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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.

e Acting assertively
¢ Analysing
¢ Communicating

e 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.
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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.

324

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.

336

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.

e Communicating

e Decision-making
e Questioning

e Consulting

e Monitoring

e Assessing

e Delegating

e Acting assertively

e Valuing and supporting others

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 349
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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.

366

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.

o Consulting

¢ Information management
e Decision-making

¢ Involving others

¢ Questioning

e 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.

e Analysing

¢ Communicating

¢ Contingency-planning
¢ Decision-making

e Evaluating

e Forecasting

¢ Influencing
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¢ Involving others
e Monitoring

o Negotiating

e Persuading

e Planning

e 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.

e Assessing

e Communicating
e Consulting

e Decision-making
e Evaluating

¢ Involving others
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Monitoring

Planning

Presenting information
Reporting

Risk management

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

Issue 1 — January 2012 © Pearson Education Limited 2012



Ly

7107 Pa1lwl] uoljesnp3 uosiead @ 710z Arenuer — | anss)
— 619497 4DDS 38 JuaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

*AynLgisuodsal
JO BaJe JNOA Ul 9ouewlo0ad JejusWwUOIIAUS Suleuew 10} sjuawsalinbal 10312as/A13snpu|

I

Suipuejsiapun pue agpajmouy diy1dads-10339s/A13snpuj

*way) Ajdde 03 Moy pue uoLjesLluUNWWOoD 3A119449 Jo saydidund ay|

“3oedWl 2IUSWIUOIIAUS aALYISod JL1aY] asealdul pue aAl3eSau Jlay)
92NPal )M Jey) S92IN0S3J JO 3SN SY) puUe SIIJIALIDR YoM 03 saSueyd jJuawa)ldwi pue A13uspl 03 MOH

*suoLINgLIIu0D ayew 03 3)doad a5einodus 0] MOH

"0S Op 0} MOy pue ‘|0J3u0d 03 AlLjLqe ay3
dAeY 10U Op NOA YdIYM JUSWUOIIAUD 3Y3 03 syskl patjiauapt Aue Ajzdwoud Surjiodad jo aoueiodwi ay|

*0S Op 0} Moy pue ‘Aj1Lqisuodsal Jo ealde unoA ul
S92JN0S3J JO SN SY3 PUB SSIIIALIOR HJOM JO Jdeduwll 1ejuSWUOILIAUD 3Y) SulAj13usapl Jo adueysodwt ay |

"0S Op 01 MOY pue ‘1oeduwll 1eIUSWUOIIAUS 3A1ISOd J13Y] SSLWIXew pue aAlzesau
J19Y3 astwiuiw A3yl 1ey) 0s $32IN0SaJ JO asn ay) pue SalllALde yJom Sulsiuesio Jo aouejiodwi ay |

*9A11094)9 pue JUSIDLYD dle
Aay3 1eyl os A1igisuodsad Jo eade JNOA UL $924N0S3J JO SN Y3 pue SILILALIDR YJOM 3SLURS.I0 03 MOH

L

I

Sulpuejsiapun pue a5pajmouy jelauan

93eqg

SDUDPIND
Jo adA}

Buipuejs.iapun pue abpajmou)

‘pJepuels Yoea 1o} SuLpueISISpuUN pue 35paJMoUy JNOA 91eIISUOWSP 03 SDUSPLIAS JUSLILLINS DALS ISNW NOA JLUN SLYY SALYDR O]

pue3lSIapuUNn pue Mouy 3snw noA jJeym




7107 Pa)WL] uolednp3 uosiead @ 710z Atenuer — | anss|

— 619497 4DDS 18 JUsWaSRURY UL $ DAS 199X3p3 — ¥00q507 918pIpUR) — L98ETZOAS YRS

*A311oy3ne UnoA Jo sjtwl) pue sajligisuodsal ‘9104 JNOA G
‘uoljesLueS.Io INOA SpISINO0 J0/pue SPLsUL SISIXD Jey) sisijeldads |ejusWUoIIAUD JO a8uel 3yl §

*9ouew.lo041ad JeIUSWUOIIAUS Sutroidwil
€10} santunyioddo Ajlauspl pue ‘03 93nqLIIUOD 03 3)1qe aJe oym AjLjLqisuodsal Jo eade UnoA ul 9)1doad €

"10J3U0D 03 AJL)Lge 33 SARY J0U OP NOA YDLYM ‘JUSWIUOILIAUS 3Y3 03 Sysul Jo sadAy ayl 7

*way3l ym Aidwod 03 Moy pue said1jod 1eIUSWUOILIAUS pue sjuswalinbal je8a] |

Suipuejsiapun pue 98pajmouy d1j109ds-1xa3uo0)

a1eq

SDUDPIND
Jo adA}

Buipuejs.iapun pue abpajmou)




ey

ONINYVIT YOIdd 40 NOILINDOD3YH 40 ION3AIAT = 7Y
ANOWILS3L SSANLIM L¥3dXd = Md3
ANOWILS3L SSANLIM/SLINIWALVLS DILNIHLNVY = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TVNOISS340dd = dd

7107 Pa1lwl] uoljesnp3 uosiead @ 710z Arenuer — | anss)
— 619497 4DDS 38 JuaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

AD31VilS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILVINWIS WOY¥4 JWODLNO = §

SINNO0DJV JAILDTT43Y HO/ANY SINIWILYLS TYNOSYId = VY
YHOM S, ¥INYVI1 FHL 40 SLONAOYd = d AN
NWN10)

