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Section 1:5VQ 3 in Management at SCQF
Level 7

Introduction

This document contains information specific to the Edexcel SVQ 3 in Management at
SCQF Level 7.

National Occupational Standards and SVQs

The standards, Assessment Strategy and qualification structures for Edexcel SVQ 3 in
Management at SCQF Level 7 are overseen by the Council for Administration
(CfA).The SVQs have been developed from the National Occupational Standards.

The Edexcel SVQ 3 in Management at SCQF Level 7 gives recognition of candidates’
skills, knowledge and understanding. It allows candidates to gain a qualification in
the workplace that relates to their job and promotes good working practice.

You can contact the Sector Skills Council (SSC) at:

CfA business skills @ work

6 Graphite Square, Vauxhall Walk, London SE11 5EE
Telephone: 0207 091 9620 Fax: 0207 091 7340
Email: info@cfa.uk.com

SVQs are designed to be assessed in the workplace, or in conditions resembling the
workplace. However, simulation of real working practice might be permitted. Where
this is allowed it will be shown in the individual units, within the standards that are
in this logbook.

Simulation must be carried out in conditions resembling the workplace. These
conditions are described as being a ‘realistic working environment’ (RWE).
Which SVQs in Team Leading and Management are available?

The following SVQs in Team Leading and Management are available:
SVQ 2 in Team Leading at SCQF level 5

SVQ 3 in Management at SCQF level 7

SVQ 4 in Management at SCQF Level 9

SVQ 5 in Management at SCQF Level 11.

It is important that you select the most appropriate level related to your work role.

Who is this SVQ for?
The SVQ 3 in Management at SCQF level 7

Candidates can expect to be working as supervisors or first line managers. Level 3
mandatory units cover topics including resource management, professional
development, health and safety, and monitoring of quality, together with a choice of
three option units from a wide range of units.
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What progression opportunity does this SVQ offer me?

Candidates may progress within their own employment, from a supervisory role to
line management. They can also progress to:

the Edexcel BTEC Level 3 Award/Certificate in Management (QCF)
the SVQ 4 in Management

the Edexcel BTEC Level 4 HNC Diploma and Level 5 HND Diploma in Business
(Management) (QCF)

the Edexcel BTEC Level 5 Award/Certificate/Diploma in Management and
Leadership (QCF).

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
Issue 1 — January 2012 © Pearson Education Limited 2012



What is the structure of the SVQ 3 in Management at SCQF Level 7?7
To achieve the whole qualification at level 3 you must prove competence in four
mandatory units and three optional units.

Mandatory units for the SVQ 3 in Management at SCQF Level 7

You must achieve all of the units listed below:

Unit Unit code Title Unit SCQF

number credit | level

1 A2 Manage your own resources and 8 7
professional development

2 B5 Provide leadership for your team 9 7

3 D6 Allocate and monitor the progress and 14

quality of work in your area of
responsibility

4 E6 Ensure health and safety requirements 11 7
are met in your area of responsibility

Optional units for the SVQ 3 in Management at SCQF Level 7

You must achieve three of the units listed below:

Unit Unit code Title Unit SCQF

number credit | level

5 B1 Develop and implement operational plans | 11 8
for your area of responsibility

6 B11 Promote equality of opportunity, 10 8
diversity and inclusion in your area of
responsibility

7 C1 Encourage innovation in your team 11 6

8 c5 Plan change 15 9

9 Cé Implement change 11 8

10 D1 Develop productive working relationships | 9 6
with colleagues

11 D3 Recruit, select and keep colleagues 12 9

12 D7 Provide learning opportunities for 11 8
colleagues

13 D8 Help team members address problems 5 6
affecting their performance

14 D9 Build and manage teams 8 /
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Unit Unit code Title Unit SCQF

number credit | level

15 D10 Reduce and manage conflict in your team | 5 7

16 D11 Lead meetings 4 7

17 D13 Support individuals to develop and 5 7
maintain their performance

18 D14 Initiate and follow disciplinary procedure |6 6

19 D15 Initiate and follow grievance procedure 6 6

20 E1 Manage a budget 11 7

21 E2 Manage finance for your area of 14 8
responsibility

22 E8 Manage physical resources 8

23 E9 Manage the environmental impact of your | 4 8
work

24 E10 Take effective decisions 4 8

25 E11 Communicate information and knowledge 7

26 F1 Manage a project 11 8

27 Fé6 Monitor and solve customer service 6 6
problems

28 F8 Work with others to improve customer 8 6
service

29 F14 Prepare for and participate in quality 6 8
audits

30 F17 Manage the delivery of customer service |9 6
in your area of responsibility

31 F18 Prepare sales proposals and deliver sales | N/A N/A
presentations®

32 F19 Sell products/services to customers® N/A N/A
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Section 2: Examples of forms

Collecting your evidence

This section contains examples of the forms you, your assessor and the internal
verifier will use while you are undertaking your SVQ3 in Management at SCQF 7.

The forms are:

e Form 1: Portfolio title page

e Form 2: Personal profile

e Form 3: Contents checklist

e Form 4: Index of evidence

e Form 5: Unit assessment plan

e Form 6: Unit sign-off record

e Form 7: Work Log

e Form 8: Observation record

e Form 9: Witness testimony

e Form 10: Expert witness evidence record
e Form 11: Record of questions and candidate’s answers.

You should ask your assessor for further advice and support if you are still unsure
about how to use the forms and who should complete them.

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Example form 1 — Portfolio title page

Name:

Job title:

Name of employer/training provider/college:

Their address:

Postcode:

Telephone number (Home):

(Work):

Email address:

Fax number:

svQ:
Level:

Units submitted for assessment:

Mentor/Supervisor:

(Please provide details of mentor’s/supervisor’s experience):

Assessor:

Date:
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Example form 2 — Personal profile

Name:
Address:

Postcode:
Telephone number (Home): (Work):
Email address: Fax number:

Job title:

Relevant experience

Description of your current job:

Previous work experience or attach copy of a current CV:

Qualifications and training and/or attach copy of a current CV:

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Voluntary work/interests:

Name of employer/training provider/college:

Address:

Postcode:

Telephone number (work): Fax number:

Email address:

Type of business, if employer:

Number of staff:

Structure of organisation (including chart or diagram if available):

10 SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Example form 3 — Contents checklist

svQ title:

Candidate:

Completed?

Page/section
number

Title page for the portfolio

Personal profile

e your own personal details
e a brief CV or career profile
e description of your job

¢ information about your employer/training
provider/college

Summary of the units

Completed units

e signed by yourself, your assessor and the internal
verifier (where relevant)

e reference numbers included

e unit assessment plans

Unit progress records

Index of evidence (with cross-referencing
information completed)

Evidence (with reference numbers)
e observation records
o details of witnesses (witness testimony sheets)

e personal statements
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Example form 4 — Index of evidence

SvQ title and level:

Candidate:

Units/elements |Evidence |Description of evidence (Included in Internal
evidence links |[number portfolio verifier

to (Yes/No) signature
(give specific If No, state location and date of
numbers, R
eg5.2.1) sampling
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Example form 5 — Unit assessment plan

sSvQ title:

Unit:

Candidate: Assessor:

Normal working activities performed
TYPICAL WORK AREA EXPECTED LINKS TO OTHER
EVIDENCE COMPLETION UNITS/ELEMENTS

DATE

ELEMENT:

ELEMENT:

ELEMENT:

Activities needing to be performed

ELEMENT:

ELEMENT:

ELEMENT:

Additional comments

Assessor’s signature: Date:

Candidate’s signature: Date:

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Example form 6 — Unit sign-off record

SvQ title and level:

Candidate:

Assessor:

To achieve the whole qualification, you must prove competence in Xxx mandatory units and
Xxx optional units.

Unit checklist: list here the units you will be undertaking, then circle the reference number of
each unit as you complete it.

Mandatory

Optional

Mandatory units

Unit number | Title Assessor’s Date
signature

continued overleaf...

