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Unit 46: Support the Management and 
Development of an Information 
System 

Unit code: Q228 

Unit reference number: J/601/2518 

QCF level: 2 

Credit value: 7 

Guided learning hours: 40 

 

Unit summary 

This unit is about supporting the management and evaluation of an 
information system to meet identified needs in a business environment.  

Forbidden combinations 

This unit must not be taken with Unit 51: Manage and Evaluate an 
Information System (A/601/2564). 

Assessment guidance 

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

 

Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

1 1.1 – 1.7 

2 2.1 – 2.3 

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: 

 training records 

 diary. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

3.2 

3.6 – 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 from 
the following sources: 

 letters 

 emails 

 memos 

 diary. 

 

3.3 – 3.5 Evidence may be supplied via observation of 
workplace activities, witness testimony, and 
learner reports/reflective accounts.  

4 4.1 – 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: 

 feedback 

 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 47: Support the Design and 
Development of an Information 
System 

Unit code: Q316 

Unit reference number: L/601/2536 

QCF level: 3 

Credit value: 7 

Guided learning hours: 35 

 

Unit summary 

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

Forbidden combinations 

This unit must not be taken with Unit 50: Design and Develop an 
Information System (T/601/2563) 

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. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

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. 

3 

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. 

 

Evidence generated for this unit of assessment may contribute towards 
other units including: Units Q301, Q302, Q303, Q304, Q305, Q317. 

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: Monitor Information Systems 

Unit code: Q317 

Unit reference number: R/601/2537 

QCF level: 3 

Credit value: 7 

Guided learning hours: 30 

 

Unit summary 

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. 

 

Evidence generated for this unit of assessment may contribute towards 
other units including: Units Q301, Q302, Q303, Q304, Q305. 

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 49: Analyse and Report Data 

Unit code: Q318 

Unit reference number: Y/601/2538 

QCF level: 3 

Credit value: 6 

Guided learning hours: 30 

 

Unit summary 

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. 

 

Evidence generated for this unit of assessment may contribute towards 
other units including: Units Q301, Q302, Q303, Q304, Q305. 

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: Design and Develop an 
Information System 

Unit code: Q410 

Unit reference number: T/601/2563 

QCF level: 4 

Credit value: 7 

Guided learning hours: 30 

 

Unit summary 

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

Forbidden combinations 

This unit must not be taken with Unit 47: Support the Design and 
Development of an Information System (L/601/2536). 

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 51: Manage and Evaluate an 
Information System 

Unit code: Q411 

Unit reference number: A/601/2564 

QCF level: 4 

Credit value: 6 

Guided learning hours: 20 

 

Unit summary 

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. 

Forbidden combination 

This unit must not be taken with Unit 46: Support the Management and 
development of an Information System (J/601/2518). 

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. 

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: Use Office Equipment 

Unit code: Q221 

Unit reference number: H/601/2493 

QCF level: 2 

Credit value: 4 

Guided learning hours: 18 

 

Unit summary 

This unit is about using a variety of different office equipment following 
manufacturer’s and organisational guidelines. 

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 – 2.5 

3 3.1 – 3.3 

4 4.1 – 4.3 

5 5.1 

6 6.1  

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

7 7.1 – 7.9 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. 
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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: Maintain and Issue Stationery 
Stock Items 

Unit code: Q222 

Unit reference number: M/601/2495 

QCF level: 2 

Credit value: 3 

Guided learning hours: 14 

 

Unit summary 

This unit is about the procedures involved in keeping a stock of business 
items that will be used in a business environment in order to complete the 
day to day work of the 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 – 1.8 

2 2.1 – 2.2 

3 3.1 – 3.2 

4 4.1 

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

Assessment 
criteria 

Assessment guidance 

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

5.2 – 5.3 

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 

 stock records. 

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: 

 purchase orders. 

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 from 
the following sources: 

 letters 

 emails 

 memos. 

5 

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 

 delivery notes. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6 6.1 – 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: 

 stock records 

 emails 

 memos. 

7 7.1 Evidence may be supplied via observation of 
workplace activities, witness testimony, 
professional discussion and learner 
reports/reflective accounts. 

8. 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: 

 emails 

 memos 

 appraisals. 

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: Order Products and Services 

Unit code: Q319 

Unit reference number: D/601/2539 

QCF level: 3 

Credit value: 5 

Guided learning hours: 35 

 

Unit summary 

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 55: Agree a Budget 

Unit code: Q330 

Unit reference number: J/601/2552 

QCF level: 3 

Credit value: 4 

Guided learning hours: 25 

 

Unit summary 

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. 

 
Evidence generated for this unit of assessment may contribute towards 
other units including: Units Q301, Q302, Q303, Q304, Q305, Q306, Q307. 
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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 56: Manage Budgets 

Unit code: Q420 

Unit reference number: T/601/2580 

QCF level: 4 

Credit value: 5 

Guided learning hours: 29 

 

Unit summary 

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 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. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 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 

 financial records. 

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. 
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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 57: Respond to Change in a Business 
Environment 

Unit code: Q227 

Unit reference number: F/601/2517 

QCF level: 2 

Credit value: 3 

Guided learning hours: 16 

 

Unit summary 

This unit is about recognising the effects of changes in workplace activities 
and the people who carry them out. 

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 – 2.8 

3 3.1 – 3.3 

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

4.1 

4.4 

Evidence may be supplied via learner 
reports/reflective accounts. 

4.2 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: 

 letters 

 emails 

 memos. 

4 

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: 

 tasks completed. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

 4.5. – 4.7 Evidence may be supplied via witness testimony 
and learner reports/reflective accounts.  

5.1 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: 

 feedback given by learner. 

5 

5.2 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: 

 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 58: Contribute to Innovation in a 
Business Environment (Level 3) 

Unit code: Q326 

Unit reference number: A/601/2547 

QCF level: 3 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This unit is about making contributions to improving ways of working, 
products or services, by questioning, researching and actively developing 
ideas for new ways of working, products or services which can then be put 
forward as suggestions to decision-makers. 

Forbidden combinations 

This unit must not be taken with Unit 59 Contribute to Innovation in a 
Business Environment (Level 4) (K/601/2575). 

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 – 3.2 

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

Assessment 
criteria 

Assessment guidance 

4 4.1 – 4.4 

5 5.1 – 5.2 

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 

 information collected 

 feedback given 

 reports 

 presentations. 

 

Evidence generated for this unit of assessment may contribute towards 
other units including: Units Q301, Q302, Q303, Q304, Q305, Q306. 

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: Contribute to Innovation in a 
Business Environment (Level 4) 

Unit code: Q418 

Unit reference number: K/601/2575 

QCF level: 4 

Credit value: 6 

Guided learning hours: 25 

 

Unit summary 

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

Forbidden combination 

This unit must not be taken with Unit 58: Contribute to Innovation in a 
Business Environment (Level 3) (A/601/2547). 

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. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

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. 

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 

4.4 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 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. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

6.1 – 6.5 

6.7 

 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. 

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: Plan Change for a Team 

Unit code: Q419 

Unit reference number: M/601/2576 

QCF level: 4 

Credit value: 6 

Guided learning hours: 22 

 

Unit summary 

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. 
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Learning 
outcomes 

Assessment 
criteria 

Assessment guidance 

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

5 

5.4 

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. 

6 

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. 

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 61: Administer Human Resource 
Records 

Unit code: Q229 

Unit reference number: T/601/2790 

QCF level: 2 

Credit value: 3 

Guided learning hours: 20 

 

Unit summary 

This unit covers the knowledge and understanding learners need to 
administer Human Resource records. It also covers the practical application 
of this knowledge and understanding. 

Assessment guidance 

No further guidance has 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 62: Administer the Recruitment and 
Selection Process 

Unit code: Q230 

Unit reference number: A/601/2791 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This unit covers the knowledge and understanding learners need to 
administer the recruitment and selection process. It also covers the 
practical application of this knowledge and understanding. 

Assessment Guidance 

No further guidance has 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 63: Administer Parking and Traffic 
Challenges, Representations and 
Civil Parking Appeals 

Unit code: Q333 

Unit reference number: L/601/2648 

QCF level: 3 

Credit value: 9 

Guided learning hours: 40 

 

Unit summary 

This unit covers the knowledge and understanding learners need to 
administer parking and traffic challenges, representations and civil parking 
appeals. It also covers the practical application of this knowledge and 
understanding.  

