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Unit 20: 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. 

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. 
 

 Acting assertively 

 Analysing 

 Communicating 

 Decision-making 
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 Empathising 

 Interviewing 

 Monitoring 

 Presenting information 

 Questioning 

 Reporting 

 Researching 
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Unit 21: 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. 



SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 —  

Issue 1 — January 2012 © Pearson Education Limited 2012 

324 

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. 

 

 Acting assertively 

 Assessing 

 Communicating 

 Decision-making 

 Empathising 

 Managing conflict 

 Presenting information 

 Questioning 

 Reporting 

 Researching 
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Unit 22: Manage redundancies in your area 
of responsibility 

Unit code: D16 

Unit credit: 5 

Unit level: 7 

 

Introduction 

What this unit is about  

This unit is about managing situations when you are required to dismiss individuals 
who report to you for reasons of redundancy. 

Due to closure or reorganisation of a business or changes in technology, working 
methods or trading patterns, it is sometimes necessary to make individuals 
redundant. The strategic decision-making and change- management processes 
leading to the redundancies are dealt with in other units. 

This unit focuses on the sensitive and stressful function that line managers have to 
perform of dismissing some or all of their team members because of redundancies. 
This needs to be done fairly and strictly in line with your organisation’s policy and 
relevant legislation. It also requires strong interpersonal skills to treat those made 
redundant with consideration and compassion whilst ensuring that those remaining in 
employment are reassured. 

Who is the unit for? 

The unit is for line managers who have to dismiss individuals in their team for reasons 
of redundancy. It is not designed for senior managers who make the strategic 
decisions about the number of redundancies and the selection criteria, nor is it 
designed for human resources specialists who develop redundancy policies and plans 
and provide specialist support to line managers who are implementing them. 

Links to other units 

This unit is linked to unit B8: Ensure compliance with legal, regulatory, ethical and 
social requirements in the overall suite of National Occupational Standards for 
Management and Leadership. Human resource specialists should refer to the 
Personnel Standards P11: Develop a strategy and plan for managing changes in 
people resourcing and P33: Operate redundancy procedures, which describe their 
responsibilities. 
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Skills 

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

 

 Acting assertively 

 Communicating 

 Empathising 

 Motivating 

 Reporting 

 Stress management 

 Valuing and supporting others 
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Unit 23: 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. 

 

 Communicating 

 Decision-making 

 Questioning 

 Consulting 

 Monitoring 

 Assessing 

 Delegating 

 Acting assertively 

 Valuing and supporting others 
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 Negotiating 

 Contingency-planning 

 Information management 

 Problem-solving 

 Thinking systematically 

 Leadership 

 Motivating 

 Planning 

 Prioritising 
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Unit 24: Obtain additional finance for the 
organisation 

Unit code: E3 

Unit credit: 18 

Unit level: 10 

 

Introduction 

What this unit is about  

This unit is about identifying the need for and obtaining additional finance to fund the 
organisation’s proposed activities. The organisation may already be generating some surplus 
income through the ongoing supply of its products and/or services. This may be insufficient, 
however, to fund activities such as investment in new equipment or proposed changes to 
products and/or services and it is in instances such as these where additional finance might be 
required. 

A key aspect of this unit is identifying types of finance and funding providers which are 
appropriate to the particular needs of the organisation. 

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

For the purposes of this unit, an ‘organisation’ can mean a self-contained entity such as a 
private sector company, a charity or a local authority, or a significant operating unit, with a 
relative degree of autonomy, within a larger organisation. 

Who is the unit for? 

The unit is recommended for senior managers. 

Links to other units 

This unit is linked to units B3: Develop a strategic business plan for your organisation and 
B4: Put the strategic business plan into action in the overall suite of National Occupational 
Standards for Management and Leadership. 

If your organisation is a small firm, you should look at unit G3: Get finance for the business, 
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 obtaining additional 
finance for the organisation. These skills are explicit/implicit in the detailed content of the 
unit and are listed here as additional information. 

 

 Thinking strategically 

 Questioning 

 Information management 

 Evaluating 

 Presenting information 

 Communicating 

 Decision-making 

 Risk management 

 Prioritising 

 Contingency-planning 

 Monitoring 

 Involving others 

 Planning 

 Forecasting 

 Influencing and persuading 

 Problem-solving 

 Leadership 

 Reviewing 

 Negotiating 
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Unit 25: 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. 

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. 

