
 
 
Candidate Logbook 
 

SVQ 5 in Management at SCQF Level 11 
 

October 2011 
 
 

 
 

SVQ 



 

 

Pearson Education Ltd is one of the UK’s largest awarding organisations, offering 
academic and vocational qualifications and testing to schools, colleges, employers, 
and other places of learning, both in the UK and internationally. Qualifications 
offered include GCSE, AS and A level, NVQ and our BTEC suite of vocational 
qualifications, ranging from Entry Level to BTEC Higher National Diplomas. Pearson 
Education Ltd administers Edexcel GCSE examinations. 
 
Through initiatives such as on screen marking and administration, Pearson is leading 
the way in using technology to modernise educational assessment, and to support 
teachers and learners. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

References to third-party material made in this document are made in good faith. 
Edexcel does not endorse, approve or accept responsibility for the content of 
materials, which may be subject to change, or any opinions expressed therein. 
(Material may include textbooks, journals, magazines and other publications and 
websites.) 

 

 

Authorised by Martin Stretton 
Prepared by Susan Hoxley 

Publications code SV029862 

All the material in this publication is copyright 
© Pearson Education Limited 2012 



 

 

Contents 
 

Section 1: SVQ 5 in Management at SCQF level 11 1 

Introduction  1 

Who is this SVQ for? 2 

What progression opportunity does this SVQ offer me? 2 

What is the structure of the SVQ 5 in Management at SCQF Level 11? 3 

Section 2: Examples of forms 5 

Collecting your evidence 5 

Example form 1 — Portfolio title page 7 

Example form 2 — Personal profile 9 

Example form 3 — Contents checklist 11 

Example form 4 — Index of evidence 13 

Example form 5 — Unit assessment plan 15 

Example form 6 — Unit sign-off record 17 

Example form 7 — Work Log 19 

Example form 8 — Observation record 21 

Example form 9 — Witness testimony 23 

Example form 10 — Expert witness evidence record 25 

Example form 11 — Record of questions and candidate’s answers 27 

Section 3: Logbook 29 

Mandatory units 31 

Unit 1:  Provide leadership for your organisation 33 

Unit 2:  Encourage innovation in your organisation 47 

Unit 3:  Improve organisational performance 63 

Optional units 77 

Unit 4:  Develop your personal networks 79 

Unit 5:  Map the environment in which your organisation operates 93 

Unit 6:  Develop a strategic business plan for your organisation 107 

Unit 7   Put the strategic business plan into action 121 

Unit 8:  Ensure compliance with legal, regulatory, ethical and  
social requirements 135 



 

Unit 9:  Develop the culture of your organisation 147 

Unit 10:  Manage risk 159 

Unit 11:  Promote equality of opportunity, diversity and inclusion in 
your organisation 173 

Unit 12:  Lead change 189 

Unit 13:  Plan change 201 

Unit 14:  Implement change 213 

Unit 15:  Develop productive working relationships with colleagues  
and stakeholders 225 

Unit 16:  Plan the workforce 241 

Unit 17:  Build and sustain collaborative relationships with other 
organisations 255 

Unit 18:  Obtain additional finance for the organisation 267 

Unit 19:  Promote the use of technology within your organisation 283 

Unit 20:  Ensure an effective organisational approach to health  
and safety 297 

Unit 21:  Promote knowledge management in your organisation 311 

Unit 22:  Outsource business processes 325 

Unit 23:  Manage a programme of complementary projects 339 

Unit 24:  Build your organisation’s understanding of its market and 
customers 351 

Unit 25:  Develop a customer-focused organisation 365 

Unit:26  Carry out quality audits 377 

Unit 27:  Manage the development and marketing of products/ 
services in your area of responsibility 391 

=



 

 

=
 





 

SV029862— Candidate Logbook —SVQ 5 in Management at SCQF Level 11 —  

Issue 1 — January 2012 © Pearson Education Limited 2012 

1 

 

Section 1: SVQ 5 in Management at SCQF 
level 11 

Introduction 

This document contains information specific to the Edexcel SVQ 5 in Management at 
SCQF level 11. 

National Occupational Standards and SVQs 

The standards, Assessment Strategy and qualification structures for Edexcel 
Management SVQ 5 in Management at SCQF level 11 are overseen by Council for 
Administration (CFA). The SVQs have been developed from the National Occupational 
Standards. 

The Edexcel SVQ in Management at SCQF Level 11 gives recognition of candidates’ 
skills, knowledge and understanding. It allows candidates to gain a qualification in 
the workplace that relates to their job and promotes good working practice. 

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

CfA business skills @ work 
6 Graphite Square, Vauxhall Walk, London SE11 5EE 
Telephone: 0207 091 9620 Fax: 0207 091 7340 
email: info@cfa.uk.com  

 

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

Simulation must be carried out in conditions resembling the workplace. These 
conditions are described as being a ‘realistic working environment’ (RWE). 

 
Which SVQs in Team Leading and Management are available?  
The SVQs in Team Leading and Management are available as follows:  

SVQ 2 in Team Leading at SCQF level 5  

SVQ 3 in Management at SCQF level 7 

SVQ 4 in Management at SCQF Level 9 

SVQ 5 in Management at SCQF Level 11. 

