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Section 1: Levels 2, 3, 4 and 5 SVQs in Team 
Leading and Team Leading and Management 
(SCQF Levels 5, 7, 9 and 11) 

Introduction 

This document contains information that is specific to the Edexcel Levels 2, 3, 4 and 
5 SVQs in Team Leading and Team Leading and Management. It should be read in 
conjunction with the Edexcel SVQ guidance for centres and the relevant candidate 
logbooks (see Section 5: Further information). 

National Occupational Standards and SVQs 

The standards, Assessment Strategy and award structures for Team Leading and 
Management are overseen by the CfA. The SVQs have been developed from the 
National Occupational Standards. 

Edexcel Levels 2, 3, 4 and 5 SVQs in Team Leading and Team Leading and 
Management give recognition of candidates’ skills, knowledge and understanding. 
They allow candidates to gain a qualification in the workplace that relates to their 
job area and promotes good working practice. 

You can contact the Standard Setting Council (SSC) at: 

CfA: Business Skills @ Work 
6 Graphite Square 
Vauxhall Walk 
London SE11 5EE 

Telephone: 020 7091 9620 
Fax: 020 7091 7340 
Email: info@cfa.uk.com 

 

The NOS can be located on the SSC website: www.cfa.uk.com 

 

 

mailto:info@cfa.uk.com�
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Section 2: About these SVQs 

The Edexcel SVQs are designed to be assessed in the workplace  

In a further education or training situation, assessment is occasionally achieved 
through simulation. Simulation must be carried out in conditions resembling the 
workplace. These conditions are described as being a ‘realistic working environment’ 
(RWE). Where simulation is allowed, it will be identified in the individual units within 
the standards.  For guidance on the use of simulation, see Section 3: Assessment 
Strategy and Section 5 Further Information. 

Which SVQs in Team Leading and Management are available? 

Edexcel SVQs in Team Leading and Management are available as follows: 

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 the most appropriate level and route is selected for each 
candidate. 

Who are these SVQs for? 

The Edexcel Levels 2, 3, 4 and 5 SVQs in Team Leading and Management 

The Edexcel Level 2 SVQ in Team Leading and Edexcel Levels 3, 4 and 5 SVQs in 
Management are cross-sector qualifications. This means that these Edexcel SVQs in 
Team Leading and Management will be taken by team leaders and managers across a 
wide variety of areas, including NHS trusts, educational institutions, government 
departments and the private sector. 
Level 2 candidates can expect to be working as team leaders. 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. 

Level 3 candidates can expect to be working as supervisors or first line managers. 
Level 3 mandatory units cover topics including resource management, professional 
development, health and safety, and monitoring of quality, together with a choice of 
three option units from a wide range of units 

Level 4 candidates can expect to be middle managers and thus hold a more central 
management role in an organisation. The four mandatory units develop skills in 
innovation and process, operational plans, working relationships and health and 
safety. 

Level 5 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. 
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What progression do these SVQs offer?  

These qualifications offer opportunities for progression to other Edexcel SVQs and 
associated Edexcel BTEC qualifications. Some of these opportunities are detailed 
below. 

Level 2 candidates may progress within their own employment from supporting a 
team of people to a supervisory role. They can also progress to: 

 the Edexcel 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) 

Level 3 candidates may progress within their own employment, from a supervisory 
role to line management. They can also progress to: 

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

 the Edexcel SVQ 4 in Management 

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

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

Level 4 candidates may progress within their own employment, for example, to 
middle management. They can also progress to: 

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

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

 the Edexcel Level 7 BTEC  Award/Certificate/Diploma/Extended Diploma in 
Strategic Management and Leadership (QCF) 

 the Edexcel SVQ 5 in Management. 

Level 5 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 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. There is a minimum credit value of 39 and 
a maximum credit value of 52. 

This comprises of: 

 all of the mandatory units 

 at least two units from the Optional unit group 

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

You must achieve all of the units listed below: 

Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

1 A1 Manage your own resources 7 6 

2 D1 Develop productive working relationships 
with colleagues 

9 6 

3 D5 Allocate and check work in your team 12 5 

4 E5 Ensure your own actions reduce risks to 
health and safety 

4 5 

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

You must achieve two of the units listed below:  

Unit 
number Unit code Title 

Unit 
credit 

SCQF 
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 
affecting their performance 

5 6 

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 F6 Monitor and solve customer service 
problems 

6 6 

13 F7 Support customer service improvements 5 5 

14 F8 Work with others to improve customer 
service 

8 6 
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What is the structure of the SVQ 3 in Management at SCQF Level 7 

To achieve the whole qualification at Level 3, you must prove competence in four 
mandatory units and three optional units. There is no minimum and maximum 
credit value allocated. 

This comprises of: 

 all of the mandatory units 

 at least three units from the Optional unit group 

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

You must achieve all of the units listed below: 

Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

1 A2 Manage your own resources and 
professional development 

8 7 

2 B5 Provide leadership for your team 9 7 

3 D6 Allocate and monitor the progress and 
quality of work in your area of 
responsibility 

14 7 

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

11 7 
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Optional units for the SVQ 3 in Management at SCQF Level 7 

You must achieve three of the units listed below:  

Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

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

11 8 

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

10 8 

7 C1 Encourage innovation in your team 11 6 

8 C5 Plan change 15 9 

9 C6 Implement change 11 8 

10 D1 Develop productive working relationships 
with colleagues 

9 6 

11 D3 Recruit, select and keep colleagues 12 9 

12 D7 Provide learning opportunities for 
colleagues 

11 8 

13 D8 Help team members address problems 
affecting their performance 

5 6 

14 D9 Build and manage teams 8 7 

15 D10 Reduce and manage conflict in your team 5 7 

16 D11 Lead meetings 4 7 

17 D13 Support individuals to develop and 
maintain their performance 

5 7 

18 D14 Initiate and follow disciplinary procedure 6 6 

19 D15 Initiate and follow grievance procedure 6 6 

20 E1 Manage a budget 11 7 

21 E2 Manage finance for your area of 
responsibility 

14 8 

22 E8 Manage physical resources   9 8 

23 E9 Manage the environmental impact of your 
work 

4 8 

24 E10 Take effective decisions 4 8 

25 E11 Communicate information and knowledge 3 7 

26 F1 Manage a project 11 8 

27 F6 Monitor and solve customer service 
problems 

6 6 
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Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

28 F8 Work with others to improve customer 
service 

8 6 

29 F14 Prepare for and participate in quality 
audits 

6 8 

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

9 6 

31 F18 Prepare sales proposals and deliver sales 
presentations* 

N/A N/A 

32 F19 Sell products/services to customers* N/A N/A 

 

*Sales units not SCQF rated 
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What is the structure of the SVQ 4 in Management at SCQF Level 9 

To achieve the whole qualification at Level 4, you must prove competence in four 
mandatory units and four optional units. There is no minimum or maximum credit 
value allocated. 

This comprises of: 

 all of the mandatory units 

 at least four units from the Optional unit group 

Mandatory units for the SVQ 4 in Management at SCQF Level 9 

You must achieve all of the units listed below: 

Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

1 B1 Develop and implement operational plans 
for your area of responsibility 

11 8 

2 B6 Provide leadership in your area of 
responsibility 

9 8 

3 D2 Develop productive working relationships 
with colleagues and stakeholders 

12 9 

4 F3 Manage business processes 15 9 
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Optional units for the Level SVQ 4 in Management at SCQF Level 9 

You must achieve four of the units listed below:  

Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

5 A2 Manage your own resources and 
professional development 

8 7 

6 A3 Develop your personal networks 10 9 

7 B8 Ensure compliance with legal, regulatory, 
ethical and social requirements 

12 9 

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

10 8 

9 C2 Encourage innovation in your area of 
responsibility 

12 9 

10 C4 Lead change 15 9 

11 C5 Plan change 15 9 

12 C6 Implement change 11 8 

13 D3 Recruit, select and keep colleagues 12 9 

14 D6 Allocate and monitor the progress and 
quality of work in your area of 
responsibility 

14 7 

15 D7 Provide learning opportunities for 
colleagues 

11 8 

16 D9 Build and manage teams 8 7 

17 D10 Reduce and manage conflict in your team 5 7 

18 D11 Lead meetings 4 7 

19 D13 Support individuals to develop and 
maintain their performance 

5 7 

20 D14 Initiate and follow disciplinary procedure 6 6 

21 D15 Initiate and follow grievance procedure 6 6 

22 D16 Manage redundancies in your area of 
responsibility 

5 7 

23 E2 Manage finance for your area of 
responsibility 

14 8 

24 E3 Obtain additional finance for the 
organisation 

18 10 

25 E6 Ensure health and safety requirements 
are met in your area of responsibility 

11 7 
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Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

26 E8 Manage physical resources   9 8 

27 E9 Manage the environmental impact of your 
work 

4 8 

28 E10 Take effective decisions 4 8 

29 E12 Manage knowledge in your area of 
responsibility 

4 9 

30 E14 Support team and virtual working* N/A N/A 

31 E15 Procure supplies 5 8 

32 E16 Select suppliers through a tendering 
process 

6 9 

33 E17 Outsource business processes 9 9 

34 F1 Manage a project 11 8 

35 F2 Manage a programme of complementary 
projects 

12 10 

36 F4 Develop and implement marketing plans 
for your area of responsibility 

5 9 

37 F9 Build your organisation’s understanding of 
its market and customers 

12 9 

38 F11 Manage the achievement of customer 
satisfaction 

9 9 

39 F13 Manage quality systems 5 9 

40 F14 Prepare for and participate in quality 
audits 

6 8 

41 F15 Carry out quality audits 6 10 

42 F16 Manage the development and marketing 
of products/services in your area of 
responsibility 

9 10 

43 F18 Prepare sales proposals and deliver sales 
presentations* 

N/A N/A 

44 F19 Sell products/services to customers* N/A N/A 

 
*Sales units not SCQF rated 
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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. There is a minimum credit value of 52 and 
a maximum credit value of 68. 

 

This comprises of: 

 all of the mandatory units 

 at least four units from Group A. 

Mandatory units for the SVQ 5 in Team Leading and 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 11 

3 F12 Improve organisational performance 11 11 
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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 

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 
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Unit 
number Unit code Title 

Unit 
credit 

SCQF 
level 

24 F9 Build your organisation’s understanding of 
its market and customers 

12 9 

25 F10 Develop a customer focussed organisation 12 11 

26 F15 Carry out quality audits 6 10 

27 F16 Manage the development and marketing 
of products/services in your area of 
responsibility 

9 10 

 

 



 

SV029858 — Sector guidance for centres — SVQs in Team Leading and Management Levels 2, 3, 4 and 5  

(SCQF Levels 5, 7, 9 and 11) — Issue 1 — January 2012 © Pearson Education Limited 2012 

15 

Section 3: Assessment Strategy 

Introduction 

The Assessment Strategy for Team Leading and Management for this SVQ has been 
established by the SSB in agreement with awarding bodies. 

This Assessment Strategy sets out recommendations and specifications for the 
assessment and quality control of the Management and Leadership suite of National 
Occupational Standards (NOS) across the UK. This strategy should be read in 
conjunction with the following documents: 

 Edexcel SVQ guidance for centres 

 Edexcel SVQs in Team Leading and Management Candidate Logbooks (Levels 2-5). 

The NOS referred to underpin the Scottish Vocational Qualifications (SVQs) at Levels 
2-5. This includes the following SVQs: 

 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 

The following sections outline the principles that underpin the assessment of the 
above standards and qualifications with regard to: 

 external quality control 

 workplace assessment 

 the use and characteristics of simulation 

 the required occupational expertise of assessors and verifiers. 

These principles are in addition to the generic criteria that awarding bodies must 
meet for the delivery of SVQs, as required by SQA accreditation and Ofqual. 

 

Management and Leadership Assessment Strategy (2011) 

 
1  Introduction  
 
1.1  The Management & Leadership Assessment Strategy is designed to provide 

awarding organisations with a robust and flexible approach to deliver 
assessment for Management & Team Leading NVQs / SVQs and competence-
based qualifications.  

 
2  External quality control  
 
2.1  Awarding organisations will provide qualifications and quality assurance that 

support their delivery to all Management & Team Leading NVQs / SVQs and 
competence-based qualification assessment centres in line with regulatory 
requirements in England, Scotland, Wales and Northern Ireland.  
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2.2  Awarding organisations will regularly carry out standard risk assessments in 
each Management & Team Leading NVQ / SVQ and competence-based 
qualification assessment centre and manage all identified risks appropriately.  

2.3  Awarding organisations will consistently apply external verification processes 
at all Management & Team Leading NVQ / SVQ and competence-based 
qualification assessment centres, underpinned by standard risk assessment 
and risk management processes.  

2.4  Awarding organisations will supply the CfA: Business Skills @ Work (CfA) with 
quarterly reports on:  

 
 Registration and achievement data at qualification level, and unit level 

where available  
 
3  Assessing performance  
 
3.1  Assessment of all units at any level of Management & Team Leading NVQs/ 

SVQs and competence-based qualifications may be based on either candidate 
performance at work or through simulation, as necessary (See Section 4 
below).  

3.2  Units which have been imported by the CfA in their Management & Team 
Leading NVQs / SVQs and competence-based qualifications will be assessed in 
compliance with the imported assessment strategies. 

 
4  Simulation of NVQ / SVQ units  
 
4.1  Simulation is only permitted in exceptional circumstances where natural work 

evidence is unlikely to occur, with agreement from awarding organisations. It 
should be used sparingly and should only form a small part of the evidence for 
the qualification. It should not be used for any part of the leadership and 
management role that involves the direct supervision of others.  

 
5  Occupational expertise to assess performance, and moderate and verify 

assessments  
 
5.1  Candidates work achievements must be assessed, moderated or verified at 

work by:  
a.  Assessors, moderators or verifiers who have achieved, or are working 

towards achievement of, the appropriate regulatory body approved 
qualifications for assessment, moderation or verification;  

OR 
b.  A trainer, supervisor or manager, elected by an employer, who must either:  
1.  Have achieved, or be working towards achieving, appropriate regulatory body 

approved unit qualifications for assessment, moderation or verification;  
OR 

2.  Seek guidance and approval from their awarding organisation to demonstrate 
that the;  

 
 Organisation has appropriate processes in place to facilitate assessment, 

moderation or verification functions;  
 

 Trainer, supervisor or manager is able to map their assessment, 
moderation or verification skills and knowledge 100% to the National 
Occupational Standards upon which the qualifications above are based. 
This is known as the employer direct model in Scotland.  
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5.2  Assessors must be occupationally competent to make Management & Team 
Leading assessment judgements about the level and scope of individual 
candidate performance at work; and occupationally competent to make 
assessment judgements about the quality of assessment and the assessment 
process.  

 
5.3  External Moderators / Verifiers or Internal Moderators / Verifiers must be 

occupationally competent to make Management & Team Leading moderation 
and verification judgements about the quality of assessment and the 
assessment process. 

 
5.4  Awarding organisations will supply information on the requirements for 

internal and external moderation / verification activities to Management & 
Team Leading assessment centres.  

 
5.5  The CfA and awarding organisations requires all assessors, moderators and 

verifiers to maintain current Management & Team Leading competence to 
deliver these functions. The CfA recognises this can be achieved in many ways 
but must be recorded in individual continual professional development (CPD) 
records that are maintained in Management & Team Leading assessment 
centres. 
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Section 4: Recording forms 

Introduction  

This section contains the following exemplar forms for use in the Team Leading and 
Management SVQs.  

 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 progress and sign-off record 

 Form 7: Element achievement record 

 Form 8: Knowledge evidence record 

 Form 9: Personal statement 

 Form 10: Observation record 

 Form 11: Witness testimony 

 Form 12: Expert witness evidence record 

 Form 13: Record of questions and candidate’s answers. 
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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 
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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 
index 
number 

Details of statement Links to 
other 
evidence 
(enter numbers) 

Units, 
elements 
and PCs 
covered 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

    

Candidate’s signature:  Date:  

Assessor’s signature:  Date:  



 

SV029858 — Sector guidance for centres — SVQs in Team Leading and Management Levels 2, 3, 4 and 5  

(SCQF Levels 5, 7, 9 and 11) — Issue 1 — January 2012 © Pearson Education Limited 2012 

34

 



 

SV029858 — Sector guidance for centres — SVQs in Team Leading and Management Levels 2, 3, 4 and 5  

(SCQF Levels 5, 7, 9 and 11) — Issue 1 — January 2012 © Pearson Education Limited 2012 

35 

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:  



 

SV029858 — Sector guidance for centres — SVQs in Team Leading and Management Levels 2, 3, 4 and 5  

(SCQF Levels 5, 7, 9 and 11) — Issue 1 — January 2012 © Pearson Education Limited 2012 

36

 



 

SV029858 — Sector guidance for centres — SVQs in Team Leading and Management Levels 2, 3, 4 and 5  

(SCQF Levels 5, 7, 9 and 11) — Issue 1 — January 2012 © Pearson Education Limited 2012 

37 

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 5: Further information 

Simulation Guidance 

           In Edexcel SVQs, the emphasis is on the candidate being able to carry out real 
work activities so assessment will normally be carried out in the workplace itself. 
Indeed in the Assessment Strategy simulation is only permitted in exceptional 
circumstances where natural work evidence is unlikely to occur, with agreement 
from awarding organisations. It should be used sparingly and should only form a small 
part of the evidence for the qualification. It should not be used for any part of the 
leadership and management role that involves the direct supervision of others.  

On some occasions, however, it might not be appropriate for you to assess a 
candidate while they are working. For example: where the Edexcel SVQ requires 
candidates to carry out emergency or contingency procedures, for safety or 
confidentiality reasons and/or where a candidate’s current job role does not cover 
all aspects of the qualification. In these circumstances, and if the candidate has no 
other means of generating evidence, simulation might be appropriate, but  this must 
be approved in advance by Edexcel who will  inform centres how simulation should 
be planned and organised to ensure that demands on learners are neither more nor 
less than they would encounter in a real work situation. In particular that 

 a centre’s overall strategy for simulation is examined and approved by the 
external verifier 

 all simulations are planned, developed and documented by the centre in a way 
that ensures the simulation correctly reflects what the unit seeks to assess 

 where possible, there is a range of simulations to cover the same aspect             
of the standard the physical environment for the simulation, and the nature of 
the contingency, is realistic 

 learners carry out the simulation in a professional manner 

 the learner is given no indication as to what the simulation will present. 

Simulation is any structured exercise involving a specific task that reproduces real-
life situations. If simulation is used, particular care must be taken to ensure that: 

 the conditions in which you are assessing the candidate exactly mirror the work 
environment, ie it is a realistic working environment (RWE) 

 the simulation allows candidates to demonstrate competence across the full 
range specified in the outcomes 

 the evidence generated is sufficient to convince you that the candidate has 
achieved the required standard of competence and that he/she is capable of 
sustaining that performance. 

For further details refer to assessment strategy (Section 3) 
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What else should you read? 

The following publications provide additional information directly relevant to the 
provision of SVQs. 

 

Publications Publication code 

Edexcel SVQ Centre Guidance N029042 

SVQ2  in Team Leading at SCQF Level 5   -  Candidate 
Logbook  

SV029859 

SVQ3  in Management at SCQF Level 7  -  Candidate 
Logbook 

SV029860 

SVQ4  in Management at SCQF Level 9 -  Candidate 
Logbook 

SV029861 

SVQ5  in Management at SCQF Level 11 -  Candidate 
Logbook 

SV029862 

 

How do you contact us? 

For further information about SVQs and our other qualifications, please contact 
Customer Services. Our Customer Services numbers are: 

BTEC and NVQ: 0844 576 0026 

GCSE: 0844 576 0027 

GCE: 0844 756 0025 

The Diploma: 0844 576 0028 

DIDA and other qualifications: 0844 576 0031 

Calls may be recorded for training purposes. 

You can also contact us through Ask Edexcel at www.edexcel.com/ask. 
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List of annexes 

Annexe A: Qualification codes 

Annexe B: Mapping to core skills 

Annexe C: Evidence requirements 

Annexe D: Glossary of terms  
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Annexe A: Qualification codes 

 

SVQ 2 in Team Leading at SCQF 5 - GD5C 22 

 

SVQ 3 in Management at SCQF 7 - GD5A 23 

 

SVQ 4 in Management at SCQF 9 - GD5D 24 

 

SVQ 5 in Management at SCQF 11 - GD5E 25 
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Annexe C: Evidence requirements 

Introduction 

The following guidance applies to the evidence requirements of each unit and should 
be read in conjunction with the unit specification. 

In order to achieve any unit you must demonstrate that you meet all its 
requirements. This means all of the stated outcomes and behaviours and every item 
of knowledge and understanding. Your assessor must be able to observe you in the 
workplace and/or you must provide tangible evidence to your assessor — you should 
agree with your assessor the balance between observation and other ways of 
evidencing performance. Please note that simulation is not allowed for any unit (ie 
all your evidence must relate to real work activities) unless, in exceptional cases, the 
external verifier agrees.  

To help you identify relevant, tangible, evidence, the evidence requirements of each 
unit list a wide range of possible items of evidence, and show which Outcomes, 
Behaviours and Knowledge and understanding these items might be used to 
evidence. 

Please note, you are not expected to produce each item of evidence listed — the 
evidence requirements identify examples of the evidence that you might be able to 
produce. Similarly, the references to Behaviours and to Knowledge and 
understanding suggest what the evidence may demonstrate. It is your responsibility 
to collect appropriate evidence, make sure that it demonstrates the Outcomes 
required, and show which Behaviours and Knowledge and understanding are also 
apparent. 

A personal statement may accompany the evidence for each Unit. The evidence 
requirements identify certain Outcomes where this is more likely to be of value. A 
personal statement is not real work evidence, but it can be useful in explaining and 
reflecting on your behaviour in achieving certain outcomes and why you behaved as 
you did, thus helping to link evidence of Outcomes to Behaviours and Knowledge and 
understanding. Witness statements should be made both by those who report to you 
and those to whom you report (except if you do not report to anyone — for example, 
if you own the organisation). 

Your assessor must be given sufficient time to become familiar with the evidence. 
The physical evidence will provide the basis for a dialogue between you and your 
assessor. This discussion will provide you with an opportunity to show how the 
physical evidence you have presented covers the outcomes, behaviours and items of 
knowledge and understanding.  

You must appreciate that your assessor may feel that further evidence is required 
and the discussion could be used to identify the type of further evidence required 
and where this can be obtained. 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

60
 

 
 

         

K
n
ow

le
dg

e 
an

d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 

G
en

er
al

 
In

du
st

ry
 

sp
ec

if
ic

 
C
on

te
xt

 
sp

ec
if

ic
 

Y
ou

r 
ev

al
u
at

io
n
 o

f 
th

e 
cu

rr
en

t 
an

d 
fu

tu
re

 r
eq

u
ir

em
en

ts
 o

f 
yo

u
r 

w
or

k 
ro

le
, 

ba
se

d 
on

 b
ot

h
 f

or
m

al
 a

n
d 

in
fo

rm
al

 s
ou

rc
es

: 

 
jo

b 
de

sc
ri

pt
io

ns
 

 
1,

 2
, 

3,
 5

 
1,

 2
 

1,
 1

1 

 
no

te
s 

of
 c

on
ve

rs
at

io
ns

 w
it

h 
m

an
ag

er
s 

an
d 

co
ll
ea

gu
es

 a
bo

ut
 t

he
ir

 e
xp

ec
ta

ti
on

s 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

 
1,

 3
, 

5,
 1

3 
1,

 2
 

9,
 1

2 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
ro

le
 t

as
ks

 a
nd

 r
es

po
ns

ib
il
it

ie
s)

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

 
2,

 5
, 

7 
1 

1,
 3

, 
4 

O
1 

 
co

rp
or

at
e 

pl
an

s,
 o

bj
ec

ti
ve

s,
 m

is
si

on
 a

nd
 v

is
io

n 
st

at
em

en
ts

 
3,

 4
, 

9 
3 

1 
2,

 4
, 

9 

               M
os

t 
of

 t
he

 4
7 

un
it

s 
ha

ve
 e

vi
de

nc
e 

re
qu

ir
em

en
ts

 i
n 

th
is

 f
or

m
at

. 
H

ow
ev

er
, 

fi
ve

 u
ni

ts
 h

av
e 

a 
sl

ig
ht

ly
 d

if
fe

re
nt

 f
or

m
at

 a
s 

th
ey

 h
av

e 
be

en
 d

ev
el

op
ed

 b
y 

ot
he

r 
st

an
da

rd
s 

se
tt

in
g 

bo
di

es
. 

T
he

se
 f

iv
e 

un
it

s 
ar

e:
 

 
E5

. 
En

su
re

 y
ou

r 
ow

n 
ac

ti
on

 r
ed

uc
e 

ri
sk

s 
to

 h
ea

lt
h 

an
d 

sa
fe

ty
 

 
F5

. 
R
es

ol
ve

 c
us

to
m

er
 s

er
vi

ce
 p

ro
bl

em
s 

 
F6

. 
M

on
it

or
 a

nd
 s

ol
ve

 c
us

to
m

er
 s

er
vi

ce
 p

ro
bl

em
s 

 
F7

. 
Su

pp
or

t 
cu

st
om

er
 s

er
vi

ce
 i
m

pr
ov

em
en

ts
  
 

 
F8

. 
W

or
k 

w
it

h 
ot

he
rs

 t
o 

im
pr

ov
e 

cu
st

om
er

 s
er

vi
ce

. 

Id
en

ti
fi

es
 t

he
 

O
ut

co
m

es
 

th
at

 t
hi

s 
se

t 
of

 e
vi

de
nc

e 
is

 
li
ke

ly
 t

o 
de

m
on

st
ra

te
 

T
he

 g
en

er
al

 s
et

 
of

 e
vi

de
nc

e 

Sp
ec

if
ic

 i
te

m
s 

of
 e

vi
de

nc
e 

th
at

 y
ou

 m
ay

 
ha

ve
 

pr
od

uc
ed

 

Be
ha

vi
ou

rs
 t

ha
t 

th
is

 e
vi

de
nc

e 
is

 
li
ke

ly
 t

o 
be

 a
bl

e 
to

 d
em

on
st

ra
te

 

T
he

 g
en

er
al

, 
in

du
st

ry
-

sp
ec

if
ic

 a
nd

 c
on

te
xt

-
sp

ec
if

ic
 K

no
w

le
dg

e 
an

d 
un

de
rs

ta
nd

in
g 

yo
u 

m
ay

 b
e 

ab
le

 t
o 

sh
ow

 t
hr

ou
gh

 t
hi

s 
ev

id
en

ce
 

Pe
rs

on
al

 s
ta

te
m

en
ts

 
ar

e 
ac

co
un

ts
 b

y 
yo

u,
 

de
sc

ri
bi

ng
 a

nd
 

ex
pl

ai
ni

ng
 e

ve
nt

s 
or

 
yo

ur
 a

ct
io

ns
  

W
it

ne
ss

 s
ta

te
m

en
ts

 a
re

 a
cc

ou
nt

s 
by

 
ot

he
rs

, 
de

sc
ri

bi
ng

 y
ou

r 
ac

ti
on

s 
or

 
be

ha
vi

ou
r.

 W
it

ne
ss

 s
ta

te
m

en
ts

 
ca

n
n
ot

 b
e 

us
ed

 t
o 

sh
ow

 
un

de
rp

in
ni

ng
 K

no
w

le
dg

e 
an

d 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

61
 

Ev
id

en
ce

 r
eq

u
ir

em
en

ts
  

A
1
 M

an
ag

e 
yo

u
r 

ow
n
 r

es
ou

rc
es

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Y
ou

r 
ev

al
u
at

io
n
 o

f 
th

e 
re

q
u
ir

em
en

ts
 o

f 
yo

u
r 

w
or

k-
ro

le
, 

b
as

ed
 o

n
 b

ot
h
 f

or
m

al
 a

n
d
 i
n
fo

rm
al

 s
ou

rc
es

: 

 
yo

ur
 j

ob
 d

es
cr

ip
ti

on
 

- 
2 

- 
1 

 
no

te
s 

of
 c

on
ve

rs
at

io
ns

 w
it

h 
m

an
ag

er
s 

an
d 

co
ll
ea

gu
es

 a
bo

ut
 t

he
ir

 e
xp

ec
ta

ti
on

s 
5 

2,
 9

 
1 

1,
 2

, 
3 

O
1 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
ro

le
 t

as
ks

 a
nd

 r
es

po
ns

ib
ili

ti
es

) 
5 

2 
1 

1,
 2

 

Y
ou

r 
p
er

so
n
al

 w
or

k 
ob

je
ct

iv
es

 a
n
d
 r

ec
or

d
s 

of
 a

ch
ie

ve
m

en
t 

ag
ai

n
st

 t
h
es

e 
ob

je
ct

iv
es

: 

 
no

te
s,

 m
in

ut
es

, 
re

po
rt

s 
or

 o
th

er
 r

ec
or

ds
 o

f 
pe

rf
or

m
an

ce
 r

ev
ie

w
 o

r 
ap

pr
ai

sa
l 
m

ee
ti

ng
s,

 t
ea

m
 

m
ee

ti
ng

s 
or

 o
th

er
 m

ee
ti

ng
s 

at
 w

hi
ch

 y
ou

 a
gr

ee
d 

yo
ur

 w
or

k 
ob

je
ct

iv
es

 
1,

 2
, 

5 
3,

 5
, 

9,
 1

0 
1 

1,
 2

, 
3,

 4
 

 
no

te
s,

 m
in

ut
es

, 
re

po
rt

s 
or

 o
th

er
 r

ec
or

ds
 o

f 
pe

rf
or

m
an

ce
 r

ev
ie

w
 o

r 
ap

pr
ai

sa
l 
m

ee
ti

ng
s,

 t
ea

m
 

m
ee

ti
ng

s 
or

 o
th

er
 m

ee
ti

ng
s,

 3
60

o  a
pp

ra
is

al
 o

ut
co

m
es

, 
an

d 
ot

he
r 

fo
rm

al
 o

r 
in

fo
rm

al
 

fe
ed

ba
ck

 o
n 

yo
ur

 p
er

fo
rm

an
ce

 
1,

 2
, 

3,
 5

 
5,

 9
, 

10
 

1 
1,

 2
, 

3,
 4

, 
5 

O
2 

O
9 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 a

ch
ie

ve
m

en
t 

of
 a

gr
ee

d 
ob

je
ct

iv
es

) 
1,

 2
, 

3,
 5

 
- 

- 
- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

62
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

A
ss

es
sm

en
t 

of
 y

ou
r 

cu
rr

en
t 

kn
ow

le
dg

e,
 u

n
d
er

st
an

d
in

g 
an

d
 s

ki
ll
s,

 a
n
 a

n
al

ys
is

 o
f 

h
ow

 w
el

l 
th

es
e 

re
fl

ec
t 

th
e 

re
q
u
ir

em
en

ts
 o

f 
yo

u
r 

w
or

k-
ro

le
 a

n
d
 

yo
u
r 

d
ev

el
op

m
en

t 
p
la

n
 t

o 
ad

d
re

ss
 a

n
y 

n
ee

ds
: 

 
qu

al
if

ic
at

io
n 

ce
rt

if
ic

at
es

 a
nd

 t
ra

ns
cr

ip
ts

 
- 

5 
- 

- 

 
pe

rs
on

al
it

y 
an

d 
sk

il
l 
in

ve
nt

or
ie

s 
an

d 
as

se
ss

m
en

t 
ce

nt
re

 r
ep

or
ts

 
- 

5,
 9

 
- 

5 

 
ap

pr
ai

sa
l/

pe
rf

or
m

an
ce

 r
ev

ie
w

 r
ec

or
ds

 a
nd

 n
ot

es
 o

r 
ot

he
r 

re
co

rd
s 

of
 i
nf

or
m

al
 f

ee
db

ac
k 

3,
 4

, 
7 

1,
 2

, 
4,

 5
, 

9 
1 

4,
 5

 

 
de

ve
lo

pm
en

t 
pl

an
s 

3,
 6

, 
7 

1,
 6

, 
7 

1 
5,

 6
, 

7,
 

8 

O
3 

O
4 

O
6 

O
7 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
re

la
ti

on
sh

ip
 b

et
w

ee
n 

kn
ow

le
dg

e,
 u

nd
er

st
an

di
ng

 a
nd

 
sk

ill
s 

an
d 

th
e 

re
qu

ir
em

en
ts

 o
f 

yo
ur

 w
or

k-
ro

le
) 

4 
1,

 5
, 

6,
 7

, 
9 

1 
5,

 6
, 

7,
 

8 

Ev
id

en
ce

 o
f 

h
av

in
g 

u
n
d
er

ta
ke

n
 t

ra
in

in
g 

an
d 

de
ve

lo
p
m

en
t 

ac
ti

vi
ty

 t
o 

m
ee

t 
id

en
ti

fi
ed

 d
ev

el
op

m
en

t 
n
ee

d
s 

 
at

te
nd

an
ce

 c
er

ti
fi

ca
te

s 
an

d 
po

st
-c

ou
rs

e 
ev

al
ua

ti
on

 r
ep

or
ts

 
- 

- 
1 

7,
 8

, 
9 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 l
ea

rn
in

g 
an

d 
it

s 
ap

pl
ic

at
io

n 
to

 t
he

 w
or

k-
ro

le
) 

4,
 6

, 
7 

- 
- 

- 
O

5 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 l
ea

rn
in

g 
an

d 
it

s 
ap

pl
ic

at
io

n 
to

 t
he

 w
or

k-
ro

le
) 

4,
 6

, 
7 

8 
1 

7,
 8

, 
9 

W
or

k 
sc

h
ed

u
le

s,
 t

im
e 

p
la

n
s 

or
 s

im
il
ar

 r
ec

or
d
s 

of
 w

or
k 

ac
ti

vi
ty

 t
h
at

 s
h
ow

s 
ta

sk
 p

la
n
s 

an
d
 r

ev
ie

w
s 

 
pr

op
ri

et
ar

y 
ti

m
e 

pl
an

ne
r 

sy
st

em
s 

an
d 

se
lf

-d
es

ig
ne

d 
sc

he
du

le
s 

or
 p

la
ns

 t
ha

t 
yo

u 
ha

ve
 

pr
ep

ar
ed

 
1,

 2
, 

3,
 5

, 
6,

 
7 

3,
 4

, 
10

, 
11

 
- 

1,
 2

 
O

8 

 
ou

tp
ut

s 
of

 e
le

ct
ro

ni
c 

sy
st

em
s 

(e
g 

M
S 

Sc
he

du
le

) 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

 
1,

 2
, 

3,
 5

, 
6,

 
7 

3,
 4

, 
10

, 
11

 
- 

1,
 2

 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

63
 

A
2
 M

an
ag

e 
yo

u
r 

ow
n
 r

es
ou

rc
es

 a
n
d
 p

ro
fe

ss
io

n
al

 d
ev

el
op

m
en

t 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Y
ou

r 
ev

al
u
at

io
n
 o

f 
th

e 
cu

rr
en

t 
an

d
 f

u
tu

re
 r

e
q
u
ir

em
en

ts
 o

f 
yo

u
r 

w
or

k-
ro

le
, 

an
d
 y

ou
r 

ca
re

er
 a

n
d
 p

er
so

n
al

 w
or

k 
ob

je
ct

iv
es

 a
n
d
 y

ou
r 

re
fl

ec
ti

on
s 

on
 

yo
u
r 

va
lu

es
: 

 
jo

b 
de

sc
ri

pt
io

ns
, 

re
co

rd
s 

of
 a

pp
ra

is
al

 o
r 

pe
rf

or
m

an
ce

 r
ev

ie
w

 m
ee

ti
ng

s,
 w

or
k 

pl
an

s 
an

d 
ob

je
ct

iv
es

 
2,

 3
, 

4,
 6

, 
7,

 
8 

1,
 2

, 
3,

 5
  

- 
1,

 1
1 

 
no

te
s 

of
 c

on
ve

rs
at

io
ns

 w
it

h 
m

an
ag

er
s 

an
d 

co
ll
ea

gu
es

 a
bo

ut
 t

he
ir

 e
xp

ec
ta

ti
on

s 
1,

 2
, 

3,
 5

, 
7,

 
8,

 9
 

1,
 3

, 
5,

 
13

 
- 

9,
 1

2 

O
1 

O
2 

 

O
3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

an
d 

re
sp

on
si

bi
lit

ie
s,

 w
or

k 
ob

je
ct

iv
es

 a
nd

 v
al

ue
s)

 
1,

 2
, 

3,
 5

, 
7,

 
8,

 9
 

2,
 5

, 
7 

- 
1,

 3
, 

4 

A
ss

es
sm

en
t 

of
 y

ou
r 

p
er

so
n
al

 l
ea

rn
in

g 
st

yl
e 

an
d
 i
ts

 i
m

p
li
ca

ti
on

s:
 

 
re

po
rt

s 
fr

om
 p

ro
vi

de
rs

 o
f 

as
se

ss
m

en
t 

in
st

ru
m

en
t 

 
6,

 8
, 

10
 

1,
 7

, 
13

 
- 

5 
O

4 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 i
m

pl
ic

at
io

ns
 o

f 
le

ar
ni

ng
 s

ty
le

 f
or

 d
ev

el
op

m
en

t 
ac

ti
vi

ti
es

) 
6,

 8
, 

9,
 1

0 
1,

 7
, 

8 
- 

5,
 9

, 
10

 

A
ss

es
sm

en
t 

of
 y

ou
r 

cu
rr

en
t 

kn
ow

le
dg

e,
 u

n
d
er

st
an

d
in

g 
an

d
 s

ki
ll
s,

 a
n
d
 a

n
 a

n
al

ys
is

 o
f 

h
ow

 w
el

l 
th

es
e 

re
fl

ec
t 

th
e 

cu
rr

en
t 

an
d 

fu
tu

re
 r

eq
u
ir

em
en

ts
 

of
 y

ou
r 

w
or

k-
ro

le
: 

 
qu

al
if

ic
at

io
n 

ce
rt

if
ic

at
es

 a
nd

 t
ra

ns
cr

ip
ts

 
 

1 
1 

6 

 
pe

rs
on

al
it

y 
an

d 
sk

ill
 i
nv

en
to

ry
 r

ep
or

ts
 

8 
1,

 5
 

1 
6,

 7
 

 
re

co
rd

s 
of

 a
pp

ra
is

al
 o

r 
pe

rf
or

m
an

ce
 r

ev
ie

w
 m

ee
ti

ng
s,

 a
nd

 p
er

so
na

l 
de

ve
lo

pm
en

t 
pl

an
s 

an
d 

ob
je

ct
iv

es
 

8 
1,

 5
, 

91
0,

 
11

, 
12

, 
13

 
1 

6,
 7

, 
9,

 
10

, 
11

, 
12

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
th

e 
re

la
ti

on
sh

ip
 b

et
w

ee
n 

kn
ow

le
dg

e,
 u

nd
er

st
an

di
ng

 a
nd

 
sk

ill
s 

an
d 

th
e 

re
qu

ir
em

en
ts

 o
f 

yo
ur

 w
or

k-
ro

le
) 

8,
 1

0 
1,

 5
, 

8,
 

12
 

1 
6,

 7
, 

9 

O
5 

O
6 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 f

ro
m

 m
an

ag
er

s 
an

d 
ot

he
r 

w
or

k 
co

ll
ea

gu
es

 
8,

 9
 

- 
- 

- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

64
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Ev
id

en
ce

 o
f 

h
av

in
g 

u
n
de

rt
ak

en
 t

ra
in

in
g 

an
d
 d

ev
el

op
m

en
t 

ac
ti

vi
ty

 t
o 

m
ee

t 
id

en
ti

fi
ed

 d
ev

el
op

m
en

t 
n
ee

d
s 

an
d
 r

ef
le

ct
 p

re
fe

rr
ed

 l
ea

rn
in

g 
st

yl
e:

 

 
at

te
nd

an
ce

 c
er

ti
fi

ca
te

s 
9 

1,
 7

, 
8 

1 
9 

 
po

st
-c

ou
rs

e 
ev

al
ua

ti
on

 r
ep

or
ts

 t
ha

t 
yo

u 
ha

ve
 w

ri
tt

en
 

10
 

1,
 9

 
1 

- 
O

7 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 l
ea

rn
in

g 
an

d 
ap

pl
ic

at
io

n 
of

 y
ou

r 
le

ar
ni

ng
 t

o 
yo

ur
 w

or
k-

ro
le

) 
9,

 1
0 

1,
 7

, 
8,

 9
 

1 
9 

R
ec

or
d
s 

of
 f

ee
d
b
ac

k 
(b

ot
h
 f

or
m

al
 a

n
d
 i
n
fo

rm
al

) 
yo

u
 h

av
e 

re
ce

iv
ed

 o
n
 y

ou
r 

p
er

fo
rm

an
ce

 a
n
d
 a

ch
ie

ve
m

en
t 

of
 y

ou
r 

ob
je

ct
iv

es
: 

 
re

co
rd

s 
of

 a
pp

ra
is

al
 o

r 
pe

rf
or

m
an

ce
 r

ev
ie

w
 m

ee
ti

ng
s 

4,
 5

, 
7 

1,
 1

0,
 1

2,
 

13
 

- 
1,

 3
, 

4,
 

8,
 1

1,
 

12
 

 
em

ai
ls

, 
m

em
os

, 
no

te
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

in
fo

rm
al

 f
ee

db
ac

k 
fr

om
 o

th
er

s 
on

 y
ou

r 
pe

rf
or

m
an

ce
 

4,
 5

, 
7 

1,
 1

3 
- 

1,
 4

, 
11

, 
12

 

 
w

or
k 

sc
he

du
le

s 
or

 p
la

ns
, 

ou
tp

ut
s 

of
 p

ro
pr

ie
ta

ry
 o

r 
se

lf
-d

es
ig

ne
d 

ti
m

e 
pl

an
ne

r 
sy

st
em

s 
(p

ap
er

 o
r 

el
ec

tr
on

ic
) 

1,
 2

, 
3,

 4
, 

7,
 

10
 

3,
 4

, 
10

, 
11

 
- 

1,
 4

 

O
8 

O
9 

O
10

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 w

or
k 

pe
rf

or
m

an
ce

 a
nd

 a
ch

ie
ve

m
en

t 
of

 o
bj

ec
ti

ve
s)

 
1,

 2
, 

3,
 4

, 
7,

 
10

 
- 

- 
- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

65
 

A
3
. 