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 17
Issue 1 — January 2012 © Pearson Education Limited 2012




Optional units

Unit number Title Assessor’s Date
signature
18 SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Example form 7 —

Work Log

SvQ title and level:

Unit/element(s):

Candidate:

Purpose of statement:

Evidence index number:

Date Evidence |Details of statement Links to Units,
index other elements
number evidence and PCs

(enter numbers) |covered

Candidate’s signature: Date:

Assessor’s signature: Date:
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Example form 8 — Observation record

SvQ title and level:

Unit/element(s):

Candidate:

Date of observation:

Evidence index number:

Skills/activities observed:

PCs and range covered:

Knowledge and understanding apparent from this observation:

Other units/elements to which this evidence may contribute:

Assessor comments and feedback to candidate:

| can confirm the candidate’s performance was satisfactory.

Assessor’s signature: Date:
Candidate’s signature: Date:
SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 21
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Example form 9 — Witness testimony

SvQ title and level:

Candidate name:

Evidence index number:

Where applicable, evidence number to which this testimony relates:

Unit:

Element(s):

Range:

Date of evidence:

Witness name:

Relationship to candidate:

Details of testimony:

| can confirm the candidate’s evidence is authentic and accurate.

Witness signature:

Name: Date:

Contact telephone number:

Please tick (v) the appropriate box.

QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE

FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Example form 10 — Expert witness evidence record

SvQ title and level:

Candidate name:

Evidence index number:

Where applicable, evidence number to which this testimony relates:

Unit:

Element(s):

Date of evidence:

Expert witness name:

Relationship to candidate:

Details of testimony:

| can confirm the candidate’s evidence is authentic and accurate.

Expert witness signature:

Name: Date:

Contact telephone number:

Please tick (v) the appropriate box.

QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE

RELEVANT PROFESSIONAL WORK ROLE THAT INVOLVES EVALUATING EVERYDAY STAFF PRACTICE

CURRENT EXPERTISE

FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 25
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Example form 11 — Record of questions and candidate’s answers

SvQ title and level:

Candidate name:

Unit: Element(s):

Evidence index number:

Circumstances of assessment:

List of questions and candidate’s responses:

Q:

Assessor’s signature:

Date:

Candidate’s signature:

Date:

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Unit 1: Manage your own resources and
professional development

Unit code: A2
Unit credit: 8
Unit level: 7
Introduction

What this unit is about

This unit is about managing your personal resources (particularly knowledge,
understanding, skills, experience and time) and your professional development in
order to achieve your work objectives and your career and personal goals.

You need to understand your work role and how it fits into the overall vision and
objectives of the organisation whilst also understanding what is driving you in terms
of your values and your career and wider personal aspirations.

Identifying and addressing gaps in your skills and knowledge and understanding is an
essential aspect of this unit.

Who is the unit for?

The unit is recommended for first line managers, middle managers and senior
managers.

Links to other units

This unit is linked to units A1: Manage your own resources and A3: Develop your
personal networks in the overall suite of National Occupational Standards for
Management and Leadership.

If your organisation is a small firm, you should look at unit A3: Check your own skills,
which has been developed by the Small Firms Enterprise and Development Initiative
(SFEDI) specifically for small firms and which may be more suitable to your needs.
You can obtain information on the unit from SFEDI on 0114 241 2155 or at the SFEDI
website (www.sfedi.co.uk).
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Skills

Listed below are the main generic ‘skills’ that need to be applied in managing your
own resources and professional development. These skills are explicit/implicit in the
detailed content of the unit and are listed here as additional information.

34

Setting objectives
Evaluating
Planning

Learning

Reviewing
Communicating
Self-assessment
Time management
Stress management
Obtaining feedback
Reflecting

Prioritising
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Unit 2: Provide leadership for your team
Unit code: B5

Unit credit: 9
Unit level: 7
Introduction

What this unit is about

This unit is about providing direction to the members of your team and motivating
and supporting them to achieve the objectives of the team and their personal work
objectives.

Who is the unit for?

The unit is recommended for team leaders.

Links to other units

This unit is linked to units B6: Provide leadership in your area of responsibility, C1:
Encourage innovation in your team, D1: Develop productive working relationships
with colleagues, D5: Allocate and check work in your team and D9: Build and
manage teams in the overall suite of National Occupational Standards for
Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in providing
leadership for your team. These skills are explicit/implicit in the detailed content of
the unit and are listed here as additional information.

e Communicating

¢ Planning

e Team-building

o Leading by example
e Providing feedback
e Setting objectives

e Motivating

e Consulting

¢ Problem-solving

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 47
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Valuing and supporting others
Monitoring

Managing conflict
Decision-making

Following

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Unit 3: Allocate and monitor the progress
and quality of work in your area
of responsibility

Unit code: D6
Unit credit: 14
Unit level: 7
Introduction

What this unit is about

This unit is about ensuring that the work required in your area of responsibility is
effectively planned and fairly allocated to individuals and/or teams. It also involves
monitoring the progress and quality of the work of individuals and/or teams to
ensure that the required level or standard of performance is being met and reviewing
and updating plans of work in the light of developments.

The ‘area of responsibility’ may be, for example, a branch or department or
functional area or an operating site within an organisation.

Who is the unit for?

The unit is recommended for first line managers and middle managers.

Links to other units

This unit is linked to all other units in the overall suite of National Occupational
Standards for Management and Leadership where work must be allocated and
progress and quality must be monitored.

If your organisation is a small firm, you should look at unit K71: Make sure your staff
can do their work, which has been developed by the Small Firms Enterprise and
Development Initiative (SFEDI) specifically for small firms and which may be more
suitable to your needs. You can obtain information on the unit from SFEDI on tel.
0114 241 2155 or at the SFEDI website (www.sfedi.co.uk).

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 61
Issue 1 — January 2012 © Pearson Education Limited 2012



Skills

Listed below are the main generic ‘skills’ that need to be applied in allocating and
monitoring the progress and quality of work in your area of responsibility. These skills
are explicit/implicit in the detailed content of the unit and are listed here as
additional information.

62

Communicating
Consulting
Decision-making
Delegating
Information management
Leadership
Managing conflict
Monitoring
Motivating
Planning
Problem-solving
Providing feedback
Prioritising
Reviewing

Setting objectives
Stress management

Valuing and supporting others

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —

Issue 1 — January 2012 © Pearson Education Limited 2012
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Unit 4: Ensure health and safety
requirements are met in your
area of responsibility

Unit code: E6
Unit credit: 11
Unit level: 7

Introduction

What this unit is about

This unit is concerned with managing the overall health and safety process in your
area of responsibility. It is intended to go beyond meeting health and safety
legislation and move towards a situation where health and safety considerations are
firmly embedded in the planning and decision-making processes and the ‘culture’ of
your area of responsibility.

The ‘area of responsibility’ may be, for example, a branch or department or
functional area or an operating site within an organisation.

Who is the unit for?

The unit is recommended for first-line managers and middle managers.

Links to other units

This unit is linked to units D6: Allocate and monitor the progress and quality of
work in your area of responsibility, E5: Ensure your own actions reduce risks to
health and safety, E7: Ensure an effective organisational approach to health and
safety and E8: Manage physical resources in the overall suite of National
Occupational Standards for Management and Leadership.
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Skills

Listed below are the main generic ‘skills’ that need to be applied in ensuring health
and safety requirements are met in your area of responsibility. These skills are
explicit/implicit in the detailed content of the unit and are listed here as additional
information.

e Consulting

¢ Information management
e Decision-making

¢ Involving others

e Questioning

e Thinking systematically
e Monitoring

e Leadership

¢ Communicating

e Reviewing

e Presenting information
e Prioritising

e Reporting

e Planning
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Unit 5: Develop and implement
operational plans for your area of

responsibility
Unit code: B1
Unit credit: 11
Unit level: 8

Introduction

What this unit is about

Every organisation should have an overall strategic business plan and each identified
area of responsibility should also have an operational plan that will contribute to
achieving the objectives set out in the strategic business plan.

The ‘area of responsibility’ may be, for example, a branch or department or
functional area or an operating site within an organisation.

Who is the unit for?

The unit is recommended for middle managers.

Links to other units

This unit is linked to units B6: Provide leadership in your area of responsibility, D6:
Allocate and monitor the progress and quality of work in your area of
responsibility, E2: Manage finance for your area of responsibility and F3: Manage
business processes in the overall suite of National Occupational Standards for
Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in developing and
implementing operational plans for your area of responsibility. These skills are
explicit/implicit in the detailed content of the unit and are listed here as additional
information.