Assessment guidance 

No further guidance has 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 64: Administer Statutory Parking and 
Traffic Appeals 

Unit code: Q334 

Unit reference number: R/601/2649 

QCF level: 3 

Credit value: 9 

Guided learning hours: 45 

 

Unit summary 

This unit covers the knowledge and understanding learners need to 
administer statutory parking and traffic appeals. It also covers the practical 
application of this knowledge and understanding. 

Assessment guidance 

No further guidance has 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 65: Administer Parking and Traffic 
Debt Recovery 

Unit code: Q335 

Unit reference number: J/601/2650 

QCF level: 3 

Credit value: 9 

Guided learning hours: 54 

 

Unit summary 

This unit is about the skills, knowledge and understanding required to 
administer parking and traffic debt recovery.  

Assessment guidance 

No further guidance has 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 66: Administer Parking Dispensations 

Unit code: Q257 

Unit reference number: J/601/2647 

QCF level: 2 

Credit value: 4 

Guided learning hours: 14 

 

Unit summary 

This unit covers the knowledge and understanding learners need to 
administer dispensations. It also covers the practical application of this 
knowledge and understanding. 

Assessment guidance 

No further guidance has 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 67: Provide Administrative Support in 
Schools 

Unit code: Q332 

Unit reference number: D/601/7787 

QCF level: 3 

Credit value: 8 

Guided learning hours: 53 

 

Unit summary 

This unit is about providing administrative support within a school 
environment, including understanding the policies, procedures, environment 
and own role within a school. 

Assessment guidance 

No further guidance has 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 68: Administer Legal Files 

Unit code: Q355 

Unit reference number: H/601/7791 

QCF level: 3 

Credit value: 7 

Guided learning hours: 25 

 

Unit summary 

This unit aims to provide the learner with the skills and underpinning 
knowledge to open, maintain and administer legal files; review and close 
files; prepare final bills and store; and arrange for files to be archived. 

Assessment guidance 

No further guidance has 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 69: Build Case Files 

Unit code: Q356 

Unit reference number: K/601/7792 

QCF level: 3 

Credit value: 4 

Guided learning hours: 20 

 

Unit summary 

This unit is about the skills and underpinning knowledge to receive and 
open case files; review and build case files; submit case files; and follow up 
any actions. 

Assessment guidance 

No further guidance has 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 70: Manage Case Files 

Unit code: Q357 

Unit reference number: M/601/7793 

QCF level: 3 

Credit value: 5 

Guided learning hours: 25 

 

Unit summary 

This unit aims to provide the learner with the skills and underpinning 
knowledge to receive, open, review, update, prepare for closure and close 
case files; prepare court bundles; process appeal documentation; and follow 
up appeals actions. 

Assessment guidance 

No further guidance has 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. 

 



 

N
0
2
5
0
5
1
 –

 S
p
ec

if
ic

at
io

n
 –

 E
d
ex

ce
l 
Le

ve
l 
3
 N

V
Q

 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
  

(Q
C
F)

 –
 I

ss
u
e 

1
 –

 N
o
ve

m
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

4
3
0
 

Le
ar

n
in

g 
ou

tc
om

es
 a

n
d
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 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
 

U
n
d
er

st
a
n
d
 t

h
e 

le
g
is

la
ti
ve

 
an

d
 o

rg
an

is
at

io
n
al

 
re

q
u
ir
em

en
ts

 f
o
r 

m
an

ag
in

g
 c

as
e 

fi
le

s 

1
.1

  
E
xp

la
in

 t
h
e 

ad
m

in
is

tr
at

iv
e 

se
rv

ic
es

 t
h
a
t 

th
ey

 a
re

 
re

sp
o
n
si

b
le

 f
o
r 

 

1
.2

  
E
xp

la
in

 t
h
e 

lim
it
s 

an
d
 s

co
p
e 

o
f 

th
ei

r 
re

sp
o
n
si

b
ili

ti
es

 
an

d
 a

u
th

o
ri

ty
 i
n
 p

ro
vi

d
in

g
 a

d
m

in
is

tr
a
ti
ve

 s
er

vi
ce

s 

1
.3

  
E
xp

la
in

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 p
o
lic

ie
s 

an
d
 p

ro
ce

d
u
re

s 
in

 r
el

at
io

n
 t

o
 a

d
m

in
is

tr
at

iv
e 

se
rv

ic
es

 

1
.4

  
E
xp

la
in

 t
h
e 

co
n
st

ra
in

ts
 t

h
at

 a
ff
ec

t 
a
d
m

in
is

tr
at

iv
e 

se
rv

ic
es

 i
n
 t

h
ei

r 
ar

ea
 o

f 
re

sp
o
n
si

b
ili

ty
  

1
.5

  
E
xp

la
in

 h
o
w

 t
o
 a

p
p
ly

 t
h
ei

r 
o
rg

a
n
is

at
io

n
’s

 p
o
lic

ie
s 

an
d
 p

ro
ce

d
u
re

s 

1
.6

  
D

es
cr

ib
e 

th
e 

le
g
is

la
ti
o
n
, 

re
g
u
la

ti
o
n
s 

an
d
 c

o
d
es

 o
f 

p
ra

ct
ic

e 
th

at
 a

p
p
ly

 i
n
 t

h
e 

se
ct

o
r 

to
 t

h
ei

r 
ar

ea
 o

f 
re

sp
o
n
si

b
ili

ty
 

1
.7

  
E
xp

la
in

 t
h
e 

w
o
rk

in
g
 c

u
lt
u
re

 a
n
d
 p

ra
ct

ic
es

 i
n
 t

h
e 

se
ct

o
r 

1
.8

  
D

es
cr

ib
e 

th
ei

r 
o
rg

an
is

at
io

n
’s

 h
o
u
se

 s
ty

le
 a

n
d
 

re
q
u
ir
em

en
ts

 f
o
r 

p
re

se
n
ta

ti
o
n
 o

f 
co

rr
es

p
o
n
d
en

ce
 

an
d
 d

o
cu

m
en

ts
  

1
.9

  
E
xp

la
in

 t
h
ei

r 
o
rg

an
is

at
io

n
’s

 p
ro

ce
d
u
re

s 
fo

r 
cl

o
si

n
g
 

an
d
 a

rc
h
iv

in
g
 c

a
se

 f
ile

s 

1
.1

0
  

E
xp

la
in

 w
h
er

e 
an

d
 w

h
en

 t
o
 r

ef
er

 m
at

te
rs

 t
h
at

 a
re

 
b
ey

o
n
d
 t

h
ei

r 
au

th
o
ri
ty

 

 
 

 



 N
0
2
5
0
5
1
 –

 S
p
ec

if
ic

at
io

n
 –

 E
d
ex

ce
l 
Le

ve
l 
3
 N

V
Q

 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
  

(Q
C
F)

 –
 I

ss
u
e 

1
 –

 N
o
ve

m
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

4
3
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

 

2
 

U
n
d
er

st
an

d
 h

o
w

 t
o
 h

an
d
le

 
ca

se
 i
n
fo

rm
at

io
n
  

2
.1

  
E
xp

la
in

 t
h
e 

le
g
a
l 
an

d
 o

rg
an

is
at

io
n
al

 r
eq

u
ir
em

en
ts

 
co

ve
ri
n
g
 t

h
e 

se
cu

ri
ty

 a
n
d
 c

o
n
fi
d
en

ti
al

it
y 

o
f 

in
fo

rm
at

io
n
 

2
.2

  
E
xp

la
in

 t
h
e 

im
p
o
rt

an
ce

 o
f 
a
cc

u
ra

cy
 a

n
d
 a

tt
en

ti
o
n
 t

o
 

d
et

ai
l 
w

h
en

 d
ea

lin
g
 w

it
h
 i
n
fo

rm
at

io
n
 i
n
 a

 l
eg

a
l 

co
n
te

xt
 

2
.3

  
E
xp

la
in

 h
o
w

 t
o
 c

ar
ry

 o
u
t 

re
se

ar
ch

 a
n
d
 i
d
en

ti
fy

 
so

u
rc

es
 o

f 
in

fo
rm

at
io

n
 

 
 

 



 

N
0
2
5
0
5
1
 –

 S
p
ec

if
ic

at
io

n
 –

 E
d
ex

ce
l 
Le

ve
l 
3
 N

V
Q

 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
  

(Q
C
F)