ONINOILSIND NILLINM ¥O TVHO WO¥4 SIWOILNO = YBD

YOSSIASSY
YIFHL A9 IDNVWHOAY3d S, ¥INYVIT JHL 40 NOILVAYISEO 1O = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 Pa)WL] uolednp3 uosiead @ 710z Atenuer — | anss|

— 619437 4DDS 38 JusWABRURW UL 1 DAS 199X3P3 — 400q307 33epLpUR) — LIZEZOAS vy
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

“UOLIRDLJLIDA 1eUIIXS 10} pajuasald aq Aew pue jiun siy3 10} patjioads spiepuels ay3 s39aWl oM pajduwies s,a3epLpued ay3 3eyy WILUod |

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

:91e(Q :2Jnjeusis J0SSassy

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

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



Gly

7107 Pa1lwl] uoljesnp3 uosiead @ 710z Arenuer — | anss)
— 6 19A97 4DDS 18 JUBWaSeURW UL { DAS 199X3P3 — %00q507 93epipue) — L986ZOAS

*JUSWUOILAUS 3Y3 uo 3oedwl aAllsod oyl asealdul
pue SA11eS9U 9] 9oNpal ||IM JeY] S9DIN0S3J JO ash a3
pue SalllAl}oR ¥JOM 03 sadueyd juawajdwlt pue Ajauap| g

*9JUeW10}19d 1RJUSWUOILAUD
sutaoaduwl ‘03 93nqLiuod pue 1o} saljunyioddo Ajluaplt
01 AJ1Lqisuodsal Jo eade unoA ul 91doad a8eunoduy

*]0.J3u0d
03 A31)1ge aY3 9ARY J0U Op NOA UYdIYM “JUSWIUOIIAUD
oY1 031 sysu patjlauspt Aue Ajndwoud Juoday ¢

*ALigisuodsal Jo eade noA UL S324N0S3J JO 3sh Y} pue
S3L3IALIDR YJOM JO 1Dedwil |RJUSWUOIIAUS 3y} Ajlqusp| 7

aA11s0d 9y) aslwixew pue dA1IR3aU dY] SSIWIULW e
saldljod

12IUSWUOUIAUD pue Sjuswaltnbal 1e83a) Yyim Aldwod e

SA11094J9 puUB JUIDLJD dJe e

Aayy 1eyl os AjLLqisuodsal Jo eade JnoA
UL S924N0S3AJ JO 3SN dY3 pue SILIALIDR HIOM asiueSiQ |

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

a1eq

CLITEYETEN]
oljojiiod

SDUIPIAD
Jo adAL

a1eq

ERITEYETEN
oljojliod

DDUDPIAD
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 Ishw NoA jJeym

YJOM JNOA jo Joeduwil JejuswiuodiAuS ayj aseuew :(63) £Z un




7107 Pa)WL] uolednp3 uosiead @ 710z Atenuer — | anss|

— 619497 4DDS 18 JUsWaSRURY UL $ DAS 199X3p3 — ¥00q507 918pIpUR) — L98ETZOAS

91y

*92J4N0S3aJ JO dSN pue SALIALIDR YJOM
JNOA o 1oedwl JeIUSWUOIIAUS Sy} d5euUeW pue AJ13uspl
noA diay 03 ‘Alessadau alaym ‘ad1Ape 1shjedads uteiqo  /

*$324Nn0sal
JO 3sn ay3 pue Sal3LALIDR YoM 03 SaSueyd Wol)
SuLINsal s11jauaq 1eIUSWIUOILIAUS 3Y) 21edluNWWwo) 9

:3SNW NOA pJepuels jeuolleu ayj 319w o]

a1eq

CRITEYETEN
oljoj310d

SDUDPIND
Jo adAL

ajeq

CRITEYEIEN
olj0j310d

DUIBPIND
Jo adA}

e1193140 dduew.i041dd




Ly

ONINYVIT YOIdd 40 NOILINDOD3YH 40 ION3AIAT = 7Y
ANOWILS3L SSANLIM L¥3dXd = Md3
ANOWILS3L SSANLIM/SLINIWALVLS DILNIHLNVY = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TVNOISS340dd = dd

7107 Pa1lwl] uoljesnp3 uosiead @ 710z Arenuer — | anss)
— 619497 4DDS 38 JuaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

AD31VilS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILVINWIS WOY¥4 JWODLNO = §

SINNO0DJV JAILDTT43Y HO/ANY SINIWILYLS TYNOSYId = VY
YHOM S, ¥INYVI1 FHL 40 SLONAOYd = d AN
NWN10)

ONINOILSIND NILLINM ¥O TVHO WO¥4 SIWOILNO = YBD

YOSSIASSY
YIFHL A9 IDNVWHOAY3d S, ¥INYVIT JHL 40 NOILVAYISEO 1O = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 Pa)WL] uolednp3 uosiead @ 710z Atenuer — | anss|

— 619437 4DDS 38 JusWABRURW UL 1 DAS 199X3P3 — 400q307 33epLpUR) — LIZEZOAS gLy
: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 |

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



6Ly

7107 Pa1lwl] uoljesnp3 uosiead @ 710z Arenuer — | anss)
— 619497 4DDS 38 JuaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

"31 0 JY3u
e 9ARY pue I pasu oym asoy) 03 Aj3dwoud a\qe)teae
98pajMmouy pue uoljyew.ojul ayetidosdde ayew noj