¢ Planning

¢ Risk management
o Delegating

e Networking

¢ Involving others
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Innovating

Consulting

Communicating
Influencing and persuading
Monitoring

Evaluating

Setting objectives

Building consensus
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Unit 6: Promote equality of opportunity,
diversity and inclusion in your
area of responsibility

Unit code: B11
Unit credit: 10
Unit level: 8
Introduction

What this unit is about

This unit is about actively promoting equality of opportunity, diversity and inclusion
in your area of responsibility. It is intended to go beyond compliance with equality
legislation and move towards a situation where there is awareness in your area of
and active commitment to the need to ensure equality of opportunity and the
benefits of diversity and inclusion.

The ‘area of responsibility’ may be, for example, a branch or department or
functional area or an operating site within an organisation.

Who is the unit for?

The unit is recommended for first line managers and middle managers.

Links to other units

This unit links to a number of units in the overall suite of National Occupational
Standards for Management and Leadership which involve managing or working with
people.

Skills

Listed below are the main generic ‘skills’ that need to be applied in promoting
equality of opportunity, diversity and inclusion in your area of responsibility. These
skills are explicit/implicit in the detailed content of the unit and are listed here as
additional information.

¢ Communicating
e Leadership
e Motivating

e Monitoring

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 105
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Information management

Evaluating

Valuing and supporting others
Consulting

Balancing competing needs and interests
Influencing and persuading

Planning

Reporting

Decision-making

Reviewing

Risk management
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Unit 7: Encourage innovation in your

team
Unit code: C1
Unit credit: 11
Unit level: 6

Introduction

What this unit is about

This unit is about encouraging and supporting the identification and practical
implementation of ideas. The initial ideas will primarily come from members of your
team, including yourself, and will focus on

e new products and/or services
e improvements to existing products and/or services

¢ improvements to existing practices, procedures, systems, ways of working, etc.
within the team or those of the wider organisation or customers or suppliers.

Who is the unit for?

The unit is recommended for team leaders.

Links to other units

This unit is linked to units B5: Provide leadership for your team and C2: Encourage
innovation in your area of responsibility in the overall suite of National
Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in encouraging
innovation in your team. These skills are explicit/implicit in the detailed content of
the unit and are listed here as additional information.

e Communicating
e Leadership

e Team-building

e Problem-solving
e Motivating

e Monitoring

S$V029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 121
Issue 1 — January 2012 © Pearson Education Limited 2012



e Decision-making

e Providing feedback

e Learning

¢ Valuing and supporting others
e Risk management

¢ Thinking creatively
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Unit 8: Plan change

Unit code: c5
Unit credit: 15
Unit level: 9
Introduction

What this unit is about

This unit is about the planning that is needed to make a specific change or put into
practice a programme of change. It involves developing a strategy to make the
change that is needed, taking note of barriers, risks and the need to put appropriate
monitoring and communication systems in place.

Who is the unit for?

The unit is recommended for first line managers, middle managers and senior
managers.

Links to other units

This unit is closely linked to units B6: Provide leadership in your area of
responsibility, B7: Provide leadership for your organisation, B9: Develop the
culture of your organisation, C4: Lead change and Cé6: Implement change in the
overall suite of National Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in planning change.
These skills are explicit/implicit in the detailed content of the unit and are listed
here as additional information.

¢ Communicating

¢ Planning

e Analysing

e Team-building

o Negotiating

e Obtaining feedback

¢ Influencing

¢ Problem-solving

e Monitoring

¢ Risk management

¢ Contingency-planning
e Information management
¢ Decision-making

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 135
Issue 1 — January 2012 © Pearson Education Limited 2012
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Unit 9: Implement change

Unit code: (o)
Unit credit: 11
Unit level: 8
Introduction

What this unit is about

This unit is about putting into practice the strategy and associated plans for a

specific change or programme of change. This involves putting in place the necessary
resources and supporting systems, including monitoring and communications, to turn

the ‘vision’ into a practical reality.

Who is the unit for?

The unit is recommended for people in first line, middle and senior management and

leadership roles.

Links to other units

This unit is closely linked to B6: Provide leadership in your area of responsibility,

B7: Provide leadership for your organisation, C4: Lead change and C5: Plan change in

the overall suite of National Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in implementing

change. These skills are explicit/implicit in the detailed content of the unit and are

listed here as additional information.

¢ Communicating

e Delegation

¢ Negotiating

e Influencing

e Managing conflict
e Problem-solving

e Stress management
e Planning

e Assessing

e Monitoring

e Decision-making

e Valuing and supporting others
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Unit 10: Develop productive working
relationships with colleagues

Unit code: D1
Unit credit: 9
Unit level: 6
Introduction

What this unit is about

This unit is about developing working relationships with colleagues, within your own
organisation and within other organisations, that are productive in terms of
supporting and delivering your work and that of the overall organisation.

‘Colleagues’ are any people you are expected to work with, whether they are at a
similar position or in other positions, including your manager.

Who is the unit for?

The unit is recommended for team leaders and first line managers.

Links to other units

This unit is linked to all other units in the overall suite of National Occupational
Standards for Management and Leadership where developing productive relationships
with colleagues may be required.

Skills

Listed below are the main generic ‘skills’ that need to be applied in developing
productive working relationships with colleagues. These skills are explicit/implicit in
the detailed content of the unit and are listed here as additional information.

¢ Communicating

e Managing conflict

e Empathising

e Networking

¢ Information management

e Leading by example

e Valuing and supporting others

¢ Involving others

e Providing feedback

¢ Obtaining feedback

e Stress management

e Prioritising
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Unit 11 Recruit, select and keep

colleagues
Unit code: D3
Unit credit: 12
Unit level: 9

Introduction

What this unit is about

This unit is mainly about recruiting and selecting people to undertake identified
activities or work roles within your area of responsibility. It involves taking a fair and
objective approach to recruitment and selection to ensure that individuals with the
required skills, knowledge and understanding, and who are likely to perform
effectively, are appointed.

As recruitment and selection can be expensive and time-consuming activities, the
unit also involves taking action to understand why colleagues are leaving and taking
action to keep colleagues.

Whilst you would be expected to draw on the expertise of personnel specialists, you
are not expected to be a personnel specialist yourself.

For the purposes of this unit, ‘colleagues’ means those people for whom you have
line management responsibility.

Who is the unit for?

The unit is recommended for first-line managers and middle managers.

Links to other units

This unit is closely linked to unit D4: Plan the workforce, D7: Provide learning
opportunities for colleagues and D9: Build and manage teams in the overall suite of
National Occupational Standards for Management and Leadership.

If your organisation is a small firm, you should look at unit J4: Recruit staff, which
has been developed by the Small Firms Enterprise and Development Initiative (SFEDI)
specifically for small firms and which may be more suitable to your needs. You can
obtain information on the unit from SFEDI on tel. 0114 241 2155 or the SFEDI website
(www.sfedi.co.uk).
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Skills

Listed below are the main generic ‘skills’ that need to be applied in recruiting,
selecting and keeping colleagues. These skills are explicit/implicit in the detailed
content of the unit and are listed here as additional information.

174

Communicating
Consulting
Decision-making
Information management
Interviewing
Negotiating
Obtaining feedback
Planning
Problem-solving
Reviewing
Team-building

Valuing and supporting others
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Unit 12: Provide learning opportunities for

colleagues
Unit code: D7
Unit credit: 11
Unit level: 8

Introduction

What this unit is about

This unit is about supporting colleagues in identifying their learning needs and
helping to provide opportunities to address these needs.

Encouraging colleagues to take responsibility for their own learning is an aspect of
this unit as is your role in providing an ‘environment’, for example, in your team or
area of responsibility, in which learning is valued.

For the purposes of this unit, ‘colleagues’ means those people for whom you have
line management responsibility.

Who is the unit for?

The unit is recommended for team leaders, first- line managers, middle managers
and senior managers.

Links to other units

This unit is linked to units D3: Recruit, select and keep colleagues, D5: Allocate
and check work in your team, D6: Allocate and monitor the progress and quality
of work in your area of responsibility and D13: Support individuals to develop and
maintain their performance in the overall suite of National Occupational Standards
for Management and Leadership.

If your organisation is a small firm, you should look at unit K71: Make sure your staff
can do their work, which has been developed by the Small Firms Enterprise and
Development Initiative (SFEDI) specifically for small firms and which may be more
suitable to your needs. You can obtain information on the unit from SFEDI on tel.
0114 241 2155 or at the SFEDI website (www.sfedi.co.uk).
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Skills

Listed below are the main generic ‘skills’ that need to be applied in providing
learning opportunities for colleagues. These skills are explicit/implicit in the detailed
content of the unit and are listed here as additional information.