 –
 I

ss
u
e 

1
 –

 N
o
ve

m
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

4
3
2
 

 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
 

U
n
d
er

st
an

d
 h

o
w

 t
o
 

m
an

ag
e 

ca
se

 f
ile

s 
3
.1

  
E
xp

la
in

 t
h
e 

p
ro

ce
d
u
re

s 
fo

r 
re

ce
iv

in
g
 a

n
d
 o

p
en

in
g
 a

 
ca

se
 f

ile
 

3
.2

  
D

es
cr

ib
e 

th
e 

st
ru

ct
u
re

, 
fo

rm
at

 a
n
d
 c

o
n
te

n
t 

o
f 

a 
ca

se
 f

ile
 

3
.3

  
E
xp

la
in

 m
et

h
o
d
s 

o
f 

lia
is

in
g
 a

n
d
 c

o
m

m
u
n
ic

at
in

g
 w

it
h
 

re
le

va
n
t 

p
eo

p
le

  

3
.4

  
D

es
cr

ib
e 

h
o
w

 t
o
 k

ee
p
 a

 c
as

e 
fi
le

 u
p
 t

o
 d

a
te

 

3
.5

  
D

es
cr

ib
e 

th
e 

d
o
cu

m
en

ts
 t

h
at

 a
re

 r
eq

u
ir
ed

 f
o
r 

co
u
rt

 
b
u
n
d
le

s 

3
.6

  
E
xp

la
in

 h
o
w

 t
o
 e

n
su

re
 t

h
at

 d
o
cu

m
en

ta
ti
o
n
 i
s 

co
m

p
le

te
 a

t 
ea

ch
 s

ta
g
e 

o
f 
th

e 
p
ro

ce
ss

 

3
.7

  
Id

en
ti
fy

 w
h
o
 t

o
 c

o
n
su

lt
 i
f 

fu
rt

h
er

 i
n
fo

rm
a
ti
o
n
 i
s 

n
ee

d
ed

 

3
.8

  
E
xp

la
in

 t
h
e 

ti
m

es
ca

le
s 

an
d
 d

ea
d
lin

es
 t

h
a
t 

ap
p
ly

 t
o
 

th
e 

ca
se

 

3
.9

  
D

es
cr

ib
e 

th
e 

co
n
se

q
u
en

ce
s 

o
f 

fa
ili

n
g
 t

o
 m

ee
t 

ti
m

es
ca

le
s 

an
d
 d

ea
d
lin

es
 

3
.1

0
  

E
xp

la
in

 h
o
w

 t
o
 a

ct
io

n
 a

n
d
 r

ec
o
rd

 h
ea

ri
n
g
 o

u
tc

o
m

es
 

3
.1

1
  

E
xp

la
in

 t
h
e 

ap
p
ea

l 
d
o
cu

m
en

ta
ti
o
n
 r

eq
u
ir
ed

 i
n
 

re
la

ti
o
n
 t

o
 o

w
n
 a

re
a
 o

f 
w

o
rk

 

3
.1

2
  

E
xp

la
in

 h
o
w

 t
o
 p

ro
ce

ss
 a

p
p
ea

l 
d
o
cu

m
en

ta
ti
o
n
 i
n
 

re
la

ti
o
n
 t

o
 o

w
n
 a

re
a
 o

f 
w

o
rk

 

3
.1

3
  

D
es

cr
ib

e 
h
o
w

 t
o
 r

ec
o
rd

 t
h
e 

o
u
tc

o
m

e 
o
f 

an
 a

p
p
ea

l 

 
 

 



 N
0
2
5
0
5
1
 –

 S
p
ec

if
ic

at
io

n
 –

 E
d
ex

ce
l 
Le

ve
l 
3
 N

V
Q

 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
  

(Q
C
F)

 –
 I

ss
u
e 

1
 –

 N
o
ve

m
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

4
3
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

 

4
 

B
e 

a
b
le

 t
o
 m

an
ag

e 
ca

se
 

fi
le

s 

 

4
.1

  
R
ec

ei
ve

 a
n
d
 o

p
en

 a
 c

as
e 

fi
le

 

4
.2

  
R
ev

ie
w

 t
h
e 

fi
le

 a
n
d
 p

la
n
 i
ts

 m
a
n
ag

em
en

t 
to

 m
ee

t 
re

q
u
ir
ed

 d
ea

d
lin

es
 

4
.3

  
O

b
ta

in
 o

r 
id

en
ti
fy

 t
h
e 

lo
ca

ti
o
n
 o

f 
al

l 
fi
le

 d
o
cu

m
en

ts
 

an
d
 m

at
er

ia
ls

 

4
.4

  
Pr

o
d
u
ce

 a
n
d
 a

m
en

d
 d

o
cu

m
en

ts
 a

s 
re

q
u
es

te
d
 

4
.5

  
Li

ai
se

 w
it
h
 t

h
e 

re
le

va
n
t 

p
eo

p
le

 t
o
 p

ro
g
re

ss
 t

h
e 

ca
se

 

4
.6

  
K
ee

p
 t

h
e 

ca
se

 f
ile

 u
p
 t

o
 d

a
te

, 
ch

ec
ki

n
g
 

d
o
cu

m
en

ta
ti
o
n
 i
s 

co
m

p
le

te
 

4
.7

  
M

ak
e 

su
re

 i
n
fo

rm
at

io
n
 i
s 

ke
p
t 

se
cu

re
 a

n
d
 

co
n
fi
d
en

ti
a
l 

4
.8

  
Pr

ep
a
re

 c
o
u
rt

 b
u
n
d
le

s 
a
s 

re
q
u
es

te
d
, 

ch
ec

ki
n
g
 

d
o
cu

m
en

ta
ti
o
n
 i
s 

co
m

p
le

te
 

4
.9

  
C
o
n
su

lt
 o

th
er

 p
eo

p
le

 w
h
er

e 
n
ec

es
sa

ry
 

4
.1

0
  

S
u
b
m

it
 d

o
cu

m
en

ts
 o

n
 t

im
e 

4
.1

1
  

A
ct

io
n
 a

n
d
 r

ec
o
rd

 h
ea

ri
n
g
 o

u
tc

o
m

es
 a

s 
n
ec

es
sa

ry
 

4
.1

2
  

W
h
er

e 
n
ec

es
sa

ry
, 

p
ro

ce
ss

 a
p
p
ea

l 
d
o
cu

m
en

ta
ti
o
n
 a

s 
re

q
u
es

te
d
 

4
.1

3
  

Li
ai

se
 a

s 
a
p
p
ro

p
ri
at

e 
w

it
h
 t

h
e 

re
le

va
n
t 

p
eo

p
le

 t
o
 

p
ro

g
re

ss
 t

h
e 

ap
p
ea

l 

4
.1

4
  

R
ec

o
rd

 t
h
e 

o
u
tc

o
m

e 
o
f 
th

e 
a
p
p
ea

l 
w

h
er

e 
re

le
va

n
t 

4
.1

5
  

Pr
ep

a
re

 t
h
e 

ca
se

 f
ile

 f
o
r 

cl
o
su

re
 

4
.1

6
  

N
o
ti
fy

 r
el

ev
an

t 
p
eo

p
le

 t
h
at

 t
h
e 

ca
se

 f
ile

 i
s 

cl
o
si

n
g
 

 
 

 



 

N
0
2
5
0
5
1
 –

 S
p
ec

if
ic

at
io

n
 –

 E
d
ex

ce
l 
Le

ve
l 
3
 N

V
Q

 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
  

(Q
C
F)

 –
 I

ss
u
e 

1
 –

 N
o
ve

m
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

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

 

 
4
.1

7
  

C
lo

se
 t

h
e 

ca
se

 f
ile

 

4
.1

8
  

A
rr

an
g
e 

fo
r 

th
e 

ca
se

 f
ile

 t
o
 b

e 
a
rc

h
iv

ed
 

 
 

 

   Le
ar

n
er

 n
a
m

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
a
tu

re
:

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

 
(i

f 
sa

m
p
le

d
) 

D
at

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

 

 



 

N025051 – Specification – Edexcel Level 3 NVQ Certificate/Diploma in Business and Administration  
(QCF) – Issue 1 – November 2010 © Edexcel Limited 2010 

435

 

Unit 71: Use Occupational Health and 
Safety Guidelines when Using 
Keyboards 

Unit code: Q113 

Unit reference number: T/601/2465 

QCF level: 1 

Credit value: 2 

Guided learning hours: 20 

 

Unit summary 

This unit is about following occupational health and safety guidelines when 
using keyboards and workstation care and maintenance. 