D
ev

el
op

 y
ou

r 
p
er

so
n
al

 n
et

w
or

ks
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

p
ar

ti
ci

p
at

io
n
 i
n
 f

or
m

al
 a

n
d
 i
n
fo

rm
al

 n
et

w
or

ki
n
g 

or
ga

n
is

at
io

n
s:

 

 
m

em
be

rs
hi

p 
of

 a
nd

 r
ec

or
ds

 o
f 

at
te

nd
an

ce
 a

t 
m

ee
ti

ng
s 

or
ga

ni
se

d 
by

 i
ns

ti
tu

te
s,

 b
us

in
es

s,
 

ch
ar

it
ab

le
 a

nd
 n

et
w

or
ki

ng
 o

rg
an

is
at

io
ns

 
1,

 4
, 

5 
1,

 2
, 

5,
 6

, 
7 

1 
1,

 2
, 

3,
 

6,
 8

 

 
ad

dr
es

s 
bo

ok
s 

an
d 

ou
tp

ut
s 

fr
om

 e
le

ct
ro

ni
c 

co
nt

ac
ts

 s
ys

te
m

 
4 

1 
- 

8 

 
co

nt
ri

bu
ti

on
s 

to
 c

ha
t 

ro
om

s,
 b

ul
le

ti
n 

bo
ar

ds
, 

w
eb

lo
gs

, 
or

 w
eb

ri
ng

s 
1,

 2
, 

3,
 4

 
1,

 2
, 

4,
 6

, 
7 

1 
2,

 3
, 

4,
 

5,
 6

 

 
pe

rs
on

al
 d

ia
ri

es
, 

de
ve

lo
pm

en
t 

pl
an

s,
 r

ef
le

ct
iv

e 
lo

gs
 a

nd
 o

th
er

 r
ec

or
ds

 o
f 

yo
ur

 n
et

w
or

ki
ng

 
ac

ti
vi

ty
 a

nd
 r

ef
le

ct
io

ns
 o

n 
it

 
4,

 9
, 

10
 

1,
 5

, 
6,

 7
 

1 
1,

 2
, 

3,
 

4 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 c

on
tr

ib
ut

io
n 

to
 n

et
w

or
ks

) 
4,

 5
, 

7,
 8

 
- 

- 
- 

O
1 

O
2 

O
4 

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 m

em
be

rs
hi

p 
of

 a
nd

 r
ol

e 
in

 n
et

w
or

ks
) 

4,
 5

 
1,

 5
, 

7 
1 

1,
 2

, 
3,

 
4 

In
fo

rm
at

io
n
 o

r 
re

so
u
rc

es
 y

ou
 o

b
ta

in
ed

 f
ro

m
 o

r 
su

pp
li
ed

 t
o 

co
n
ta

ct
s 

in
 y

ou
r 

p
er

so
n
al

 n
et

w
or

k:
 

 
em

ai
ls

, 
le

tt
er

s 
or

 n
ot

es
 o

f 
co

nv
er

sa
ti

on
s 

or
 t

el
ep

ho
ne

 c
al

ls
 y

ou
 h

av
e 

m
ad

e 
1,

 2
, 

3,
 6

, 
7 

1,
 2

, 
3,

 4
, 

6,
 7

 
1 

2,
 3

, 
6,

 
7,

 8
 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 s

ee
ki

ng
 a

nd
 p

ro
vi

di
ng

 i
nf

or
m

at
io

n)
 

1,
 3

, 
5,

 6
, 

7,
 

8 
- 

- 
- 

O
2 

O
3 

O
5 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

se
ek

in
g 

an
d 

pr
ov

id
in

g 
in

fo
rm

at
io

n)
 

1,
 3

, 
10

 
6,

 7
 

1 
2,

 3
, 

6,
 

7,
 8

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

66
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

O
rg

an
is

ed
 r

ec
or

d
s 

of
 y

ou
r 

p
er

so
n
al

 c
on

ta
ct

s 

 
an

no
ta

te
d 

co
nt

ac
ts

 l
is

t 
4 

1 
 

8 
O

1 

O
4 

 
ou

tp
ut

s 
fr

om
 e

le
ct

ro
ni

c 
co

nt
ac

ts
 s

ys
te

m
 

4 
1 

 
8 

R
ec

or
d
s 

of
 b

u
si

n
es

s 
de

ve
lo

p
m

en
ts

 y
ou

 m
ad

e 
th

ro
u
gh

 y
ou

r 
co

n
ta

ct
s:

 

 
re

po
rt

s 
an

d 
co

rr
es

po
nd

en
ce

 y
ou

 h
av

e 
w

ri
tt

en
 

1,
 2

, 
3,

 4
, 

6,
 8

 
1,

 2
, 

3,
 4

 
1 

1,
 2

, 
3,

 
6,

 7
, 

8 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 

1,
 2

, 
3,

 6
, 

7,
 8

 
- 

- 
- 

O
4 

O
5 

O
6 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 

1,
 2

, 
3,

 4
, 

6,
 

8,
 9

, 
10

 
1,

 2
 

1 
1,

 2
, 

3,
 

6,
 7

, 
8 

   



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

67
 

B
1
 D

ev
el

op
 a

n
d
 i
m

p
le

m
en

t 
op

er
at

io
n
al

 p
la

n
s 

fo
r 

yo
u
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 

In
 o

rd
er

 t
o 

ac
hi

ev
e 

th
is

 u
ni

t,
 y

ou
 m

us
t 

yo
u 

m
us

t 
de

m
on

st
ra

te
 t

ha
t 

yo
u 

m
ee

t 
al

l 
th

e 
re

qu
ir

em
en

ts
 o

f 
th

e 
un

it
. 

T
hi

s 
m

ea
ns

 a
ll
 o

f 
th

e 
st

at
ed

 
ou

tc
om

es
 a

nd
 b

eh
av

io
ur

s 
an

d 
ev

er
y 

it
em

 o
f 

kn
ow

le
dg

e 
an

d 
un

de
rs

ta
nd

in
g.

 Y
ou

r 
as

se
ss

or
 m

us
t 

be
 a

bl
e 

to
 o

bs
er

ve
 y

ou
 i
n 

th
e 

w
or

kp
la

ce
 o

r 
yo

u 
m

us
t 

pr
ov

id
e 

th
e 

fo
ll
ow

in
g 

ta
n
gi

bl
e 

ev
id

en
ce

 t
o 

yo
ur

 a
ss

es
so

r.
  

Pl
ea

se
 n

ot
e 

th
at

 s
im

u
la

ti
on

 i
s 

n
ot

 a
ll
ow

ed
 f

or
 t

hi
s 

un
it

 i
e 

al
l 
yo

ur
 e

vi
de

nc
e 

m
us

t 
re

la
te

 t
o 

re
al

 w
or

k 
ac

ti
vi

ti
es

. 
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

O
p
er

at
io

n
al

 p
la

n
s 

th
at

 y
ou

 h
av

e 
m

an
ag

ed
 a

n
d
 r

ev
ie

w
ed

: 

 
da

ta
 o

n 
pa

st
 o

pe
ra

ti
on

al
 p

er
fo

rm
an

ce
 a

ga
in

st
 p

la
n 

th
at

 y
ou

 h
av

e 
co

ll
ec

te
d 

an
d 

an
al

ys
ed

 
1,

 3
 

1,
 9

 
2,

 3
, 

4 
1,

 2
, 

3,
 8

 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

an
d 

di
sc

us
si

on
s 

th
at

 y
ou

 h
av

e 
le

d 
to

 r
ev

ie
w

 o
pe

ra
ti

on
al

 p
la

ns
 

an
d 

pe
rf

or
m

an
ce

  
1,

 3
, 

4,
 7

, 
8 

1,
 9

, 
8 

1,
 2

, 
3,

 
4 

1,
 2

, 
3,

 6
, 

7,
 8

 

 
re

co
nc

ili
at

io
n 

re
po

rt
s 

an
d 

va
ri

an
ce

 a
na

ly
se

s 
an

d 
pr

op
os

al
s 

fo
r 

ch
an

ge
s 

to
 p

la
ns

 a
nd

 o
pe

ra
ti

on
s 

th
at

 y
ou

 h
av

e 
pr

ep
ar

ed
 

3,
 4

 
1,

 9
, 

10
 

1,
 2

, 
3,

 
4 

2,
 9

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 r

ev
ie

w
in

g 
an

d 
co

nt
ro

ll
in

g 
pe

rf
or

m
an

ce
 a

ga
in

st
 

pl
an

s)
 

1,
 3

, 
7,

 8
 

- 
- 

- 

O
1 

O
2 

O
7 

O
8 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 r

ev
ie

w
in

g 
an

d 
co

nt
ro

ll
in

g 
pe

rf
or

m
an

ce
 a

ga
in

st
 

pl
an

s)
 

1,
 4

 
1,

 9
 

1,
 2

, 
3,

 
4 

1,
 2

, 
3,

 6
, 

7,
 8

 

O
p
er

at
io

n
al

 p
la

n
s 

th
at

 y
ou

 h
av

e 
d
ev

el
op

ed
 a

n
d
 a

gr
ee

d
: 

 
pr

op
os

al
s 

fo
r 

de
ve

lo
pi

ng
 n

ew
 o

pe
ra

ti
on

al
 s

ys
te

m
s 

an
d 

pr
oc

ed
ur

es
 o

r 
re

po
rt

s 
of

 d
ev

el
op

m
en

t 
pr

oj
ec

ts
 y

ou
 h

av
e 

le
d 

1,
 2

 
2,

 7
, 

8 
1,

 2
, 

3,
 

4 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 9

 

 
ri

sk
 a

ss
es

sm
en

ts
 a

nd
 c

os
t/

be
ne

fi
t 

an
al

ys
es

 o
f 

pr
op

os
ed

 p
la

ns
 

3,
 9

 
4,

 5
 

1,
 2

, 
3,

 
4 

1,
 4

, 
8 

 
op

er
at

io
na

l 
or

 p
ro

du
ct

io
n 

pl
an

s,
 s

al
es

 o
r 

ot
he

r 
w

or
k 

pl
an

s 
or

 w
or

k 
sc

he
du

le
s,

 o
bj

ec
ti

ve
s 

an
d 

ta
rg

et
s 

th
at

 y
ou

 h
av

e 
de

ve
lo

pe
d 

an
d 

ag
re

ed
 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

1,
 2

, 
3,

 
4 

1,
 2

, 
3,

 4
, 

5,
 6

  

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 d

ev
el

op
in

g 
op

er
at

io
na

l 
pl

an
s)

 
1,

 3
, 

6,
 7

, 
8 

- 
- 

- 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 d

ev
el

op
in

g 
op

er
at

io
na

l 
pl

an
s)

 
2,

 4
, 

5,
 6

, 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

1,
 2

, 
3,

 
4 

1,
 2

, 
3,

 4
, 

5,
 6

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

68
 

B
2
 M

ap
 t

h
e 

en
vi

ro
n
m

en
t 

in
 w

h
ic

h
 y

ou
r 

or
ga

n
is

at
io

n
 o

p
er

at
es

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

In
fo

rm
at

io
n
 o

n
 c

u
st

om
er

s 
an

d
 c

om
p
et

it
or

s 
th

at
 y

ou
 h

av
e 

co
ll
ec

te
d
, 

an
al

ys
ed

 a
n
d
 u

se
d
 i
n
 p

la
n
s 

 
st

at
is

ti
ca

l 
an

al
ys

es
 o

f 
sa

le
s 

an
d 

cu
st

om
er

 f
ee

db
ac

k 
da

ta
 t

o 
ca

lc
ul

at
e 

tr
en

ds
, 

se
as

on
al

 
fl

uc
tu

at
io

ns
 a

nd
 o

th
er

 v
ar

ia
ti

on
 

1,
 2

, 
3,

 5
, 

6,
 

7 
1,

 2
 

1,
 2

 
1,

 2
, 

3,
 4

, 
8 

 
su

m
m

ar
ie

s 
or

 r
ep

or
ts

 o
f 

fe
ed

ba
ck

 f
ro

m
 a

nd
 d

is
cu

ss
io

ns
 w

it
h 

sa
le

s 
pe

rs
on

ne
l,

 c
us

to
m

er
 

se
rv

ic
e 

st
af

f 
an

d 
ot

he
r 

co
ll
ea

gu
es

 
1,

 2
, 

3,
 5

, 
6,

 
7 

1,
 2

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
6,

 8
 

 
re

po
rt

s 
on

 c
om

pe
ti

to
r 

ac
ti

vi
ty

 
1,

 2
, 

3,
 5

, 
6,

 
7 

1,
 2

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
8 

 
pr

op
os

al
s 

fo
r 

co
m

m
is

si
on

in
g 

m
ar

ke
t 

re
se

ar
ch

 
3 

1,
 2

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 

 
su

m
m

ar
ie

s 
or

 r
ep

or
ts

 o
f 

m
ar

ke
t 

re
se

ar
ch

 a
nd

 e
co

no
m

ic
, 

m
ar

ke
t 

an
d 

in
du

st
ry

 a
na

ly
se

s 
1,

 2
, 

4,
 5

, 
7 

1,
 2

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
8 

O
1 

O
2 

O
5 

O
6 

 
sa

le
s 

fo
re

ca
st

s,
 b

us
in

es
s 

or
 o

pe
ra

ti
on

al
 p

la
ns

 a
nd

 b
ud

ge
ts

 
1,

 2
, 

5,
 6

, 
7 

1,
 2

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
8 

O
rg

an
is

at
io

n
al

 a
n
d
 e

n
vi

ro
n
m

en
ta

l 
st

ra
te

gi
c 

re
vi

ew
s,

 a
n
al

ys
es

 a
n
d
 f

or
ec

as
ts

 t
h
at

 y
ou

 h
av

e 
p
ar

ti
ci

p
at

ed
 i
n
, 

ev
al

u
at

ed
 a

n
d
 u

se
d
 i
n
 p

la
n
s:

 

 
SW

O
T
, 

PE
ST

LE
, 

BC
G

 M
at

ri
x,

 A
nz

of
f 

M
at

ri
x,

 ‘
w

ha
t 

if
’ 

an
d 

ot
he

r,
 s

im
ila

r,
 c

ur
re

nt
 a

nd
 f

ut
ur

e 
sc

en
ar

io
 a

na
ly

se
s 

2,
 4

, 
5,

 6
, 

7 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 

 
ti

m
e 

se
ri

es
 a

nd
 r

eg
re

ss
io

n 
an

al
ys

es
 o

f 
qu

an
ti

ta
ti

ve
 d

at
a 

1,
 2

, 
3,

 5
, 

7 
1,

 2
, 

7 
1,

 2
 

1,
 2

, 
3,

 4
, 

8 

 
sa

le
s 

fo
re

ca
st

s,
 b

us
in

es
s 

or
 o

pe
ra

ti
on

al
 p

la
ns

 a
nd

 b
ud

ge
ts

 
1,

 2
, 

6,
 7

 
1,

 2
, 

7 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
8 

O
3 

O
4 

O
6 

 
be

nc
hm

ar
k 

an
d 

be
st

 p
ra

ct
ic

e 
st

ud
ie

s 
2,

 3
, 

7 
1,

 2
, 

3,
 4

, 
6 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

69
 

B
3
 D

ev
el

op
 a

 s
tr

at
eg

ic
 b

u
si

n
es

s 
p
la

n
 f

or
 y

ou
r 

or
ga

n
is

at
io

n
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

V
is

io
n
 a

n
d
 v

al
u
e 

st
at

em
en

ts
, 

po
li
ci

es
, 

ob
je

ct
iv

es
 a

n
d
 p

la
n
s 

th
at

 y
ou

 h
av

e 
d
ev

el
op

ed
: 

 
po

lic
y 

st
at

em
en

ts
 a

nd
 s

im
ila

r 
do

cu
m

en
ts

  
1,

 3
, 

5,
 7

, 
8,

 
10

 
1 

1 
1,

 2
, 

3,
 4

, 
5,

 6
 

 
st

ra
te

gi
c,

 b
us

in
es

s,
 o

pe
ra

ti
on

al
 a

nd
 a

ct
io

n 
pl

an
s 

1,
 3

, 
5,

 7
, 

8,
 

9,
 1

0 
1,

 2
, 

3,
 6

, 
7 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
 

 
re

co
rd

s 
of

 c
on

su
lt

at
iv

e 
m

ee
ti

ng
s 

w
it

h 
st

ak
eh

ol
de

rs
 a

nd
 o

th
er

s 
5,

 6
, 

7,
 8

, 
9,

 
10

 
2,

 8
 

 
7,

 8
 

O
1 

O
2 

O
5 

O
6 

O
7 

O
9 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

de
ve

lo
pi

ng
 p

ol
ic

y 
an

d 
pl

an
s)

 
3,

 4
, 

5,
 6

, 
10

 
1,

 2
, 

3,
 4

, 
8 

1,
 2

 
 

Y
ou

r 
as

se
ss

m
en

t 
of

 r
is

ks
 a

n
d
 t

h
e 

li
ke

ly
 o

u
tc

om
es

 o
f 

p
la

n
s,

 a
n
d 

m
on

it
or

in
g 

an
d
 r

ep
or

ti
n
g 

p
ro

ce
d
u
re

s 

 
ri

sk
 a

ss
es

sm
en

ts
, 

se
ns

it
iv

it
y 

an
al

ys
es

 a
nd

 c
os

t/
be

ne
fi

t 
st

ud
ie

s 
of

 p
ro

po
se

d 
ac

ti
on

s 
1,

 2
, 

4,
 9

 
5 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 
6 

 
co

nt
in

ge
nc

y 
pl

an
s 

an
d 

‘w
ha

t 
if

’ 
sc

en
ar

io
s 

1,
 2

, 
4,

 9
 

5 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 

6 

 
m

on
it

or
in

g 
an

d 
re

po
rt

in
g 

pr
oc

ed
ur

es
, 

ex
ce

pt
io

n 
an

d 
va

ri
an

ce
 a

na
ly

se
s 

1,
 2

, 
4 

9 
1,

 2
 

9 

O
2 

O
3 

O
4 

O
5 

O
7 

O
8 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 t

he
 r

is
ks

 a
ss

oc
ia

te
d 

w
it

h 
pr

op
os

al
s)

 
1,

 2
, 

3,
 4

 
5 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 
6 

Y
ou

r 
ac

ti
ve

 s
u
p
p
or

t 
fo

r 
in

n
ov

at
io

n
 a

n
d
 c

re
at

iv
it

y:
 

 
pr

op
os

al
s 

fo
r 

in
no

va
ti

ve
 s

ol
ut

io
ns

 t
o 

pr
ob

le
m

s 
1,

 2
, 

3,
 4

, 
9 

3 
 

6,
 7

 

 
fa

ci
li
ta

ti
on

 o
f 

cr
ea

ti
ve

 id
ea

s 
ge

ne
ra

ti
on

/p
ro

bl
em

-s
ol

vi
ng

 a
ct

iv
it

ie
s 

1,
 2

, 
3,

 4
, 

9 
3 

 
6,

 7
 

O
1 

O
2 

O
4 

O
8 

O
9 

 
ev

al
ua

ti
on

s 
of

 c
re

at
iv

e 
pr

op
os

al
s/

pr
ob

le
m

 s
ol

ut
io

ns
  

1,
 2

, 
3,

 4
, 

9 
3 

 
6,

 7
 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

70
 

B
4
 P

u
t 

th
e 

st
ra

te
gi

c 
b
u
si

n
es

s 
p
la

n
 i

n
to

 a
ct

io
n

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

St
ra

te
gi

c 
p
la

n
s 

th
at

 y
ou

 h
av

e 
d
ev

el
op

ed
 a

n
d
 i
m

p
le

m
en

te
d
: 

 
no

te
s,

 m
in

ut
es

, 
ac

ti
on

 p
la

ns
 o

r 
ot

he
r 

re
co

rd
s 

of
 m

ee
ti

ng
s 

to
 d

is
cu

ss
 t

he
 i
m

pl
em

en
ta

ti
on

 o
f 

th
e 

st
ra

te
gi

c 
pl

an
 

5,
 6

, 
7,

 8
 

1,
 2

, 
7 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

 
pl

an
s,

 b
ri

ef
in

g 
do

cu
m

en
ts

, 
ne

w
sl

et
te

rs
, 

in
tr

an
et

 s
it

es
, 

pr
es

en
ta

ti
on

s 
(e

g 
Po

w
er

Po
in

t 
sl

id
es

) 
an

d 
no

te
s 

fo
r 

br
ie

fi
ng

 m
ee

ti
ng

s 
to

 p
ro

m
ot

e 
th

e 
pl

an
 a

nd
 a

dv
is

e 
of

 p
ro

gr
es

s 
an

d 
ch

an
ge

s 
5,

 6
, 

7,
 8

 
1,

 2
, 

7 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7 

 
bu

dg
et

s,
 o

pe
ra

ti
on

al
 a

nd
 a

ct
io

n 
pl

an
s,

 o
bj

ec
ti

ve
s 

an
d 

ta
rg

et
s 

to
 i
m

pl
em

en
t 

th
e 

st
ra

te
gi

c 
pl

an
 

th
at

 y
ou

 h
av

e 
de

ve
lo

pe
d 

or
 a

gr
ee

d 
w

it
h 

ot
he

rs
 

5,
 6

, 
7,

 8
 

1,
 2

, 
6,

 
7 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

O
1 

O
4 

O
5 

O
6 

 
pl

an
s/

pr
op

os
al

s,
 i
nv

es
tm

en
t 

ap
pr

ai
sa

ls
 a

nd
 r

is
k 

an
d 

se
ns

it
iv

it
y 

as
se

ss
m

en
ts

 t
o 

ac
qu

ir
e 

or
 

di
sp

os
e 

of
 r

es
ou

rc
es

 i
n 

th
e 

lig
ht

 o
f 

th
e 

ag
re

ed
 p

la
n 

3,
 5

, 
6,

 7
, 

8 
1,

 3
, 

4,
 

5,
 6

, 
7 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

Y
ou

r 
m

on
it

or
in

g 
an

d
 r

ev
ie

w
 o

f 
th

e 
im

p
le

m
en

ta
ti

on
 o

f 
th

e 
st

ra
te

gi
c 

p
la

n
: 

 
an

al
ys

es
 o

f 
pe

rf
or

m
an

ce
 d

at
a,

 v
ar

ia
nc

e 
an

d 
ex

ce
pt

io
n 

re
po

rt
s 

th
at

 y
ou

 h
av

e 
pr

ep
ar

ed
 f

or
 

st
ak

eh
ol

de
rs

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8 
1,

 3
, 

5,
 

6,
 7

 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7 

 
re

po
rt

s,
 n

ew
sl

et
te

rs
, 

in
tr

an
et

 s
it

es
, 

pr
es

en
ta

ti
on

s 
(e

g 
Po

w
er

Po
in

t 
sl

id
es

) 
an

d 
no

te
s 

fo
r 

br
ie

fi
ng

 m
ee

ti
ng

s 
on

 p
ro

gr
es

s 
ag

ai
ns

t 
ob

je
ct

iv
es

 i
n 

th
e 

st
ra

te
gi

c 
pl

an
 t

ha
t 

yo
u 

ha
ve

 p
re

pa
re

d 
fo

r 
st

ak
eh

ol
de

rs
 

1,
 2

, 
3,

 4
, 

5,
 

7,
 8

 
1,

 2
, 

3,
 

7 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

 
pr

op
os

al
s 

yo
u 

ha
ve

 m
ad

e 
fo

r 
ac

ti
on

s 
fo

ll
ow

in
g 

re
vi

ew
 o

f 
th

e 
st

ra
te

gi
c 

pl
an

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8 
1,

 3
, 

5,
 

6,
 7

 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

71
 

B
5
 P

ro
vi

d
e 

le
ad

er
sh

ip
 f

or
 y

ou
r 

te
am

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
la

n
s 

an
d
 o

bj
ec

ti
ve

s 
yo

u
 h

av
e 

ag
re

ed
 w

it
h
 y

ou
r 

te
am

: 

 
no

te
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 m
ee

ti
ng

s 
w

it
h 

in
di

vi
du

al
s 

an
d 

th
e 

te
am

 y
ou

 h
av

e 
le

d 
to

 d
is

cu
ss

 a
nd

 
ag

re
e 

ob
je

ct
iv

es
 a

nd
 w

or
k 

pl
an

s 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
8,

 
1 

1,
 2

, 
3.

 
4 

 
in

di
vi

du
al

 a
nd

 t
ea

m
 o

bj
ec

ti
ve

s 
an

d 
w

or
k 

pl
an

s 
or

 s
ch

ed
ul

es
 y

ou
 h

av
e 

ag
re

ed
 

1,
 2

, 
4,

 5
, 

6,
 

7 
2,

 3
, 

4 
 

1 
1,

 2
, 

4 

 
re

co
rd

s 
of

 o
w

n 
ap

pr
ai

sa
l 
or

 p
er

fo
rm

an
ce

 r
ev

ie
w

 m
ee

ti
ng

s 
w

it
h 

m
an

ag
er

 r
eg

ar
di

ng
 y

ou
r 

ro
le

 i
n 

ag
re

ei
ng

 i
nd

iv
id

ua
l 
an

d 
te

am
 o

bj
ec

ti
ve

s 
an

d 
w

or
k 

pl
an

s 
2,

 3
, 

4,
 5

, 
6,

 
7,

 8
 

2,
 3

, 
4,

 6
, 

7,
 8

 
1 

1,
 2

, 
3,

 
4 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(c

om
m

en
ta

ry
 o

n 
ho

w
 y

ou
 i
nv

ol
ve

d 
te

am
 m

em
be

rs
 i
n 

ag
re

ei
ng

 d
em

an
di

ng
 

bu
t 

re
al

is
ti

c 
in

di
vi

du
al

 a
nd

 t
ea

m
 o

bj
ec

ti
ve

s 
an

d 
w

or
k 

pl
an

s)
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8 

1,
 2

, 
3,

 4
, 

5,
 6

, 
8 

1 
1,

 2
, 

3,
 

4 

O
1 

O
2 

O
3 

O
11

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 b

y 
te

am
 m

em
be

rs
 (

ho
w

 y
ou

 e
nc

ou
ra

ge
 t

he
m

 t
o 

se
t 

de
m

an
di

ng
 b

ut
 

re
al

is
ti

c 
ob

je
ct

iv
es

 a
nd

 a
cc

ep
t 

re
sp

on
si

bi
li
ty

 f
or

 a
ch

ie
vi

ng
 t

he
m

) 
1,

 2
, 

3,
 5

, 
6,

 
7,

 8
 

  
 

 

R
ec

or
d
s 

of
 t

h
e 

p
er

fo
rm

an
ce

 o
f 

th
e 

te
am

 a
n
d
 i
ts

 m
em

b
er

s:
 

 
da

ta
 o

n 
th

e 
qu

an
ti

ty
 a

nd
 q

ua
lit

y 
of

 i
nd

iv
id

ua
l 

an
d 

te
am

 p
er

fo
rm

an
ce

, 
sh

ow
in

g 
ac

hi
ev

em
en

t 
of

 
ob

je
ct

iv
es

 a
nd

 p
la

ns
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

2,
 3

, 
4,

 7
 

1 
1,

 2
, 

4 

 
no

te
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

m
ee

ti
ng

s,
 s

ho
w

in
g 

ho
w

 i
nd

iv
id

ua
l 
an

d 
te

am
 p

ro
bl

em
s 

ha
ve

 b
ee

n 
re

so
lv

ed
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8 

3,
 5

, 
6,

 7
, 

8,
 9

 
1 

3,
 4

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(c

om
m

en
ta

ry
 o

n 
ho

w
 y

ou
 m

ot
iv

at
ed

 i
nd

iv
id

ua
ls

, 
en

co
ur

ag
ed

 t
he

m
 t

o 
ta

ke
 

re
sp

on
si

bi
lit

y,
 a

nd
 d

ea
lt

 w
it

h 
in

di
vi

du
al

 a
nd

 t
ea

m
 p

ro
bl

em
s)

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

 
1,

 3
, 

4,
 5

, 
6,

 7
, 

8 
1 

1,
 2

, 
3,

 4
 

O
3 

O
4 

O
5 

O
6 

O
8 

O
9 

O
10

 

O
11

 
 

w
it

ne
ss

 s
ta

te
m

en
ts

 b
y 

te
am

 m
em

be
rs

 (
ho

w
 y

ou
 h

el
pe

d 
th

em
 t

o 
ov

er
co

m
e 

pr
ob

le
m

s 
an

d 
m

ot
iv

at
ed

 t
he

m
 t

o 
ac

hi
ev

e 
ob

je
ct

iv
es

 a
nd

 t
ak

e 
on

 r
es

po
ns

ib
ili

ty
 f

or
 a

ct
iv

it
ie

s)
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

 
 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

72
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
ds

 o
f 

h
ow

 y
ou

 e
n
co

u
ra

ge
d 

cr
ea

ti
vi

ty
 a

n
d
 i
n
n
ov

at
io

n
 i
n
 t

h
e 

te
am

: 

 
no

te
s 

an
d 

m
at

er
ia

ls
 p

ro
du

ce
d 

du
ri

ng
 c

re
at

iv
e 

id
ea

s-
ge

ne
ra

ti
on

 a
ct

iv
it

ie
s 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8 

5,
 6

, 
7,

 
8,

 9
 

1 
1,

 3
, 

4 

 
re

co
rd

s 
of

 a
gr

ee
m

en
t 

by
 m

an
ag

er
s 

to
 i
nt

ro
du

ce
 in

no
va

ti
ve

 id
ea

s 
de

ve
lo

pe
d 

by
 t

he
 t

ea
m

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8 
3,

 9
 

1 
4 

 
da

ta
 o

n 
pe

rf
or

m
an

ce
 i
m

pr
ov

em
en

ts
 a

ri
si

ng
 d

ir
ec

tl
y 

fr
om

 i
nn

ov
at

io
ns

 p
ro

po
se

d 
by

 t
he

 t
ea

m
  

1 
3,

 6
, 

9 
1 

4 

 
re

co
rd

s 
of

 o
w

n 
ap

pr
ai

sa
l 
or

 p
er

fo
rm

an
ce

 r
ev

ie
w

 m
ee

ti
ng

s 
w

it
h 

m
an

ag
er

 r
eg

ar
di

ng
 y

ou
r 

ro
le

 i
n 

en
co

ur
ag

in
g 

cr
ea

ti
vi

ty
 a

nd
 i
nn

ov
at

io
n 

in
 t

he
 t

ea
m

 
1,

 2
, 

3,
 4

, 
6,

 
8 

6,
 8

, 
9 

1 
3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(c

om
m

en
ta

ry
 o

n 
ho

w
 y

ou
 l
ed

 t
he

 t
ea

m
 i
n 

de
ve

lo
pi

ng
 c

re
at

iv
e 

id
ea

s 
an

d 
in

no
va

ti
on

) 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8 
1,

 5
, 

6,
 

9 
1 

1,
 2

, 
3,

 4
 

O
2 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 b

y 
te

am
 m

em
be

rs
 (

ho
w

 y
ou

 l
ed

 t
he

m
 t

o 
de

ve
lo

p 
cr

ea
ti

ve
 i
de

as
 a

nd
 

in
no

va
ti

on
) 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8 

 
 

 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

73
 

B
6
 P

ro
vi

d
e 

le
ad

er
sh

ip
 i
n
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
la

n
s,

 p
ro

ce
d
u
re

s,
 r

ec
or

d
s 

of
 m

ee
ti

n
gs

 a
n
d
 o

th
er

 c
om

m
u
n
ic

at
io

n
s 

yo
u
 h

av
e 

p
re

p
ar

ed
 t

h
at

 c
le

ar
ly

 a
rt

ic
u
la

te
 y

ou
r 

vi
si

on
 a

n
d
 s

h
ow

 h
ow

 i
t 

is
 t

o 
b
e 

tr
an

sl
at

ed
 i
n
to

 a
ct

io
n
 

 
vi

si
on

 s
ta

te
m

en
t,

 p
ol

ic
y 

st
at

em
en

ts
, 

op
er

at
io

na
l 
ob

je
ct

iv
es

 p
la

ns
 a

nd
 p

ro
ce

du
re

s 
1,

 2
, 

3,
 6

 
1,

 2
, 

3,
 7

 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

 
no

te
s,

 p
re

se
nt

at
io

ns
 a

nd
 m

at
er

ia
ls

 f
ro

m
 t

ea
m

 b
ri

ef
in

gs
 a

nd
 o

th
er

 m
ee

ti
ng

s 
an

d 
di

sc
us

si
on

s,
 

ne
w

sl
et

te
rs

, 
no

ti
ce

s,
 i
nt

ra
ne

t 
an

d 
in

te
rn

et
 p

ag
es

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 1
0,

 
11

 