‘spJezey a)qissod 10j Jue)LSIA aJe NOA

*Ayioyine JnoA JO sjLwl) a3 ULYIIM 3D NOA

*S9p0d Jeuolssajoid pue saldljod jeuoljesiuesio
‘suoryeingau Aasnpul ‘syuswalinbal 1esa)
‘yum Aldwod s1aylo aiansua pue ‘yum Aldwod noj

*syuswdojaaap pue sueid jo pawlojul 91doad dosy hop

*Butpuelsiapun ajowoud ey sAem ul pue
Aajeandoe ‘Ajasiouod ‘AjJea)d uolyewdolul Juasald NoA

*KA18uLpJodoe saljlAloe pue sueld isnlpe
pue Aj3dwoud saouejswinouLd ul sa8ueyd aSLUS0I3] NOA

I

-pJepue]s jeuolljeu o] oW O]

a1eq

CLITEYETEN]
oljojiiod

DDUDPIAD
Jo adA}

ajeq

CRITEYEYEN
oljojyiod

SDUIPIAD
Jo adA}

sinoianeyag

‘pJepueis yoea 10) 92u232dWod INOA 9)RIISUOWSP 03 SDUSPIAS JUSIDLINS SALS ISNW NOA J1UN SIY) SASLYDR O]

op Ishw NoA jJeym

YJOM JNOA jo Joeduwil JejuswiuodiAuS ayj aseuew :(63) £Z un




7107 Pa)WL] uolednp3 uosiead @ 710z Atenuer — | anss|

— 619497 4DDS 18 JUsWaSRURY UL $ DAS 199X3p3 — ¥00q507 918pIpUR) — L98ETZOAS

0ty

‘uotjenats
e JO saduanbasuod Jo suolyedndwlt ay3 AJ13uspL NOA OT

*Aressadau
uaym 11oddns Jo $921n0S Mau }aas AjaAl1deold
pue $3921N0SaJ 3)ge]leAR JO 3SN 1S9 SYew NoOA 6

*Ai1jer3uapLyuod
JO SJULRJISUOD 3Y] ULYIM AJJUaIdLyjo a5pajmouy
pue uoLJeW.IO)UL 3Jeys 03 SI9Yl0 95eIN0dUS NOA 8

:pJepue)s Jeuolieu ay3 39aW 0]

a1eq

CRITEYEIEN
oljoj310d

DUIPIND
Jo adA}

a1eq

CRITEYEIEN
oljoj310d

9DUDPIND
Jo adA}

sinoineyag




Y44

ONINYVIT YOIdd 40 NOILINDOD3YH 40 ION3AIAT = 7Y
ANOWILS3L SSANLIM L¥3dXd = Md3
ANOWILS3L SSANLIM/SLINIWALVLS DILNIHLNVY = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TVNOISS340dd = dd

7107 Pa1lwl] uoljesnp3 uosiead @ 710z Arenuer — | anss)
— 619497 4DDS 38 JuaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

AD31VilS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILVINWIS WOY¥4 JWODLNO = §

SINNO0DJV JAILDTT43Y HO/ANY SINIWILYLS TYNOSYId = VY
YHOM S, ¥INYVI1 FHL 40 SLONAOYd = d AN
NWN10)

ONINOILSIND NILLINM ¥O TVHO WO¥4 SIWOILNO = YBD

YOSSIASSY
YIFHL A9 IDNVWHOAY3d S, ¥INYVIT JHL 40 NOILVAYISEO 1O = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 Pa)WL] uolednp3 uosiead @ 710z Atenuer — | anss|

— 619437 4DDS 38 JusWABRURW UL 1 DAS 199X3P3 — 400q307 33epLpUR) — LIZEZOAS YAA4
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

“UOLIRDLJLIDA 1eUIIXS 10} pajuasald aq Aew pue jiun siy3 10} patjioads spiepuels ay3 s39aWl oM pajduwies s,a3epLpued ay3 3eyy WILUod |

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

:91e(Q :2Jnjeusis J0SSassy

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

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



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.

e Acting assertively
e Analysing

e Assessing

e Communicating

e Decision-making

e Evaluating

¢ Information management
¢ Involving others

e Prioritising

e Problem-solving

e Researching

e Setting objectives
e Time management

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 423
Issue 1 — January 2012 © Pearson Education Limited 2012
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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
Dé: 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.

438

Analysing

Assessing
Communicating
Decision-making
Evaluating

Information management
Involving others
Monitoring

Obtaining feedback
Planning

Presenting information
Providing feedback

Reviewing

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

Issue 1 — January 2012 © Pearson Education Limited 2012



6ty

7107 Pa1lwl] uoljesnp3 uosiesad @ 7107 Arenuer — | anss)
— 619497 4DDS 38 JUaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

“Juswageuew 35pajMouy 1oddns 03 uoljesiuesio INoA ul 9)ge)leAe s)00) pue SwalsAS
Juswageuew 95paymouy 3loddns 03 $9ss930.4d pue spiepuels S,UoLIesIURSI0 JNOA
*A3Lqisuodsal JO eade INOA 0] JURAD)DJ S3PI)MOUY JO $DINOS JSYJO PUBR SILILUNWILWIOD ‘SHJOMIIN

"suolyesiuesio Jo syusawiiedap Jayio Yim pasueydxs
S1 31 MOy pue A3ljiqisuodsad Jo eade JnoA uL pasn pue paleys ‘padojaAap ‘paleald st 95pajMouy MOH

I

sulpuejsiapun pue 95pajMouy d1j109ds-3xa3u0)