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

2 2.1 – 2.4 Evidence may be supplied via observation of 
workplace activities, witness testimony, 
professional discussion and 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 72: Bespoke Software (Level 2) 

Unit code: BS2 

Unit reference number: F/502/4396 

QCF level: 2 

Credit value: 3 

Guided learning hours: 20 

 

Unit summary 

This is the ability to select and use a suitable bespoke software application 
to carry out an appropriate data processing task. It includes understanding 
the capabilities of the software and the types of tasks for which it is 
suitable, as well as the skills and techniques needed to use the software 
application appropriately and effectively. 

This unit is about the skills and knowledge needed by an IT user to select 
and use a wide range of intermediate bespoke software tools and 
techniques for information that is at times non-routine or unfamiliar. Any 
aspect that is unfamiliar may require support and advice from others. 

Bespoke software tools and techniques will be defined as ‘intermediate’ 
because: 

 the software tools and functions involved will at times be non-routine or 
unfamiliar 

 the choice and use of input, manipulation and output techniques will 
need to take account of a number of factors or elements and at times be 
multi-step 

 the user will take some responsibility for inputting, manipulating and 
outputting the information. 

Forbidden combination 

This unit must not be taken with Unit 83: Bespoke Software (Level 3) 
(J/502/4397). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 73: Data Management Software 
(Level 2) 

Unit code: DMS2 

Unit reference number: J/502/4559  

QCF level: 2 

Credit value: 3 

Guided learning hours: 20 

 

Unit summary 

This is the ability to use a software application designed to store and 
retrieve data needed for a variety of business functions. It also includes an 
understanding of the features and facilities of the software and the purpose 
for which the data is stored. Data management software is often 
implemented on relational database systems by providing predefined file 
and record structures, processes, reports and data-entry screens. This is 
about the use of these predefined objects. 

This unit is about the skills and knowledge required by an IT user to select 
and use intermediate data management software tools and techniques to: 

 enter information into data management systems that is at times non-
routine or unfamiliar; 

 retrieve information using multiple selection criteria; and 

 produce customised reports from the system.  

The data management system tools, functions and techniques will be 
described as ‘intermediate’ because: 

 the software tools and functions involved will at times be non-routine or 
unfamiliar; and 

 the choice and use of input, manipulation and output techniques will 
need to take account of a number of factors or elements. 

Any aspect that is unfamiliar may require support and advice from others. 

Forbidden combination 

This unit must not be taken with Unit 84: Data Management Software 
(Level 3) (A/502/4560). 



 

N025051 – Specification – Edexcel Level 3 NVQ Certificate/Diploma in Business and Administration  
(QCF) – Issue 1 – November 2010 © Edexcel Limited 2010 

444

Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 74: Database Software (Level 2) 

Unit code: DB2 

Unit reference number: M/502/4555 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to use a software application designed to organise and 
store structured information and generate reports.  

This unit is about the skills and knowledge required by an IT user to select 
and use intermediate database software tools and techniques to: 

 enter information into databases that is at times non-routine or 
unfamiliar; 

 retrieve information by creating queries using multiple selection criteria; 
and 

 produce reports by setting up menus or short cuts. 

 They will also be able to create and modify single table, non-relational 
databases. Any aspects that are unfamiliar may require support and 
advice from others. Database tools, functions and techniques will be 
described as ‘intermediate’ because: 

 the software tools and functions involved will at times be non-routine or 
unfamiliar; and 

 the choice and use of input, manipulation and output techniques will 
need to take account of a number of factors or elements. 

Forbidden combination 

This unit must not be combined with Unit 85: Database Software (Level 3) 
(T/502/4556). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

The Assessment Strategy for IT Users (ITQ) units can be accessed via e-
skills UK’s website: www.e-skills.com. 

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 75: Improving Productivity Using IT 
(Level 2) 

Unit code: IPU2 

Unit reference number: J/502/4156 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

The use of IT tools and systems can improve the productivity and efficiency 
of work activities in a variety of contexts.  

This unit is about the skills and knowledge needed by the IT user to plan 
and review their use of predefined or commonly used IT tools for activities 
that are at times non-routine or unfamiliar. As a result of reviewing their 
work, they will be able to identify and use automated methods or 
alternative ways of working to improve productivity. 

An activity will typically be ‘non-routine or unfamiliar’ because: 

 the task or context is likely to require some preparation, clarification or 
research (to separate the components and to identify what factors need 
to be considered, for example, time available, audience needs, 
accessibility of source, types of content, message and meaning) before 
an approach can be planned; and 

 the techniques required will involve a number of steps and at times be 
non-routine or unfamiliar. 

Forbidden combination 

This unit must not be combined with Unit 86: Improving Productivity Using 
IT (Level 3) (L/502/4157). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 76: IT Security for Users (Level 2) 

Unit code: ITS2 

Unit reference number: Y/502/4257 

QCF level: 2 

Credit value: 2 

Guided learning hours: 15 

 

Unit summary 

This is the ability to protect hardware, software and the data within an IT 
system against theft, malfunction and unauthorised access. 

This unit is about the skills and knowledge needed by the IT user to avoid 
common security risks and control access to software and data; and use a 
wider range of methods to protect software and data (eg from exchanging 
information by email or when downloading software from the Internet). 

Forbidden combination 

This unit must not be taken with Unit 87: IT Security for Users (Level 3) 
(D/502/4258). 

Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 
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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 77: Presentation Software (Level 2) 

Unit code: PS2 

Unit reference number: M/502/4622 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to use software applications to produce effective 
presentations, which include a combination of media (eg images, animation 
and sound) for education, entertainment or information sharing. 

This unit is about the skills and knowledge required by an IT user to select 
and use a wide range of intermediate presentation software tools and 
techniques effectively to produce presentations that are at times non-
routine or unfamiliar. Any aspect that is unfamiliar may require support and 
advice from others. 

Presentation tools and techniques at this level will be described as 
‘intermediate’ because: 

 the software tools and functions used will be at times non-routine or 
unfamiliar; 

 the choice and use of input, manipulation and output techniques will 
need to take account of a number of factors or elements; and 

 the user will take some responsibility for inputting, structuring, editing 
and presenting the information, which at times may be non-routine or 
unfamiliar. 

Forbidden combinations 

This unit must not be taken with Unit 88: Presentation Software (Level 3) 
(T/502/4623). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 78: Set Up an IT System (Level 2) 

Unit code: SIS2 

Unit reference number: L/502/4210 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to safely set up the components of an IT system (eg 
personal computer - PC, keyboard, mouse and printer), removable storage 
media (eg data stick or external DVD drive), communication service to 
access the Internet and associated software and check that they are 
working properly. 

This unit is about the skills and knowledge to connect up an IT system with 
a range of hardware, removable storage media and a communication 
service safely and run more advanced tests to check it is working 
successfully 

Forbidden combinations 

This unit must not be taken with Unit 89: Set Up an IT System (Level 3) 
(R/502/4211). 

Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 
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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 79: Spreadsheet Software (Level 2) 

Unit code: SS2 

Unit reference number: F/502/4625 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to use a software application designed to record data in 
rows and columns, perform calculations with numerical data and present 
information using charts and graphs. 

This level is about the skills and knowledge required by an IT user to select 
and use a wide range of intermediate spreadsheet software tools and 
techniques to produce, present, and check spreadsheets that are at times 
non-routine or unfamiliar. Any aspect that is unfamiliar may require support 
and advice from others. 

Spreadsheet software tools and techniques will be described as 
‘intermediate’ because: 

 the range of data entry, manipulation and outputting techniques will be 
at times non-routine or unfamiliar; 

 the tools, formulas and functions needed to analyse and interpret the 
data requires knowledge and understanding (for example, mathematical, 
logical, statistical or financial); and 

 the user will take some responsibility for setting up or developing the 
structure and functionality of the spreadsheet. 

Forbidden combinations 

This unit must not be taken with Unit 90: Spreadsheet Software (Level 3) 
(J/502/4626). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 80: Using Collaborative Technologies 
(Level 2) 

Unit code: UCT2 

Unit reference number: F/502/4379  
 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to use IT tools and devices for collaborative working and 
communications, such as web or video conferencing, instant 
messaging/chat, online phone and video calls, online forums, social 
networking sites, wikis and other centralised depositories for documents, 
blogging, RSS and data feeds, bulk SMS or online work management tools. 