 

 Consulting 

 Information management 

 Decision-making 

 Involving others 

 Questioning 

 Thinking systematically 
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 Monitoring 

 Leadership 

 Communicating 

 Reviewing 

 Presenting information 

 Prioritising 

 Reporting 

 Planning 
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Unit 26: 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. 

 Analysing 

 Communicating 

 Contingency-planning 

 Decision-making 

 Evaluating 

 Forecasting 

 Influencing 
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 Involving others 

 Monitoring 

 Negotiating 

 Persuading 

 Planning 

 Presenting information 
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Unit 27: 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. 

 

 Assessing 

 Communicating 

 Consulting 

 Decision-making 

 Evaluating 

 Involving others 
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 Monitoring 

 Planning 

 Presenting information 

 Reporting 

 Risk management 
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Unit 28: 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. 

 

 Acting assertively 

 Analysing 

 Assessing 

 Communicating 

 Decision-making 

 Evaluating 

 Information management 

 Involving others 

 Prioritising 

 Problem-solving 

 Researching 

 Setting objectives 

 Time management 
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Unit 29: Manage knowledge in your area of 
responsibility 

Unit code: E12 

Unit credit: 4 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about managing knowledge – salient information and expertise – in your 
area of responsibility in line with agreed standards and processes. It involves being 
clear about how knowledge is created, developed and shared and encouraging people 
to use knowledge management standards, systems, tools and processes so that 
knowledge is effectively captured and shared with those who may benefit from it. It 
also involves protecting intellectual property from unauthorised use. 

Who is the unit for? 

The unit is recommended for middle managers who have responsibility for managing 
knowledge in their area of responsibility. 

Links to other units 

This unit is loosely based on four units from the Knowledge Management standards 
developed by Lifelong Learning UK for specialists in the field of knowledge 
management: D2: Diagnose knowledge needs, assets, use and flows, D4: Support 
collaboration, knowledge sharing and re-use, D5: Facilitate knowledge capture and 
D6: Enable the transfer of knowledge into information. 

It is linked to units E10: Take effective decisions, E11: Communicate information 
and knowledge, and E13: Promote knowledge management in your organisation 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 communicating 
information and knowledge. These skills are explicit/implicit in the detailed content 
of the unit and are listed here as additional information. 

 

 Analysing 

 Assessing 

 Communicating 

 Decision-making 

 Evaluating 

 Information management 

 Involving others 

 Monitoring 

 Obtaining feedback 

 Planning 

 Presenting information 

 Providing feedback 

 Reviewing 
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Unit 30: Support team and virtual working 
Unit code: E14 

Unit credit: N/A 

Unit level: N/A 

 

Introduction 

What this unit is about  

Team working within organisations and across organisational boundaries is now a 
common working practice. People may work on a number of teams and may be 
located in different places geographically or in different parts of the organisation.  

Virtual working, with people moving between locations, is also becoming 
commonplace. Effective team and virtual working requires that individuals and teams 
have access to tools that enable them to communicate effectively. This standard is 
about providing, managing or supporting these tools and processes. 

Who is the unit for? 

This standard is applicable to people in management and practitioner roles who are 
responsible for supporting teams and staff working remotely. It is also applicable to 
people in operational roles responsible for identifying, developing and managing tools 
and processes to support teams and remote workers. 

Links to other units and competency frameworks: 

This unit is linked to units D2: Develop productive working relationships with 
colleagues and stakeholders and F12: Improve organisational performance in the 
overall suite of National Occupational Standards for Management and Leadership. 

This unit also has links with unit HI12 Promote and facilitate the use of information 
and knowledge from the NOS for Health Informatics, developed by Skills for Health.  
See www.skillsforhealth.org or www.ukstandards.org. 
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Unit 31: Procure supplies 
Unit code: E15 

Unit credit: 5 

Unit level: 8 

 

Introduction 

What this unit is about  

This unit is about procuring supplies – either products or services – from external 
suppliers. 

In larger organisations there are often specialist departments which handle the 
supply-chain management and procurement functions across the organisation, 
working to specialist supply-chain management standards. 

However, in many smaller organisations, non-specialist managers are required to 
procure the products and services necessary for the activities for which they are 
responsible – the function described in this unit. To do so effectively, managers need 
a good understanding of their organisation’s procurement policy and procedures 
(where these exist) and the relevant statutory and sector-specific requirements.  

They also need the cognitive skills to be able to assess which supplies and suppliers 
are likely to provide the best value for money and the interpersonal skills to 
negotiate with suppliers and maintain effective working relationships with them over 
time. 

