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Section 1:SVQ 2 in Team Leading at
SCQF Level 5

Introduction

This document contains information specific to the Edexcel SVQ 2 in Team Leading at
SCQF Level 5.

National Occupational Standards and SVQs

The standards, Assessment Strategy and qualification structures for the Edexcel SVQ
2 in Team Leading at SCQF Level 5 are overseen by the CfA. The SVQs have been
developed from the National Occupational Standards.

The Edexcel SVQ 2 in Team Leading at SCQF Level 5 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 is rarely permitted. Where
this is allowed it will be shown in the individual units, within the standards that are
in this logbook.

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

Which SVQs in Team Leading and Management are available?

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

SVQ 3 in Management at SCQF 7

SVQ 4 in Management at SCQF 9

SVQ 5 in Management at SCQF 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 2 in Team Leading at SCQF Level 5

Candidates can expect to be working as team leaders across a wide variety of areas,
including NHS trusts, educational institutions, government departments and the
private sector. There are four mandatory units at this level covering resource
management, leadership, working with colleagues and health and safety, together
with a choice of option units.

What progression opportunity does this SVQ offer me?

Candidates may progress within their own employment from supporting a team of
people to a supervisory role. They can also progress to:

the SVQ 3 in Management

other level 2 qualifications, such as the Edexcel BTEC Level 2 Award in Team
Leading (QCF)

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

the Edexcel BTEC Level 3 Diploma/Extended Diploma in Business
(Management) (QCF)

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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What is the structure of the SVQ 2 in Team Leading at SCQF Level 5?

To achieve the whole qualification at level 2, you must prove competence in four
mandatory units and two optional units.

Mandatory units for the SVQ 2 in Team Leading at SCQF Level 5

You must achieve all of the units listed below:

Unit Unit code Title Unit SCQF
number credit | level
1 A1 Manage your own resources 7 6
2 D1 Develop productive working relationships | 9 6
with colleagues
D5 Allocate and check work in your team 12 5
4 E5 Ensure your own actions reduce risks to 4 5
health and safety
Optional units for the SVQ 2 in Team Leading at SCQF Level 5
You must achieve two of the units listed below:
Unit Unit code Title Unit SCQF
number credit | level
5 B5 Provide leadership for your team 9 7
6 C1 Encourage innovation in your team 11 6
7 D8 Help team members address problems 5 6
affecting their performance
8 D12 Participate in meetings 2 5
9 D14 Initiate and follow disciplinary procedure | 6 6
10 D15 Initiate and follow grievance procedure 6 6
11 F5 Resolve customer service problems 6 5
12 Fé6 Monitor and solve customer service 6 6
problems
13 F7 Support customer service improvements 5 5
14 F8 Work with others to improve customer 8 6
service
SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 — 5
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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 SVQ2 in Team Leading at SCQF
Level 5.

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.

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Example form 1 — Portfolio title page

Name:

Job title:

Name of employer/training provider/college:

Their address:

Telephone number (Home):

Email address:

SvQ:
Level:

Units submitted for assessment:

Mentor/Supervisor:

Postcode:
(Work):

Fax number:

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

Assessor:

Date:

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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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:

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Voluntary work/interests:

Name of employer/training provider/college:

Address:

Postcode:
Telephone number (work): Fax number:

Email address:

Type of business, if employer:

Number of staff:

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

10 SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Example form 3 — Contents checklist

SvQ title:
Candidate:

Title page for the portfolio

Personal profile

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

¢ information about your employer/training
provider/college

Summary of the units

Completed units

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

e reference numbers included

e unit assessment plans

Unit progress records

Index of evidence (with cross-referencing
information completed)

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

e personal statements

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Page/section

number
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Example form 4 — Index of evidence

SvQ title and level:

Candidate:

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 — 13
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Example form 5 — Unit assessment plan

svaQ title:
Unit:
Candidate: Assessor:
Normal working activities performed
TYPICAL WORK AREA EXPECTED LINKS TO OTHER
EVIDENCE COMPLETION UNITS/ELEMENTS
DATE

Activities needing to be performed

Additional comments

Assessor’s signature:

Date:

Candidate’s signature:

Date:

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Example form 6 — Unit sign-off record

SVQ title and level:
Candidate:
Assessor:

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

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

Mandatory

Optional

Mandatory units

Unit number Title Assessor’s Date
signature

continued overleaf...
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Optional units

Unit number Title Assessor’s Date
signature
18 SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Example form 7 — Work Log

SvQ title and level:
Unit/element(s):
Candidate:

Purpose of statement:

Evidence index number:

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

(enter numbers) | covered

Candidate’s signature: Date:
Assessor’s signature: Date:
SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 — 19
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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:

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Example form 9 — Witness testimony

SVQ title and level:
Candidate name:
Evidence index number:

Where applicable, evidence number to which this testimony relates:

Unit:

Element(s):

Range:

Date of evidence:

Witness name:
Relationship to candidate:

Details of testimony:

| can confirm the candidate’s evidence is authentic and accurate.
Witness signature:
Name: Date:

Contact telephone number:

Please tick (v') the appropriate box.
QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE

FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 — 23
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Example form 10 — Expert witness evidence record

SVQ title and level:
Candidate name:
Evidence index number:

Where applicable, evidence number to which this testimony relates:

Unit:

Element(s):

Date of evidence:

Expert witness name:
Relationship to candidate:

Details of testimony:

| can confirm the candidate’s evidence is authentic and accurate.
Expert witness signature:
Name: Date:

Contact telephone number:

Please tick (v') the appropriate box.
QUALIFIED AS AN ASSESSOR FOR WORKPLACE PERFORMANCE

RELEVANT PROFESSIONAL WORK ROLE THAT INVOLVES EVALUATING EVERYDAY STAFF
PRACTICE

CURRENT EXPERTISE

FAMILIAR WITH THE SVQ STANDARDS TO WHICH THE CANDIDATE IS WORKING

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Example form 11 — Record of questions and candidate’s answers

SVQ title and level:

Candidate name:

Unit: Element(s):
Evidence index number:

Circumstances of assessment:

List of questions and candidate’s responses:

Q:

Assessor’s signature: Date:

Candidate’s signature: Date:

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Section 3: Logbook

Page number

Mandatory units

Unit 1:
Unit 2:
Unit 3:
Unit 4:

Manage your own resources
Develop productive working relationships with colleagues
Allocate and check work in your team

Ensure your own actions reduce risks to health and safety

Optional units

Unit 5:
Unit 6:
Unit 7:

Unit 8:
Unit 9:

Unit 10:
Unit 11:
Unit 12:
Unit 13:

Unit 14

Provide leadership for your team
Encourage innovation in your team

Help team members address problems affecting their
performance

Participate in meetings

Initiate and follow disciplinary procedure
Initiate and follow grievance procedure
Resolve customer service problems

Monitor and solve customer service problems
Support customer service improvements

Work with others to improve customer service
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Issue 1 — January 2012 © Pearson Education Limited 2012

31
33

45
59
73
91
93
105

119
133
147
161
173
187
201
215

29



30

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
Issue 1 — January 2012 © Pearson Education Limited 2012



Mandatory
units
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Unit 1: Manage your own resources
Unit code: A1

Unit credit: 7
Unit level: 6
Introduction

What this unit is about

This unit is mainly about making sure you have the personal resources (particularly
knowledge, understanding, skills and time) to undertake your work role, and reviewing
your performance against agreed objectives. It also covers identifying and undertaking
where gaps have been identified.

Who is the unit for?

The unit is recommended for team leaders.
Links to other units

This unit is linked to unit A2: Manage your own resources and professional
development 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 your own
resources. These skills are explicit/implicit in the detailed content of the unit and are
listed here as additional information.

e Setting objectives
e Communicating

¢ Planning

e Time management
e Evaluating

e Reviewing

e Learning

e Obtaining feedback

e Self-assessment

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 — 33
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Unit 2: Develop productive working
relationships with colleagues

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

What this unit is about

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

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

Who is the unit for?
The unit is recommended for team leaders and first line managers.
Links to other units

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

Skills

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

e Communicating

¢ Managing conflict

¢ Empathising

e Networking

¢ Information management
e Leading by example

e Valuing and supporting others
¢ Involving others

e Providing feedback

¢ Obtaining feedback

e Stress management

e Prioritising
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Unit 3: Allocate and check work in your

team
Unit code: D5
Unit credit: 12
Unit level: 5

Introduction
What this unit is about

This unit is about ensuring that the work required of your team is effectively and
fairly allocated amongst team members. It also involves checking on the progress and
quality of the work of team members to ensure that the required level or standard or
performance is being met.