188

Coaching
Communicating
Demonstrating
Empowering
Information management
Leadership
Mentoring
Motivating
Prioritising
Planning

Providing feedback
Reviewing

Setting objectives

Valuing and supporting others
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Unit 13: Help team members address
problems affecting their

performance
Unit code: D8
Unit credit: 5
Unit level: 6

Introduction

What this unit is about

This unit is about helping members of your team address problems affecting their
performance. These may be work-related problems or problems arising from their
personal circumstances.

The unit involves identifying problems affecting people’s performance and discussing
these in a timely way with the team members concerned to help them find a suitable
solution to their problem. Sometimes you may need to refer the team member to
specialist support services.

Who is the unit for?

The unit is recommended particularly for first line managers and middle managers.

Links to other units

This unit is linked to units B8: Ensure compliance with legal, regulatory, ethical
and social requirements, D5: Allocate and check work in your team, D6: Allocate
and monitor the progress and quality of work in your area of responsibility, D9:
Build and manage teams, D10: Reduce and manage conflict in your team and

D13: Support individuals to develop and maintain their performance in the overall
suite of National Occupational Standards for Management and Leadership.
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Skills

Listed below are the main generic ‘skills’ that need to be applied in helping team
members address problems affecting their performance. These skills are explicit/
implicit in the detailed content of the unit and are listed here as additional

information.

204

Acting assertively
Communicating
Consulting
Decision-making
Empathising
Information management
Managing conflict
Monitoring
Problem-solving
Providing feedback
Reviewing

Setting objectives

Team-building

Valuing and supporting others
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Unit 14: Build and manage teams

Unit code: D9
Unit credit: 5
Unit level: 7
Introduction

What this unit is about

This unit is about building a team and managing it through its various stages of
growth. It covers teams set up for a particular project or to carry out a specific task
and also teams that are ongoing. It is equally relevant to cases where the manager
has to set up the team from scratch and to those situations where the manager
inherits an existing team and needs to help it to function effectively.

Who is the unit for?

The unit is recommended for any manager who is required to lead a team.

Links to other units

This unit is linked to units B5: Provide leadership for your team, D1: Develop
productive working relationships with colleagues, D3: Recruit, select and keep
colleagues, D8: Help team members address problems affecting their
performance, D10: Reduce and manage conflict in your team and D13: Support
individuals to develop and maintain their performance in the overall suite of
National Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in building and
managing teams. These skills are explicit/implicit in the detailed content of the unit
and are listed here as additional information.

e Acting assertively
¢ Communicating

e Decision-making
e Evaluating

¢ Involving others

e Leadership
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Monitoring
Motivating
Obtaining feedback
Problem-solving
Providing feedback
Setting objectives

Valuing and supporting others
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Unit 15: Reduce and manage conflict in

your team
Unit code: D10
Unit credit: 7
Unit level: 5

Introduction

What this unit is about

This unit is about managing conflicts between members of your team. It covers
taking pre-emptive action to avoid conflicts occurring and working with team
members to resolve problems when they emerge.

Who is the unit for?

The unit is recommended particularly for first-line and middle managers.

Links to other units

This unit is linked to units B8: Ensure compliance with legal, regulatory, ethical

and social requirements, D1: Develop productive working relationships with
colleagues, D8: Help team members address problems affecting their
performance and D9: Build and manage teams in the overall suite of National
Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in managing

conflict in your team. These skills are explicit/implicit in the detailed content of the

unit and are listed here as additional information.

¢ Communicating

¢ Empathising

e Evaluating

¢ Information management
e Managing conflict

¢ Monitoring

¢ Obtaining feedback
¢ Problem-solving

¢ Providing feedback
e Questioning

e Reviewing

¢ Valuing and supporting others
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Unit 16: Lead meetings

Unit code: D11
Unit credit: 4
Unit level: 7
Introduction

What this unit is about

This unit is about leading meetings in order to achieve their objectives, which may
be to solve problems, take decisions, consult with people or to exchange information
and knowledge.

Who is the unit for?

The unit is recommended for managers at all levels.

Links to other units

This unit is linked to units D12: Participate in meetings, E10: Take effective
decisions and E11: Communicate information and knowledge in the overall suite of
National Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in leading
meetings. These skills are explicit/implicit in the detailed content of the unit and
are listed here as additional information.

e Building consensus

e Communicating

e Consulting

e Decision-making

¢ Information management
¢ Involving others

e Leadership

e Obtaining feedback

e Planning

e Presenting information
¢ Providing feedback

e Setting objectives

e Time management
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Unit 17: Support individuals to develop
and maintain their performance

Unit code: D13
Unit credit: 5
Unit level: 7
Introduction

What this unit is about

This unit is about supporting individuals to develop and maintain their performance
at work. These may be people in your own team or individuals from another work
group to whom you are providing support.

This unit is based on a commonly-used coaching model where you and the individual
clearly agree the improvements in performance required and plan a step-by-step
process to achieve a desired standard. You will usually help the individual to develop
new skills and experiment with alternative behaviours in a safe environment before
applying these for real in the workplace. You will work with the individual to monitor
their progress over time, providing specific feedback to help them progress, until
they have achieved the desired standard or no longer need your support in
developing and/or maintaining their progress.

Who is the unit for?

The unit is recommended particularly for first line managers and middle managers.

Links to other units

This unit is linked to units D7: Provide learning opportunities for colleagues, D8:
Help team members address problems affecting their performance and D9: Build
and manage teams in the overall suite of National Occupational Standards for
Management and Leadership.
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Skills

Listed below are the main generic ‘skills’ that need to be applied in supporting
individuals to improve their performance. These skills are explicit/implicit in the
detailed content of the unit and are listed here as additional information.

260

Active listening
Analysing

Asking powerful questions
Assessing

Coaching
Communicating
Empathising
Inspiring

Learning
Monitoring
Motivating
Planning

Providing feedback
Reviewing

Risk management
Self-assessment
Setting objectives

Valuing and supporting others
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Unit 18 Initiate and follow disciplinary

procedure
Unit code: D14
Unit credit: 6
Unit level: 6

Introduction

What this unit is about

This unit is about initiating and following your organisation’s disciplinary procedure
in response to misconduct or unsatisfactory performance of a member of your team.

All employing organisations are required to have disciplinary and grievance
procedures. As a minimum, these must meet the requirements laid down in relevant
employment legislation. However, many organisations have developed more detailed
and extensive disciplinary procedures and associated rules to reflect their specific
contexts and requirements.

This unit describes the minimum standard of performance expected of managers
when they are implementing disciplinary procedures in line with legal and
organisational requirements. To meet this standard, managers need both sound
technical knowledge of the procedures and well-developed cognitive and
interpersonal skills.

Who is the unit for?

The unit is for line managers who have to deal with misconduct or unsatisfactory
performance of members of their team. It is not designed for human resources
specialists who are required to develop disciplinary procedures and provide specialist
support to line managers who are implementing them.

Links to other units

This unit is linked to unit D15: Initiate and follow grievance procedure in the
overall suite of National Occupational Standards for Management and Leadership.
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Skills

Listed below are the main generic ‘skills’ that need to be applied in implementing
disciplinary procedure. These skills are explicit/implicit in the detailed content of
the unit and are listed here as additional information.

276

Acting assertively
Analysing
Communicating
Decision-making
Empathising
Interviewing
Monitoring

Presenting information
Questioning

Reporting

Researching
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Unit 19: Initiate and follow grievance

procedure
Unit code: D15
Unit credit: 6
Unit level: 6

Introduction

What this unit is about

This unit is about initiating and following your organisation’s grievance procedure in
response to a concern, problem or complaint raised by a member of your team.

All employing organisations are required to have disciplinary and grievance
procedures. As a minimum, these must meet the requirements laid down in relevant
employment legislation. However, many organisations have developed more detailed
and extensive grievance procedures to reflect their specific contexts and
requirements.

This unit describes the minimum standard of performance expected of managers
when they are implementing grievance procedures in line with legal and
organisational requirements. To meet this standard, managers need both sound
technical knowledge of the procedures and well-developed cognitive and
interpersonal skills.