1,
 2

, 
3,

 4
, 

7,
 8

, 
9,

 
10

 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

ho
w

 y
ou

 e
ns

ur
ed

 t
ha

t 
yo

ur
 v

is
io

n 
w

as
 u

nd
er

st
oo

d 
an

d 
us

ed
 b

y 
ot

he
rs

 t
o 

sh
ap

e 
th

ei
r 

be
ha

vi
ou

r)
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
, 

11
 

1,
 2

, 
3,

 4
, 

7,
 8

, 
9,

 
10

 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

O
1 

O
2 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 
 

w
it

ne
ss

 s
ta

te
m

en
ts

 (
by

 t
ho

se
 u

si
ng

 y
ou

r 
vi

si
on

 t
o 

sh
ap

e 
th

ei
r 

be
ha

vi
ou

r)
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
, 

11
 

- 
- 

- 

R
ec

or
d
s 

of
 c

ri
ti

ca
l 
in

ci
d
en

ts
 t

h
at

 s
h
ow

 d
ec

is
io

n
s 

yo
u
 h

av
e 

m
ad

e 
an

d
 h

ow
 y

ou
 h

av
e 

d
el

eg
at

ed
 r

es
po

n
si

b
il
it

y 
to

 o
th

er
s,

 a
n
d
 h

av
e 

au
th

or
is

ed
 

ac
ti

vi
ti

es
 d

es
ig

n
ed

 t
o 

ad
d
re

ss
 s

ig
n
if

ic
an

t 
p
ro

b
le

m
s 

an
d
 s

ei
ze

d
 o

p
p
or

tu
n
it

ie
s 

 
co

nt
em

po
ra

ne
ou

s 
no

te
s,

 d
ia

ry
 e

nt
ri

es
 o

r 
m

em
or

an
da

 t
o 

re
co

rd
 s

ig
ni

fi
ca

nt
 d

if
fi

cu
lt

ie
s 

or
 

pr
ob

le
m

s 
(e

g 
th

os
e 

w
it

h 
po

ss
ib

le
 d

is
ci

pl
in

ar
y,

 b
us

in
es

s 
or

 l
eg

al
 c

on
se

qu
en

ce
s)

 
2,

 3
, 

5,
 6

, 
11

 
1,

 3
, 

4,
 6

, 
7,

 8
, 

9,
 1

0 
1,

 2
 

1,
 2

, 
3,

 4
, 

7,
 8

 

 
le

tt
er

s,
 m

em
or

an
da

, 
em

ai
ls

, 
re

po
rt

s 
an

d 
ot

he
r 

co
m

m
un

ic
at

io
ns

 t
o 

in
fo

rm
 a

pp
ro

pr
ia

te
 p

eo
pl

e 
an

d 
m

ak
e 

a 
fo

rm
al

 r
ec

or
ds

 o
f 

yo
ur

 d
ec

is
io

ns
 a

nd
 a

ct
io

ns
 (

eg
 t

o 
re

so
lv

e 
pr

ob
le

m
s 

an
d 

de
le

ga
te

 
re

sp
on

si
bi

li
ty

 f
or

 f
ut

ur
e 

ac
ti

on
s)

 

2,
 3

, 
4,

 5
, 

6,
 8

, 
10

, 
11

 
1,

 3
, 

4,
 6

, 
8,

 9
, 

10
 

1,
 2

 
1,

 2
, 

3,
 4

, 
7,

 8
 

 
m

in
ut

es
 o

r 
no

te
s 

of
 p

ro
gr

es
s 

re
po

rt
 m

ee
ti

ng
s 

2,
 3

, 
5,

 6
, 

7,
 8

, 
9,

 1
0,

 
11

 

1,
 4

, 
5,

 6
, 

8,
 9

 1
0 

1,
 2

 
1,

 2
, 

3,
 4

, 
7,

 8
 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

ho
w

 y
ou

 m
ad

e 
si

gn
if

ic
an

t 
de

ci
si

on
s 

an
d 

de
le

ga
te

d 
re

sp
on

si
bi

li
ty

 t
o 

ot
he

rs
) 

3,
 5

, 
6,

 7
, 

8,
 9

, 
10

, 
11

 
1,

 4
, 

6,
 7

, 
8,

 9
, 

10
 

1,
 2

 
1,

 2
, 

3,
 4

, 
7,

 8
 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

ho
w

 y
ou

 m
ad

e 
si

gn
if

ic
an

t 
de

ci
si

on
s 

an
d 

de
le

ga
te

d 
re

sp
on

si
bi

li
ty

 t
o 

ot
he

rs
) 

3,
 5

, 
6,

 7
, 

8,
 9

, 
10

, 
11

 
- 

- 
- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

74
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

 
P
ro

p
os

al
s 

yo
u
 h

av
e 

m
ad

e,
 p

ar
am

et
er

s 
yo

u
 h

av
e 

se
t,

 p
la

n
s 

yo
u
 h

av
e 

m
ad

e 
an

d
 r

ec
or

d
s 

yo
u
 h

av
e 

ke
p
t 

of
 d

ev
el

op
m

en
t 

m
ee

ti
n
gs

 a
n
d
 p

ro
je

ct
s 

d
es

ig
n
ed

 t
o 

en
co

u
ra

ge
 c

re
at

iv
e 

id
ea

s-
ge

n
er

at
io

n
 a

n
d 

in
n
ov

at
io

n
: 

 
pr

op
os

al
s 

fo
r,

 a
nd

 a
ge

nd
a 

an
d 

re
po

rt
s 

of
 m

ee
ti

ng
s 

 
1,

 2
, 

3,
 5

, 
6,

 
11

 
4,

 6
, 

7,
 8

, 
9,

 1
0 

2 
2,

 3
, 

4,
 5

, 
6,

 7
, 

 
cr

it
er

ia
 u

se
d 

to
 s

or
t 

an
d 

ev
al

ua
te

 c
re

at
iv

e 
id

ea
s 

6,
 8

 
4,

 7
 

2 
4,

 5
, 

6 

O
1 

O
3 

O
4 

O
5 

O
9 

O
10

 

 
pr

op
os

al
s 

to
 d

ev
el

op
 n

ew
 a

nd
 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
pr

od
uc

ti
on

 s
ys

te
m

s 
or

 o
pe

ra
ti

on
al

 
pr

oc
ed

ur
es

  
1,

 3
, 

4,
 6

 
2,

 3
, 

7 
2 

4,
 5

, 
6 

R
ec

or
ds

 o
f 

fe
ed

b
ac

k 
yo

u
 h

av
e 

re
ce

iv
ed

 f
ro

m
 m

an
ag

er
s,

 p
ee

rs
, 

th
os

e 
yo

u
 m

an
ag

e 
an

d
 o

th
er

 c
ol

le
ag

u
es

, 
ab

ou
t 

yo
u
r 

m
an

ag
em

en
t 

an
d
 l
ea

de
rs

h
ip

 
p
er

fo
rm

an
ce

: 

 
re

co
rd

s 
of

 a
pp

ra
is

al
 o

r 
pe

rf
or

m
an

ce
 r

ev
ie

w
 i
nt

er
vi

ew
s 

w
it

h 
yo

ur
 l
in

e 
m

an
ag

er
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

1,
 2

, 
4,

 5
 

1,
 2

 
1,

 2
, 

4,
 7

, 
8 

 
re

co
rd

s 
of

 3
60

º 
ap

pr
ai

sa
ls

 b
y 

co
ll
ea

gu
es

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

 
1,

 2
, 

4,
 5

 
1,

 2
 

1,
 2

, 
4,

 7
, 

8 

 
no

te
s 

of
 i
nf

or
m

al
 f

ee
db

ac
k,

 r
ef

le
ct

iv
e 

lo
gs

 o
r 

C
PD

 r
ec

or
ds

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

 
1,

 2
, 

4,
 5

 
1,

 2
 

1,
 2

, 
4,

 7
, 

8 

 
cr

it
ic

al
 i
nc

id
en

t 
pe

rs
on

al
 r

ep
or

ts
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

1,
 2

, 
4,

 5
 

1,
 2

 
1,

 2
, 

4,
 7

, 
8 

O
1 

O
2 

O
11

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

ex
pe

ri
en

ce
s 

of
 y

ou
r 

le
ad

er
sh

ip
 a

nd
 m

an
ag

em
en

t 
pe

rf
or

m
an

ce
) 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

- 
- 

- 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

75
 

B7
 P
ro

vi
de
 le

ad
er
sh

ip
 fo

r y
ou

r o
rg

an
is
at
io
n 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
y 

st
at

em
en

ts
, 

p
la

n
s 

an
d
 o

th
er

 d
oc

u
m

en
ts

 y
ou

 h
av

e 
in

st
ig

at
ed

 t
h
at

 c
om

m
u
n
ic

at
e 

th
e 

or
ga

n
is

at
io

n
’s

 p
u
rp

os
e,

 v
al

u
es

 a
n
d
 v

is
io

n
 a

n
d
 l
ea

d
 t

o 
th

ei
r 

b
ei

n
g 

im
p
le

m
en

te
d:

 

 
m

is
si

on
, 

va
lu

es
, 

et
hi

ca
l 
tr

ad
in

g,
 c

or
po

ra
te

 s
oc

ia
l 
re

sp
on

si
bi

lit
y,

 e
qu

al
 o

pp
or

tu
ni

ti
es

, 
qu

al
it

y 
an

d 
ot

he
r 

po
lic

y 
st

at
em

en
ts

 y
ou

 h
av

e 
in

it
ia

te
d,

 a
nd

 r
ol

es
, 

re
sp

on
si

bi
li
ti

es
, 

pr
oc

ed
ur

es
 a

nd
 

sy
st

em
s 

yo
u 

ha
ve

 a
gr

ee
d 

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

1,
 2

, 
3,

 4
, 

5 
1,

 2
 

1,
 4

, 
5,

 
6,

 9
 

 
re

po
rt

s,
 n

ew
sl

et
te

rs
, 

in
te

rn
et

 a
nd

 i
nt

ra
ne

t 
pa

ge
s,

 p
re

ss
 r

el
ea

se
s 

an
d 

ot
he

r 
co

m
m

un
ic

at
io

ns
 y

ou
 

ha
ve

 i
ns

ti
ga

te
d,

 p
re

pa
re

d 
or

 a
ut

ho
ri

se
d 

1,
 2

, 
3,

 4
, 

5,
 

6,
 1

0,
 1

1 
2,

 3
, 

5 
2 

4,
 5

, 
9 

 
re

co
rd

s 
of

 m
ee

ti
ng

s 
yo

u 
ha

ve
 a

tt
en

de
d 

or
 p

re
se

nt
at

io
ns

 y
ou

 h
av

e 
m

ad
e 

to
 p

ro
m

ot
e 

th
e 

or
ga

ni
sa

ti
on

’s
 p

ur
po

se
 a

nd
 v

al
ue

s 
1,

 2
, 

3,
 4

, 
6,

 
10

, 
11

 
2,

 3
, 

5 
2 

4,
 5

, 
9 

 
st

ra
te

gi
c 

an
d 

op
er

at
io

na
l 
pl

an
s 

yo
u 

ha
ve

 d
ev

el
op

ed
 o

r 
ag

re
ed

 t
ha

t 
re

fl
ec

t 
an

d 
se

ek
 t

o 
fu

lf
il 

th
e 

or
ga

ni
sa

ti
on

’s
 p

ur
po

se
 a

nd
 v

al
ue

s 
1,

 2
, 

4,
 6

, 
8,

 
11

 
4,

 5
 

2 
5,

 6
, 

7,
 

9 

 
re

po
rt

s 
yo

u 
ha

ve
 c

om
m

is
si

on
ed

 a
nd

 o
th

er
 i
nf

or
m

at
io

n 
yo

u 
ha

ve
 h

ad
 g

at
he

re
d 

to
 m

on
it

or
 

pe
rf

or
m

an
ce

 a
nd

 p
ro

gr
es

s 
to

w
ar

ds
 t

he
 o

rg
an

is
at

io
n’

s 
go

al
s 

3,
 6

 
1,

 4
, 

6 
2 

7,
 9

 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

de
sc

ri
bi

ng
 h

ow
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 c

om
m

un
ic

at
ed

 a
nd

 s
ou

gh
t 

to
 f

ul
fi

l 
th

e 
or

ga
ni

sa
ti

on
’s

 p
ur

po
se

 a
nd

 v
al

ue
s)

 
1,

 2
, 

3,
 4

, 
6,

 
8,

 1
0 

1,
 2

, 
3,

 7
 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7,

 9
 

O
1 

O
2 

O
4 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

de
sc

ri
bi

ng
 h

ow
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 c

om
m

un
ic

at
ed

 a
nd

 s
ou

gh
t 

to
 f

ul
fi

l 
th

e 
or

ga
ni

sa
ti

on
’s

 p
ur

po
se

 a
nd

 v
al

ue
s)

 
1,

 2
, 

3,
 4

, 
6,

 
8,

 1
0,

 1
1 

- 
- 

- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

76
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

D
ec

is
io

n
s 

yo
u
 h

av
e 

m
ad

e 
an

d
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
m

ov
e 

th
e 

or
ga

n
is

at
io

n
 t

ow
ar

ds
 f

u
lf

il
li
n
g 

it
s 

pu
rp

os
e 

an
d
 g

oa
ls

, 
em

b
ra

ce
 c

re
at

iv
it

y 
an

d
 

in
n
ov

at
io

n
, 

em
po

w
er

 p
eo

p
le

 a
n
d
 o

ve
rc

om
e 

p
ro

b
le

m
s 

or
 d

if
fi

cu
lt

ie
s:

 

 
re

po
rt

s,
 l
et

te
rs

, 
em

ai
ls

, 
m

in
ut

es
, 

m
em

or
an

da
, 

no
te

s 
an

d 
ot

he
r 

re
co

rd
s 

of
 m

ee
ti

ng
s 

an
d 

di
sc

us
si

on
s 

th
at

 s
ho

w
 t

ha
t 

yo
u 

ha
ve

 t
ak

en
 d

ec
is

io
ns

 o
r 

in
it

ia
te

d 
ac

ti
on

s 
th

at
 r

ef
le

ct
 t

he
 

va
lu

es
 o

f 
th

e 
or

ga
ni

sa
ti

on
 a

nd
 c

on
tr

ib
ut

e 
to

 f
ul

fi
ll
in

g 
it

s 
pu

rp
os

e,
 in

 r
el

at
io

n 
to

 c
ri

ti
ca

l 
in

ci
de

nt
s 

(e
g 

si
gn

if
ic

an
t 

pr
ob

le
m

s 
re

la
ti

ng
 t

o 
pe

op
le

, 
re

so
ur

ce
s,

 f
in

an
ce

, 
cu

st
om

er
s,

 e
tc

) 

2,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9,

 1
0 

1,
 3

, 
4,

 5
, 

6,
 7

, 
8,

 1
0,

 
13

 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
9 

 
tr

ai
ni

ng
 a

nd
 d

ev
el

op
m

en
t,

 c
ha

ng
e 

pr
og

ra
m

m
es

, 
pr

oj
ec

ts
, 

im
pr

ov
em

en
t 

gr
ou

ps
 a

nd
 o

th
er

 
st

ra
te

gi
es

 y
ou

 h
av

e 
in

it
ia

te
d,

 a
nd

 r
ol

e 
de

sc
ri

pt
io

ns
, 

or
ga

ni
sa

ti
on

al
 d

ia
gr

am
s,

 s
ys

te
m

s 
an

d 
pr

oc
ed

ur
es

 t
ha

t 
yo

u 
ha

ve
 h

ad
 d

ev
el

op
ed

 o
r 

ha
ve

 a
gr

ee
d,

 t
o 

en
co

ur
ag

e 
cr

ea
ti

vi
ty

 a
nd

 
in

no
va

ti
on

, 
br

in
g 

ab
ou

t 
ch

an
ge

s,
 i
m

pr
ov

e 
pe

rf
or

m
an

ce
 a

nd
 e

na
bl

e 
th

e 
or

ga
ni

sa
ti

on
 t

o 
fu

lf
il 

it
s 

va
lu

es
 a

nd
 p

ur
po

se
 

3,
 5

, 
6,

 7
, 

8,
 

9,
 1

0,
 1

1 
3,

 4
, 

6,
 9

, 
10

, 
12

, 
13

 
1,

 2
 

1,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9 

 
re

w
ar

d 
sy

st
em

s 
yo

u 
ha

ve
 i
nt

ro
du

ce
d 

an
d 

us
ed

 (
pr

om
ot

io
n,

 j
ob

 e
nr

ic
hm

en
t,

 r
es

po
ns

ib
ili

ty
, 

bo
nu

se
s,

 p
ri

ze
s,

 a
w

ar
ds

 a
nd

 r
ec

og
ni

ti
on

) 
to

 r
ec

og
ni

se
 a

nd
 e

nc
ou

ra
ge

 c
re

at
iv

it
y,

 i
nn

ov
at

io
n,

 
hi

gh
 s

ta
nd

ar
ds

 o
f 

w
or

k 
pe

rf
or

m
an

ce
 a

nd
 a

ch
ie

ve
m

en
t 

of
 g

oa
ls

 
3,

 4
, 

6,
 9

  
3,

 4
, 

6,
 9

, 
10

, 
12

, 
13

 
1,

 2
 

1,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

de
sc

ri
bi

ng
 h

ow
 y

ou
 h

av
e 

de
al

t 
w

it
h 

pr
ob

le
m

s 
or

 c
ha

ll
en

ge
s 

in
 w

ay
s 

th
at

 r
ef

le
ct

 t
he

 o
rg

an
is

at
io

n’
s 

va
lu

es
 a

nd
 p

ur
po

se
) 

2,
 3

, 
5,

 6
, 

7,
 

8,
 9

, 
10

 

1,
 3

, 
6,

 7
, 

8,
 9

, 
10

, 
12

, 
13

 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
9 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

de
sc

ri
bi

ng
 h

ow
 y

ou
 h

av
e 

de
al

t 
w

it
h 

pr
ob

le
m

s 
or

 c
ha

ll
en

ge
s 

in
 w

ay
s 

th
at

 
re

fl
ec

t 
th

e 
or

ga
ni

sa
ti

on
’s

 v
al

ue
s 

an
d 

pu
rp

os
e)

 
2,

 3
, 

5,
 6

, 
7,

 
8,

 9
, 

10
, 

11
 

- 
- 

- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

77
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 f

ee
d
b
ac

k 
yo

u
 h

av
e 

re
ce

iv
ed

 f
ro

m
 t

h
os

e 
to

 w
h
om

 y
ou

 r
ep

or
t,

 y
ou

r 
p
ee

rs
, 

th
os

e 
yo

u
 m

an
ag

e 
an

d
 o

th
er

 c
ol

le
ag

u
es

, 
ab

ou
t 

yo
u
r 

m
an

ag
em

en
t 

an
d
 l
ea

d
er

sh
ip

 p
er

fo
rm

an
ce

: 

 
re

co
rd

s 
of

 a
pp

ra
is

al
 o

r 
pe

rf
or

m
an

ce
 r

ev
ie

w
 i
nt

er
vi

ew
s 

w
it

h 
yo

ur
 m

an
ag

er
, 

bo
ar

d 
or

 c
ou

nc
il
 

m
em

be
r 

3,
 6

, 
8,

 1
0 

1,
 2

, 
3,

 7
, 

8,
 9

, 
11

, 
13

 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 8

, 
9 

 
re

co
rd

s 
of

 3
60

o  a
pp

ra
is

al
s 

by
 c

ol
le

ag
ue

s 
3,

 4
, 

5,
 6

, 
7,

 
8,

 9
, 

10
, 

11
 

1,
 2

, 
3,

 5
, 

7,
 8

, 
9,

 1
0,

 
11

 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 8

, 
9 

 
no

te
s 

of
 i
nf

or
m

al
 f

ee
db

ac
k,

 r
ef

le
ct

iv
e 

lo
gs

 o
r 

C
PD

 r
ec

or
ds

 
3,

 6
, 

8,
 1

0 
1,

 2
, 

3,
 5

, 
7,

 8
, 

9,
 1

1 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 8

, 
9 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 a

ct
io

ns
 y

ou
 h

av
e 

ta
ke

n 
an

d 
in

ci
de

nt
s 

w
he

re
 y

ou
 h

av
e 

ta
ke

n 
re

sp
on

si
bi

lit
y 

fo
r 

m
ak

in
g 

th
in

gs
 h

ap
pe

n)
 

2,
 3

, 
5,

 6
, 

7,
 

8,
 1

0 
1,

 2
, 

3,
 5

, 
7,

 8
, 

9,
 1

1 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 8

, 
9 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
8 

O
10

 
 

w
it

ne
ss

 s
ta

te
m

en
ts

 (
ex

pe
ri

en
ce

s 
of

 y
ou

r 
le

ad
er

sh
ip

 a
nd

 m
an

ag
em

en
t 

pe
rf

or
m

an
ce

) 
2,

 3
, 

5,
 6

, 
7,

 
8,

 1
0 

- 
- 

- 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

78
 

B
8
 E

n
su

re
 c

om
p
li
an

ce
 w

it
h
 l
eg

al
, 

re
gu

la
to

ry
, 

et
h
ic

al
 a

n
d
 s

oc
ia

l 
re

q
u
ir

em
en

ts
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s,
 s

ys
te

m
s,

 p
ro

ce
du

re
s 

an
d
 r

ep
or

ts
 y

ou
 h

av
e 

or
ig

in
at

ed
 o

r 
in

st
ig

at
ed

: 

 
R
ec

or
ds

 o
f 

tr
ai

ni
ng

, 
co

ns
ul

ta
ti

on
s,

 w
or

ki
ng

 g
ro

up
s,

 p
ro

je
ct

 t
ea

m
s,

 c
om

m
it

te
es

 a
nd

 o
th

er
 

fo
ru

m
s 

yo
u 

ha
ve

 o
rg

an
is

ed
 a

nd
/o

r 
pa

rt
ic

ip
at

ed
 i
n 

to
 d

ev
el

op
, 

re
vi

ew
 a

nd
 i
m

pl
em

en
t 

po
lic

ie
s 

in
 r

el
at

io
n 

to
 l
eg

al
, 

re
gu

la
to

ry
, 

et
hi

ca
l 
an

d 
so

ci
al

 i
ss

ue
s 

1,
 4

, 
5,

 6
, 

7,
 

8,
 9

, 
10

 
1,

 2
, 

3 
 

1,
 2

, 
3,

 4
 

1,
 2

 

 
H

ea
lt

h 
an

d 
sa

fe
ty

, 
en

vi
ro

nm
en

ta
l,

 c
or

po
ra

te
 s

oc
ia

l 
re

sp
on

si
bi

lit
y,

 e
qu

al
 o

pp
or

tu
ni

ti
es

, 
em

pl
oy

m
en

t,
 r

ec
ru

it
m

en
t,

 c
us

to
m

er
 s

er
vi

ce
 a

nd
 o

th
er

 p
ol

ic
y 

st
at

em
en

ts
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 

in
it

ia
te

d 
an

d/
or

 a
gr

ee
d 

in
 r

el
at

io
n 

to
 l
eg

al
, 

re
gu

la
to

ry
, 

et
hi

ca
l 
an

d 
so

ci
al

 i
ss

ue
s 

1,
 4

, 
5,

 6
, 

7,
 

8,
 9

, 
10

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

 
1,

 2
, 

5 

O
1 

O
2 

O
3 

O
5 

 
R
is

k 
as

se
ss

m
en

ts
 y

ou
 h

av
e 

un
de

rt
ak

en
 o

r 
co

m
m

is
si

on
ed

 
1,

 4
, 

5,
 6

, 
7,

 
8 

1,
 2

, 
3 

1,
 2

, 
3,

 4
 

2,
 3

, 
4,

 
5 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
im

p
le

m
en

t 
p
ol

ic
y 

an
d
 a

d
d
re

ss
 a

n
y 

ri
sk

s 
id

en
ti

fi
ed

: 

 
Pl

an
s,

 s
pe

ci
fi

ca
ti

on
s 

ac
ti

on
 p

la
ns

 a
nd

 o
th

er
 r

ec
or

ds
 o

f 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

, 
ro

le
s 

an
d 

re
sp

on
si

bi
lit

ie
s,

 t
ra

in
in

g 
an

d 
de

ve
lo

pm
en

t,
 o

bj
ec

ti
ve

s 
an

d 
ot

he
r 

ac
ti

on
s 

yo
u 

ha
ve

 o
rg

an
is

ed
 

an
d/

or
 p

ar
ti

ci
pa

te
d 

in
 t

o 
im

pl
em

en
t 

or
ga

ni
sa

ti
on

al
 p

ol
ic

ie
s 

in
 r

el
at

io
n 

to
 l
eg

al
, 

re
gu

la
to

ry
, 

et
hi

ca
l 
an

d 
so

ci
al

 i
ss

ue
s 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

1,
 2

, 
3 

1,
 2

, 
3,

 
4 

2,
 3

, 
4,

 5
 

 
D

oc
um

en
ta

ti
on

 y
ou

 h
av

e 
be

en
 r

es
po

ns
ib

le
 f

or
 d

ev
el

op
in

g 
re

la
ti

ng
 t

o 
th

e 
as

se
ss

m
en

t,
 

re
co

gn
it

io
n 

an
d 

au
di

ti
ng

 o
f 

th
e 

or
ga

ni
sa

ti
on

 f
or

 e
xt

er
na

l 
st

an
da

rd
s 

(e
g 

IS
O

14
00

0)
 

1,
 5

, 
6,

 8
 

1,
 2

, 
3 

1,
 2

, 
3,

 
4 

2,
 3

, 
4,

 5
 

 
Pe

rs
on

al
 s

ta
te

m
en

ts
, 

ac
ti

on
 p

la
ns

, 
re

po
rt

s 
yo

u 
ha

ve
 p

re
pa

re
d 

an
d 

re
co

rd
s 

of
 a

ct
io

ns
 y

ou
 h

av
e 

ta
ke

n,
 t

o 
m

on
it

or
 a

nd
 r

ev
ie

w
 o

rg
an

is
at

io
na

l 
pe

rf
or

m
an

ce
, 

an
d 

ta
ke

 a
pp

ro
pr

ia
te

 a
ct

io
n,

 i
n 

re
la

ti
on

 t
o 

le
ga

l,
 r

eg
ul

at
or

y,
 e

th
ic

al
 a

nd
 s

oc
ia

l 
is

su
es

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8 

1,
 2

, 
3 

1,
 2

, 
3,

 
4 

2,
 3

, 
4,

 5
 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

 
Sp

ec
if

ic
at

io
ns

, 
ac

ti
on

 p
la

ns
, 

re
po

rt
s 

fr
om

 p
ro

je
ct

 t
ea

m
s,

 w
or

ki
ng

 g
ro

up
s 

or
 c

om
m

it
te

es
 y

ou
 

ha
ve

 o
rg

an
is

ed
 a

nd
/o

r 
pa

rt
ic

ip
at

ed
 in

, 
to

 m
on

it
or

 a
nd

 r
ev

ie
w

 o
rg

an
is

at
io

na
l 
pe

rf
or

m
an

ce
, 

an
d 

ta
ke

 a
pp

ro
pr

ia
te

 a
ct

io
n,

 i
n 

re
la

ti
on

 t
o 

le
ga

l,
 r

eg
ul

at
or

y,
 e

th
ic

al
 a

nd
 s

oc
ia

l 
is

su
es

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8 

1,
 2

, 
3 

1,
 2

, 
3,

 
4 

2,
 3

, 
4,

 5
 

 
 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

79
 

B
9
 D

ev
el

op
 t

h
e 

cu
lt

u
re

 o
f 

yo
u
r 

or
ga

n
is

at
io

n
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s,
 s

ys
te

m
s 

an
d
 p

ro
ce

d
u
re

s 
yo

u
 h

av
e 

or
ig

in
at

ed
 o

r 
in

st
ig

at
ed

 a
n
d
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
d
ev

el
op

, 
co

m
m

u
n
ic

at
e 

an
d
 e

n
co

u
ra

ge
 a

ct
io

n
 

co
n
si

st
en

t 
w

it
h
 t

h
e 

or
ga

n
is

at
io

n
’s

 v
al

u
es

 a
n
d
 p

ri
n
ci

p
le

s:
 

 
R
ec

or
ds

 o
f 

tr
ai

ni
ng

, 
co

ns
ul

ta
ti

on
s,

 w
or

ki
ng

 g
ro

up
s,

 p
ro

je
ct

 t
ea

m
s,

 c
om

m
it

te
es

 a
nd

 o
th

er
 

fo
ru

m
s 

yo
u 

ha
ve

 o
rg

an
is

ed
 a

nd
/o

r 
pa

rt
ic

ip
at

ed
 i
n 

to
 d

ev
el

op
 a

nd
 r

ev
ie

w
 t

he
 o

rg
an

is
at

io
n’

s 
va

lu
es

, 
pr

in
ci

pl
es

, 
as

su
m

pt
io

ns
 a

nd
 b

eh
av

io
ur

s 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

1,
 2

 
1,

 2
, 

3,
 4

 

 
N

ew
sl

et
te

rs
, 

co
rr

es
po

nd
en

ce
, 

in
tr

an
et

 a
nd

 i
nt

er
ne

t 
pa

ge
s,

 p
re

se
nt

at
io

ns
 a

nd
 o

th
er

 
co

m
m

un
ic

at
io

ns
 t

o 
th

e 
pe

op
le

 y
ou

 w
or

k 
w

it
h 

th
at

 y
ou

 h
av

e 
be

en
 r

es
po

ns
ib

le
 f

or
 t

o 
en

co
ur

ag
e 

aw
ar

en
es

s 
of

 a
nd

 c
om

m
it

m
en

t 
to

 t
he

 v
al

ue
s,

 p
ri

nc
ip

le
s,

 a
ss

um
pt

io
ns

 a
nd

 b
eh

av
io

ur
s 

ap
pr

op
ri

at
e 

to
 t

he
 o

rg
an

is
at

io
n’

s 
vi

si
on

 a
nd

 v
al

ue
s 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
 

 
D

oc
um

en
ta

ti
on

 r
el

at
ed

 t
o 

sy
st

em
s 

an
d 

pr
oc

ed
ur

es
, 

st
ra

te
gi

es
, 

pl
an

s,
 p

ro
je

ct
s 

an
d 

ot
he

r 
ac

ti
on

s 
yo

u 
ha

ve
 t

ak
en

 o
r 

in
it

ia
te

d 
to

 e
nc

ou
ra

ge
 b

eh
av

io
ur

 c
on

si
st

en
t 

w
it

h 
th

e 
or

ga
ni

sa
ti

on
’s

 
va

lu
es

, 
pr

in
ci

pl
es

 a
nd

 v
is

io
n 

1,
 2

, 
6,

 7
, 

8,
 

9 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7 
1,

 2
 

1,
 2

, 
3,

 4
, 

5 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

 
Pe

rs
on

al
 s

ta
te

m
en

ts
 a

nd
 r

ec
or

ds
 o

f 
ac

ti
on

s 
yo

u 
ha

ve
 t

ak
en

 t
o 

m
on

it
or

 t
ha

t 
be

ha
vi

ou
r 

is
 

co
ns

is
te

nt
 w

it
h 

th
e 

or
ga

ni
sa

ti
on

’s
 d

es
ir

ed
 v

al
ue

s 
an

d 
pr

in
ci

pl
es

, 
an

d 
re

sp
on

se
s 

to
 s

it
ua

ti
on

s 
w

he
re

 i
t 

ha
s 

fa
il
ed

 t
o 

do
 s

o 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

80
 

B
1
0
 M

an
ag

e 
ri

sk
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s 
an

d
 r

is
ks

 a
ss

es
sm

en
ts

 y
ou

 h
av

e 
or

ig
in

at
ed

 o
r 

in
st

ig
at

ed
: 

 
R
ec

or
ds

 o
f 

tr
ai

ni
ng

, 
co

ns
ul

ta
ti

on
s,

 w
or

ki
ng

 g
ro

up
s,

 p
ro

je
ct

 t
ea

m
s,

 c
om

m
it

te
es

 a
nd

 o
th

er
 

fo
ru

m
s 

yo
u 

ha
ve

 o
rg

an
is

ed
 a

nd
/o

r 
pa

rt
ic

ip
at

ed
 i
n 

to
 d

ev
el

op
, 

re
vi

ew
, 

se
cu

re
 s

en
io

r 
m

an
ag

em
en

t 
su

pp
or

t 
fo

r 
an

d 
im

pl
em

en
t 

po
li
ci

es
 in

 r
el

at
io

n 
to

 a
ny

 a
ct

ua
l 
or

 p
ot

en
ti

al
 r

is
ks

 
th

e 
or

ga
ni

sa
ti

on
 a

nd
 it

s 
pe

op
le

 m
ay

 f
ac

e 

1,
 2

, 
4,

 7
, 

9,
 

10
, 

11
 

1,
 2

, 
3,

 4
, 

5,
 7

, 
8,

 9
, 

14
 

1,
 2

, 
3,

 4
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

9 

 
Po

lic
y 

st
at

em
en

ts
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 i
ni

ti
at

ed
 a

nd
/o

r 
ag

re
ed

 i
n 

re
la

ti
on

 t
o 

ac
tu

al
 o

r 
po

te
nt

ia
l 
ri

sk
s 

th
e 

or
ga

ni
sa

ti
on

 a
nd

 i
ts

 p
eo

pl
e 

m
ay

 f
ac

e 
1,

 2
, 

4,
 7

, 
9,

 
10

, 
11

 

1,
 2

, 
3,

 4
, 

5,
 7

, 
8,

 9
, 

14
 

1,
 2

, 
3,

 4
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

9 

O
1 

O
2 

O
3 

O
4 

O
5 

O
8 

 
R
is

k 
as

se
ss

m
en

ts
 y

ou
 h

av
e 

ca
rr

ie
d 

ou
t 

an
d 

ri
sk

s 
pr

of
il
es

 y
ou

 h
av

e 
pr

ep
ar

ed
, 

pr
op

os
al

s 
yo

u 
ha

ve
 m

ad
e 

in
 r

el
at

io
n 

to
 t

he
se

 r
is

ks
 a

nd
 r

ec
or

ds
 o

f 
ac

ti
on

 y
ou

 h
av

e 
ta

ke
n 

to
 r

ed
uc

e 
ex

po
su

re
 

to
 o

r 
el

im
in

at
e 

an
y 

ri
sk

s 
fa

ci
ng

 t
he

 o
rg

an
is

at
io

n,
 i
ts

 p
eo

pl
e 

or
 o

th
er

s 

1,
 4

, 
6,

 7
, 

8,
 

9 
1,

 2
, 

8,
 9

, 
10

, 
11

, 
12

 
1,

 2
, 

3,
 4

 
2,

 3
, 

5,
 

6,
 7

, 
8,

 
9,

 1
0 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
el

im
in

at
e 

or
 r

ed
u
ce

 r
is

ks
 t

h
e 

or
ga

n
is

at
io

n
 a

n
d
 i
ts

 p
eo

p
le

 f
ac

e:
 

 
Bu

dg
et

s,
 a

ct
io

ns
 p

la
ns

, 
sy

st
em

s,
 p

ro
ce

du
re

s,
 r

ol
es

 d
es

cr
ip

ti
on

s 
an

d 
tr

ai
ni

ng
 y

ou
 h

av
e 

in
it

ia
te

d 
or

 a
gr

ee
d,

 p
er

so
nn

el
 y

ou
 h

av
e 

ap
po

in
te

d,
 a

nd
 o

th
er

 a
ct

io
ns

 y
ou

 t
ak

en
 t

o 
en

su
re

 t
ha

t 
th

e 
pe

rf
or

m
an

ce
 o

f 
th

e 
or

ga
ni

sa
ti

on
 a

nd
 i
ts

 p
eo

pl
e 

m
in

im
is

es
 e

xp
os

ur
e 

to
 o

r 
el

im
in

at
es

 a
ny

 r
is

ks
 

th
ey

 m
ay

 f
ac

e 

1,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9,

 1
1 

1,
 3

, 
10

, 
11

, 
12

, 
14

, 
15

 

1,
 2

, 
3,

 
4 

2,
 5

, 
6,

 7
, 

8,
 9

, 
10

, 
11

, 
13

, 
15

 

O
3 

O
5 

O
7 

O
9 

 
N

ew
sl

et
te

rs
, 

pr
oc

ed
ur

e 
m

an
ua

ls
, 

co
rr

es
po

nd
en

ce
 a

nd
 o

th
er

 c
om

m
un

ic
at

io
ns

 y
ou

 h
av

e 
pr

ep
ar

ed
, 

in
st

ig
at

ed
 o

r 
ag

re
ed

, 
an

d 
pr

es
en

ta
ti

on
s 

yo
u 

ha
ve

 m
ad

e,
 t

o 
ra

is
e 

aw
ar

en
es

s 
of

 r
is

ks
 

th
e 

or
ga

ni
sa

ti
on

 a
nd

 it
s 

pe
op

le
 m

ay
 f

ac
e 

an
d 

th
e 

ac
ti

on
s 

ne
ed

ed
 t

o 
be

 t
ak

en
 i
n 

re
sp

on
se

 

1,
 2

, 
3,

 5
, 

7,
 

9,
 1

0,
 1

1 
1,

 3
, 

4,
 6

, 
11

, 
14

 
1,

 2
, 

3,
 

4 

2,
 3

, 
4,

 5
, 

6,
 7

, 
8,

 
9,

 1
0,

 1
1,

 
12

 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
m

on
it

or
 i
n
ci

d
en

ts
 a

ri
si

n
g 

fr
om

 t
h
e 

ri
sk

s 
th

e 
or

ga
n
is

at
io

n
 a

n
d
 i
ts

 p
eo

p
le

 f
ac

e,
 a

n
d
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
: 