Who is the unit for?

The unit is recommended for team leaders.
Links to other units

This unit is linked to units B5: Provide leadership for your team, D1: Develop
productive working relationships with colleagues, D6: Allocate and monitor the
progress and quality of work in your area of responsibility, D7: Provide learning
opportunities for colleagues and D8: Help team members address problems
affecting their performance in the overall suite of National Occupational Standards
for Management and Leadership.

Skills

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

e Providing feedback

¢ Planning

e Reviewing

e Motivating

e Valuing and supporting others

e Problem-solving

e Monitoring

e Decision-making

e Prioritising

e Team-building

¢ Managing conflict

¢ Information management

e Leadership

e Coaching

e Delegating

e Setting objectives

e Stress management
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Unit 4: Ensure your own actions reduce

risks to health and safety

Unit code: E5
Unit credit: 4
Unit level: 5
Introduction

This unit is for people with a role which involves:

reviewing the workplace, activities and organisation to identify and evaluate the
health and safety hazards to employees, other people who may be affected, and
physical resources

assessing the nature and extent of the hazards of the workplace, activities and
organisation to determine the health and safety risks to employees, other people
who may be affected, and physical resources

determining relevant risk control measures and safe systems of work
prioritising risks

prioritising risks
implementing risk control measures

making sure that the risk control measures meet health and safety statutory
requirements and industry best practice
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What some of the words in this unit mean

Control(s) The means by which the risks identified are
eliminated or reduced to acceptable levels.

Wherever/whoever has responsibility for the

Employer
ploy workplace/work activity.

Hazard* A hazard is something with the potential to
cause harm (this can include articles,
substances, plant or machines, methods of work,
the working environment and other aspects of
work management).

* Definition taken from: HSE ‘Management of
health and safety at work - Approved Code of
Practice & Guidance’. Reference L21 (ISBN 0-
7176-2488-9)

Any person in a workplace environment and
undertaking learning, including those following a
vocational or academic course.

Learner

The Health and Safety at Work Act 1974 is the
main piece of legislation under which nearly all
the other regulations are made. It is for this
reason that only this piece of legislation is
specifically referred to in this Unit.

Legislation

There is an array of health and safety regulations
and codes of practice which affect people at
work. There are regulations for those who, for
example, work with electricity, or work on
construction projects, as well as regulations
covering noise at work, manual handling,
working with VDUs, or dealing with substances
hazardous to health, etc. The specific
requirements for all or any of these can be
obtained from HSE local offices.

Refers to everyone covered by the Health and
Safety at Work Act including: visitors, members
of the public, colleagues, contractors, clients,
customers, patients and students.

Other people

This includes personal hygiene, use of personal
protective equipment, clothing and accessories
suitable to the particular workplace.

Personal presentation

Physical resources Property, equipment, plant and machinery, etc.
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Risk*

A risk is the likelihood of potential harm from
that hazard being realised.

The extent of the risk depends on:
a. the likelihood of that harm occurring;

b. the potential severity of that harm, i.e.
of any resultant injury or adverse
health effect; and

C. the population which might be affected
by the hazard, i.e. the number of people
who might be exposed.

* Definition taken from: HSE ‘Management of
health and safety at work - Approved Code of
Practice & Guidance’. Reference L21

(ISBN 0-7176-2488-9)

Resources

This includes: information, documentation, time,
control measures, equipment and support
(including specialist assistance).

Manager/Supervisor

One who controls and or directs the work of
others.

Workplace

The single or multiple areas in which you carry
out your work

Workplace
Instructions/Policies &
Procedures

An organisation’s instructions, method
statements, safe systems of work, guidelines and
processes on how to behave and perform tasks in
the workplace.

Policies

e A statement which directs the present and
future decisions of an organisation.

e |tisintended to influence and determine
decisions, actions, and other matters.

o Typically, a policy designates a required
process or procedure within an organisation.

e They are often initiated because of some
external requirement.
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Procedures e A series of steps following in a regular
definite order that implements a policy.

e A series of steps or instructions, describing a
way of doing things.

e Aseries of steps to be performed in a regular
definite order under specified conditions.

o Documented processes that are used when
work affects more than one function or
department of an organisation.

e A series of clearly defined steps (and
decisions) that explains or describes how one
goes about completing a task.