JuswaseuewW 35paIMOoUy J0) SJuswallnbal 10323s/A13snpu

I

Sulpuejsiapun pue a8pajMmouy d1j133ds-10323s/A13snpuj|

*0S Op 03 MOY pue ‘ash pastioyineun wolj A11adoud jenyoayaiul Sulydalold jo asueliodwt ay|

"J1 WOy 3142uaq Aew oym asoy) 0} a)ge)leAe apew pue painided
K19A11084)3 st saljlAllde yiom dnouS pue jenplAlpul ysnoayy padojaaap a8pajmouy jey) 24nsus 03 MOH

*$95$920.d pue 5100}
‘SwalsAs ‘spJepue)s Juswageurw 98P)MOUY SSN pue 98paJMouy aJeys 0} 91doad 58einodus 0} MOH

“Jjuswaseuew
98paIMOUY 9AL1D9449 Japuly Jo diay Aew sinotaeyaq Jo ad13dead YoM usym AJ13uspl 03 MOH

*K19A11D9))9
S1001 pue sWwa)sAs Juswaseuew a5pajMouy asn 0} pasu Aew aydoad aoueptns pue jioddns ay

*92130e4d poos pue sanbiuyda) ‘sadidulid Juswageuew a3paIMouy dlseq

9

[A
I

Sulpuejsiapun pue a5pajmouy jelauan

93eqg

SDUDPIND
Jo adA}

Buipuejs.iapun pue abpajmou)

‘pJepuels Yoea 1o} SuLpueISISpuUN pue 35paJMoUy JNOA 91eIISUOWSP 03 SDUSPLIAS JUSLILLINS DALS ISNW NOA JLUN SLYY SALYDR O]

pue3lSIapuUNn pue Mouy 3snw noA jJeym




7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9Pp3 — %00qS07 91EPIPURD) — L9BEZOAS Ovb
ADILVYLS
DONINYVIT YOIYd 40 NOILINDOD3Y 40 IDN3AIAT = dY ANAWSSASSY JHL A9 AILLIWYAd FYTHM ‘NOLLYTINWIS WO¥d IWODLNO = S
ANOWILS3IL SSANLIM Ld43dX3 = Md3 SINNODDV JAILDIT4IY YO/ANV SLNIWILVLS TVNOSHId = VY
ANOWILSIL SSANLIM/SLINIWALVLS JILNIHLAV = I M WAYOM S, UINYVIT IHL 40 S1ONA0YUd = d Z<<D“._>nw_.w
S31ANLS ASYI/LDAr0Ud ‘INIWNDISSY = Y ONINOILSIND NALLIIM YO TVIO WOY4 SIWODLNO = YBO
d0OSS3ASSY
NOISSNISIA TVNOISS340dd = dd UIFHL A9 IDNVYWHOHYId S, 43INYVIT FHL 40 NOILVAYISEO 1DNId =0

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa)wi] uolesnp3 uosiead @ 710z Arenuer — | anss|

Rad — 619437 4DDS 38 JudWaBRURW UL § DAS 199%3Pp3 — 400q507 a3epIpURD) — L9EZOAS
: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 |

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9Pp3 — %00qS07 91EPIPURD) — L9BEZOAS

iy

*K19A11D94)9
S1001 pue SWalsAs Juswaseuew 35pa)MoUy ash 03
9)1qe aJe 91doad aJnsua 03 adueping pue 1ioddns apLAOld

“Juswaseuew agpaymouy joddns
03 paJtnbal 5100} pue swa3sAs ayj a\ge)LeAe ayew

*Pap.0dal SL 93PIA)MOUY 3)gen)eA eyl 24nsud YdIym pue
aJnided pue suLieys ‘Quawdo)dAIp ‘UOLIRIID DFPIIMOUY
1oddns jey) sassadoud pue spaepuels paalse juawadw|

*AynLgisuodsal
JO eaJR UINOA 0] JURA)DI 95PIIMOUY JO SIDINOS
19310 pue SaLIUNWWOD ‘SYJOMIDU SSIIJB pue A}JL1jusp|

"suollesiuesio Jo sjuswiiedap Jaylo Yjm pagueydxa
SL 31 Moy pue A31)iqisuodsal Jo eade JnoA ul paleys
pue padojaAap ‘pajeald SL a5paimouy A3y a49ym AJ13usp|

I

1 3SNW NOA pJepuels jeuolleu ay) 3193w o]

a1eq

ERITEYEYEN
oljojiiod

SDUIPIAD
Jo adAL

a1eq

ERITEYEYEN
oljojliod

SDUIPIAD
Jo adA}

eLI9}11D 9dUeW.I0IDd

‘pJepue)s yoea 1oj 95ua32dwod IN0A 9)LIISUOWSP 03 SDUSPIAS JUSLDLLINS SALS ISNW NOA JLUN SIY) SASLYDR O