 

It is important that you select the most appropriate level related to your work role. 
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Who is this SVQ for? 

The SVQ 5 in Management at SCQF Level 11 

Candidates can expect to be senior managers and hold a more strategic role in an 
organisation. The three mandatory units develop skills in leadership, innovation, 
improving organisational performance and health and safety. 

 

What progression opportunity does this SVQ offer me? 

Candidates may progress within their own employment, for example, to senior 
management. They can also progress to: 

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

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

 the Edexcel Level 7 BTEC Award/Certificate/Diploma/Extended Diploma in 
Strategic Management and Leadership (QCF). 
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What is the structure of the SVQ 5 in Management at SCQF Level 11? 

To achieve the whole qualification at Level 5 you must prove competence in three 
mandatory units and four optional units. 

Mandatory units for the SVQ 5 in Management at SCQF Level 11 

You must achieve all of the units listed below: 

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

1 B7 Provide leadership for your organisation 13 11 

2 C3 Encourage innovation in your organisation 16 1 

3 F12 Improve organisational performance 11 11 

 

Optional units for the SVQ 5 in Management at SCQF Level 11 

You must achieve four of the units listed below:  

Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

4 A3 Develop your personal networks 10 9 

5 B2 
Map the environment in which your 
organisation operates 14 11 

6 B3 
Develop a strategic business plan for your 
organisation 14 11 

7 B4 Put the strategic business plan into action 9 10 

8 B8 
Ensure compliance with legal, regulatory, 
ethical and social requirements 12 9 

9 B9 Develop the culture of your organisation 13 11 
10 B10 Manage risk 12 11 

11 B12 

Promote equality of opportunity, 
diversity and inclusion in your 
organisation 12 11 

12 C4 Lead change 15 9 
13 C5 Plan change 15 9 
14 C6 Implement change 11 8 

15 D2 
Develop productive working relationships 
with colleagues and stakeholders 12 9 

16 D4 Plan the workforce 12 11 

17 D17 
Build and sustain collaborative 
relationships with other organisations 6 11 

18 E3 
Obtain additional finance for the 
organisation 18 10 

19 E4 
Promote the use of technology within 
your organisation 12 11 

20 E7 
Ensure an effective organisational 
approach to health and safety 12 11 
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Unit 
number 

Unit code Title Unit 
credit 

SCQF 
level 

21 E13 
Promote knowledge management in your 
organisation 7 11 

22 E17 Outsource business processes 9 9 

23 F2 
Manage a programme of complementary 
projects 12 10 

25 F9 
Build your organisation’s understanding of 
its market and customers 12 9 

26 F10 Develop a customer-focused organisation 12 11 
27 F15 Carry out quality audits 6 10 

28 F16 

Manage the development and marketing 
of products/services in your area of 
responsibility 9 10 
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Section 2: Examples of forms 

Collecting your evidence 

This section contains examples of the forms you, your assessor and the internal 
verifier will use while you are undertaking your SVQ5 in Management at SCQF Level 
11. 

The forms are: 

 Form 1: Portfolio title page 

 Form 2: Personal profile 

 Form 3: Contents checklist 

 Form 4: Index of evidence 

 Form 5: Unit assessment plan 

 Form 6: Unit sign-off record 

 Form 7: Work Log 

 Form 8: Observation record 

 Form 9: Witness testimony 

 Form 10: Expert witness evidence record 

 Form 11: Record of questions and candidate’s answers. 

You should ask your assessor for further advice and support if you are still unsure 
about how to use the forms and who should complete them. 
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Example form 1 — Portfolio title page 

 
Name:  

 
Job title:  

 
Name of employer/training provider/college:  

 
 

 
Their address:  

 

 

 

 

 Postcode:   

Telephone number (Home):  (Work):  

Email address:  Fax number:  

 
SVQ:  
Level:  

 
Units submitted for assessment:  

 

 

 

 
 

 
Mentor/Supervisor:  

 

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

 
 

Assessor:  Date:  
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Example form 2 — Personal profile 

 
Name:  

 
Address:  

 

 

 

 Postcode:  

Telephone number (Home):  (Work):  

Email address:  Fax number:  

 
Job title:  

Relevant experience 

 
Description of your current job:  

 

 

 

 
 

 
Previous work experience or attach copy of a current CV:  

 

 

 

 
 

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

 

 

 
 

continued overleaf… 
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Voluntary work/interests:  

 

 
 

 
Name of employer/training provider/college:  

 
 

 
Address:  

 

 

 

 

 Postcode:  

Telephone number (work):  Fax number:  

Email address:  

 
Type of business, if employer:  

 
 

 
Number of staff:  
 

 
Structure of organisation (including chart or diagram if available):  
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Example form 3 — Contents checklist 

SVQ title:  

Candidate:  

 Completed? Page/section 
number 

 
Title page for the portfolio 
 

  

 
Personal profile 

 your own personal details 

 a brief CV or career profile 

 description of your job 

 information about your employer/training 
provider/college 
 

  

 
Summary of the units 
 

  

 
Completed units 

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

 reference numbers included 

 unit assessment plans 
 

  

 
Unit progress records 
 

  