Who is the unit for? 

The unit is for non-specialist managers who are required to procure supplies from 
external suppliers. It is not intended for purchasing and supply-chain management 
specialists, for whom specialist supply-chain management standards are available. 

Links to other units 

This unit is linked to unit E16: Select suppliers through a tendering process and 
E17: Outsource business processes 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 procuring 
supplies. These skills are explicit/implicit in the detailed content of the unit and are 
listed here as additional information. 

 

 Assessing 

 Communicating 

 Consulting 

 Decision-making 

 Evaluating 

 Influencing 

 Monitoring 

 Negotiating 

 Problem-solving 

 Thinking strategically 
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Unit 32: Select suppliers through a 
tendering process 

Unit code: E16 

Unit credit: 6 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about selecting suppliers to supply products and/or services through a 
formal tendering process against a specification. 

In larger organisations there are often specialist departments which handle the 
supply-chain management and procurement functions across the organisation, 
working to specialist supply-chain management standards. 

However, in many smaller organisations, non-specialist managers are required to 
draw up specifications for products and services, invite tenders and evaluate these 
against clear and fair criteria – the function described in this unit. To do so 
effectively, managers need a good understanding of their organisation’s procurement 
policy and procedures (where these exist) and the relevant statutory and sector-
specific requirements. They also need the cognitive skills to be able to make fair 
assessments against established criteria and the interpersonal skills to maintain 
effective working relationships with suppliers. 

Who is the unit for? 

The unit is for non-specialist managers who are required to select suppliers through a 
formal tendering process. 

It is not intended for purchasing and supply-chain management specialists, for whom 
specialist supply-chain management standards are available. 

Links to other units 

This unit is linked to unit E15: Procure supplies and E17: Outsource business 
processes 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 inviting tenders 
to supply products/services to specifications. These skills are explicit/implicit in the 
detailed content of the unit and are listed here as additional information. 

 

 Assessing 

 Communicating 

 Decision-making 

 Evaluating 

 Presenting information 

 Problem-solving 

 Providing feedback 

 Questioning 

 Researching 

 Reviewing 

 Setting objectives 

 Time management 
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Unit 33: Outsource business processes 
Unit code: E17 

Unit credit: 9 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about outsourcing business processes which are not part of your 
organisation’s core competencies. 

It covers the outsourcing of discrete functions – such as payroll management, 
cleaning or security – as well as more complex processes, such as helpline provision, 
manufacturing or product assembly. It covers outsourced processes delivered on your 
premises (e.g. catering) and processes carried out at the vendor’s premises (which 
may be in your country or in another country to take advantage of time zone 
differences, specialist expertise, tax concessions or low labour costs). 

Who is the unit for? 

The unit is for those managers who have strategic responsibility for outsourcing non-
core business processes for their organisation, or their part of the organisation. 

Links to other units 

This unit is linked to units E15: Procure supplies, E16: Select suppliers through a 
tendering process, F3: Manage business processes, F12: Improve organisational 
performance and F13: Manage quality systems 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 outsourcing 
business processes. These skills are explicit/implicit in the detailed content of the 
unit and are listed here as additional information. 

 

 Analysing 

 Assessing 

 Communicating 

 Decision-making 

 Evaluating 

 Monitoring 

 Negotiating 

 Persuading 
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 Presenting information 

 Questioning 

 Researching 

 Reviewing 

 Risk management 

 Thinking strategically 
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Unit 34: 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. 

 

 Evaluating 

 Delegating 

 Communicating 

 Setting objectives 

 Decision-making 
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 Leadership 

 Motivating 

 Negotiating 

 Planning 

 Problem-solving 

 Information management 

 Contingency-planning 

 Risk management 

 Reviewing 

 Consulting 

 Monitoring 

 Thinking systematically 
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Unit 35: Manage a programme of 
complementary projects 

Unit code: F2 

Unit credit: 12 

Unit level: 10 

 

Introduction 

What this unit is about  

This unit is about managing a specific programme of different projects which are 
independent but still depend on each other. Taken together, these projects will 
contribute to achieving a bigger strategic aim. 

Who is the unit for? 

The unit is recommended for middle managers and senior managers. 

Links to other units 

This unit is linked to unit F1: Manage a project 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 
programme of complementary projects. These skills are explicit/implicit in the 
detailed content of the unit and are listed here as additional information. 
 