op 3Ishw NoA jJeym

Ayiqisuodsal Jo eaue UnoA ul a8pajmouy aseuew :(Z13) 6Z 1uUn




7107 pa)wi] uolesnp3 uosiead @ 710z Arenuer — | anss|

Sk — 6 19A97 4DDS 18 JuBWIBRURW UL § DAS 199X3P3 — %00q507 23epIpuR) — L986ZOAS
*asn pastioyineun wod) Ayuadoud j1enyoaaiul 109304d 6
*3L WoJj yauaq Aew
OUM 3S0Y3 0] a)ge)LleAe apew pue painided A)aA13094)9
SL S3111AL1DR YJOM dnoJS pue JenplAlpul ysnouyl
pado)aAap a8paimouy eyl a4nsud 03 ALqisuodsal
JO BaJe UnoA uL $3ss920.4d pue $100] ‘SWaISAS
‘spJepuels jusawageurw 93Pa)MOUY JO dsN dY3 JOJUOW 8
*$955920.4d pue $]003 ‘SWaISAS ‘spiepuels Juswageuew
98paIMouUy asn pue a8paimouy adeys 03l ayjdoad adeanoduy /
*paJinbal sagueyd
Aue juawa)dwi pue Juswaeuew SFPIIMOUY DAL}ID4D
J9puLy sinotaeyaq pue sadiyoead }Jom a19ym AJausp| 9
: 3Snw NOA pJepueis Jeuolieu ayl 399w o
CRITENETE)T] 9DUDPIAD CRITENETE)T] 9OUDPIAD
?jeq ol1jojJ310d jJo adAl | =3eq oljojyiod Jo adA} erLId}lId dduew.o041dd




7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9Pp3 — %00qS07 91EPIPURD) — L9BEZOAS e
ADILVYLS
DONINYVIT YOIYd 40 NOILINDOD3Y 40 IDN3AIAT = dY ANAWSSASSY JHL A9 AILLIWYAd FYTHM ‘NOLLYTINWIS WO¥d IWODLNO = S
ANOWILS3IL SSANLIM Ld43dX3 = Md3 SINNODDV JAILDIT4IY YO/ANV SLNIWILVLS TVNOSHId = VY
ANOWILSIL SSANLIM/SLINIWALVLS JILNIHLAV = I M WAYOM S, UINYVIT IHL 40 S1ONA0YUd = d Z<<D“._>nw_.w
S31ANLS ASYI/LDAr0Ud ‘INIWNDISSY = Y ONINOILSIND NALLIIM YO TVIO WOY4 SIWODLNO = YBO
d0OSS3ASSY
NOISSNISIA TVNOISS340dd = dd UIFHL A9 IDNVYWHOHYId S, 43INYVIT FHL 40 NOILVAYISEO 1DNId =0

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa)wi] uolesnp3 uosiead @ 710z Arenuer — | anss|

G — 619437 4DDS 38 JudWaBRURW UL § DAS 199%3Pp3 — 400q507 a3epIpURD) — L9EZOAS
: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 |

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9Pp3 — %00qS07 91EPIPURD) — L9BEZOAS

9y

*S9p0d Jeuolssajold pue saldljod jeuoljesiuesio
‘suolyeingau Auysnpul ‘syuswsalinbau 1es9)
‘yum Aldwod s1aylo aansua pue ‘yum Aldwod noj

‘paJeys aq ued jey) aspaymouy
dojaAap 03 uoljewouL ain3dnals pue asAjeue no

*Butpueilsiapun ajowoud ey sAem ul pue
Aajeandoe ‘A1as1ouod ‘AjJea)d uolyewdojul Juasald NoA

"suolyenits pue a)doad juaia4iLp
0] 91eridoadde sa)A3s pue elpaw jdope pue s9)A3s pue
elpaWw uolyediunwwod paldtajald s,a1doad Aj13usapl noA

‘Sulpueisiapun
Jeninw »2ayd 03 sjuswalels ,SJay3jo asedydal
pue sjutod AjLie)d ‘suorysanb yse ‘AjaAlloe ua3st) oA

*Spaau uolyewojul s,91doad Aj13uspl noA

-pJepue]s jeuolljeu o] oW O]

a1eq

CRITEYETEN]
oljojyiod

DDUDPIAD
Jo adA}

ajeq

CRITEYETEN]
oljojyiod

DDUDPIAD
Jo adA}

sinoianeyag

‘pJepue)s yoea 1oj 95ua32dwod IN0A 9)LIISUOWSP 03 SDUSPIAS JUSLDLLINS SALS ISNW NOA JLUN SIY) SASLYDR O

op 3Ishw NoA jJeym

Ayiqisuodsal Jo eaue UnoA ul a8pajmouy aseuew :(Z13) 6Z 1uUn




7107 pa)wi] uolesnp3 uosiead @ 710z Arenuer — | anss|

Iyv — 6 19A97 4DDS 18 JuBWIBRURW UL § DAS 199X3P3 — %00q507 23epIpuR) — L986ZOAS
"31 03 3ysL
e 9ARY pue I pasau oym asoy) 03 A)3dwoud a\1qe)teae
98pajMmouy pue uolyewlojul ayetidoadde ayew nop ol
"A3h1e13uspLyuod Jo SjuLRIISUOD Y3 ULYyIM ‘AJuaidlyse
uolLjew.ojuL aJeys 0} SI9YJ0 95eINOJUD NOA 6
"Anestyis pue
Auaidiyso ‘A19A1109449 95paIMOUY pue uoLleuLIOjuL
8euew pue Jayles 0] swalsAs dojaAsp NOA 8
"uoljew.ojut jo Ajljiqenas pue AJpLjeA syl 3dayd noA  /
:pJepuels jeuolleu ayj 199w O]
CRITENETE)T] 9DUDPIAD CRITENETE)T] 9OUIPIAD
?jeq ol1j0J310d jJo adAl | =3eq oljojyiod Jo adA} sinoineyag