 
Index of evidence (with cross-referencing 
information completed) 
 

  

 
Evidence (with reference numbers) 

 observation records 

 details of witnesses (witness testimony sheets) 

 personal statements 
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Example form 4 — Index of evidence 

SVQ title and level:  

Candidate:   

Units/elements 
evidence links 
to  
(give specific 
numbers, 
eg 5.2.1) 

Evidence 
number 

Description of evidence Included in 
portfolio 
(Yes/No) 
If No, state location 

Internal 
verifier 
signature 
and date 
of 
sampling 
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Example form 5 — Unit assessment plan 

SVQ title:  

Unit:  

Candidate:  Assessor:  

Normal working activities performed 

 TYPICAL 
EVIDENCE 

WORK AREA EXPECTED 
COMPLETION 
DATE 

LINKS TO OTHER 
UNITS/ELEMENTS 

ELEMENT:  

     

ELEMENT:  

     

ELEMENT:  

     

Activities needing to be performed 

ELEMENT:  

     

ELEMENT:  

     

ELEMENT:  

     

Additional comments 

 

 

 
 

Assessor’s signature:  Date:  

Candidate’s signature:  Date:  
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Example form 6 — Unit sign-off record 

SVQ title and level:  

Candidate:  

Assessor:  

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

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

Mandatory          

Optional          

 

Mandatory units 

Unit number Title Assessor’s 
signature 

Date 

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

continued overleaf… 
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Optional units 

Unit number Title Assessor’s 
signature 

Date 

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    

    



 

SV029862— Candidate Logbook —SVQ 5 in Management at SCQF Level 11 —  

Issue 1 — January 2012 © Pearson Education Limited 2012 

19 

Example form 7 — Work Log 

SVQ title and level:  

Unit/element(s):  

Candidate:  

Purpose of statement:  

Evidence index number:  

Date Evidence 
index 
number 

Details of statement Links to 
other 
evidence 
(enter numbers) 

Units, 
elements 
and PCs 
covered 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

    

Candidate’s signature:  Date:  

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

SVQ title and level:  

Unit/element(s):  

Candidate:  Date of observation:  

Evidence index number:  

Skills/activities observed: PCs and range covered: 

  

  

  

  

  

Knowledge and understanding apparent from this observation: 

 

 

 

 

 

Other units/elements to which this evidence may contribute: 

 

 

 

 
 

Assessor comments and feedback to candidate: 

 

 

 

 
 

I can confirm the candidate’s performance was satisfactory. 

Assessor’s signature:  Date:  

Candidate’s signature:  Date:  
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Example form 9 — Witness testimony 

SVQ title and level:   

Candidate name:  

Evidence index number:  

Where applicable, evidence number to which this testimony relates:  

  

Unit:  

Element(s):  

Range:  

Date of evidence:  

Witness name:   

Relationship to candidate:   

Details of testimony:  

 

 

 

 

 

 

 

 

 

 
 

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

Witness signature:  

Name:  Date:  

Contact telephone number:  
 

Please tick () the appropriate box. 

 QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE  

 FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING 
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Example form 10 — Expert witness evidence record 

SVQ title and level:   

Candidate name:  

Evidence index number:  

Where applicable, evidence number to which this testimony relates:  

  

Unit:  

Element(s):  

Date of evidence:  

Expert witness name:   

Relationship to candidate:   

Details of testimony:  

 

 

 

 

 

 

 

 

 
 

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

Expert witness signature:  

Name:  Date:  

Contact telephone number:  
 

Please tick () the appropriate box. 

 QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE 

 RELEVANT PROFESSIONAL WORK ROLE THAT INVOLVES EVALUATING EVERYDAY STAFF 
PRACTICE 

 CURRENT EXPERTISE 

 FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING 
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Example form 11 — Record of questions and candidate’s answers 

SVQ title and level:  

Candidate name:  

Unit:  Element(s):  

Evidence index number:  

Circumstances of assessment:  

 

 

 

 
 

 

List of questions and candidate’s responses: 

Q:  

 
A:  

 

 

 

 

 
 

Q:  

 
A:  

 

 

 

 
 

Assessor’s signature:  Date:  

Candidate’s signature:  Date:  
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Section 3: Logbook 

Page number 

Mandatory units 31 

Unit 1:  Provide leadership for your organisation 33 
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Optional units 77 

Unit 4:  Develop your personal networks 79 

Unit 5:  Map the environment in which your organisation operates 93 

Unit 6:  Develop a strategic business plan for your organisation 107 

Unit 7   Put the strategic business plan into action 121 

Unit 8:  Ensure compliance with legal, regulatory, ethical and  
social requirements 135 

Unit 9:  Develop the culture of your organisation 147 

Unit 10:  Manage risk 159 

Unit 11:  Promote equality of opportunity, diversity and inclusion in 
your organisation 173 

Unit 12:  Lead change 189 

Unit 13:  Plan change 201 

Unit 14:  Implement change 213 

Unit 15:  Develop productive working relationships with colleagues  
and stakeholders 225 
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Unit 17:  Build and sustain collaborative relationships with other 
organisations 255 

Unit 18:  Obtain additional finance for the organisation 267 

Unit 19:  Promote the use of technology within your organisation 283 
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and safety 297 
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Unit 23:  Manage a programme of complementary projects 339 
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Unit 24:  Build your organisation’s understanding of its market and 
customers 351 

Unit 25:  Develop a customer-focused organisation 365 

Unit:26  Carry out quality audits 377 

Unit 27:  Manage the development and marketing of products/ 
services in your area of responsibility 391 

 

 

 

 

 



 

SV029862— Candidate Logbook —SVQ 5 in Management at SCQF Level 11 —  

Issue 1 — January 2012 © Pearson Education Limited 2012 

31 

. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Mandatory 
units 



SV029862— Candidate Logbook —SVQ 5 in Management at SCQF Level 11 —  

Issue 1 — January 2012 © Pearson Education Limited 2012 

32 

. 