 Acting assertively 

 Analysing 

 Communicating 

 Managing conflict 

 Delegating 

 Decision-making 

 Influencing 

 Leadership 

 Motivating 

 Negotiating 

 Planning 
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 Problem-solving 

 Questioning 

 Stress management 

 Time management 

 Team-building 
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Unit 36: Develop and implement 
marketing plans for your area of 
responsibility 

Unit code: F4 

Unit credit: 5 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about developing and implementing marketing plans for your area of 
responsibility. 

This unit describes the classic model of marketing planning, implementation and 
control, which can be adopted by managers who do not have specialist marketing 
expertise. 

Who is the unit for? 

The unit is recommended particularly for middle managers who, as part of their role, 
are required to develop marketing plans for their area of responsibility. 

It is not aimed at specialist marketing managers who should refer to the Marketing 
National Occupational Standards. 

Links to other units 

This unit is linked to units B6: Provide leadership in your area of responsibility, D1: 
Develop productive working relationships with colleagues, E1: Manage a budget, 
E10: Take effective decisions, F9: Build you organisation’s understanding of its 
market and customers and F16: Manage the development and marketing of 
products/services in your area of responsibility in the overall suite of National 
Occupational Standards for Management and Leadership. 

It is based on two specialist units from the Marketing National Occupational 
Standards, developed by the Marketing and Sales Standards Setting Body: 3.1.1 

Develop marketing strategies and plans for products/ services and 6.1.2 Implement 
marketing strategies and plans for products/services. 
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Skills 

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

 

 Analysing 

 Communicating 

 Decision-making 

 Evaluating 

 Forecasting 

 Monitoring 

 Obtaining feedback 

 Planning 

 Prioritising 

 Questioning 

 Reporting 

 Researching 

 Setting objectives 

 Thinking creatively 

 Time management
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Unit 37: Build your organisation’s 
understanding of its market and 
customers 

Unit code: F9 

Unit credit: 12 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about making sure that relevant and reliable information about the 
organisation’s market and customers is constantly available and shared. 

The term ‘customer’ includes internal and external customers of the organisation or 
part of the organisation that the manager is responsible for. 

Who is the unit for? 

The unit is recommended for middle managers and senior managers. 

Links to other units 

This unit is linked to units F4: Develop and implement marketing plans for your 
area of responsibility, F10: Develop a customer-focused organisation and F16: 
Manage the development and marketing of products/services in your area of 
responsibility in the overall suite of National Occupational Standards for 
Management and Leadership. 

If your organisation is a small firm, you should look at unit B1: Improve your sales 
and marketing, 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). 

Skills 

Listed below are the main generic ‘skills’ that need to be applied in building your 
organisation’s understanding of its market and customers. These skills are 
explicit/implicit in the detailed content of the unit and are listed here as additional 
information. 

 Information management 

 Communicating 

 Analysing 

 Assessing 

 Thinking strategically 

 Forecasting 
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 Innovating 

 Networking 

 Presenting information 

 Decision-making 

 Thinking with a focus on customers 
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Unit 38: Manage the achievement of 
customer satisfaction 

Unit code: F11 

Unit credit: 9 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit covers a broad range of general, operational management responsibilities, 
all aimed at satisfying customers with the processes, products and/or services being 
delivered. 

The term ‘customer’ includes internal and external customers of the organisation. 

Who is the unit for? 

The unit is recommended for middle managers. 

Links to other units 

This unit is closely linked to unit F8: Work with others to improve customer service 
and F17: Manage the delivery of customer service in your area of responsibility in 
the overall suite of National Occupational Standards for Management and Leadership. 

There is also a suite of National Occupational Standards for Customer Service which 
is aimed at those in customer service roles or whose roles have a significant customer 
service component. You can obtain further information from the Institute of 
Customer Service (ICS) on tel. 01206 571 716 or at the ICS website 
(www.instituteofcustomerservice.com). 

If your organisation is a small firm, you should look at unit C1: Look after your 
customers, 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 managing the 
achievement of customer satisfaction. These skills are explicit/implicit in the 
detailed content of the unit and are listed here as additional information. 

 

 Problem-solving 

 Valuing and supporting others 

 Planning 

 Communicating 

 Monitoring 

 Reporting 

 Coaching 

 Mentoring 

 Empowering 

 Motivating 

 Thinking with a focus on customers 
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Unit 39: Manage quality systems 
Unit code: F13 

Unit credit: 5 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about managing quality systems to ensure that business processes 
consistently deliver products/ services that meet customers’ and other stakeholders’ 
quality expectations and legal and regulatory requirements. 