7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9Pp3 — %00qS07 91EPIPURD) — L9BEZOAS S
ADILVYLS
DONINYVIT YOIYd 40 NOILINDOD3Y 40 IDN3AIAT = dY ANAWSSASSY JHL A9 AILLIWYAd FYTHM ‘NOLLYTINWIS WO¥d IWODLNO = S
ANOWILS3IL SSANLIM Ld43dX3 = Md3 SINNODDV JAILDIT4IY YO/ANV SLNIWILVLS TVNOSHId = VY
ANOWILSIL SSANLIM/SLINIWALVLS JILNIHLAV = I M WAYOM S, UINYVIT IHL 40 S1ONA0YUd = d Z<<D“._>nw_.w
S31ANLS ASYI/LDAr0Ud ‘INIWNDISSY = Y ONINOILSIND NALLIIM YO TVIO WOY4 SIWODLNO = YBO
d0OSS3ASSY
NOISSNISIA TVNOISS340dd = dd UIFHL A9 IDNVYWHOHYId S, 43INYVIT FHL 40 NOILVAYISEO 1DNId =0

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa)wi] uolesnp3 uosiead @ 710z Arenuer — | anss|

6vv — 619437 4DDS 38 JudWaBRURW UL § DAS 199%3Pp3 — 400q507 a3epIpURD) — L9EZOAS
: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 |

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



450 SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 —
Issue 1 — January 2012 © Pearson Education Limited 2012



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.

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 451
Issue 1 — January 2012 © Pearson Education Limited 2012



7107 Pa1lwi] uoljesnpl uosiesd @ 710z Aenuer — | anss|
— 619497 4DDS 38 JUSaWIBRURK UL § DAS 199%X3P3 — 400q507 93ePIpURD) — L9Z6TOAS A% g

*SUIJOM JeNnJIA pue Wea) Wouy SulsLIe SaNnsst JuaWwaseurw a5pajMouy pue uoljewoul ‘spiodal ayl /
*$355920.d $S2ULSNQ 240D UIIM S3IRJISJUL SULYJOM JenliA pue Wwea) MoOH 9
"SWea) 1enlJlIA 10} $921N0SaJ UOLIRWIOUL JO JuSWaseuew ay) 3)qeua 03 MOH G

*sanbiuyoay pajqeua-A50j0uyda) pue adey-03
-90B} BuLpN)duUL ‘BUlyJOM 9l0Wal pue swed) Joddns 0] a)gejleAe sanbluyday pue sj00} Jo 98uel dyl

"SPaau pue sanssi Juswageuey aALYDIY pue
SpJ0J9Yy ‘a8pajmouy ‘salielql] ‘uoljewojul uo 3oedull 8say) Moy pue Supyjdom weay jo sajduud syl €

swea) ul pue Ajojowsal 3ujiom 0} Aidde jeyy sjuLelisuod jerdJawwod pue jerdos ‘Aioleingay 7

*S19)JOM 210WaJ puR SWEa) JeniiA ‘swea) 123}k 3sayl Moy pue sadi3deld SuijJom s uoljesiuesio ayy |

Sulpuejsiapun pue a5pajmouy jelauan

SDUDPIND
ajeq Jo adA} Buipuejs.iapun pue abpajmou)

‘pJepuels Yoea 1o} SuLpueISISpuUN pue 35paJMoUy JNOA 91eIISUOWSP 03 SDUSPLIAS JUSLILLINS DALS ISNW NOA JLUN SLYY SALYDR O]

pue3lSIapuUNn pue Mouy 3snw noA jJeym




13°14

ONINYVIT YOIdd 40 NOILINDOD3YH 40 ION3AIAT = 7Y
ANOWILS3L SSANLIM L¥3dXd = Md3
ANOWILS3L SSANLIM/SLINIWALVLS DILNIHLNVY = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TVNOISS340dd = dd

7107 Pa1lwl] uoljesnp3 uosiesad @ 7107 Arenuer — | anss)
— 619497 4DDS 38 JUaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

AD31VilS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILVINWIS WOY¥4 JWODLNO = §

SINNO0DJV JAILDTT43Y HO/ANY SINIWILYLS TYNOSYId = VY
YHOM S, ¥INYVI1 FHL 40 SLONAOYd = d AN
NWN10)

ONINOILSIND NILLINM ¥O TVHO WO¥4 SIWOILNO = YBD

YOSSIASSY
YIFHL A9 IDNVWHOAY3d S, ¥INYVIT JHL 40 NOILVAYISEO 1O = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619437 4DDS 38 JusWaBRURW UL § DAS 199%3Pp3 — 400q507 93epIpURD) — L9EZOAS vG
: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 |

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



GGy

7107 Pa1lwl] uoljesnp3 uosiesad @ 7107 Arenuer — | anss)
— 619A97 4DDS 18 JUBWaSeURW UL { DAS 199X3P3 — %00q507 91epipue) — L986ZOAS

*Sujiom wea) Juoddns 03 ‘sj003 Juawaseuew
jJuswndop pue guiindwod jetdos a)dwexs Joj ‘sassado.d
pue $)00} 9A1109}49 ulejutew pue dojaAsp ‘Ajlauap|

*$955920.d pue $)003 UOIIEDLUNWIWOD 10}
sjuswalinbal ayy siapjoyayels YIlm Malaal pue Ajlauap|

*Aj1en1aiA Supjdom aydoad pue
swiea) Joj sagualjeyd A3y ay3 SI1opjoyaxeis Yim Aj1ausp|