This includes the documentation prepared by the
employer about the procedures to be followed
for health, safety and welfare matters.

This may be the employer’s safety policy,
general health and safety statements and
written safety procedures covering aspects of
the workplace that should be drawn to the
attention of employees and that of everyone
covered by the Health and Safety at Work etc.
Act 1974 (visitors, members of the public,
colleagues, contractors, clients, customers,
patients, students).

Instructions covering, for example:

a. the use of safe working methods and
equipment

b. the safe use of hazardous substances

c. smoking, eating, drinking and drugs

d. what to do in the event of an emergency
e

personal presentation.
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Unit 5: Provide leadership for your team
Unit code: B5

Unit credit: 9
Unit level: 7
Introduction

What this unit is about

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

Who is the unit for?
The unit is recommended for team leaders.
Links to other units

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

Skills

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

e Communicating

e Planning

e Team-building

o Leading by example
¢ Providing feedback
e Setting objectives

e Motivating

e Consulting

e Problem-solving

e Valuing and supporting others
e Monitoring

¢ Managing conflict

¢ Decision-making

e Following
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Unit 6: Encourage innovation in your

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

Introduction

What this unit is about

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

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

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

Who is the unit for?
The unit is recommended for team leaders.
Links to other units

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

Skills

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

¢ Communicating

e Leadership

e Team-building

e Problem-solving

¢ Motivating

e Monitoring

e Decision-making

¢ Providing feedback
e Learning

e Valuing and supporting others
e Risk management

e Thinking creatively

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 — 105
Issue 1 — January 2012 © Pearson Education Limited 2012
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Unit 7: Help team members address
problems affecting their

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

Introduction

What this unit is about

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

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

Who is the unit for?
The unit is recommended particularly for first line managers and middle managers.
Links to other units

This unit is linked to units B8: Ensure compliance with legal, regulatory, ethical
and social requirements, D5: Allocate and check work in your team, D6: Allocate
and monitor the progress and quality of work in your area of responsibility, D9:
Build and manage teams, D10: Reduce and manage conflict in your team and
D13: Support individuals to develop and maintain their performance in the overall
suite of National Occupational Standards for Management and Leadership.

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 — 119
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Skills

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

information

120

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

Setting objectives
Team-building

Valuing and supporting others

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
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Unit 8: Participate in meetings

Unit code: D12
Unit credit: 2
Unit level: 5
Introduction

What this unit is about
This unit is about participating in meetings in an active and constructive way.

It involves preparation before the meeting, perhaps researching information,
consulting with others and clarifying your own objectives and opinions on the various
agenda items. It also involves taking a positive stance within the meeting, presenting
information and opinions clearly and concisely and acknowledging and building on the
contributions of others, in order to arrive at the meeting’s objectives. After the
meeting, it may be necessary to communicate decisions to other people, in line with
any protocol agreed at the meeting.

Who is the unit for?
The unit is recommended for managers at all levels.
Links to other units

This unit is linked to units D11: Lead meetings, D17: Build and sustain
collaborative relationships with other organisations, 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 participating in
meetings. These skills are explicit/implicit in the detailed content of the unit and
are listed here as additional information.

¢ Communicating

e Consulting

¢ Decision-making

¢ Involving others

e Obtaining feedback

¢ Planning

e Presenting information
¢ Providing feedback

e Researching

e Setting objectives

e Time management
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Unit 9: Initiate and follow disciplinary

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

Introduction

What this unit is about

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

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

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

Who is the unit for?

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

Links to other units

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

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

148

Acting assertively
Analysing
Communicating
Decision-making
Empathising
Interviewing
Monitoring

Presenting information
Questioning

Reporting

Researching

SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
Issue 1 — January 2012 © Pearson Education Limited 2012



6Vl

7107 Palwi] uoljednpl uosiead @ 710z Arenuer — | anss)
— G 19437 4DDS e Buipea wea] ut Z DAS — ¥00q80T a3epipue) — 6586Z0AS

