

d
 

va
lu

es
 

2
.8

 
A
n
al

ys
e 

h
o
w

 r
es

p
o
n
si

b
ili

ti
es

 a
n
d
 j
o
b
 r

o
le

s 
in

 o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

ca
n
 b

e 
u
se

d
 t

o
 c

o
n
tr

ib
u
te

 t
o
 d

ev
el

o
p
in

g
 p

o
lic

ie
s,

 o
b
je

ct
iv

es
, 

sy
st

em
s 

an
d
 v

al
u
es

 o
f 

o
w

n
 o

rg
an

is
at

io
n
 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 

S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

3
4

 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
.1

 
E
xp

la
in

 t
h
e 

p
u
rp

o
se

 a
n
d
 b

en
ef

it
s 

o
f 

h
el

p
in

g
 t

o
 d

ev
el

o
p
 a

n
d
 s

u
p
p
o
rt

 
o
th

er
 p

eo
p
le

 a
t 

w
o
rk

 
 

 
 

3
.2

 
E
xp

la
in

 t
h
e 

p
u
rp

o
se

 a
n
d
 b

en
ef

it
s 

o
f 

h
el

p
in

g
 o

th
er

 p
eo

p
le

 t
o
 w

o
rk

 
ef

fe
ct

iv
el

y 
an

d
 e

ff
ic

ie
n
tl
y 

 
 

 

3
.3

 
E
xp

la
in

 h
o
w

 h
el

p
in

g
 t

o
 d

ev
el

o
p
 a

n
d
 s

u
p
p
o
rt

 o
th

er
 p

eo
p
le

 c
an

 b
en

ef
it
 

an
 o

rg
an

is
at

io
n
 i
n
 t

h
e 

m
ed

iu
m

 a
n
d
 l
o
n
g
 t

er
m

 
 

 
 

3
.4

 
E
va

lu
at

e 
d
if
fe

re
n
t 

p
ro

ce
d
u
re

s 
th

at
 c

an
 b

e 
p
u
t 

in
 p

la
ce

 t
o
 m

ak
e 

su
re

 
o
th

er
 p

eo
p
le

 a
re

 d
ev

el
o
p
ed

 a
n
d
 s

u
p
p
or

te
d
 i
n
 t

h
ei

r 
cu

rr
en

t 
jo

b
 r

o
le

 
an

d
 f

o
r 

fu
tu

re
 n

ew
 r

es
p
o
n
si

b
ili

ti
es

 

 
 

 

3
.5

 
E
xp

la
in

 w
h
at

 i
s 

m
ea

n
t 

b
y 

d
iv

er
si

ty
 a

n
d
 w

h
y 

it
 s

h
o
u
ld

 b
e 

va
lu

ed
 

 
 

 

3
.6

 
E
va

lu
at

e 
th

e 
ad

va
n
ta

g
es

 o
f 

d
iv

er
si

ty
 t

o
 a

n
 o

rg
an

is
at

io
n
 

 
 

 

3
.7

 
E
va

lu
at

e 
w

ay
s 

in
 w

h
ic

h
 a

 w
o
rk

in
g
 e

n
vi

ro
n
m

en
t 

ca
n
 b

e 
d
ev

el
o
p
ed

 t
o
 

su
p
p
o
rt

 d
iv

er
si

ty
 a

n
d
 m

ak
e 

th
e 

b
es

t 
u
se

 o
f 

ev
er

yo
n
e’

s 
b
ac

kg
ro

u
n
d
s 

an
d
 a

b
ili

ti
es

  

 
 

 

3
.8

 
A
n
al

ys
e 

h
o
w

 t
o
 t

re
at

 o
th

er
 p

eo
p
le

 i
n
 a

 w
ay

 t
h
at

 i
s 

se
n
si

ti
ve

 t
o
 t

h
ei

r 
n
ee

d
s 

 
 

 

3
.9

 
E
xp

la
in

 h
o
w

 t
o
 t

re
at

 o
th

er
 p

eo
p
le

 i
n
 a

 w
ay

 t
h
at

 r
es

p
ec

ts
 t

h
ei

r 
ab

ili
ti
es

, 
b
ac

kg
ro

u
n
d
, 

va
lu

es
, 

cu
st

o
m

s 
an

d
 b

el
ie

fs
 

 
 

 

3
.1

0
 

E
xp

la
in

 h
o
w

 t
h
e 

ri
g
h
ts

 o
f 

o
th

er
s 

ca
n
 b

e 
su

p
p
o
rt

ed
 a

n
d
 m

ai
n
ta

in
ed

 
 

 
 

3
 

U
n
d
er

st
an

d
 t

h
e 

p
u
rp

o
se

 a
n
d
 

b
en

ef
it
s 

o
f 

re
sp

ec
ti
n
g
, 

h
el

p
in

g
 

an
d
 s

u
p
p
o
rt

in
g
 

o
th

er
 p

eo
p
le

 a
t 

w
o
rk

 

3
.1

1
 

E
va

lu
at

e 
w

ay
s 

in
 w

h
ic

h
 i
t 

is
 p

o
ss

ib
le

 t
o
 l
ea

rn
 f

ro
m

 o
th

er
s 

at
 w

o
rk

 a
n
d
 

th
e 

b
en

ef
it
s 

o
f 

d
o
in

g
 s

o
 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 –

  
S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

3
5

 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

4
.1

 
E
xp

la
in

 t
h
e 

p
u
rp

o
se

 a
n
d
 b

en
ef

it
s 

o
f 

m
ai

n
ta

in
in

g
 s

ec
u
ri
ty

 a
n
d
 

co
n
fi
d
en

ti
al

it
y 

at
 w

o
rk

 
 

 
 

4
.2

 
A
n
al

ys
e 

th
e 

re
q
u
ir
em

en
ts

 f
o
r 

se
cu

ri
ty

 a
n
d
 c

o
n
fi
d
en

ti
al

it
y 

in
 a

n
 

o
rg

an
is

at
io

n
 

 
 

 

4
.3

 
E
xp

la
in

 l
eg

al
 r

eq
u
ir
em

en
ts

 f
o
r 

se
cu

ri
ty

 a
n
d
 c

o
n
fi
d
en

ti
al

it
y 

an
d
 t

h
ei

r 
im

p
ac

t 
o
n
 a

n
 o

rg
an

is
at

io
n
 

 
 

 

4
 

U
n
d
er

st
an

d
 h

o
w

 t
o
 

m
ai

n
ta

in
 s

ec
u
ri
ty

 
an

d
 c

o
n
fi
d
en

ti
al

it
y 

at
 w

o
rk

 a
n
d
 d

ea
l 

w
it
h
 c

o
n
ce

rn
s 

4
.4

 
A
n
al

ys
e 

p
ro

ce
d
u
re

s 
fo

r 
d
ea

lin
g
 w

it
h
 c

o
n
ce

rn
s 

ab
o
u
t 

se
cu

ri
ty

 a
n
d
 

co
n
fi
d
en

ti
al

it
y 

in
 a

n
 o

rg
an

is
at

io
n
 a

n
d
 t

h
ei

r 
p
u
rp

o
se

 
 

 
 

5
.1

 
M

ak
e 

su
re

 t
h
at

 w
o
rk

 s
u
p
p
o
rt

s 
an

 o
rg

an
is

at
io

n
’s

 o
ve

ra
ll 

m
is

si
o
n
 a

n
d
 

va
lu

es
 i
n
 o

w
n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

5
.2

 
M

ak
e 

su
re

 t
h
at

 w
o
rk

 i
s 

co
m

p
le

te
d
 i
n
 a

 w
ay

 t
h
at

 s
u
p
p
o
rt

s 
te

am
 

o
b
je

ct
iv

es
 i
n
 o

w
n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

5
.3

 
M

ak
e 

su
re

 t
h
at

 w
o
rk

 s
u
p
p
o
rt

s 
an

 o
rg

an
is

at
io

n
’s

 p
o
lic

ie
s,

 s
ys

te
m

s 
an

d
 

p
ro

ce
d
u
re

s 
in

 o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

5
.4

 
M

ak
e 

su
re

 t
h
at

 w
o
rk

 w
it
h
 o

u
ts

id
e 

o
rg

an
is

at
io

n
s 

an
d
 i
n
d
iv

id
u
al

s 
is

 
co

m
p
le

te
d
 i
n
 a

 w
ay

 t
h
at

 p
ro

te
ct

s 
an

d
 i
m

p
ro

ve
s 

im
ag

e 
o
f 

o
w

n
 

o
rg

an
is

at
io

n
 

 
 

 

5
 

B
e 

ab
le

 t
o
 s

u
p
p
o
rt

 
th

e 
p
u
rp

o
se

 a
n
d
 

va
lu

es
 o

f 
an

 
o
rg

an
is

at
io

n
 

5
.5

 
M

ak
e 

su
g
g
es

ti
o
n
s 

to
 i
m

p
ro

ve
 s

ys
te

m
s 

an
d
 p

ro
ce

d
u
re

s,
 a

n
d
 s

u
p
p
o
rt

 
o
b
je

ct
iv

es
, 

p
o
lic

ie
s 

an
d
 v

al
u
es

 i
n
 a

 w
ay

 t
h
at

 i
s 

co
n
si

st
en

t 
w

it
h
 o

w
n
 

jo
b
 r

o
le

 a
n
d
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 

S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

3
6

 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

6
.1

 
A
gr

ee
 a

n
d 

m
ai

n
ta

in
 a

 w
or

ki
n
g 

en
vi

ro
n
m

en
t 

th
at

 v
al

u
es

 d
iv

er
si

ty
 a

n
d 

m
ak

es
 b

es
t 

u
se

 o
f 
th

e 
ab

ili
ti
es

 o
f 
ev

er
yo

n
e,

 in
 o

w
n
 a

re
a 

of
 r

es
po

n
si

bi
lit

y 
 

 
 

6
.2

 
W

o
rk

 w
it
h
 o

th
er

 p
eo

p
le

 i
n
 a

 w
ay

 t
h
at

 i
s 

se
n
si

ti
ve

 t
o
 t

h
ei

r 
in

d
iv

id
u
al

 
n
ee

d
s,

 a
n
d
 w

h
ic

h
 r

es
p
ec

ts
 t

h
ei

r 
b
ac

kg
ro

u
n
d
, 

ab
ili

ti
es

, 
va

lu
es

, 
cu

st
o
m

s 
an

d
 b

el
ie

fs
, 

in
 o

w
n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

6
.3

 
M

ak
e 

su
re

 t
h
e 

ri
g
h
ts

 o
f 

o
th

er
 p

eo
p
le

 a
re

 s
u
p
p
o
rt

ed
 a

n
d
 m

ai
n
ta

in
ed

 i
n
 

o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

6
.4

 
A
g
re

e 
an

d
 m

ai
n
ta

in
 a

 w
o
rk

in
g
 e

n
vi

ro
n
m

en
t 

w
h
er

e 
fe

ed
b
ac

k 
fr

o
m

 
o
th

er
 p

eo
p
le

 w
it
h
 d

if
fe

re
n
t 

b
ac

kg
ro

u
n
d
s 

an
d
 a

b
ili

ti
es

 i
s 

u
se

d
 t

o
 

d
ev

el
o
p
 a

n
d
 i
m

p
ro

ve
 w

ay
s 

o
f 

w
o
rk

in
g
 i
n
 o

w
n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

6
 

B
e 

ab
le

 t
o
 h

el
p
, 

re
sp

ec
t 

an
d
 

su
p
p
o
rt

 o
th

er
 

p
eo

p
le

 a
t 

w
o
rk

 i
n
 

an
 o

rg
an

is
at

io
n
 

6
.5

 
M

ak
e 

su
re

 o
rg

an
is

at
io

n
al

 p
ro

ce
d
u
re

s 
an

d
 l
eg

al
 r

eq
u
ir
em

en
ts

 i
n
 

re
la

ti
o
n
 t

o
 d

is
cr

im
in

at
io

n
 l
eg

is
la

ti
o
n
 a

re
 f

o
llo

w
ed

 i
n
 o

w
n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
 

 
 

 

7
.1

 
M

ai
n
ta

in
 t

h
e 

se
cu

ri
ty

 o
f 

p
ro

p
er

ty
 i
n
 a

 w
ay

 t
h
at

 i
s 

co
n
si

st
en

t 
w

it
h
 

o
rg

an
is

at
io

n
al

 p
ro

ce
d
u
re

s 
an

d
 l
eg

al
 r

eq
u
ir
em

en
ts

 
 

 
 

7
.2

 
M

ai
n
ta

in
 t

h
e 

co
n
fi
d
en

ti
al

it
y 

o
f 

in
fo

rm
at

io
n
 i
n
 a

 w
ay

 t
h
at

 i
s 

co
n
si

st
en

t 
w

it
h
 o

rg
an

is
at

io
n
al

 p
ro

ce
d
u
re

s 
an

d
 l
eg

al
 r

eq
u
ir
em

en
ts

 
 

 
 

7
 

B
e 

ab
le

 t
o
 m

ai
n
ta

in
 

se
cu

ri
ty

 a
n
d
 

co
n
fi
d
en

ti
al

it
y 

in
 a

n
 

o
rg

an
is

at
io

n
 

7
.3

 
D

ea
l 
w

it
h
 a

n
y 

co
n
ce

rn
s 

ab
o
u
t 

th
e 

se
cu

ri
ty

 o
f 

p
ro

p
er

ty
 a

n
d
 

co
n
fi
d
en

ti
al

it
y 

o
f 

in
fo

rm
at

io
n
 

 
 

 

 Le
ar

n
er

 n
am

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

:_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



 

Pearson Edexcel Level 4 Certificate/Diploma in Business and Administration –  
Specification – Issue 1 – February 2014 © Pearson Education Limited 2014 

37 

Unit 4: Support Sustainability 
in a Business 
Environment 

Unit reference number: D/601/2556 

QCF level: 4 

Credit value: 3 

Guided learning hours: 14 

 

Unit aim 

This unit is about taking a leading role in supporting the minimisation of waste and 
the maximisation of efficiency within own area of responsibility in a business 
environment.  

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 

2 2.1 – 2.2 

3 3.1 – 3.4 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

4 4.1 – 4.3 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
case studies, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 procedures. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

5 5.1 – 5.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports. 

6.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports. 

6.2 – 6.3 

6.5 

Evidence may be supplied via witness testimony and 
learner reports/reflective accounts.  

6 

6.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 orders 

 tenders 

 quotes 

 estimates. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3. 
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Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 5: Assess, Manage and 
Monitor Risk in a 
Business Environment 

Unit reference number: H/601/2557 

QCF level: 4 

Credit value: 4 

Guided learning hours: 18 

 

Unit aim 
This unit is about taking a leading role in supporting the monitoring and managing 
of risk within own area of responsibility in a business environment so that an 
organisation’s aims and objectives for minimising risk and ensuring a safe work 
environment can be supported at all times. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.5 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

2.1 – 2.4 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 risk assessments. 

2 

2.5 – 2.6 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 procedures. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 2.7 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 9, 26. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 6: Communicate in a 
Business Environment 

Unit reference number: M/601/2562 

QCF level: 4 

Credit value: 3 

Guided learning hours: 25 

 

Unit aim 

This unit is about being able to communicate with other people in a business 
environment clearly, convincingly, and persuasively, in writing and verbally, using 
language in a variety of formats, styles and tones.  

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.3 

2 2.1 – 2.13 

3 3.1 – 3.10 

4 4.1 – 4.2 

5 5.1 – 5.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

6 6.1 – 6.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information selected. 



 

Pearson Edexcel Level 4 Certificate/Diploma in Business and Administration 
Specification – Issue 1 – February 2014 © Pearson Education Limited 2014 

48 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6.4 – 6.8 

6.10 – 6.11 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports 

 information formatted. 

 

6.9 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

7.1 

7.3 – 7.4 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 presentation. 

7 

7.2 

7.5 – 7.10 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 minutes of meetings. 

8.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 feedback received. 

8 

8.2 Evidence may be supplied via learner reports/reflective 
accounts. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 7: Manage the 
Environmental Impact 
of Work Activities 

Unit reference number: M/600/9712 

QCF level: 4 

Credit value: 5 

Guided learning hours: 10 

 

Unit 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. 

Assessment guidance 

This unit was developed by the Management Standards Centre (MSC). No further 
assessment guidance or evidence requirements have been provided for this unit. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 8: Implement, Monitor 
and Maintain 
Administrative Services 

Unit reference number: Y/601/2572 

QCF level: 4 

Credit value: 7 

Guided learning hours: 15 

 

Unit aim 

This unit is about implementing administrative services, monitoring these services 
to make sure they are being used correctly, informing and supporting users of the 
systems, and making adjustments to the services to improve their performance. 

Assessment guidance 

The following is a guide, the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.13 

2 2.1 – 2.4 

3 3.1 – 3.6 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

4 4.1 – 4.2 

4.5 

4.7 – 4.9 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings 

 plan. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

4 4.3 – 4.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings 

 presentation. 

4 4.6 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 plans. 

5.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 monitoring records. 

5 

5.2 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings 

 questionnaires 

 consultation documents. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6.1 

6.6 – 6.7 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings. 

6.2 – 6.3 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information collected 

 feedback received. 

6 

6.4 – 6.5 Evidence may be supplied via learner reports/reflective 
accounts. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Unit 19. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 9: Evaluate and Solve 
Business Problems 

Unit reference number: K/601/2558 

QCF level: 4 

Credit value: 6 

Guided learning hours: 16 

 

Unit aim 

This unit is about recognising that there is a problem with the way work is being 
carried out in a business environment, analysing the problem for possible causes 
and evaluating the problem in terms of the risks it presents if not solved. 

Assessment guidance 

The following is a guide, the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.4 

2 2.1 – 2.6 

3 3.1 – 3.2 

4 4.1 – 4.3 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning. 

5 5.1 – 5.6 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role.  
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6.1 

6.3 

6.6 

6.8 

Evidence may be supplied via learner 
reports/reflective accounts. 

6 

6.2 Evidence may be supplied via learner 
reports/reflective accounts and inspection of products, 
using evidence appropriate to the learner’s job role 
from the following sources: 

 plans. 

 6.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 plans. 

6.5 

6.7 

6.10 

Evidence may be supplied via witness testimony and 
learner reports/reflective accounts. 

 

6.9 Evidence may be supplied via learner 
reports/reflective accounts and inspection of products, 
using evidence appropriate to the learner’s job role 
from the following sources: 

 feedback 

 reviews. 

7 7.1 – 7.3 Evidence may be supplied via learner 
reports/reflective accounts. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 26. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 10: Manage and Evaluate 
an Information System 

Unit reference number: A/601/2564 

QCF level: 4 

Credit value: 6 

Guided learning hours: 20 

 

Unit aim 

This unit is about managing and evaluating an information system that meets 
identified needs in a business environment. The learner will use knowledge of 
needs, to work in collaboration with others as required to manage and evaluate the 
system 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.9 

2 2.1 – 2.4 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

3 3.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 training records. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

3.2 

3.6 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 notes of meetings. 

 

3.3 – 3.5 Evidence may be supplied via witness testimony and 
learner reports/reflective accounts. 