‘BuIoM
JenutA pue wea) Joddns 03 sa1aje.}s uoljeuliojul
10} Jioddns Jap)oyayeis pue juswaseurw JOLUSS 9INIS

*SUIYJOM 1eNLILIA
pue wea} 0} JUSWaSeurW UOLJRWIOLUL PUR SFPIIMOUY
9A1129}49 JO 9N)BA 3y} 9)LJLUNWILIOD pue dleJiIsuowa(q

‘BuIoM
JenlJiA pue wea) oddns 03 sa18aje.lys aulwlalaq

I

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

a1eq

CLITEYETEN]
oljojiiod

SDUIPIAD
Jo adA}

a1eq

CRITEYEYEN
oljojiiod

DDUDPIAD
Jo adA}

eLI9}11D 9dUeW.I0IDd

‘pJepue)s yoea 1oj 95ua32dwod IN0A 9)LIISUOWSP 03 SDUSPIAS JUSLDLLINS SALS ISNW NOA JLUN SIY) SASLYDR O

op 3Ishw NoA jJeym

Supjiom jenpiiA pue wed) yioddns :(13) 0€ 3Un




7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9Pp3 — %00qS07 91EPIPURD) — L9BEZOAS

94y

*SULYJOM JeNnIIA pue Wwea) 03 Suljew st
JusWaseURW 95PaIMOUY Jey) UoLINGLIIU0D 3y} Aj1auap|

vl

"passalppe aJe SUL}JOM JeniiA pue wea) Wo.)
SulsLIe sansst JuawaseurwWw SpJodaJ ay) jeyl ainsul

€l

*92UaLIadXd pue 95pa)MOUY PJI0ddJ WaY)
d)ay 03 1003 9y} pue UOLIRWLIOJUL PUE $)}OSSe D5PI)MOUY
03 SS9JJB dARY SJ9YJOM 9}0WSJ pue SWeal Jeyl ainsul

4%

‘Adde
Aew 3jey) SsjuleIISUOD JeIDISWWOD 0 Jetdos ‘Alojeingal
0} 9J3ype pue puelsiapun SJaquaw Wea) jeyl ainsul

L

‘slapjoyayels
JeuIa1Xa pue JeuJalul U9SMIaq uolieloge))od
SAL1DRIDIUL 1R)L|IDR) 0 SULSPLNS SpLA0Id

ol

*$9559204d pue $1003 SULYIOM JeNLILA
pue wea} JO 3SN SAL}D94)9 95eIN0DUS pue djelL|loe)
0} 140ddns pue Sulyoeod ‘Butute.y ‘saul)aping apLAOId

‘sjuswaoadwil Aj13uspl pue SulyIom
]enlJlA pue wea} J0j SJ003 pue $355920.4d J0JLuoW

"BuIOM aJe A3y) J9ASIYM
W01} 98Pa)MOUy pue uoljew.lojul 03 309uuod 03 a1doad
MOJ)e Jey] swalsAs pue sassadoud ‘syJomiau AjL1juap|

L

:3SNW NOA pJepuels jeuolleu ayj 319w o]

ajeq

CRITEYEIEY
olj0j310d

9DUIBPIND
Jo adA)

aieq

CRITEYEIEY
olj0j310d

DUIBPIND
Jo adA)

e1193140 dduew.i041dd




LGy

ONINYVIT YOIdd 40 NOILINDOD3YH 40 ION3AIAT = 7Y
ANOWILS3L SSANLIM L¥3dXd = Md3
ANOWILS3L SSANLIM/SLINIWALVLS DILNIHLNVY = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TVNOISS340dd = dd

7107 Pa1lwl] uoljesnp3 uosiesad @ 7107 Arenuer — | anss)
— 619497 4DDS 38 JUaWIBRURY UL § DAS 199%3P3 — 400q507 93ePIpURD) — L9Z6ZOAS

AD31VilS
AINIWSSISSY FHL A9 ILLIWYId FYIHM ‘NOILVINWIS WOY¥4 JWODLNO = §

SINNO0DJV JAILDTT43Y HO/ANY SINIWILYLS TYNOSYId = VY
YHOM S, ¥INYVI1 FHL 40 SLONAOYd = d AN
NWN10)

ONINOILSIND NILLINM ¥O TVHO WO¥4 SIWOILNO = YBD

YOSSIASSY
YIFHL A9 IDNVWHOAY3d S, ¥INYVIT JHL 40 NOILVAYISEO 1O = O

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619437 4DDS 38 JusWaBRURW UL § DAS 199%3Pp3 — 400q507 93epIpURD) — L9EZOAS 8GH
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

“UOLIRDLJLIDA 1eUIIXS 10} pajuasald aq Aew pue jiun siy3 10} patjioads spiepuels ay3 s39aWl oM pajduwies s,a3epLpued ay3 3eyy WILUod |

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

:91e(Q :2Jnjeusis J0SSassy

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

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



7107 pa)wi] uolesnp3 uosiead @ 710z Arenuer — | anss|

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9p3 — %00qS07 91EPIPUR) — L9BEZOAS