This unit is about the skills and knowledge to facilitate the use of 
appropriate combinations of IT tools and devices for groups to work 
collaboratively by:  

 planning and selecting the IT tools and devices to be used for work 
purposes and tasks;  

 preparing and setting up access to collaborative technologies; 

 presenting information and facilitating others’ contributions; and  

 moderating the use of collaborative technologies. 

Forbidden combination 

This unit must not be taken with Unit 91: Using Collaborative Technologies 
(Level 3) (T/502/4380). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 81: Website Software (Level 2) 

Unit code: WS2 

Unit reference number: R/502/4631  

 

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to use a software application designed for planning, 
designing and building websites. 

This unit is about the skills and knowledge required by an IT user to select 
and use a wide range of intermediate website software tools and techniques 
to produce multiple-page websites. Any aspect that is unfamiliar may 
require support and advice from others. 

Website software tools and techniques will be described as ‘intermediate’ 
because: 

 the software tools and functions involved will at times be non-routine or 
unfamiliar; 

 the choice and use of development techniques will need to take account 
of a number of factors or elements; and 

 the user will take some responsibility for planning the website, creating 
or altering the template, inputting, manipulating, linking and uploading 
the content. 

Forbidden combinations 

This unit must not be taken with Unit 92: Website Software (Level 3) 
(Y/502/4632). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 82: Word Processing Software  
(Level 2) 

Unit code: WP2 

Unit reference number: R/502/4628  

QCF level: 2 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to use a software application designed for the creation, 
editing and production of largely text-based documents. 

This unit is about the skills and knowledge required by an IT user to select 
and use a range of intermediate word processing software tools and 
techniques to produce documents that are at times non-routine or 
unfamiliar. Any aspect that is unfamiliar may require support and advice 
from others. 

Word processing tools and techniques will be described as ‘intermediate’ 
because: 

 the software tools and functions will be at times non-routine or 
unfamiliar; 

 the choice of techniques will need to take account of a number of factors 
or elements; and 

 the user will take some responsibility for the inputting, manipulating and 
outputting of the information. 

Forbidden combination 

This unit must not be taken with Unit 93: Word Processing Software (Level 
3) (Y/502/4629). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 83: Bespoke Software (Level 3) 

Unit code: BS3 

Unit reference number: J/502/4397  

QCF level: 3 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to select and use a suitable bespoke software application 
to carry out an appropriate data processing task. It includes understanding 
the capabilities of the software and the types of tasks for which it is 
suitable, as well as the skills and techniques needed to use the software 
application appropriately and effectively. 

This unit is about the skills and knowledge needed by an IT user to select 
and use a range of advanced bespoke software tools and techniques for 
complex or non-routine information. 

Bespoke software tools and techniques at this level are defined as 
'advanced' because: 

 the software tools and functions used will be complex, and at times 
involve having the idea that there may be a tool or function to do 
something (eg improve efficiency or create an effect), exploring technical 
support, self-teaching and applying; 

 the inputting, manipulating and outputting techniques will be complex, 
and will involve research, identification and application; and 

 the user will take full responsibility for inputting, manipulating and 
outputting the information. 

Forbidden combination 

This unit must not be taken with Unit 72 Bespoke Software (Level 2) 
(F/502/4396). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 84: Data Management Software 
(Level 3) 

Unit code: DMS2 

Unit reference number: A/502/4560 

QCF level: 3 

Credit value: 4 

Guided learning hours: 30 

 

Unit summary 

This is the ability to use a software application designed to store and 
retrieve data needed for a variety of business functions. It also includes an 
understanding of the features and facilities of the software and the purpose 
for which the data is stored. Data management software is often 
implemented on relational database systems by providing predefined file 
and record structures, processes, reports and data-entry screens. This is 
about the use of these predefined objects. 

This unit is about the skills and knowledge required by an IT user to select 
and use advanced data management software tools and techniques 
efficiently to: 

 enter complex information; 

 retrieve information using complex selection criteria; 

 produce customised reports from the system; and 

 set up menus or short cuts. 

The data management system tools, functions and techniques will be 
described as ‘advanced’ because: 

 the software tools and functions involved will be complex and at times 
involve having the idea that there may be a tool or function to do 
something (eg improve efficiency or create an effect), exploring technical 
support, self-teaching and applying; and 

 the input, manipulation and output techniques involved will be complex, 
which will involve research, identification and application. 

Forbidden combinations 

This unit must not be taken with Unit 73: Data Management Software 
(Level 2) (J/502/4559). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 85: Database Software (Level 3) 

Unit code: DB3 

Unit reference number: T/502/4556 

QCF level: 3 

Credit value: 6 

Guided learning hours: 45 

 

Unit summary 

This is the ability to use a software application designed to organise and 
store structured information and generate reports.  

This unit is about the skills and knowledge required by an IT user to select 
and use advanced database software tools and techniques efficiently to: 

 enter complex information into databases; 

 retrieve information by creating queries using multiple selection criteria; 
and 

 produce reports by setting up menus or short cuts. 

They will also be able to design, create and interrogate multiple-table 
relational databases.  

Database tools, functions and techniques will be described as ‘advanced’ 
because: 

 the software tools and functions involved will be complex and at times 
require new learning, which will involve having the idea that there may 
be a tool or function to do something (eg improve efficiency or create an 
effect), exploring technical support, self-teaching and applying; and 

 the input, manipulation and output techniques involved will be complex, 
which will involve research, identification and application. 

Forbidden combinations 

This unit must not be taken with Unit 74: Database Software (Level 2) 
(M/502/4555). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 86: Improving Productivity Using IT 
(Level 3) 

Unit code: IPU3 

Unit reference number: L/502/4157 

QCF level: 3 

Credit value: 5 

Guided learning hours: 40 

 

Unit summary 

The use of IT tools and systems can improve the productivity and efficiency 
of activities in a variety of contexts.  

This unit is about the skills and knowledge needed by the IT user to plan 
and review their use of predefined or commonly used IT tools for activities 
that are at times non-routine or unfamiliar. As a result of reviewing their 
work, they will be able to identify and use automated methods or 
alternative ways of working to improve productivity. 

An activity will typically be ‘complex and non-routine’ because: 

 the task or context is likely to require research, analysis and 
interpretation;  

 the work may be undertaken by others; and 

 the techniques required will be complex, and the selection process may 
involve analysis, research, identification and application. 

Forbidden combinations 

This unit must not be taken with Unit 75: Improving Productivity Using IT 
(Level 2) (J/502/4156). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 87: IT Security for Users (Level 3) 

Unit code: ITS3 

Unit reference number: D/502/4258 

QCF level: 3 

Credit value: 3 

Guided learning hours: 20 

 

Unit summary 

This is the ability to protect hardware, software and the data within an IT 
system against theft, malfunction and unauthorised access. 

This unit is about the skills and knowledge needed by the IT user to monitor 
potential risks and take steps to protect own and others’ systems, data and 
software (eg from unauthorised remote access, disaster recovery or 
contingency planning). 

Forbidden combinations 

This unit must not be combined with Unit 76: IT Security for Users (Level 2) 
(Y/502/4257). 

Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 
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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 88: Presentation Software (Level 3) 

Unit code: PS3 

Unit reference number: T/502/4623 

QCF level: 3 

Credit value: 6 

Guided learning hours: 45 

 

Unit summary 

This is the ability to use software applications to produce effective 
presentations, which include a combination of media (eg images, animation 
and sound) for education, entertainment or information sharing. 

This unit is about the skills and knowledge required by an IT user to select 
and use a wide range of advanced presentation software tools and 
techniques effectively to produce presentations that are complex or non-
routine. 

Presentation tools and techniques will be described as ‘advanced’ because: 

 the software tools and functions used will be complex and at times 
require new learning, which will involve having the idea that there may 
be a tool or function to do something (eg improve efficiency or create an 
effect), exploring technical support, self-teaching and applying; 

 the inputting, manipulating and outputting techniques will be complex, 
and will involve research, identification and application; and 

 the user will take full responsibility for inputting, structuring, editing and 
presenting the information. 