 

 

.  



 

SV029862 — Candidate Logbook —SVQ 5 in Management at SCQF Level 11 —  33 

Issue 1 — January 2012 © Pearson Education Limited  2012 

Unit 1: Provide leadership for your 
organisation 

Unit code: B7 

Unit credit: 13 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about providing direction to people in the organisation and enabling, 
inspiring, motivating and supporting them to achieve what the organisation has set 
out to do. 

It is expected that you will be aware of and be able to apply different styles of 
leadership appropriate to different people and situations. 

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 all other units in the overall suite of National Occupational 
Standards for Management and Leadership where leadership for your organisation 
may be required. 

 

Skills 

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

 

 Thinking strategically 
 Empowering 
 Communicating 
 Influencing and persuading 
 Leading by example 
 Planning 
 Inspiring 
 Motivating 
 Problem-solving 
 Valuing and supporting others 
 Monitoring 
 Consulting 
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 Obtaining feedback 
 Following 
 Managing conflict 
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Unit 2: Encourage innovation in your 
organisation 

Unit code: C3 

Unit credit: 16 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about encouraging and supporting the identification and practical 
implementation of ideas across your organisation. The initial ideas will primarily 
come from people working for your organisation, although you will be expected to 
look beyond the organisation for opportunities to identify and develop ideas, and will 
focus on 

• new products and/or services 

• improvements to existing products and/or services 

• improvements to existing practices, procedures, systems, ways of working, etc. 
across the organisation or those of customers or suppliers. 

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 B7: Provide leadership for your organisation,               
B9: Develop the culture of your organisation, C2: Encourage innovation in your 
area of responsibility, E4: Promote the use of technology within your organisation 
and F12: Improve organisational performance in the overall suite of National 
Occupational Standards for Management and Leadership. 
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Skills 

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

 
• Communicating 
• Providing feedback 
• Leadership 
• Thinking strategically 
• Problem-solving 
• Inspiring 
• Thinking creatively 
• Motivating 
• Analysing 
• Making decisions 
• Networking 
• Monitoring 
• Involving others 
• Valuing and supporting others 
• Reporting 
• Evaluating 
• Risk management 
• Reviewing 
• Information management 
• Learning 
• Reflecting 
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Unit 3: Improve organisational 
performance 

Unit code: F12 

Unit credit: 11 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about overseeing the continuous improvement of the overall performance 
of the organisation. The emphasis is very much on identifying and implementing 
changes which will add value in the eyes of customers and other key stakeholders. 

 

Who is the unit for? 

The unit is recommended for senior managers. 

 

Links to other units 

This unit is linked to units B7: Provide leadership for your organisation, 
C3: Encourage innovation in your organisation, E14: Support team and virtual 
working, E17: Outsource business processes and F10: Develop a customer-focused 
organisation 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 improving the 
performance of the organisation. These skills are explicit/implicit in the detailed 
content of the unit and are listed here as additional information’. 

 

 Information management 
 Communicating 
 Benchmarking 
 Thinking systematically 
 Analysing 
 Decision-making 
 Prioritising 
 Leadership 
 Presenting information 
 Valuing and supporting others 
 Planning 
 Evaluating 
 Involving others 
 Thinking strategically 
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Unit 4: Develop your personal networks 
Unit code: A3 

Unit credit: 10 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about developing your personal networks to support both your current 
and future work. 

Your personal networks may include people in your own organisation, people you 
meet from other organisations and people you are in contact with over the phone or 
the internet. 

Developing personal networks is based on the principles of reciprocity (exchanging 
things with others for mutual benefit) and confidentiality. People only want to 
network if there are mutual benefits from exchanging information and other 
resources. There must also be clearly agreed boundaries of confidentiality – certain 
information and resources may not be exchanged because they are confidential. 

 

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 A2: Manage your own resources and professional 
development and D2: Develop productive working relationships with colleagues 
and stakeholders in the overall suite of National Occupational Standards for 
Management and Leadership. 

If your organisation is a small firm, you should look at unit A3: Check your own skills, 
which has been developed by the Small Firms Enterprise and Development Initiative 
(SFEDI) specifically for small firms and which may be more suitable to your needs. 
You can obtain information on the unit from SFEDI on 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 developing your 
personal networks. These skills are explicit/implicit in the detailed content of the 
unit and are listed here as additional information. 