4 4.1 – 4.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 notes of meetings. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 9, 17. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 11: Plan Change for a Team 

Unit reference number: M/601/2576 

QCF level: 4 

Credit value: 6 

Guided learning hours: 22 

 

Unit aim 

This unit is about planning changes across teams in a department or part of an 
organisation at the level of a departmental manager or director 

Assessment guidance 

The following is a guide, the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 

2 2.1 – 2.3 

3 3.1 – 3.2 

4 4.1 – 4.5 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

5.1 – 5.3 Evidence may be supplied via witness testimony and 
learner reports/reflective accounts. 

5 

5.4 

6 6.1 

6.3 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 presentations 

 minutes of meetings 

 initial plan. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 6.2 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 plan 

 letters 

 emails 

 memos  

 reports 

 minutes of meetings. 

 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 9, 17. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 12: Assist in the Design of 
Business Continuity 
Management 
Procedures 

Unit reference number: F/503/9237 

QCF level: 4 

Credit value: 4 

Guided learning hours: 15 

 

Unit aim 

This unit is about assisting the design and testing of BCM procedures to meet 
organisational needs.  

Unit assessment requirements/evidence requirements 

There are no specific assessment requirements for this unit. Please refer to the 
overall Skills CFA assessment strategy (Annexe A). 
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Unit 13: Raise Awareness of 
Business Continuity 
Management within a 
Team 

Unit reference number: H/503/9277 

QCF level: 4 

Credit value: 4 

Guided learning hours: 15 

 

Unit aim 

This unit is about communicating the purpose for BCM to other members of the 
team, colleagues or across the organisation. 

Unit assessment requirements/evidence requirements 

There are no specific assessment requirements for this unit. Please refer to the 
overall Skills CFA assessment strategy (Annexe A). 
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Unit 14: Chair Meetings 

Unit reference number: J/601/2566 

QCF level: 4 

Credit value: 4 

Guided learning hours: 16 

 

Unit aim 

This unit is about the role of the chairperson before, during and after business 
meetings. 

Assessment guidance 

The following is a guide, the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.17 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

2.1 – 2.5 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 agendas 

 briefing papers. 

2 

2.6 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

3 3.1 – 3.11 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

• minutes of meetings. 

4.1 – 4.2 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos  

 minutes of meetings 

 reports. 

4 

4.3 – 4.4 Evidence may be supplied via learner reports/reflective 
accounts and professional discussion. 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 

S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

9
2

 

L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

a
n

d
 a

ss
e
ss

m
e
n

t 
cr

it
e
ri

a
  

T
o
 p

as
s 

th
is

 u
n
it
, 

th
e 

le
ar

n
er

 n
ee

d
s 

to
 d

em
o
n
st

ra
te

 t
h
at

 t
h
ey

 c
an

 m
ee

t 
al

l 
th

e 
le

ar
n
in

g
 o

u
tc

o
m

es
 f

o
r 

th
e 

u
n
it
. 

T
h
e 

as
se

ss
m

en
t 

cr
it
er

ia
 

d
et

er
m

in
e 

th
e 

st
an

d
ar

d
 r

eq
u
ir
ed

 t
o
 a

ch
ie

ve
 t

h
e 

u
n
it
. 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
.1

 
E
xp

la
in

 t
h
e 

ro
le

 o
f 

th
e 

ch
ai

r 
b
ef

or
e,

 d
u
ri
n
g
 a

n
d
 a

ft
er

 a
 m

ee
ti
n
g
 

 
 

 

1
.2

 
A
n
al

ys
e 

d
if
fe

re
n
t 

ty
p
es

 o
f 

m
ee

ti
n
g
s 

an
d
 h

o
w

 t
o
 r

u
n
 t

h
em

 
 

 
 

1
.3

 
E
xp

la
in

 t
h
e 

p
u
rp

o
se

 o
f 

p
re

p
ar

in
g
 f

o
r 

fo
rm

al
 m

ee
ti
n
g
s 

 
 

 

1
.4

 
E
xp

la
in

 t
h
e 

re
as

o
n
s 

fo
r 

ag
re

ei
n
g
 t

h
e 

p
u
rp

o
se

 o
f 

m
ee

ti
n
g
s 

 
 

 

1
.5

 
E
xp

la
in

 t
h
e 

re
as

o
n
s 

fo
r 

ag
re

ei
n
g
 t

h
e 

ti
m

in
g
 o

f 
th

e 
m

ee
ti
n
g
 t

o
 m

ak
e 

su
re

 k
ey

 p
eo

p
le

 c
an

 a
tt

en
d
 o

r 
b
e 

re
p
re

se
n
te

d
 

 
 

 

1
.6

 
D

es
cr

ib
e 

h
o
w

 t
o
 c

h
ai

r 
m

ee
ti
n
g
s 

to
 k

ee
p
 t

o
 a

g
re

ed
 t

im
in

g
s,

 a
s 

re
q
u
ir
ed

 
 

 
 

1
.7

 
E
xp

la
in

 t
h
e 

re
as

o
n
s 

fo
r 

g
iv

in
g
 p

eo
p
le

 i
n
fo

rm
at

io
n
 a

b
o
u
t 

fa
ci

lit
ie

s 
an

d
 

ar
ra

n
g
em

en
ts

, 
in

cl
u
d
in

g
 h

ea
lt
h
 a

n
d
 s

af
et

y 
p
ro

ce
d
u
re

s 
 

 
 

1
.8

 
E
xp

la
in

 t
h
e 

b
en

ef
it
s 

o
f 

ef
fe

ct
iv

e 
co

m
m

u
n
ic

at
io

n
 s

ki
lls

 
 

 
 

1
.9

 
E
xp

la
in

 h
o
w

 e
ff

ec
ti
ve

 i
n
te

rp
er

so
n
al

 s
ki

lls
 c

an
 i
m

p
ac

t 
o
n
 t

h
e 

su
cc

es
s 

o
f 

m
ee

ti
n
g
s 

 
 

 

1
.1

0
 

E
xp

la
in

 h
o
w

 t
o
 f

ac
ili

ta
te

 d
is

cu
ss

io
n
s 

so
 t

h
at

 t
h
e 

p
u
rp

o
se

 o
f 

ea
ch

 
ag

en
d
a 

it
em

 i
s 

ac
h
ie

ve
d
 

 
 

 

1
 

U
n
d
er

st
an

d
 t

h
e 

ro
le

 o
f 

th
e 

ch
ai

r 
in

 
m

ee
ti
n
g
s 

1
.1

1
 

E
xp

la
in

 h
o
w

 t
o
 s

u
m

m
ar

is
e 

d
is

cu
ss

io
n
s 

an
d
 a

g
re

e 
ac

ti
o
n
s 

at
 

ap
p
ro

p
ri
at

e 
p
o
in

ts
 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 –

  
S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

9
3

 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
.1

2
 

A
n
al

ys
e 

te
ch

n
iq

u
es

 f
o
r 

ke
ep

in
g
 t

o
 m

ee
ti
n
g
 t

im
in

g
s,

 a
g
en

d
a,

 a
n
d
 

p
u
rp

o
se

 
 

 
 

1
.1

3
 

E
xp

la
in

 r
ea

so
n
s 

fo
r 

lia
is

in
g
 w

it
h
 m

ee
ti
n
g
 o

rg
an

is
er

 i
f 

n
o
t 

th
e 

ch
ai

r 
 

 
 

1
.1

4
 

D
es

cr
ib

e 
th

e 
ty

p
es

 o
f 

p
ro

b
le

m
s 

th
at

 m
ay

 o
cc

u
r 

w
h
en

 c
h
ai

ri
n
g
 

m
ee

ti
n
g
s,

 a
n
d
 h

o
w

 t
o
 r

es
o
lv

e 
th

em
 

 
 

 

1
.1

5
 

D
es

cr
ib

e 
th

e 
p
u
rp

o
se

 o
f 

ap
p
ro

vi
n
g
 r

ec
o
rd

s 
o
f 

m
ee

ti
n
g
s 

 
 

 

1
.1

6
 

E
xp

la
in

 t
h
e 

p
u
rp

o
se

 o
f 

fo
llo

w
 u

p
 a

ct
io

n
s,

 a
n
d
 e

va
lu

at
io

n
 o

f 
m

ee
ti
n
g
s 

 
 

 

 
 

1
.1

7
 

E
xp

la
in

 t
h
e 

p
u
rp

o
se

 o
f 

re
fl
ec

ti
n
g
 o

n
 w

h
et

h
er

 t
h
e 

m
ee

ti
n
g
 m

et
 i
ts

 
p
u
rp

o
se

 a
n
d
 a

g
re

ei
n
g
 l
ea

rn
in

g
 p

o
in

ts
 f

o
r 

th
e 

fu
tu

re
 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 

S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

9
4

 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

2
.1

 
A
g
re

e 
th

e 
p
u
rp

o
se

 o
f 

a 
m

ee
ti
n
g
 

 
 

 

2
.2

 
A
g
re

e 
th

e 
sc

h
ed

u
lin

g
 o

f 
a 

m
ee

ti
n
g
 s

o
 t

h
at

 k
ey

 p
eo

p
le

 c
an

 a
tt

en
d
 

 
 

 

2
.3

 
M

ak
e 

su
re

 m
ee

ti
n
g
 f

ac
ili

ti
es

 m
ee

t 
re

q
u
ir
em

en
ts

 
 

 
 

2
.4

 
A
g
re

e 
ag

en
d
a 

it
em

s 
fo

r 
a 

m
ee

ti
n
g
, 

in
cl

u
d
in

g
 t

im
in

g
 a

n
d
 a

n
y 

p
ap

er
s 

re
q
u
ir
ed

 t
o
 a

ch
ie

ve
 p

u
rp

o
se

 
 

 
 

2
.5

 
R
ea

d
 b

ri
ef

in
g
 p

ap
er

s 
an

d
 i
d
en

ti
fy

 k
ey

 i
ss

u
es

, 
co

n
su

lt
in

g
 a

s 
re

q
u
ir
ed

 
 

 
 

2
 

B
e 

ab
le

 t
o
 p

re
p
ar

e 
fo

r 
ch

ai
ri
n
g
 a

 
m

ee
ti
n
g
 

2
.6

 
Li

ai
se

 w
it
h
 m

ee
ti
n
g
 o

rg
an

is
er

 i
f 

n
o
t 

th
e 

ch
ai

r 
o
f 

th
e 

m
ee

ti
n
g
 

 
 

 

3
.1

 
G

re
et

 p
eo

p
le

 a
tt

en
d
in

g
 t

h
e 

m
ee

ti
n
g
 

 
 

 

3
.2

 
K
ee

p
 t

o
 t

im
in

g
s 

as
 r

eq
u
ir
ed

 
 

 
 

3
.3

 
G

iv
e 

d
et

ai
ls

 o
f 

fa
ci

lit
ie

s 
an

d
 a

rr
an

g
em

en
ts

 
 

 
 

3
.4

 
Fo

llo
w

 a
n
 a

g
en

d
a 

 
 

 

3
.5

 
M

ak
e 

su
re

 t
h
o
se

 p
re

se
n
t 

h
av

e 
an

 o
p
p
o
rt

u
n
it
y 

to
 c

o
n
tr

ib
u
te

 t
o
 t

h
e 

m
ee

ti
n
g
 

 
 

 

3
.6

 
K
ee

p
 t

h
e 

m
ee

ti
n
g
 o

n
 t

ra
ck

 t
o
 a

ch
ie

ve
 i
ts

 p
u
rp

o
se

 
 

 
 

3
.7

 
R
es

o
lv

e 
an

y 
p
ro

b
le

m
s 

th
at

 o
cc

u
r 

 
 

 

3
.8

 
S
u
m

m
ar

is
e 

d
is

cu
ss

io
n
s 

an
d
 a

g
re

e 
ac

ti
o
n
s 

 
 

 

3
.9

 
O

b
se

rv
e 

fo
rm

al
 v

o
ti
n
g
 a

n
d
 a

p
p
ro

va
l 
p
ro

ce
d
u
re

s,
 i
f 

re
q
u
ir
ed

 
 

 
 

3
.1

0
 

A
g
re

e 
d
at

e,
 t

im
e 

an
d
 l
o
ca

ti
o
n
 o

f 
n
ex

t 
m

ee
ti
n
g
, 

if
 r

eq
u
ir
ed

 
 

 
 

3
 

B
e 

ab
le

 t
o
 c

h
ai

r 
a 

m
ee

ti
n
g
 u

si
n
g
 

in
te

rp
er

so
n
al

 a
n
d
 

o
rg

an
is

at
io

n
al

 s
ki

lls
 

3
.1

1
 

C
lo

se
 t

h
e 

m
ee

ti
n
g
 o

n
 t

im
e 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 –

  
S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

9
5

 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

4
.1

 
A
p
p
ro

ve
 a

 m
ee

ti
n
g
 r

ec
o
rd

 a
n
d
 l
is

t 
o
f 

ac
ti
o
n
s 

 
 

 

4
.2

 
M

ak
e 

su
re

 a
g
re

ed
 a

ct
io

n
s 

ar
e 

im
p
le

m
en

te
d
 

 
 

 

4
.3

 
E
va

lu
at

e 
th

e 
o
u
tc

o
m

es
 o

f 
a 

m
ee

ti
n
g
 i
n
 t

er
m

s 
o
f 

it
s 

p
u
rp

o
se

 
 

 
 

4
 

B
e 

ab
le

 t
o
 f

o
llo

w
 

u
p
 a

n
d
 e

va
lu

at
e 

a 
m

ee
ti
n
g
 t

h
at

 h
as

 
b
ee

n
 c

h
ai

re
d
 

4
.4

 
A
g
re

e 
le

ar
n
in

g
 p

o
in

ts
 f

o
r 

fu
tu

re
 m

ee
ti
n
g
s,

 i
f 

re
q
u
ir
ed

 
 

 
 

 Le
ar

n
er

 n
am

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

:_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



 

Pearson Edexcel Level 4 Certificate/Diploma in Business and Administration 
Specification – Issue 1 – February 2014 © Pearson Education Limited 2014 

96 

Unit 15: Assist with the 
Development of an 
Organisational 
Business Continuity 
Management Strategy 

Unit reference number: L/503/9242 

QCF level: 4 

Credit value: 5 

Guided learning hours: 20 

 

Unit aim 

This unit is about supporting your manager and team when developing an 
organisational BCM strategy 

Unit assessment requirements/evidence requirements 

There are no specific assessment requirements for this unit. Please refer to the 
overall Skills CFA assessment strategy (Annexe A). 
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Unit 16: Contribute to 
Innovation in a 
Business Environment 

Unit reference number: K/601/2575 

QCF level: 4 

Credit value: 6 

Guided learning hours: 25 

 

Unit aim 

This unit is about identifying and evaluating new ideas for innovation in the 
business environment. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 – 2.11 

3 3.1 – 3.6 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

4 4.1 – 4.2 

4.5 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 4.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information collected. 

 4.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 risk assessment. 

5 5.1 – 5.2 

6.1 – 6.5 

6.7 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings 

 formal proposal. 

6 

6.6 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 feedback received. 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3, 9, 26. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 17: Design and Develop an 
Information System 

Unit reference number: T/601/2563 

QCF level: 4 

Credit value: 7 

Guided learning hours: 30 

 

Unit aim 

This unit is about designing and developing an information system that will meet 
identified needs in a business environment.  

This unit must not be taken with Unit L/601/2536 – Support the Design and 
Development of an Information System. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 – 2.5 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

3.1 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information identified 

3 

3.2 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 resources identified 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

3.3 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 specification 

 budgets 

3.4 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information system 

 specification 

3.5 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 test results 

 feedback 

 

3.6 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 18: Prepare, Co-ordinate 
and Monitor 
Operational Plans 

Unit reference number: L/601/2570 

QCF level: 4 

Credit value: 6 

Guided learning hours: 26 

 

Unit aim 

This unit is about preparing and co-ordinating delivery of operational plans across 
one or more work activities or areas of responsibility. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 – 2.8 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

3.1 

3.3 

3.5 – 3.6 

Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 plans 

3 

3.2 

3.4 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

4.1 

4.4 

Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 plans. 

4.2 – 4.3 

4.5 – 4.11 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 presentations 

4 

4.12 Evidence may be supplied via learner reports/reflective 
accounts 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 19: Propose and Design 
Administrative Services 

Unit reference number: Y/601/2569 

QCF level: 4 

Credit value: 8 

Guided learning hours: 36 

 

Unit aim 

This unit is about researching and using the information gathered to propose and 
design administrative services for an organisation that will meet the needs of all 
users, and which will meet legal and organisational requirements. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.4 

2 2.1 – 2.7 

3 3.1 – 3.9 

4 4.1 – 4.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

5 5.1 

5.3 – 5.4 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

 questionnaires 

 Service Level Agreements 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

5.2 Evidence may be supplied via learner reports/reflective 
accounts. 

5.5 

5.7 

Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 specifications 

 

5.6 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 specifications 

 budgets 

6.1 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 specifications 

 budgets 

 designs 

 consultation documents 

 minutes of meetings 

6.2 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role 

6 

6.3 – 6.4 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 designs 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

7.1 

7.3 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 memos 

 emails 

 minutes of meetings 

 designs 

 presentations 

 reports 

7.2 Evidence may be supplied via learner reports/reflective 
accounts 

7 

7.4 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 design 

 specification 

Evidence generated for this unit of assessment may contribute towards other units 
including Unit 8. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 20: Manage an Office 
Facility 

Unit reference number: L/601/2567 

QCF level: 4 

Credit value: 6 

Guided learning hours: 30 

 

Unit aim 

This unit is about managing an office facility, making sure that the systems and 
procedures, facilities and equipment needed to meet the expectations of all users 
for the smooth running of the office are in place, and evaluating use for possible 
changes and new needs. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.4 

2 2.1 – 2.4 

3 3.1 – 3.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

4.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 budgets 

 financial records and reports 

4 

4.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 equipment logs 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

4.3 

4.7 – 4.8 

4.14 

Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 reports 

 records 

 logs 

4.4 – 4.5 

4.10 – 4.13 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

 reports 

 records 

 logs 

4.6 Evidence may be supplied via witness testimony and 
learner reports/reflective accounts 

 

4.9 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 21: Develop Working 
Relationships with 
Colleagues and 
Stakeholders 

Unit reference number: K/600/9661 

QCF level: 4 

Credit value: 4 

Guided learning hours: 20 

 

Unit aim 

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

Assessment guidance 

The Management Standards Centre (MSC) developed this unit. No further 
assessment guidance or evidence requirements have been provided for this unit. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 22: Support Learning and 
Development within 
Own Area of 
Responsibility 

Unit reference number: M/600/9676 

QCF level: 4 

Credit value: 5 

Guided learning hours: 25 

 

Unit aim 

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

Assessment guidance 

No further assessment guidance or evidence requirements have been provided by 
the SSC for this unit. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 23: Plan, Allocate and 
Monitor Work in own 
Area of Responsibility 

Unit reference number: H/600/9674 

QCF level: 4 

Credit value: 5 

Guided learning hours: 25 

 

Unit aim 

This unit will develop learner’s skills to plan, allocate and monitor work in own area 
of responsibility, and make any necessary changes to original work plans. 