Who is the unit for?

The unit is for line managers who have to deal with potential or actual grievances
raised by members of their team. It is not designed for human resources specialists
who are required to develop grievance procedures and provide specialist support to
line managers who are implementing them.

Links to other units

This unit is linked to unit D14: Initiate and follow disciplinary procedure in the
overall suite of National Occupational Standards for Management and Leadership.
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Skills

Listed below are the main generic ‘skills’ that need to be applied in implementing
grievance procedure. These skills are explicit/implicit in the detailed content of the
unit and are listed here as additional information.

290

Acting assertively
Assessing
Communicating
Decision-making
Empathising

Managing conflict
Presenting information
Questioning

Reporting

Researching
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Unit 20: Manage a budget

Unit code: E1
Unit credit: 11
Unit level: 7
Introduction

What this unit is about

This unit is about having ownership of and being responsible for a budget for a
defined area or activity of work. It initially involves preparing, submitting and
agreeing a budget for a set operating period. It also involves monitoring actual
performance against the agreed budget and taking necessary action in response to
identified variances and any unforeseen developments.

Who is the unit for?

The unit is recommended for first line managers.

Links to other units

This unit is linked to units D6: Allocate and monitor the progress and quality of
work in your area of responsibility, E2: Manage finance for your area of
responsibility, E8: Manage physical resources, and F4: Develop and implement
marketing plans for your area of responsibility in the overall suite of National
Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in managing a
budget. These skills are explicit/implicit in the detailed content of the unit and are
listed here as additional information.

¢ Communicating

e Decision-making
e Monitoring

e Acting assertively

e Presenting information

e Reporting
e Learning
SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 301
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¢ Negotiating

e Consulting

¢ Information management
e Evaluating

e Contingency-planning

e Problem-solving
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Unit 21: Manage finance for your area of

responsibility
Unit code: E2
Unit credit: 14
Unit level: 8

Introduction

What this unit is about

This unit is about managing finance in order to achieve the stated objectives for your
area of responsibility. It involves developing and agreeing a master budget for your
area and using this to monitor, evaluate and control performance and take action to
deal with identified variances. Delegating responsibility for budgets for clearly
defined activities is a key aspect of this unit.

The ‘area of responsibility’ may be, for example, a branch or department or
functional area or an operating site within an organisation.

Who is the unit for?

The unit is recommended for middle managers.

Links to other units

This unit is linked to units B1: Develop and implement operational plans for your
area of responsibility, E1: Manage a budget, and E8: Manage physical resources in
the overall suite of National Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in managing
finance for your area of responsibility. These skills are explicit/implicit in the
detailed content of the unit and are listed here as additional information.

e Communicating
e Decision-making
e Questioning

e Consulting

e Monitoring

e Assessing

e Delegating

e Acting assertively

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 315
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Valuing and supporting others
Negotiating
Contingency-planning
Information management
Problem-solving

Thinking systematically
Leadership

Motivating

Planning

Prioritising
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Unit 22: Manage physical resources
Unit code: E8

Unit credit: 9
Unit level: 8
Introduction

What this unit is about

This unit is about ensuring the availability of the physical resources (equipment,
materials, premises, services and energy supplies) required to carry out planned
activities in your area of responsibility. It involves identifying the resources required,
making the business case to obtain these resources, planning how they will be used
effectively, efficiently, sustainably, safely and securely, monitoring resource use and
taking corrective action, if required.

Who is the unit for?

The unit is recommended particularly for first-line managers and middle managers.

Links to other units

This unit is linked to units E1: Manage a budget, E2: Manage finance for your area
of responsibility, E6: Ensure health and safety requirements are met in your area
of responsibility and E9: Manage the environmental impact of your work in the
overall suite of National Occupational Standards for Management and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in managing
physical resources. These skills are explicit/implicit in the detailed content of the
unit and are listed here as additional information.

e Analysing

¢ Communicating

e Contingency-planning
¢ Decision-making

e Evaluating

e Forecasting

¢ Influencing

¢ Involving others

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 331
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Monitoring

Negotiating
Persuading

Planning

Presenting information

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
Issue 1 — January 2012 © Pearson Education Limited 2012



€ee

7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|
— £ 19A97 4DDS Je Juswaseury ut £ DAS — 400507 d3epLpue) — 0986Z0AS

*3sn a2J4nosaJ pauue)d pue jenjoe usamlaq satouedaldstp JuedLLUSLS
10 3seD UL 9ye] ued NoA (S224no0sal Jo AjljlqejteAe ay) Suleljo8aual ‘salllAl}dR Jo) pasn aJe S224nosal

yotym ut shem ayj sutdueyd ‘saljiAllde pauueld sulgueyd *5°9) sUOL}DR 9AL}D3140D Jo sadAr ayl T T

"0S Op 03 MOY pue ‘A}SNoNULIU0D $321N0SaJ Jo asn pue Ajtjenb ayj Suwiojiuow jo aduellodwt ayy "0l

*A)a4es pasn pue aindas
2Je $32IN0SaJ 2JNSUS 03 9%e) UeD NOA SUOLIDe pue pasn $321N0saJ Jo sadA} 3yl UM paieldosse systy

*1oedwl 9s1aApe
Aue asiwlULW 0] 9Ye) URD NOA SUOL}De pue JUSWUOIIAUS 9] UO ash 924nosaJ Jo j3oedwl jeryuajod ay|

‘paJlinbal uaym ajgejleAe ade $324n0saJ ainsua 03 suanddns yiim sjuswasueldle ayew 03 MOH

1IN} Ul pautelqo oq
j0uURD $S92UN0SaJ paJtnbau jL ueyd ay) 03 sjuswisnipe ayew pue ue)d jeuoljelado ue dojoAap 03 MOH

*9SeD SSaULSNQ B 9Yew 0} MOH
*sisAjeue 31J9uUaq-3s0D B In0 Alied 0} MOH

*AOU3ID1}JD pUR SSOUDALIDDL)D

J19Y] 9JNSUS pue $321N0SaJ Ydns AJ13USpL 03 MOY pue $924N0SaJ 3)geuteisns suisn Jo aoueliodwt ay |
"SaljlAlIde

pauueyd 3no Auued 03 paiinbal $924n0sal Jo Allauenb ay3 aje)ndjed pue asued ay3 AJL3uUspL 03 MOH

*0S Op 0} MOY pue ‘s92IN0sal
suriojtuow pue sutuueid ‘SulAJL3USpL UL S9I2IN0SAL SN OYM 3S0Y] SA|0AUL 0] Jueltodwit st 3L AYm

6

‘8
L

9

G

R4

€

4

l

Sulpuejsiapun pue a5pajmouy jelauan

93eqg

SDUDPIND
Jo adA}

Buipuejs.iapun pue abpajmou)

‘pJepue)s Yoea Joj Sulpuelsiapun pue 35pa)Mouy JNOA 91eIISUOWSP 03 DUSPLA JUSLILIINS DALS ISNW NOA JUSWS)S SIY) dA3LYDdR 0]

pue3lSIapuUNn pue Mouy 3snw noA jJeym




7107 Paiwi] uotieonp3 uosiead @ 710z Alenuer — | anss|

— £19A97 4DDS 1B JUaWaFeuRW UL € DAS — %00q307 93epIpue) — 0986Z0AS yE€€

*Pa3au NoA $921n0saJ aY3 Jo starddns Jerjuajod pue jenjoy
*S310UaBUIIU0D 31qIssod pue AJlAL1DeR JO eaJe UNOA ul salliAllde pauueld ayl °€

*3say3 Jo 1oedwl A)ayL] 8yl 91eN|RAS 03 MOY
pue Ajiqisuodsal Jo eaJe UNOA UL S92IN0S3J 10 pUBRWSP 24n3NJ 10344 eyl syuawdojaAap pue spual] 7

"uoLjew o UL SIY3 SSsadde 03 Moy pue Ajliqisuodsal Jo eaJe JNoA Ul sn 824nosald Jo sudaljed 3sed |

sulpuejsiapun pue 95pajMouy d1j10ads 3x93uU0)

*$924n0saJ Jedi1sAyd SuiSeuew Joj sjusawalinbal 103das/Auisnpu; *}

Sulpuejsiapun pue a8pajMmouy d1j133ds 103129s/A13sNpu|

a1eq

SDUDPIND
Jo adA}

Buipuejs.iapun pue abpajmou)