*Alessadou ‘ueyy Jo8U0) ou INg ‘se SUO) Se AjjeljusapLiuod
9593 9403s pue ssa204d Aseurdidstp ay3 3noysnoay) sp1odau a3eandde pue 11nj doay 03 MOH
*0S Op 03 Moy pue ‘A19A1103(qo pue A1asiouod ‘AjJes)d Surjedtunwiwod Jo aduelsodwt ay |

*9duewLIo)iad AlojdejSsijesun 4o 3onpuodsLw
JO $3SBD SNOLIaS Ul ainpadoud Aseundldstp WO} s, uolyesiueslo JnoA SULMO))04 JO dduelloduwil 9y

‘pajpuey 29 p)noys yoea

MOy pue ‘9ouew.o)iad A103oejsiiesun pue 3DNPUOISLW SSOIS ‘}ONPUOISLL USDIMID] SDIUIDHHP SYL
K19A11094)9 uoLIBN]LS SY] 9A0SaJ 0] A)ayL) st yoroddde Jo adAy siyy usym

pue ‘axuew.ojiad Aiojoejsijesun o 3ONPUOISIW JOULW JO SISED YILM Suljeap 03 saydeoidde jewlioju)

*9ouewoflad
A103oejS1yesun 1o 3onpuodsiw Aue 03 Sulje)ad sydoey ysijgelsa 03 suolieslisaAul Jno Auued 03 MOH

*9ouewloiad Aloyoejsiyesun
J0 32NPUODSLW YILM Suljeap Joj 91npadoid Jualind s, uoljesiueslo JnoA pue wayy Jo pajdadxa
9duew.o}iad pue 1DNpuod JO spJepuels ay3 Jnoge sjenplalpul sutwaojut A1y jo asuelsodwlt ay|

I

Buipuejsiapun pue 36pajmou) |eI2UdDH

ajeq

SDUBPIAD
Jo adA}L

Buipuejsiapun pue 3bpajmou)

‘pJepueis yoea 10} Sulpuelsiapun pue 95pa)Mouy JNOA 31eJISUOWSP 0] SDUSPLAS JUSIDLLINS SALS IsNW NOA JLUN SIY3 SASLYDe O

pue3lSIapuUNn pue Mouy 3snw noA jJeym




7107 Palwi] uotjednpl uosiead ® 710z Adenuer — | anss|
— G 19A37 4DDS 1. Bulpea wea] ut 7 DAS — 400q807 a1epipue) — 6586Z0AS 0G1L

*SpJ02aJ 93eundde pue 1n} Suldasy Joj saunpadoud pue saldljod s,uollesiuesio JNoA
*92U9319dWO0d pue SIS ‘95PaIMOUY UMO JNOoA JO syiuwl) ayL
*sysljetdads 1e8a) Jo $924n0sal uewny ‘sangea))od woJ) yoddns pue aoueping ‘ad1Ape JO $324N0S

"S|enplALpuL Jo pa1dadxa aduew.lojlad pue 312NpuUod JO Spiepuels ay |

- N m I 0

*92ouew.I0)1ad A1ojoejsijesun Jo 3ONPUODSIWL YIM Suljeap 40 sainpadoud s, uoljesiuesio Jnop

Bulpuels.iapun pue abpajmou) d13123ds Ixaj3uo)

*9ouewJl044ad J1oy3 aroidwl 031 sjenplAalpul sulyioddns Jo) sjuswaldinbal 10323s/A13snpuj L

Buipuejs.iapun pue 3bpajmou) d14193ds 10303s /A13snpurt




Gl

ONINYVIT 4Oldd 40 NOILINDOD3Y 40 3ON3AIAT = T4y
ANOWILS3L SSANLIM Ld3dXd = Md3
ANOWILSIL SSANLIM/SLINIWALVLS DILNIHLNVY = | M

S31ANLS 3SYD/133rodd ‘LNAWNDISSY =

NOISSNDSIA TVNOISS340¥d = dd

7107 Palwi] uoljednpl uosiead @ 710z Arenuer — | anss)
— G 19437 4DDS e Buipea wea] ut Z DAS — ¥00q80T a3epipue) — 6586Z0AS