Unit assessment requirements/evidence requirements 

There are no specific assessment requirements for this unit. Please refer to the 
overall Skills CFA assessment strategy (Annexe A).  
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Unit 24: Negotiate in a Business 
Environment 

Unit reference number: K/601/2561 

QCF level: 4 

Credit value: 7 

Guided learning hours: 40 

 

Unit aim 

This unit is about preparing for and carrying out negotiations with other parties in a 
business environment. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.11 

2 2.1 – 2.5 

3 3.1 – 3.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

4.1 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 negotiating brief 

4.2 – 4.3 

4.5 

Evidence may be supplied via learner reports/reflective 
accounts 

4 

4.4 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 research carried out 



 

Pearson Edexcel Level 4 Certificate/Diploma in Business and Administration 
Specification – Issue 1 – February 2014 © Pearson Education Limited 2014 

140 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 4.6 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 presentation 

 reports 

5.1 – 5.4 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 proposals 

5 

5.5 – 5.8 

6.1 – 6.2 

6.4 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports 

6 

6.3 Evidence may be supplied via learner reports/reflective 
accounts 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3, 9, 26. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 25: Manage Budgets 

Unit reference number: T/601/2580 

QCF level: 4 

Credit value: 5 

Guided learning hours: 29 

 

Unit aim 

This unit is about managing and monitoring a budget for a department or section 
within an organisation. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.3 

2 2.1 – 2.4 

3 3.1 – 3.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

4.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 budgets 

 financial records 

4 

4.2 – 4.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports  

 budgets 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

• financial records 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

5.1 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 records  

 budgets 

5.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information produced  

 budgets 

5.3 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 calculations  

 budgets 

5 

5.4 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information produced  

 budgets 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3, 9, 24, 26. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 26: Make Decisions in a 
Business Environment 

Unit reference number: H/601/2560 

QCF level: 4 

Credit value: 4 

Guided learning hours: 24 

 

Unit aim 

This unit is about making decisions in a business environment at the level where 
there is no requirement for formal legal or organisational procedures to be followed.  

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 – 2.4 

3 3.1 – 3.6 

4 4.1 – 4.2 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

5.1 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 information collected 

 research carried out 

5 

5.2 

6 6.1 – 6.3 

Evidence may be supplied via learner reports/reflective 
accounts 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6.4 – 6.6 

6.8 – 6.10 

 Evidence may be supplied via observation of 
workplace activities, witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using 
evidence appropriate to the learner’s job role from 
the following sources: 

 letters 

 emails 

 memos 

 reports 

 presentations 

 

6.7  Evidence may be supplied via observation of 
workplace activities, witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using 
evidence appropriate to the learner’s job role 

7 7.1 – 7.2 Evidence may be supplied via learner reports/reflective 
accounts 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3, 9. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 27: Prepare Specifications 
for Contracts 

Unit reference number: F/601/2565 

QCF level: 4 

Credit value: 5 

Guided learning hours: 30 

 

Unit aim 

This unit is about understanding and preparing the information that is needed to 
award a contract for work. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.6 

2 2.1 – 2.2 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

3 3.1 – 3.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

4 4.1 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 list of criteria 

 4.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 list of criteria 

 letters 

 emails 

 memos 

 reports 

Evidence generated for this unit of assessment may contribute towards other units 
including Units 1, 2, 3, 9, 24, 26, 25. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 28: Provide Leadership and 
Direction for own Area 
of Responsibility 

Unit reference number: T/600/9601 

QCF level: 4 

Credit value: 5 

Guided learning hours: 30 

 

Unit aim 

This unit helps learners to provide leadership and direction for their area of 
responsibility. 

Assessment guidance 

The Management Standards Centre (MSC) developed this unit. No further 
assessment guidance or evidence requirements have been provided for this unit. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 29: Plan, Organise and 
Control Customer 
Service Operations 

Unit reference number: A/601/1236 

QCF level: 4 

Credit value: 10 

Guided learning hours: 67 

 

Unit aim 

Delivering effective customer service is key to winning and maintaining customer 
loyalty. This requires careful planning and organisation, followed by close 
monitoring and control of customer service operations. When problems occur, the 
learner must be able to deal with these problems in a way that leaves their 
customer with a positive impression of the organisation. This unit is about 
managing the delivery of services to the customer. 

Evidence requirements 

This unit and accompanying evidence requirements were developed by the Institute 
of Customer Service (ICS). Learners must produce evidence for each of the 
requirements stated. 

1 The evidence should be collected when carrying out a real job, whether paid or 
voluntary, and when dealing with real customers, whether internal or external 
to the organisation. Evidence collected in a realistic working environment or a 
work placement is not permissible for this unit. Simulation is not allowed for any 
performance evidence within this unit. 

2 Learners may collect the evidence for the unit through work in a private sector 
organisation, a not-for-profit organisation or a public services organisation. 

3 Learners must provide evidence that shows they have done this over a sufficient 
period for the assessor to be confident that they are competent. 

4 Learners’ plans must provide evidence that they have taken into account: 

 a the aims, objectives and targets for their area of responsibility 

 b the organisation’s customer service strategy 

 c the customers’ needs and expectations. 
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5 Learners’ evidence must show that their plans include consideration of: 

 a time 

 b physical resources 

 c human resources 

 d financial resources. 

6 Learners must show that they have negotiated with: 

 a front-line staff 

 b supervisors or team leaders 

 c senior managers. 

7 Learners must provide evidence that they have collected and analysed: 

 a qualitative information 

 b quantitative information.  

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of evidence 
they are presenting for assessment and the submission date against each 
assessment criterion. Alternatively, centre documentation should be used to record 
this information. 
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Unit 30: Manage Physical 
Resources 

Unit reference number: K/600/9711 

QCF level: 4 

Credit value: 3 

Guided learning hours: 25 

 

Unit aim 

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. 

Assessment guidance 

The Management Standards Centre (MSC) developed this unit. No further 
assessment guidance or evidence requirements have been provided for this unit. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 31: Drafting Financial 
Statements 

Unit reference number: R/600/4955 

QCF level: 4 

Credit value: 6 

Guided learning hours: 55 

 

Unit aim 

This unit is designed to develop learner’s knowledge and skills of international 
financial reporting standards and relevant legislation in the drafting of financial 
statements of limited companies and consolidated financial statements. 

Unit assessment requirements/evidence requirements 

For competency qualifications, this unit must be delivered and assessed with unit 
‘Principles of Drafting Financial Statements’.  

Skills based assessment under controlled conditions or work based assessment 
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Unit 32: Operating Credit 
Control Procedures 

Unit reference number: Y/601/8324 

QCF level: 3 

Credit value: 4 

Guided learning hours: 10 

 

Unit aim 

This unit may be suitable for learners who identify instances of non-payment and 
take appropriate action to recover moneys due. They will operate credit control 
procedures, identifying and understanding the reason(s) for non-payment, 
identifying opportunities for the collection of money and recognising when 
outstanding debts should be referred to others in the organisation. 

Unit assessment requirements/evidence requirements 

Assessment must be carried out in a way that is consistent with the requirements 
outlined in Annexe A: Assessment Strategy.  

To pass the unit, learners must meet all of the assessment criteria.  

Wherever possible, assessment should be carried out holistically. Items of evidence 
may contribute to the assessment of more than one criterion, both within this unit 
and across other units, and, wherever possible, centres are recommended to use 
evidence in this way.  

Assessment criteria: performance 

All of the assessment criteria except for 1.1, 2.1, 2.3, 2.8, 2.9 and 3.5 relate to 
performance. Evidence for all performance-related assessment criteria must come 
from learners’ performance in the workplace. ‘What-if’ questioning may only be 
used in assessment criterion 3.2 to supplement evidence of learners working within 
limits of their authority – here if there is no naturally occurring evidence of learners 
needing to refer to others, they can instead explain when they would refer to others 
and how they would do this 
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Simulation 

Simulation is permitted for assessment criterion 2.7. The reason for this is that 
learners may not actually have the opportunity at their workplace of dealing with 
more than one account holder and their circumstances (to take into account when 
deciding what action to take). The learner’s ability to perform competently in this 
criterion may, therefore, be evidenced through scenario-based assessment, asking 
them to show how they would deal with an account holder with a different set of 
circumstances.  

Assessment criteria: knowledge and understanding  

Assessment criteria 1.1, 2.1, 2.3, 2.8, 2.9 and 3.5 relate to knowledge and 
understanding. These must be assessed in addition to assessment of performance. 
They can be assessed inside or outside the workplace but the evidence the learners 
produce must relate to their own work environment and should preferably be 
assessed using question and answers, case studies or by professional discussion.  

Recording of evidence  

The type of evidence, portfolio reference and date should be entered against each 
assessment criterion in the table. Alternatively, centre documentation could be 
used to record this information. Evidence such as documents and materials from 
the learner’s workplace must be left in situ in the workplace and not included in a 
portfolio. The nature and location of the evidence must be recorded in the 
assessment documents. Centres must ensure that access to the evidence will be 
permitted for examination by internal and external verifiers.  
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Unit 33: Gather Information for 
a Business Impact 
Analysis 

Unit reference number: J/503/9272 

QCF level: 3 

Credit value: 3 

Guided learning hours: 8 

 

Unit aim 

This unit is for those responsible for gathering information for a Business Impact 
Analysis (BIA), but who would not themselves carry out the analytical work to 
produce a BIA. 

Unit assessment requirements/evidence requirements 

There are no specific assessment requirements for this unit. Please refer to the 
overall Skills CFA assessment strategy (Annexe A). 
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Unit 34: Manage a Project 

Unit reference number: A/601/2578 

QCF level: 5 

Credit value: 10 

Guided learning hours: 33 

 

Unit aim 

This unit is about managing the setting up and running of a project, by monitoring 
and reviewing the work of other people who are running the project, to achieve 
agreed aims and objectives. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 – 2.9 

3 3.1 – 3.8 

4 4.1 – 4.2 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role. 

5 5.1 – 5.11 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings 

 specification 

 budget 

 critical path analysis 

 GANTT chart 

• contingency plan 

• team list 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6 6.1 – 6.5 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

 adapted plans 

 feedback 

 reports 

7 7.1 – 7.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 minutes of meetings 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 35: Implement, Monitor 
and Review Change 

Unit reference number: K/601/2589 

QCF level: 5 

Credit value: 6 

Guided learning hours: 20 

 

Unit aim 

This unit is about implementing change and evaluating the effects of change with 
all those involved in the change process 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1  

2 2.1 – 2.4 

3 3.1 – 3.4 

4 4.1 – 4.2 

5 5.1 – 5.4 

6 6.1 – 6.4 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning. 

7 7.1 – 7.5 

8 8.1 – 8.2 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 presentation 

 minutes of meetings. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 8.3 – 8.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

 feedback given. 

Evidence generated for this unit of assessment may contribute towards other units 
including Unit 40. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 36: Organise Business 
Travel or 
Accommodation 

Unit reference number: H/601/2543 

QCF level: 3 

Credit value: 5 

Guided learning hours: 20 

 

Unit aim 

This unit is about organising the delivery of travel or accommodation arrangements 
to meet the traveller’s brief within budget. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 

2 2.1 – 2.2 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning 

3 3.1  Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 briefs 

 budgets 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

3.2 – 3.8 

3.10 – 3.12 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 travel and accommodation documents 

 

3.9 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 37: Deliver, Monitor and 
Evaluate Customer 
Service to Internal 
Customers 

Unit reference number: A/601/2550 

QCF level: 3 

Credit value: 3 

Guided learning hours: 12 

 

Unit aim 

This unit is about providing and continuously improving services to internal 
customers. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 

2 2.1 

3 3.1 – 3.4 

4 4.1 – 4.3 

5 5.1 – 5.4 

6 6.1 – 6.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

7.1 – 7.4  Evidence may be supplied via observation of workplace 
activities, witness testimony and learner 
reports/reflective accounts 

7 

7.2 - 7.4 

8 8.1 - 8.3 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

letters 

 emails 

 memos 

9 9.1 Evidence may be supplied via witness testimony, 
professional discussion, case studies and learner 
reports/reflective accounts 

10 10.1 – 10.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 feedback received 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 38: Deliver, Monitor and 
Evaluate Customer 
Service to External 
Customers 

Unit reference number: F/601/2551 

QCF level: 3 

Credit value: 3 

Guided learning hours: 12 

 

Unit aim 

This unit is about providing and continuously improving customer services to 
external customers. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 

2 2.1 

3 3.1 – 3.4 

4 4.1 – 4.3 

5 5.1 – 5.4 

6 6.1 – 6.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

7.1 – 7.4  Evidence may be supplied via observation of workplace 
activities, witness testimony and learner 
reports/reflective accounts 

7 

7.2 - 7.4 

8 8.1 - 8.3 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

9 9.1 Evidence may be supplied via witness testimony, 
professional discussion, case studies and learner 
reports/reflective accounts 

10 10.1 – 10.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 feedback received 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 39: Monitor Information 
Systems 

Unit reference number: R/601/2537 

QCF level: 3 

Credit value: 7 

Guided learning hours: 30 

 

Unit aim 

This unit is about monitoring and evaluating an information system to meet 
identified needs in a business environment.  

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 

2 2.1 – 2.3 

Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning 

3.1 – 3.2 

3.4 – 3.8 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

3 

3.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 training records 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 3.9 – 3.10 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 

 feedback 

 notes of meetings 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 40: Plan Change Across 
Teams 

Unit reference number: D/601/2587 

QCF level: 5 

Credit value: 6 

Guided learning hours: 26 

 

Unit aim 

This unit is about planning changes across a department or teams within a 
department, at the level of a department manager or director. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 

2 2.1 – 2.3 

3 3.1 – 3.2 

4 4.1 – 4.5 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

5.1 – 5.3 Evidence may be supplied via learner 
reports/reflective accounts. 

5 

5.4 

6 6.1 

6.3 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

 presentations 

 initial plan 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 6.2 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 plans 

Evidence generated for this unit of assessment may contribute towards other units 
including Unit 35. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 41: Ensure Responsibility 
for Actions to Reduce 
Risks to Health and 
Safety 

Unit reference number: T/602/1912 

QCF level: 3 

Credit value: 4 

Guided learning hours: 18 

 

Unit aim 

This unit is about the health and safety responsibilities for everyone in own 
workplace including an appreciation of significant risks in own workplace and 
knowing how to identify and deal with them 

Fundamental to this unit is an understanding of the terms ‘hazard’, ‘risk’ and 
‘control’.  

Unit assessment requirements/evidence requirements 

There are no specific assessment requirements for this unit. Please refer to the 
overall Skills CFA assessment strategy (Annexe A). 

Learners should have a reasonable degree of authority and autonomy and may be 
responsible for others. They should have access to higher levels of management 
and may be in a position to influence others.  

The learner will probably have defined responsibilities for health and safety in their 
job role. They will also need the opportunity to research workplace instructions and 
legislation to enable them to identify anything harmful in the workplace including 
those not normally visible.  
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Unit 42: Plan and Organise 
Meetings 

Unit reference number: D/601/2542 

QCF level: 3 

Credit value: 5 

Guided learning hours: 25 

 

Unit aim 

This unit is about planning and organising meetings to meet the agreed purpose of 
the meeting. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.17 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning 

2.1 

2.4 – 2.6 

2.8 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

2 

2.2 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 budget 



 

Pearson Edexcel Level 4 Certificate/Diploma in Business and Administration 
Specification – Issue 1 – February 2014 © Pearson Education Limited 2014 

222 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

2.3 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 agenda 

 meeting papers 

2 

2.7 

3.1 

Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role 

3 

3.2 – 3.4 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 meeting papers 

4.1 – 4.2 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 records 

4 

4.3 – 4.4 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 4.5 – 4.7 Evidence may be supplied via observation of workplace 
activities, witness testimony, professional discussion, 
learner reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 evaluations 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 43: Evaluate the 
Organisation of 
Business Travel or 
Accommodation 

Unit reference number: K/601/2544 

QCF level: 3 

Credit value: 2 

Guided learning hours: 10 

 

Unit aim 

This unit is about evaluating the effectiveness of processes, services, etc involved 
in the delivery of business travel or accommodation arrangements. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 

 

1.1 – 1.2 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning 

2 2.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 records 

 questionnaires 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

2.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 feedback received 

 questionnaires 

2.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 records 

 

2.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

 reports 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 44: Develop a Presentation 

Unit reference number: M/601/2528 

QCF level: 3 

Credit value: 3 

Guided learning hours: 15 

 

Unit aim 

This unit is about developing a presentation. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.5 Evidence may be supplied via learner reports/reflective 
accounts, professional discussion and questioning 

2.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 letters 

 emails 

 memos 

2.2 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 plans 

2 

2.3 – 2.4 

2.8 – 2.9 

Evidence may be supplied via learner reports/reflective 
accounts 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 2.5 

2.7 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 feedback received 

 2.6 Evidence may be supplied via learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the following 
sources: 

 handouts 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 45: Deliver a Presentation 

Unit reference number: T/601/2529 

QCF level: 3 

Credit value: 3 

Guided learning hours: 15 

 

Unit aim 

This unit covers the skills, knowledge and understanding learners need to prepare 
for, deliver and evaluate a presentation for an audience. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 

2 2.1 – 2.5 

3.1 – 3.3 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

3 

3.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 

4.1 Evidence may be supplied via learner 
reports/reflective accounts 

4 

4.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 presentation materials 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 4.3 – 4.11 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 presentation notes 

 handouts 

 slides 

5.1 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 feedback 

 evaluation sheets 

5 

5.2 – 5.3 Evidence may be supplied via learner 
reports/reflective accounts 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 46: Support the Design and 
Development of an 
Information System 

Unit reference number: L/601/2536 

QCF level: 3 

Credit value: 7 

Guided learning hours: 35 

 

Unit aim 

This unit is about contributing to the design and development of an information 
system that will meet identified needs in a business environment.  

This unit must not be taken with unit T/601/2563 – Design and Develop an 
Information System. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 – 2.4 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

3 3.1  

3.3 – 3.5 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 

 reports 

 notes of meetings 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 3.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 specification 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 47: Analyse and Report 
Data 

Unit reference number: Y/601/2538 

QCF level: 3 

Credit value: 6 

Guided learning hours: 30 

 

Unit aim 

This unit is about analysing and reporting data that meets the aims and objectives 
of the research. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.6 

2 2.1 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

3.1 – 3.5 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role 

3 

3.6 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 feedback obtained 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

4 4.1 – 4.2 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

• memos 

• data reported 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 48: Design Business 
Continuity 
Management 
Procedures 

Unit reference number: M/503/9251 

QCF level: 5 

Credit value: 10 

Guided learning hours: 50 

 

Unit aim 

This unit is about proposing, designing and testing BCM procedures to meet 
organisational needs.  

Unit assessment requirements/evidence requirements 

There are no specific assessment requirements for this unit. Please refer to the 
overall Skills CFA assessment strategy (Annexe A).  
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Unit 49: Invite Tenders and 
Select Contractors 

Unit reference number: R/601/2585 

QCF level: 5 

Credit value: 6 

Guided learning hours: 32 

 

Unit aim 

This unit is about handling the tendering process, identifying appropriate selection 
criteria to award the tender and agree a contractor. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 -2.3 

3 3.1 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

4.1 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 information given 

4 

4.2 Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 invitation to tender 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

4.3 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 reports 

 

4.4 Evidence may be supplied via witness testimony and 
learner reports/reflective accounts 

5.1 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 evaluations. 