GEE

7107 Pa1lWwi] uoljesnp3 uosiesad @ 710z Arenuer — | anss)
— £ 1997 4DDS 18 JuswaBeury Ul € DAS — ¥00q507 31epipue) — 0986Z0AS

ONINYVIT YOIRId 40 NOILINDOD3Y 40 ION3dIAT = T4y

AD3LVYLS
AINIWSSIASSY FHL A9 ILLIWYId FYFHM ‘NOILVINWIS WOY¥4 FWODLNOo = §

ANOWILS3L SSANLIM L¥3dX3 = Md3

SLINNODJIV JAILO3T43Y YO/ANV SLNIWALVLS TVNOSY3d = VY

ANOWILS3L SSANLIM/SLINIWALVYLS DILNIHLINVY = | M

NYOM S FANUVIT IHL 40 S1ONAOYUd = d | :AIX NWN10D

S31ANLS 3SVD/1D3rodd ‘LNAWNDISSY = V¥

ONINOILSIND NALLIMM ¥O VY0 WO¥4 SIWODLNO = YBO

NOISSNJSIA TVYNOISS340dd = dd

YOSSIASSV
YIFHL A9 IDNVWHOHY3d S, 4INYVIT FHL 40 NOILVAY3SEO 1OId = O

:(31qeotdde j1) 35USPpLAS JeUOLIIPPY




7107 Paiwi] uotieonp3 uosiead @ 710z Alenuer — | anss|

— £19A37 4005 3B JusWwiaBeuew ul € DAS — 00q807 S1epIpue) — 0986Z0AS 9¢¢€
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

“UOLIRDLJLIDA 1RUIIX3 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ay3y s39aWl YIom pajduwies s,a3epLpued ay3 Jeyy WILuod |

:91e(Q :(91qeondde j1) aunjeuslts Jossasse uLuslsIalunod)

:91e(Q :2Jnjeusis J0SSassy

"J1UN Sy} Jo syuawalinbal ay3 11e paAalyde sey ajepipued ay3 eyl WILJUOD |

:93eQ :aJnjeusis ajepipue)

‘spJepueis jeuoliedndd( JeuotieN ay3 0 sjuawaldinbal ay3 s39awW pue JOM UMO Aw SI JLUM SLYY UL P)LR1Sp 9DUSPIAS 33 3Ryl WLILIUOD |



LEE

7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|
— £ 19A97 4DDS Je Juswaseury ut £ DAS — 400507 d3epLpue) — 0986Z0AS

11n4 Ul psuleiqo
9q J0UuURD S92IN0SaJ paitnbal ayy aiaym ‘salllalyoe
pauueid unoA 03 sjuawisnlpe ajendoidde 228y

*s]1Jauaq
pa1dadxa ay) pue paAjoAUL S3S0D 3y} Sutmoys A)Jea)d
‘paiinbal s324n0SaJ 33 10) 3SBD SSaULSN] 33 W

*AoUa1D14J3 pue SSaUSALIDDSS
19y} 24NSUa pue $a2In0saJ a)qeuleisns Aj1uap|

*Sa1duULBuULIU0D Aoy sutpndut ‘AlLLqisuodsal
JO eaJe INOA Ul sallALloe pauueld ay) Joy
paJinbau sanunosal Jo Ajljuenb pue asued ayj Ajlausp|

*$92.JN0S3.
10} puewsap aininy 109j4e 03 Aoy syuswdojanap
pue spuaJl pue asn 32Jnosal Jo suialjed jsed ajenjeA3

*asn J1ay3 suliojuow
pue Sutuue)d pue paJinbau sa2unosal ay3 sulAjLlauapl
03 9INQLIIUOD 03 SIDINO0SDJ SN OYM 3SOY3 SIAU|

l

:3snw noA pJepue]ls jeuolljeu ayj oW O]

a1eq

ERITEYETEN
oljojliod

DDUDPIAD
Jo adA}

ajeq

ERITEYEYEN
oljojyiod

DUDBPIAD
Jo adA}

eLI9}11D 9dUeW.I0IDd

‘pJepue)s yoea 1oj 95ua32dwod JN0oA 31eIISUOWSP 03 SDUSPLAS JUSLDILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

op 3Ishw NoA jJeym

sa2.4nosal JedisAyd ageuew :(83) ZzZ Hun




7107 Paiwi] uotieonp3 uosiead @ 710z Alenuer — | anss|

— £19A97 4DDS 1B JUaWaFeuRW UL € DAS — %00q307 93epIpue) — 0986Z0AS

8¢te

‘paJinbal uaym a\qejreAe aq
03 S224n0saJ Joj sianddns yjim syuswasuele ayew “7|

*asn 924nosaJ pauue)d
pue Jenjdoe uaamiaq satduedaldstp JuedLLusts
Aue Y3IM e3P 01 UOLIDR DAL1D9440D AjawWl) axe] ‘||

*A)snonuiuod asn 921nosal
J0 suiayied pue sadinosal jo Aytjenb ayj Joltuow ol

*A1ajes pasn aJe Aayj) jeyl pue sadInosal
Jo0 A111nDas ayj aJinsua 03 uoljoe ajelidoidde aye] ‘g

*JUSWUOJIAUS 33 Uo 30edwl asIaApe Aue asiwiuLw
pue JUSID14J3 aJe Jey) sAem UL S324N0SaJ ash 0) ueld '8

‘paJtnbai usaym a)qejteae aq
0] $924n0saJ 10} sianddns yym sjuawasuelde ayew “/

:3SNW NOA pJepuels jeuolleu ayj 319w o]

ajeq

CRITEYEIEN
oljoj310d

9DUIBPIND
Jo adA)

aieq

CRITEYEIEN
oljoj310d

DUIBPIND
Jo adA}

e1193140 dduew.i041dd




6¢¢€

7107 Pa1lWwi] uoljesnp3 uosiesad @ 710z Arenuer — | anss)
— £ 1997 4DDS 18 JuswaBeury Ul € DAS — ¥00q507 31epipue) — 0986Z0AS

ONINYVIT YOIRId 40 NOILINDOD3Y 40 ION3dIAT = T4y

AD3LVYLS
AINIWSSIASSY FHL A9 ILLIWYId FYFHM ‘NOILVINWIS WOY¥4 FWODLNOo = §

ANOWILS3L SSANLIM L¥3dX3 = Md3

SLINNODJIV JAILO3T43Y YO/ANV SLNIWALVLS TVNOSY3d = VY

ANOWILS3L SSANLIM/SLINIWALVYLS DILNIHLINVY = | M

NYOM S FANUVIT IHL 40 S1ONAOYUd = d | :AIX NWN10D

S31ANLS 3SVD/1D3rodd ‘LNAWNDISSY = V¥

ONINOILSIND NALLIMM ¥O VY0 WO¥4 SIWODLNO = YBO

NOISSNJSIA TVYNOISS340dd = dd

YOSSIASSV
YIFHL A9 IDNVWHOHY3d S, 4INYVIT FHL 40 NOILVAY3SEO 1OId = O

:(31qeotdde j1) 35USPpLAS JeUOLIIPPY




7107 Paiwi] uotieonp3 uosiead @ 710z Alenuer — | anss|

— £ 19797 JDOS 38 JudWaBRURWY UL £ DAS — %00G507 31BPIPURD — 098670AS (0243
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

“UOLIRDLJLIDA 1RUIIX3 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ay3y s39aWl YIom pajduwies s,a3epLpued ay3 Jeyy WILuod |

:91e(Q :(91qeondde j1) aunjeuslts Jossasse uLuslsIalunod)

:91e(Q :2Jnjeusis J0SSassy

"J1UN Sy} Jo syuawalinbal ay3 11e paAalyde sey ajepipued ay3 eyl WILJUOD |

:93eQ :aJnjeusis ajepipue)

‘spJepueis jeuoliedndd( JeuotieN ay3 0 sjuawaldinbal ay3 s39awW pue JOM UMO Aw SI JLUM SLYY UL P)LR1Sp 9DUSPIAS 33 3Ryl WLILIUOD |