 
Sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 y
ou

 h
av

e 
de

ve
lo

pe
d 

an
d 

in
tr

od
uc

ed
 t

o 
m

on
it

or
 a

nd
 r

ev
ie

w
 b

eh
av

io
ur

 
an

d 
re

co
rd

 i
nc

id
en

ts
, 

an
d 

ac
ti

on
 y

ou
 h

av
e 

ta
ke

n 
as

 r
es

ul
t 

of
 t

hi
s 

in
fo

rm
at

io
n 

to
 m

in
im

is
e 

ex
po

su
re

 t
o 

or
 e

li
m

in
at

e 
an

y 
ri

sk
s 

fa
ci

ng
 t

he
 o

rg
an

is
at

io
n,

 i
ts

 p
eo

pl
e 

or
 o

th
er

s 
1,

 4
, 

7,
 8

, 
9 

1,
 2

, 
9,

 
10

, 
12

, 
13

, 
14

, 
16

 

1,
 2

, 
3,

 
4 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

13
, 

14
, 

15
 

O
2 

O
3 

O
5 

O
6 

O
7 

O
8 

O
10

 

 
Pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

de
ve

lo
pi

ng
 p

ol
ic

y 
an

d 
se

ni
or

 m
an

ag
em

en
t 

co
m

m
it

m
en

t,
 a

ss
es

si
ng

 r
is

ks
, 

pu
tt

in
g 

sy
st

em
s 

an
d 

pr
oc

ed
ur

es
 i
n 

pl
ac

e,
 m

on
it

or
in

g 
an

d 
ta

ki
ng

 
ac

ti
on

 i
n 

re
la

ti
on

 t
o 

in
ci

de
nt

s,
 a

nd
 r

ev
ie

w
in

g 
po

lic
y 

an
d 

st
ra

te
gi

es
)  

2,
 9

 
1,

 2
, 

3,
 5

, 
6,

 1
3 

1,
 2

, 
3,

 
4 

1,
 2

, 
3,

 4
, 

5,
 6

, 
8,

 
9,

 1
1,

 1
2 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

81
 

B
1
1
 P

ro
m

ot
e 

eq
u
al

it
y 

of
 o

p
p
or

tu
n
it

y 
an

d
 d

iv
er

si
ty

 i
n
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s,
 s

ys
te

m
s,

 p
ro

ce
du

re
s 

an
d
 r

ep
or

ts
 y

ou
 h

av
e 

or
ig

in
at

ed
 o

r 
in

st
ig

at
ed

 i
n
 r

el
at

io
n
 t

o 
eq

u
al

it
y 

of
 o

p
p
or

tu
n
it

y 
an

d
 d

iv
er

si
ty

: 

 
re

co
rd

s 
of

 t
ra

in
in

g,
 c

on
su

lt
at

io
ns

, 
w

or
ki

ng
 g

ro
up

s,
 p

ro
je

ct
 t

ea
m

s,
 c

om
m

it
te

es
 a

nd
 o

th
er

 
fo

ru
m

s 
yo

u 
ha

ve
 o

rg
an

is
ed

 a
nd

/o
r 

pa
rt

ic
ip

at
ed

 i
n 

to
 r

ai
se

 a
w

ar
en

es
s 

of
 a

nd
 r

ev
ie

w
 l
eg

al
 

ob
lig

at
io

ns
, 

an
d 

to
 d

ev
el

op
, 

re
vi

ew
 a

nd
 i
m

pl
em

en
t 

po
lic

ie
s 

in
 r

el
at

io
n 

to
 e

qu
al

it
y 

of
 

op
po

rt
un

it
y 

an
d 

di
ve

rs
it

y 
re

la
ti

ng
 t

o 
yo

ur
 a

re
a 

of
 r

es
po

ns
ib

ili
ty

 

1,
 2

, 
4,

 5
, 

6,
 

7,
 9

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 9
, 

11
, 

12
, 

14
, 

15
 

1,
 2

, 
3 

1,
 2

, 
3,

 6
, 

7,
 8

, 
9,

 
13

 

O
1 

O
2 

O
3 

O
5 

O
7 

O
8 

O
9 

 
eq

ua
lit

y 
of

 o
pp

or
tu

ni
ty

 a
nd

 d
iv

er
si

ty
 v

al
ue

s 
an

d 
po

lic
y 

st
at

em
en

ts
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 

in
it

ia
te

d 
an

d/
or

 a
gr

ee
d 

re
la

ti
ng

 t
o 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
ili

ty
 

1,
 2

, 
4,

 5
, 

6,
 

7,
 9

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 9
, 

11
, 

12
, 

14
, 

15
 

1,
 2

, 
3 

1,
 2

, 
3,

 6
, 

7,
 8

, 
9,

 
13

 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
im

p
le

m
en

t 
p
ol

ic
y 

an
d
 a

d
d
re

ss
 a

n
y 

p
ro

b
le

m
s 

id
en

ti
fi

ed
: 

 
m

on
it

or
in

g 
sy

st
em

s 
yo

u 
ha

ve
 d

es
ig

ne
d 

or
 i
nt

ro
du

ce
d,

 r
ev

ie
w

s 
of

 e
qu

al
it

y 
of

 o
pp

or
tu

ni
ty

 a
nd

 
di

ve
rs

it
y 

in
 t

he
 p

ra
ct

ic
es

 a
nd

 o
ut

co
m

es
 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
ili

ty
 t

ha
t 

yo
u 

ha
ve

 
un

de
rt

ak
en

 o
r 

in
it

ia
te

d 
(e

g 
re

cr
ui

tm
en

t 
pr

ac
ti

ce
s,

 e
m

pl
oy

m
en

t 
or

 s
er

vi
ce

 u
se

 l
ev

el
s 

re
la

ti
ve

 
to

 t
he

 r
el

ev
an

t 
po

pu
la

ti
on

),
 a

nd
 r

ep
or

ts
 y

ou
 h

av
e 

pr
ep

ar
ed

 a
nd

 p
ro

po
sa

ls
 y

ou
 h

av
e 

m
ad

e 
or

 
ag

re
ed

 a
s 

a 
re

su
lt

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
 

1,
 2

, 
3,

 4
, 

5,
 7

, 
8,

 9
, 

10
, 

12
, 

17
 

1,
 2

, 
3 

2,
 4

, 
5,

 6
, 

7,
 8

, 
9,

 
10

, 
11

, 
12

 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

, 
ro

le
s 

an
d 

re
sp

on
si

bi
li
ti

es
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 c

on
su

lt
at

io
ns

 a
nd

 
tr

ai
ni

ng
 y

ou
 h

av
e 

or
ga

ni
se

d 
an

d 
ot

he
r 

ac
ti

on
s 

yo
u 

ha
ve

 i
ni

ti
at

ed
 o

r 
ta

ke
n 

to
 im

pl
em

en
t 

po
lic

y 
an

d 
br

in
g 

ab
ou

t 
ch

an
ge

s 
in

 b
eh

av
io

ur
 a

nd
 w

or
ki

ng
 p

ra
ct

ic
es

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

1,
 1

2,
 

13
, 

14
, 

15
, 

16
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 
8,

 9
, 

10
, 

11
, 

13
 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
8 

O
9 

O
10

 
 

pe
rs

on
al

 s
ta

te
m

en
ts

 (
re

fl
ec

ti
on

s 
on

 y
ou

r 
ow

n 
at

ti
tu

de
s 

an
d 

be
ha

vi
ou

rs
 a

nd
 a

ct
io

ns
 y

ou
 h

av
e 

ta
ke

n 
in

 r
el

at
io

n 
to

 e
qu

al
it

y 
of

 o
pp

or
tu

ni
ty

 a
nd

 d
iv

er
si

ty
 i
n 

th
e 

w
or

kp
la

ce
) 

2,
 4

, 
5,

 6
, 

7,
 

9 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 9

 
1,

 2
, 

3 

1,
 2

, 
3,

 4
, 

7,
 8

, 
9,

 
10

, 
11

, 
12

 
 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

82
 

B
1
2
 P

ro
m

ot
e 

eq
u
al

it
y 

of
 o

p
p
or

tu
n
it

y 
an

d
 d

iv
er

si
ty

 i
n
 y

ou
r 

or
ga

n
is

at
io

n
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s,
 s

ys
te

m
s,

 p
ro

ce
du

re
s 

an
d
 r

ep
or

ts
 y

ou
 h

av
e 

or
ig

in
at

ed
 o

r 
in

st
ig

at
ed

 i
n
 r

el
at

io
n
 t

o 
eq

u
al

it
y 

of
 o

p
p
or

tu
n
it

y 
an

d
 d

iv
er

si
ty

: 

 
re

co
rd

s 
of

 t
ra

in
in

g,
 c

on
su

lt
at

io
ns

, 
w

or
ki

ng
 g

ro
up

s,
 p

ro
je

ct
 t

ea
m

s,
 c

om
m

it
te

es
 a

nd
 o

th
er

 
fo

ru
m

s 
yo

u 
ha

ve
 o

rg
an

is
ed

 a
nd

/o
r 

pa
rt

ic
ip

at
ed

 i
n 

to
 r

ai
se

 a
w

ar
en

es
s,

 d
ev

el
op

, 
re

vi
ew

 a
nd

 
im

pl
em

en
t 

po
lic

ie
s 

in
 r

el
at

io
n 

to
 e

qu
al

it
y 

of
 o

pp
or

tu
ni

ty
 a

nd
 d

iv
er

si
ty

 a
cr

os
s 

th
e 

or
ga

ni
sa

ti
on

 

1,
 2

, 
3,

 4
, 

7 
10

, 
11

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

12
, 

13
, 

17
, 

20
 

1,
 2

, 
3 

1,
 2

, 
6,

 
7,

 8
, 

9,
 

11
 

 
re

vi
ew

s 
yo

u 
ha

ve
 i
ni

ti
at

ed
 o

r 
co

nd
uc

te
d 

of
 t

he
 o

rg
an

is
at

io
n’

s 
le

ga
l,

 s
oc

ia
l 
an

d 
et

hi
ca

l 
re

sp
on

si
bi

li
ti

es
 i
n 

re
la

ti
on

 t
o 

eq
ua

lit
y 

of
 o

pp
or

tu
ni

ty
 a

nd
 d

iv
er

si
ty

 
2,

 4
, 

7,
 8

, 
11

 

1,
 2

, 
4,

 5
, 

6,
 7

, 
8,

 
10

,1
1,

 1
2,

 
17

, 
18

, 
20

 

1,
 2

, 
3 

1,
 2

, 
3,

 
4,

 6
, 

7,
 

8,
 9

, 
11

, 
12

 

 
st

ud
ie

s 
yo

u 
ha

ve
 i
ni

ti
at

ed
 o

r 
un

de
rt

ak
en

 o
f 

be
st

 p
ra

ct
ic

e 
ac

ro
ss

 t
he

 o
rg

an
is

at
io

n 
an

d 
ot

he
r 

or
ga

ni
sa

ti
on

s 
in

 t
he

 s
am

e 
se

ct
or

 a
nd

 e
ls

ew
he

re
 

2,
 4

, 
7,

 8
, 

11
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 
16

, 
17

 
1,

 2
, 

3 
5,

 6
, 

10
, 

11
 

O
1 

O
2 

O
3 

O
6 

O
8 

O
9 

 
eq

ua
lit

y 
of

 o
pp

or
tu

ni
ty

 a
nd

 d
iv

er
si

ty
 v

al
ue

s 
an

d 
po

lic
y 

st
at

em
en

ts
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 

in
it

ia
te

d 
an

d/
or

 a
gr

ee
d 

fo
r 

th
e 

or
ga

ni
sa

ti
on

 
1,

 3
, 

4,
 7

, 
10

 
11

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 
12

, 
13

 
1,

 2
 

1,
 2

, 
7,

 
9 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
im

p
le

m
en

t 
p
ol

ic
y 

an
d
 a

d
d
re

ss
 a

n
y 

p
ro

b
le

m
s 

id
en

ti
fi

ed
: 

 
m

on
it

or
in

g 
sy

st
em

s 
yo

u 
ha

ve
 d

es
ig

ne
d 

or
 i
nt

ro
du

ce
d,

 r
ev

ie
w

s 
of

 e
qu

al
it

y 
of

 o
pp

or
tu

ni
ty

 a
nd

 
di

ve
rs

it
y 

in
 t

he
 o

rg
an

is
at

io
n’

s 
pr

ac
ti

ce
s 

an
d 

ou
tc

om
es

 t
ha

t 
yo

u 
ha

ve
 u

nd
er

ta
ke

n 
or

 i
ni

ti
at

ed
  

(e
g 

re
cr

ui
tm

en
t 

pr
ac

ti
ce

s,
 e

m
pl

oy
m

en
t 

or
 s

er
vi

ce
 u

se
 l
ev

el
s 

re
la

ti
ve

 t
o 

th
e 

re
le

va
nt

 
po

pu
la

ti
on

),
 a

nd
 r

ep
or

ts
 y

ou
 h

av
e 

pr
ep

ar
ed

 a
nd

 p
ro

po
sa

ls
 y

ou
 h

av
e 

m
ad

e 
or

 a
gr

ee
d 

as
 a

 
re

su
lt

 

1,
 3

, 
4,

 5
, 

6,
 

8,
 1

0,
 1

1 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

14
, 

17
, 

18
, 

19
, 

20
 

1,
 2

, 
3 

2,
 3

, 
4,

 
5,

 6
, 

7,
 

8,
 9

, 
10

, 
11

, 
12

 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

, 
ro

le
s 

an
d 

re
sp

on
si

bi
li
ti

es
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 c

on
su

lt
at

io
ns

 a
nd

 
tr

ai
ni

ng
 y

ou
 h

av
e 

or
ga

ni
se

d 
an

d 
ot

he
r 

ac
ti

on
s 

yo
u 

ha
ve

 i
ni

ti
at

ed
 o

r 
ta

ke
n 

to
 im

pl
em

en
t 

po
lic

y 
an

d 
br

in
g 

ab
ou

t 
ch

an
ge

s 
in

 b
eh

av
io

ur
 a

nd
 w

or
ki

ng
 p

ra
ct

ic
es

 

1,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
10

, 
11

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

14
, 

17
, 

18
, 

19
 

1,
 2

, 
3 

2,
 3

, 
4,

 
5,

 6
, 

7,
 

8,
 9

, 
10

, 
11

, 
12

 

O
1 

O
2 

O
3 

O
4 

O
5 

O
7 

O
10

 

O
11

 

O
12

 
 

pe
rs

on
al

 s
ta

te
m

en
ts

 (
re

fl
ec

ti
on

s 
on

 y
ou

r 
ow

n 
at

ti
tu

de
s 

an
d 

be
ha

vi
ou

rs
 a

nd
 a

ct
io

ns
 y

ou
 h

av
e 

ta
ke

n 
in

 r
el

at
io

n 
to

 e
qu

al
it

y 
of

 o
pp

or
tu

ni
ty

 a
nd

 d
iv

er
si

ty
 i
n 

th
e 

w
or

kp
la

ce
) 

1,
 2

, 
4,

 5
, 

6,
 

7,
 1

0,
 1

1 
1,

 2
, 

3,
 4

, 
56

, 
7,

 8
 

1,
 2

, 
3 

1,
 3

, 
4,

 
7,

 1
1 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

83
 

C
1
 E

n
co

u
ra

ge
 i
n
n
ov

at
io

n
 i
n
 y

ou
r 

te
am

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Ex
am

p
le

s 
of

 c
re

at
iv

e 
id

ea
s 

an
d
 i
n
n
ov

at
io

n
 t

h
at

 y
ou

 h
av

e 
en

ab
le

d
 y

ou
r 

te
am

 t
o 

ge
n
er

at
e 

or
 p

ro
p
os

e:
 

 
no

te
s,

 r
ep

or
ts

 a
nd

 o
th

er
 m

at
er

ia
ls

 e
m

an
at

in
g 

fr
om

 c
re

at
iv

e 
id

ea
s 

ge
ne

ra
ti

on
 s

es
si

on
s 

th
at

 
yo

u 
ha

ve
 l
ed

 y
ou

r 
te

am
 a

nd
 o

th
er

s 
to

 p
ro

du
ce

 
1,

 2
, 

3,
 4

, 
6,

 
7 

1,
 2

, 
3,

 4
, 

5,
 7

, 
8,

 9
, 

11
, 

12
, 

14
 

1 
1,

 2
, 

3,
 

4,
 5

 

 
pr

op
os

al
s 

th
at

 y
ou

r 
te

am
 h

as
 m

ad
e 

fo
r 

in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
or

 p
ro

ce
ss

es
 

4,
 5

, 
6,

 7
, 

8 
2,

 6
, 

7,
 8

, 
9,

 1
0,

 1
1,

 
12

 
1 

1,
 2

, 
3,

 
4,

 5
 

 
no

te
s 

of
 m

ee
ti

ng
s 

yo
u 

ha
ve

 h
ad

 w
it

h,
 o

r 
pr

es
en

ta
ti

on
s 

yo
u 

ha
ve

 m
ad

e 
to

, 
m

an
ag

er
s 

cu
st

om
er

s,
 s

up
pl

ie
rs

 a
nd

 o
th

er
s 

1,
 2

, 
3,

 5
, 

6,
 

7 

1,
 2

, 
6,

 7
, 

8,
 9

, 
10

, 
11

 
1 

2,
 4

, 
5 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 l
ea

di
ng

 o
r 

en
co

ur
ag

in
g 

th
e 

te
am

 t
o 

be
 

cr
ea

ti
ve

 a
nd

 d
ev

el
op

 in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
or

 p
ro

ce
ss

es
) 

1,
 4

, 
5,

 6
, 

7 

1,
 2

, 
3,

 4
, 

7,
 8

, 
9,

 
10

, 
11

, 
12

, 
13

  

1 
1,

 2
, 

3,
 

4,
5 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
8 

O
10

 

O
11

 

O
12

 
 

w
it

ne
ss

 s
ta

te
m

en
ts

 (
co

m
m

en
ta

ri
es

 o
n 

yo
ur

 r
ol

e 
in

 l
ea

di
ng

 o
r 

en
co

ur
ag

in
g 

th
e 

te
am

 t
o 

be
 

cr
ea

ti
ve

 a
nd

 d
ev

el
op

 in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
or

 p
ro

ce
ss

es
) 

 
1,

 4
, 

5,
 6

, 
7 

- 
- 

- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

84
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Ex
am

p
le

s 
an

d 
re

co
gn

it
io

n
s 

of
 i
n
n
ov

at
io

n
s 

th
at

 y
ou

r 
te

am
 h

as
 p

ro
p
os

ed
 t

h
at

 h
av

e 
b
ee

n
 i
m

p
le

m
en

te
d:

 

 
in

no
va

ti
ve

 p
ro

du
ct

, 
se

rv
ic

e 
or

 p
ro

ce
ss

 s
pe

ci
fi

ca
ti

on
s 

ar
is

in
g 

fr
om

 p
ro

po
sa

ls
 m

ad
e 

by
 y

ou
r 

te
am

 
1,

 7
 

1,
 8

, 
9,

 
10

, 
11

, 
13

, 
14

 
1 

1,
 3

, 
4 

 
ac

ti
on

 p
la

ns
 t

o 
in

tr
od

uc
e 

in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
or

 p
ro

ce
ss

es
 

1,
 2

, 
3,

 4
, 

5,
 

6 

1,
 6

, 
9,

 
10

, 
11

, 
13

, 
14

 
1 

1,
 3

, 
4,

 
5 

 
re

co
rd

s 
of

 p
ri

ze
s,

 b
on

us
es

, 
aw

ar
ds

 a
nd

 o
th

er
 r

ec
og

ni
ti

on
 t

ha
t 

th
e 

te
am

 a
nd

 it
s 

m
em

be
rs

 
ha

ve
 r

ec
ei

ve
d 

fo
r 

de
ve

lo
pi

ng
 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 o

r 
pr

oc
es

se
s 

2,
 3

, 
8 

4,
 1

5 
1 

1,
 2

, 
3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 l
ea

di
ng

 t
he

 t
ea

m
 i
n 

in
tr

od
uc

in
g 

in
no

va
ti

ve
 

pr
od

uc
ts

, 
se

rv
ic

es
 o

r 
pr

oc
es

se
s 

th
at

 t
he

y 
ha

ve
 p

ro
po

se
d)

 
1,

 4
, 

5,
 6

, 
7 

1,
 2

, 
3,

 6
, 

7,
 8

, 
9,

 
10

, 
11

, 
13

, 
14

, 
15

 

1 
1,

 2
, 

3,
 

4,
 5

 

O
3 

O
4 

O
6 

O
7 

O
9 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ta
ri

es
 o

n 
yo

ur
 r

ol
e 

in
 l
ea

di
ng

 t
he

 t
ea

m
 i
n 

in
tr

od
uc

in
g 

in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
or

 p
ro

ce
ss

es
 t

ha
t 

th
ey

 h
av

e 
pr

op
os

ed
) 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

 
- 

- 
- 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

85
 

C
2
. 

En
co

u
ra

ge
 i
n
n
ov

at
io

n
 i
n
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s,
 p

ra
ct

ic
es

, 
p
eo

p
le

, 
ro

le
s 

an
d
 r

es
p
on

si
b
il
it

ie
s 

yo
u
 h

av
e 

d
ev

el
op

ed
 t

o 
en

co
u
ra

ge
 t

h
e 

d
ev

el
op

m
en

t 
of

 c
re

at
iv

e 
id

ea
s 

an
d
 i
n
n
ov

at
iv

e 
p
ro

d
u
ct

s,
 s

er
vi

ce
s 

an
d
 p

ro
ce

ss
es

 i
n
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y:
 

 
su

gg
es

ti
on

s 
or

 p
ro

po
sa

ls
 y

ou
 h

av
e 

m
ad

e 
to

 r
ev

ie
w

 o
r 

de
ve

lo
p 

sy
st

em
s 

an
d 

pr
oc

ed
ur

es
, 

ro
le

s 
an

d 
pr

ac
ti

ce
s 

to
 e

nc
ou

ra
ge

 c
re

at
iv

it
y 

an
d 

in
no

va
ti

on
 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
ili

ty
 

1,
 2

, 
4 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

12
, 

13
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

 

 
po

lic
y 

st
at

em
en

ts
 y

ou
 h

av
e 

de
ve

lo
pe

d,
 t

ra
in

in
g 

ac
ti

vi
ti

es
 a

nd
 p

ro
ce

du
re

s 
yo

u 
ha

ve
 

or
ga

ni
se

d 
to

 e
nc

ou
ra

ge
 c

re
at

iv
it

y 
an

d 
in

no
va

ti
on

 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
il
it

y 
1,

 2
, 

4,
 6

, 
11

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

12
, 

13
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

 

 
re

co
rd

s 
of

 t
he

 p
ro

m
ot

io
n,

 r
ec

ru
it

m
en

t 
or

 s
el

ec
ti

on
 o

f 
pe

op
le

 y
ou

 h
av

e 
be

en
 i
nv

ol
ve

d 
in

 
sh

ow
in

g 
ho

w
 y

ou
 h

av
e 

so
ug

ht
 e

vi
de

nc
e 

of
 c

an
di

da
te

s’
 c

re
at

iv
it

y 
an

d 
op

en
ne

ss
 t

o 
in

no
va

ti
on

 
1,

 1
0 

4,
 7

, 
15

, 
16

 
- 

5 

 
sy

st
em

s 
yo

u 
ha

ve
 i
nt

ro
du

ce
d 

or
 u

se
d 

to
 e

nc
ou

ra
ge

, 
re

co
gn

is
e 

an
d 

re
w

ar
d 

cr
ea

ti
vi

ty
 a

nd
 

in
no

va
ti

on
 w

it
hi

n 
yo

ur
 a

re
a 

of
 r

es
po

ns
ib

ili
ty

 
1,

 2
, 

12
 

6,
 7

, 
10

, 
11

, 
16

, 
19

 
 

1,
 2

, 
3,

 4
, 

5,
 6

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

en
co

ur
ag

in
g 

cr
ea

ti
vi

ty
 a

nd
 in

no
va

ti
on

 i
n 

yo
ur

 
ar

ea
 o

f 
re

sp
on

si
bi

li
ty

) 
1,

 3
, 

4,
 1

0,
 

12
 

1,
 2

, 
3,

 4
, 

5,
 7

, 
8,

 9
, 

10
, 

11
, 

16
, 

18
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

 

O
1 

O
2 

O
3 

O
4 

O
10

 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

de
sc

ri
bi

ng
 y

ou
r 

ro
le

 i
n 

en
co

ur
ag

in
g 

cr
ea

ti
vi

ty
 a

nd
 i
nn

ov
at

io
n 

in
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

bi
li
ty

) 
1,

 3
, 

4,
 1

0,
 

12
 

- 
- 

- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

86
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

 
Ex

am
p
le

s 
of

 c
re

at
iv

it
y 

an
d
 i
n
n
ov

at
io

n
 t

h
at

 y
ou

 h
av

e 
en

co
u
ra

ge
d
 a

n
d
 i
m

p
le

m
en

te
d
 i
n
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

bi
li
ty

: 

 
cr

ea
ti

ve
 i
de

as
 a

nd
 p

ro
po

sa
ls

 f
or

 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 o

r 
pr

oc
es

se
s 

fr
om

 i
nd

iv
id

ua
ls

 
an

d 
te

am
s 

th
at

 y
ou

 h
av

e 
en

co
ur

ag
ed

, 
su

pp
or

te
d,

 a
gr

ee
d 

an
d 

de
ve

lo
pe

d 
2,

 3
, 

4,
 5

, 
6,

 
7 

2,
 3

, 
4,

 5
, 

8,
 9

, 
10

, 
11

, 
12

, 
19

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
 

 
co

st
/b

en
ef

it
 a

na
ly

se
s,

 b
us

in
es

s 
pr

op
os

al
s,

 a
ct

io
n 

pl
an

s 
an

d 
pr

oj
ec

t 
br

ie
fs

 t
ha

t 
yo

u 
ha

ve
 

pr
ep

ar
ed

 f
or

 t
he

 i
m

pl
em

en
ta

ti
on

 o
f 

cr
ea

ti
ve

 id
ea

s 
an

d 
in

no
va

ti
ve

 p
ro

du
ct

s,
 s

er
vi

ce
s 

an
d 

pr
oc

es
se

s 
in

 y
ou

r 
ar

ea
 o

f 
re

sp
on

si
bi

li
ty

 

5,
 6

, 
7,

 8
, 

9,
 

11
, 

12
 

11
, 

12
, 

13
, 

14
, 

17
, 

18
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

 

 
sp

ec
if

ic
at

io
ns

 f
or

 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 a

nd
 p

ro
ce

ss
es

 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
il
it

y 
 

th
at

 y
ou

 h
av

e 
de

ve
lo

pe
d 

or
 i
ns

ti
ga

te
d 

 
7,

 8
, 

9,
 1

1 
9,

 1
2,

 1
3,

 
17

, 
18

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
 

 
no

te
s 

an
d 

re
co

rd
s 

of
 m

ee
ti

ng
s 

yo
u 

ha
ve

 l
ed

 o
r 

co
nt

ri
bu

te
d 

to
, 

re
la

ti
ng

 t
o 

th
e 

in
tr

od
uc

ti
on

 o
f 

in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
an

d 
pr

oc
es

se
s 

in
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

bi
li
ty

 
8,

 9
, 

11
 

9,
 1

2,
 1

3,
 

17
, 

18
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

 

 
re

co
rd

s 
of

 r
ew

ar
ds

 o
r 

re
co

gn
it

io
n 

yo
u 

ha
ve

 g
iv

en
 t

o 
pe

op
le

 f
or

 c
re

at
iv

e 
id

ea
s 

an
d 

in
no

va
ti

ve
 

pr
od

uc
ts

, 
se

rv
ic

es
 a

nd
 p

ro
ce

ss
es

 in
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

bi
li
ty

 
2,

 1
1,

 1
2 

4,
 1

5,
 1

6,
 

19
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

in
tr

od
uc

in
g 

in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
an

d 
pr

oc
es

se
s 

in
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

bi
li
ty

) 
6,

 7
, 

8,
 9

 
9,

 1
0,

 1
1,

 
12

, 
13

, 
14

, 
16

, 
18

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
 

O
1 

O
2 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(d

es
cr

ib
in

g 
yo

ur
 r

ol
e 

in
 i
nt

ro
du

ci
ng

 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 a

nd
 

pr
oc

es
se

s 
in

 y
ou

r 
ar

ea
 o

f 
re

sp
on

si
bi

li
ty

) 
8,

 9
, 

11
, 

12
 

- 
- 

- 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

87
 

C
3
. 

En
co

u
ra

ge
 i
n
n
ov

at
io

n
 i
n
 y

ou
r 

or
ga

n
is

at
io

n
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s,
 p

ra
ct

ic
es

, 
p
eo

p
le

, 
ro

le
s 

an
d
 r

es
p
on

si
b
il
it

ie
s 

yo
u
 h

av
e 

d
ev

el
op

ed
 t

o 
en

co
u
ra

ge
 t

h
e 

d
ev

el
op

m
en

t 
of

 c
re

at
iv

e 
id

ea
s 

an
d
 i
n
n
ov

at
iv

e 
p
ro

d
u
ct

s,
 s

er
vi

ce
s 

an
d
 p

ro
ce

ss
es

 i
n
 y

ou
r 

or
ga

n
is

at
io

n
: 

 
su

gg
es

ti
on

s 
or

 p
ro

po
sa

ls
 y

ou
 h

av
e 

m
ad

e 
to

 r
ev

ie
w

 o
r 

de
ve

lo
p 

st
ra

te
gi

es
, 

sy
st

em
s,

 s
tr

uc
tu

re
s 

an
d 

pa
rt

ne
rs

hi
ps

 w
it

h 
ot

he
rs

 t
o 

cr
ea

te
 a

n 
or

ga
ni

sa
ti

on
 t

ha
t 

en
co

ur
ag

es
 a

nd
 s

up
po

rt
s 

cr
ea

ti
vi

ty
 a

nd
 i
nn

ov
at

io
n 

1,
 2

, 
8,

 9
 

1,
 2

, 
3,

 4
, 

11
, 

12
 

1,
 3

, 
4 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

 
po

lic
y 

st
at

em
en

ts
 a

nd
 s

tr
at

eg
ie

s 
yo

u 
ha

ve
 d

ev
el

op
ed

 o
r 

in
st

ig
at

ed
, 

re
so

ur
ce

s 
yo

u 
ha

ve
 

al
lo

ca
te

d,
 n

ew
sl

et
te

rs
 a

nd
 o

th
er

 i
nt

er
na

l 
co

m
m

un
ic

at
io

ns
 y

ou
 h

av
e 

in
it

ia
te

d,
 a

nd
 

pr
es

en
ta

ti
on

s 
yo

u 
ha

ve
 m

ad
e 

yo
u 

ha
ve

 e
m

pl
oy

ed
 t

o 
sh

ar
e 

kn
ow

le
dg

e 
an

d 
ex

pe
ri

en
ce

 a
nd

 
en

co
ur

ag
e 

cr
ea

ti
vi

ty
 a

nd
 i
nn

ov
at

io
n 

in
 t

he
 o

rg
an

is
at

io
n 

1,
 2

, 
8,

 9
, 

10
 

1,
 2

, 
4,

 5
, 

6,
 7

, 
8,

 9
, 

11
, 

12
, 

13
, 

14
 

1,
 3

, 
4 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

 
re

co
rd

s 
of

 t
he

 p
ro

m
ot

io
n,

 r
ec

ru
it

m
en

t 
or

 s
el

ec
ti

on
 o

f 
pe

op
le

 o
r 

or
ga

ni
sa

ti
on

s 
yo

u 
ha

ve
 b

ee
n 

in
vo

lv
ed

 i
n 

sh
ow

in
g 

ho
w

 y
ou

 h
av

e 
so

ug
ht

 e
vi

de
nc

e 
of

 t
he

ir
 c

re
at

iv
it

y 
an

d 
op

en
ne

ss
 t

o 
in

no
va

ti
on

 
2,

 4
, 

7,
 9

, 
10

 
5,

 6
, 

7,
 

17
, 

21
 

1,
 2

 
1,

 2
, 

3 

 
re

la
ti

on
sh

ip
s 

w
it

h 
re

se
ar

ch
 a

nd
 d

ev
el

op
m

en
t 

or
ga

ni
sa

ti
on

s 
(e

g 
un

iv
er

si
ti

es
) 

yo
u 

ha
ve

 
in

st
ig

at
ed

 a
nd

 R
&

D
 i
nv

es
tm

en
ts

 y
ou

 h
av

e 
pr

op
os

ed
 o

r 
ag

re
ed

, 
to

 s
up

po
rt

 in
no

va
ti

on
 i
n 

th
e 

or
ga

ni
sa

ti
on

 
2,

 5
, 

6,
 7

 

6,
 7

, 
9,

 
11

, 
12

, 
15

, 
16

, 
17

, 
18

, 
19

, 
21

 

1,
 2

, 
3,

 4
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

 
sy

st
em

s 
yo

u 
ha

ve
 i
nt

ro
du

ce
d 

or
 u

se
d 

to
 e

nc
ou

ra
ge

, 
ce

le
br

at
e 

an
d 

re
w

ar
d 

cr
ea

ti
vi

ty
 a

nd
 

in
no

va
ti

on
 w

it
hi

n 
th

e 
or

ga
ni

sa
ti

on
 

1,
 2

, 
3 

6,
 1

1,
 1

2,
 

15
, 

16
, 

21
 

 
1,

 2
, 

3,
 4

, 
5,

 6
 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

en
co

ur
ag

in
g 

cr
ea

ti
vi

ty
 a

nd
 in

no
va

ti
on

 i
n 

th
e 

or
ga

ni
sa

ti
on

) 
1,

 4
, 

5,
 7

, 
8,

 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

12
, 

13
, 

17
 

1,
 2

, 
3,

 4
 

1,
 2

, 
3,

 4
, 

5,
6,

 7
 

O
1 

O
2 

O
3 

O
4 

O
6 

O
7 

O
8 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

de
sc

ri
bi

ng
 y

ou
r 

ro
le

 i
n 

en
co

ur
ag

in
g 

cr
ea

ti
vi

ty
 a

nd
 i
nn

ov
at

io
n 

in
 t

he
 

or
ga

ni
sa

ti
on

) 
2,

 3
, 

6,
 9

, 
10

 
- 

- 
- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

88
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Ex
am

p
le

s 
of

 c
re

at
iv

it
y 

an
d
 i
n
n
ov

at
io

n
 t

h
at

 y
ou

 h
av

e 
su

p
p
or

te
d
, 

en
co

u
ra

ge
d
 a

n
d
 i
m

p
le

m
en

te
d
 i
n
 y

ou
r 

or
ga

n
is

at
io

n
: 

 
cr

ea
ti

ve
 i
de

as
 a

nd
 p

ro
po

sa
ls

 f
or

 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 o

r 
pr

oc
es

se
s 

fr
om

 e
m

pl
oy

ee
s 

an
d 

ex
te

rn
al

 s
ou

rc
es

 t
ha

t 
yo

u 
ha

ve
 e

nc
ou

ra
ge

d 
an

d 
de

ci
si

on
 c

ri
te

ri
a 

yo
u 

ha
ve

 e
m

pl
oy

ed
 t

o 
su

pp
or

t,
 a

gr
ee

 a
nd

 d
ev

el
op

 t
he

m
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
9,

 1
0 

1,
 7

, 
9,

 
10

, 
11

, 
12

, 
14

, 
15

, 
16

, 
17

, 
18

, 
19

, 
20

 