5.2 – 5.3 Evidence may be supplied via learner 
reports/reflective accounts 

5 

5.4 – 5.5 

6.1 – 6.2 

Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 

 reports 

6 

6.3 Evidence may be supplied via learner 
reports/reflective accounts 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 50: Monitor and Evaluate 
Contracts 

Unit reference number: Y/601/2586 

QCF level: 5 

Credit value: 6 

Guided learning hours: 35 

 

Unit aim 

This unit is about monitoring and evaluating a contractor’s performance and 
compliance against the requirements of a contract. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 

2 2.1 – 2.2 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

3.1 – 3.3 

3.6 – 3.7 

Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, case studies, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 

 reports 

3 

3.4 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 contracts 

 legal and organisational requirements 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 3.5 

4.1 – 4.2 

Evidence may be supplied via witness testimony, 
professional discussion and learner reports/reflective 
accounts 

4.3 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 information gathered 

4 

4.4 – 4.5 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 reports 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 51: Contribute to Running 
a Project 

Unit reference number: J/601/2549 

QCF level: 3 

Credit value: 5 

Guided learning hours: 30 

 

Unit aim 

This unit is about contributing to achieving a project’s agreed aims and objectives 
as it impacts on stakeholders. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 

2 2.1 – 2.7 

3 3.1 – 3.3 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

4 4.1 – 4.2 

4.4 

Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

4.3 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 specifications 

4.5 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 Critical path analysis 

 GANTT charts 

 

4.6 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 risks identified 

 contingency plans 

5 5.1 

5.5 

Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

5.2 

5.6 

Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

5.3 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

 adapted plans 

 

5.4  

5.7 

Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

 reports 

6 6.1 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 6.2 – 6.3 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 minutes of meetings 

 reports 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 52: Agree a Budget 

Unit reference number: J/601/2552 

QCF level: 3 

Credit value: 4 

Guided learning hours: 25 

 

Unit aim 

This unit is about developing and agreeing a budget for a department or section 
within a business. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.6 Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

2.1 – 2.2 Evidence may be supplied via learner 
reports/reflective accounts 

2.3 Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 draft budget 

2 

2.4 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 budget 
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Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 53: Recruit Staff in own 
Area of Responsibility 

Unit reference number: T/600/9663 

QCF level: 5 

Credit value: 4 

Guided learning hours: 25 

 

Unit aim 

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

Assessment guidance 

The Management Standards Centre (MSC) developed this unit. No further 
assessment guidance or evidence requirements have been provided for this unit. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 54: Use Customer Service 
as a Competitive Tool 

Unit reference number: D/601/1228 

QCF level: 3 

Credit value: 8 

Guided learning hours: 53 

 

Unit aim 

Customer service contributes to an organisation’s competitive position. Customers 
of many organisations have choice about the services or products they use and who 
supplies them. Often the technical features and cost of the service or product are 
almost identical. If this is the case, the quality of the customer service offered 
makes all the difference about which supplier the customer chooses. This unit is 
about how the learner can play their part in ensuring that their organisation makes 
the best possible use of the competitive advantage that can be gained from offering 
superior customer service. It covers how the learner can use customer service as a 
tool to compete effectively with other providers of similar services and products. 
The unit is not for a learner whose organisation does not compete actively with 
others. 

Evidence requirements 

The Institute of Customer Service (ICS) developed this unit and accompanying 
evidence requirements. Learners must produce evidence for each of the 
requirements stated. 

1 Learners’ evidence should be collected when carrying out a real job, whether 
paid or voluntary, and when dealing with real customers, whether internal or 
external to the organisation. Evidence collected in a realistic working 
environment or a work placement is not permissible for this unit. Simulation is 
not allowed for any performance evidence within this unit.  

2 Learners may collect the evidence for the unit through work in a private sector 
organisation, a not-for-profit organisation or a public services organisation. 

3 Learners must provide evidence that shows they have done this over a sufficient 
period of time with different customers on different occasions for the assessor 
to be confident that they are competent. 
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4 Learners must provide examples of when the benefits of using customer service 
as a competitive tool enjoyed by customers are: 

a tangible in that they can be measured 

b intangible in that they are represented solely by feelings and perceptions  of 
the customer experience. 

5 Learners’ evidence must include examples of competitive analysis involving: 

a direct competitors 

b competitors offering substitute services or products. 

6 Learners’ evidence must include examples of when they have used customer 
service actions as a competitive tool to attract or maintain: 

a loyal customers 

b customers returning from competitors 

c new customers. 

Assessment methodology 

This unit is assessed in the workplace. Learners can enter the types of evidence 
they are presenting for assessment and the submission date against each 
assessment criterion. Alternatively, centre documentation should be used to record 
this information. 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 –

  
S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

2
7

9
 

L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

a
n

d
 a

ss
e
ss

m
e
n

t 
cr

it
e
ri

a
  

T
o
 p

as
s 

th
is

 u
n
it
, 

th
e 

le
ar

n
er

 n
ee

d
s 

to
 d

em
o
n
st

ra
te

 t
h
at

 t
h
ey

 c
an

 m
ee

t 
al

l 
th

e 
le

ar
n
in

g
 o

u
tc

o
m

es
 f

o
r 

th
e 

u
n
it
. 

T
h
e 

as
se

ss
m

en
t 

cr
it
er

ia
 

d
et

er
m

in
e 

th
e 

st
an

d
ar

d
 r

eq
u
ir
ed

 t
o
 a

ch
ie

ve
 t

h
e 

u
n
it
. 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

1
.1

 
D

ev
el

o
p
 t

h
ei

r 
o
w

n
 a

n
d
 c

o
lle

ag
u
es

’ 
u
n
d
er

st
an

d
in

g
 o

f 
th

e 
se

rv
ic

es
 a

n
d
 

p
ro

d
u
ct

s 
o
ff
er

ed
 b

y 
th

ei
r 

o
rg

an
is

at
io

n
 

 
 

 

1
.2

 
D

ef
in

e 
th

ei
r 

o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff
er

 a
n
d
 t

h
e 

w
ay

s 
in

 w
h
ic

h
 i
t 

co
m

p
ar

es
 w

it
h
 t

h
o
se

 o
f 

th
ei

r 
co

m
p
et

it
o
rs

 
 

 
 

1
.3

 
S
et

 a
n
 e

xa
m

p
le

 f
o
r 

co
lle

ag
u
es

 a
n
d
 p

re
se

n
t 

an
 i
m

ag
e 

to
 t

h
ei

r 
cu

st
o
m

er
s 

th
at

 r
ei

n
fo

rc
es

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff
er

 
 

 
 

1
 

O
rg

an
is

e 
cu

st
o
m

er
 

se
rv

ic
e 

to
 g

ai
n
 a

 
co

m
p
et

it
iv

e 
ad

va
n
ta

g
e 

1
.4

 
E
n
co

u
ra

g
e 

cu
st

o
m

er
 s

er
vi

ce
 a

ct
io

n
s 

th
at

 c
re

at
e 

an
d
 d

ev
el

o
p
 c

u
st

o
m

er
 

lo
ya

lt
y 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 

S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

2
8

0
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

2
.1

 
T
ak

e 
p
o
si

ti
ve

 a
ct

io
n
s 

an
d
 e

n
co

u
ra

g
e 

co
lle

ag
u
es

 t
o
 t

ak
e 

ac
ti
o
n
s 

th
at

 
p
ro

vi
d
e 

in
d
iv

id
u
al

 c
u
st

o
m

er
s 

w
it
h
 a

d
d
ed

 v
al

u
e 

w
it
h
in

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff
er

 

 
 

 

2
.2

 
R
em

in
d
 c

u
st

o
m

er
s 

ab
o
u
t 

th
ei

r 
se

rv
ic

e 
o
ff
er

 a
n
d
 t

h
e 

ex
tr

a 
b
en

ef
it
 i
t 

p
ro

vi
d
es

 o
ve

r 
th

o
se

 o
f 

th
ei

r 
co

m
p
et

it
o
rs

 
 

 
 

2
.3

 
O

ff
er

 a
d
d
it
io

n
al

 t
ec

h
n
ic

al
 a

d
vi

ce
 t

o
 c

u
st

o
m

er
s 

w
it
h
in

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff
er

 
 

 
 

2
.4

 
S
h
o
w

 a
w

ar
en

es
s 

o
f 

th
e 

fi
n
an

ci
al

 i
m

p
lic

at
io

n
s 

o
f 

an
y 

ad
d
ed

 v
al

u
e 

ac
ti
o
n
s 

th
at

 t
h
ey

 o
r 

th
ei

r 
co

lle
ag

u
es

 m
ig

h
t 

o
ff
er

 
 

 
 

2
.5

 
M

ee
t 

cu
st

o
m

er
 s

er
vi

ce
 t

ar
g
et

s 
to

 e
n
su

re
 t

h
at

 c
u
st

o
m

er
s 

se
e 

th
e 

b
en

ef
it
 o

f 
d
ea

lin
g
 w

it
h
 t

h
em

 r
at

h
er

 t
h
an

 w
it
h
 a

 c
o
m

p
et

it
o
r 

 
 

 

2
.6

 
R
e-

d
ir
ec

t 
cu

st
o
m

er
s 

to
 o

th
er

 s
er

vi
ce

 p
ro

vi
d
er

s 
w

it
h
o
u
t 

o
ff
en

ce
 w

h
en

 
th

ei
r 

ex
p
ec

ta
ti
o
n
s 

ca
n
n
o
t 

b
e 

m
et

 b
y 

th
e 

o
rg

an
is

at
io

n
’s

 s
er

vi
ce

 o
ff
er

 
 

 
 

2
.7

 
E
n
su

re
 t

h
at

 c
u
st

o
m

er
s 

w
h
o
 h

av
e 

sh
o
w

n
 a

 p
re

vi
o
u
s 

in
te

re
st

 i
n
 r

ep
ea

t 
an

d
 a

d
d
it
io

n
al

 s
er

vi
ce

s 
ar

e 
re

m
in

d
ed

 o
f 

th
is

 
 

 
 

2
 

D
el

iv
er

 a
 

co
m

p
et

it
iv

e 
se

rv
ic

e 

2
.8

 
E
n
co

u
ra

g
e 

co
lle

ag
u
es

 t
o
 o

ff
er

 c
om

p
le

m
en

ta
ry

 s
er

vi
ce

s 
an

d
 p

ro
d
u
ct

s 
w

h
en

 c
u
st

o
m

er
 s

at
is

fa
ct

io
n
 i
n
d
ic

at
es

 t
h
at

 c
u
st

o
m

er
s 

w
o
u
ld

 b
e 

in
te

re
st

ed
 i
n
 t

h
em

 

 
 

 



 

Pe
ar

so
n
 E

d
ex

ce
l 
Le

ve
l 
4
 C

er
ti
fi
ca

te
/D

ip
lo

m
a 

in
 B

u
si

n
es

s 
an

d
 A

d
m

in
is

tr
at

io
n
 –

  
S
p
ec

if
ic

at
io

n
 –

 I
ss

u
e 

1
 –

 F
eb

ru
ar

y 
2
0
1
4
 ©

 P
ea

rs
o
n
 E

d
u
ca

ti
o
n
 L

im
it
ed

 2
0
1
4
 

2
8

1
 

 L
e
a
rn

in
g

 o
u

tc
o

m
e
s 

A
ss

e
ss

m
e
n

t 
cr

it
e
ri

a
 

E
v
id

e
n

ce
 

ty
p

e
 

P
o

rt
fo

li
o

 
re

fe
re

n
ce

 
D

a
te

 

3
.1

 
Id

en
ti
fy

 t
h
e 

fa
ct

o
rs

 t
h
at

 l
ea

d
 t

o
 c

u
st

o
m

er
s’

 b
el

ie
f 

th
at

 t
h
ey

 a
re

 
en

jo
yi

n
g
 v

al
u
e 

fo
r 

m
o
n
ey

 
 

 
 

3
.2

 
D

es
cr

ib
e 

th
e 

se
rv

ic
es

 a
n
d
 p

ro
d
u
ct

s 
o
ff
er

ed
 b

y 
th

ei
r 

o
rg

an
is

at
io

n
 

 
 

 

3
.3

 
D

es
cr

ib
e 

th
e 

se
rv

ic
es

 a
n
d
 p

ro
d
u
ct

s 
o
ff
er

ed
 b

y 
co

m
p
et

it
o
rs

 
 

 
 

3
.4

 
Id

en
ti
fy

 t
h
e 

fe
at

u
re

s 
an

d
 b

en
ef

it
s 

o
f 

se
rv

ic
es

 a
n
d
 p

ro
d
u
ct

s 
th

at
 a

re
 

se
en

 b
y 

cu
st

o
m

er
s 

as
 a

d
d
ed

 v
al

u
e 

 
 

 

3
.5

 
E
xp

la
in

 t
h
e 

p
u
rp

o
se

 o
f 

ad
d
in

g
 n

on
-c

h
ar

g
ea

b
le

 i
te

m
s 

to
 t

h
e 

se
rv

ic
e 

o
ff
er

 i
n
 o

rd
er

 t
o
 i
m

p
re

ss
 c

u
st

o
m

er
s 

an
d
 d

ev
el

o
p
 c

u
st

o
m

er
 l
o
ya

lt
y 

 
 

 

3
.6

 
E
xp

la
in

 h
o
w

 t
o
 p

o
rt

ra
y 

a 
p
o
si

ti
ve

 i
m

ag
e 

th
at

 r
ei

n
fo

rc
es

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 c
o
m

p
et

it
iv

e 
p
o
si

ti
o
n
 

 
 

 

3
.7

 
E
xp

la
in

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 c
u
st

o
m

er
 s

er
vi

ce
 t

ar
g
et

s 
an

d
 c

o
st

 
im

p
lic

at
io

n
s 

o
f 

ad
d
ed

 v
al

u
e 

ac
ti
o
n
s 

to
 i
m

p
ro

ve
 t

h
e 

o
rg

an
is

at
io

n
’s

 
co

m
p
et

it
iv

e 
p
o
si

ti
o
n
 

 
 

 

3
 

U
n
d
er

st
an

d
 h

o
w

 t
o
 

u
se

 c
u
st

o
m

er
 

se
rv

ic
e 

as
 a

 
co

m
p
et

it
iv

e 
to

o
l 

3
.8

 
D

es
cr

ib
e 

co
m

p
le

m
en

ta
ry

 s
er

vi
ce

s 
an

d
 p

ro
d
u
ct

s 
th

at
 m

ay
 b

e 
o
f 

in
te

re
st

 t
o
 t

h
ei

r 
cu

st
o
m

er
s 

 
 

 

 Le
ar

n
er

 n
am

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

Le
ar

n
er

 s
ig

n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

A
ss

es
so

r 
si

g
n
at

u
re

:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
D

at
e:

_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

In
te

rn
al

 v
er

if
ie

r 
si

g
n
at

u
re

:_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 
(i

f 
sa

m
p
le

d
) 

D
at

e:
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_
_

 

 



 

Pearson Edexcel Level 4 Certificate/Diploma in Business and Administration 
Specification – Issue 1 – February 2014 © Pearson Education Limited 2014 

282 

Unit 55: Monitor and Solve 
Customer Service 
Problems 

Unit reference number: J/601/1515 

QCF level: 3 

Credit value: 6 

Guided learning hours: 40 

 

Unit aim 

The learner’s job involves delivering and organising excellent customer service. 
However good the service provided, some of their customers will experience 
problems and the learner will spot and solve other problems before their customers 
even know about them. This unit is about the part of their job that involves solving 
immediate customer service problems. It is also about changing systems to avoid 
repeated customer service problems. Remember that some customers judge the 
quality of their customer service by the way that the learner solves customer 
service problems. The learner can impress customers and build customer loyalty by 
sorting out those problems efficiently and effectively. Sometimes a customer 
service problem presents an opportunity to impress a customer in a way that would 
not have been possible if everything had gone smoothly. 

Evidence requirements 

The Institute of Customer Service (ICS) developed this unit and accompanying 
evidence requirements. Learners must produce evidence for each of the 
requirements stated. 

1 The evidence should be collected when carrying out a real job, whether paid or 
voluntary, and when dealing with real customers, whether internal or external 
to the organisation. Evidence collected in a realistic working environment or a 
work placement is not permissible for this unit. Simulation is not allowed for any 
performance evidence within this unit.  

2 Learners may collect the evidence for the unit through work in a private sector 
organisation, a not-for-profit organisation or a public services organisation. 

3 Learners must provide evidence that shows they have done this over a sufficient 
period of time with different customers on different occasions for the assessor 
to be confident that they are competent. 

4 The evidence must include examples of problems which are: 

 a brought to learners’ attention by customers  

 b are identified first by the learner and/or by a colleague. 
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5 The problems included in the evidence must include examples of a: 

a difference between customer expectations and what is offered by the 
organisation  

b problem resulting from a system or procedure failure 

c problem resulting from a shortage of resources or human error. 

6 Learners must show that they have considered the options for solving problems 
from the point of view of: 

a the customer 

b the potential benefits to the organisation 

c the potential risks to the organisation. 

7 Learners must provide evidence that they have made use of options that:  

a follow organisational procedures or guidelines 

b make agreed and authorised exceptions to usual practice.  

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 56: Monitor and Review 
Business Processes 

Unit reference number: A/600/9759 

QCF level: 5 

Credit value: 3 

Guided learning hours: 20 

 

Unit aim 

This unit enables learners to monitor, implement and review business processes in 
their own area of responsibility. 

Assessment guidance 

The Management Standards Centre (MSC) developed this unit. No further 
assessment guidance or evidence requirements have been provided for this unit. 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 57: Plan and Organise an 
Event 

Unit reference number: R/601/2540 

QCF level: 3 

Credit value: 4 

Guided learning hours: 28 

 

Unit aim 

This unit is about planning and organising an event. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.6 

2 2.1 

3 3.1 – 3.3 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

4 4.1 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 briefs 

 budgets 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 4.2 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 plans 

 4.3 – 4.16 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 event packs 

 training schedules 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 58: Order Products and 
Services 

Unit reference number: D/601/2539 

QCF level: 3 

Credit value: 5 

Guided learning hours: 35 

 

Unit aim 

This unit is about the ordering and supply of products and services for an 
organisation, ensuring that the products and services supplied meet the needs of 
the organisation and represent the best value for money. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.8 

2 2.1 – 2.3 

3 3.1 – 3.3 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

4.1  

4.3 – 4.4 

Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 information used 

4 

4.2 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 budgets 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 4.5 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 orders 

 delivery notes 

4.6 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 letters 

 emails 

 memos 

 

4.7 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 contract 

5.1 Evidence may be supplied via learner 
reports/reflective accounts and professional 
discussion 

5.2 Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 records of monitoring. 

5 

5.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6.1 Evidence may be supplied via learner 
reports/reflective accounts and inspection of 
products, using evidence appropriate to the learner’s 
job role from the following sources: 

 records of monitoring 

6.2 Evidence may be supplied via learner 
reports/reflective accounts and professional 
discussion 

6 

6.3 Evidence may be supplied via witness testimony, 
professional discussion, learner reports/reflective 
accounts and inspection of products, using evidence 
appropriate to the learner’s job role from the 
following sources: 

 letters 

 emails 

 memos 

 appraisals 

 performance review 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 59: Co-ordinate an Event 

Unit reference number: Y/601/2541 

QCF level: 3 

Credit value: 4 

Guided learning hours: 30 

 

Unit aim 

This unit is about co-ordinating the delivery of an event. 