 

 Communicating 
 Setting objectives 
 Questioning 
 Time management 
 Information management 
 Presenting information 
 Influencing and persuading 
 Reflecting 
 Learning 
 Evaluating 

 Risk management 
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. 

Unit 5: Map the environment in which 
your organisation operates 

Unit code: B2 

Unit credit: 14 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about making sure you have a clear and up-to-date picture of the 
environment in which your organisation operates and can produce information which 
could be used for planning and operational purposes. The environment includes the 
‘external’ operating environment – for example, customers and their needs, market 
trends, new technologies and methods, legislation, and the activities of competitors 
and partners. It also includes the ‘internal’ operating environment – for example, 
resources available to and the culture of the organisation. 

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, B4: Put the Strategic business plan into action, D2: Develop 
productive working relationships with colleagues and stakeholders and  
E4: Promote the use of technology within your organisation in the overall suite of 
National Occupational Standards for Management and Leadership. 

If your organisation is a small firm, you should look at unit A1: Review 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 mapping the 
environment in which your organisation operates. These skills are explicit/implicit in 
the detailed content of the unit and are listed here as additional information. 

 

 Thinking strategically 
 Networking 
 Analysing 
 Decision-making 
 Communicating 
 Consulting 
 Monitoring 
 Evaluating 
 Scenario–building 
 Information management 
 Presenting information 
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Unit 6: Develop a strategic business plan 
for your organisation 

Unit code: B3 

Unit credit: 14 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about providing your organisation with a clear sense of direction and 
long-term plans that will help it move in that direction. 

Managers and leaders need to focus on the future and provide a clear vision of where 
the organisation is going and the route it is going to follow to get there. 

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? 

This unit is recommended for senior managers. 

 

Links to other units 

This unit is linked to units B2: Map the environment in which your organisation 
operates, B4: Put the strategic business plan into action and B7: Provide 
leadership for your organisation, D4: Plan the workforce, E3: Obtain additional 
finance for the organisation and E4: Promote the use of technology within your 
organisation in the overall suite of National Occupational Standards for Management 
and Leadership. 

If your organisation is a small firm, you should look at unit A2: Develop your plans 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 developing a 
strategic business plan. These skills are explicit/implicit in the detailed content of 
the unit and are listed here as additional information. 

 

 Thinking strategically 
 Leadership 
 Analysing 
 Planning 
 Risk management 
 Innovating 
 Delegating 
 Prioritising 
 Setting objectives 
 Networking 
 Involving others 
 Communicating 
 Decision-making 
 Balancing competing needs and interests 
 Consulting 
 Negotiating 
 Influencing and persuading 
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Unit 7  Put the strategic business plan 
into action  

Unit code: B4 

Unit credit: 9 

Unit level: 10 

 

Introduction 

What this unit is about  

Once a strategic business plan has been developed and agreed, it needs to be put 
into action. This means: ‘selling’ the plan to the managers and other staff involved in 
putting it into practice; having agreed standards for measuring success; carefully 
monitoring the implementation of the plan and making adjustments along the way – a 
process that may need a lot of flexibility and openness to change. 

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 B2: Map the environment in which your organisation 
operates, B3: Develop a strategic business plan for your organisation, B7: Provide 
leadership for your organisation, D4: Plan the workforce, E3: Obtain additional 
finance for the organisation and E4: Promote the use of technology within your 
organisation in the overall suite of National Occupational Standards for Management 
and Leadership. 

If your organisation is a small firm, you should look at unit D1: Carry out your 
business plan, 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 putting the 
strategic business plan into action. These skills are explicit/implicit in the detailed 
content of the unit and are listed here as additional information. 

 

 Thinking strategically 
 Planning 
 Monitoring 
 Leadership 
 Innovating 
 Problem-solving 
 Risk management 
 Communicating 
 Delegating 
 Networking 
 Involving others 
 Presenting information 
 Evaluating 
 Consulting 
 Influencing and persuading 
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Unit 8: Ensure compliance with legal, 
regulatory, ethical and social 
requirements 

Unit code: B8 

Unit credit: 12 

Unit level: 9 

 

Introduction 

What this unit is about  

Organisations must show that they act responsibly in relation to their staff, 
customers, investors and the communities in which they work. All types of 
organisations must obey the law in key areas such as health and safety, employment, 
finance and company law. Many organisations also have to work within specific 
regulations for their industry and ethical frameworks. Organisations who want to 
maintain a good reputation also have to take account of the views of people in their 
communities on a whole range of issues such as the environment and other ways in 
which the organisation affects people’s quality of life. 

 

Who is the unit for? 

The unit is recommended for middle managers and senior managers. 

 

Links to other units 

This unit is linked to all other units in the overall suite of National Occupational 
Standards for Management and Leadership where compliance with legal, regulatory, 
ethical and social requirements is a possible requirement. 

 

Skills 

Listed below are the main generic ‘skills’ that need to be applied in ensuring 
compliance with legal, regulatory, ethical and social requirements. These skills are 
explicit/ implicit in the detailed content of the unit and are listed here as additional 
information. 