ADILVYLS
LINIWSSISSY FHL A9 ILLIWYId FYFHM ‘NOILVINWIS WO¥4 JW0DLNO = §

SINNOJDV JAILDTT434 O/ANY SLNIWILVLS TYNOSHId = VY
YYOM S, ¥INYVIT IHL 40 SLONAO¥d = ¢ A
NWNT0D

ONINOILSIND NILLIM ¥O TV¥0 WO¥4 STWODLNO = YBD

YOSSIASSV dIFHL
A9 IDNVWYO4Y3d S, ¥INYVIT JHL 40 NOILVAYISEO 1OHId = Q0

:(a1qeotdde j1) 95USPpLAS JeUOLIIPPY




7107 Palwi] uotjednpl uosiead ® 710z Adenuer — | anss|

— 619497 4DDS 38 BulpeaT Wea] Ul 7 DAS — %00G807 3epIpue) — 6G86Z0AS 751
: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 |

:93eQ :aJnjeusis ajepipue)

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



€al

7107 Palwi] uoljednpl uosiead @ 710z Arenuer — | anss)
— G 19437 4DDS e Buipea wea] ut Z DAS — ¥00q80T a3epipue) — 6586Z0AS

*A1essadau ‘ueys 1o5uU0) ou Inqg ‘se 3u0)
se AjjerausapLjuod asayl a403s pue ssadoud Areurdiosip
3y3 1InoysnoJayy spJiodas ajeandde pue 1nj doay

*9oueuwloflad
AJo1oejSI3RSUN JO 3ONPUOISIW JO SISBD SNOLISS Ul
ainpadoud Aseurdiosip jew.oy s, uotyesiuesio JNoA mo) o4

UAETYRLETIE)

uorjenits ayj aA)0sal 03 A1ayL) st yoeoudde jewiojul

ue jey3 JapIsuod NoA aiaym ‘Ajjewlojul asuew.oyiad
A101oejS13RSUN 1O JDNPUOISIW JOULW JO SISBD UM

1e9p pue SaNSSL 9A)0S2J 0} S2INSRIW dALIRIUAId aYe ]|

*9oueuwliofad
AJojoejsiyesun 4o 31dnpuodsiw Aue 03 Sulje)ad s1oej) ay3
ystigelss 03 Aj3dwoud suorieslysaAul Alessadau jno Adue)

*aJnsun aJe noA Yyaiym inoge saunpadoud Areundiostp
suryuawa)duwt Jo sydadse Aue uo sistjeldads 1e89)
JO $92JN0SaJ uewny 1o sangea) 0D wodj) ioddns 3995

*9ouew.Jo)iad Aiojoejsiyesun 1o 3onpuodsiw

UM Suljeap J10j) ainpadoud jualind s, uolyesiuesio
JnoA pue wayj Jo paldadxa douew.lo4ad pue 10Npuod
10 spJepuels ay) 1noqe pawojul A))nj sjenplatput daay

I

:3SNW NOA pJepuels jeuolleu ayj 319w o]

ajeq

CRITEYEIEN
olj0j310d

DUIBPIND
Jo adA}

aieq

CRITEYEIEN
oljoj310d

SDUDPIND
Jo adA)

e1193140 dduew.io041dd

‘pJepuels Yoea Joj 92u93adwod INoA 93eJIISUOWSP 03 SIUSPLAD JUSLDLIINS DALS ISNW NOA JLun Sy} dA3LYde 0]

Op 3shw NoA jJeym

a4npadoud Aseuljdidsip mojjoy pue ajeniu] :(#1a) 6 Hun




7107 Palwi] uotjednpl uosiead ® 710z Adenuer — | anss|

— G 19A97 4DDS e Bulpea Wwea] ul Z DAS — 00507 d3eplpue) — 6G86Z0AS ¥Cl
ADILVYLS
ONINYVIT 4Oldd 40 NOILINDOD3Y 40 3ON3AIAT = T4y LINIWSSISSY FHL A9 ILLIWYId FYFHM ‘NOILVINWIS WO¥4 JW0DLNO = §
ANOWILS3L SSANLIM Ld3dXd = Md3 SINNODIV JAILDITd3Y YO/ANV SINIWILVLS TVNOSHId = VY
ANOWILSIL SSANLIM/SLINIWALVLS DILNIHLNVY = | M MYOM S ¥INYVIT IHL 40 S1ONA0Ud = d Z<<D”._>nw_w
S31ANLS 3SYD/133rodd ‘LNAWNDISSY = ONINOILSIND NALLIM ¥O VY0 WOd4 STWODLNO = YBO