Assessment guidance 

The following is a guide; the evidence suggested is neither mandatory nor 
exclusive. 

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.2 

2 2.1 – 2.2 

Evidence may be supplied via learner 
reports/reflective accounts, professional discussion 
and questioning 

3.2 – 3.7 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role 

3 

3.8 – 3.10 

3.12 – 3.13 

Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 event records 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 3.11 Evidence may be supplied via observation of 
workplace activities, witness testimony, professional 
discussion, learner reports/reflective accounts and 
inspection of products, using evidence appropriate to 
the learner’s job role from the following sources: 

 letters 

 emails 

 memos 

 budget 

 reconciliations 

Assessment methodology 

This unit is assessed in the workplace or in conditions resembling the workplace. 
Learners can enter the types of evidence they are presenting for assessment and 
the submission date against each assessment criterion. Alternatively, centre 
documentation should be used to record this information. 
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Unit 60: Support Individuals 
with Specific 
Communication Needs 

Unit reference number: T/601/8282 

QCF level: 3 

Credit value: 5 

Guided learning hours: 35 

 

Unit aim 

This unit is for those who support individuals with specific communication needs. It 
provides the learner with the knowledge and skills that address personal interaction 
and the use of special methods and aids to promote communication. 

Unit assessment requirements/evidence requirements 

This unit must be assessed in accordance with Skills for Care and Development’s 
QCF Assessment Principles. Learning outcomes 2, 3, 4 and 6 must be assessed in a 
real work environment. 
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12 Further information and useful publications 

To get in touch with us visit our ‘Contact us’ pages:  

 Pearson Edexcel: www.edexcel.com/contactus 

 Pearson BTEC: www.btec.co.uk/contactus 

 Pearson Work Based Learning: www.pearsonwbl.com/contactus 

 Books, software and online resources for UK schools and colleges: 
www.pearsonschools.co.uk/contactus 

Key publications:  

 Adjustments for candidates with disabilities and learning difficulties – Access 
and Arrangements and Reasonable Adjustments, General and Vocational 
qualifications (Joint Council for Qualifications (JCQ)) 

 Equality Policy (Pearson) 

 Recognition of Prior Learning Policy and Process (Pearson) 

 UK Information Manual – (Pearson) 

 UK Quality Vocational Assurance Handbook (Pearson). 

All of these publications are available on our website. 

Further information and publications on the delivery and quality assurance of 
NVQ/Competence-based qualifications is available on our website, at 
www.pearsonwbl.edexcel.com/NVQ-competence-based.  

Our publications catalogue lists all the material available to support our 
qualifications. To access the catalogue and order publications, please go to 
www.edexcel.com/resources/publications.  

http://www.edexcel.com/contactus�
http://www.edexcel.com/quals/BTEC/Pages/Contactus.aspx�
http://www.pearsonwbl.com/contactus�
http://www.pearsonschools.co.uk/contactus�
http://pearsonwbl.edexcel.com/quals/NVQ-competence-based-qcf/delivering-NVQs/Pages/default.aspx�
http://www.edexcel.com/resources/publications/Pages/home.aspx�
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13 Professional development and training 

Pearson supports UK and international customers with training related to our 
qualifications. This support is available through a choice of training options and 
sector events, or through customised training at your centre.  

The support we offer focuses on a range of issues, including: 

 planning for the delivery of a new programme 

 planning for assessment  

 building your team and teamwork skills 

 developing learner-centred learning and teaching approaches 

 building functional skills into your programme 

 building in effective and efficient quality assurance systems. 

For more information on training options and upcoming events, please visit our 
website, www.pearsonwbl.edexcel.com//training-events. You can request 
customised training by completing the enquiry form on our website and we will 
contact you to discuss your training needs. 

Support services 

Face-to-face support: our team of Regional Quality Managers, based around the 
country, are responsible for providing quality assurance support and guidance to 
anyone managing and delivering NVQs/Competence-based qualifications. The 
Regional Quality Managers can support you at all stages of the standard verification 
process as well as in finding resolutions of actions and recommendations as 
required. A UK map showing the Regional Quality Managers’ contact details can be 
found at www.btec.co.uk/support. 

Online support: find the answers to your questions by browsing over 100 FAQs on 
our website or by submitting a query using our Work Based Learning Ask the 
Expert Service. You can search the database of commonly asked questions relating 
to all aspects of our qualifications in the work-based learning market. If you are 
unable to find the information you need, send us your query and our qualification 
or administrative experts will get back to you. The Ask the Expert service is 
available at www.pearsonwbl.edexcel.com/Our-support. 

Online forum 

Pearson Work Based Learning Communities is an online forum where employers, 
further education colleges and workplace training providers are able to seek advice 
and clarification about any aspect of our qualifications and services, as well as 
share knowledge and information with others. The forums are sector specific and 
cover Business Administration, Customer Service, Health and Social Care, 
Hospitality and Catering and Retail. The online forum is available at 
www.pearsonwbl.edexcel.com/Our-support. 

http://pearsonwbl.edexcel.com/Our-support/training-events/Pages/default.aspx�
http://pearsonwbl.edexcel.com/Our-support/Pages/default.aspx�
http://pearsonwbl.edexcel.com/Our-support/Pages/default.aspx�
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14 Contact us 

We have a dedicated Account Support team, based throughout the UK, to give you 
more personalised support and advice. To contact your Account Specialist you can 
use any of the following methods: 

Email:   wblcustomerservices@pearson.com 
Telephone:  0844 576 0045 

If you are new to Pearson and would like to become an approved centre, please 
contact us at: 

Email:   wbl@pearson.com 
Telephone: 0844 576 0045 

Complaints and feedback 

We are working hard to provide you with excellent service. However, if any element 
of our service falls below your expectations, we want to understand why, so that 
we can prevent it from happening again. We will do all that we can to put things 
right.  

If you would like to register a complaint with us, please email 
wblcomplaints@pearson.com. 

We will formally acknowledge your complaint within two working days of receipt 
and provide a full response within seven working days. 

mailto:wblcustomerservices@pearson.com�
mailto:wbl@pearson.com�
mailto:wblcomplaints@pearson.com�
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Annexe A: Assessment Strategy for the Business and 
Administration NVQs 

1 Introduction  

1.1 The Business and Administration Assessment Strategy is designed to 
provide awarding organisations with a robust and flexible approach to 
deliver assessment for Business and Administration NVQs and competence-
based qualifications. 

2 External quality control 

2.1 Awarding organisations will provide qualifications and quality assurance 
that support their delivery to all Business and Administration NVQs and 
competence-based qualification assessment centres in line with regulatory 
requirements in England, Scotland, Wales and Northern Ireland. 

2.2 Awarding organisations must use independent assessment for 
competence-based qualifications.  

2.3 Awarding organisations will supply the Council for Administration 
(CfA) with reports: 

 Quarterly: provide registration and achievement data at unit and 
qualification levels. 

3 Assessing performance 

3.1 Assessment of all units at any level of Business and Administration NVQs 
and competence-based qualifications may be based on either learner 
performance at work or through simulation, as necessary (see Section 4 
below).  

4 Simulation of NVQ/SVQ units 

4.1 If a unit or part of a unit at any level is simulated, it must be undertaken in 
a ‘realistic working environment’ (RWE).  

4.2 Awarding organisations will provide guidance for centres on RWEs. 
Awarding organisations will make sure RWEs, ‘provide an environment 
which replicates the key characteristics of the workplace in which the skill 
to be assessed is normally employed’. 

4.3 Units which have been imported by the CfA in their Business and 
Administration NVQs and competence-based qualifications will be assessed 
in compliance with their relevant assessment strategies.  
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5 Occupational expertise to assess performance, and moderate and verify 
assessments  

5.1  Learners can be assessed, moderated or verified at work either by: 

a Assessors, moderators or verifiers who have achieved or are 
working towards achievement of the appropriate regulatory body 
approved unit qualifications for assessment, moderation or 
verification;  

OR 

b A trainer, supervisor or manager, employed by an organisation, 
who must either:  

1 Have achieved or be in the process of achieving the appropriate 
regulatory body approved unit qualifications for assessment, 
moderation or verification; or,  

2 Seek guidance and approval from an awarding organisation to 
demonstrate that the: 

 Organisation has appropriate processes in place to facilitate 
assessment, moderation or verification functions 

 Trainer, supervisor or manager is able to map their assessment, 
moderation or verification skills and knowledge 100% to the NOS 
upon which the qualifications above are based.  

5.2 Assessors must be occupationally competent to make Business and 
Administration assessment judgements about the level and scope of 
individual learner performance at work or in RWEs; and occupationally 
competent to make assessment judgements about the quality of 
assessment and the assessment process.  

5.3  External Moderators/Verifiers or Internal Moderators/Verifiers 
must be occupationally competent to make Business and Administration 
moderation and verification judgements about the quality of assessment 
and the assessment process.  

5.4  Awarding organisations will supply full information on the requirements for 
internal and external moderation/verification activities to Business and 
Administration assessment centres. 

5.5  The sector requires all assessors, moderators and verifiers to maintain 
current Business and Administration competence to deliver these functions. 
The CfA recognises this can be achieved in many ways but must be 
recorded in individual continual professional development (CPD) records 
that are maintained in Business and Administration assessment centres. 
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Assessment Strategy for Customer Service Units 

This assessment strategy relates to the following units: 

D/601/1228 – Use Customer Service as a Competitive Tool 

J/601/1515 – Monitor and Solve Customer Service Problems 

A/601/1236 – Plan, Organise and Control Customer Service Problems 

This document gives details of the Assessment Strategy for the Customer Service 
S/NVQs at Levels 1, 2, 3 and 4. It gives the key requirements for Customer Service 
Awarding Organisations/Bodies, External and Internal Verifiers, Assessors and 
S/NVQ Centres regarding: 

1 External Quality Control 

2 Assessor and Verifier Occupational Competence  

3 Workplace Performance and Simulation 

4 Employer Direct Model 

 

1 External Quality Control  

1a Monitoring Centre Performance  

Awarding Organisations/Bodies should: 

 carry out thorough risk assessments of organisations applying to 
become Approved Centres for the Customer Service Level 1, 2, 3 and 4 
S/NVQs 

 apply quality control management measures appropriate to assess each 
centre’s risk. 

1b External Verification  

Awarding Organisations/Bodies will appoint External Verifiers and will 
monitor all External Verifier practices. 

In particular the AO/B will: 

 seek centre feedback regarding the performance of External Verifiers 
and act on this feedback 

 ensure that centres have requested feedback from their employers in 
the feedback process 

 ensure that External Verifiers follow the relevant regulatory code of 
practice for EVs and if no code of practice is developed Awarding 
Organisations/Bodies will develop their own and apply it 

 ensure that where a Realistic Working Environment is used IVs and EVs 
carry out a full examination of the working practices and the 
assessment process.1 

                                          
1 Additional Requirements for Qualifications using the title NVQ within the QCF: Version 2 
August 2009 
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2 Assessor, Internal and External Verifier Occupational Competence 

2a Customer Service Awarding Organisations/Bodies will facilitate Assessment, 
Internal and External Verification by ensuring that EVs have: 

 a thorough knowledge of the Level 1, 2, 3 or 4 National Occupational 
Standards for Customer Service, appropriate to the Level the EV is 
working at, and the ability to interpret them across a wide variety of 
Customer Service environments; 

 experience and working knowledge of the operational and assessment 
processes of the Customer Service S/NVQ at the Level the EV is 
working at; 

 relevant and credible Customer Service experience across the level and 
breadth of the National Occupational Standards and S/NVQs at the 
Level the EV is working at; 

 knowledge of current Customer Service practice and emerging issues in 
the Customer Service arena; 

 high levels of communication and interpersonal skills. 

Level 1 – the table at Appendix A shows the ICS requirements for the 
Occupational Competence of Assessors, Internal and External Verifiers at 
Level 1.  

Level 2 – the table at Appendix B shows the ICS requirements for the 
Occupational Competence of Assessors, Internal and External Verifiers at 
Level 2.  

Level 3 – the table at Appendix C shows the ICS requirements for the 
Occupational Competence of Assessors, Internal and External Verifiers at 
Level 3.  

Level 4 – the table at Appendix D shows the ICS requirements for the 
Occupational Competence of Assessors, Internal and External Verifiers at 
Level 4.  

In these tables the ICS has suggested some ways in which Awarding 
Organisations/Bodies can gain evidence to meet these requirements – 
these are not compulsory, just a guide. The tick boxes on the right 
show whether the evidence applies to Assessors (A), Internal Verifiers (IV) 
or External Verifiers (EV). 
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2b Awarding Organisations/Bodies and the ICS will work together to: 

 circulate and disseminate information appropriate to the job role, from 
the ICS, to all EVs when this supports the Awarding 
Organisations’/Bodies’ communication strategy/schedule 

 advise EVs of the availability of the ICS web pages 

 hold briefings for External Verifiers about the revised Customer Service 
Standards and S/NVQs 

 encourage EVs to take part in ICS events regarding the Customer 
Service Standards and S/NVQs whenever this is felt appropriate. 

3 Workplace Performance and Simulation 

Wherever possible, assessment of the Customer Service National S/NVQ Units 
should be carried out in a real job (either paid or voluntary). Where this is 
not possible this Assessment Strategy does allow for: 

3a The use of simulation for the following Level 1 S/NVQ Units only:  

 C1 Recognise and deal with customer queries, requests and problems  

 C2 Take details of customer service problems 

To undertake assessment of simulated activities for the units above the 
Guidelines for Simulation shown at Appendix E must be met. 

3b The use of a Realistic Working Environment including work 
experience and work placement is allowed for all units in the Level 1 
and Level 2 S/NVQ 

To undertake assessment in a Realistic Working Environment the 
Guidelines shown at Appendix F must be met. 

All other units must be achieved in a real working situation (either paid or 
voluntary) 

4 The Employer Direct Model 

The ICS feels that the Employer Direct Model of in-house assessment will 
encourage more employers to offer the Customer Service SVQs and NVQs, 
particularly when they often have highly trained and experienced assessors, 
managers and trainers already in situ who meet or exceed the requirements of 
the A1 and V1 qualifications. Wherever possible, the ICS works with employers 
to encourage assessment to be carried out by colleagues, supervisors and/or 
managers in a workplace environment. However, many employers see gaining 
the A1 and V1 units as an obstacle and unnecessary given the experience and 
quality of their own internal assessors and trainers.  

The Employer Direct Model has been developed to meet the needs of specific 
employers based on their knowledge of the Customer Service NOS and 
qualifications and their history of internal assessor/internal verifier expertise.  

The ICS supports this model with several provisos: 

 The organisation must: 

 liaise with an Awarding Organisation/Body who will be offering the 
qualification prior to beginning the process 

 prepare, validate and review the assessment/verification roles 
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 carry out 100% mapping of the employer’s training to the National 
Occupational Standards for the A and V units which the qualifications are 
based on 

 agree the mapping process with the awarding organisation/body involved  

 demonstrate an equivalent level of rigour and robustness as the 
achievement of the unit qualification. 

The Awarding Organisation/Body must: 

 offer this model to employers only 

 inform the ICS of employers who are using this model  

 supply the ICS with statistical data including take-up, sector, size of 
organisation etc. when requested 

 keep the ICS informed of any problems/issues incurred in the delivery of this 
model. 
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Appendix A to Assessment Strategy for Customer Service NVQs 

The Assessor, IV and EV 
working at Level 1 must have:   

This can be evidenced by:  A IV EV 

gathering feedback from a 
variety of centres 

   
1 A thorough understanding of 

the National Occupational 
Standards in Customer 
Service at Level 1 with the 
ability to interpret them within 
the environments and sectors 
they are working in 

explaining and putting the 
National Occupational 
Standards into the contexts 
they are working in 

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, UKCES, 
Accreditation Bodies and the 
ICS 

   

2 Knowledge of current practice 
and emerging issues and 
changes in the VQ area across 
the UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

attending conferences or 
workshops where trends and 
developments in Customer 
Service are on the agenda 

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new developments 

   

keeping up to date with media 
news regarding Customer 
Service  

   

3 Knowledge of current practice 
and emerging issues and 
changes in Customer Service 
across organisations and 
industries 

joining the ICS    

having a successful track 
record of assessing or 
verifying the current 
Standards across a variety of 
organisations 

   

4 Experience and working 
knowledge of the operational, 
assessment and verification 
processes specifically for 
Customer Service S/NVQ 
Level 1 

achieving or working towards 
the Level 2, 3 or 4 Customer 
Service S/NVQ 

   
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The Assessor, IV and EV 
working at Level 1 must have: 

This can be evidenced by:  A IV EV 

gathering feedback from a 
variety of employers and 
centres 

   
5 Sufficient, relevant and 

credible Customer Service 
experience across the level 
and breadth of the Standards 
and S/NVQs at Level 1 

curriculum vitae and 
references/testimonies 

   

6 Appropriate A and V Units 
according to their role – within 
18 months of working with the 
Standards for Assessors and 
IVs and within 12 months for 
EVs.  

In Scotland all Assessors and 
Verifiers should provide 
evidence of CPD to show that 
they are working to the A 
and/or V unit standards where 
appropriate; those not yet 
qualified  

should show that they are 
working towards achieving the 
appropriate units. 

producing certificates or 
evidence of working towards 
these units or by taking part in 
an Employer Direct Model in 
partnership with an Awarding 
Organisation/Body 

   

7 Demonstrated high levels of 
communication and 
interpersonal skills 

gathering feedback from 
candidates, employers or 
peers 

   
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Appendix B to Assessment Strategy for Customer Service NVQs 

The Assessor, IV and EV 
working at Level 2 must have: 

This can be evidenced by:  A IV E
V 

gathering feedback from a 
variety of centres 

   
1 A thorough understanding of 

the National Occupational 
Standards in Customer 
Service at Level 2 with the 
ability to interpret them within 
the environments and sectors 
they are working in 

explaining and putting the 
National Occupational 
Standards into the contexts 
they are working in 

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, UKCES, 
Accreditation Bodies and the 
ICS 

   

2 Knowledge of current practice 
and emerging issues and 
changes in the VQ area across 
the UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

attending conferences or 
workshops where trends and 
developments in Customer 
Service are on the agenda 

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new developments 

   

keeping up to date with media 
news regarding Customer 
Service  

   

3 Knowledge of current practice 
and emerging issues and 
changes in Customer Service 
across organisations and 
industries 

joining the ICS    
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The Assessor, IV and EV 
working at Level 2 must have: 

This can be evidenced by:  A IV E
V 

having a successful track 
record of assessing or verifying 
the current Standards across a 
variety of organisations 

   

4 Experience and working 
knowledge of the operational, 
assessment and verification 
processes specifically for 
Customer Service S/NVQ  
Level 2 

achieving or working towards 
the Level 2, 3 or 4 Customer 
Service S/NVQ 

   

gathering feedback from a 
variety of employers and 
centres 

   
5 Sufficient, relevant and 

credible Customer Service 
experience across the level 
and breadth of the Standards 
and S/NVQs at Level 2 

curriculum vitae and 
references/testimonies 

   

6 Appropriate A and V Units 
according to their role – within 
18 months of working with the 
Standards for Assessors and 
IVs and within 12 months for 
EVs.  