Forbidden combination 

This unit must not be combined with Unit 77: Presentation Software (Level 
2) (M/502/4622). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 89: Set up an IT System (Level 3) 

Unit code: SIS3 

Unit reference number: R/502/4211 

QCF level: 3 

Credit value: 5 

Guided learning hours: 40 

 

Unit summary 

This is the ability to safely set up the components of an IT system (eg 
personal computer - PC, keyboard, mouse and printer), removable storage 
media (eg data stick or external DVD drive), communication service to 
access the Internet and associated software and check that they are 
working properly. 

This unit is about the skills and knowledge to select and connect up an IT 
system with a range of hardware, removable storage media and a 
communication service safely and successfully and to help others to do so. 

Forbidden combination 

This unit must not be taken with Unit 78: Set up an IT System (Level 2) 
(L/502/4210). 

Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 
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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 90: Spreadsheet Software (Level 3) 

Unit code: SS3 

Unit reference number: J/502/4626 

QCF level: 3 

Credit value: 6 

Guided learning hours: 45 

 

Unit summary 

This is the ability to use a software application designed to record data in 
rows and columns, perform calculations with numerical data and present 
information using charts and graphs.  

This unit is about the skills and knowledge required by an IT user to select 
and use a wide range of advanced spreadsheet software tools and 
techniques to produce, present and check complex and non-routine 
spreadsheets. 

Spreadsheet software tools and techniques will be described as ‘advanced’ 
because: 

 the range of data entry, manipulation and outputting techniques will be 
complex and non-routine; 

 the tools, formulas and functions needed to analyse and interpret the 
required information require complex and non-routine knowledge and 
understanding (for example, data restrictions, data validation using 
formula, pivot tables, data maps); and 

 the user will take full responsibility for setting up and developing the 
functionality of the spreadsheet. 

Forbidden Combination 

This unit must not be taken with Unit 79: Spreadsheet Software (Level 2) 
(F/502/4625). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 91: Using Collaborative Technologies 
(Level 3) 

Unit code: UCT3 

Unit reference number: T/502/4380 

QCF level: 3 

Credit value: 6 

Guided learning hours: 45 

 

Unit summary 

This is the ability to use IT tools and devices for collaborative working and 
communications, such as web or video conferencing, instant 
messaging/chat, online phone and video calls, online forums, social 
networking sites, wikis and other centralised depositories for documents, 
blogging, RSS and data feeds, bulk SMS or online work management tools. 

This unit is about the skills and knowledge to manage and effectively 
integrate and facilitate the safe use of multiple IT tools and devices so that 
groups can work collaboratively and effectively by: 

 setting and implementing guidelines for using collaborative technologies; 

 integrating IT tools and devices and creating environments to exploit 
their potential; 

 managing risks, permissions and data flow; and 

 moderating and solving complex problems with the use of collaborative 
technologies. 

Forbidden combinations 

This unit must not be taken with Unit 80: Using Collaborative Technologies 
(Level 2) (F/502/4379). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 92: Website Software (Level 3) 

Unit code: WS3 

Unit reference number: Y/502/4632 

QCF level: 3 

Credit value: 5 

Guided learning hours: 40 

 

Unit summary 

This is the ability to use a software application designed for planning, 
designing and building websites. 

This unit is about the skills and knowledge required by an IT user to select 
and use a range of advanced website software tools and techniques to 
develop multiple-page websites with multimedia and interactive features. 

Website software techniques will be described as ‘advanced’ because: 

 the software tools and functions used will be complex and at times 
involve having the idea that there may be a tool or function to do 
something (eg improve efficiency or create an effect), exploring technical 
support, self-teaching and applying; 

 the development techniques will be complex, and will involve research, 
identification and application; and 

 the user will take full responsibility for planning and developing the 
structure, inputting, manipulating, adding multimedia or interactive 
features, uploading and publishing the information. 

Forbidden combination 

This unit must not be taken with Unit 81: Website Software (Level 2) 
(R/502/4631). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 93: Word Processing Software  
(Level 3) 

Unit code: WP3 

Unit reference number: Y/502/4629 

QCF level: 3 

Credit value: 6 

Guided learning hours: 45 

 

Unit summary 

This is the ability to use a software application designed for the creation, 
editing and production of largely text-based documents. 

This unit is about the skills and knowledge required by an IT user to select 
and use a range of advanced word processing software tools and techniques 
to produce complex and non-routine documents. 

Word processing tools and techniques will be described as ‘advanced’ 
because: 

 the software tools and functions will be complex and at times require 
new learning, which will involve having the idea that there may be a tool 
or function to do something (eg improve efficiency or create an effect), 
exploring technical support, self-teaching and applying; 

 the techniques required will be complex, and the process of selecting 
appropriate techniques may involve research, identification and 
application; and 

 the user will take full responsibility for the inputting, manipulating and 
outputting of the information. 

Forbidden combinations 

This unit must not be taken with Unit 82: Word Processing Software (Level 
2) (R/502/4628). 
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Assessment guidance 

The following methods are recommended for the assessment of IT user 
skills, knowledge and understanding of all IT Users (ITQ) units: 

 e-assessment 

 knowledge tests 

 scenario-based assessment 

 portfolio of evidence taken from activities involving the use of 
contemporary ICT systems 

 witness testimony 

 professional discussion 

 other methods which have been approved by e-skills UK and the 
awarding body. 

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 94: Manage Physical Resources 

Unit code: E8 

Unit reference number: K/600/9711 

QCF level: 4 

Credit value: 3 

Guided learning hours: 25 

 

Unit summary 

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 

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 95: Manage the Environmental Impact 
of Work Activities 

Unit code: E9 

Unit reference number: M/600/9712 

QCF level: 4 

Credit value: 5 

Guided learning hours: 10 

 

Unit summary 

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 96: Provide Leadership and Direction 
for Own Area of Responsibility 

Unit code: B6 

Unit reference number: T/600/9601 

QCF level: 4 

Credit value: 5 

Guided learning hours: 30 

 

Unit summary 

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

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. 

 



 

N
0
2
5
0
5
1
 –

 S
p
ec

if
ic

at
io

n
 –

 E
d
ex

ce
l 
Le

ve
l 
3
 N

V
Q

 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
  

(Q
C
F)

 –
 I

ss
u
e 

1
 –

 N
o
ve

m
b
er

 2
0
1
0
 ©

 E
d
ex

ce
l 
Li

m
it
ed

 2
0
1
0
 

5
5
6
 

Le
ar

n
in

g 
ou

tc
om

es
 a

n
d
 a

ss
es

sm
en

t 
cr

it
er

ia
 

 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
 

B
e 

a
b
le

 t
o
 l
ea

d
 i
n
 o

w
n
 

ar
ea

 o
f 

re
sp

o
n
si

b
ili

ty
. 

1
.1

  
Id

en
ti
fy

 o
w

n
 s

tr
en

g
th

s 
an

d
 a

b
ili

ty
 t

o
 l
ea

d
 i
n
 a

 
le

ad
er

sh
ip

 r
o
le

. 

1
.2

  
E
va

lu
at

e 
st

re
n
g
th

s 
w

it
h
in

 o
w

n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
. 

 
 

 

2
 

B
e 

a
b
le

 t
o
 p

ro
vi

d
e 

d
ir
ec

ti
o
n
 a

n
d
 s

et
 

o
b
je

ct
iv

es
 i
n
 o

w
n
 a

re
a 

o
f 

re
sp

o
n
si

b
ili

ty
. 

2
.1

  
O

u
tl
in

e 
d
ir

ec
ti
o
n
 f
o
r 

o
w

n
 a

re
a
 o

f 
re

sp
o
n
si

b
ili

ty
. 

2
.2

  
Im

p
le

m
en

t 
o
b
je

ct
iv

es
 w

it
h
 c

o
lle

ag
u
es

 t
h
at

 a
lig

n
 

w
it
h
 t

h
o
se

 o
f 
th

e 
o
rg

a
n
is

at
io

n
. 

 
 

 

3
 

B
e 

ab
le

 t
o
 c

o
m

m
u
n
ic

at
e 

th
e 

d
ir
ec

ti
o
n
 f
o
r 

o
w

n
 a

re
a
 

o
f 
re

sp
o
n
si

b
ili

ty
 a

n
d
 

co
lle

ct
 f
ee

d
b
ac

k 
to

 i
n
fo

rm
 

im
p
ro

ve
m

en
t.