2,
 4

 
1,

 2
, 

4,
 5

 

 
pa

te
nt

s 
an

d 
ot

he
r 

in
te

ll
ec

tu
al

 p
ro

pe
rt

y 
th

e 
or

ga
ni

sa
ti

on
 h

as
 a

cq
ui

re
d 

th
ro

ug
h 

yo
ur

 a
ct

io
ns

 
4,

 8
 

19
, 

22
 

4 
1,

 5
, 

7,
 8

 

 
co

st
/b

en
ef

it
 a

na
ly

se
s,

 b
us

in
es

s 
pr

op
os

al
s,

 a
ct

io
n 

pl
an

s 
an

d 
pr

oj
ec

t 
br

ie
fs

 t
ha

t 
yo

u 
ha

ve
 

in
st

ig
at

ed
 o

r 
ag

re
ed

, 
an

d 
bu

dg
et

s 
or

 d
et

ai
ls

 o
f 

re
so

ur
ce

s 
yo

u 
ha

ve
 a

ll
oc

at
ed

 f
or

 t
he

 
im

pl
em

en
ta

ti
on

 o
f 

cr
ea

ti
ve

 i
de

as
 a

nd
 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 a

nd
 p

ro
ce

ss
es

 i
n 

yo
ur

 
or

ga
ni

sa
ti

on
 

1,
 7

, 
8 

10
, 

11
, 

12
, 

13
, 

14
, 

16
, 

17
, 

18
, 

20
 

2,
 4

 
1,

 2
, 

3,
 4

, 
5 

 
sp

ec
if

ic
at

io
ns

 f
or

 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 a

nd
 p

ro
ce

ss
es

 i
n 

yo
ur

 o
rg

an
is

at
io

n 
th

at
 y

ou
 

ha
ve

 i
ns

ti
ga

te
d 

or
 a

gr
ee

d 
1,

 4
, 

5,
 7

 
9,

 1
1,

 1
2,

 
18

, 
19

 
- 

1,
 2

, 
3,

 4
, 

5 

 
no

te
s 

an
d 

re
co

rd
s 

of
 m

ee
ti

ng
s 

yo
u 

ha
ve

 l
ed

 o
r 

in
st

ig
at

ed
, 

re
la

ti
ng

 t
o 

th
e 

de
ve

lo
pm

en
t 

an
d 

 
in

tr
od

uc
ti

on
 o

f 
in

no
va

ti
ve

 p
ro

du
ct

s,
 s

er
vi

ce
s 

an
d 

pr
oc

es
se

s 
in

 y
ou

r 
or

ga
ni

sa
ti

on
 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9 

9,
 1

1,
 1

2,
 

18
, 

19
 

3 
1,

 2
, 

3,
 4

, 
5 

 
re

co
rd

s 
of

 r
ew

ar
ds

 o
r 

re
co

gn
it

io
n 

yo
u 

ha
ve

 g
iv

en
 t

o 
pe

op
le

 f
or

 c
re

at
iv

e 
id

ea
s 

an
d 

in
no

va
ti

ve
 

pr
od

uc
ts

, 
se

rv
ic

es
 a

nd
 p

ro
ce

ss
es

 in
 y

ou
r 

or
ga

ni
sa

ti
on

 
2,

 3
, 

6 
6,

 7
, 

15
, 

21
 

- 
1,

 2
, 

3,
 4

, 
5 

 
ob

je
ct

iv
es

 y
ou

 h
av

e 
se

t 
an

d 
sy

st
em

s 
yo

u 
ha

ve
 i
nt

ro
du

ce
d 

to
 m

ea
su

re
 i
nn

ov
at

io
n 

in
 t

he
 

or
ga

ni
sa

ti
on

 
3,

 4
, 

5,
 8

, 
9 

1,
 2

, 
22

 
1,

 3
 

1,
 2

, 
3,

 4
, 

5,
 8

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

in
tr

od
uc

in
g 

in
no

va
ti

ve
 p

ro
du

ct
s,

 s
er

vi
ce

s 
an

d 
pr

oc
es

se
s 

in
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

bi
li
ty

) 
1,

 4
, 

5,
 7

, 
8,

 
9 

12
, 

13
, 

14
, 

16
, 

17
 

1,
 4

 
1,

 2
, 

3,
 4

, 
5 

O
4 

O
5 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(d

es
cr

ib
in

g 
yo

ur
 r

ol
e 

in
 i
nt

ro
du

ci
ng

 i
nn

ov
at

iv
e 

pr
od

uc
ts

, 
se

rv
ic

es
 a

nd
 

pr
oc

es
se

s 
in

 y
ou

r 
ar

ea
 o

f 
re

sp
on

si
bi

li
ty

) 
2,

 3
, 

5,
 6

, 
9,

 
10

 
- 

- 
- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

89
 

C
4
 L

ea
d
 C

h
an

ge
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ol

ic
ie

s,
 p

la
n
s 

an
d
 p

re
se

n
ta

ti
on

s 
yo

u
 h

av
e 

b
ee

n
 r

es
p
on

si
b
le

 f
or

 p
ro

d
u
ci

n
g 

to
 c

om
m

u
n
ic

at
e 

yo
u
r 

vi
si

on
 f

or
 t

h
e 

fu
tu

re
 a

n
d
 y

ou
r 

st
ra

te
gy

 f
or

 
im

pl
em

en
ti

n
g 

it
: 

 
vi

si
on

 s
ta

te
m

en
ts

, 
re

co
rd

s 
of

 p
re

se
nt

at
io

ns
, 

po
lic

y 
an

d 
st

ra
te

gy
 d

oc
um

en
ts

, 
pr

op
os

al
s,

 
ne

w
sl

et
te

rs
 a

nd
 o

th
er

 i
nt

er
na

l 
co

m
m

un
ic

at
io

ns
, 

th
at

 y
ou

 h
av

e 
pr

od
uc

ed
 t

ha
t 

pr
es

en
t 

yo
ur

 
vi

si
on

 f
or

 t
he

 f
ut

ur
e 

an
d 

th
e 

ob
je

ct
iv

es
 o

f 
th

e 
ch

an
ge

 

1,
 2

, 
3,

 4
, 

5,
 

8 
1,

 2
, 

3,
 8

, 
10

 
1,

 2
, 

3 
1,

 2
, 

4,
 5

, 
6 

 
fe

as
ib

il
it

y 
st

ud
ie

s,
 c

os
t-

be
ne

fi
t 

an
al

ys
es

, 
de

ci
si

on
 t

ab
le

s 
an

d 
ot

he
r 

fi
na

nc
ia

l 
an

d 
ri

sk
 

as
se

ss
m

en
ts

 y
ou

 h
av

e 
m

ad
e 

or
 c

om
m

is
si

on
ed

 t
o 

de
te

rm
in

e 
th

e 
li
ke

ly
 s

uc
ce

ss
 o

f 
pr

op
os

al
s 

fo
r 

ch
an

ge
 

1,
 7

, 
8 

1,
 3

, 
4,

 6
, 

7,
 1

0 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5 

O
1 

O
3 

O
4 

O
5 

 
pr

oj
ec

t 
an

d 
ac

ti
on

 p
la

ns
, 

de
sc

ri
pt

io
ns

 o
f 

ro
le

 a
nd

 r
es

po
ns

ib
ili

ti
es

, 
G

an
tt

 c
ha

rt
s,

 n
et

w
or

k 
di

ag
ra

m
s,

 a
nd

 o
th

er
 p

la
ns

 f
or

 t
he

 i
m

pl
em

en
ta

ti
on

 o
f 

ch
an

ge
s 

th
at

 y
ou

 h
av

e 
in

it
ia

te
d 

1,
 2

, 
3,

 4
, 

7,
 

8 
5,

 6
, 

7 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 a

n
d
 m

ee
ti

n
gs

 y
ou

 h
av

e 
h
el

d 
to

 s
u
p
p
or

t 
pe

op
le

 t
h
ro

u
gh

 t
h
e 

ch
an

ge
: 

 
re

co
rd

s 
of

 t
ra

in
in

g,
 c

oa
ch

in
g,

 m
en

to
ri

ng
, 

co
un

se
ll
in

g 
an

d 
ot

he
r 

de
ve

lo
pm

en
t 

an
d 

su
pp

or
t 

se
rv

ic
es

 y
ou

 h
av

e 
or

ga
ni

se
d 

fo
r 

th
e 

pe
op

le
 a

ff
ec

te
d 

by
 t

he
 c

ha
ng

e 
1,

 4
, 

5,
 6

, 
7,

 
8 

2,
 5

, 
8 

- 
3,

 4
, 

5 

 
no

te
s 

or
 r

ec
or

ds
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 h
ad

 w
it

h 
pe

op
le

 d
ir

ec
tl

y 
af

fe
ct

ed
 b

y 
th

e 
ch

an
ge

, 
an

d 
re

co
rd

s 
of

 a
gr

ee
m

en
ts

 y
ou

 h
av

e 
m

ad
e 

w
it

h 
th

em
 t

o 
ta

ke
 a

ct
io

n 
in

 r
es

po
ns

e 
to

 t
he

ir
 

co
nc

er
ns

 o
r 

di
ff

ic
ul

ti
es

 t
he

y 
ar

e 
fa

ci
ng

 

1,
 4

, 
5,

 6
, 

7,
 

8 
5,

 8
, 

10
 

- 
3,

 4
, 

5 

 
re

co
rd

s 
of

 d
ec

is
io

ns
 y

ou
 h

av
e 

m
ad

e 
an

d 
ac

ti
on

s 
yo

u 
ha

ve
 i
ni

ti
at

ed
 i
n 

re
sp

on
se

 t
o 

fe
ed

ba
ck

 
yo

u 
ha

ve
 r

ec
ei

ve
d 

fr
om

 p
eo

pl
e 

af
fe

ct
ed

 b
y 

ch
an

ge
 

1,
 2

, 
6,

 7
, 

8 
5,

 6
, 

8 
- 

3,
 4

, 
5 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ow
n 

ac
ti

on
s 

an
d 

be
ha

vi
ou

r 
to

 s
up

po
rt

 p
eo

pl
e 

th
ro

ug
h 

th
e 

ch
an

ge
 p

ro
ce

ss
) 

3,
 5

 
5,

 6
 

- 
3,

 4
, 

5 

O
1 

O
2 

O
3 

O
6 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

t 
on

 y
ou

r 
ac

ti
on

s 
an

d 
be

ha
vi

ou
r 

to
 s

up
po

rt
 p

eo
pl

e 
th

ro
ug

h 
th

e 
ch

an
ge

 p
ro

ce
ss

) 
1,

 2
, 

3,
 4

, 
5 

- 
- 

- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

90
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Sy
st

em
s 

yo
u
 h

av
e 

d
es

ig
n
ed

 t
o 

m
on

it
or

 t
h
e 

p
ro

gr
es

s 
of

 p
la

n
n
ed

 c
h
an

ge
 a

n
d
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 i
n
 r

es
p
on

se
 t

o 
p
ro

b
le

m
s 

en
co

u
n
te

re
d
: 

 
ob

je
ct

iv
es

 a
nd

 t
ar

ge
ts

, 
m

ile
st

on
es

, 
cr

it
ic

al
 s

uc
ce

ss
 f

ac
to

rs
, 

ke
y 

pe
rf

or
m

an
ce

 i
nd

ic
at

or
s 

an
d 

ot
he

r 
te

ch
ni

qu
es

 y
ou

 h
av

e 
us

ed
 t

o 
es

ta
bl

is
h 

m
et

ri
cs

 a
ga

in
st

 w
hi

ch
 t

o 
m

on
it

or
 p

ro
gr

es
s 

2,
 7

 
1,

 3
, 

7,
 8

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
 

 
sp

ec
if

ic
at

io
ns

 o
f 

sy
st

em
s 

an
d 

pr
oc

ed
ur

es
 y

ou
 h

av
e 

in
it

ia
te

d 
to

 m
on

it
or

 p
er

fo
rm

an
ce

 a
ga

in
st

 
th

es
e 

m
et

ri
cs

 
2,

 7
 

6,
 9

 
1,

 2
, 

3 
2,

 4
, 

5,
 6

 

O
4 

O
6 

O
8 

 
re

co
rd

s 
on

 p
er

fo
rm

an
ce

 a
nd

 n
ot

es
 o

f 
m

ee
ti

ng
s 

to
 d

is
cu

ss
 p

ro
gr

es
s 

an
d 

id
en

ti
fy

 a
ny

 b
ar

ri
er

s 
to

 p
ro

gr
es

s,
 a

nd
 a

ct
io

n 
pl

an
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 a
ct

io
n 

yo
u 

ha
ve

 a
gr

ee
d 

to
 a

dd
re

ss
 t

he
se

 
ba

rr
ie

rs
 

1,
 2

, 
6,

 7
, 

8 
5,

 6
, 

7,
 9

 
1,

 2
, 

3 
2,

 4
, 

5,
 6

 

Y
ou

r 
co

m
m

u
n
ic

at
io

n
s 

w
it

h
 s

ta
ke

h
ol

d
er

s 
an

d
 o

th
er

s 
on

 t
h
e 

p
ro

gr
es

s 
of

 t
h
e 

ch
an

ge
 p

ro
ce

ss
: 

 
re

po
rt

s 
yo

u 
ha

ve
 p

re
pa

re
d 

to
 s

ta
ke

ho
ld

er
s 

on
 t

he
 p

ro
gr

es
s 

of
 t

he
 p

ro
je

ct
, 

ac
ti

on
s 

yo
u 

ha
ve

 
in

it
ia

te
d 

to
 d

ea
l 
w

it
h 

an
y 

pr
ob

le
m

s 
an

d 
re

vi
se

d 
sc

he
du

le
s 

or
 t

im
et

ab
le

s,
 w

he
re

 a
pp

ro
pr

ia
te

 
5,

 7
 

8,
 1

0 
1,

 3
 

6 
O

7 
 

ne
w

sl
et

te
rs

, 
em

ai
ls

, 
in

tr
an

et
 p

ag
es

, 
pr

es
en

ta
ti

on
s 

an
d 

br
ie

fi
ng

s 
yo

u 
ha

ve
 m

ad
e 

an
d 

ot
he

r 
co

m
m

un
ic

at
io

ns
 y

ou
 h

av
e 

in
it

ia
te

d 
to

 e
ns

ur
e 

th
at

 a
ll
 t

he
 p

eo
pl

e 
in

vo
lv

ed
 a

re
 k

ep
t 

in
fo

rm
ed

 
ab

ou
t 

pr
og

re
ss

 t
ow

ar
ds

 a
ch

ie
vi

ng
 y

ou
r 

vi
si

on
 

5,
 7

 
8,

 1
0 

1,
 2

 
6 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

91
 

C
5
 P

la
n
 C

h
an

ge
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ev

ie
w

s 
of

 c
u
rr

en
t 

p
ro

ce
d
u
re

s,
 s

ys
te

m
s,

 s
tr

u
ct

u
re

s 
or

 r
ol

es
 y

ou
 h

av
e 

u
n
de

rt
ak

en
 a

n
d
 p

ro
p
os

al
s 

fo
r 

ch
an

ge
 y

ou
 h

av
e 

m
ad

e:
 

 
in

fo
rm

at
io

n 
yo

u 
ha

ve
 c

ol
le

ct
ed

 a
nd

 a
na

ly
se

d 
ab

ou
t 

th
e 

ef
fe

ct
iv

en
es

s,
 e

ff
ic

ie
nc

y 
an

d 
ec

on
om

y 
of

 c
ur

re
nt

 p
ro

ce
du

re
s,

 s
ys

te
m

s,
 s

tr
uc

tu
re

s 
or

 r
ol

es
 

1,
 2

, 
3,

 4
 

1,
 9

 
1,

 2
, 

3 
1,

 2
, 

3 

 
m

ee
ti

ng
s 

yo
u 

ha
ve

 l
ed

 t
o 

id
en

ti
fy

 p
ro

bl
em

s 
w

it
h 

cu
rr

en
t 

pr
oc

ed
ur

es
, 

sy
st

em
s,

 s
tr

uc
tu

re
s 

or
 

ro
le

s 
an

d 
po

ss
ib

le
 s

ol
ut

io
ns

 o
r 

ch
an

ge
s 

th
at

 n
ee

d 
to

 b
e 

m
ad

e 
1,

 2
, 

4 
1,

 4
, 

8,
 9

 
1,

 2
, 

3 
1,

 2
, 

3,
 

4 

 
re

po
rt

s 
or

 p
ro

po
sa

ls
 y

ou
 h

av
e 

pr
ep

ar
ed

 o
r 

pr
es

en
ta

ti
on

s 
yo

u 
ha

ve
 m

ad
e,

 t
o 

ar
gu

e 
fo

r 
ch

an
ge

s 
in

 p
ro

ce
du

re
s,

 s
ys

te
m

s,
 s

tr
uc

tu
re

s 
or

 r
ol

es
, 

ba
se

d 
on

 o
ur

 a
na

ly
si

s 
2,

 6
, 

7 
1,

 2
, 

5,
 6

, 
8,

 9
 

1,
 2

, 
3 

1,
 2

, 
3,

 
4 

 
fe

as
ib

il
it

y 
st

ud
ie

s,
 c

os
t-

be
ne

fi
t 

an
al

ys
es

, 
de

ci
si

on
 t

ab
le

s 
an

d 
ot

he
r 

fi
na

nc
ia

l 
an

d 
ri

sk
 

as
se

ss
m

en
ts

 y
ou

 h
av

e 
m

ad
e,

 a
nd

 p
ot

en
ti

al
 b

ar
ri

er
s 

to
 c

ha
ng

e 
th

at
 y

ou
 h

av
e 

id
en

ti
fi

ed
, 

to
 

de
te

rm
in

e 
th

e 
li
ke

ly
 s

uc
ce

ss
 o

f 
pr

op
os

al
s 

fo
r 

ch
an

ge
 

2,
 3

, 
7 

1,
 2

, 
5,

 6
, 

7,
 8

 
- 

1,
 2

, 
3 

O
1 

O
2 

O
4 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ea
so

ns
 f

or
 in

it
ia

ti
ng

 a
 c

ha
ng

e 
re

vi
ew

) 
3,

 5
, 

6,
7 

1,
 7

, 
9 

1,
 2

, 
3 

1,
 2

, 
3 

P
la

n
s 

fo
r 

ch
an

ge
s 

th
at

 y
ou

 h
av

e 
b
ee

n
 r

es
p
on

si
b
le

 f
or

 p
ro

d
u
ci

n
g 

 
ob

je
ct

iv
es

, 
pr

oj
ec

t 
an

d 
ac

ti
on

 p
la

ns
, 

de
sc

ri
pt

io
ns

 o
f 

ro
le

 a
nd

 r
es

po
ns

ib
ili

ti
es

, 
G

an
tt

 c
ha

rt
s,

 
ne

tw
or

k 
di

ag
ra

m
s,

 a
nd

 o
th

er
 p

la
ns

 f
or

 t
he

 i
m

pl
em

en
ta

ti
on

 o
f 

ch
an

ge
s 

th
at

 y
ou

 h
av

e 
pr

op
os

ed
 

1,
 2

, 
3,

 5
, 

6,
 

7 
1,

 2
, 

6,
 7

, 
8 

- 
1,

 2
, 

3 

 
tr

ai
ni

ng
, 

co
ac

hi
ng

, 
m

en
to

ri
ng

, 
co

un
se

ll
in

g 
an

d 
ot

he
r 

de
ve

lo
pm

en
t 

an
d 

su
pp

or
t 

se
rv

ic
es

 y
ou

 
ha

ve
 p

ro
po

se
d 

fo
r 

th
e 

pe
op

le
 a

ff
ec

te
d 

by
 t

he
 c

ha
ng

e 
1,

 7
 

1,
 4

, 
8 

3 
1,

 2
, 

3 

 
ta

rg
et

s,
 m

il
es

to
ne

s,
 c

ri
ti

ca
l 
su

cc
es

s 
fa

ct
or

s,
 k

ey
 p

er
fo

rm
an

ce
 in

di
ca

to
rs

 a
nd

 o
th

er
 

te
ch

ni
qu

es
 y

ou
 h

av
e 

pr
op

os
ed

 t
o 

es
ta

bl
is

h 
m

et
ri

cs
 a

ga
in

st
 w

hi
ch

 t
o 

m
on

it
or

 p
ro

gr
es

s 
5,

 6
 

2,
 3

 
- 

1,
 2

, 
3 

O
1 

O
3 

O
4 

O
5 

O
6 

O
8 

 
sp

ec
if

ic
at

io
ns

 o
f 

sy
st

em
s 

an
d 

pr
oc

ed
ur

es
 y

ou
 h

av
e 

pr
op

os
ed

 t
o 

m
on

it
or

 p
er

fo
rm

an
ce

 a
ga

in
st

 
th

es
e 

m
et

ri
cs

 
4,

 7
 

2 
- 

2,
 3

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

92
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
la

n
s 

fo
r 

en
su

ri
n
g 

ef
fe

ct
iv

e 
co

m
m

u
n
ic

at
io

n
 d

u
ri

n
g 

th
e 

ch
an

ge
 p

ro
ce

ss
: 

 

 
yo

ur
 p

ro
po

sa
ls

 a
nd

 p
la

ns
 f

or
 t

ea
m

 b
ri

ef
in

gs
, 

ne
w

sl
et

te
r,

 d
is

pl
ay

s,
 b

ul
le

ti
n 

bo
ar

ds
, 

in
tr

an
et

 
pa

ge
s,

 e
m

ai
l 
li
st

s 
an

d 
ot

he
r 

m
et

ho
ds

 f
or

 c
om

m
un

ic
at

in
g 

th
e 

ne
ed

 f
or

 a
nd

 c
ha

ng
e 

an
d 

th
e 

pr
og

re
ss

 o
f 

th
e 

ch
an

ge
 p

ro
ce

ss
  

2,
 4

 
1,

 9
 

- 
4 

O
3 

O
6 

O
7 

 
sy

st
em

s 
yo

u 
ha

ve
 d

es
ig

ne
d 

to
 m

on
it

or
 t

he
 e

ff
ec

t 
of

 t
he

 c
ha

ng
e 

pr
oc

es
s 

on
 t

ho
se

 p
eo

pl
e 

af
fe

ct
ed

 a
nd

 c
ol

le
ct

 f
ee

db
ac

k 
on

 i
ts

 e
ff

ec
ti

ve
ne

ss
 i
n 

ac
hi

ev
in

g 
it

 g
oa

ls
 

4 
1 

- 
4 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

93
 

C
6
 Im

p
le

m
en

t 
ch

an
ge

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

D
es

ig
n
s 

or
 s

pe
ci

fi
ca

ti
on

s 
fo

r 
n
ew

 w
or

k 
p
ro

ce
ss

es
, 

pr
oc

ed
u
re

s,
 s

ys
te

m
s,

 s
tr

u
ct

u
re

s 
an

d
 r

ol
es

 t
h
at

 y
ou

 h
av

e 
d
ev

el
op

ed
 a

n
d
 i
m

p
le

m
en

te
d
: 

 
no

te
s 

of
 m

ee
ti

ng
s 

yo
u 

ha
ve

 l
ed

 a
nd

 d
is

cu
ss

io
ns

 y
ou

 h
av

e 
ha

d 
to

 d
ev

el
op

 n
ew

 w
or

k 
pr

oc
es

se
s,

 p
ro

ce
du

re
s,

 s
ys

te
m

s,
 s

tr
uc

tu
re

s 
an

d 
ro

le
s 

2,
 3

, 
6,

 7
 

3,
 5

, 
6 

1,
 2

 
1,

 2
, 

3 

 
ne

w
 w

or
k 

pr
oc

es
se

s,
 p

ro
ce

du
re

s,
 s

ys
te

m
s,

 s
tr

uc
tu

re
s 

an
d 

ro
le

s 
de

si
gn

s 
or

 s
pe

ci
fi

ca
ti

on
s 

yo
u 

ha
ve

 p
ro

du
ce

d 
1,

 2
, 

3,
 5

 
1,

 2
, 

3,
 4

 
1,

 2
 

1,
 2

, 
3 

 
ac

ti
on

 p
la

ns
, 

ti
m

et
ab

le
s 

or
 s

ch
ed

ul
es

 f
or

 i
nt

ro
du

ci
ng

 a
nd

 i
m

pl
em

en
ti

ng
 n

ew
 w

or
k 

pr
oc

es
se

s,
 

pr
oc

ed
ur

es
, 

sy
st

em
s,

 s
tr

uc
tu

re
s 

an
d 

ro
le

s 
th

at
 y

ou
 h

av
e 

pr
od

uc
ed

 
1,

 2
, 

3,
 5

, 
7 

1,
 2

, 
3,

 6
, 

7,
 8

 
- 

1,
 2

, 
3,

 4
 

 
ri

sk
 a

ss
es

sm
en

ts
 a

nd
 c

on
ti

ng
en

cy
 p

la
ns

 f
or

 t
he

 i
nt

ro
du

ct
io

n 
an

d 
im

pl
em

en
ta

ti
on

 o
f 

ne
w

 
w

or
k 

pr
oc

es
se

s,
 p

ro
ce

du
re

s,
 s

ys
te

m
s,

 s
tr

uc
tu

re
s 

an
d 

ro
le

s 
2,

 3
 

1,
 2

, 
6 

1,
 2

 
1,

 2
, 

3 

 
re

co
rd

s 
of

 m
ee

ti
ng

s 
yo

u 
ha

ve
 l
ed

 t
o 

pl
an

 t
he

 i
nt

ro
du

ct
io

n 
an

d 
im

pl
em

en
ta

ti
on

 o
f 

ne
w

 w
or

k 
pr

oc
es

se
s,

 p
ro

ce
du

re
s,

 s
ys

te
m

s,
 s

tr
uc

tu
re

s 
an

d 
ro

le
s 

2,
 3

, 
5,

 6
, 

7,
 

8 
1,

 2
, 

3,
 6

, 
7,

 8
 

- 
1,

 2
, 

3 

O
2 

O
3 

O
7 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
th

e 
pr

oc
es

s 
of

, 
an

d 
yo

ur
 r

ol
e 

in
, 

de
ve

lo
pi

ng
, 

in
tr

od
uc

in
g 

an
d 

im
pl

em
en

ti
ng

 n
ew

 w
or

k 
pr

oc
es

se
s,

 p
ro

ce
du

re
s,

 s
ys

te
m

s,
 s

tr
uc

tu
re

s 
an

d 
ro

le
s)

 
1,

 6
, 

7 
1,

 2
, 

35
, 

6,
 7

, 
8 

1,
 2

 
1,

 2
, 

3 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

94
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
, 

de
ci

si
on

s 
yo

u
 h

av
e 

m
ad

e 
an

d
 m

ee
ti

n
gs

 y
ou

 h
av

e 
h
el

d
 t

o 
fa

ci
li
ta

te
 t

h
e 

ch
an

ge
: 

 
re

co
rd

s 
of

 d
ev

el
op

m
en

t 
an

d 
su

pp
or

t 
ac

ti
vi

ty
 y

ou
 h

av
e 

pr
ov

id
ed

 f
or

 t
he

 p
eo

pl
e 

af
fe

ct
ed

 b
y 

th
e 

ch
an

ge
 

1,
 2

, 
4,

 5
, 

7 
1,

 2
, 

3,
 7

, 
8 

- 
1,

 3
 

 
no

te
s 

or
 r

ec
or

ds
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 h
ad

 w
it

h 
pe

op
le

 d
ir

ec
tl

y 
af

fe
ct

ed
 b

y 
th

e 
ch

an
ge

, 
to

 
ex

pl
ai

n 
th

e 
im

pl
ic

at
io

ns
 f

or
 t

he
m

 a
nd

 t
he

ir
 w

or
k,

 a
nd

 r
ec

or
ds

 o
f 

ag
re

em
en

ts
 y

ou
 h

av
e 

m
ad

e 
w

it
h 

th
em

 t
o 

ta
ke

 a
ct

io
n 

ad
dr

es
s 

po
te

nt
ia

l 
ba

rr
ie

rs
 o

r 
pr

ob
le

m
s 

th
ey

 i
de

nt
if

y 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8 

1,
 2

, 
5,

 6
, 

8 
1 

1,
 2

, 
3 

 
re

co
rd

s 
of

 d
ec

is
io

ns
 y

ou
 h

av
e 

m
ad

e 
an

d 
ac

ti
on

s 
yo

u 
ha

ve
 t

ak
en

 i
n 

re
sp

on
se

 t
o 

fe
ed

ba
ck

 y
ou

 
ha

ve
 r

ec
ei

ve
d 

fr
om

 p
eo

pl
e 

af
fe

ct
ed

 b
y 

ch
an

ge
 

1,
 2

, 
5,

 6
, 

7 
1,

 2
, 

3,
 5

, 
6 

- 
1,

 2
, 

3 

 
re

co
rd

s 
of

 p
er

so
na

l 
(l

et
te

rs
 o

r 
em

ai
ls

, 
no

te
s 

of
 b

ri
ef

in
gs

 o
r 

ot
he

r 
fa

ce
-t

o 
fa

ce
 m

ee
ti

ng
s)

 a
nd

 
pu

bl
ic

 r
ec

og
ni

ti
on

 (
ne

w
sl

et
te

rs
, 

no
ti

ce
 b

oa
rd

s,
 a

w
ar

ds
, 

et
c)

 a
nd

 r
ec

om
m

en
da

ti
on

s 
or

 
aw

ar
ds

 o
f 

re
w

ar
ds

 (
bo

nu
se

s,
 p

ri
ze

s,
 p

ro
m

ot
io

n,
 e

tc
) 

fo
r 

pe
op

le
 a

nd
 t

ea
m

s 
fo

r 
ac

hi
ev

in
g 

re
su

lt
s,

 t
ha

t 
yo

u 
ha

ve
 o

rg
an

is
ed

 

1,
 4

, 
8 

1,
 2

, 
3,

 4
 

- 
4 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ow
n 

ac
ti

on
s 

an
d 

be
ha

vi
ou

r 
to

 f
ac

il
it

at
e 

th
e 

ch
an

ge
 

pr
oc

es
s)

 
1,

 2
, 

4,
 5

, 
6,

 
7,

 8
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

1,
 2

 
1,

 2
, 

3 

O
1 

O
3 

O
4 

O
5 

O
6 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

t 
on

 y
ou

r 
ac

ti
on

s 
an

d 
be

ha
vi

ou
r 

to
 f

ac
il
it

at
e 

th
e 

ch
an

ge
 

pr
oc

es
s)

 
2,

 3
, 

4,
 5

, 
8 

- 
- 

- 

R
ec

or
ds

 a
n
d 

co
m

m
u
n
ic

at
io

n
s 

to
 o

th
er

s 
on

 t
h
e 

p
ro

gr
es

s 
of

 t
h
e 

p
la

n
n
ed

 c
h
an

ge
: 

 
re

co
rd

s 
on

 p
er

fo
rm

an
ce

 a
nd

 n
ot

es
 o

f 
m

ee
ti

ng
s 

to
 d

is
cu

ss
 p

ro
gr

es
s 

an
d 

id
en

ti
fy

 a
ny

 b
ar

ri
er

s 
to

 p
ro

gr
es

s,
 a

nd
 a

ct
io

n 
pl

an
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 a
ct

io
n 

yo
u 

ha
ve

 a
gr

ee
d 

to
 a

dd
re

ss
 t

he
se

 
ba

rr
ie

rs
 

1,
 2

, 
3,

 5
, 

6,
 

7 
1,

 2
, 

5,
 6

 
1 

1,
 2

, 
3 

 
pr

oj
ec

t 
re

po
rt

s 
yo

u 
ha

ve
 p

re
pa

re
d 

fo
r 

th
os

e 
to

 w
ho

m
 y

ou
 a

re
 a

cc
ou

nt
ab

le
, 

on
 t

he
 p

ro
gr

es
s 

of
 t

he
 p

ro
je

ct
 

3,
 8

 
1,

 2
, 

8 
1 

4 
O

4 

 
ne

w
sl

et
te

rs
, 

em
ai

ls
, 

in
tr

an
et

 p
ag

es
, 

pr
es

en
ta

ti
on

s 
an

d 
br

ie
fi

ng
s 

yo
u 

ha
ve

 m
ad

e 
an

d 
ot

he
r 

co
m

m
un

ic
at

io
ns

 y
ou

 h
av

e 
pr

ep
ar

ed
 t

o 
en

su
re

 t
ha

t 
al

l 
th

e 
pe

op
le

 i
nv

ol
ve

d 
ar

e 
ke

pt
 i
nf

or
m

ed
 

ab
ou

t 
pr

og
re

ss
 t

ow
ar

ds
 a

ch
ie

vi
ng

 t
he

 c
ha

ng
e 

pr
oj

ec
t 

go
al

s 
3,

 9
 

1,
 2

, 
8 

1 
4 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

95
 

D
1
 D

ev
el

op
 p

ro
d
u
ct

iv
e 

w
or

ki
n
g 

re
la

ti
on

sh
ip

s 
w

it
h
 c

ol
le

ag
u
es

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 a

ct
iv

it
ie

s 
an

d
 a

gr
ee

m
en

ts
 w

it
h
 w

or
k 

co
ll
ea

gu
es

 t
h
at

 y
ou

 h
av

e 
co

m
p
le

te
d
 s

u
cc

es
sf

u
ll
y:

 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 f
or

m
al

 a
nd

 i
nf

or
m

al
 m

ee
ti

ng
s 

w
it

h 
co

ll
ea

gu
es

 r
el

at
in

g 
to

 
ag

re
em

en
ts

 f
or

 a
ct

io
n 

by
 y

ou
 a

nd
 y

ou
r 

pe
rf

or
m

an
ce

 in
 r

el
at

io
n 

to
 t

he
se

 a
gr

ee
m

en
ts

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

, 
9 

 
em

ai
ls

, 
m

em
os

 a
nd

 o
th

er
 c

or
re

sp
on

de
nc

e 
w

it
h 

co
ll
ea

gu
es

 r
el

at
in

g 
to

 a
ct

io
ns

 y
ou

 h
av

e 
ag

re
ed

 
to

 u
nd

er
ta

ke
 a

nd
 y

ou
r 

pe
rf

or
m

an
ce

 i
n 

re
la

ti
on

 t
o 

th
es

e 
ag

re
em

en
ts

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

 
1,

 2
, 

3,
 4

, 
5,

 6
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 t

he
 n

at
ur

e 
an

d 
ef

fe
ct

iv
en

es
s 

of
 y

ou
r 

re
la

ti
on

sh
ip

s 
w

it
h 

w
or

k 
co

ll
ea

gu
es

 a
nd

 y
ou

r 
fu

lf
ilm

en
t 

of
 y

ou
r 

co
m

m
it

m
en

ts
 t

o 
th

em
) 

5,
 6

, 
7,

 8
, 

9,
 

10
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

O
1 

O
2 

O
3 

O
4 

O
5 

O
8 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 b

y 
co

ll
ea

gu
es

 o
n 

th
e 

na
tu

re
 a

nd
 e

ff
ec

ti
ve

ne
ss

 o
f 

yo
ur

 
re

la
ti

on
sh

ip
s 

w
it

h 
th

em
 a

nd
 y

ou
r 

fu
lf

ilm
en

t 
of

 y
ou

r 
co

m
m

it
m

en
ts

 t
o 

th
em

) 
1,

 2
, 

3.
 4

. 
6,

 
7,

 1
0 

- 
- 

- 

R
ec

or
d
s 

of
 r

el
at

io
n
sh

ip
 d

if
fi

cu
lt

ie
s 

or
 c

on
fl

ic
ts

 a
t 

w
or

k 
th

at
 y

ou
 h

av
e 

su
cc

es
sf

u
ll
y 

ad
d
re

ss
ed

 a
n
d
 f

ee
d
b
ac

k 
yo

u
 h

av
e 

gi
ve

n
 a

n
d
 r

ec
ei

ve
d
: 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 f
or

m
al

 a
nd

 i
nf

or
m

al
 m

ee
ti

ng
s 

w
it

h 
co

ll
ea

gu
es

 r
el

at
in

g 
to

 
re

la
ti

on
sh

ip
 d

if
fi

cu
lt

ie
s 

or
 c

on
fl

ic
ts

 
1,

 2
, 

4,
 5

, 
6,

 
7,

 8
, 

9,
 1

0 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

, 
9 

 
em

ai
ls

, 
m

em
os

 a
nd

 o
th

er
 c

or
re

sp
on

de
nc

e 
w

it
h 

co
ll
ea

gu
es

 r
el

at
in

g 
to

 r
el

at
io

ns
hi

p 
di

ff
ic

ul
ti

es
 

or
 c

on
fl

ic
ts

 
1,

 2
, 

4,
 5

, 
6,

 
7,

 8
, 

9,
 1

0 
1,

 2
, 

3,
 4

, 
5,

 6
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9 

 
no

te
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

ve
rb

al
 f

ee
db

ac
k 

an
d 

co
pi

es
 o

f 
m

em
os

, 
em

ai
ls

 a
nd

 l
et

te
rs

 y
ou

 h
av

e 
se

nt
 i
n 

w
hi

ch
 y

ou
 h

av
e 

gi
ve

n 
fe

ed
ba

ck
 t

o 
co

ll
ea

gu
es

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 8
, 

10
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
8 

2,
 3

 
5,

 6
, 

7,
 8

 

 
no

te
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

ve
rb

al
 f

ee
db

ac
k 

an
d 

co
pi

es
 o

f 
m

em
os

, 
em

ai
ls

 a
nd

 l
et

te
rs

 y
ou

 h
av

e 
re

ce
iv

ed
 i
n 

w
hi

ch
 c

ol
le

ag
ue

s 
ha

ve
 g

iv
en

 f
ee

db
ac

k 
to

 y
ou

 
10

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7 
2,

 3
 

5,
 6

, 
7 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ab
il
it

y 
to

 d
ea

l 
ef

fe
ct

iv
el

y 
w

it
h 

re
la

ti
on

sh
ip

 
di

ff
ic

ul
ti

es
 o

r 
co

nf
lic

ts
) 

5,
 6

, 
7,

 8
, 

9,
 

10
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

O
1 

O
2 

O
3 

O
5 

O
6 

O
7 

O
8 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 b

y 
co

ll
ea

gu
es

 o
n 

yo
ur

 a
bi

lit
y 

to
 d

ea
l 
ef

fe
ct

iv
el

y 
w

it
h 

re
la

ti
on

sh
ip

 d
if

fi
cu

lt
ie

s 
or

 c
on

fl
ic

ts
) 

1,
 2

, 
3.

 4
. 