 

 Information management 
 Communicating 
 Involving others 
 Analysing 
 Monitoring 
 Assessing 
 Motivating 
 Decision-making 
 Reporting 
 Risk management 
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 Valuing and supporting others 
 Presenting information 
 Leadership 
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Unit 9: Develop the culture of your 
organisation 

Unit code: B9 

Unit credit: 13 

Unit level: 11 

 

Introduction 

What this unit is about  

Every organisation, whatever its size or history, has a culture (simply defined as ‘the 
way we do things around here’). The culture of an organisation is based on 
assumptions and values about organisations, working life and relationships. These 
values influence the way people behave towards each other and customers, and how 
they relate to their work. There may be no such thing as a ‘right’ or ‘wrong’ culture. 
However, the culture of an organisation has to be in line with its overall vision and 
strategy. If culture and strategy do not match, it’s unlikely the vision will be 
achieved. 

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 a number of units in the overall suite of National Occupational 
Standards for Management and Leadership, particularly B7: Provide leadership for 
your organisation, C3: Encourage innovation in your organisation, C4: Lead 
change, C5: Plan change, E7: Ensure an effective organisational approach to 
health and safety and F10: Develop a customer-focused organisation. 
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Skills 

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

 

 Thinking strategically 
 Leading by example 
 Learning 
 Managing conflict 
 Communicating 
 Valuing and supporting others 
 Monitoring 
 Motivating 
 Building consensus 
 Influencing and persuading 
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Unit 10: Manage risk 
Unit code: B10 

Unit credit: 12 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about taking the lead in establishing and operating an effective risk 
management process across your organisation. This involves systematically 
identifying, evaluating and prioritising potential risks and communicating information 
to enable appropriate decisions and actions to be taken. It also involves developing 
an organisational culture in which individuals are risk aware but are not afraid of 
taking decisions and undertaking activities which involve acceptable levels of risk. 

For the purposes of this unit, ‘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 a number of units in the overall suite of National Occupational 
Standards for Management and Leadership where risk is a factor that needs to be 
considered in planning and undertaking activities. 

 

Skills 

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

 

 Evaluating 
 Reviewing 
 Consulting 
 Presenting information 
 Decision-making 
 Monitoring 
 Communicating 
 Influencing and persuading 
 Leadership 
 Contingency planning 
 Prioritising 
 Planning 
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 Scenario-building 
 Information management 
 Involving others 
 Thinking systematically 
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Unit 11: Promote equality of opportunity, 
diversity and inclusion in your 
organisation 

Unit code: B12 

Unit credit: 12 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about taking a lead in actively promoting equality of opportunity, 
diversity and inclusion in your organisation. There are a multitude of organisational 
benefits from doing this, ranging from releasing the full potential of the workforce to 
being seen by customers, suppliers, potential employees and the wider community as 
a fair, forward-looking and ethical employer. There is also the need to comply with 
equality legislation and any relevant codes of practice. 

The unit involves committing senior management to promoting equality of 
opportunity, diversity and inclusion and backing this up by ensuring that a policy and 
an action plan exist and are communicated and implemented across the organisation. 
It also involves monitoring and reviewing progress in order to identify further actions 
and changes to practice. 

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

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

 

 Leadership 
 Influencing and persuading 
 Monitoring 
 Information management 
 Communicating 
 Thinking strategically 
 Motivating 
 Reporting 
 Valuing and supporting others 
 Balancing competing needs and interests 
 Reviewing 
 Prioritising 
 Planning 
 Consulting 
 Benchmarking 
 Decision-making 
 Risk management 
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Unit 12: Lead change 
Unit code: C4 

Unit credit: 15 

Unit level: 9 

 

Introduction 

What this unit is about  

Change, in its various forms, is happening more often within organisations. The driving force 
for change may be external or internal to the organisation or a mixture of both. It may be a 
reaction to events or an attempt to improve the organisation for the future including its 
growth as a business. 

This unit reflects the need, in many situations, for someone to take control and provide a lead 
within the overall organisation or part of an organisation for a specific change or a wider 
programme of change. 

It involves selling the vision in terms of what the change is aiming to achieve and supporting 
the people involved in the practicalities of making the vision a reality. 

 

Who is the unit for? 

The unit is recommended for middle managers and senior managers. 

 

Links to other units 

This unit is closely linked to units B6: Provide leadership in your area of responsibility, 
B7: Provide leadership for your organisation, B9: Develop the culture of your organisation, 
C5: Plan change, and C6: Implement change in the overall suite of National Occupational 
Standards for Management and Leadership. 

 

Skills 

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

 

 Leadership 
 Communicating 
 Decision-making 
 Motivating 
 Delegating 
 Negotiating 
 Influencing 
 Problem-solving 
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 Valuing and supporting others 
 Setting objectives 
 Prioritising 
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Unit 13: Plan change 
Unit code: C5 

Unit credit: 15 

Unit level: 9 

 

Introduction 

What this unit is about  

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

 

Who is the unit for? 

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

 

Links to other units 

This unit is closely linked to units B6: Provide leadership in your area of 
responsibility, B7: Provide leadership for your organisation, B9: Develop the 
culture of your organisation, C4: Lead change and C6: Implement change in the 
overall suite of National Occupational Standards for Management and Leadership. 