7107 pa3WL] uolednp3 uosiead @ 710z Arenuer — | anss|

L€ — £19A97 405 18 JudWaBeURW UL £ DAS — %00q507 23epipue) — 0986Z0AS
*91doad yitm ployd e ayLI3s eyl shem
uL pue A)SULdULIAUOD SjuawngJe pue seapl Juasald NoA “/
‘uolloe Jo 9s1nod pasodoud e Jo
9)doad 01 sj1jauaq pue anjeaA ayj AjJea)d Ajlausapl noy ‘9
‘uolyew.ojut
JO S92UN0S BULISIXD JO SN 1S9Q 9eW NOA °G
*A1essadau
9J9YM ‘uollde 9A1}D9440D djelidoldde aye] pue sueid
Jsutege ssaugoud pue yiom jo Ayjenb ayy Jojluow nop §
*S9A1309[q0 JO JuswaAalyde
3Y3 apaduwil J0U Op SIUSAS pajdadxaun eyl os
uolstAod 9yew pue ‘sysLi 9ie)ndjed Aja3eldndde nop €
*S92JN0S3J pue dwl] JO asn 1s9q
ay3 ayew 03 ¥Jom ueid pue saA1103[(qo asiionid nop 7
*LQ18ulpJodoe saljlAlloe pue sue)d isnlpe pue
A3dwoud sadueiswinouLd UL sasueyd asLUS0dal NOA °|
:pJepuej]s jeuoljeu ayj 399w 0]
CRITENETE) ] 9OUdPIAD CITENETE)] 9OUdPIAD
ajeq oljojyi0d Jo adA] | ?ajeq o1]0jJ310d Jo adA} sinoineyag

‘pJepue)s yoea 1oj 95ua32dwod JN0oA 31eIISUOWSP 03 SDUSPLAS JUSLDILLINS SALS ISNW NOA JUSW)S SIY] SASLYDR O]

op 3Ishw NoA jJeym

sa2.4nosaJ JedisAyd ageuew :(83) ZZ Hun




7107 Paiwi] uotieonp3 uosiead @ 710z Alenuer — | anss|

— £19A97 4DDS 1B JUaWaFeuRW UL € DAS — %00q307 93epIpue) — 0986Z0AS

e

‘uoljeniis ayl
10} Dl3Isljeal aJe jey) suolsidap AjawiL ayel No ‘0l

‘uolyeniis e Jo
saouanbasuod Jo suonednduwit ayy AJ1I3uspL NOA  “6

*19430 yoea 03 93e)aJ A3y) Moy pue uoljenils
e Ul SJUaW)d Jo d8uel oyl AJ13usapL NOA °Q

:pJepue)s Jeuolieu ay3 39aW 0]

ajeq

ERITEYETE |
01]0J340d

SDUDPIND
Jo adA}

?1eq

CRITEYETEN]
oljoj310d

DUIBPIND
Jo adA}

sinoineyag




e

7107 Pa1lWwi] uoljesnp3 uosiesad @ 710z Arenuer — | anss)
— £ 1997 4DDS 18 JuswaBeury Ul € DAS — ¥00q507 31epipue) — 0986Z0AS

ONINYVIT YOIRId 40 NOILINDOD3Y 40 ION3dIAT = T4y

AD3LVYLS
AINIWSSIASSY FHL A9 ILLIWYId FYFHM ‘NOILVINWIS WOY¥4 FWODLNOo = §

ANOWILS3L SSANLIM L¥3dX3 = Md3

SLINNODJIV JAILO3T43Y YO/ANV SLNIWALVLS TVNOSY3d = VY

ANOWILS3L SSANLIM/SLINIWALVYLS DILNIHLINVY = | M

NYOM S FANUVIT IHL 40 S1ONAOYUd = d | :AIX NWN10D

S31ANLS 3SVD/1D3rodd ‘LNAWNDISSY = V¥

ONINOILSIND NALLIMM ¥O VY0 WO¥4 SIWODLNO = YBO

NOISSNJSIA TVYNOISS340dd = dd

YOSSIASSV
YIFHL A9 IDNVWHOHY3d S, 4INYVIT FHL 40 NOILVAY3SEO 1OId = O

:(31qeotdde j1) 35USPpLAS JeUOLIIPPY




7107 Paiwi] uotieonp3 uosiead @ 710z Alenuer — | anss|

— £ 19797 JDOS 38 JudWaBRURWY UL £ DAS — %00G507 31BPIPURD — 098670AS 1443
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

“UOLIRDLJLIDA 1RUIIX3 10} pajuasald aq Aew pue jiun siy3 J0) patjioads spiepuels ay3y s39aWl YIom pajduwies s,a3epLpued ay3 Jeyy WILuod |

:91e(Q :(91qeondde j1) aunjeuslts Jossasse uLuslsIalunod)

:91e(Q :2Jnjeusis J0SSassy

"J1UN Sy} Jo syuawalinbal ay3 11e paAalyde sey ajepipued ay3 eyl WILJUOD |

:93eQ :aJnjeusis ajepipue)

‘spJepueis jeuoliedndd( JeuotieN ay3 0 sjuawaldinbal ay3 s39awW pue JOM UMO Aw SI JLUM SLYY UL P)LR1Sp 9DUSPIAS 33 3Ryl WLILIUOD |



Unit 23: Manage the environmental impact
of your work

Unit code: E9
Unit credit: 4
Unit level: 8
Introduction

What this unit is about

This unit is about managing work activities and resources in your area of
responsibility in order to minimise the negative impact - and maximise the positive
impact - they may have on the environment.

It involves organising work activities and the use of resources efficiently,
understanding their impact on the environment and finding ways to reduce their
negative and increase their positive impact. You may need to seek advice from
environmental specialists when carrying out this function.

Who is the unit for?

The unit is recommended particularly for first-line managers and middle managers.

Links to other units

This unit is linked to units B8: Ensure compliance with legal, regulatory, ethical
and social requirements, B10: Manage risk, D6: Allocate and monitor the progress
and quality of work in your area of responsibility and E8: Manage physical
resources in the overall suite of National Occupational Standards for Management
and Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in managing
environmental performance in your area of responsibility. These skills are
explicit/implicit in the detailed content of the unit and are listed here as additional
information.

e Assessing

¢ Communicating
e Consulting

e Decision-making
e Evaluating

¢ Involving others

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 345
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Monitoring

Planning

Presenting information
Reporting

Risk management
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Unit 24: Take effective decisions

Unit code: E10
Unit credit: 4
Unit level: 8
Introduction

What this unit is about

This unit is about taking sound decisions based upon a valid analysis of the best
available information. Managers at all levels need to take decisions within their area
of responsibility and authority. This unit provides a structure for taking decisions that
meet defined objectives and are consistent with a broader framework of values,
policies and guidelines.

Who is the unit for?

The unit is recommended for managers at all levels.

Links to other units

This unit is linked to all other units in the overall suite of National Occupational
Standards for Management and Leadership where it is necessary to take effective
decisions.

Skills

Listed below are the main generic ‘skills’ that need to be applied in using
information to take decisions. These skills are explicit/implicit in the detailed
content of the unit and are listed here as additional information.

e Acting assertively
¢ Analysing

e Assessing

¢ Communicating

e Decision-making

e Evaluating

¢ Information management
¢ Involving others

e Prioritising

¢ Problem-solving

e Researching

e Setting objectives

e Time management

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 359
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Unit 25: Communicate information and

knowledge
Unit code: E11
Unit credit: 3
Unit level: 7

Introduction

What this unit is about

This unit is about communicating information and knowledge to a wide range of
people. Effective communication requires a good understanding of the people you
are communicating with, their needs, motivations and ways in which they prefer to
communicate. It also requires careful planning, the use of a variety of techniques to
retain people’s interest and attention, and flexibility to adapt the communication in
response to feedback and ensure people have received and understood the
information and knowledge.

Who is the unit for?

The unit is recommended for managers at all levels.

Links to other units

This unit is linked to all other units in the overall suite of National Occupational
Standards for Management and Leadership where it is necessary to communicate
information and knowledge.

Skills

Listed below are the main generic ‘skills’ that need to be applied in communicating
information and knowledge. These skills are explicit/implicit in the detailed content
of the unit and are listed here as additional information.

e Analysing

e Assessing

¢ Communicating

e Decision-making

e Evaluating

¢ Involving others

e Obtaining feedback
¢ Planning

e Presenting information
e Providing feedback
e Reviewing
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Unit 26: Manage a project

Unit code: F1
Unit credit: 11
Unit level: 8
Introduction

What this unit is about

This unit is about managing a project for which you have been given responsibility.
This involves developing and agreeing a plan for the project and monitoring and
controlling implementation of and changes to the plan.