6,
 

7,
 1

0 
- 

- 
- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

96
 

D
2
 D

ev
el

op
 p

ro
d
u
ct

iv
e 

w
or

ki
n
g 

re
la

ti
on

sh
ip

s 
w

it
h
 c

ol
le

ag
u
es

 a
n
d
 s

ta
ke

h
ol

d
er

s 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 a

ct
iv

it
ie

s 
an

d
 a

gr
ee

m
en

ts
 w

it
h
 w

or
k 

co
ll
ea

gu
es

 a
n
d
 s

ta
ke

h
ol

d
er

s 
th

at
 y

ou
 h

av
e 

co
m

p
le

te
d
 s

u
cc

es
sf

u
ll
y:

 

 
no

te
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 in
fo

rm
at

io
n 

yo
u 

ha
ve

 c
ol

le
ct

ed
 o

n 
de

ve
lo

pm
en

ts
 i
n 

th
e 

or
ga

ni
sa

ti
on

 
an

d 
it

s 
en

vi
ro

nm
en

t 
th

at
 w

ill
 b

 o
f 

in
te

re
st

 t
o 

co
ll
ea

gu
es

 a
nd

 s
ta

ke
ho

ld
er

s 
7,

 1
1 

2,
 3

, 
6,

 7
, 

20
 

1,
 2

, 
5 

5 

 
re

co
rd

s 
of

 n
ew

 s
ta

ke
ho

ld
er

s 
yo

u 
ha

ve
 m

et
 o

r 
ha

ve
 i
de

nt
if

ie
d 

3,
 7

 
1,

 2
, 

3 
5 

3 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 f
or

m
al

 a
nd

 i
nf

or
m

al
 m

ee
ti

ng
s 

w
it

h 
co

ll
ea

gu
es

 a
nd

 w
it

h 
st

ak
eh

ol
de

rs
 r

el
at

in
g 

to
 c

on
su

lt
at

io
ns

, 
de

ci
si

on
s 

an
d 

ag
re

em
en

ts
 f

or
 a

ct
io

n 
by

 y
ou

 a
nd

 y
ou

r 
pe

rf
or

m
an

ce
 in

 r
el

at
io

n 
to

 t
he

se
 c

on
su

lt
at

io
ns

, 
de

ci
si

on
s 

an
d 

ag
re

em
en

ts
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
, 

11
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

4,
 

15
, 

16
, 

17
 

1,
 2

, 
3,

 4
, 

5 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
10

 

 
em

ai
ls

, 
m

em
os

 a
nd

 o
th

er
 c

or
re

sp
on

de
nc

e 
w

it
h 

co
ll
ea

gu
es

 a
nd

 w
it

h 
st

ak
eh

ol
de

rs
 r

el
at

in
g 

to
 

de
ci

si
on

s 
yo

u 
ha

ve
 t

ak
en

, 
ac

ti
on

s 
yo

u 
ha

ve
 a

gr
ee

d 
to

 u
nd

er
ta

ke
 a

nd
 y

ou
r 

pe
rf

or
m

an
ce

 in
 

re
la

ti
on

 t
o 

th
es

e 
ag

re
em

en
ts

 

1,
 2

, 
4,

 5
, 

7,
 

8,
 9

, 
10

, 
11

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

4,
 

15
, 

16
, 

17
 

1,
 2

, 
3,

 4
, 

5 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
10

, 
11

 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 t

he
 n

at
ur

e 
an

d 
ef

fe
ct

iv
en

es
s 

of
 y

ou
r 

re
la

ti
on

sh
ip

s 
w

it
h 

w
or

k 
co

ll
ea

gu
es

 a
nd

 y
ou

r 
fu

lf
ilm

en
t 

of
 y

ou
r 

co
m

m
it

m
en

ts
 t

o 
th

em
) 

2,
 3

, 
7,

 9
 

1,
 5

, 
6,

 7
, 

8,
 9

 
1,

 2
, 

3,
 4

, 
5 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
10

 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
10

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 b

y 
co

ll
ea

gu
es

 o
n 

th
e 

na
tu

re
 a

nd
 e

ff
ec

ti
ve

ne
ss

 o
f 

yo
ur

 
re

la
ti

on
sh

ip
s 

w
it

h 
th

em
 a

nd
 y

ou
r 

fu
lf

ilm
en

t 
of

 y
ou

r 
co

m
m

it
m

en
ts

 t
o 

th
em

) 
1,

 2
, 

4,
 5

, 
6,

 
7,

 8
, 

10
, 

11
 

- 
- 

- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

97
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 r

el
at

io
n
sh

ip
 o

r 
ot

h
er

 d
if

fi
cu

lt
ie

s 
or

 c
on

fl
ic

ts
 w

it
h
 w

or
k 

co
ll
ea

gu
es

 a
n
d
 s

ta
ke

h
ol

d
er

s 
th

at
 y

ou
 h

av
e 

su
cc

es
sf

u
ll
y 

ad
dr

es
se

d
 a

n
d
 

fe
ed

b
ac

k 
yo

u
 h

av
e 

gi
ve

n
 a

n
d
 r

ec
ei

ve
d
: 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 f
or

m
al

 a
nd

 i
nf

or
m

al
 m

ee
ti

ng
s 

w
it

h 
co

ll
ea

gu
es

 a
nd

 
st

ak
eh

ol
de

rs
 r

el
at

in
g 

to
 d

if
fi

cu
lt

ie
s 

or
 c

on
fl

ic
ts

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
9,

 1
0,

 1
1 

1,
 4

, 
5,

 9
, 

11
, 

12
, 

13
, 

14
, 

15
, 

16
, 

17
 

2,
 3

, 
4 

2,
 3

, 
8,

 
9,

 1
0,

 
11

 

 
em

ai
ls

, 
m

em
os

 a
nd

 o
th

er
 c

or
re

sp
on

de
nc

e 
w

it
h 

co
ll
ea

gu
es

 a
nd

 s
ta

ke
ho

ld
er

s 
re

la
ti

ng
 t

o 
di

ff
ic

ul
ti

es
 o

r 
co

nf
lic

ts
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
9,

 1
0,

 
11

 

1,
 4

, 
5,

 9
, 

11
, 

12
, 

13
, 

14
, 

15
, 

16
, 

17
 

2,
 3

, 
4 

2,
 3

, 
8,

 
9,

 1
0,

 
11

 

 
no

te
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

ve
rb

al
 f

ee
db

ac
k 

an
d 

co
pi

es
 o

f 
m

em
os

, 
em

ai
ls

 a
nd

 l
et

te
rs

 y
ou

 h
av

e 
se

nt
 i
n 

w
hi

ch
 y

ou
 h

av
e 

gi
ve

n 
fe

ed
ba

ck
 t

o 
co

ll
ea

gu
es

 a
nd

 s
ta

ke
ho

ld
er

s 
1,

 2
, 

3,
 9

, 
10

, 
11

 

11
, 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
, 

19
 

3,
 4

 
2,

 3
, 

6,
 

8,
 9

, 
10

, 
11

 

 
no

te
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

ve
rb

al
 f

ee
db

ac
k 

an
d 

co
pi

es
 o

f 
m

em
os

, 
em

ai
ls

 a
nd

 l
et

te
rs

 y
ou

 h
av

e 
re

ce
iv

ed
 i
n 

w
hi

ch
 c

ol
le

ag
ue

s 
an

d 
st

ak
eh

ol
de

rs
 h

av
e 

gi
ve

n 
fe

ed
ba

ck
 t

o 
yo

u 
2,

 1
1 

11
, 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
, 

19
 

3,
 4

 
2,

 3
, 

6,
 

8,
 9

, 
10

, 
11

 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ab
il
it

y 
to

 m
on

it
or

 a
nd

 r
ev

ie
w

 t
he

 e
ff

ec
ti

ve
ne

ss
 o

f 
re

la
ti

on
sh

ip
s 

w
it

h 
co

ll
ea

gu
es

 a
nd

 s
ta

ke
ho

ld
er

s 
an

d 
to

 d
ea

l 
ef

fe
ct

iv
el

y 
w

it
h 

di
ff

ic
ul

ti
es

 o
r 

co
nf

lic
ts

) 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

9,
 1

0,
 1

1 

9,
 1

0,
 1

1,
 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
, 

19
 

2,
 3

, 
4 

9,
 1

0,
 

11
 

O
1 

O
2 

O
3 

O
4 

O
7 

O
8 

O
9 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 b

y 
co

ll
ea

gu
es

 a
nd

 s
ta

ke
ho

ld
er

s 
on

 y
ou

r 
ab

ili
ty

 t
o 

de
al

 
ef

fe
ct

iv
el

y 
w

it
h 

di
ff

ic
ul

ti
es

 o
r 

co
nf

lic
ts

) 
1,

 2
, 

4,
 5

, 
6,

 
7,

 8
, 

10
, 

11
 

- 
- 

- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

98
 

D
3
 R

ec
ru

it
, 

se
le

ct
 a

n
d
 k

ee
p
 c

ol
le

ag
u
es

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

D
at

a 
on

 s
ta

ff
 t

u
rn

ov
er

, 
re

co
rd

s 
of

 e
xi

t 
in

te
rv

ie
w

s 
an

d
 s

tr
at

eg
ie

s 
fo

r 
re

ta
in

in
g 

st
af

f:
 

 
sp

re
ad

sh
ee

ts
 a

nd
 o

th
er

 r
ec

or
ds

 o
f 

st
af

f 
tu

rn
ov

er
 y

ou
 h

av
e 

co
m

pi
le

d 
an

d 
an

al
ys

es
 t

o 
id

en
ti

fy
 

pa
tt

er
ns

 a
nd

 t
re

nd
s 

2,
 4

 
1,

 3
, 

4 
1 

4 

 
no

te
s 

or
 r

ec
or

ds
 o

f 
fo

rm
al

 s
ta

ff
 e

xi
t 

in
te

rv
ie

w
s 

an
d 

in
fo

rm
al

 f
ee

db
ac

k 
fr

om
 s

ta
ff

 l
ea

vi
ng

 t
he

 
or

ga
ni

sa
ti

on
, 

an
d 

su
m

m
ar

ie
s 

or
 a

na
ly

se
s 

of
 t

he
 i
nf

or
m

at
io

n 
co

ll
ec

te
d 

2,
 5

 
1,

 2
, 

3,
 4

 
1,

 2
 

4 

O
1 

O
2 

 
re

po
rt

s,
 p

ro
po

sa
ls

, 
ac

ti
on

 p
la

ns
 a

nd
 o

th
er

 r
ec

or
ds

 o
f 

st
ra

te
gi

es
 y

ou
 h

av
e 

de
ve

lo
pe

d 
fo

r 
re

du
ci

ng
 s

ta
ff

 t
ur

no
ve

r 
2,

 3
, 

8 
1,

 2
, 

3,
 4

, 
5 

1,
 2

 
1,

 2
, 

4,
 9

 

R
ev

ie
w

s 
of

 t
h
e 

w
or

kf
or

ce
 i
n
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 
th

at
 y

ou
 h

av
e 

or
ga

n
is

ed
 o

r 
p
re

pa
re

d
: 

 
an

al
ys

es
 o

f 
bu

si
ne

ss
 a

nd
/o

r 
op

er
at

io
na

l 
pl

an
s 

to
 i
de

nt
if

y 
lik

el
y 

fu
tu

re
 e

m
pl

oy
m

en
t 

re
qu

ir
em

en
ts

 (
nu

m
be

rs
 o

f 
pe

op
le

, 
sk

ill
s 

le
ve

ls
, 

em
pl

oy
m

en
t 

pa
tt

er
ns

, 
et

c)
 

2,
 3

, 
6,

 9
, 

10
 

6 
3 

1,
 2

, 
3 

 
re

vi
ew

s 
of

 c
ur

re
nt

 w
or

kf
or

ce
 p

ro
fi

le
 (

nu
m

be
rs

, 
sk

ill
 l
ev

el
s,

 a
ge

, 
et

c)
 t

o 
id

en
ti

fy
 a

ny
 

po
te

nt
ia

l 
sh

or
tf

al
ls

 i
n 

re
qu

ir
em

en
ts

 
1,

 6
, 

9 
6 

3 
1,

 2
, 

3 

 
no

te
s,

 e
m

ai
ls

, 
m

em
os

 o
r 

ot
he

r 
re

co
rd

s 
of

 d
is

cu
ss

io
ns

 w
it

h 
co

ll
ea

gu
es

 t
o 

id
en

ti
fy

 p
os

si
bl

e 
so

lu
ti

on
s 

to
 c

ur
re

nt
 o

r 
po

te
nt

ia
l 
w

or
kf

or
ce

 r
eq

ui
re

m
en

ts
 

1,
 6

, 
9 

7 
3 

1,
 2

, 
3,

 9
 

 
re

po
rt

s 
or

 p
ro

po
sa

ls
 y

ou
 h

av
e 

pr
ep

ar
ed

 f
or

 a
dd

re
ss

in
g 

cu
rr

en
t 

or
 p

ot
en

ti
al

 w
or

kf
or

ce
 

re
qu

ir
em

en
ts

 (
eg

 r
ec

ru
it

m
en

t,
 t

ra
ns

fe
r 

or
 p

ro
m

ot
io

n,
 t

ra
in

in
g,

 r
ed

un
da

nc
y,

 e
ar

ly
 

re
ti

re
m

en
t,

 e
tc

) 
1,

 3
, 

6,
 7

, 
9 

7 
3 

1,
 2

, 
3 

O
3 

O
4 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

de
ve

lo
pi

ng
 s

tr
at

eg
ie

s 
to

 a
dd

re
ss

 c
ur

re
nt

 o
r 

po
te

nt
ia

l 
w

or
kf

or
ce

 r
eq

ui
re

m
en

ts
) 

 
1,

 3
, 

6 
6,

 7
 

3 
1,

 2
, 

3 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

99
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

ro
le

 In
 t

h
e 

re
cr

u
it

m
en

t 
an

d
 s

el
ec

ti
on

 o
f 

n
ew

 s
ta

ff
: 

 
no

te
s 

of
 d

is
cu

ss
io

ns
 a

bo
ut

, 
an

d 
co

pi
es

 o
f,

 j
ob

 d
es

cr
ip

ti
on

s 
an

d 
pe

rs
on

 s
pe

ci
fi

ca
ti

on
s 

yo
u 

ha
ve

 d
ev

el
op

ed
 

1,
 3

, 
4,

 6
, 

7 
8,

 1
3,

 1
4 

2,
 3

 
5 

 
no

te
s,

 e
m

ai
ls

, 
m

em
os

 o
r 

ot
he

r 
re

co
rd

s 
of

 d
is

cu
ss

io
ns

 a
bo

ut
 t

he
 r

ec
ru

it
m

en
t 

an
d 

se
le

ct
io

n 
pr

oc
es

s 
fo

r 
ne

w
 s

ta
ff

 a
nd

 y
ou

r 
pr

op
os

al
s 

fo
r 

se
le

ct
io

n 
cr

it
er

ia
 

1,
 4

, 
6,

 8
, 

9 
9,

 1
0,

 1
1,

 
13

, 
14

 
2,

 3
 

6,
 8

, 
9 

 
no

te
s 

of
 i
nt

er
vi

ew
s 

or
 r

ec
or

ds
 o

f 
ot

he
r 

se
le

ct
io

n 
pr

oc
es

s 
yo

u 
ha

ve
 e

ng
ag

ed
 in

 
5,

 6
, 

9 
10

, 
12

, 
14

 
2,

 3
 

7,
 8

 

 
re

po
rt

s,
 e

m
ai

ls
, 

m
em

os
 o

r 
ot

he
r 

re
co

rd
s 

of
 y

ou
r 

ev
al

ua
ti

on
 o

f 
th

e 
re

cr
ui

tm
en

t 
an

d 
se

le
ct

io
n 

pr
oc

es
s 

9 
13

, 
14

, 
15

 
2,

 3
 

8 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

re
cr

ui
ti

ng
 a

nd
 s

el
ec

ti
ng

 n
ew

 s
ta

ff
) 

1,
 3

, 
9 

8,
 9

, 
10

, 
11

, 
12

, 
13

, 
14

, 
15

 
2,

 3
 

6,
 7

, 
8 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
0 

D
4
 P

la
n
 t

h
e 

w
or

kf
or

ce
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

W
or

kf
or

ce
 r

ev
ie

w
s 

th
at

 y
ou

 h
av

e 
or

ga
n
is

ed
 o

r 
p
re

p
ar

ed
: 

 
an

al
ys

es
 o

f 
st

ra
te

gi
c,

 b
us

in
es

s 
an

d/
or

 o
pe

ra
ti

on
al

 p
la

ns
 t

o 
fo

re
ca

st
 l
ik

el
y 

fu
tu

re
 

em
pl

oy
m

en
t 

re
qu

ir
em

en
ts

 (
nu

m
be

rs
 o

f 
pe

op
le

, 
sk

ill
s 

le
ve

ls
, 

em
pl

oy
m

en
t 

pa
tt

er
ns

, 
et

c)
 

4,
 7

 
2,

 4
, 

5,
 7

, 
8 

2,
 3

, 
4,

 5
 

1,
 5

, 
7 

 
an

al
ys

es
 o

f 
re

cr
ui

tm
en

t 
an

d 
em

pl
oy

m
en

t 
da

ta
 a

nd
 o

f 
th

e 
re

le
va

nt
 p

op
ul

at
io

n 
fr

om
 w

hi
ch

 
re

cr
ui

ts
 a

re
 d

ra
w

n 
to

 i
de

nt
if

y 
st

at
is

ti
ca

l 
di

sp
ar

it
ie

s 
in

 t
he

 j
ob

 a
pp

lic
at

io
ns

, 
se

le
ct

io
n,

 
em

pl
oy

m
en

t 
, 

re
te

nt
io

n 
an

d 
pr

om
ot

io
n 

to
 i
de

nt
if

y 
an

y 
ev

id
en

ce
 o

f 
po

or
 e

m
pl

oy
m

en
t 

pr
ac

ti
ce

, 
po

ss
ib

le
 d

is
cr

im
in

at
io

n 
or

 u
ni

nt
en

ti
on

al
 b

ar
ri

er
s 

to
 p

ar
ti

cu
la

r 
gr

ou
ps

 

1,
 2

, 
3 

2,
 4

, 
5 

1,
 2

, 
3,

 4
, 

5 
2,

 3
, 

4,
 6

, 
7 

 
su

rv
ey

s 
of

 t
he

 c
ur

re
nt

 w
or

kf
or

ce
 t

o 
id

en
ti

fy
 t

he
ir

 e
xp

er
ie

nc
es

 a
nd

 p
er

ce
pt

io
ns

 o
f,

 a
nd

 t
he

ir
 

at
ti

tu
de

s 
to

, 
th

ei
r 

em
pl

oy
m

en
t 

co
nd

it
io

ns
  

1,
 2

, 
3 

2,
 4

, 
5 

1,
 2

, 
3,

 5
 

2,
 3

, 
4,

 5
, 

6,
 7

 

 
su

rv
ey

s 
or

 r
ec

or
ds

 o
f 

de
br

ie
fi

ng
s 

of
 (

su
cc

es
sf

ul
 a

nd
 u

ns
uc

ce
ss

fu
l)

 a
pp

li
ca

nt
s 

to
 i
de

nt
if

y 
th

ei
r 

vi
ew

s 
of

 t
he

 e
m

pl
oy

m
en

t 
pr

os
pe

ct
s 

in
 t

he
 o

rg
an

is
at

io
n 

1,
 3

 
2,

 4
, 

5 
1,

 2
, 

3,
 5

 
6,

 7
 

 
re

po
rt

s 
or

 o
th

er
 o

ut
co

m
es

 o
f 

re
vi

ew
s 

yo
u 

ha
ve

 u
nd

er
ta

ke
n 

of
 t

he
 s

ys
te

m
s 

fo
r 

re
co

rd
in

g 
an

d 
m

on
it

or
in

g 
em

pl
oy

m
en

t 
(e

g 
co

ll
ec

ti
ng

 a
nd

 a
na

ly
si

ng
 d

at
a 

on
 r

ec
ru

it
m

en
t,

 r
et

en
ti

on
, 

de
ve

lo
pm

en
t,

 p
ro

m
ot

io
n,

 t
im

ek
ee

pi
ng

, 
at

te
nd

an
ce

, 
et

c)
 

2,
 3

, 
5,

 6
 

2,
 4

, 
5 

2,
 4

 
2,

 3
, 

4,
 7

 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 m
ee

ti
ng

s 
yo

u 
ha

ve
 h

ad
 w

it
h 

co
ll
ea

gu
es

 a
nd

 c
on

su
lt

an
ts

 
to

 r
ev

ie
w

 t
he

 o
rg

an
is

at
io

n’
s 

w
or

kf
or

ce
 p

la
nn

in
g 

st
ra

te
gy

 
1,

 2
, 

3,
 4

, 
7 

1,
 2

, 
4,

 5
 

1,
 2

, 
3,

 4
, 

5 
2,

 3
, 

4,
 5

, 
6,

 7
 

 
br

ie
fi

ng
s,

 n
ot

es
 o

f 
m

ee
ti

ng
s,

 l
et

te
rs

 a
nd

 o
th

er
 d

oc
um

en
ts

 y
ou

 h
av

e 
pr

od
uc

ed
 t

o 
co

m
m

is
si

on
 

ex
te

rn
al

 c
on

su
lt

an
ts

 o
r 

sp
ec

ia
lis

t 
st

af
f 

to
 r

ev
ie

w
 e

m
pl

oy
m

en
t 

pr
ac

ti
ce

s 
an

d 
fu

tu
re

 
w

or
kf

or
ce

 n
ee

ds
 

1,
 2

, 
8 

1,
 3

 
1,

 2
, 

3,
 4

, 
5 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

O
1 

O
2 

O
3 

O
4 

O
6 

O
8 

O
9 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

ng
 o

n 
yo

ur
 r

ol
e 

in
 a

na
ly

si
ng

 a
nd

 r
ev

ie
w

in
g 

cu
rr

en
t 

em
pl

oy
m

en
t 

pr
ac

ti
ce

s 
an

d 
fu

tu
re

 w
or

kf
or

ce
 n

ee
ds

) 
1,

 2
, 

3,
 7

 
1,

 2
, 

3,
 4

, 
5 

1,
 2

, 
3,

 4
, 

5 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
1 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

W
or

kf
or

ce
 p

la
n
s 

th
at

 y
ou

 h
av

e 
or

ga
n
is

ed
 o

r 
p
re

p
ar

ed
: 

 
pr

op
os

al
s 

fo
r 

fu
tu

re
 w

or
kf

or
ce

 r
ef

or
m

 o
r 

re
st

ru
ct

ur
in

g,
 r

ec
ru

it
m

en
t 

or
 r

ed
un

da
nc

y,
 

em
pl

oy
ee

 d
ev

el
op

m
en

t,
 a

nd
 o

th
er

 c
ha

ng
es

 t
o 

br
in

g 
th

e 
w

or
kf

or
ce

 p
ro

fi
le

 i
nt

o 
lin

e 
w

it
h 

st
ra

te
gi

c,
 b

us
in

es
s 

or
 o

pe
ra

ti
on

al
 p

la
ns

 

1,
 2

, 
4,

 5
, 

6,
 

7,
 8

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 
1,

 2
, 

3,
 4

, 
5 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

 
re

po
rt

s 
or

 p
ro

po
sa

ls
 y

ou
 h

av
e 

pr
ep

ar
ed

 t
o 

pr
op

os
e 

im
pr

ov
em

en
ts

 t
o 

th
e 

or
ga

ni
sa

ti
on

’s
 

re
cr

ui
tm

en
t,

 w
or

kf
or

ce
 d

ev
el

op
m

en
t 

an
d 

su
cc

es
si

on
 p

la
nn

in
g 

st
ra

te
gy

 o
r 

em
pl

oy
m

en
t 

co
nd

it
io

ns
 t

o 
br

in
g 

th
em

 i
nt

o 
lin

e 
w

it
h 

fu
tu

re
 w

or
kf

or
ce

 r
eq

ui
re

m
en

ts
 a

nd
 w

it
h 

le
ga

l 
an

d 
so

ci
al

 r
es

po
ns

ib
il
it

ie
s 

1,
 2

, 
3,

 4
, 

5,
 

7,
 8

 
2,

 3
, 

4,
 5

, 
6,

 7
, 

8 
1,

 2
, 

3,
 4

, 
5 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 m
ee

ti
ng

s 
to

 d
is

cu
ss

 f
ut

ur
e 

w
or

kf
or

ce
 s

tr
at

eg
y 

an
d 

pl
an

s 
or

 p
ro

po
sa

ls
 t

o 
al

ig
n 

th
e 

w
or

kf
or

ce
 t

o 
fu

tu
re

 n
ee

ds
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 
1,

 2
, 

3,
 4

, 
5 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

 
br

ie
fi

ng
s,

 n
ot

es
 o

f 
m

ee
ti

ng
s,

 l
et

te
rs

 a
nd

 o
th

er
 d

oc
um

en
ts

 y
ou

 h
av

e 
pr

od
uc

ed
 t

o 
co

m
m

is
si

on
 

ex
te

rn
al

 c
on

su
lt

an
ts

 o
r 

sp
ec

ia
lis

t 
st

af
f 

to
 p

la
n 

fu
tu

re
 e

m
pl

oy
m

en
t 

pr
ac

ti
ce

s 
an

d 
w

or
kf

or
ce

 
ne

ed
s 

1,
 4

, 
7,

 8
 

1,
 3

 
1,

 2
, 

3,
 4

, 
5 

1,
 2

, 
3,

 4
, 

5,
 6

, 

 
ne

w
sl

et
te

rs
, 

re
co

rd
s 

of
 p

re
se

nt
at

io
ns

, 
no

te
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

m
ee

ti
ng

s 
w

it
h 

w
or

kf
or

ce
 

re
pr

es
en

ta
ti

ve
s 

an
d 

ot
he

r 
co

m
m

un
ic

at
io

ns
 y

ou
 h

av
e 

pr
ep

ar
ed

 t
o 

co
m

m
un

ic
at

e 
fu

tu
re

 
w

or
kf

or
ce

 s
tr

at
eg

y 
to

 e
m

pl
oy

ee
s 

6,
 8

 
1,

 4
, 

5,
 6

, 
8 

1,
 2

, 
3,

 4
, 

5 
1,

 2
, 

7 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

ng
 o

n 
yo

ur
 r

ol
e 

in
 p

la
nn

in
g 

fu
tu

re
 e

m
pl

oy
m

en
t 

pr
ac

ti
ce

s 
an

d 
fu

tu
re

 w
or

kf
or

ce
 n

ee
ds

) 
1,

 2
, 

3,
 4

, 
7 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

1,
 2

, 
3,

 4
, 

5 
1,

 2
, 

3,
 4

, 
6,

 7
 

  



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
2 

D
5
 A

ll
oc

at
e 

an
d
 c

h
ec

k 
w

or
k 

in
 y

ou
r 

te
am

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 w

or
k 

al
lo

ca
ti

on
 t

o 
yo

u
r 

te
am

 a
n
d
 i
ts

 m
em

b
er

s:
 

 
no

te
s 

of
 m

ee
ti

ng
s 

w
it

h 
yo

ur
 m

an
ag

er
, 

sc
he

du
le

s 
an

d 
ot

he
r 

do
cu

m
en

ts
 r

ec
or

di
ng

 t
he

 w
or

k 
re

qu
ir

ed
 f

ro
m

 y
ou

r 
te

am
, 

an
d 

an
y 

pr
io

ri
ti

es
 

7,
 8

 
2,

 3
, 

4,
 1

1 
1 

1,
 2

, 
3,

 4
 

 
de

ta
ile

d 
w

or
k 

sc
he

du
le

s,
 t

im
et

ab
le

s 
an

d 
ot

he
r 

pl
an

s 
fo

r 
in

di
vi

du
al

 a
nd

 t
ea

m
 w

or
k 

ac
ti

vi
ti

es
, 

ta
sk

s,
 p

ro
du

ct
io

n 
ta

rg
et

s 
or

 o
th

er
 w

ay
s 

of
 d

ef
in

in
g 

w
or

kl
oa

ds
 

2,
 3

, 
5,

 7
, 

8,
 

10
 

3,
 4

, 
5,

 1
1 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

8,
 9

 

 
no

te
s 

of
 t

ea
m

 b
ri

ef
in

gs
 t

o 
al

lo
ca

te
 i
nd

iv
id

ua
l 

an
d 

te
am

 w
or

k 
ac

ti
vi

ti
es

, 
ta

sk
s,

 t
ar

ge
ts

, 
et

c 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

9 
1,

 5
, 

6,
 7

, 
9,

 1
1 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
  

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 t

he
 p

ro
ce

ss
 a

nd
 r

ea
so

ni
ng

 b
eh

in
d 

w
or

k 
al

lo
ca

ti
on

, 
in

cl
ud

in
g 

w
or

k 
pr

io
ri

ti
es

, 
av

ai
la

bi
lit

y 
of

 r
es

ou
rc

es
, 

an
d 

th
e 

re
la

ti
ve

 a
bi

li
ti

es
 a

nd
 

de
ve

lo
pm

en
t 

ne
ed

s 
of

 t
ea

m
 m

em
be

rs
) 

3,
 5

, 
7,

 8
, 

10
 

3,
 4

, 
5,

 6
, 

11
 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

, 
9 

O
1 

O
2 

O
3 

O
4 

O
5 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
th

e 
pr

oc
es

s 
of

 w
or

k 
al

lo
ca

ti
on

 a
nd

 p
er

ce
pt

io
ns

 o
f 

it
s 

fa
ir

ne
ss

, 
ap

pr
op

ri
at

en
es

s 
an

d 
cl

ar
it

y)
 

1,
 4

, 
5,

 6
, 

9 
- 

- 
- 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
3 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 t

h
e 

q
u
al

it
y 

an
d
 q

u
an

ti
ty

 o
f 

th
e 

te
am

’s
 o

u
tp

u
t:

 

 
re

co
rd

s 
of

 t
he

 m
on

it
or

in
g 

of
 w

or
k 

ou
tp

ut
/p

ro
du

ct
io

n 
fo

r 
qu

al
it

y,
 c

on
si

st
en

cy
 w

it
h 

sp
ec

if
ic

at
io

ns
, 

et
c 

(e
g 

qu
al

it
y 

co
nt

ro
l 
ch

ar
ts

, 
et

c)
 t

ha
t 

yo
u 

ha
ve

 c
ol

le
ct

ed
 

2,
 5

, 
7,

 8
 

1,
 8

, 
9,

 
12

, 
13

, 
14

, 
15

 
1 

1,
 2

, 
3,

 4
. 

 
re

co
rd

s 
of

 i
nd

iv
id

ua
l 
an

d 
te

am
 w

or
k 

ou
tp

ut
 o

r 
pr

od
uc

ti
on

 r
ec

or
ds

, 
pr

od
uc

ti
on

/o
pe

ra
ti

on
al

 
re

po
rt

s 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

, 
et

c 
2,

 5
, 

7,
 8

 
1,

 8
, 

9,
 

12
, 

13
, 

14
, 

15
 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

8 

 
no

te
s,

 r
ep

or
ts

, 
re

co
m

m
en

da
ti

on
s 

to
 m

an
ag

er
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

pr
ob

le
m

s 
or

 c
ri

ti
ca

l 
in

ci
de

nt
s 

an
d 

ac
ti

on
 y

ou
 h

av
e 

ta
ke

n 
in

 r
el

at
io

n 
to

 s
up

pl
ie

d 
m

at
er

ia
ls

; 
eq

ui
pm

en
t,

 v
eh

ic
le

s 
or

 f
ac

ili
ti

es
; 

pr
od

uc
t/

se
rv

ic
e 

qu
al

it
y;

 h
ea

lt
h,

 s
af

et
y 

or
 s

ec
ur

it
y;

 c
us

to
m

er
s;

 o
r 

te
am

 
m

em
be

rs
’ 

w
or

k 
pe

rf
or

m
an

ce
 (

in
cl

ud
in

g 
is

su
es

 r
eq

ui
ri

ng
 d

is
ci

pl
in

ar
y 

ac
ti

on
, 

an
d 

tr
ai

ni
ng

 o
r 

co
ac

hi
ng

 a
ct

iv
it

y 
yo

u 
ha

ve
 u

nd
er

ta
ke

n)
 

4,
 5

, 
7,

 8
 

4,
 8

, 
12

, 
12

, 
14

, 
15

 
1 

1,
 2

, 
3,

 5
, 

6,
 7

, 
8,

 9
, 

10
, 

11
, 

12
 

 
no

te
s,

 e
m

ai
ls

, 
m

em
os

 o
r 

ot
he

r 
re

co
rd

s 
of

 f
or

m
al

 o
r 

in
fo

rm
al

 f
ee

db
ac

k 
or

 p
er

fo
rm

an
ce

 
ap

pr
ai

sa
l 
of

 t
ea

m
 m

em
be

rs
  

2,
 5

, 
9 

1,
 6

, 
7,

 8
, 

9,
 1

0,
 1

3,
 

15
 

1,
 2

 
1,

 2
, 

5,
 6

, 
7,

 8
, 

9,
 

10
, 

11
, 

12
 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 o

w
n 

ro
le

 i
n 

de
al

in
g 

w
it

h 
pr

ob
le

m
s 

or
 c

ri
ti

ca
l 

in
ci

de
nt

s 
af

fe
ct

in
g 

th
e 

te
am

 a
nd

 it
s 

pe
rf

or
m

an
ce

, 
an

d 
ho

w
 y

ou
 e

nc
ou

ra
ge

 t
he

 t
ea

m
 a

nd
 

in
di

vi
du

al
 m

em
be

rs
 t

o 
w

or
k 

to
 t

he
 b

es
t 

of
 t

he
ir

 a
bi

lit
y 

to
 a

ch
ie

ve
 o

r 
ex

ce
ed

 t
ar

ge
ts

 f
or

 
qu

al
it

y 
an

d 
qu

an
ti

ty
 o

f 
pr

od
uc

ts
 o

r 
se

rv
ic

es
) 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
 

4,
 8

, 
12

, 
12

, 
14

, 
15

 
1,

 2
 

1,
 2

, 
5,

 6
, 

7,
 8

, 
9,

 
10

, 
11

, 
12

 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 o

w
n 

ro
le

 i
n 

de
al

in
g 

w
it

h 
pr

ob
le

m
s 

or
 c

ri
ti

ca
l 

in
ci

de
nt

s 
af

fe
ct

in
g 

th
e 

te
am

 a
nd

 it
s 

pe
rf

or
m

an
ce

, 
an

d 
ho

w
 y

ou
 e

nc
ou

ra
ge

 t
he

 t
ea

m
 a

nd
 

in
di

vi
du

al
 m

em
be

rs
 t

o 
w

or
k 

to
 t

he
 b

es
t 

of
 t

he
ir

 a
bi

lit
y 

to
 a

ch
ie

ve
 o

r 
ex

ce
ed

 t
ar

ge
ts

 f
or

 
qu

al
it

y 
an

d 
qu

an
ti

ty
 o

f 
pr

od
uc

ts
 o

r 
se

rv
ic

es
) 

1,
 2

, 
4,

 5
, 

6,
 

9 
- 

- 
- 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
4 

D
6
 A

ll
oc

at
e 

an
d
 m

on
it

or
 t

h
e 

p
ro

gr
es

s 
an

d
 q

u
al

it
y 

of
 w

or
k 

in
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 w

or
k 

al
lo

ca
ti

on
 t

o 
p
eo

p
le

 a
n
d
 t

ea
m

s 
in

 y
ou

r 
ar

ea
 o

f 
re

sp
on

si
b
il
it

y:
 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

w
it

h 
yo

ur
 m

an
ag

er
 r

eg
ar

di
ng

 t
he

 w
or

k 
re

qu
ir

ed
 f

ro
m

 y
ou

r 
te

am
, 

an
d 

an
y 

pr
io

ri
ti

es
 

1,
 2

, 
4,

 9
, 

10
 

1,
 2

, 
3,

 1
8 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
7 

 
bu

si
ne

ss
, 

op
er

at
io

na
l 
or

 p
ro

du
ct

io
n 

pl
an

s 
or

 s
ch

ed
ul

es
 a

nd
 o

th
er

 d
oc

um
en

ts
 i
de

nt
if

yi
ng

 t
he

 
w

or
k 

re
qu

ir
ed

 f
ro

m
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

bi
li
ty

 t
ha

t 
yo

u 
ha

ve
 a

gr
ee

d,
 a

nd
 a

ny
 p

ri
or

it
ie

s 
yo

u 
ha

ve
 i
de

nt
if

ie
d 

1,
 2

, 
4,

 7
, 

9,
 

10
 

1,
 2

, 
3,

 1
8 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
7 

 
de

ta
il
ed

 w
or

k 
pl

an
s 

or
 s

ch
ed

ul
es

, 
ti

m
et

ab
le

s 
an

d 
ot

he
r 

pl
an

s 
fo

r 
in

di
vi

du
al

s’
 a

nd
 t

ea
m

s’
 

w
or

k 
ac

ti
vi

ti
es

, 
ta

sk
s,

 p
ro

du
ct

io
n 

ta
rg

et
s 

or
 o

th
er

 w
ay

s 
of

 d
ef

in
in

g 
w

or
kl

oa
ds

 
1,

 2
, 

4,
 7

, 
9,

 
10

, 
11

 
3,

 4
, 

5,
 6

, 
18

 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7 

 
no

te
s 

of
 m

ee
ti

ng
s 

an
d 

br
ie

fi
ng

s 
to

 d
is

cu
ss

 w
or

k 
pl

an
s 

or
 s

ch
ed

ul
es

, 
ti

m
et

ab
le

s 
an

d 
al

lo
ca

te
 

in
di

vi
du

al
 a

nd
 t

ea
m

 w
or

k 
ac

ti
vi

ti
es

, 
ta

sk
s,

 p
ro

du
ct

io
n 

ta
rg

et
s,

 e
tc

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
, 

11
, 

12
 

3,
 4

, 
5,

 6
, 

7,
 8

, 
9 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 t

he
 p

ro
ce

ss
 a

nd
 r

ea
so

ni
ng

 b
eh

in
d 

w
or

k 
pl

an
ni

ng
 a

nd
 

al
lo

ca
ti

on
, 

in
cl

ud
in

g 
w

or
k 

pr
io

ri
ti

es
, 

av
ai

la
bi

lit
y 

of
 r

es
ou

rc
es

, 
an

d 
th

e 
re

la
ti

ve
 a

bi
li
ti

es
 a

nd
 

de
ve

lo
pm

en
t 

ne
ed

s 
of

 t
ea

m
 m

em
be

rs
) 