In Scotland all Assessors and 
Verifiers should provide 
evidence of CPD to show that 
they are working to the A 
and/or V unit standards where 
appropriate; those not yet 
qualified  

should show that they are 
working towards achieving the 
appropriate units. 

producing certificates or 
evidence of working towards 
these units or by taking part in 
an Employer Direct Model in 
partnership with an Awarding 
Organisation/Body 

   

7 Demonstrated high levels of 
communication and 
interpersonal skills 

gathering feedback from 
candidates, employers or peers    
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Appendix C to Assessment Strategy for Customer Service NVQs 

The Assessor, IV and EV 
working at Level 3 must have: 

This can be evidenced by:  A IV E
V 

gathering feedback from a 
variety of centres 

   
1 A thorough understanding of 

the National Occupational 
Standards in Customer 
Service at Level 3 with the 
ability to interpret them 
within the environments and 
sectors they are working in 

explaining and putting the 
National Occupational 
Standards into the contexts 
they are working in 

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, UKCES, 
Accreditation Bodies and the 
ICS 

   

2 Knowledge of current practice 
and emerging issues and 
changes in the VQ area across 
the UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

attending conferences or 
workshops where trends and 
developments in Customer 
Service are on the agenda 

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new developments 

   

keeping up to date with media 
news regarding Customer 
Service  

   

3 Knowledge of current practice 
and emerging issues and 
changes in Customer Service 
across organisations and 
industries 

joining the ICS    
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The Assessor, IV and EV 
working at Level 3 must have:  

This can be evidenced by:  A IV E
V 

having a successful track 
record of assessing or verifying 
the current Standards across a 
variety of organisations 

   

4 Experience and working 
knowledge of the operational, 
assessment and verification 
processes specifically for 
Customer Service S/NVQ 
Level 3 

achieving or working towards 
the Level 2, 3 or 4 Customer 
Service S/NVQ 

   

gathering feedback from a 
variety of employers and 
centres 

   
5 Sufficient, relevant and 

credible Customer Service 
experience across the level 
and breadth of the Standards 
and S/NVQs at Level 3 

curriculum vitae and 
references/testimonies 

   

6 Appropriate A and V Units 
according to their role – 
within 18 months of working 
with the Standards for 
Assessors and IVs and within 
12 months for EVs.  

In Scotland all Assessors and 
Verifiers should provide 
evidence of CPD to show that 
they are working to the A 
and/or V unit standards 
where appropriate; those not 
yet qualified  

should show that they are 
working towards achieving 
the appropriate units. 

producing certificates or 
evidence of working towards 
these units or by taking part in 
an Employer Direct Model in 
partnership with an Awarding 
Organisation/Body 

   

7 Demonstrated high levels of 
communication and 
interpersonal skills 

gathering feedback from 
candidates, employers or peers    
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Appendix D to Assessment Strategy for Customer Service NVQs 

The Assessor, IV and EV 
working at Level 4 must have:  

This can be evidenced by:  A IV E
V 

gathering feedback from a 
variety of centres 

   
1 A thorough understanding of 

the National Occupational 
Standards in Customer 
Service at Level 4 with the 
ability to interpret them 
within the environments and 
sectors they are working in 

explaining and putting the 
National Occupational 
Standards into the contexts 
they are working in 

   

taking active participation in 
consultations and briefings 
with Awarding 
Organisations/Bodies, UKCES, 
Accreditation Bodies and the 
ICS 

   

2 Knowledge of current practice 
and emerging issues and 
changes in the VQ area across 
the UK 

explaining the differences 
between the 4 UK countries 

   

gathering feedback from a 
variety of employers and 
centres 

   

attending conferences or 
workshops where trends and 
developments in Customer 
Service are on the agenda 

   

reading Customer Service 
publications and articles 

   

regularly looking at the ICS 
website for new developments 

   

keeping up to date with media 
news regarding Customer 
Service  

   

3 Knowledge of current practice 
and emerging issues and 
changes in Customer Service 
across organisations and 
industries 

joining the ICS    
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The Assessor, IV and EV 
working at Level 4 must have:  

This can be evidenced by:  A IV E
V 

having a successful track 
record of assessing or verifying 
the current Standards across a 
variety of organisations 

   

4 Experience and working 
knowledge of the operational, 
assessment and verification 
processes specifically for 
Customer Service S/NVQ 
Level 4 

achieving or working towards 
the Level 2, 3 or 4 Customer 
Service S/NVQ 

   

gathering feedback from a 
variety of employers and 
centres 

   
5 Sufficient relevant and 

credible Customer Service 
experience across the level 
and breadth of the Standards 
and S/NVQs at Level 4 

curriculum vitae and 
references/testimonies 

   

6 Appropriate A and V Units 
according to their role – 
within 18 months of working 
with the Standards for 
Assessors and IVS and within 
12 months for EVs.  

In Scotland all Assessors and 
Verifiers should provide 
evidence of CPD to show that 
they are working to the A 
and/or V unit standards 
where appropriate; those not 
yet qualified  

should show that they are 
working towards achieving 
the appropriate units. 

producing certificates or 
evidence of working towards 
these units or by taking part in 
an Employer Direct Model in 
partnership with an Awarding 
Organisation/Body 

   

7 Demonstrated high levels of 
communication and 
interpersonal skills 

gathering feedback from 
learners, employers or peers    
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Appendix E to the Customer Service Assessment Strategy  

Simulated Activities Guidelines for Customer Service National 
Occupational Standards 

Simulation can only be applied to the Level 1 S/NVQ Units listed below: 

 C1 Recognise and deal with customer queries, requests and problems  

 C2 Take details of customer service problems 

 
Simulation is defined by the ICS as any activities where dealing with customers and 
work activities are carried out through using individuals acting the part of the 
customer or scenarios which are not ‘real’ customer transactions. 

 

To undertake the assessment of simulated activities for these two units the 
following guidelines must be met: 

a when role playing, candidates and anybody taking part as a customer must 
have a brief that gives sufficient information for them to recognise the 
equivalent real situation and decide what they would do and say; 

b the simulated situation should represent normal and routine experience 
wherever possible and not exceptional or unusually difficult circumstances that 
might be faced; 

c the person taking part in the simulation as a customer must be credible for the 
situation that is being simulated; 

d any resources or equipment that would normally be in real work should be 
available and in working order for the simulation; 

e candidates should complete the required tasks to the National Occupational 
Standards and in the timescales that would normally be expected in real work; 

f candidates should complete the required tasks taking account of legislation and 
regulation that would apply in real work; 

g candidates must carry out the simulated activity in a professional manner taking 
into account establishment requirements such as appearance and dress code, 
personal conduct, hygiene, reliability and punctuality; 

h whilst the primary purpose of the simulation is for assessment, feedback must 
be given in a way that builds confidence. 
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Appendix F to the Customer Service Assessment Strategy 

Realistic Working Environment Guidelines for Customer Service 
National Occupational Standards 

RWE can be applied to all units in the Level 1 and 2 NVQs. 

It is essential that organisations wishing to operate a Realistic Working 
Environment (RWE) operate in an environment which reflects a real work setting. 
This will ensure that any competence achieved in this way will be sustained in real 
employment. 

 

To undertake the assessment in a RWE the following guidelines must be met: 

a assessments must be carried out under realistic business pressures, using real 
customers and within a defined service offer;  

b all services that are carried out should be completed in a way, and to a 
timescale, that is acceptable in business organisations;  

c candidates must be expected to achieve a volume of work comparable to 
normal business practices; 

d the range of services, products, tools, materials and equipment that the 
candidates use must be up to date and available. They must enable candidates 
to meet the requirements of the National Occupational Standards; 

e account must be taken of any legislation or regulations in relation to the type of 
work that is being carried out; 

f candidates must be given workplace responsibilities to enable them to meet the 
requirements of the Customer Service National Occupational Standards at 
Level 2; 

g candidates must show that their productivity reflects that found in the work 
situation being represented. 
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Assessment Strategy for Management and Leadership Units 

This Assessment Strategy relates to the following units: 

K/600/9711 – Manage Physical Resources 

M/600/9712 – Manage the Environmental Impact of Work Activities 

K/600/9661 – Develop Working Relationships with Colleagues and Stakeholders 

T/600/9601 – Provide Leadership and Direction for Own Area of Responsibility 

M/600/9676 – Support Learning and Development within Own Area of 
Responsibility 

A/600/9759 – Monitor and Review Business Processes 

T/600/9663 – Recruit Staff in Own Area of Responsibility 

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:  

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

 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.  

 The MSC encourages Standardisation activities/exercises across centres 
(Assessors and Internal Verifiers) and External Verifiers where appropriate.  

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.  

4 Requirements for Assessors and Verifiers  

Assessors and Verifiers must demonstrate that they:  

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

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

 An accredited assessor and/or verifier qualification, or  

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

 Evidence of undertaking an employer assessment programme that has been 
mapped to the National Occupational Standards for assessment and/or 
verifications. MSC will work with Awarding Bodies through the Awarding 
Body forum to ensure that there is effective development and management 
through the QCF process.  

 

ma100214G:\WORDPROC\LT\PD\NVQ COMPETENCE\9781446910894_NVQ_COMP_L45_BUSADMIN\ 
9781446910894_NVQ_COMP_L45_BUSADMIN.DOC.1–336/1 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
February 2014 
 
For more information on Edexcel and BTEC qualifications please 
visit our websites: www.edexcel.com and www.btec.co.uk 
 
Edexcel is a registered trademark of Pearson Education Limited 
 
Pearson Education Limited. Registered in England and Wales No. 872828 
Registered Office: Edinburgh Gate, Harlow, Essex CM20 2JE.  
VAT Reg No GB 278 537121 

http://www.edexcel.com/�

	Contents
	1 Introducing Pearson Edexcel NVQ/Competence-based qualifications
	What are NVQ/Competence-based qualifications?

	2 Qualification summary and key information
	QCF qualification number and qualification title
	Qualification objectives
	Relationship with previous qualifications
	Apprenticeships
	Progression opportunities 
	Industry support and recognition
	Relationship with National Occupational Standards

	3 Qualification structure
	Pearson Edexcel Level 4 NVQ Diploma in Business and Administration (QCF)
	Barred combinations*

	4 Assessment
	Assessment strategies
	Types of evidence
	Credit transfer

	5 Centre resource requirements 
	6 Centre recognition and approval
	Centre recognition
	Approvals agreement

	7 Quality assurance of centres
	8 Programme delivery
	9 Access and recruitment
	10 Access to qualifications for learners with disabilities or specific needs
	11 Unit format
	Unit title
	Unit reference number
	QCF level
	Credit value
	Guided learning hours
	Unit aim
	Unit assessment requirements/evidence requirements
	Assessment methodology
	Learning outcomes
	Assessment criteria

	Unit 1: Manage and be Accountable for own Performance in a Business Environment
	Unit 2: Evaluate and Improve own Performance in a Business Environment
	Unit 3: Support the Purpose and Values of an Organisation
	Unit 4: Support Sustainability in a Business Environment
	Unit 5: Assess, Manage and Monitor Risk in a Business Environment
	Unit 6: Communicate in a Business Environment
	Unit 7: Manage the Environmental Impact of Work Activities
	Unit 8: Implement, Monitor and Maintain Administrative Services
	Unit 9: Evaluate and Solve Business Problems
	Unit 10: Manage and Evaluate an Information System
	Unit 11: Plan Change for a Team
	Unit 12: Assist in the Design of Business Continuity Management Procedures
	Unit 13: Raise Awareness of Business Continuity Management within a Team
	Unit 14: Chair Meetings
	Unit 15: Assist with the Development of an Organisational Business Continuity Management Strategy
	Unit 16: Contribute to Innovation in a Business Environment
	Unit 17: Design and Develop an Information System
	Unit 18: Prepare, Co-ordinate and Monitor Operational Plans
	Unit 19: Propose and Design Administrative Services
	Unit 20: Manage an Office Facility
	Unit 21: Develop Working Relationships with Colleagues and Stakeholders
	Unit 22: Support Learning and Development within Own Area of Responsibility
	Unit 23: Plan, Allocate and Monitor Work in own Area of Responsibility
	Unit 24: Negotiate in a Business Environment
	Unit 25: Manage Budgets
	Unit 26: Make Decisions in a Business Environment
	Unit 27: Prepare Specifications for Contracts
	Unit 28: Provide Leadership and Direction for own Area of Responsibility
	Unit 29: Plan, Organise and Control Customer Service Operations
	Unit 30: Manage Physical Resources
	Unit 31: Drafting Financial Statements
	Unit 32: Operating Credit Control Procedures
	Unit 33: Gather Information for a Business Impact Analysis
	Unit 34: Manage a Project
	Unit 35: Implement, Monitor and Review Change
	Unit 36: Organise Business Travel or Accommodation
	Unit 37: Deliver, Monitor and Evaluate Customer Service to Internal Customers
	Unit 38: Deliver, Monitor and Evaluate Customer Service to External Customers
	Unit 39: Monitor Information Systems
	Unit 40: Plan Change Across Teams
	Unit 41: Ensure Responsibility for Actions to Reduce Risks to Health and Safety
	Unit 42: Plan and Organise Meetings
	Unit 43: Evaluate the Organisation of Business Travel or Accommodation
	Unit 44: Develop a Presentation
	Unit 45: Deliver a Presentation
	Unit 46: Support the Design and Development of an Information System
	Unit 47: Analyse and Report Data
	Unit 48: Design Business Continuity Management Procedures
	Unit 49: Invite Tenders and Select Contractors
	Unit 50: Monitor and Evaluate Contracts
	Unit 51: Contribute to Running a Project
	Unit 52: Agree a Budget
	Unit 53: Recruit Staff in own Area of Responsibility
	Unit 54: Use Customer Service as a Competitive Tool
	Unit 55: Monitor and Solve Customer Service Problems
	Unit 56: Monitor and Review Business Processes
	Unit 57: Plan and Organise an Event
	Unit 58: Order Products and Services
	Unit 59: Co-ordinate an Event
	Unit 60: Support Individuals with Specific Communication Needs
	12 Further information and useful publications
	13 Professional development and training
	14 Contact us
	Annexe A: Assessment Strategy for the Business and Administration NVQs
	Assessment Strategy for Customer Service Units
	Assessment Strategy for Management and Leadership Units