ISO9001:2000, EFQM Excellence Model, Total Quality Management, Six Sigma, Lean 
Manufacturing, PQASSO and Investors in People are some of the common generic 
quality assurance systems and standards in use in the UK, although almost every 
sector has specific quality standards and requirements. Managers responsible for 
assuring quality in their organisation, or their part of the organisation, need to make 
sure systems are in place and people are competent to manage processes and deliver 
products and/or services whose quality meets the expected standards. 

Whereas unit F3 is about managing individual business processes, this unit, F13, is 
broader, ensuring that the outputs of all processes meet required standards and are 
continuously improved. 

Who is the unit for? 

The unit is for managers who have specific responsibility for managing quality 
systems to assure quality of products and/or services in their organisation, or their 
part of the organisation. 

Links to other units 

This unit is linked to units E17: Outsource business processes, F14: Prepare for 
and participate in quality audits and F15: Carry out quality audits 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 assuring quality. 
These skills are explicit/ implicit in the detailed content of the unit and are listed 
here as additional information. 

 

 Assessing 

 Communicating 

 Decision-making 

 Evaluating 

 Influencing 

 Information management 

 Involving others 

 Monitoring 

 Motivating 

 Obtaining feedback 

 Planning 

 Presenting information 

 Providing feedback 

 Questioning 

 Reporting 

 Setting objectives 
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Unit 40: 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 ISO9001:2000 
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 non 
conformances 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 F1: 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 

 Monitoring 

 Planning 

 Presenting information 

 Reporting 

 Researching 
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Unit 41: Carry out quality audits 
Unit code: F15 

Unit credit: 6 

Unit level: 10 

 

Introduction 

What this unit is about  

This unit is about carrying out quality audits as part of a formal quality management 
system, such as ISO9001:2000 or sector-specific systems. 

Quality auditors require technical knowledge of the quality system and standards 
with which they are working and a good understanding of the processes and 
procedures they are auditing. They need to carry out quality audits professionally 
and rigorously in order to reveal any nonconformances. They also need interpersonal 
skills to carry out audits in such a way that auditees (i.e. those being audited) do not 
feel threatened, but rather feel empowered to continuously improve the quality of 
their work. 

Who is the unit for? 

The unit is for quality auditors – those carrying out formal audits of compliance with 
quality systems. 

Links to other units 

This unit is linked to units F13: Manage quality systems and F14: Prepare for and 
participate in 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. 

 

 Assessing 

 Benchmarking 

 Communicating 

 Decision-making 

 Evaluating 
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 Interviewing 

 Involving others 

 Monitoring 

 Planning 

 Questioning 

 Reporting 

 Researching 

 Reviewing 

 Setting objectives 
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Unit 42: Manage the development and 
marketing of products/services in 
your area of responsibility 

Unit code: F16 

Unit credit: 9 

Unit level: 10 

 

Introduction 

What this unit is about  

This unit is about managing the development and marketing of products and/or 
services for which you are responsible. 

This unit describes how a manager without specialist marketing expertise can 
identify customer requirements and develop new or enhanced products or services 
better to meet these requirements. Issues such as competition, fitting with the 
organisation’s strategic objectives and return on investment need to be taken into 
account when considering the business case for developing or enhancing products or 
services. Within a cycle of continuous improvement, it is important to monitor 
demand and take note of customer feedback in order to adapt products or services 
and how they are marketed. 

Who is the unit for? 

The unit is for middle managers with responsibility to provide products or services for 
identified groups of customers. 

It is not aimed at specialist marketing managers who should refer to the Marketing 
National Occupational Standards. 

Links to other units 

This unit is linked to units F4: Develop and implement marketing plans for your 
area of responsibility and F9: Build your organisation’s understanding of its 
market and customers in the overall suite of National Occupational Standards for 
Management and Leadership. It is based on two specialist units from the Marketing 
National Occupational Standards, developed by the Marketing and Sales Standards 
Setting Body: 3.2.2 Develop new products/services, and 6.1.3 Develop and maintain 
a portfolio of products/services. 
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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. 

 

 Analysing 

 Assessing 

 Communicating 

 Decision-making 

 Evaluating 

 Influencing 

 Monitoring 

 Planning 

 Prioritising 

 Questioning 

 Researching 

 Reviewing 

 Setting objectives 

 Thinking strategically 

 Thinking with a focus on customers 

 Time management 
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Unit 43: 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 44: 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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