1,
 2

, 
3,

 4
, 

5,
 

6,
 8

, 
9,

 1
0,

 
11

, 
12

 

2,
 3

, 
4,

 5
, 

6,
 7

, 
8 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

O
1 

O
2 

O
3 

O
4 

O
5 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
th

e 
pr

oc
es

s 
of

 w
or

k 
pl

an
ni

ng
 a

nd
 a

ll
oc

at
io

n 
an

d 
pe

rc
ep

ti
on

s 
of

 i
ts

 f
ai

rn
es

s,
 a

pp
ro

pr
ia

te
ne

ss
 a

nd
 c

la
ri

ty
) 

3,
 6

, 
7,

 8
, 

11
, 

12
 

- 
- 

- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
5 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 t

h
e 

q
u
al

it
y 

an
d
 q

u
an

ti
ty

 o
f 

th
e 

w
or

k 
of

 p
eo

p
le

 a
n
d
 t

ea
m

s 
in

 y
ou

r 
ar

ea
 o

f 
re

sp
on

si
b
il
it

y:
 

 
re

co
rd

s 
of

 t
he

 m
on

it
or

in
g 

of
 w

or
k 

ou
tp

ut
/p

ro
du

ct
io

n 
fo

r 
qu

al
it

y,
 c

on
si

st
en

cy
 w

it
h 

sp
ec

if
ic

at
io

ns
, 

et
c 

(e
g 

qu
al

it
y 

co
nt

ro
l 
sa

m
pl

in
g 

re
co

rd
s,

 c
on

tr
ol

 c
ha

rt
s,

 e
tc

) 
th

at
 y

ou
 h

av
e 

co
ll
ec

te
d 

or
 c

om
m

is
si

on
ed

 
7,

 9
, 

10
 

10
, 

13
, 

14
, 

17
, 

18
 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7,

 9
 

 
re

co
rd

s 
of

 i
nd

iv
id

ua
l 
an

d 
te

am
 w

or
k 

ou
tp

ut
 o

r 
pr

od
uc

ti
on

 r
ec

or
ds

, 
pr

od
uc

ti
on

/o
pe

ra
ti

on
al

 
re

po
rt

s 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

, 
et

c 
1,

 7
, 

9,
 1

0 
13

, 
14

, 
15

, 
17

, 
18

 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 9

 

 
re

co
rd

s 
of

 a
ny

 c
ha

ng
es

 t
o 

w
or

k 
pl

an
s 

or
 s

ch
ed

ul
es

 t
ha

t 
yo

u 
ha

ve
 i
ni

ti
at

ed
 

1,
 4

, 
6,

 7
, 

9,
 

10
, 

12
 

14
, 

15
, 

16
, 

17
, 

18
 

1,
 2

 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7,

 9
 

 
no

te
s,

 r
ep

or
ts

, 
re

co
m

m
en

da
ti

on
s 

to
 m

an
ag

er
s 

or
 o

th
er

 r
ec

or
ds

 o
f 

pr
ob

le
m

s 
or

 c
ri

ti
ca

l 
in

ci
de

nt
s 

an
d 

ac
ti

on
 y

ou
 h

av
e 

ta
ke

n 
in

 r
el

at
io

n 
to

 s
up

pl
ie

d 
m

at
er

ia
ls

; 
eq

ui
pm

en
t,

 v
eh

ic
le

s 
or

 f
ac

ili
ti

es
; 

pr
od

uc
t/

se
rv

ic
e 

qu
al

it
y;

 h
ea

lt
h,

 s
af

et
y 

or
 s

ec
ur

it
y;

 c
us

to
m

er
s;

 o
r 

te
am

 
m

em
be

rs
’ 

w
or

k 
pe

rf
or

m
an

ce
 (

in
cl

ud
in

g 
is

su
es

 r
eq

ui
ri

ng
 d

is
ci

pl
in

ar
y 

ac
ti

on
, 

an
d 

tr
ai

ni
ng

 o
r 

co
ac

hi
ng

 a
ct

iv
it

y 
yo

u 
ha

ve
 o

rg
an

is
ed

 o
r 

un
de

rt
ak

en
) 

1,
 4

, 
5,

 6
, 

7,
 

9,
 1

0,
 1

2 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
 

1,
 2

 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
10

, 
11

, 
12

 

 
no

te
s,

 e
m

ai
ls

, 
m

em
os

 o
r 

ot
he

r 
re

co
rd

s 
of

 f
or

m
al

 o
r 

in
fo

rm
al

 f
ee

db
ac

k 
or

 p
er

fo
rm

an
ce

 
ap

pr
ai

sa
l 
of

 t
ea

m
 m

em
be

rs
  

3,
 5

, 
6,

 7
, 

8,
 

10
, 

11
, 

12
 

10
, 

11
, 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
 

1,
 2

 

1,
 4

, 
5,

 
6,

 7
, 

8,
 

9,
 1

0,
 

11
, 

12
 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 o

w
n 

ro
le

 i
n 

de
al

in
g 

w
it

h 
pr

ob
le

m
s 

or
 c

ri
ti

ca
l 

in
ci

de
nt

s 
af

fe
ct

in
g 

th
e 

te
am

 a
nd

 it
s 

pe
rf

or
m

an
ce

, 
an

d 
ho

w
 y

ou
 e

nc
ou

ra
ge

 t
he

 t
ea

m
 a

nd
 

in
di

vi
du

al
 m

em
be

rs
 t

o 
w

or
k 

to
 t

he
 b

es
t 

of
 t

he
ir

 a
bi

lit
y 

to
 a

ch
ie

ve
 o

r 
ex

ce
ed

 t
ar

ge
ts

 f
or

 
qu

al
it

y 
an

d 
qu

an
ti

ty
 o

f 
pr

od
uc

ts
 o

r 
se

rv
ic

es
) 

1,
 3

, 
5,

 6
, 

10
, 

11
, 

12
 

10
, 

11
, 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
 

1,
 2

 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
10

, 
11

, 
12

 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

O
13

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 o

w
n 

ro
le

 i
n 

de
al

in
g 

w
it

h 
pr

ob
le

m
s 

or
 c

ri
ti

ca
l 

in
ci

de
nt

s 
af

fe
ct

in
g 

th
e 

te
am

 a
nd

 it
s 

pe
rf

or
m

an
ce

, 
an

d 
ho

w
 y

ou
 e

nc
ou

ra
ge

 t
he

 t
ea

m
 a

nd
 

in
di

vi
du

al
 m

em
be

rs
 t

o 
w

or
k 

to
 t

he
 b

es
t 

of
 t

he
ir

 a
bi

lit
y 

to
 a

ch
ie

ve
 o

r 
ex

ce
ed

 t
ar

ge
ts

 f
or

 
qu

al
it

y 
an

d 
qu

an
ti

ty
 o

f 
pr

od
uc

ts
 o

r 
se

rv
ic

es
) 

3,
 6

, 
7,

 8
, 

11
, 

12
 

- 
- 

- 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
6 

D
7
 P

ro
vi

d
e 

le
ar

n
in

g 
op

p
or

tu
n
it

ie
s 

fo
r 

co
ll
ea

gu
es

  

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Id
en

ti
fi

ca
ti

on
 o

f 
d
ev

el
op

m
en

t 
n
ee

d
s,

 p
la

n
s 

to
 m

ee
t 

d
ev

el
op

m
en

t 
n
ee

d
s 

an
d
 m

on
it

or
in

g 
an

d
 r

ev
ie

w
 o

f 
d
ev

el
op

m
en

t 
ac

ti
vi

ty
: 

 
no

te
s,

 m
em

os
, 

em
ai

ls
 o

r 
ot

he
r 

re
co

rd
s 

of
 f

ee
db

ac
k 

an
d 

pe
rf

or
m

an
ce

 a
pp

ra
is

al
s/

re
vi

ew
s,

 
an

d 
of

 d
is

cu
ss

io
ns

 o
r 

id
en

ti
fi

ca
ti

on
 o

f 
le

ar
ni

ng
 a

nd
 d

ev
el

op
m

en
t 

pr
ef

er
en

ce
s 

an
d 

ne
ed

s 
(i

nc
lu

di
ng

 l
ea

rn
in

g 
st

yl
es

, 
pe

rs
on

al
 c

on
st

ra
in

ts
, 

le
ar

ni
ng

 d
is

ab
il
it

ie
s 

an
d 

di
ff

ic
ul

ti
es

 t
ha

t 
af

fe
ct

 l
ea

rn
in

g)
 

3,
 4

, 
5,

 6
, 

7,
 

8,
 9

, 
10

 

1,
 4

, 
5,

 6
, 

7,
 8

, 
12

, 
16

 
1,

 2
, 

3 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

8,
 1

0,
 

11
, 

12
 

 
de

ta
il
s 

of
 s

up
po

rt
 a

rr
an

ge
m

en
ts

 i
ns

id
e 

an
d 

ou
ts

id
e 

th
e 

or
ga

ni
sa

ti
on

 (
eg

 a
 t

ra
in

in
g 

de
pa

rt
m

en
t’

s 
or

 e
xt

er
na

l 
su

pp
li
er

’s
 a

ss
es

sm
en

t 
se

rv
ic

es
) 

th
at

 y
ou

 h
av

e 
id

en
ti

fi
ed

 a
nd

 
ar

ra
ng

ed
 f

or
 a

 c
ol

le
ag

ue
 t

o 
ac

ce
ss

 
2,

 3
, 

4,
 5

 
1,

 4
, 

12
, 

13
, 

16
 

1,
 2

, 
3 

5,
 6

, 
8,

 
9,

 1
0,

 
11

, 
12

 

 
tr

ai
ni

ng
 a

nd
 d

ev
el

op
m

en
t 

op
po

rt
un

it
ie

s 
(e

g 
co

ac
hi

ng
, 

in
te

rn
al

 a
nd

 e
xt

er
na

l 
co

ur
se

s,
 

le
ar

ni
ng

 c
en

tr
e/

e-
le

ar
ni

ng
 p

ro
gr

am
m

es
) 

th
at

 y
ou

 h
av

e 
id

en
ti

fi
ed

 a
nd

 e
na

bl
ed

 c
ol

le
ag

ue
s 

to
 

ac
ce

ss
 t

o 
m

ee
t 

ag
re

ed
 l
ea

rn
in

g 
an

d 
de

ve
lo

pm
en

t 
re

qu
ir

em
en

ts
  

1,
 2

, 
3,

 4
, 

5,
 

7,
 9

, 
10

 

1,
 2

, 
3,

 5
, 

6,
 8

, 
9,

 
10

, 
12

, 
13

, 
16

 

1,
 2

, 
3 

3,
 4

, 
5,

 
6,

 7
, 

8,
 

9,
 1

0,
 

11
, 

12
 

 
co

pi
es

 o
f 

de
ve

lo
pm

en
t 

or
 l
ea

rn
in

g 
pl

an
s 

yo
u 

ha
ve

 d
is

cu
ss

ed
, 

ag
re

ed
, 

re
vi

ew
ed

 a
nd

 r
ev

is
ed

 
w

it
h 

co
ll
ea

gu
es

 
3,

 4
, 

5,
 7

, 
10

 
1,

 2
, 

3,
 

10
, 

11
 

1,
 2

, 
3 

4,
 5

, 
6,

 
7,

 9
, 

10
, 

11
, 

12
 

 
no

te
s,

 m
em

os
, 

em
ai

ls
 o

r 
ot

he
r 

re
co

rd
s 

of
 m

ee
ti

ng
 o

r 
di

sc
us

si
on

s 
yo

u 
ha

ve
 h

ad
 w

it
h 

co
ll
ea

gu
es

 t
o 

re
vi

ew
 t

he
ir

 l
ea

rn
in

g 
an

d 
it

s 
ef

fe
ct

 o
n 

th
ei

r 
pe

rf
or

m
an

ce
 

3,
 4

, 
5,

 6
, 

8,
 

10
 

1,
 2

, 
3,

 
14

, 
15

 
1,

 2
, 

3 
1,

 2
, 

3,
 

4,
 5

, 
10

, 
11

, 
12

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

id
en

ti
fy

in
g 

le
ar

ni
ng

 r
eq

ui
re

m
en

ts
, 

or
ga

ni
sa

ti
on

 o
f 

de
ve

lo
pm

en
t 

ac
ti

vi
ty

 a
nd

 r
ev

ie
w

 o
f 

it
s 

ef
fe

ct
iv

en
es

s 
in

 im
pr

ov
in

g 
or

 
en

ha
nc

in
g 

pe
rf

or
m

an
ce

) 

1,
 2

, 
4,

 5
, 

6,
 

8,
 9

 

2,
 3

, 
4,

 5
, 

6,
 7

, 
8,

 
10

, 
13

, 
14

, 
15

, 
16

 

1,
 2

, 
3 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

9,
 1

0,
 

11
, 

12
 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 i
de

nt
if

yi
ng

 l
ea

rn
in

g 
re

qu
ir

em
en

ts
, 

or
ga

ni
si

ng
 

de
ve

lo
pm

en
t 

ac
ti

vi
ty

 a
nd

 r
ev

ie
w

in
g 

of
 i
ts

 e
ff

ec
ti

ve
ne

ss
 i
n 

im
pr

ov
in

g 
or

 e
nh

an
ci

ng
 

pe
rf

or
m

an
ce

) 

2,
 3

, 
4,

 5
, 

6,
 

7,
 1

0 
- 

- 
- 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
7 

D
8
 H

el
p
 t

ea
m

 m
em

be
rs

 a
d
dr

es
s 

p
ro

bl
em

s 
af

fe
ct

in
g 

th
ei

r 
p
er

fo
rm

an
ce

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Id
en

ti
fi

ca
ti

on
 o

f 
a 

po
ss

ib
le

 p
er

fo
rm

an
ce

 p
ro

b
le

m
 w

it
h
 a

 t
ea

m
 m

em
b
er

 

 
re

co
rd

s 
of

 i
nd

iv
id

ua
l 
pe

rf
or

m
an

ce
, 

su
ch

 a
s 

ti
m

e 
lo

gs
, 

at
te

nd
an

ce
 r

ec
or

ds
, 

re
co

rd
s 

of
 o

ut
pu

t 
an

d 
qu

al
it

y 
4,

 5
, 

7,
 8

, 
9 

3,
 5

, 
6,

 
10

, 
11

 
- 

1,
 2

 

 
le

tt
er

s,
 m

em
os

, 
em

ai
ls

 f
ro

m
, 

an
d 

no
te

s 
of

 c
on

ve
rs

at
io

ns
 w

it
h,

 c
us

to
m

er
s,

 c
ol

le
ag

ue
s 

or
 

m
an

ag
er

s 
re

ga
rd

in
g 

a 
te

am
 m

em
be

r’
s 

pe
rf

or
m

an
ce

 
4,

 5
, 

7,
 8

, 
9 

3,
 5

, 
6,

 
10

, 
11

 
- 

1,
 2

 

 
no

te
s 

of
 o

w
n 

ob
se

rv
at

io
ns

 o
f 

a 
te

am
 m

em
be

r’
s 

pe
rf

or
m

an
ce

 
2,

 3
, 

4,
 5

, 
6,

 
7 

3,
 5

, 
6,

 
10

, 
11

 
- 

1,
 2

 

O
1 

O
2 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

id
en

ti
fy

in
g 

a 
te

am
 m

em
be

r’
s 

pe
rf

or
m

an
ce

 p
ro

bl
em

s)
 

2,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9,

 1
0 

3,
 5

, 
6,

 
10

, 
11

 
- 

1,
 2

 

R
ec

or
d
s 

of
 m

ee
ti

n
gs

 t
o 

re
so

lv
e 

a 
te

am
 m

em
b
er

’s
 p

er
fo

rm
an

ce
 p

ro
b
le

m
s 

 
no

te
s,

 e
m

ai
ls

, 
m

em
os

 a
nd

 o
th

er
 r

ec
or

ds
 o

f 
in

fo
rm

al
 m

ee
ti

ng
s 

to
 d

is
cu

ss
 a

 t
ea

m
 m

em
be

r’
s 

pe
rf

or
m

an
ce

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

9,
 1

0 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

10
, 

11
 

1 
2,

 3
, 

4 

 
re

co
rd

s 
of

 f
or

m
al

 p
er

fo
rm

an
ce

 a
pp

ra
is

al
, 

pe
rf

or
m

an
ce

 m
an

ag
em

en
t,

 c
om

pe
te

nc
e 

or
 

di
sc

ip
lin

ar
y 

m
ee

ti
ng

s 
to

 r
ev

ie
w

 a
 t

ea
m

 m
em

be
r’

s 
pe

rf
or

m
an

ce
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
9,

 1
0 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

10
, 

11
 

1 
1,

 2
, 

3,
 

4 

 
de

ta
il
s 

of
 s

up
po

rt
 a

rr
an

ge
m

en
ts

 i
ns

id
e 

an
d 

ou
ts

id
e 

th
e 

or
ga

ni
sa

ti
on

 (
eg

 t
ra

in
in

g 
or

 c
oa

ch
in

g 
op

po
rt

un
it

ie
s)

 t
ha

t 
yo

u 
ha

ve
 i
de

nt
if

ie
d 

an
d 

ar
ra

ng
ed

 f
or

 a
 c

ol
le

ag
ue

 t
o 

ac
ce

ss
 t

o 
im

pr
ov

e 
pe

rf
or

m
an

ce
 

1,
 2

, 
3,

 6
, 

8,
 

9,
 1

0 
7,

 8
 

1 
3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

re
so

lv
in

g 
pr

ob
le

m
s 

w
it

h 
a 

te
am

 
m

em
be

r’
s 

pe
rf

or
m

an
ce

) 
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

10
, 

11
 

1 
1,

 2
, 

3,
 

4 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 r
es

ol
vi

ng
 p

ro
bl

em
s 

w
it

h 
a 

te
am

 m
em

be
r’

s 
pe

rf
or

m
an

ce
) 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

- 
- 

- 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
8 

D
9
 B

u
il
d
 a

n
d
 m

an
ag

e 
te

am
s  

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

to
 b

u
il
d
 a

n
d
 m

an
ag

e 
an

 e
ff

ec
ti

ve
 t

ea
m

 

 
no

te
s,

 r
ep

or
ts

, 
em

ai
ls

, 
m

em
os

, 
pr

es
en

ta
ti

on
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 m
ee

ti
ng

s 
w

it
h 

m
an

ag
er

s 
an

d 
H

R
D

 s
pe

ci
al

is
ts

 t
o 

di
sc

us
s 

te
am

 p
ur

po
se

, 
st

ru
ct

ur
e,

 m
em

be
rs

hi
p,

 r
ol

es
, 

op
er

at
io

na
l 

ch
ar

ac
te

ri
st

ic
s 

an
d 

de
ve

lo
pm

en
t 

ne
ed

s,
 o

pp
or

tu
ni

ti
es

 a
nd

 a
ct

iv
it

ie
s 

1,
 2

, 
8 

1,
 2

, 
3 

1 
1,

 2
 

 
jo

b 
de

sc
ri

pt
io

ns
 a

nd
 p

er
so

n 
sp

ec
if

ic
at

io
ns

 y
ou

 h
av

e 
pr

ep
ar

ed
, 

se
le

ct
io

n 
ac

ti
vi

ti
es

 y
ou

 h
av

e 
de

vi
se

d,
 a

nd
 n

ot
es

 a
nd

 o
th

er
 r

ec
or

ds
 o

f 
se

le
ct

io
n 

pr
oc

es
se

s 
in

 w
hi

ch
 y

ou
 h

av
e 

en
ga

ge
d 

1,
 2

, 
4,

 8
 

2,
3 

1 
1,

 2
 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

bu
il
di

ng
 a

nd
 d

is
ba

nd
in

g 
a 

te
am

) 
1,

 2
, 

4,
 7

, 
9,

 1
0 

1,
 2

, 
3 

1 
1,

 2
 

O
1 

O
2 

O
3 

O
4 

O
14

 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 b
ui

ld
in

g 
an

d 
di

sb
an

di
ng

 a
 t

ea
m

) 
1,

 2
, 

7,
 9

, 
10

 
- 

- 
- 

R
ec

or
d
s 

of
 m

ee
ti

n
gs

 w
it

h
 t

h
e 

te
am

 a
n
d 

in
d
iv

id
u
al

s 

 
no

te
s,

 r
ep

or
ts

 a
nd

 o
th

er
 r

ec
or

ds
 o

f 
m

ee
ti

ng
s 

w
it

h 
th

e 
te

am
 t

o 
di

sc
us

s 
te

am
 p

ur
po

se
, 

m
em

be
rs

hi
p,

 s
tr

uc
tu

re
, 

ro
le

s,
 o

pe
ra

ti
on

al
 c

ha
ra

ct
er

is
ti

cs
, 

pe
rf

or
m

an
ce

, 
pr

ob
le

m
s 

an
d 

de
ve

lo
pm

en
t 

ne
ed

s,
 o

pp
or

tu
ni

ti
es

 a
nd

 a
ct

iv
it

ie
s 

1,
 2

, 
3,

 4
, 

6,
 7

, 
9,

 1
0 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

12
 

1 
1,

 2
 

 
no

te
s,

 r
ep

or
ts

, 
em

ai
ls

, 
m

em
os

 a
nd

 o
th

er
 r

ec
or

ds
 o

f 
m

ee
ti

ng
s 

w
it

h 
in

di
vi

du
al

 t
ea

m
 m

em
be

rs
 t

o 
di

sc
us

s 
th

ei
r 

ro
le

, 
be

ha
vi

ou
r,

 p
ro

bl
em

s,
 r

el
at

io
ns

hi
p 

w
it

h 
ot

he
r 

te
am

 m
em

be
rs

 a
nd

 t
he

ir
 

de
ve

lo
pm

en
t 

ne
ed

s 
an

d 
op

po
rt

un
it

ie
s 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 9
, 

10
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9 
1 

1,
 2

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

m
ai

nt
ai

ni
ng

 a
 t

ea
m

) 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 9

, 
10

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

12
 

1 
1,

 2
 

O
1 

O
2 

O
3 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

O
13

 
 

w
it

ne
ss

 s
ta

te
m

en
t 

(c
om

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 m

ai
nt

ai
ni

ng
 a

 t
ea

m
) 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 9
, 

10
 

- 
- 

- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

10
9 

D
1
0
 R

ed
u
ce

 a
n
d
 m

an
ag

e 
co

n
fl

ic
t 

in
 y

ou
r 

te
am

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

to
 a

vo
id

 c
on

fl
ic

t 
oc

cu
rr

in
g 

in
 t

h
e 

te
am

 

 
no

te
s 

of
 b

ri
ef

in
gs

 a
nd

 m
ee

ti
ng

s;
 e

m
ai

ls
 a

nd
 m

em
os

; 
ha

nd
bo

ok
s,

 p
ro

ce
du

re
 m

an
ua

ls
 a

nd
 o

th
er

 
gu

id
an

ce
 y

ou
 h

av
e 

pr
ep

ar
ed

 f
or

 t
ea

m
 m

em
be

rs
 o

n 
w

or
k 

ro
le

s,
 s

ta
nd

ar
ds

 o
f 

w
or

k 
an

d 
be

ha
vi

ou
r 

ex
pe

ct
ed

 o
f 

th
em

, 
an

d 
on

 o
rg

an
is

at
io

na
l 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 
7,

 8
 

1,
 2

, 
4,

 1
2 

1 
1,

 2
 

 
no

te
s 

of
 m

ee
ti

ng
s 

w
it

h,
 a

nd
 r

ep
or

ts
, 

em
ai

ls
 a

nd
 m

em
os

 t
o 

m
an

ag
er

s 
ab

ou
t 

or
ga

ni
sa

ti
on

al
 

st
ru

ct
ur

es
, 

sy
st

em
s 

or
 p

ro
ce

du
re

s 
li
ke

ly
 t

o 
gi

ve
 r

is
e 

to
 c

on
fl

ic
t 

w
it

hi
n 

yo
ur

 t
ea

m
 a

nd
 p

ro
po

sa
ls

 
or

 r
ec

om
m

en
da

ti
on

s 
fo

r 
ch

an
ge

s 
8 

1,
 3

, 
4,

 
11

, 
12

 
1 

3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

av
oi

di
ng

 o
r 

re
du

ci
ng

 t
he

 p
os

si
bi

li
ty

 o
f 

co
nf

lic
t 

in
 t

he
 t

ea
m

) 
7,

 8
 

2,
 3

, 
4,

 
11

, 
12

 
1 

1,
 2

, 
3 

O
1 

O
2 

O
3 

O
4 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 a
vo

id
in

g 
or

 r
ed

uc
in

g 
th

e 
po

ss
ib

ili
ty

 o
f 

co
nf

lic
t 

in
 

th
e 

te
am

) 
7,

 8
 

- 
- 

- 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

to
 a

d
d
re

ss
 c

on
fl

ic
t 

in
 t

h
e 

te
am

 

 
no

te
s 

of
 b

ri
ef

in
gs

 a
nd

 m
ee

ti
ng

s 
w

it
h,

 a
nd

 e
m

ai
ls

 a
nd

 m
em

os
 t

o,
 t

ea
m

 m
em

be
rs

 t
o 

re
so

lv
e 

pr
ob

le
m

s 
an

d 
co

nf
lic

ts
 in

 t
he

 t
ea

m
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 

1,
 2

, 
4,

 5
, 

6,
 7

, 
8,

 9
, 

10
, 

12
, 

13
 

1 
1,

 2
, 

5 

 
no

te
s,

 r
ep

or
ts

, 
em

ai
ls

 a
nd

 m
em

os
 r

ec
or

di
ng

 y
ou

r 
in

ve
st

ig
at

io
ns

 in
to

 t
he

 n
at

ur
e 

an
d 

ca
us

es
 o

f 
co

nf
lic

ts
 i
n 

th
e 

te
am

 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 

1,
 5

, 
6,

 7
, 

8,
 9

, 
10

, 
12

, 
13

 
1 

1,
 2

, 
5 

 
no

te
s,

 r
ep

or
ts

, 
em

ai
ls

 a
nd

 m
em

os
 r

ec
or

di
ng

 y
ou

r 
m

ee
ti

ng
s 

w
it

h 
or

 r
eq

ue
st

s 
fo

r 
he

lp
 f

ro
m

 
co

ll
ea

gu
es

 o
r 

sp
ec

ia
lis

ts
 in

 r
el

at
io

n 
to

 c
on

fl
ic

ts
 i
n 

th
e 

te
am

 
1,

 2
, 

3,
 9

 
11

, 
12

, 
13

 
1 

4 

 
co

pi
es

 o
f 

po
lic

ie
s 

or
ga

ni
sa

ti
on

al
 p

ol
ic

ie
s 

an
d 

yo
ur

 n
ot

es
 o

r 
ot

he
r 

re
co

rd
s 

of
 l
eg

al
 r

eq
ui

re
m

en
ts

 
re

la
ti

ng
 t

o 
re

so
lv

in
g 

co
nf

lic
ts

 i
n 

th
e 

te
am

 
1,

 2
, 

3,
 5

 
12

 
1 

5 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

m
an

ag
in

g 
co

nf
li
ct

 i
n 

th
e 

te
am

) 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

, 
9,

 1
0 

1,
 2

, 
4,

 5
, 

6,
 7

, 
8,

 9
, 

10
, 

12
, 

13
 

1 
1,

 2
, 

3,
 

4,
 5

 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 m
an

ag
in

g 
co

nf
lic

t 
in

 t
he

 t
ea

m
) 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 
- 

- 
- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
0 

D
1
1
 L

ea
d
 m

ee
ti

n
gs

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 p

re
p
ar

at
or

y 
ac

ti
vi

ti
es

 a
rr

an
gi

n
g 

an
d
 o

rg
an

is
in

g 
m

ee
ti

n
gs

 

 
no

te
s,

 e
m

ai
ls

, 
m

em
os

 a
nd

 l
et

te
rs

 r
el

at
in

g 
to

 p
re

lim
in

ar
y 

m
ee

ti
ng

s,
 d

is
cu

ss
io

ns
 a

nd
 

co
ns

ul
ta

ti
on

s 
ab

ou
t 

th
e 

ne
ed

 f
or

 a
 m

ee
ti

ng
, 

it
s 

pu
rp

os
e,

 c
on

te
nt

, 
lo

ca
ti

on
 t

im
in

g 
an

d 
pa

rt
ic

ip
an

ts
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

1,
 2

, 
4 

- 
1,

 2
 

 
in

vi
ta

ti
on

s 
to

 p
eo

pl
e 

to
 p

ar
ti

ci
pa

te
 i
n 

m
ee

ti
ng

s,
 a

nd
 n

ot
es

 o
f 

di
sc

us
si

on
s,

 e
m

ai
ls

, 
m

em
os

 a
nd

 
le

tt
er

s 
to

 c
on

fi
rm

 t
he

ir
 a

tt
en

da
nc

e 
an

d 
an

y 
sp

ec
if

ic
 c

on
tr

ib
ut

io
n,

 r
ol

e 
or

 s
pe

ci
al

 
re

qu
ir

em
en

ts
 t

he
y 

m
ay

 h
av

e 
3,

 5
, 

6,
 8

 
1,

 3
, 

4,
 5

, 
6 

- 
1,

 2
 

 
no

te
s 

of
 d

is
cu

ss
io

ns
, 

le
tt

er
s,

 m
em

os
 o

r 
em

ai
ls

 a
nd

 c
op

ie
s 

of
 o

rd
er

s 
or

 f
or

m
s 

co
nf

ir
m

in
g 

th
e 

re
se

rv
at

io
n 

of
 r

oo
m

s ,
 e

qu
ip

m
en

t 
an

d 
ca

te
ri

ng
 a

rr
an

ge
m

en
ts

 
3 

9 
- 

1,
 2

 

 
ag

en
da

, 
pa

pe
rs

, 
co

pi
es

 o
f 

pr
es

en
ta

ti
on

s 
ci

rc
ul

at
ed

 b
ef

or
e 

th
e 

m
ee

ti
ng

  
3 

7,
 8

, 
9,

 1
0 

1 
1,

 2
 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

ar
ra

ng
in

g 
an

d 
or

ga
ni

si
ng

 m
ee

ti
ng

s)
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
 

1 
1,

 2
 

O
1 

O
2 

O
3 

O
4 

O
5 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 a
rr

an
gi

ng
 a

nd
 o

rg
an

is
in

g 
m

ee
ti

ng
s)

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

, 
9,

 1
0 

- 
- 

- 

R
ec

or
d
s 

of
 y

ou
r 

le
ad

in
g 

of
 m

ee
ti

n
gs

 

 
re

co
rd

in
gs

, 
no

te
s 

an
d 

m
in

ut
es

 o
f 

m
ee

ti
ng

s;
 a

ct
io

n 
pl

an
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 p
la

nn
ed

 f
ol

lo
w

-
up

 a
ct

iv
it

y 
2,

 3
, 

5,
 8

, 
9,

 1
0 

9,
 1

0,
 1

1,
 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
 

1 
5 

 
co

pi
es

 o
f 

re
le

va
nt

 c
on

st
it

ut
io

ns
, 

st
an

di
ng

 o
rd

er
s,

 f
or

m
al

 a
ut

ho
ri

sa
ti

on
 o

r 
te

rm
s 

of
 r

ef
er

en
ce

 
fo

r 
th

e 
m

ee
ti

n g
 

6,
 7

 
17

, 
18

 
1 

3,
 4

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

le
ad

in
g 

m
ee

ti
ng

s)
 

2,
 3

, 
5,

 7
, 

8,
 9

, 
10

 

9,
 1

0,
 1

1,
 

12
, 

13
, 

14
, 

15
, 

16
, 

17
, 

18
 

1 
3,

 4
, 

5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 l
ea

di
ng

 m
ee

ti
ng

s)
 

2,
 3

, 
5,

 8
, 

9,
 1

0 
- 

- 
- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
1 

D
1
1
 L

ea
d
 m

ee
ti

n
gs

 (
co

n
ti

n
u
ed

) 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

fo
ll
ow

in
g 

on
 f

ro
m

 m
ee

ti
n
gs

 

 
ev

al
ua

ti
on

s 
or

 r
ep

or
ts

 o
f 

m
ee

ti
ng

s,
 c

om
pl

et
ed

 a
ct

io
n 

pl
an

s 
an

d 
ot

he
r 

ev
id

en
ce

 t
ha

t 
th

e 
pu

rp
os

e 
of

 t
he

 m
ee

ti
ng

 h
as

 b
ee

n 
m

et
 

2,
 3

, 
5,

 7
, 

8,
 9

, 
10

 
19

 
- 

5 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

fo
ll
ow

in
g-

up
 o

n 
m

ee
ti

ng
s)

 
2,

 3
, 

5,
 7

, 
8,

 9
, 

10
 

19
 

- 
5 

O
15

 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 r
ol

e 
in

 f
ol

lo
w

in
g-

up
 o

n 
m

ee
ti

ng
s)

 
2,

 3
, 

5,
 7

, 
8,

 9
, 

10
 

- 
- 

- 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
2 

D
1
2
 P

ar
ti

ci
p
at

e 
in

 m
ee

ti
n
gs

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

p
ar

ti
ci

p
at

io
n
 i
n
 m

ee
ti

n
gs

 

 
no

te
s 

of
 d

is
cu

ss
io

ns
 a

nd
 e

m
ai

ls
 a

nd
 m

em
os

 s
ho

w
in

g 
yo

ur
 c

on
su

lt
at

io
n 

w
it

h 
ot

he
rs

 a
bo

ut
 t

he
 

m
ee

ti
ng

 
1,

 2
, 

4,
 5

, 
6,

 7
 

1,
 2

, 
3 

- 
1,

 2
 

 
co

pi
es

 o
f 

ag
en

da
 a

nd
 p

re
pa

ra
to

ry
 r

ea
di

ng
 w

it
h 

no
te

s 
of

 i
ss

ue
s 

to
 b

e 
ra

is
ed

 
6,

 7
 

1,
 2

, 
4 

- 
1 

 
pa

pe
rs

 y
ou

 h
av

e 
pr

es
en

te
d,

 c
op

ie
s 

of
 a

ny
 v

is
ua

l 
ai

ds
 y

ou
 h

av
e 

us
ed

 a
nd

 n
ot

es
 a

nd
 m

in
ut

es
 o

f 
th

e 
m

ee
ti

ng
 s

ho
w

in
g 

yo
ur

 c
on

tr
ib

ut
io

n 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

, 
9 

2,
 5

, 
6,

 7
, 

8,
 9

 
1 

1 

 
co

pi
es

 o
f 

re
po

rt
s,

 e
m

ai
ls

 o
r 

m
em

os
 y

ou
 h

av
e 

pr
ep

ar
ed

 a
nd

 n
ot

es
 o

r 
co

pi
es

 o
f 

pr
es

en
ta

ti
on

s 
us

ed
 i
n 

br
ie

fi
ng

s 
ab

ou
t 

th
e 

m
ee

ti
ng

  
2,

 3
, 

4,
 5

, 
6,

 7
, 

8,
 9

 
7,

 8
, 

9,
 1

0 
- 

2 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 y

ou
r 

pa
rt

ic
ip

at
io

n 
in

 m
ee

ti
ng

s)
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 
1 

1,
 2

 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

 
w

it
ne

ss
 s

ta
te

m
en

t 
(c

om
m

en
ts

 o
n 

yo
ur

 p
ar

ti
ci

pa
ti

on
 i
n 

m
ee

ti
ng

s)
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 
- 

- 
- 

  