YOSSIASSV dIFHL
NOISSNDSIA TVYNOISS340dd = dd A9 IDNVWYO4Y3d S, ¥INYVIT JHL 40 NOILVAYISEO 1OHId = Q0

:(a1qeotdde j1) 95USPpLAS JeUOLIIPPY




7107 Palwi] uoljednpl uosiead @ 710z Arenuer — | anss)

GGl — 19437 4DDS 38 Bulpea Weal ul Z DAS — 400q807 33epLpuR) — 6586Z0AS
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

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

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

:91e(Q :2Jnjeusis J0SSassy

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

:93eQ :aJnjeusis ajepipue)

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



7107 Palwi] uotjednpl uosiead ® 710z Adenuer — | anss|
— G 19A37 4DDS 1. Bulpea wea] ut 7 DAS — 400q807 a1epipue) — 6586Z0AS

9G1

*A1eSS3D3U UM
$149dXa |eUJISIXS JO/pUR JRUISIUL YILM 1JNSUOD NOA

*A3110y3ne UnoA Jo SILWL) 9Y3 ULYIIM 3De NOA

*S9p0oDd Jeuolssajoud pue saldljod Jeuoljesiuesio
‘suolyejngal Anysnpul ‘syjuawalinbal 1e89)
‘yum Ajldwod s1aylo ainsua pue ‘yim Aldwod noj

*9duewW.I04Iad J1ay)
aAoidwit way)y djay 03 SI19Yl0 0] }oeqpas) SALS NOA

*syuawdojonap
pue sued Jo pawuojul a)doad daay ho)

*8ulpurisiapun ajowoud jey) sAem ul pue Ajo3eindde
‘K1as1ouod ‘Ajea)d uorjewnoul Juasald nop

‘8uLpueisiapun
Jeninw »23yd 03 sjuswWale]s SJ9Y3jo aselydal
pue sjutod AjLie)d ‘suorysanb yse ‘AjaALloe uaist) oA

I

:pJepue)s Jeuoljeu ay3 39aW 0]

ajeq

CRITEYEIEN
oljoj310d

DUIBPIND
Jo adA}

aieq

ERITEYETEN|
01]0J340d

SDUDPIND
Jo adAL

sinoineyag

‘pJepuels Yoea Joj 92u93adwod INoA 93eJIISUOWSP 03 SIUSPLAD JUSLDLIINS DALS ISNW NOA JLun Sy} dA3LYde 0]

Op 3shw NoA jJeym

a4npadoud Aseuljdidsip mojjoy pue ajeniu] :(#1a) 6 Hun




7107 Palwi] uoljednpl uosiead @ 710z Arenuer — | anss)

/Gl — 619437 4DDS 18 Bulpea weaL ul Z DAS — 400q507 1eplpue) — 6G86Z0AS
*A1essadau JL ‘suolstoap Jejndodun
Jo/pue 3noLyLp Juswadwli pue ayely noA 7L
*11oddns jenjnw pue wstjeuolssajoad
J0 aJuaydsowie ue dojoASp 0] YIOM NOA |}
*9JN23s Uoljew.ojul jelyuapLjuod dasy noA 0L
*paAjoaul 1doad ay3 yim Aj3dauip wayy
9A)0S3J pue SaNSsS| 9duew.041ad JU0IJUOD NOA 6
*s)sonbal 9)qeuosealun 03 ou Aes NOA 8
:pJepue)s jeuoljeu ayj 399w 0]
CITENETE) ] 9OUdPIAD CITENETE) ] 9OUdPIAD
Jjed oljoj3i0d jJo adA]l | ?,eq oljoj3i0d Jo adA}L sinoineyag




7107 Palwi] uotjednpl uosiead ® 710z Adenuer — | anss|

— G 19A97 4DDS e Bulpea Wwea] ul Z DAS — 00507 d3eplpue) — 6G86Z0AS QG1
ADILVYLS
ONINYVIT 4Oldd 40 NOILINDOD3Y 40 3ON3AIAT = T4y LINIWSSISSY FHL A9 ILLIWYId FYFHM ‘NOILVINWIS WO¥4 JW0DLNO = §
ANOWILS3L SSANLIM Ld3dXd = Md3 SINNODIV JAILDITd3Y YO/ANV SINIWILVLS TVNOSHId = VY
ANOWILSIL SSANLIM/SLINIWALVLS DILNIHLNVY = | M MYOM S ¥INYVIT IHL 40 S1ONA0Ud = d Z<<D”._>nw_w
S31ANLS 3SYD/133rodd ‘LNAWNDISSY = ONINOILSIND NALLIM ¥O VY0 WOd4 STWODLNO = YBO