 

3
.1

  
C
o
m

m
u
n
ic

at
e 

th
e 

ag
re

ed
 d

ir
ec

ti
o
n
 t

o
 i
n
d
iv

id
u
al

s 
w

it
h
in

 o
w

n
 a

re
a
 o

f 
re

sp
o
n
si

b
ili

ty
. 

3
.2

  
C
o
lle

ct
 f

ee
d
b
ac

k 
to

 i
n
fo

rm
 i
m

p
ro

ve
m

en
t.

 

 
 

 

4
 

B
e 

a
b
le

 t
o
 a

ss
es

s 
o
w

n
 

le
ad

er
sh

ip
 p

er
fo

rm
an

ce
. 

4
.1

  
A
ss

es
s 

fe
ed

b
ac

k 
o
n
 o

w
n
 l
ea

d
er

sh
ip

 p
er

fo
rm

an
ce

. 

4
.2

  
E
va

lu
at

e 
o
w

n
 l
ea

d
er

sh
ip

 p
er

fo
rm

an
ce

. 

 
 

 

  Le
ar

n
er

 n
a
m

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
a
tu

re
:

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

 
(i

f 
sa

m
p
le

d
) 

D
at

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

 

 



 

N025051 – Specification – Edexcel Level 3 NVQ Certificate/Diploma in Business and Administration  
(QCF) – Issue 1 – November 2010 © Edexcel Limited 2010 

557

 

Unit 97: Support Learning and 
Development within Own Area 
of Responsibility 

Unit code: D7 

Unit reference number: M/600/9676 

QCF level: 4 

Credit value: 5 

Guided learning hours: 25 

 

Unit summary 

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

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 98: Develop Working Relationships 
with Colleagues and Stakeholders 

Unit code: D2a 

Unit reference number: K/600/9661 

QCF level: 4 

Credit value: 4 

Guided learning hours: 20 

 

Unit summary 

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

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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Further information 

Our customer service numbers are: 

BTEC and NVQ 0844 576 0026 

GCSE 0844 576 0027 

GCE 0844 576 0025 

The Diploma 0844 576 0028 

DIDA and other qualifications 0844 576 0031 

Calls may be recorded for training purposes. 

Useful publications 

Related information and publications include: 

 Centre Handbook for Edexcel QCF NVQs and Competence-based 
Qualifications published annually 

 functional skills publications – specifications, tutor support materials and 
question papers 

 Regulatory Arrangements for the Qualification and Credit Framework 
(published by Ofqual, August 2008) 

 the current Edexcel publications catalogue and update catalogue. 

Edexcel publications concerning the Quality Assurance System and the 
internal and standards verification of vocationally related programmes can 
be found on the Edexcel website. 

NB: Some of our publications are priced. There is also a charge for postage 
and packing. Please check the cost when you order. 

How to obtain National Occupational Standards 

The Council for Administration 
6 Graphite Square 
Vauxhall Walk 
London 
SE11 5EE 

Telephone:  020 7091 9620 

Email:   info@cfa.uk.com 
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Professional development and training 

Edexcel supports UK and international customers with training related to 
NVQ and BTEC qualifications. This support is available through a choice of 
training options offered in our published training directory 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 and grading 

 developing effective assignments 

 building your team and teamwork skills 

 developing student-centred learning and teaching approaches 

 building functional skills into your programme 

 building effective and efficient quality assurance systems. 

The national programme of training we offer can be viewed on our website 
(www.edexcel.com/training). You can request customised training through 
the website or by contacting one of our advisers in the Training from 
Edexcel team via Customer Services to discuss your training needs. 

The training we provide: 

 is active 

 is designed to be supportive and thought provoking 

 builds on best practice 

 may be suitable for those seeking evidence for their continuing 
professional development. 
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Annexe B: Quality assurance 

Key principles of quality assurance 

 A centre delivering Edexcel qualifications must be an Edexcel recognised 
centre and must have approval for qualifications that it is offering. 

 The centre agrees as part of gaining recognition to abide by specific 
terms and conditions around the effective delivery and quality assurance 
of assessment; the centre must abide by these conditions throughout 
the period of delivery. 

 Edexcel makes available to approved centres a range of materials and 
opportunities to exemplify the processes required for effective 
assessment and provide examples of effective standards. Approved 
centres must use the guidance on assessment to ensure that staff who 
are delivering Edexcel qualifications are applying consistent standards. 

 An approved centre must follow agreed protocols for: standardisation of 
assessors; planning, monitoring and recording of assessment processes; 
internal verification and recording of internal verification processes; and 
for dealing with special circumstances, appeals and malpractice. 

Quality assurance processes 

The approach to quality assured assessment is made through a partnership 
between a recognised centre and Edexcel. Edexcel is committed to ensuring 
that it follows best practice and employs appropriate technology to support 
quality assurance processes where practicable. Therefore, the specific 
arrangements for working with centres will vary. Edexcel seeks to ensure 
that the quality assurance processes that it uses do not place undue 
bureaucratic processes on centres and works to support centres in providing 
robust quality assurance processes. 

The learning outcomes and assessment criteria in each unit within this 
specification set out the standard to be achieved by each learner in order to 
gain each qualification. Edexcel operates a quality assurance process, which 
is designed to ensure that these standards are maintained by all assessors 
and verifiers. 

For the purposes of quality assurance all individual qualifications and units 
are considered as a whole. Centres offering these qualifications must be 
committed to ensuring the quality of the units and qualifications they offer, 
through effective standardisation of assessors and internal verification of 
assessor decisions. Centre quality assurance and assessment processes are 
monitored by Edexcel. 
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The Edexcel quality assurance processes will involve: 

 gaining centre recognition and qualification approval if a centre is not 
currently approved to offer Edexcel qualifications 

 annual visits to centres by Edexcel for quality review and development of 
overarching processes and quality standards. Quality review and 
development visits will be conducted by an Edexcel quality development 
reviewer 

 annual visits by occupationally competent and qualified Edexcel 
Standards Verifiers for sampling of internal verification and assessor 
decisions for the occupational sector 

 the provision of support, advice and guidance towards the achievement 
of National Occupational Standards. 

Centres are required to declare their commitment to ensuring quality and 
appropriate opportunities for learners that lead to valid and accurate 
assessment outcomes. In addition, centres will commit to undertaking 
defined training and online standardisation activities. 
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Annexe C: Centre certification and registration 

Edexcel Standards Verifiers will provide support, advice and guidance to 
centres to achieve Direct Claims Status (DCS). Edexcel will maintain the 
integrity of Edexcel QCF NVQs through ensuring that the awarding of these 
qualifications is secure. Where there are quality issues identified in the 
delivery of programmes, Edexcel will exercise the right to: 

 direct centres to take actions 

 limit or suspend certification 

 suspend registration. 

The approach of Edexcel in such circumstances is to work with the centre to 
overcome the problems identified. If additional training is required, Edexcel 
will aim to secure the appropriate expertise to provide this. 

What are the access arrangements and special considerations for the 
qualifications in this specification? 

Centres are required to recruit learners to Edexcel qualifications with 
integrity. 

Appropriate steps should be taken to assess each applicant’s potential and a 
professional judgement made about their ability to successfully complete 
the programme of study and achieve the qualification. This assessment will 
need to take account of the support available to the learner within the 
centre during their programme of study and any specific support that might 
be necessary to allow the learner to access the assessment for the 
qualification. Centres should consult Edexcel’s policy on learners with 
particular requirements. 

Edexcel’s policy on access arrangements and special considerations for 
Edexcel qualifications aims to enhance access to the qualifications for 
learners with disabilities and other difficulties (as defined by the 1995 
Disability Discrimination Act and the amendments to the Act) without 
compromising the assessment of skills, knowledge, understanding or 
competence. Please refer to Access Arrangements and Special 
Considerations for BTEC and Edexcel NVQ Qualifications for further details. 
www.edexcel.com. 
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Annexe D: Assessment strategies 

Assessment Strategy for 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/SVQs 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/SVQs 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/SVQs 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/SVQs 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  Candidates 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: 

Unit 40: Use Customer Service as a Competitive Tool (D/601/1228) 

Unit 41: Monitor and Solve Customer Service Problems (J/601/1515) 

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 and Internal and External Verifier Occupational Competence 

2a Customer Service Awarding Organisations/Bodies will facilitate 
Assessment and 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). 