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles false
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile ()
  /CalRGBProfile (Adobe RGB \0501998\051)
  /CalCMYKProfile (Europe ISO Coated FOGRA27)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages false
  /CreateJobTicket true
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails true
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 524288
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage false
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
    /AdLibBT-Regular
    /AdobeSansMM
    /AdobeSerifMM
    /Aldine401BT-BoldA
    /Aldine401BT-BoldItalicA
    /Aldine401BT-ItalicA
    /Aldine401BT-RomanA
    /Aldine721BT-Bold
    /Aldine721BT-BoldItalic
    /Aldine721BT-Italic
    /Aldine721BT-Light
    /Aldine721BT-LightItalic
    /Aldine721BT-Roman
    /AlgerianBasD
    /AlgerianD
    /AllegroBT-Regular
    /AlternateGothicNo2BT-Regular
    /AmazoneBT-Regular
    /AmeliaBT-Regular
    /AmericanaBT-Bold
    /AmericanaBT-ExtraBold
    /AmericanaBT-ExtraBoldCondensed
    /AmericanaBT-Italic
    /AmericanaBT-Roman
    /AmericanGaramondBT-Bold
    /AmericanGaramondBT-BoldItalic
    /AmericanGaramondBT-Italic
    /AmericanGaramondBT-Roman
    /AmericanTextBT-Regular
    /AmericanUncD
    /AmerigoBT-BoldA
    /AmerigoBT-BoldItalicA
    /AmerigoBT-ItalicA
    /AmerigoBT-MediumA
    /AmerigoBT-MediumItalicA
    /AmerigoBT-RomanA
    /AmerTypewriterITCbyBT-Bold
    /AmerTypewriterITCbyBT-Medium
    /AndaleMono
    /Arial-Black
    /Arial-BlackItalic
    /Arial-BoldItalicMT
    /Arial-BoldMT
    /Arial-ItalicMT
    /ArialMT
    /ArialNarrow
    /ArialNarrow-Bold
    /ArialNarrow-BoldItalic
    /ArialNarrow-Italic
    /ArnoldBoeD
    /ArribaArribaLetPlain
    /ArrusBT-Black
    /ArrusBT-BlackItalic
    /ArrusBT-Bold
    /ArrusBT-BoldItalic
    /ArrusBT-Italic
    /ArrusBT-Roman
    /ArsisD-Regu
    /ArsisD-ReguItal
    /AtlanticInline-Normal
    /AuroraBT-BoldCondensed
    /AuroraBT-RomanCondensed
    /AvantGardeITCbyBT-Book
    /AvantGardeITCbyBT-BookOblique
    /AvantGardeITCbyBT-Medium
    /AvantGardeITCbyBT-MediumOblique
    /BakerSignetBT-Roman
    /Ballads
    /BalloonBT-Bold
    /BalloonBT-ExtraBold
    /BalloonBT-Light
    /BangLetPlain
    /BankGothicBT-Light
    /BankGothicBT-Medium
    /BarCode39cHR
    /BauerBodoniBT-Black
    /BauerBodoniBT-BlackCondensed
    /BauerBodoniBT-BlackItalic
    /BauerBodoniBT-Bold
    /BauerBodoniBT-BoldCondensed
    /BauerBodoniBT-BoldItalic
    /BauerBodoniBT-Italic
    /BauerBodoniBT-Roman
    /BauerBodoniBT-Titling
    /BauhausITCbyBT-Bold
    /BauhausITCbyBT-Heavy
    /BauhausITCbyBT-Light
    /BauhausITCbyBT-Medium
    /BeehivePSMT
    /BellCentennialBT-Address
    /BellCentennialBT-BoldListing
    /BellCentennialBT-NameAndNumber
    /BellGothicBT-Black
    /BellGothicBT-Bold
    /BellGothicBT-Roman
    /BelweBT-Bold
    /BelweBT-Light
    /BelweBT-Medium
    /BelweBT-RomanCondensed
    /BenguiatGothicITCbyBT-Bold
    /BenguiatGothicITCbyBT-BoldItal
    /BenguiatGothicITCbyBT-Book
    /BenguiatGothicITCbyBT-BookItal
    /BenguiatITCbyBT-Bold
    /BenguiatITCbyBT-BoldItalic
    /BenguiatITCbyBT-Book
    /BenguiatITCbyBT-BookItalic
    /BergellLetPlain
    /BernhardBoldCondensedBT-Regular
    /BernhardFashionBT-Regular
    /BernhardModernBT-Bold
    /BernhardModernBT-BoldItalic
    /BernhardModernBT-Italic
    /BernhardModernBT-Roman
    /BernhardTangoBT-Regular
    /BertramLetPlain
    /BibleScrT
    /BinnerD
    /Blackletter686BT-Regular
    /BlacklightD
    /BlippoBT-Black
    /BodoniBT-Bold
    /BodoniBT-BoldCondensed
    /BodoniBT-BoldItalic
    /BodoniBT-Book
    /BodoniBT-BookItalic
    /BodoniBT-Italic
    /BodoniBT-Roman
    /BoinkLetPlain
    /BookAntiqua
    /BookAntiqua-Bold
    /BookAntiqua-BoldItalic
    /BookAntiqua-Italic
    /BookmanITCbyBT-Demi
    /BookmanITCbyBT-DemiItalic
    /BookmanITCbyBT-Light
    /BookmanITCbyBT-LightItalic
    /BookmanOldStyle
    /BookmanOldStyle-Bold
    /BookmanOldStyle-BoldItalic
    /BookmanOldStyle-Italic
    /BornBold
    /Braille
    /BremenBT-Black
    /BremenBT-Bold
    /BroadwayBT-Regular
    /BroadwayEngravedBT-Regular
    /BrodyD
    /BronxLetPlain
    /BruceOldStyleBT-Italic
    /BruceOldStyleBT-Roman
    /Brush445BT-Regular
    /Brush738BT-RegularA
    /BrushScriptBT-Regular
    /BulmerBT-Italic
    /BulmerBT-Roman
    /BusoramaITCbyBT-Medium
    /BusterD
    /BuxomD
    /CalisMTBol
    /CalistoMT
    /CalistoMT-BoldItalic
    /CalistoMT-Italic
    /Calligraphic421BT-RomanB
    /Calligraphic810BT-Italic
    /Calligraphic810BT-Roman
    /CamelliaD
    /CandidaBT-Bold
    /CandidaBT-Italic
    /CandidaBT-Roman
    /CarminaBT-Black
    /CarminaBT-BlackItalic
    /CarminaBT-Bold
    /CarminaBT-BoldItalic
    /CarminaBT-Light
    /CarminaBT-LightItalic
    /CarminaBT-Medium
    /CarminaBT-MediumItalic
    /Caslon224ITCbyBT-Bold
    /Caslon224ITCbyBT-BoldItalic
    /Caslon224ITCbyBT-Book
    /Caslon224ITCbyBT-BookItalic
    /Caslon540BT-Italic
    /Caslon540BT-Roman
    /CaslonBT-Bold
    /CaslonBT-BoldItalic
    /CaslonOldFaceBT-Heavy
    /CaslonOldFaceBT-Italic
    /CaslonOpenfaceBT-Regular
    /CastleT-Bold
    /CastleT-Book
    /CastleT-Ligh
    /CastleT-Ultr
    /CataneoBT-Bold
    /CataneoBT-Light
    /CataneoBT-Regular
    /CataneoBT-RegularSwash
    /CaxtonBT-Bold
    /CaxtonBT-BoldItalic
    /CaxtonBT-Book
    /CaxtonBT-BookItalic
    /CaxtonBT-Light
    /CaxtonBT-LightItalic
    /Century725BT-Black
    /Century725BT-Bold
    /Century725BT-BoldCondensed
    /Century725BT-Italic
    /Century725BT-Roman
    /Century725BT-RomanCondensed
    /Century731BT-BoldA
    /Century731BT-BoldItalicA
    /Century731BT-ItalicA
    /Century731BT-RomanA
    /Century751BT-ItalicB
    /Century751BT-RomanB
    /CenturyExpandedBT-Bold
    /CenturyExpandedBT-BoldItalic
    /CenturyExpandedBT-Italic
    /CenturyExpandedBT-Roman
    /CenturyGothic
    /CenturyGothic-Bold
    /CenturyGothic-BoldItalic
    /CenturyGothic-Italic
    /CenturyOldstyleBT-Bold
    /CenturyOldstyleBT-Italic
    /CenturyOldstyleBT-Roman
    /CenturySchoolbook
    /CenturySchoolbook-Bold
    /CenturySchoolbook-BoldItalic
    /CenturySchoolbookBT-Bold
    /CenturySchoolbookBT-BoldCond
    /CenturySchoolbookBT-BoldItalic
    /CenturySchoolbookBT-Italic
    /CenturySchoolbookBT-Monospace
    /CenturySchoolbookBT-Roman
    /CenturySchoolbook-Italic
    /CharterBT-Black
    /CharterBT-BlackItalic
    /CharterBT-Bold
    /CharterBT-BoldItalic
    /CharterBT-Italic
    /CharterBT-Roman
    /Charting
    /CheckNums-MICR
    /CheltenhamBT-Bold
    /CheltenhamBT-BoldCondensed
    /CheltenhamBT-BoldCondItalic
    /CheltenhamBT-BoldExtraCondensed
    /CheltenhamBT-BoldHeadline
    /CheltenhamBT-BoldItalic
    /CheltenhamBT-BoldItalicHeadline
    /CheltenhamBT-Italic
    /CheltenhamBT-Roman
    /CheltenhamITCbyBT-Bold
    /CheltenhamITCbyBT-BoldItalic
    /CheltenhamITCbyBT-Book
    /CheltenhamITCbyBT-BookItalic
    /Chesterfield
    /ChiselD
    /CircleD
    /CityD-Bold
    /CityD-Ligh
    /CityD-Medi
    /ClarendonBT-Black
    /ClarendonBT-Bold
    /ClarendonBT-BoldCondensed
    /ClarendonBT-Heavy
    /ClarendonBT-Light
    /ClarendonBT-Roman
    /ClarendonBT-RomanCondensed
    /Classic
    /ClassicalGaramondBT-Bold
    /ClassicalGaramondBT-BoldItalic
    /ClassicalGaramondBT-Italic
    /ClassicalGaramondBT-Roman
    /Clocks
    /CloisterBlackBT-Regular
    /CloisterOpenFaceBT-Regular
    /ComicSansMS
    /ComicSansMS-Bold
    /CommercialScriptBT-Regular
    /CompactaBT-Black
    /CompactaBT-Bold
    /CompactaBT-BoldItalic
    /CompactaBT-Italic
    /CompactaBT-Light
    /CompactaBT-Roman
    /Composer
    /CooperBT-Black
    /CooperBT-BlackHeadline
    /CooperBT-BlackItalic
    /CooperBT-BlackItalicHeadline
    /CooperBT-BlackOutline
    /CooperBT-Bold
    /CooperBT-BoldItalic
    /CooperBT-Light
    /CooperBT-LightItalic
    /CooperBT-Medium
    /CooperBT-MediumItalic
    /CopperplateGothic-Bold
    /CopperplateGothicBT-Bold
    /CopperplateGothicBT-BoldCond
    /CopperplateGothicBT-Heavy
    /CopperplateGothicBT-Roman
    /CopperplateGothicBT-RomanCond
    /CopperplateGothic-Light
    /CountdownD
    /Courier
    /Courier10PitchBT-Bold
    /Courier10PitchBT-BoldItalic
    /Courier10PitchBT-Italic
    /Courier10PitchBT-Roman
    /Courier-Bold
    /Courier-BoldOblique
    /CourierNewPS-BoldItalicMT
    /CourierNewPS-BoldMT
    /CourierNewPS-ItalicMT
    /CourierNewPSMT
    /Courier-Oblique
    /CroissantD
    /CurlzMT
    /CushingITCbyBT-Heavy
    /CushingITCbyBT-HeavyItalic
    /DanceItalic
    /DavidaBoldBT-Regular
    /Decorated035BT-Regular
    /DellaRobbiaBT-Bold
    /DellaRobbiaBT-Roman
    /DeVinneBT-Italic
    /DeVinneBT-ItalicText
    /DeVinneBT-Roman
    /DeVinneBT-Text
    /DexGothicD
    /DextorD
    /DextorOutD
    /DfCalligraphicOrnamentsLetPlain
    /DfDiversionsLetPlain
    /DfDiversitiesLetPlain
    /DingbatsTwo
    /DiskusD-Medi
    /DL-Manel
    /Docu
    /DomBoldBT-Regular
    /DomCasualBT-Regular
    /DomDiagonalBT-Bold
    /DomDiagonalBT-Regular
    /Dutch766BT-BoldA
    /Dutch766BT-ItalicA
    /Dutch766BT-RomanA
    /Dutch801BT-Bold
    /Dutch801BT-BoldItalic
    /Dutch801BT-ExtraBold
    /Dutch801BT-ExtraBoldItalic
    /Dutch801BT-Italic
    /Dutch801BT-ItalicHeadline
    /Dutch801BT-Roman
    /Dutch801BT-RomanHeadline
    /Dutch801BT-SemiBold
    /Dutch801BT-SemiBoldItalic
    /Dutch809BT-BoldC
    /Dutch809BT-ItalicC
    /Dutch809BT-RomanC
    /Dutch823BT-BoldB
    /Dutch823BT-BoldItalicB
    /Dutch823BT-ItalicB
    /Dutch823BT-RomanB
    /EckmannD
    /Egyptian505BT-Bold
    /Egyptian505BT-Light
    /Egyptian505BT-Medium
    /Egyptian505BT-Roman
    /Egyptian710BT-RegularA
    /ElegantGaramondBT-Bold
    /ElegantGaramondBT-Italic
    /ElegantGaramondBT-Roman
    /Elephant-Regular
    /EmbassyBT-Regular
    /Emboss-Normal
    /EmpireBT-Regular
    /EnglischeSchT-Bold
    /EnglischeSchT-DemiBold
    /EnglischeSchT-Regu
    /English111AdagioBT-Regular
    /English111PrestoBT-Regular
    /English111VivaceBT-Regular
    /English157BT-Regular
    /EngraversGothicBT-Regular
    /EngraversMT
    /EngraversOldEnglishBT-Bold
    /EngraversOldEnglishBT-Regular
    /EngraversRomanBT-Bold
    /EngraversRomanBT-Regular
    /EnviroD
    /ErasITC-Bold
    /ErasITCbyBT-Bold
    /ErasITCbyBT-Book
    /ErasITCbyBT-Demi
    /ErasITCbyBT-Light
    /ErasITCbyBT-Medium
    /ErasITCbyBT-Ultra
    /ErasITC-Demi
    /ErasITC-Light
    /ErasITC-Medium
    /Euclid
    /Euclid-Bold
    /Euclid-BoldItalic
    /EuclidExtra
    /EuclidExtra-Bold
    /EuclidFraktur
    /EuclidFraktur-Bold
    /Euclid-Italic
    /EuclidMathOne
    /EuclidMathOne-Bold
    /EuclidMathTwo
    /EuclidMathTwo-Bold
    /EuclidSymbol
    /EuclidSymbol-Bold
    /EuclidSymbol-BoldItalic
    /EuclidSymbol-Italic
    /EuroSig
    /EuroSigMon
    /EwieD
    /Exotic350BT-Bold
    /Exotic350BT-DemiBold
    /Exotic350BT-Light
    /FelixTitlingMT
    /Fences
    /FencesPlain
    /FeniceITCbyBT-Bold
    /FeniceITCbyBT-BoldItalic
    /FeniceITCbyBT-Regular
    /FeniceITCbyBT-RegularItalic
    /FetteFraD
    /FlamencoD
    /FlamencoInlD
    /Flareserif821BT-Bold
    /Flareserif821BT-Light
    /Flareserif821BT-Roman
    /FlashD-Bold
    /FlashD-Ligh
    /FlemishScriptBT-Regular
    /FolioBT-Bold
    /FolioBT-BoldCondensed
    /FolioBT-Book
    /FolioBT-ExtraBold
    /FolioBT-Light
    /FolioBT-LightItalic
    /FolioBT-Medium
    /FolliesLetPlain
    /Formal436BT-Regular
    /FormalScript421BT-Regular
    /ForteMT
    /FrakturBT-Regular
    /FrankfurterHigD
    /FranklinGothic-Book
    /FranklinGothic-BookItalic
    /FranklinGothic-Demi
    /FranklinGothic-DemiCond
    /FranklinGothic-DemiItalic
    /FranklinGothic-Heavy
    /FranklinGothic-HeavyItalic
    /FranklinGothicITCbyBT-Book
    /FranklinGothicITCbyBT-BookItal
    /FranklinGothicITCbyBT-Demi
    /FranklinGothicITCbyBT-DemiItal
    /FranklinGothicITCbyBT-Heavy
    /FranklinGothicITCbyBT-HeavyItal
    /FranklinGothic-Medium
    /FranklinGothic-MediumCond
    /FranklinGothic-MediumItalic
    /Freeform710BT-Regular
    /Freeform721BT-Black
    /Freeform721BT-BlackItalic
    /Freeform721BT-Bold
    /Freeform721BT-BoldItalic
    /Freeform721BT-Italic
    /Freeform721BT-Roman
    /Freehand471BT-Regular
    /Freehand521BT-RegularC
    /Freehand575BT-RegularB
    /Freehand591BT-RegularA
    /FreestyleScrD
    /FreestyleScriptITC-Bold
    /FrenchScriptMT
    /FrizQuadrataITCbyBT-Bold
    /FrizQuadrataITCbyBT-Roman
    /Frutiger-Black
    /Frutiger-Bold
    /Frutiger-Roman
    /FrysBaskervilleBT-Roman
    /FuturaBlackBT-Regular
    /FuturaBT-Bold
    /FuturaBT-BoldCondensed
    /FuturaBT-BoldCondensedItalic
    /FuturaBT-BoldItalic
    /FuturaBT-Book
    /FuturaBT-BookItalic
    /FuturaBT-ExtraBlack
    /FuturaBT-ExtraBlackCondensed
    /FuturaBT-ExtraBlackCondItalic
    /FuturaBT-ExtraBlackItalic
    /FuturaBT-Heavy
    /FuturaBT-HeavyItalic
    /FuturaBT-Light
    /FuturaBT-LightCondensed
    /FuturaBT-LightItalic
    /FuturaBT-Medium
    /FuturaBT-MediumCondensed
    /FuturaBT-MediumItalic
    /GalliardITCbyBT-Bold
    /GalliardITCbyBT-BoldItalic
    /GalliardITCbyBT-Italic
    /GalliardITCbyBT-Roman
    /GandoBT-Regular
    /Garamond
    /Garamond-Bold
    /Garamond-Italic
    /GaramondITCbyBT-Bold
    /GaramondITCbyBT-BoldCondensed
    /GaramondITCbyBT-BoldCondItalic
    /GaramondITCbyBT-BoldItalic
    /GaramondITCbyBT-Book
    /GaramondITCbyBT-BookCondensed
    /GaramondITCbyBT-BookCondItalic
    /GaramondITCbyBT-BookItalic
    /GaramondNo4CyrTCY-Ligh
    /GaramondNo4CyrTCY-LighItal
    /GaramondNo4CyrTCY-Medi
    /Geometric212BT-Book
    /Geometric212BT-BookCondensed
    /Geometric212BT-Heavy
    /Geometric212BT-HeavyCondensed
    /Geometric231BT-BoldC
    /Geometric231BT-HeavyC
    /Geometric231BT-LightC
    /Geometric231BT-RomanC
    /Geometric415BT-BlackA
    /Geometric415BT-BlackItalicA
    /Geometric415BT-LiteA
    /Geometric415BT-LiteItalicA
    /Geometric415BT-MediumA
    /Geometric415BT-MediumItalicA
    /Geometric706BT-BlackB
    /Geometric706BT-BlackCondensedB
    /Geometric706BT-BoldCondensedB
    /Geometric706BT-MediumB
    /Geometric885BT-RegularD
    /GeometricSlab703BT-Bold
    /GeometricSlab703BT-BoldCond
    /GeometricSlab703BT-BoldItalic
    /GeometricSlab703BT-Light
    /GeometricSlab703BT-LightItalic
    /GeometricSlab703BT-Medium
    /GeometricSlab703BT-MediumCond
    /GeometricSlab703BT-MediumItalic
    /GeometricSlab703BT-XtraBold
    /GeometricSlab703BT-XtraBoldCond
    /GeometricSlab703BT-XtraBoldItal
    /GeometricSlab712BT-BoldA
    /GeometricSlab712BT-ExtraBoldA
    /GeometricSlab712BT-LightA
    /GeometricSlab712BT-LightItalicA
    /GeometricSlab712BT-MediumA
    /GeometricSlab712BT-MediumItalA
    /Georgia
    /Georgia-Bold
    /Georgia-BoldItalic
    /Georgia-Italic
    /GildeSorts
    /GillSansMT
    /GillSansMT-Bold
    /GillSansMT-BoldItalic
    /GillSansMT-Condensed
    /GillSansMT-ExtraCondensedBold
    /GillSansMT-Italic
    /GillSansMT-UltraBoldCondensed
    /GillSans-UltraBold
    /GlaserSteD
    /GloucesterMT-ExtraCondensed
    /GorillaITCbyBT-Regular
    /Gothic720BT-BoldB
    /Gothic720BT-BoldItalicB
    /Gothic720BT-ItalicB
    /Gothic720BT-LightB
    /Gothic720BT-LightItalicB
    /Gothic720BT-RomanB
    /Gothic725BT-BlackA
    /Gothic725BT-BoldA
    /Gothic821CondensedBT-Regular
    /GothicNo13BT-Regular
    /GoudyCatalogueBT-Regular
    /GoudyHandtooledBT-Regular
    /GoudyOldStyleBT-Bold