6SY
*BULYJOM 1eN1ILA
J0 saBua)eyd ayj jo uolieldaidde ue ajesjsuOWSP NOA G
*BUIYJOM JeN1IIA pue wes)
03 JuaWllwwod e jesjsuowap pue a)dwexs Aq pea) nox ¢
‘pakojdwa aue sassadoud ajeridoidde
1S0W 93 1ey) 0S SULIOM djowal pue swea) sulyioddns 1oy
sanbluynal payshgeiss Jo adueualutew pue juswdoiaAsp
Y3 Y3IM S313010UYyDd)} MAU JO 3sn aY3 aduejeq NOA €
*340ddns noA swea) ayj jo sarjiorid
pue SaA13122[qo ay3 JO Sulpur)SIopuUN Ue 91RJIISUOWSP NOA T
*SjuLeI)Suod
pue saljLiolid J1ay3 pueisiapun nNoA jeyy ainsud pue
A210wal yiom oym a1doad oy 1ioddns ajeaysuowap nop |
:pJepuej]s jeuoljeu ayj 399w 0]
CRITENETE)T] 9OUDPIAD CRITENETE)T] 9OUDPIAD
ajeq oljojyiod Jo adA] | ?ajeq oljojyiod Jo adA} sinoineyag

‘pJepue)s yoea 1oj 95ua32dwod IN0A 9)LIISUOWSP 03 SDUSPIAS JUSLDLLINS SALS ISNW NOA JLUN SIY) SASLYDR O

op 3Ishw NoA jJeym

Supjiom jenpiiA pue wed) yioddns :(13) 0€ 3Un




7107 pa3lwi uolyesnpy uosiesad @ 10z Atenuer — | anss)

— 619497 4DDS 18 JusWaBeURW UL § DAS 199%9Pp3 — %00qS07 91EPIPURD) — L9BEZOAS 09%
ADILVYLS
DONINYVIT YOIYd 40 NOILINDOD3Y 40 IDN3AIAT = dY ANAWSSASSY JHL A9 AILLIWYAd FYTHM ‘NOLLYTINWIS WO¥d IWODLNO = S
ANOWILS3IL SSANLIM Ld43dX3 = Md3 SINNODDV JAILDIT4IY YO/ANV SLNIWILVLS TVNOSHId = VY
ANOWILSIL SSANLIM/SLINIWALVLS JILNIHLAV = I M WAYOM S, UINYVIT IHL 40 S1ONA0YUd = d Z<<D“._>nw_.w
S31ANLS ASYI/LDAr0Ud ‘INIWNDISSY = Y ONINOILSIND NALLIIM YO TVIO WOY4 SIWODLNO = YBO
d0OSS3ASSY
NOISSNISIA TVNOISS340dd = dd UIFHL A9 IDNVYWHOHYId S, 43INYVIT FHL 40 NOILVAYISEO 1DNId =0

:(3)1qeoydde j1) 35USplAS JeUOLIPPY




7107 pa)wi] uolesnp3 uosiead @ 710z Arenuer — | anss|

L9 — 619437 4DDS 38 JudWaBRURW UL § DAS 199%3Pp3 — 400q507 a3epIpURD) — L9EZOAS
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

“UOLIRDLJLIDA 1eUIIXS 10} pajuasald aq Aew pue jiun siy3 10} patjioads spiepuels ay3 s39aWl oM pajduwies s,a3epLpued ay3 3eyy WILUod |

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

:91e(Q :2Jnjeusis J0SSassy

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

:91eQ :aJnjeusis ajepipue)

‘spJepuels jeuolyedndd( jeuotieN ay3 40 sjuawalinbal ay3 s39awW pue JoM UMO Aw SI JLUM SLYY UL P)LR1Sp 9JUSPIAS 33 Jey3 WLILIUOD |



7107 Pa1lwi] uoljesnpl uosiesd @ 710z Aenuer — | anss|
— 619497 4DDS 38 JUSaWIBRURK UL § DAS 199%X3P3 — 400q507 93ePIpURD) — L9Z6TOAS 9%



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.

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 463
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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.

464

Assessing
Communicating
Consulting
Decision-making
Evaluating
Influencing
Monitoring
Negotiating
Problem-solving

Thinking strategically

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

478

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.

e Analysing

e Assessing

¢ Communicating
e Decision-making
e Evaluating

e Monitoring

¢ Negotiating

e Persuading

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 491
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e Presenting information
e Questioning

e Researching

e Reviewing

e Risk management

¢ Thinking strategically

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

e Evaluating

e Delegating

e Communicating

e Setting objectives

e 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 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.

e Acting assertively
e Analysing

e Communicating

e Managing conflict
e Delegating

e Decision-making

¢ Influencing

e Leadership

e Motivating

o Negotiating

e Planning
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¢ Problem-solving

e Questioning

e Stress management
e Time management

e 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.

534

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
e Communicating

e Analysing

e Assessing

¢ Thinking strategically

e Forecasting

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 547
Issue 1 — January 2012 © Pearson Education Limited 2012



e Innovating

e Networking

e Presenting information
e Decision-making

¢ Thinking with a focus on customers

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

562

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.

1SO09001:2000, 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.

e Assessing

¢ Communicating

¢ Decision-making

e Evaluating

e Influencing

e Information management
¢ Involving others

e Monitoring

e Motivating

e Obtaining feedback

e Planning

e Presenting information
e Providing feedback

e Questioning

e Reporting

e 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 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 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.

e Communicating

e Monitoring

¢ Planning

e Presenting information
e Reporting

e Researching

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 591
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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 1S09001:2000 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

e Benchmarking

¢ Communicating
e Decision-making

e Evaluating

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 603
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e Interviewing

¢ Involving others
e Monitoring

¢ Planning

e Questioning

e Reporting

e Researching

e Reviewing

e Setting objectives

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

SV029861 — Candidate Logbook — Edexcel SVQ 4 in Management at SCQF Level 9 — 619
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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.

620

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

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