 

Skills 

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

 

 Communicating 
 Planning 
 Analysing 
 Team-building 
 Negotiating 
 Obtaining feedback 
 Influencing 
 Problem-solving 
 Monitoring 
 Risk management 
 Contingency-planning 
 Information management 
 Decision-making 
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Unit 14: Implement change 
Unit code: C6 

Unit credit: 11 

Unit level: 8 

 

Introduction 

What this unit is about  

This unit is about putting into practice the strategy and associated plans for a 
specific change or programme of change. This involves putting in place the necessary 

resources and supporting systems, including monitoring and communications, to turn 
the ‘vision’ into a practical reality. 

 

Who is the unit for? 

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

 

Links to other units 

This unit is closely linked to B6: Provide leadership in your area of responsibility, 
B7: Provide leadership for your organisation, C4: Lead change and C5: Plan 
change in the overall suite of National Occupational Standards for Management and 
Leadership. 

 

Skills 

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

 

 Communicating 
 Delegation 
 Negotiating 
 Influencing 
 Managing conflict 
 Problem-solving 
 Stress management 
 Planning 
 Assessing 
 Monitoring 
 Decision-making 
 Valuing and supporting others 
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Unit 15: Develop productive working 
relationships with colleagues and 
stakeholders 

Unit code: D2 

Unit credit: 12 

Unit level: 9 

 

Introduction 

What this unit is about  

This unit is about developing productive working relationships with colleagues, within 
your own organisation and within other organisations with which your organisation 
works, and with identified stakeholders. 

It involves being aware of the roles, responsibilities, interests and concerns of 
colleagues and stakeholders and working with and supporting them in various ways. 
The need to monitor and review the effectiveness of working relationships with 
colleagues and stakeholders is also a key requirement of this unit. 

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

For the purposes of this unit, ‘stakeholder’ refers to individuals or organisations that 
have a material, legal or political interest in or who may be affected by the activities 
and performance of your organisation. 

 

Who is the unit for? 

The unit is recommended for middle managers and senior managers. 

 

Links to other units 

This unit is closely linked to units A3: Develop your personal networks, B2: Map the 
environment in which your organisation operates, D1: Develop productive 
working relationships with colleagues, D6: Allocate and monitor the progress and 
quality of work in your area of responsibility and E14: Support team and virtual 
working 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 developing 
productive working relationships with colleagues and stakeholders. These skills are 
explicit/implicit in the detailed content of the unit and are listed here as additional 
information. 

 

 Balancing competing needs and interest 
 Communicating 
 Consulting 
 Empathising 
 Information management 
 Leadership 
 Managing conflict 
 Monitoring 
 Networking 
 Obtaining feedback 
 Presenting information 
 Prioritising 
 Providing feedback 
 Problem-solving 
 Reviewing 
 Valuing and supporting others 
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Unit 16: Plan the workforce 
Unit code: D4 

Unit credit: 12 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about taking a lead in identifying the workforce requirements of your 
organisation and how these will be satisfied. It involves considering the strategic 
objectives and plans of the organisation to decide whether the workforce should be 
expanded, maintained or contracted. 

It also involves considering whether there is an appropriate mix of people to achieve 
the organisation’s objectives, and whether any problems with this can be sorted out 
by recruiting staff, moving staff to other positions or making staff redundant. 

‘Workforce’ covers any person who works for the organisation. Colleagues do not 
have to be directly employed as there is a wide range of contractual arrangements 
which could be used to provide the people the organisation needs, and part of the 
planning process is to decide how this is managed. 

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 closely linked to units B3: Develop a strategic business plan for your 
organisation, B4: Put the strategic business plan into action and D3: Recruit, 
select and keep colleagues in the overall suite of National Occupational Standards 
for Management and Leadership. 

If your organisation is a small firm, you should look at unit J1: Review your staffing, 
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 planning the 
workforce. These skills are explicit/implicit in the detailed content of the unit and 
are listed here as additional information. 

 

 Analysing 
 Balancing competing needs and interests 
 Communicating 
 Contingency-planning 
 Decision-making 
 Evaluating 
 Information management 
 Monitoring 
 Planning 
 Prioritising 
 Thinking creatively 
 Thinking strategically 
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Unit 17: Build and sustain collaborative 
relationships with other 
organisations 

Unit code: D17 

Unit credit: 6 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about building and sustaining collaborative relationships with other 
organisations which share objectives that are similar or complementary to your own 
organisation’s objectives. It does not cover setting up a formal legal partnership, but 
it does describe good practice in identifying and selecting suitable organisations to 
collaborate with and a process to ensure that your work with the other organisation 
is as effective as possible. 

 

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 B10: Manage risk, D12: Participate in meetings, E10: 
Take effective decisions and E11: Communicate information and knowledge in the 
overall suite of National Occupational Standards for Management and Leadership. 

 

Skills 

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

 
 Assessing 
 Balancing competing needs and interests 
 Communicating 
 Decision-making 
 Evaluating 
 Information management 
 Negotiating 
 Planning 
 Presenting information 
 Reporting 
 Reviewing 
 Risk management 
 Setting objectives 
 Valuing and supporting others 
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Unit 18: 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 19: Promote the use of technology 
within your organisation 

Unit code: E4 

Unit credit: 12 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about your role in making sure that the organisation gets the technology 
it needs and uses it in the best way possible. Technology might mean information or 
communications technology, equipment, machinery and so on. It does not necessarily 
mean using complicated technology or the latest invention. Instead it is about 
assessing the use of technology and improving it, which might mean making better 
use of what is already in place or even shifting to a lower-tech solution if that is 
appropriate. 