    /GoudyOldStyleBT-BoldItalic
    /GoudyOldStyleBT-ExtraBold
    /GoudyOldStyleBT-Italic
    /GoudyOldStyleBT-Roman
    /GoudyOldStyleT-Bold
    /GoudyOldStyleT-Italic
    /GoudyOldStyleT-Regular
    /GoudySansITCbyBT-Black
    /GoudySansITCbyBT-BlackItalic
    /GoudySansITCbyBT-Bold
    /GoudySansITCbyBT-BoldItalic
    /GoudySansITCbyBT-Light
    /GoudySansITCbyBT-LightItalic
    /GoudySansITCbyBT-Medium
    /GoudySansITCbyBT-MediumItalic
    /Greek-WSI
    /GriffonPSMT
    /GrizzlyITCbyBT-Regular
    /GrouchITCbyBT-Regular
    /Haettenschweiler
    /HandelGotD-Bold
    /HandelGotD-Ligh
    /HandelGothicBT-Regular
    /Hardcore
    /HarlowD
    /HazelLetPlain
    /HehenHebT-Bold
    /Helvetica
    /Helvetica-Bold
    /Helvetica-BoldOblique
    /Helvetica-Oblique
    /HoboBT-Regular
    /HomePlanning
    /HomePlanning2
    /HoratioD-Bold
    /HoratioD-Ligh
    /HoratioD-Medi
    /HorndonD
    /Humanist521BT-Bold
    /Humanist521BT-BoldCondensed
    /Humanist521BT-BoldItalic
    /Humanist521BT-ExtraBold
    /Humanist521BT-Italic
    /Humanist521BT-Light
    /Humanist521BT-LightItalic
    /Humanist521BT-Roman
    /Humanist521BT-RomanCondensed
    /Humanist521BT-UltraBold
    /Humanist521BT-XtraBoldCondensed
    /Humanist531BT-BlackA
    /Humanist531BT-BoldA
    /Humanist531BT-RomanA
    /Humanist531BT-UltraBlackA
    /Humanist777BT-BlackB
    /Humanist777BT-BlackItalicB
    /Humanist777BT-BoldB
    /Humanist777BT-BoldItalicB
    /Humanist777BT-ItalicB
    /Humanist777BT-LightB
    /Humanist777BT-LightItalicB
    /Humanist777BT-RomanB
    /Humanist970BT-BoldC
    /Humanist970BT-RomanC
    /HumanistSlabserif712BT-Black
    /HumanistSlabserif712BT-Bold
    /HumanistSlabserif712BT-Italic
    /HumanistSlabserif712BT-Roman
    /HuxleyVerticalBT-Regular
    /IceAgeD
    /Impact
    /ImperialBT-Bold
    /ImperialBT-Italic
    /ImperialBT-Roman
    /ImpressBT-Regular
    /ImprintMT-Shadow
    /Incised901BT-Black
    /Incised901BT-Bold
    /Incised901BT-BoldCondensed
    /Incised901BT-Compact
    /Incised901BT-Italic
    /Incised901BT-Light
    /Incised901BT-Nord
    /Incised901BT-NordItalic
    /Incised901BT-Roman
    /Industrial736BT-Italic
    /Industrial736BT-Roman
    /Informal011BT-Black
    /Informal011BT-Roman
    /IowanOldStyleBT-Black
    /IowanOldStyleBT-BlackItalic
    /IowanOldStyleBT-Bold
    /IowanOldStyleBT-BoldItalic
    /IowanOldStyleBT-Italic
    /IowanOldStyleBT-Roman
    /Ipa-samdUclphon1SILDoulosL
    /Ipa-samdUclphon1SILDoulosLBold
    /Ipa-samdUclphon1SILDoulosLBoldItalic
    /Ipa-samdUclphon1SILDoulosLItalic
    /Ipa-sammUclphon1SILManuscriptL
    /Ipa-sammUclphon1SILManuscriptLBold
    /Ipa-sammUclphon1SILManuscriptLBoldItalic
    /Ipa-sammUclphon1SILManuscriptLItalic
    /Ipa-samsUclphon1SILSophiaL
    /Ipa-samsUclphon1SILSophiaLBold
    /Ipa-samsUclphon1SILSophiaLItalic
    /Japanese-Generic1
    /Jazz
    /KabarettD
    /KabelITCbyBT-Book
    /KabelITCbyBT-Demi
    /KabelITCbyBT-Medium
    /KabelITCbyBT-Ultra
    /KaufmannBT-Bold
    /KaufmannBT-Regular
    /Kidnap
    /KingTut1
    /KingTut2
    /KisBT-Italic
    /KisBT-Roman
    /Korean-Generic1
    /KorinnaITCbyBT-Bold
    /KorinnaITCbyBT-KursivBold
    /KorinnaITCbyBT-KursivRegular
    /KorinnaITCbyBT-Regular
    /Kuenstler480BT-Black
    /Kuenstler480BT-Bold
    /Kuenstler480BT-BoldItalic
    /Kuenstler480BT-Italic
    /Kuenstler480BT-Roman
    /KunstlerschreibschD-Bold
    /KunstlerschreibschD-Medi
    /LandscapePlanning
    /Lapidary333BT-Black
    /Lapidary333BT-Bold
    /Lapidary333BT-BoldItalic
    /Lapidary333BT-Italic
    /Lapidary333BT-Roman
    /LasVegasD
    /Latin725BT-Bold
    /Latin725BT-BoldItalic
    /Latin725BT-Italic
    /Latin725BT-Medium
    /Latin725BT-MediumItalic
    /Latin725BT-Roman
    /LatinExtraCondensedBT-Regular
    /LatinWidD
    /LcdD
    /LeawoodITCbyBT-Book
    /LeawoodITCbyBT-BookItalic
    /LetterGothic12PitchBT-Bold
    /LetterGothic12PitchBT-BoldItal
    /LetterGothic12PitchBT-Italic
    /LetterGothic12PitchBT-Roman
    /LetterGothicMT
    /LetterGothicMT-Bold
    /LetterGothicMT-BoldOblique
    /LetterGothicMT-Oblique
    /LibertyBT-Regular
    /LibertyD
    /LibraBT-Regular
    /LifeBT-Bold
    /LifeBT-BoldItalic
    /LifeBT-Italic
    /LifeBT-Roman
    /Lithograph
    /Lithograph-Bold
    /LithographLight
    /Love
    /LubalinGraphITCbyBT-Bold
    /LubalinGraphITCbyBT-Book
    /LubalinGraphITCbyBT-Medium
    /LubalinGraphITCbyBT-XtraLight
    /LuciaBT-Regular
    /LucidaConsole
    /LucidaSans
    /LucidaSans-Demi
    /LucidaSans-DemiItalic
    /LucidaSans-Italic
    /LucidaSans-Typewriter
    /LucidaSans-TypewriterBold
    /LucidaSans-TypewriterBoldOblique
    /LucidaSans-TypewriterOblique
    /LucidaSansUnicode
    /LydianBT-Bold
    /LydianBT-BoldItalic
    /LydianBT-Italic
    /LydianBT-Roman
    /LydianCursiveBT-Regular
    /MachineITCbyBT-Regular
    /MaiandraGD-Regular
    /MandarinD
    /Map-Symbols
    /MariageD
    /MattAntiqueBT-Bold
    /MattAntiqueBT-Italic
    /MattAntiqueBT-Roman
    /Mega
    /MetropolitainesD
    /MICR10byBT-Regular
    /MICR12byBT-Regular
    /MICR13byBT-Regular
    /MicrogrammaD-BoldExte
    /MicrogrammaD-MediExte
    /MilanoLet
    /Minion-Web
    /MiraraeBT-Bold
    /MiraraeBT-Roman
    /MisterEarlBT-Regular
    /Modern20BT-ItalicB
    /Modern20BT-RomanB
    /Modern735BT-RomanA
    /Modern880BT-Bold
    /Modern880BT-Italic
    /Modern880BT-Roman
    /MonaLisaRecutITC-Normal
    /Monospace821BT-Bold
    /Monospace821BT-BoldItalic
    /Monospace821BT-Italic
    /Monospace821BT-Roman
    /Monotypecom
    /MonotypeSorts
    /MorseCode
    /MotterFemD
    /MSOutlook
    /MT-Extra
    /MT-Symbol
    /MT-Symbol-Italic
    /MurrayHillBT-Bold
    /Music
    /NevisonCasD
    /Newage
    /NewBaskervilleITCbyBT-Bold
    /NewBaskervilleITCbyBT-BoldItal
    /NewBaskervilleITCbyBT-Italic
    /NewBaskervilleITCbyBT-Roman
    /News701BT-BoldA
    /News701BT-ItalicA
    /News701BT-RomanA
    /News702BT-Bold
    /News702BT-BoldItalic
    /News702BT-Italic
    /News702BT-Roman
    /News705BT-BoldB
    /News705BT-BoldItalicB
    /News705BT-ItalicB
    /News705BT-RomanB
    /News706BT-BoldC
    /News706BT-ItalicC
    /News706BT-RomanC
    /NewsGothicBT-Bold
    /NewsGothicBT-BoldCondensed
    /NewsGothicBT-BoldCondItalic
    /NewsGothicBT-BoldExtraCondensed
    /NewsGothicBT-BoldItalic
    /NewsGothicBT-Demi
    /NewsGothicBT-DemiItalic
    /NewsGothicBT-ExtraCondensed
    /NewsGothicBT-Italic
    /NewsGothicBT-ItalicCondensed
    /NewsGothicBT-Light
    /NewsGothicBT-LightItalic
    /NewsGothicBT-Roman
    /NewsGothicBT-RomanCondensed
    /NewtextITCbyBT-Regular
    /NewtextITCbyBT-RegularItalic
    /NicolasCocT-Blac
    /NicolasCocT-Regu
    /NicolasCocT-ReguItal
    /NimbusRomDGR-Bold
    /NimbusRomDGR-BoldItal
    /NimbusRomDGR-Regu
    /NimbusRomDGR-ReguItal
    /NormandeBT-Italic
    /NormandeBT-Roman
    /NovareseITCbyBT-Bold
    /NovareseITCbyBT-BoldItalic
    /NovareseITCbyBT-Book
    /NovareseITCbyBT-BookItalic
    /Nowdance
    /NuptialBT-Regular
    /OCRAbyBT-Regular
    /OCRAExtended
    /OCRB10PitchBT-Regular
    /OfficePlanning
    /OkayD
    /OldTowneNo536D
    /OnyxBT-Regular
    /OrandaBT-Bold
    /OrandaBT-BoldCondensed
    /OrandaBT-BoldItalic
    /OrandaBT-Italic
    /OrandaBT-Roman
    /OrandaBT-RomanCondensed
    /OratorBT-FifteenPitch
    /OratorBT-TenPitch
    /OrbitBbyBT-Regular
    /OriginalGaramondBT-Bold
    /OriginalGaramondBT-BoldItalic
    /OriginalGaramondBT-Italic
    /OriginalGaramondBT-Roman
    /OzHandicraftBT-Roman
    /PabloLetPlain
    /PalaceScriptMT
    /ParisianBT-Regular
    /ParkAvenueBT-Regular
    /Perpetua
    /PerpetuaTitlingMT-Light
    /Petra
    /PhotoBold
    /PhyllisD
    /Pica10PitchBT-Roman
    /PioneerITCbyBT-Regular
    /PiranesiItalicBT-Regular
    /PlaybillBT-Regular
    /PlayingCards
    /PlazaD-Regu
    /Pop
    /PosterBodoniBT-Italic
    /PosterBodoniBT-Roman
    /Present
    /Prestige12PitchBT-Bold
    /Prestige12PitchBT-BoldItalic
    /Prestige12PitchBT-Italic
    /Prestige12PitchBT-Roman
    /PrincetownD
    /PSL-TX
    /PTBarnumBT-Regular
    /PumpTriD
    /QuicksilverITC-Normal
    /QuillScript-Normal
    /QuorumITCbyBT-Black
    /QuorumITCbyBT-Light
    /QuorumITCbyBT-Medium
    /RageItalic
    /RageItalicLetPlain
    /RaleighBT-Bold
    /RaleighBT-DemiBold
    /RaleighBT-ExtraBold
    /RaleighBT-Light
    /RaleighBT-Medium
    /RaleighBT-Roman
    /Rap
    /Remember
    /RevueBT-Regular
    /Ribbon131BT-Bold
    /Ribbon131BT-Regular
    /Rock
    /Rockwell-Bold
    /Rockwell-Condensed
    /Rockwell-CondensedBold
    /Rockwell-ExtraBold
    /Rockwell-Italic
    /RomanaBT-Bold
    /RomanaBT-Roman
    /RubberStampLetPlain
    /SchadowBT-Black
    /SchadowBT-BlackCondensed
    /SchadowBT-Bold
    /SchadowBT-Light
    /SchadowBT-LightCursive
    /SchadowBT-Roman
    /SchneidlerBT-Black
    /SchneidlerBT-BlackItalic
    /SchneidlerBT-Bold
    /SchneidlerBT-BoldItalic
    /SchneidlerBT-Italic
    /SchneidlerBT-Light
    /SchneidlerBT-LightItalic
    /SchneidlerBT-Medium
    /SchneidlerBT-MediumItalic
    /SchneidlerBT-Roman
    /ScribaLetPlain
    /Script12PitchBT-Roman
    /ScriptMTBold
    /SeagullBT-Bold
    /SeagullBT-Heavy
    /SeagullBT-Light
    /SeagullBT-Medium
    /Semaphore
    /SerifaBT-Black
    /SerifaBT-Bold
    /SerifaBT-BoldCondensed
    /SerifaBT-Italic
    /SerifaBT-Light
    /SerifaBT-LightItalic
    /SerifaBT-Roman
    /SerifaBT-Thin
    /SerifaBT-ThinItalic
    /SerpentineD-Bold
    /SerpentineD-BoldItal
    /ShotgunBlanksBT-Regular
    /ShotgunBT-Regular
    /SignLanguage
    /Signs
    /Slicker
    /SlipstreamLetPlain
    /SloganD
    /SnellBT-Black
    /SnellBT-Bold
    /SnellBT-Regular
    /Software
    /SouvenirITCbyBT-Demi
    /SouvenirITCbyBT-DemiItalic
    /SouvenirITCbyBT-Light
    /SouvenirITCbyBT-LightItalic
    /Square721Blk-Italic
    /Square721Blk-Normal
    /Square721-BoldItalic
    /Square721BT-Bold
    /Square721BT-BoldCondensed
    /Square721BT-BoldExtended
    /Square721BT-Roman
    /Square721BT-RomanCondensed
    /Square721BT-RomanExtended
    /Square721Demi-Italic
    /SquareSlabserif711BT-Bold
    /SquareSlabserif711BT-Light
    /SquareSlabserif711BT-Medium
    /SquireD-Bold
    /SquireD-Regu
    /Staccato222BT-Regular
    /Staccato555BT-RegularA
    /StencilBT-Regular
    /StopD
    /StuyvesantBT-Regular
    /StymieBT-Bold
    /StymieBT-BoldItalic
    /StymieBT-ExtraBold
    /StymieBT-ExtraBoldCondensed
    /StymieBT-Light
    /StymieBT-LightItalic
    /StymieBT-Medium
    /StymieBT-MediumItalic
    /Swiss721BT-Black
    /Swiss721BT-BlackCondensed
    /Swiss721BT-BlackCondensedItalic
    /Swiss721BT-BlackExtended
    /Swiss721BT-BlackItalic
    /Swiss721BT-BlackOutline
    /Swiss721BT-BlackRounded
    /Swiss721BT-Bold
    /Swiss721BT-BoldCondensed
    /Swiss721BT-BoldCondensedItalic
    /Swiss721BT-BoldCondensedOutline
    /Swiss721BT-BoldExtended
    /Swiss721BT-BoldItalic
    /Swiss721BT-BoldOutline
    /Swiss721BT-BoldRounded
    /Swiss721BT-Heavy
    /Swiss721BT-HeavyItalic
    /Swiss721BT-Italic
    /Swiss721BT-ItalicCondensed
    /Swiss721BT-Light
    /Swiss721BT-LightCondensed
    /Swiss721BT-LightCondensedItalic
    /Swiss721BT-LightExtended
    /Swiss721BT-LightItalic
    /Swiss721BT-Medium
    /Swiss721BT-MediumItalic
    /Swiss721BT-Roman
    /Swiss721BT-RomanCondensed
    /Swiss721BT-RomanExtended
    /Swiss721BT-Thin
    /Swiss721BT-ThinItalic
    /Swiss911BT-ExtraCompressed
    /Swiss911BT-UltraCompressed
    /Swiss921BT-RegularA
    /Sydnie
    /Symbol
    /SymbolMT
    /SymbolProportionalBT-Regular
    /TagLetPlain
    /Tahoma
    /Tahoma-Bold
    /TangoBT-Regular
    /Techno
    /Thanks
    /Thehits
    /ThunderbirdBT-Regular
    /TiffanyITCbyBT-Demi
    /TiffanyITCbyBT-DemiItalic
    /TiffanyITCbyBT-Heavy
    /TiffanyITCbyBT-HeavyItalic
    /TiffanyITCbyBT-Light
    /TiffanyITCbyBT-LightItalic
    /TigerRagLetPlain
    /Times-Bold
    /Times-BoldItalic
    /TimeScrD-Bold
    /TimeScrD-Ligh
    /TimeScrD-Medi
    /Times-Italic
    /TimesNewRomanMT-ExtraBold
    /TimesNewRomanPS-BoldItalicMT
    /TimesNewRomanPS-BoldMT
    /TimesNewRomanPS-ItalicMT
    /TimesNewRomanPSMT
    /Times-Roman
    /Transitional511BT-Bold
    /Transitional511BT-BoldItalic
    /Transitional511BT-Italic
    /Transitional511BT-Roman
    /Transitional521BT-BoldA
    /Transitional521BT-CursiveA
    /Transitional521BT-RomanA
    /Transitional551BT-MediumB
    /Transitional551BT-MediumItalicB
    /Trebuchet-BoldItalic
    /TrebuchetMS
    /TrebuchetMS-Bold
    /TrebuchetMS-Italic
    /TrumpetLite-Bold
    /TrumpetLite-BoldItalic
    /TrumpetLiteItalic
    /TrumpetLite-Normal
    /TwCenMT-Bold
    /TwCenMT-BoldItalic
    /TwCenMT-CondensedBold
    /TwCenMT-CondensedExtraBold
    /TwCenMT-CondensedMedium
    /TwCenMT-Medium
    /TwCenMT-MediumItalic
    /TypoUprightBT-Regular
    /UmbraBT-Regular
    /UniversityRomanBT-Bold
    /UniversityRomanBT-Regular
    /Unplug
    /URWWoodTypD
    /VAGRoundedBT-Regular
    /Venetian301BT-Demi
    /Venetian301BT-DemiItalic
    /Venetian301BT-Italic
    /Venetian301BT-Roman
    /Verdana
    /Verdana-Bold
    /Verdana-BoldItalic
    /Verdana-Italic
    /VictorianD
    /VinetaBT-Regular
    /VivaldiD
    /VladimirScrD
    /Webdings
    /WeddingTextBT-Regular
    /WeidemannITCbyBT-Bold
    /WeidemannITCbyBT-BoldItalic
    /WindsorBT-Elongated
    /WindsorBT-Light
    /WindsorBT-LightCondensed
    /WindsorBT-Outline
    /WindsorBT-Roman
    /Wingdings-Regular
    /Xmas
    /ZapfCalligraphic801BT-Bold
    /ZapfCalligraphic801BT-BoldItal
    /ZapfCalligraphic801BT-Italic
    /ZapfCalligraphic801BT-Roman
    /ZapfChanceryITCbyBT-Bold
    /ZapfChanceryITCbyBT-Demi
    /ZapfChanceryITCbyBT-Medium
    /ZapfChanceryITCbyBT-MediumItal
    /ZapfDingbats
    /ZapfDingbatsITCbyBT-Regular
    /ZapfElliptical711BT-Bold
    /ZapfElliptical711BT-BoldItalic
    /ZapfElliptical711BT-Italic
    /ZapfElliptical711BT-Roman
    /ZapfHumanist601BT-Bold
    /ZapfHumanist601BT-BoldItalic
    /ZapfHumanist601BT-Demi
    /ZapfHumanist601BT-DemiItalic
    /ZapfHumanist601BT-Italic
    /ZapfHumanist601BT-Roman
    /ZapfHumanist601BT-Ultra
    /ZapfHumanist601BT-UltraItalic
    /ZinjaroLetPlain
    /ZurichBT-Black
    /ZurichBT-BlackExtended
    /ZurichBT-BlackItalic
    /ZurichBT-Bold
    /ZurichBT-BoldCondensed
    /ZurichBT-BoldCondensedItalic
    /ZurichBT-BoldExtended
    /ZurichBT-BoldExtraCondensed
    /ZurichBT-BoldItalic
    /ZurichBT-ExtraBlack
    /ZurichBT-ExtraCondensed
    /ZurichBT-Italic
    /ZurichBT-ItalicCondensed
    /ZurichBT-Light
    /ZurichBT-LightCondensed
    /ZurichBT-LightCondensedItalic
    /ZurichBT-LightExtraCondensed
    /ZurichBT-LightItalic
    /ZurichBT-Roman
    /ZurichBT-RomanCondensed
    /ZurichBT-RomanExtended
    /ZurichBT-UltraBlackExtended
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages false
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 350
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages false
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /ENU ()
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /BleedOffset [
        0
        0
        0
        0
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName (sRGB IEC61966-2.1)
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements true
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MarksOffset 6
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2540 2540]
  /PageSize [595.245 841.846]
>> setpagedevice