It also involves ensuring that the project achieves its key objectives and is completed
to the satisfaction of the project sponsor(s) and any key stakeholders.

Who is the unit for?

The unit is recommended for first line managers and middle managers.

Links to other units

This unit is linked to F2: Manage a programme of complementary projects in the
overall suite of National Occupational Standards for Management and Leadership.

There is also a suite of National Occupational Standards for project management
which is aimed at those in full-time Project Management roles or whose roles have a
significant Project Management component.

You can obtain further information from the Engineering Construction Industry
Training Board (ECITB) on tel. 01923 260 000 or at the ECITB website
(www.ecitb.org.uk) or from the Association for Project Management (APM) on
tel. 0845 458 1944 or at the APM website (www.apm.org.uk).

Skills

Listed below are the main generic ‘skills’ that need to be applied in managing
projects. These skills are explicit/implicit in the detailed content of the unit and are
listed here as additional information.

e Evaluating

o Delegating

¢ Communicating

e Setting objectives

¢ Decision-making
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e Leadership

e Motivating

o Negotiating

¢ Planning

e Problem-solving

¢ Information management
¢ Contingency-planning
¢ Risk management

e Reviewing

e Consulting

e Monitoring

e Thinking systematically
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Unit 27: Monitor and solve customer
service problems

Unit code: F6
Unit credit: 6
Unit level: 6
Introduction

What this unit is about

Your job involves delivering and organising excellent customer service. However good
the service provided, some of your customers will experience problems and you will
spot and solve other problems before your customers even know about them.

This unit is all about the part of your job that involves solving immediate customer
service problems. It is also about changing systems to avoid repeated customer
service problems.

Remember that some customers judge the quality of your customer service by the
way that you solve customer service problems. You can impress customers and build
customer loyalty by sorting out those problems efficiently and effectively. Sometimes
a customer service problem presents an opportunity to impress a customer in a way
that would not have been possible if everything had gone smoothly.

Key words and phrases for this unit
e Solve problems

e Work with others

e Keep customers informed

o Repeated problems

o Choose amongst options

¢ Avoid problems

e Inform

e Monitor changes

e Adjust changes
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Unit 28: Work with others to improve
customer service

Unit code: F8
Unit credit: 8
Unit level: 6
Introduction

What this unit is about

Teamwork is a key component of delivering and improving excellent customer
service. The people you work with to improve customer service may include one or
more of the following: team members; colleagues; suppliers; service partners;
supervisors; managers; team leaders.

The delivery of excellent customer service depends on your skills and those of
others. It involves communicating with each other and agreeing how you can work
together to give a more effective service. You need to work together positively. You
must also monitor your own and the team’s performance and change the way you do
things if that improves customer service.

This unit is all about how you develop a relationship with others to improve your
customer service performance.

Key words and phrases for this unit
e Work with others

e Improve customer service

e Contribute ideas

e Co-operate with others

e Keep commitments

¢ Monitor own performance

¢ Monitor joint performance
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Unit 29: Prepare for and participate in
quality audits

Unit code: F14
Unit credit: 6
Unit level: 8
Introduction

What this unit is about

This unit is about preparing for, and participating in, quality audits of your area of
responsibility as part of a formal quality management system, such as 1S09001:2000
or sector-specific systems.

The key to a successful audit outcome is to ensure that work consistently meets
quality standards and complies with relevant procedures. Preparation for the audit
involves checking all relevant documentation is up to date and readily available for
the audit, whilst active participation in the audit can ensure that any
nonconformances are addressed and potential improvements to business processes,
quality standards and/or procedures are identified.

Who is the unit for?

The unit is for managers working in environments with formal quality management
systems who are required to participate in quality audits.

Links to other units

This unit is linked to units F13: Manage quality systems and F15: Carry out quality
audits in the overall suite of National Occupational Standards for Management and
Leadership.

Skills

Listed below are the main generic ‘skills’ that need to be applied in carrying out
quality audits. These skills are explicit/implicit in the detailed content of the unit
and are listed here as additional information.

¢ Communicating

e Monitoring

¢ Planning

e Presenting information
e Reporting

e Researching
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Unit 30: Manage the delivery of customer
service in your area of

responsibility
Unit code: F17
Unit credit: 9
Unit level: 6

Introduction

What this unit is about

This unit is about managing the delivery of customer service in the manager’s area of
responsibility. The term ‘customer’ includes external customers and internal
customers in other parts of the organisation.

Who is the unit for?

The unit is recommended particularly for first line managers who are required to
manage the delivery of customer service as part of a broader management role. It is
not aimed at specialist customer service managers, who should refer to the Customer
Service National Occupational Standards.

Links to other units

This unit is linked to units F10: Develop a customer-focused organisation and F11:
Manage the achievement of customer satisfaction in the overall suite of National
Occupational Standards for Management and Leadership.

There is also a suite of Customer Service National Occupational Standards which is
aimed at those in customer service roles or whose roles have a significant customer
service component. Of particular relevance are units 25 Organise the delivery of
reliable customer service and 32 Monitor and solve customer service problems.

You can obtain further information from the Institute of Customer Service on
www.instituteofcustomerservice.com. If your organisation is a small firm, you should
look at units WB11 Decide how you will treat your business customers and WB12
Deliver a good service to your customers developed by the Small Firms Enterprise
and Development Initiative specifically for small firms and which may be more
suitable to your needs. You can obtain information on these units from
www.sfedi.co.uk.

S$V029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 — 443
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Skills

Listed below are the main generic ‘skills’ that need to be applied in managing the
delivery of customer service in your area of responsibility. These skills are
explicit/implicit in the detailed content of the unit and are listed here as additional
information.

444

Acting assertively
Analysing
Communicating
Information management
Managing conflict
Monitoring

Obtaining feedback
Planning

Problem-solving
Researching

Reviewing

Team-building

Thinking with a focus on customers

Valuing and supporting others

SV029860 — Candidate Logbook — SVQ 3 in Management at SCQF Level 7 —
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Unit 31: Prepare sales proposals and
deliver sales presentations

Unit code: F18
Unit credit: N/A
Unit level: N/A
Introduction

What this unit is about

This unit is about preparing for sales opportunities, and includes developing proposals
and sales quotations, and also the preparation of both formal and informal sales
presentations. It includes identifying customer requirements, matching these with
your organisation’s objectives and the features and benefits of your
products/services, and presenting a planned sales pitch.

Who is the unit for?

This unit is recommended for those involved in preparing proposals and in preparing
and delivering sales presentations, but who are not necessarily sales specialists. For
example, such individuals might be ‘general’ managers within larger organisations, or
managers and/or proprietors within small to medium- sized organisations.

Related specialist units

Those seeking specialist standards offering greater depth regarding this area are
referred to the following related MSSSB marketing units:

Sales units 5.1: Develop sales proposals and quotations, 5.3: Develop and deliver a
professional sales presentation, and 6.4: Undertake sales demonstrations. Details of
these units can be accessed via www.msssb.org.
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Unit 32: Sell products/services to

customers
Unit code: F19
Unit credit: N/A
Unit level: N/A

Introduction
What this unit is about

This unit is about the activities involved within the sales cycle in matching
products/services to customers’ needs. It focuses upon face-to-face selling activity,
and also applies to telephone contact. It includes generating sales leads, identifying
customers’ buying needs, promoting the features and benefits of relevant
products/services, addressing queries/objections and closing sales with mutually
beneficial terms and conditions.

Who is the unit for?

This unit is recommended for those involved in the selling of their organisation’s
products/services, but are not necessarily sales specialists. For example, such
individuals might be ‘general’ managers within larger organisations, or managers
and/or proprietors within small to medium-sized organisations.

Related specialist units

Those seeking specialist standards offering greater depth regarding this area are
referred to the following related MSSSB units:

Sales units 7.1: Generate and follow up sales leads, 7.2: Sell products and services
face-to-face, 7.5: Manage and facilitate case negotiations, 7.6: Handle objections
and close sales, and 7.8: Demonstrate compliance with legal, regulatory and ethical
requirements. Details of these units can be accessed via www.msssb.org.
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