You are not expected to be a technology specialist but you would be expected to be 
able to work with specialists as appropriate. 

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 B2: Map the environment in which your organisation 
operates, B3: Develop a strategic business plan for your organisation, B4: Put the 
strategic business plan into action and C3: Encourage innovation 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 promoting the 
use of technology in your organisation. These skills are explicit/implicit in the 
detailed content of the unit and are listed here as additional information. 

 

 Thinking strategically 
 Involving others 
 Questioning 
 Communicating 
 Problem-solving 
 Thinking systematically 
 Monitoring 
 Reporting 
 Contingency-planning 
 Consulting 
 Information management 
 Benchmarking 
 Networking 
 Reviewing 
 Planning 
 Innovating 
 Leadership 
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Unit 20: Ensure an effective organisational 
approach to health and safety 

Unit code: E7 

Unit credit: 12 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is concerned with leading the overall approach to health and safety in your 
organisation. There are numerous benefits arising from an effective organisational 
approach to health and safety, including: 

 contributing to the wellbeing and productivity of all the people who work for 
the organisation 

 decreasing the risk of injury and ill health to people who work for the 
 organisation and others 

 improving the reputation of the organisation in the eyes of customers, 
suppliers and other stakeholders 

 ensuring your organisation meets legislative requirements thus minimising the 
 likelihood of prosecution and consequent penalties. 

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 B7: Provide leadership for your organisation, B9:Develop 
the culture of your organisation, E5: Ensure your own actions reduce risks to 
health and safety and E6: Ensure health and safety requirements are met in your 
area of responsibility in the overall suite of National Occupational Standards for 
Management and Leadership. 
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Skills 

Listed below are the main generic ‘skills’ that need to be applied in ensuring an 
effective organisational approach to health and safety. These skills are 
explicit/implicit in the detailed content of the unit and are listed here as additional 
information. 

 

 Information management 
 Decision-making 
 Leadership 
 Thinking systematically 
 Presenting information 
 Involving others 
 Questioning 
 Consulting 
 Reviewing 
 Monitoring 
 Communicating 
 Reporting 
 Prioritising 
 Planning 
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Unit 21: Promote knowledge management 
in your organisation 

Unit code: E13 

Unit credit: 7 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about promoting knowledge management – the systematic identification, 
creation, development, capture, sharing and transferring of salient information and 
expertise – across your organisation. It involves being clear about how knowledge 
adds value to your organisation, putting in place strategies, systems and tools for 
knowledge management and influencing the culture of the organisation to be 
supportive of effective knowledge management. It also involves implementing 
effective systems and procedures to protect intellectual property from unauthorised 
use. 

 

Who is the unit for? 

The unit is recommended for senior managers who have responsibility for promoting 
knowledge management across their organisation, or their part of the organisation. 

 

Links to other units 

This unit is based on two units from the Knowledge Management standards developed 
by Lifelong Learning UK for specialists in the field of knowledge management: D1: 
Develop policies and strategies for knowledge management and D7: Foster 
knowledge management culture, behaviours and skills. 

It is linked to units E10: Take effective decisions, E11: Communicate information 
and knowledge and E12: Manage knowledge in your area of responsibility 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 
 Influencing 
 Involving others 
 Monitoring 
 Obtaining feedback 
 Planning 
 Presenting information 
 Providing feedback 
 Reviewing 
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Unit 22: 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 
 Presenting information 
 Questioning 
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 Researching 
 Reviewing 
 Risk management 
 Thinking strategically 
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Unit 23: 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 
 Problem-solving 
 Questioning 
 Stress management 
 Time management 
 Team-building 
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Unit 24: 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). 
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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 
 Innovating 
 Networking 
 Presenting information 
 Decision-making 
 Thinking with a focus on customers 
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Unit 25: Develop a customer-focused 
organisation 

Unit code: F10 

Unit credit: 12 

Unit level: 11 

 

Introduction 

What this unit is about  

This unit is about ensuring that your organisation puts customers first. The 
organisation’s vision, values, processes and systems, for example, should all be 
clearly driven by and geared to satisfying customer needs. 

In this unit, ‘customer’ refers to both internal and external customers. 

For the purposes of this unit, ‘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 unit B9: Develop the culture of your organisation, F9: Build 
your organisation’s understanding of its market and customers, F12: Improve 
organisational performance 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 developing a 
customer-focused organisation. These skills are explicit/implicit in the detailed 
content of the unit and are listed here as additional information. 

 

 Communicating 
 Thinking strategically 
 Thinking with a focus on customers 
 Evaluating 
 Monitoring 
 Motivating 
 Leadership 
 Empowering 
 Building consensus 
 Reviewing 
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Unit:26 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 (ie 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 
• Interviewing 
• Involving others 
• Monitoring 
• Planning 
• Questioning 
• Reporting 
• Researching 
• Reviewing 
• Setting objectives 
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Unit 27: 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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