YOSSIASSV dIFHL
NOISSNDSIA TVYNOISS340dd = dd A9 IDNVWYO4Y3d S, ¥INYVIT JHL 40 NOILVAYISEO 1OHId = Q0

:(a1qeotdde j1) 95USPpLAS JeUOLIIPPY




7107 Palwi] uoljednpl uosiead @ 710z Arenuer — | anss)

651 — 19437 4DDS 38 Bulpea Weal ul Z DAS — 400q807 33epLpuR) — 6586Z0AS
:91e( :(91qeondde j1) JaLiLIaA JRUIDIUL SULUSLSI9IUNOYD)
:9leq :9JNJeusLs JSLJLIDA Jeulalu|

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

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

:91e(Q :2Jnjeusis J0SSassy

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

:93eQ :aJnjeusis ajepipue)

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



160 SV029859 — Candidate Logbook — SVQ 2 in Team Leading at SCQF Level 5 —
Issue 1 — January 2012 © Pearson Education Limited 2012



Unit 10: 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.

162

Acting assertively
Assessing
Communicating
Decision-making
Empathising

Managing conflict
Presenting information
Questioning

Reporting

Researching
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Unit 11: Resolve customer service

problems
Unit code: F5
Unit credit: 6
Unit level: 5

Introduction

What this unit is about
This unit is all about what to do when it is difficult to meet customer expectations.

Even if the service you give is excellent, some customers will experience problems. Part of
your job is to help to resolve those problems. A problem is anything that means customer
expectations are not being met. This may be because your customer’s expectations involve
more than you can offer or because your service procedures have not been followed.

Some problems are reported by customers and sometimes you spot the problem first and
resolve it before your customer has even noticed.

As soon as you are aware of a problem, you need to consider the options and then choose a
way to put it right.

This unit is particularly important in customer service because many customers judge how
good the customer service of your organisation is by the way problems are handled.

Key words and phrases for this unit
e listening

e recognise repeated problems

e share feedback

e choose amongst options

e work with others

e resolve problems

e check progress

e give explanations
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Unit 12: Monitor and solve customer
service problems

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

What this unit is about

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

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

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

Key words and phrases for this unit
e solve problems

e work with others

e keep customers informed

e repeated problems

e choose amongst options

e avoid problems

e inform

¢ monitor changes

e adjust changes
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Unit 13: Support customer service

improvements
Unit code: F7
Unit credit: 5
Unit level: 5

Introduction

What this unit is about

Organisations change the way they deliver service to their customers because
customer expectations rise and because other organisations improve the services
they offer. Often the most important ideas about how to improve customer service
come from people dealing directly with customers.

Your job involves delivering customer service. If your organisation has decided to
make changes, it is your job to support them and to present them positively to your
customers. Also, by listening to customer comments you may have your own ideas
about how the service you deliver could be improved.

This unit is all about how you provide support for changes that your organisation has
introduced. In addition, it covers how you present your own ideas for improvements
to someone in your organisation who can authorise trying out the change.

Key words and phrases for this unit
e communicate changes positively
e customer service improvements
e customer feedback

e collect information

e use feedback

e present possibilities for change

e improve service

e share ideas

e implement changes

e monitor change
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Unit 14

Unit code:
Unit credit:

Unit level:

Introduction

What this unit is about

Teamwork is a key component of delivering and improving excellent customer

Work with others to improve

customer service
F8
8

service. The people you work with to improve customer service may include one or

more of the following: team members; colleagues; suppliers; service partners;

supervisors; managers; team leaders.

The delivery of excellent customer service depends on your skills and those of
others. It involves communicating with each other and agreeing how you can work

together to give a more effective service. You need to work together positively. You
must also monitor your own and the team’s performance and change the way you do
things if that improves customer service.

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

Key words and phrases for this unit

work with others

improve customer service
contribute ideas
co-operate with others
keep commitments
monitor own performance

monitor joint performance
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