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; 

 Simulation and realistic workplace performance 
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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).
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4. Employer Direct Model 

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 

 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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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 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 EV 

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    

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 

   
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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 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 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 EV 

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    

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 

   
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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 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 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 EV 

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    

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 

   
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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 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 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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Assessment Strategy for Management and Leadership Units 

This Assessment Strategy relates to the following units: 

Unit 94: Manage Physical Resources (K/600/9711) 

Unit 95: Manage the Environmental Impact of Work Activities 
(M/600/9712) 

Unit 96: Provide Leadership and Direction for Own Area of 
Responsibility (T/600/9601) 

Unit 97: Support Learning and Development within Own Area of 
Responsibility (M/600/9676) 

Unit 98: Develop Working Relationships with Colleagues and 
Stakeholders (K/600/9661) 

 

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 such 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.  

 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 ie observable performance, physical 
products of work (such as reports, plans, correspondence etc), witness 
testimony, discussion and questioning etc  

3 Assessment by Simulation  

Simulation is not allowed.  
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4 Requirements for Assessors and Verifiers  

Assessors and Verifiers must demonstrate that they:  

 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;  

 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.  
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Assessment Strategy for Information Technology Qualifications (ITQ) 
May 2009 

The following includes excerpts from the assessment strategy for 
Information Technology qualifications (ITQ). The complete assessment 
strategy can be viewed on e-skills UK’s website: www.e-skills.com 

This assessment strategy relates to the following units: 

Unit 72: Bespoke software (Level 2) (F/502/4396) 

Unit 73: Data management software (Level 2) (J/502/4559) 

Unit 74: Database software (Level 2) (M/502/4555) 

Unit 75: Improving productivity using IT (Level 2) (J/502/4156) 

Unit 76:  IT security for users (Level 2) (Y/502/4257) 

Unit 77: Presentation software (Level 2) (M/502/4622) 

Unit 78: Set up an IT system (Level 2) (L/502/4210) 

Unit 79: Spreadsheet software (Level 2) (F/502/4625) 

Unit 80: Using collaborative technologies (Level 2) (F/502/4379) 

Unit 81: Website software (Level 2) (R/502/4631) 

Unit 82: Word processing software (Level 2) (R/502/4628) 

Unit 83: Bespoke software (Level 3) (J/502/4397) 

Unit 84: Data management software (Level 3) (A/502/4560) 

Unit 85:  Database software (Level 3) (T/502/4556) 

Unit 86:  Improving productivity using IT (Level 3) (L/502/4157) 

Unit 87: IT security for users (Level 3) (D/502/4258) 

Unit 88:  Presentation software (Level 3) (T/502/4623) 

Unit 89: Set up an IT system (Level 3) (R/502/4211) 

Unit 90:  Spreadsheet software (Level 3) (J/502/4626) 

Unit 91: Using collaborative technologies (Level 3) (T/502/4380) 

Unit 92: Website software (Level 3) (Y/502/4632) 

Unit 93: Word processing software (Level 3) (Y/502/4629) 

This assessment strategy is being developed in consultation with employers, 
training providers, Awarding Bodies and the regulatory authorities. 

Scope of the Assessment Strategy 

This assessment strategy applies to all units and qualifications that are 
aligned to the IT User NOS and accredited onto credit frameworks to be 
included in the final ITQ Framework (both directly and partly signed). 

During the transition period, the assessment arrangements for existing 
‘contributing’ units and NQF qualifications will apply. 
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Choice of Assessment Method 

All ITQ units may be assessed using any method, or combination of 
methods, which clearly demonstrates that the learning outcomes and 
assessment criteria have been met. Assessments must also take into 
account the additional information provided in the unit Purpose and Aims 
relating to the level of demand of: 

 The activity, task, problem or question and the context in which it is set; 

 The information input and output type and structure involved; and 

 The IT tools, techniques or functions to be used. 

Examples of recommended assessment methods are included in Annexe A. 

Accreditation of Prior Achievement 

For candidates starting their studies towards the ITQ under the QCF the 
process for accreditation of prior achievement is straightforward. Under the 
QCF, Awarding Bodies agree to mutual recognition of achievement, so that 
candidates will be able to count any relevant units towards the ITQ 
regardless of which Awarding Body issues the certificates.  

Many people may have developed their skills in using IT through 
undertaking existing or ‘legacy’ accredited units, qualifications or from non-
accredited units and employer training schemes, such as: 

 The QCF ITQ in trials between September 07 and August 09 

 The current ITQ which is technically a National Vocational Qualification 
(NVQ) 

 Functional Skills ICT, ICT Skills for Life (Basic Skills) and in Essential 
Skills ICT (Northern Ireland) 

 Legacy units from VQs or VRQs accredited on the National Qualifications 
Framework (NQF) or accredited by the Scottish Qualifications Authority 
(SQA) 

 Vendor units and qualifications and 

 Employer training schemes. 

The ITQ Framework lists which units or schemes can contribute to the ITQ, 
and whether there are any limits on counting credit from such achievement. 
The up-to-date ITQ Framework will be published on the e-skills UK website. 
Acceptance of contributing qualifications is mandatory for all ITQ Awarding 
Bodies irrespective of the originating Awarding Body (AB). An Awarding 
Body offering ITQs must accept recognised units and qualifications from any 
other AB if the following conditions are met: 
 The learner presents the original qualification, unit certificate or other 

agreed record of achievement for inspection by the ITQ centre; and 

 The unit was achieved no more than three years prior to the date of 
presentation to the centre. It is the responsibility of the AB and their 
centres to ensure that a representative sample of certificated skills and 
knowledge are still current. 
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 Some approved contributing units entitle candidates to claim exemptions 
for more than one ITQ unit. In such cases, the learner does not have to 
claim exemptions for all of the possible ITQ units unless he/she chooses 
to do so. 

Progression 

Candidates may carry forward credits for a period of three years to support 
progression from ITQ Award to ITQ Certificate and from ITQ Certificate to 
ITQ Diploma or from Level 1 to 2, or Level 2 to 3.  

Candidates may not include the same unit at more than one level in any 
qualification. Thus a learner who has completed, for example, both Word 
Processing at Level 1 (3 credits) and Word Processing at Level 2 (4 credits) 
may only count credits from the higher level towards the qualification. 

Assessment Roles and Quality Assurance 

Assessors and internal and external moderators/verifiers 

The new ITQs are not NVQs, therefore there is no need for assessors to hold 
the A1 qualification or for verifiers to hold the V1 qualification, or indeed to 
be working towards these qualifications. 

To ensure the quality of assessment decisions, it is expected that awarding 
bodies will have in place methods to ensure that assessors and internal and 
external moderators/verifiers have: 
 The necessary IT skills and experience to assess the units and 

qualifications they are making judgements on, such as demonstrated 
by holding an ITQ at Level 3. Centres must maintain a current register 
of curriculum vitae (CVs), including reference to continuing 
professional development. 

e-skills UK do not require assessors or internal or external 
moderators/verifiers to hold assessor qualifications beyond those required 
by the awarding or regulatory body. 

Standardisation, moderation and verification 

Awarding Bodies must use quality assurance systems that are fit for 
purpose for the assessment method(s) being used and are in line with the 
relevant regulatory requirements.  

For example: 

 Internal/external moderation of externally set examinations or online 
tests 

 External moderation of externally set and internally marked texts 

 Records to authenticate candidates’ evidence for assessment 

 Internal standardisation/external moderation of scenario-based 
assignments set by centres 

 Internal moderation/verification of internally assessed evidence by a 
suitably qualified internal moderator/verifier using procedures approved 
by the awarding body; and 
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 External moderation/verification of internally assessed evidence by a 
suitably qualified external moderator/verifier using procedures specified 
by the awarding body. 

Joint Awarding Body Forum 

Awarding Bodies, through the quality control mechanisms specified by the 
regulatory authorities, must ensure a rigorous and effective control of 
centres and the assessment and verification process so that judgement of 
what is valid, authentic, current, reliable and sufficient evidence is 
maintained across all assessment contexts. 

To ensure consistency of assessment it is required that all Awarding Bodies 
routinely participate in the e-skills UK Joint Awarding Body Forum which will 
be the focus for ensuring that assessment and verification of competence is 
carried out consistently and fairly across all assessment contexts. 

The Awarding Body Forum will, within the individual Awarding Bodies’ 
agreed methodologies, develop and maintain a common understanding of 
the standards and promote good assessment and verification practice. 
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