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
3 

E1
 M

an
ag

e 
a 

b
u
d
ge

t 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

D
oc

u
m

en
ts

, 
sp

re
ad

sh
ee

t 
p
ri

n
to

u
ts

 a
n
d
 o

th
er

 r
ec

or
d
s 

re
la

ti
n
g 

to
 a

 b
u
dg

et
 y

ou
 h

av
e 

p
re

p
ar

ed
 a

n
d
 m

an
ag

ed
: 

 
do

cu
m

en
ts

, 
sp

re
ad

sh
ee

t 
pr

in
to

ut
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 p
as

t 
bu

dg
et

s,
 f

or
ec

as
ts

 o
f 

fu
tu

re
 

ac
ti

vi
ty

, 
in

co
m

e/
re

ve
nu

e 
an

d 
ex

pe
nd

it
ur

e,
 c

os
ts

 a
nd

 p
ri

ce
s 

th
at

 y
ou

 h
av

e 
us

ed
 t

o 
pr

ep
ar

e 
a 

dr
af

t 
bu

dg
et

 
1,

 2
 

1,
 2

, 
3,

 1
1 

1 
1,

 2
, 

3,
 

4,
 6

 

 
dr

af
t 

bu
dg

et
s,

 p
ap

er
s 

to
 s

up
po

rt
 y

ou
r 

dr
af

t,
 a

nd
 n

ot
es

, 
m

in
ut

es
 a

nd
 o

th
er

 r
ec

or
ds

 o
f 

ne
go

ti
at

io
ns

 w
it

h 
ap

pr
op

ri
at

e 
m

an
ag

er
s 

to
 a

gr
ee

 a
nd

 f
in

al
is

e 
or

 t
o 

re
vi

se
 y

ou
r 

bu
dg

et
, 

an
d 

co
pi

es
 o

f 
ag

re
ed

 b
ud

ge
ts

  
1,

 2
, 

3,
 5

, 
6 

1,
 3

, 
4,

 8
, 

9 
1 

1,
 2

, 
3,

 
4,

 5
, 

6 

 
re

co
rd

s 
of

 a
ct

iv
it

y,
 i
nc

om
e/

re
ve

nu
e 

an
d/

or
 e

xp
en

di
tu

re
, 

va
ri

an
ce

 a
na

ly
se

s 
an

d 
re

po
rt

s 
yo

u 
ha

ve
 p

re
pa

re
d 

on
 b

ud
ge

t 
ou

tt
ur

ns
, 

an
d 

an
y 

pr
op

os
ed

 a
ct

io
ns

 in
 t

he
 l
ig

ht
 o

f 
va

ri
an

ce
s,

 
ev

id
en

ce
 o

f 
fr

au
du

le
nt

 a
ct

iv
it

y 
or

 m
an

ag
em

en
t 

re
qu

ir
em

en
ts

 t
o 

m
ak

e 
bu

dg
et

 c
ha

ng
es

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

 
1,

 5
, 

6,
 7

, 
8,

 1
0,

 1
1 

1 
1,

 3
, 

4,
 

5,
 6

, 
7,

 
8 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

us
e 

of
 in

fo
rm

at
io

n 
to

 c
on

st
ru

ct
 a

 b
ud

ge
t,

 n
eg

ot
ia

te
 

an
d 

ob
ta

in
 a

pp
ro

va
l 
fo

r 
it

, 
m

on
it

or
 o

ut
tu

rn
s 

an
d 

m
ak

e 
an

y 
ch

an
ge

s 
ne

ed
ed

) 
2,

 3
, 

4,
 6

, 
7 

1,
 2

, 
4,

 5
, 

6,
 7

, 
8,

 9
, 

10
, 

11
, 

12
 

1 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7,

 8
 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
4 

E2
 M

an
ag

e 
fi

n
an

ce
 f

or
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

B
u
d
ge

ts
 f

or
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 
th

at
 y

ou
 h

av
e 

d
ev

el
op

ed
 o

r:
 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 m
ee

ti
ng

s 
w

it
h 

ot
he

r 
m

an
ag

er
s 

an
d 

su
bo

rd
in

at
es

 i
n 

w
hi

ch
 

yo
u 

ha
ve

 a
gr

ee
d 

th
e 

ob
je

ct
iv

es
 a

nd
 c

ri
te

ri
a 

fo
r 

de
ve

lo
pi

ng
 a

nd
 a

gr
ee

in
g 

a 
(m

as
te

r)
 b

ud
ge

t 
fo

r 
yo

ur
 a

re
a 

of
 r

es
po

ns
ib

ili
ty

, 
an

d 
ot

he
r’

s 
re

sp
on

si
bi

li
ti

es
 f

or
 d

ev
el

op
in

g 
bu

dg
et

s 
fo

r 
sp

ec
if

ic
 f

un
ct

io
ns

 o
r 

ac
ti

vi
ti

es
 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 9
 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 

 
do

cu
m

en
ts

, 
sp

re
ad

sh
ee

t 
pr

in
to

ut
s 

an
d 

ot
he

r 
re

co
rd

s 
of

 f
in

an
ci

al
 i
nf

or
m

at
io

n 
an

d 
pa

st
 

bu
dg

et
s,

 f
or

ec
as

ts
 o

f 
fu

tu
re

 a
ct

iv
it

y,
 i
nc

om
e/

re
ve

nu
e 

an
d 

ex
pe

nd
it

ur
e,

 c
os

ts
 a

nd
 p

ri
ce

s 
th

at
 y

ou
 h

av
e 

us
ed

 t
o 

pr
ep

ar
e 

a 
dr

af
t 

bu
dg

et
 

2,
 3

, 
6,

 7
 

1,
 3

, 
4,

 6
 

1,
 2

 
1,

 2
, 

4,
 5

, 
6,

 7
, 

8 

 
dr

af
t 

bu
dg

et
s,

 b
ac

kg
ro

un
d 

pa
pe

rs
 t

o 
su

pp
or

t 
yo

ur
 d

ra
ft

, 
an

d 
no

te
s,

 m
in

ut
es

 a
nd

 o
th

er
 

re
co

rd
s 

of
 n

eg
ot

ia
ti

on
s 

w
it

h 
su

bo
rd

in
at

es
 a

nd
 c

ol
le

ag
ue

s 
an

d 
lin

e 
m

an
ag

er
s 

to
 a

gr
ee

 a
nd

 
fi

na
lis

e 
or

 t
o 

re
vi

se
 b

ud
ge

ts
 

1,
 2

, 
4,

 6
, 

7,
 

8,
 9

 
1,

 2
, 

4,
 5

, 
6,

 7
, 

9 
1,

 2
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

 
em

ai
ls

, 
m

em
os

 o
r 

ne
w

sl
et

te
rs

 y
ou

 h
av

e 
pr

ep
ar

ed
, 

pr
es

en
ta

ti
on

s 
yo

u 
ha

ve
 m

ad
e 

an
d 

no
te

s 
or

 
m

in
ut

es
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 h
el

d 
to

 c
om

m
un

ic
at

e 
to

 c
ol

le
ag

ue
s 

th
e 

fi
na

nc
ia

l 
ob

je
ct

iv
es

 o
f 

th
e 

or
ga

ni
sa

ti
on

 a
nd

 y
ou

r 
ar

ea
 o

f 
re

sp
on

si
bi

li
ty

, 
th

e 
ag

re
ed

 b
ud

ge
ts

 a
nd

 t
he

 c
on

st
ra

in
ts

 o
r 

ot
he

r 
re

qu
ir

em
en

ts
 r

el
at

in
g 

to
 t

he
ir

 i
m

pl
em

en
ta

ti
on

 a
nd

 c
on

tr
ol

 

1,
 4

, 
6,

 8
, 

9 
1,

 2
, 

5,
 6

, 
7 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7,
 8

 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
5 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 b

u
d
ge

ts
 o

u
tt

u
rn

s 
an

d
 r

ev
ie

w
s 

of
 y

ou
r 

m
an

ag
em

en
t 

or
 s

u
p
er

vi
si

on
 o

f 
bu

d
ge

ts
, 

an
d
 r

ep
or

ts
 a

n
d
 o

th
er

 r
ev

ie
w

s 
of

 f
in

an
ci

al
 

p
er

fo
rm

an
ce

: 

 
de

ta
il
s 

or
 s

pe
ci

fi
ca

ti
on

s 
of

 s
ys

te
m

s 
yo

u 
ha

ve
 i
nt

ro
du

ce
d 

or
 a

ut
ho

ri
se

d,
 f

or
 m

on
it

or
in

g 
bu

dg
et

ar
y 

pe
rf

or
m

an
ce

, 
id

en
ti

fy
in

g 
va

ri
an

ce
s 

an
d 

al
er

ti
ng

 o
th

er
s 

to
 t

he
 n

ee
d 

fo
r 

ac
ti

on
 

1
, 

2
, 

3
, 

4
, 

6
, 

7
 

1,
 8

, 
10

, 
11

, 
13

, 
15

 
1,

 2
 

1,
 2

, 
4,

 5
, 

6,
 7

, 
8,

 9
, 

12
 

 
da

ta
 o

n 
bu

dg
et

ar
y 

pe
rf

or
m

an
ce

; 
va

ri
an

ce
 a

na
ly

si
s;

 m
on

it
or

in
g 

fo
r 

ac
cu

ra
cy

, 
va

li
di

ty
 a

nd
 

fr
au

du
le

nt
 b

eh
av

io
ur

; 
bu

dg
et

ar
y 

re
po

rt
s 

an
d 

pr
op

os
al

s 
fo

r 
ac

ti
on

 i
n 

th
e 

lig
ht

 o
f 

bu
dg

et
 

ou
tt

ur
ns

 o
r 

re
qu

ir
em

en
ts

 f
or

 c
ha

ng
es

  
2
, 

5
, 

6
, 

8
, 

9
 

1,
 9

, 
10

, 
11

, 
12

, 
13

, 
14

, 
15

, 
16

 

1,
 2

 
2,

 3
, 

4,
 5

, 
6,

 7
, 

8,
 9

, 
10

, 
11

, 
12

 

 
re

po
rt

s 
or

 o
th

er
 r

ev
ie

w
s 

of
 y

ou
r 

fi
na

nc
ia

l 
pe

rf
or

m
an

ce
, 

ac
hi

ev
em

en
t 

of
 f

in
an

ci
al

 o
bj

ec
ti

ve
s 

an
d 

an
y 

ac
ti

on
 y

ou
 t

oo
k 

(o
r 

di
dn

’t
 t

ak
e)

 i
n 

th
e 

lig
ht

 o
f 

bu
dg

et
 o

ut
tu

rn
s 

1
, 

2
, 

6
, 

8
, 

9
 

1,
 9

, 
11

, 
12

, 
13

, 
14

, 
15

, 
16

 
1,

 2
 

1,
 2

, 
3,

 5
, 

6,
 7

, 
8,

 9
, 

10
, 

11
, 

12
 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

O
13

 
 

pe
rs

on
al

 s
ta

te
m

en
ts

 (
re

fl
ec

ti
on

s 
on

 y
ou

r 
us

e 
of

 in
fo

rm
at

io
n 

to
 c

on
st

ru
ct

 a
nd

 m
on

it
or

 a
 

bu
dg

et
, 

de
le

ga
te

 r
es

po
ns

ib
ili

ty
 t

o 
ot

he
rs

, 
ne

go
ti

at
e 

an
d 

gi
ve

 a
nd

 o
bt

ai
n 

ap
pr

ov
al

 f
or

 
bu

dg
et

s,
 s

up
er

vi
se

 o
th

er
s’

 b
ud

ge
ta

ry
 m

on
it

or
in

g,
 y

ou
r 

ow
n 

m
on

it
or

in
g 

of
 o

ut
tu

rn
s 

an
d 

an
y 

ch
an

ge
s 

th
at

 w
er

e 
ne

ed
ed

) 

2,
 5

, 
6,

 7
, 

9 

1,
 8

, 
9,

 
10

, 
11

, 
12

, 
13

, 
14

, 
15

, 
16

 

1,
 2

 

1,
 4

, 
2,

 3
, 

5,
 6

, 
7,

 8
, 

9,
 1

0,
 1

1,
 

12
 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
6 

E3
 O

b
ta

in
 a

d
d
it

io
n
al

 f
in

an
ce

 f
or

 t
h
e 

or
ga

n
is

at
io

n
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

A
ss

es
sm

en
ts

 o
f 

th
e 

or
ga

n
is

at
io

n
’s

 a
d
di

ti
on

al
 f

in
an

ci
al

 r
eq

u
ir

em
en

ts
: 

 
in

ve
st

m
en

t 
sc

he
du

le
s,

 i
nc

om
e/

re
ve

nu
e 

an
d 

ex
pe

nd
it

ur
e 

fo
re

ca
st

s,
 a

ss
es

sm
en

ts
 o

f 
fu

tu
re

 
ca

pi
ta

l 
ex

pe
nd

it
ur

e 
an

d 
ca

sh
 f

lo
w

 f
or

ec
as

ts
 t

ha
t 

yo
u 

ha
ve

 p
re

pa
re

d 
3,

 5
, 

8,
 9

, 
11

 
1,

 2
, 

9 
 

1,
 2

, 
5,

 
6 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 m
ee

ti
ng

s 
or

 c
on

su
lt

at
io

ns
, 

an
d 

em
ai

ls
, 

le
tt

er
s 

an
d 

ot
he

r 
co

m
m

un
ic

at
io

ns
, 

w
it

h 
st

ak
eh

ol
de

rs
, 

co
ll
ea

gu
es

 a
nd

 e
xt

er
na

l 
sp

ec
ia

lis
ts

 t
o 

id
en

ti
fy

 t
he

 
re

qu
ir

em
en

ts
 f

or
 a

dd
it

io
na

l 
fi

na
nc

e,
 t

he
 c

os
ts

 a
nd

 b
en

ef
it

s 
of

 t
yp

es
 a

nd
 s

ou
rc

es
 o

f 
fi

na
nc

e,
 

an
d 

th
e 

ri
sk

s 
of

, 
an

d 
cr

it
er

ia
 f

or
 d

ec
id

in
g 

on
, 

th
e 

ty
pe

, 
le

ve
l 
an

d 
so

ur
ce

 o
f 

fi
na

nc
e 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

11
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

10
 

 
ri

sk
 a

nd
 u

nc
er

ta
in

ty
 a

ss
es

sm
en

ts
, 

co
st

/b
en

ef
it

 a
na

ly
se

s,
 d

ec
is

io
n 

tr
ee

 a
na

ly
si

s,
 c

om
pa

ri
so

ns
 

an
d 

ap
pr

ai
sa

ls
 o

f 
al

te
rn

at
iv

e 
so

ur
ce

s/
w

ay
s 

of
 f

in
an

ci
ng

 r
eq

ui
re

m
en

ts
, 

et
c 

3,
 4

, 
5,

 8
, 

11
 

4,
 5

, 
6,

 7
, 

8,
 9

 
1,

 2
 

2,
 3

, 
4,

 
9 

 
co

st
ed

 p
ro

po
sa

ls
 o

r 
re

co
m

m
en

da
ti

on
s 

fo
r 

ty
pe

s 
an

d 
le

ve
ls

 o
f 

fi
na

nc
e 

to
 m

ee
t 

id
en

ti
fi

ed
 

fi
na

nc
in

g 
re

qu
ir

em
en

ts
, 

w
it

h 
as

so
ci

at
ed

 r
is

k,
 s

en
si

ti
vi

ty
 a

nd
 o

th
er

 a
na

ly
se

s 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

, 
an

d 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

or
 p

re
se

nt
at

io
ns

 y
ou

 h
av

e 
m

ad
e 

to
 d

is
cu

s,
 

re
vi

ew
 a

nd
 a

gr
ee

 y
ou

r 
pr

op
os

al
s 

2,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9,

 1
1 

4,
 5

, 
6,

 7
, 

8,
 9

, 
10

 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

yo
ur

 r
ef

le
ct

io
ns

 o
n 

th
e 

pr
oc

es
s 

of
 i
de

nt
if

yi
ng

 f
in

an
ci

al
 r

eq
ui

re
m

en
ts

, 
ev

al
ua

ti
ng

 t
yp

es
 a

nd
 l
ev

el
s 

of
 f

in
an

ce
, 

an
d 

re
ac

hi
ng

 a
gr

ee
m

en
t 

on
 y

ou
r 

pr
op

os
al

s)
 

1,
 3

, 
4,

 7
, 

8,
 

9,
 1

1 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9,
 1

0 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
7 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 n

eg
ot

ia
ti

on
s 

an
d
 a

gr
ee

m
en

ts
 f

or
 p

ro
vi

si
on

 o
f 

fi
n
an

ce
: 

 
no

te
s,

 m
in

ut
es

 o
r 

ot
he

r 
re

co
rd

s 
of

 m
ee

ti
ng

 w
it

h 
pr

ov
id

er
s 

of
 f

in
an

ce
 (

or
 t

he
ir

 
in

te
rm

ed
ia

ri
es

) 
2,

 3
, 

4,
 5

, 
6,

 
8,

 9
, 

10
, 

11
 

4,
 5

, 
6,

 7
, 

11
 

1,
 2

 
2,

 4
, 

5,
 

10
 

 
em

ai
ls

, 
m

em
os

, 
le

tt
er

s 
or

 r
ep

or
ts

 y
ou

 h
av

e 
w

ri
tt

en
 t

o 
re

vi
ew

 a
nd

 m
ak

e 
re

co
m

m
en

da
ti

on
s 

ab
ou

t 
ap

pr
op

ri
at

e 
pr

ov
id

er
s 

an
d 

th
e 

te
rm

s 
an

d 
co

nd
it

io
ns

 o
f 

th
ei

r 
fi

na
nc

ia
l 
su

pp
or

t 
fo

r 
th

e 
or

ga
ni

sa
ti

on
, 

an
d 

an
y 

co
nt

in
ge

nc
y 

pl
an

s 
or

 i
ns

ur
an

ce
 t

ha
t 

sh
ou

ld
 b

e 
pu

t 
in

 p
la

ce
 

1,
 2

, 
3,

 4
, 

5,
 

8,
 9

, 
10

, 
11

 
4,

 5
, 

7,
 8

 
1,

 2
 

2,
 4

, 
5,

 
6,

 1
0 

 
le

tt
er

s,
 p

ro
po

sa
ls

, 
su

bm
is

si
on

s 
or

 o
th

er
 d

oc
um

en
ts

 y
ou

 h
av

e 
pr

ep
ar

ed
 a

nd
 s

ub
m

it
te

d 
to

 
ob

ta
in

 f
in

an
ce

 a
nd

 t
o 

m
ak

e 
co

nt
in

ge
nc

y 
ar

ra
ng

em
en

ts
 i
n 

th
e 

ca
se

 o
f 

a 
sh

or
tf

al
l 
or

 t
o 

m
it

ig
at

e 
an

y 
ri

sk
s 

2,
 4

, 
5,

 8
, 

11
 

4,
 5

, 
8,

 
11

, 
12

, 
13

, 
14

 
1,

 2
 

2,
 4

, 
5,

 
7,

 8
, 

9,
 

11
 

 
re

vi
ew

s 
of

 f
in

an
ci

ng
 a

gr
ee

m
en

ts
 t

ha
t 

yo
u 

ha
ve

 u
nd

er
ta

ke
n 

an
d 

re
co

m
m

en
da

ti
on

s 
to

 r
ev

is
e 

pr
oc

ed
ur

es
 o

r 
de

ci
si

on
 c

ri
te

ri
a 

in
 f

ut
ur

e 
fi

na
nc

in
g 

ar
ra

ng
em

en
ts

 
1,

 3
, 

4,
 9

 
4,

 5
, 

15
, 

16
 

1,
 2

 
5,

 6
, 

7,
 

8,
 1

0,
 

11
 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 t

he
 p

ro
ce

ss
 o

f 
ag

re
ei

ng
 f

in
an

ce
 f

or
 y

ou
r 

or
ga

ni
sa

ti
on

) 
1,

 2
, 

3,
 4

, 
8,

 
9,

 1
0 

4,
 5

, 
8,

 
10

, 
14

, 
15

, 
16

 
1,

 2
 

3,
 5

, 
6,

 
11

 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
8 

E4
 P

ro
m

ot
e 

th
e 

u
se

 o
f 

te
ch

n
ol

og
y 

w
it

h
in

 y
ou

r 
or

ga
n
is

at
io

n
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ev

ie
w

s 
an

d
 d

ev
el

op
m

en
t 

of
 t

h
e 

u
se

 o
f 

te
ch

n
ol

og
y 

in
 y

ou
r 

or
ga

n
is

at
io

n
 t

h
at

 y
ou

 h
av

e 
co

n
d
u
ct

ed
: 

 
da

ta
 t

ha
t 

yo
u 

ha
ve

 c
ol

le
ct

ed
 a

nd
 a

na
ly

se
d 

on
 t

he
 u

se
 a

nd
 f

un
ct

io
na

lit
y 

of
 t

ec
hn

ol
og

y 
in

 y
ou

r 
or

ga
ni

sa
ti

on
 a

nd
 n

ew
 t

ec
hn

ol
og

y 
in

 t
he

 m
ar

ke
t 

1,
 3

, 
7 

1,
 2

, 
3,

 4
 

1,
 2

, 
3,

 4
 

1,
 2

 

 
em

ai
ls

. 
m

em
os

 a
nd

 l
et

te
rs

 t
ha

t 
yo

u 
ha

ve
 s

en
t 

to
 c

ol
le

ag
ue

s 
an

d 
ex

te
rn

al
 c

on
su

lt
an

ts
 t

o 
co

ll
ec

t 
in

fo
rm

at
io

n 
an

d 
co

m
m

is
si

on
 r

es
ea

rc
h 

in
to

 t
he

 r
eq

ui
re

m
en

ts
 o

f 
cu

st
om

er
s,

 e
m

pl
oy

ee
s 

an
d 

ot
he

rs
 f

or
 t

he
 u

se
 o

f 
te

ch
no

lo
gy

, 
es

ta
bl

is
h 

be
nc

hm
ar

ks
 f

or
 t

he
 u

se
 o

f 
te

ch
no

lo
gy

, 
an

d 
th

e 
cu

rr
en

t 
st

ra
te

gy
, 

op
er

at
io

n 
an

d 
fu

nc
ti

on
al

it
y 

of
 t

ec
hn

ol
og

y 
in

 y
ou

r 
ow

n 
an

d 
co

m
pa

ra
bl

e 
or

ga
ni

sa
ti

on
s 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
3,

 4
, 

8 
1,

 2
, 

3,
 4

 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
11

, 
12

 

 
no

te
s,

 m
in

ut
es

 a
nd

 o
th

er
 r

ec
or

ds
 o

f 
m

ee
ti

ng
s 

th
at

 y
ou

 h
av

e 
or

ga
ni

se
d 

w
it

h 
co

ll
ea

gu
es

 a
nd

 
ex

te
rn

al
 c

on
su

lt
an

ts
 t

o 
re

vi
ew

 t
he

 r
eq

ui
re

m
en

ts
 o

f 
cu

st
om

er
s,

 e
m

pl
oy

ee
s 

an
d 

ot
he

rs
 f

or
 t

he
 

us
e 

of
 t

ec
hn

ol
og

y,
 e

st
ab

lis
h 

be
nc

hm
ar

ks
 f

or
 t

he
 u

se
 o

f 
te

ch
no

lo
gy

, 
an

d 
th

e 
cu

rr
en

t 
st

ra
te

gy
, 

op
er

at
io

n 
an

d 
fu

nc
ti

on
al

it
y 

of
 t

ec
hn

ol
og

y 
in

 y
ou

r 
ow

n 
an

d 
co

m
pa

ra
bl

e 
or

ga
ni

sa
ti

on
s 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
3,

 4
, 

8 
1,

 2
, 

3,
 4

 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
11

, 
12

 

 
de

ta
ils

 o
f 

a 
st

ra
te

gy
 t

ha
t 

yo
u 

ha
ve

 d
ev

el
op

ed
 f

or
 t

he
 u

se
 o

f 
te

ch
no

lo
gy

 i
n 

th
e 

or
ga

ni
sa

ti
on

, 
in

cl
ud

in
g 

po
lic

y 
st

at
em

en
ts

, 
st

an
da

rd
s,

 b
en

ch
m

ar
ks

 a
nd

 o
th

er
 c

ri
te

ri
a 

fo
r 

as
se

ss
in

g 
th

e 
us

e 
an

d 
de

ve
lo

pm
en

t 
of

 n
ew

 t
ec

hn
ol

og
ie

s 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
 

1,
 3

, 
5,

 6
 

1,
 2

, 
3,

 4
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

 

 
ne

w
sl

et
te

rs
, 

w
eb

si
te

s,
 e

m
ai

ls
 a

nd
 o

th
er

 c
om

m
un

ic
at

io
ns

 t
ha

t 
yo

u 
ha

ve
 o

ri
gi

na
te

d,
 a

nd
 

pr
es

en
ta

ti
on

s 
th

at
 y

ou
 h

av
e 

m
ad

e,
 t

o 
pr

om
ot

e 
yo

ur
 s

tr
at

eg
y 

to
 c

ol
le

ag
ue

s 
an

d 
st

ak
eh

ol
de

rs
 

fo
r 

us
in

g 
ex

is
ti

ng
 t

ec
hn

ol
og

y 
an

d 
in

tr
od

uc
in

g 
ne

w
 t

ec
hn

ol
og

y 
7,

 8
, 

9 
1,

 5
, 

7 
1,

 2
, 

3 
2,

 4
, 

6,
 

7,
 8

, 
12

 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 t
ha

t 
yo

u 
ha

ve
 d

ev
el

op
ed

 t
o 

pr
ov

id
e 

su
pp

or
t 

fo
r 

em
pl

oy
ee

s 
in

 t
he

 
in

tr
od

uc
ti

on
 a

nd
 u

se
 o

f 
ne

w
 t

ec
hn

ol
og

y 
2,

 3
, 

5,
 7

 
1,

 2
, 

9,
 1

1 
3 

1,
 2

, 
6,

 
8,

 1
1 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 t
ha

t 
yo

u 
ha

ve
 d

ev
el

op
ed

 t
o 

m
on

it
or

 t
he

 o
pe

ra
ti

on
 a

nd
 f

un
ct

io
na

li
ty

 
of

 t
ec

hn
ol

og
y,

 a
nd

 y
ou

r 
co

nt
in

ge
nc

y 
pl

an
s 

in
 c

as
e 

of
 f

ai
lu

re
 

3,
 6

 
8,

 1
0 

1,
 2

, 
3 

1,
 2

, 
3,

 
6,

 8
, 

9,
 

11
 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 t

he
 p

ro
ce

ss
 o

f 
re

vi
ew

in
g 

th
e 

us
e 

of
 t

ec
hn

ol
og

y,
 t

he
 

in
tr

od
uc

ti
on

 o
f 

ne
w

 t
ec

hn
ol

og
y,

 a
nd

 t
he

 s
up

po
rt

 f
or

 u
se

rs
 in

 y
ou

r 
or

ga
ni

sa
ti

on
) 

3,
 4

, 
5,

 6
, 

7 
1,

 2
, 

3,
 4

, 
6,

 8
, 

11
 

1
, 

2
, 

3
, 

4
 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

11
9 

E6
 E

n
su

re
 h

ea
lt

h
 a

n
d
 s

af
et

y 
re

q
u
ir

em
en

ts
 a

re
 m

et
 i
n
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
en

su
re

 h
ea

lt
h
 a

n
d
 s

af
et

y 
p
ol

ic
ie

s 
ar

e 
im

p
le

m
en

te
d 

ap
p
ro

p
ri

at
el

y:
 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 o
rg

an
is

ed
 w

it
h 

pe
op

le
 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
ili

ty
, 

or
 t

he
ir

 r
ep

re
se

nt
at

iv
es

, 
an

d 
th

os
e 

w
it

h 
sp

ec
ia

lis
t 

ex
pe

rt
is

e,
 t

o 
di

sc
us

s,
 r

ev
ie

w
 a

nd
 a

gr
ee

 
th

e 
im

pl
em

en
ta

ti
on

 o
f 

w
or

kp
la

ce
 p

ol
ic

ie
s 

on
 h

ea
lt

h 
an

d 
sa

fe
ty

 
2,

 3
, 

5,
 7

, 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9 
1,

 2
 

1,
 2

, 
3,

 
4,

 6
, 

7,
 

8 

 
no

te
s 

of
 b

ri
ef

in
gs

 o
r 

pr
es

en
ta

ti
on

s 
yo

u 
ha

ve
 m

ad
e 

or
 c

om
m

is
si

on
ed

 t
o 

pe
op

le
 i
n 

yo
ur

 a
re

a 
of

 
re

sp
on

si
bi

lit
y 

on
 t

he
 i
m

pl
em

en
ta

ti
on

 o
f 

w
or

kp
la

ce
 p

ol
ic

ie
s 

on
 h

ea
lt

h 
an

d 
sa

fe
ty

 
2,

 3
, 

5,
 7

, 
9 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9 
1,

 2
 

1,
 2

, 
5,

 
6 

 
re

co
rd

s 
of

 t
ra

in
in

g 
ac

ti
vi

ty
 y

ou
 h

av
e 

or
ga

ni
se

d 
fo

r 
pe

op
le

 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
il
it

y 
on

 
th

e 
im

pl
em

en
ta

ti
on

 o
f 

w
or

kp
la

ce
 p

ol
ic

ie
s 

on
 h

ea
lt

h 
an

d 
sa

fe
ty

 
3,

 5
, 

7,
 8

 
1,

 5
, 

8,
 1

4 
1,

 2
 

1,
 2

, 
5,

 
6 

O
1 

O
2 

O
3 

O
4 

O
5 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

en
su

ri
ng

 t
ha

t 
he

al
th

 a
nd

 s
af

et
y 

po
lic

ie
s 

ar
e 

im
pl

em
en

te
d 

an
d 

re
vi

ew
ed

 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
ili

ty
) 

3,
 5

, 
8 

1,
 2

, 
4,

 6
, 

7,
 8

, 
9 

1,
 2

 
2,

 4
, 

5,
 

7 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
0 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 r

is
k 

as
se

ss
m

en
ts

 y
ou

 h
av

e 
or

ga
n
is

ed
, 

m
on

it
or

in
g 

sy
st

em
s 

yo
u
 h

av
e 

in
tr

od
u
ce

d
 o

r 
im

p
ro

ve
d
, 

an
d
 a

ct
io

n
s 

yo
u
 h

av
e 

ta
ke

n
 t

o 
re

du
ce

 
ri

sk
s 

in
 y

ou
r 

ar
ea

 o
f 

re
sp

on
si

b
il
it

y:
 

 
no

te
s 

of
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

w
it

h 
co

ll
ea

gu
es

 a
nd

 t
ho

se
 w

it
h 

sp
ec

ia
lis

t 
ex

pe
rt

is
e 

th
at

 y
ou

 
ha

ve
 o

rg
an

is
ed

, 
to

 i
de

nt
if

y 
an

d 
as

se
ss

 r
is

ks
 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
ili

ty
, 

re
vi

ew
 a

nd
 

im
pr

ov
e 

pr
oc

ed
ur

es
 a

nd
 b

eh
av

io
ur

 t
o 

re
du

ce
 r

is
ks

, 
an

d 
re

vi
ew

 a
nd

 d
ev

el
op

 s
ys

te
m

s 
to

 
re

co
rd

 a
cc

id
en

ts
 a

nd
 i
nc

id
en

ts
 t

ha
t 

pr
es

en
t 

a 
ri

sk
 t

o 
he

al
th

 a
nd

 s
af

et
y 

2,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
7,

 8
, 

10
, 

11
, 

12
, 

14
 

1,
 2

 
1,

 3
, 

4,
 

5,
 6

, 
7,

 
8 

 
ri

sk
 a

ss
es

sm
en

t 
yo

u 
ha

ve
 p

re
pa

re
d 

an
d 

re
po

rt
s 

on
 h

az
ar

ds
 a

nd
 r

is
ks

 t
ha

t 
yo

u 
ha

ve
 s

ub
m

it
te

d 
to

 a
pp

ro
pr

ia
te

 p
eo

pl
e 

in
 y

ou
r 

or
ga

ni
sa

ti
on

 
3,

 4
, 

5,
 6

, 
7,

 
8 

1,
 2

, 
7,

 8
, 

10
, 

13
, 

14
 

1,
 2

 
3,

 7
 

 
pr

oc
ed

ur
e 

sp
ec

if
ic

at
io

ns
 a

nd
 i
ns

tr
uc

ti
on

s 
yo

u 
ha

ve
 p

re
pa

re
d 

an
d 

em
ai

ls
, 

m
em

os
 a

nd
 o

th
er

 
co

m
m

un
ic

at
io

ns
 y

ou
 h

av
e 

se
nt

 t
o 

pe
op

le
 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
il
it

y,
 t

o 
im

pr
ov

e 
sy

st
em

s 
an

d 
op

er
at

io
ns

, 
an

d 
to

 e
nc

ou
ra

ge
 b

eh
av

io
ur

 t
ha

t 
re

du
ce

 r
is

ks
 t

o 
he

al
th

 a
nd

 s
af

et
y 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
 

1,
 2

, 
9,

 
10

, 
12

, 
14

 
1,

 2
 

4,
 5

, 
6,

 
7,

 8
 

 
sy

st
em

s 
sp

ec
if

ic
at

io
ns

 a
nd

 i
ns

tr
uc

ti
on

s 
yo

u 
ha

ve
 p

re
pa

re
d 

an
d 

em
ai

ls
, 

m
em

os
 a

nd
 o

th
er

 
co

m
m

un
ic

at
io

ns
 y

ou
 h

av
e 

se
nt

 t
o 

pe
op

le
 i
n 

yo
ur

 a
re

a 
of

 r
es

po
ns

ib
il
it

y,
 t

o 
m

on
it

or
 a

cc
id

en
ts

 
an

d 
in

ci
de

nt
s 

th
at

 p
re

se
nt

 a
 r

is
k 

to
 h

ea
lt

h 
an

d 
sa

fe
ty

 

2,
 3

, 
5,

 7
, 

8,
 

9 
1,

 2
, 

9,
 

10
, 

11
 

1,
 2

 
4,

 5
, 

6,
 

7,
 8

 

 
an

al
ys

es
 o

f 
da

ta
 o

n 
ac

ci
de

nt
s 

an
d 

in
ci

de
nt

s 
th

at
 p

re
se

nt
 a

 r
is

k 
to

 h
ea

lt
h 

an
d 

sa
fe

ty
 

3,
 4

, 
6 

1,
 2

, 
9,

 
10

, 
11

, 
12

 
1,

 2
 

8 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 o

w
n 

ac
ti

on
s 

to
 i
de

nt
if

y,
 m

on
it

or
 a

nd
 r

ed
uc

e 
ri

sk
s 

to
 

he
al

th
 a

nd
 s

af
et

y 
in

 y
ou

r 
ar

ea
 o

f 
re

sp
on

si
bi

lit
y)

 
1,

 3
, 

4,
 5

, 
6,

 
7,

 8
 

1,
 2

, 
9,

 
10

, 
11

, 
12

, 
13

 
1,

 2
 

4,
 5

, 
6,

 
7,

 8
 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 a

ct
io

ns
 a

nd
 b

eh
av

io
ur

 i
n 

m
od

el
lin

g 
be

st
 p

ra
ct

ic
e 

an
d 

en
co

ur
ag

in
g 

ot
he

rs
 t

o 
m

in
im

is
e 

th
e 

ri
sk

s 
to

 h
ea

lt
h 

an
d 

sa
fe

ty
) 

1,
 2

, 
4,

 9
 

- 
- 

- 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
1 

E7
 E

n
su

re
 a

n
 e

ff
ec

ti
ve

 o
rg

an
is

at
io

n
al

 a
p
p
ro

ac
h
 t

o 
h
ea

lt
h
 a

n
d
 s

af
et

y 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

to
 e

n
su

re
 a

 h
ea

lt
h
 a

n
d
 s

af
et

y 
p
ol

ic
y 

is
 d

ev
el

op
ed

, 
re

vi
ew

ed
 a

n
d
 i
m

p
le

m
en

te
d
 a

p
p
ro

p
ri

at
el

y:
 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 o
rg

an
is

ed
 a

t 
w

hi
ch

 t
he

 o
rg

an
is

at
io

n’
s 

he
al

th
 a

nd
 

sa
fe

ty
 p

ol
ic

y 
is

 d
ev

el
op

ed
 o

r 
re

vi
ew

ed
, 

an
d 

pl
an

s 
de

ve
lo

pe
d 

fo
r 

it
s 

im
pl

em
en

ta
ti

on
 

3,
 4

, 
5,

 6
, 

8,
 

9,
 1

0 

1,
 2

, 
3,

 4
, 

6,
 7

, 
8,

 9
, 

10
, 

13
 

1,
 2

 
1,

 2
, 

3,
 7

, 
9 

 
ro

le
 d

es
cr

ip
ti

on
s,

 r
ec

ru
it

m
en

t 
an

d 
ap

po
in

tm
en

t 
re

co
rd

s,
 g

ro
up

s 
or

 c
om

m
it

te
es

, 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

, 
an

d 
de

ta
ils

 o
f 

tr
ai

ni
ng

 a
nd

 c
on

su
lt

an
cy

 t
ha

t 
yo

u 
ha

ve
 o

rg
an

is
ed

 o
r 

co
m

m
is

si
on

ed
, 

an
d 

re
co

rd
s 

of
 r

es
ou

rc
es

 y
ou

 h
av

e 
ob

ta
in

ed
, 

to
 e

ns
ur

e 
th

at
 t

he
 o

rg
an

is
at

io
n 

is
 a

bl
e 

to
 im

pl
em

en
t 

it
s 

he
al

th
 a

nd
 s

af
et

y 
po

lic
y 

ef
fe

ct
iv

el
y 

3,
 4

, 
5,

 6
 

2,
 7

, 
8,

 9
, 

10
, 

12
 

1,
 2

 
2,

 3
, 

4,
 6

, 
9 

 
ne

w
sl

et
te

rs
, 

po
st

er
s,

 i
nt

ra
ne

t 
pa

ge
s,

 e
m

ai
ls

, 
m

em
os

 a
nd

 o
th

er
 c

om
m

un
ic

at
io

ns
 y

ou
 h

av
e 

or
ig

in
at

ed
 t

ha
t 

ar
e 

de
si

gn
ed

 t
o 

en
su

re
 t

ha
t 

pe
op

le
 a

re
 a

w
ar

e 
of

 t
he

 o
rg

an
is

at
io

n’
s 

he
al

th
 

an
d 

sa
fe

ty
 p

ol
ic

y 
an

d 
pr

oc
ed

ur
es

 

2,
 3

, 
4,

 5
, 

7,
 

11
 

1,
 2

, 
4,

 5
 

1,
 2

 
1,

 2
, 

8 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

n 
on

 y
ou

r 
ro

le
 i
n 

en
su

ri
ng

 t
ha

t 
th

e 
or

ga
ni

sa
ti

on
’s

 h
ea

lt
h 

an
d 

sa
fe

ty
 p

ol
ic

y 
is

 d
ev

el
op

ed
, 

re
vi

ew
ed

 a
nd

 i
m

pl
em

en
te

d)
 

3,
 5

, 
6,

 7
 

1,
 2

, 
4,

 5
, 

6,
 7

, 
8,

 9
 

1,
 2

 
2,

 8
 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

to
 m

on
it

or
 h

ea
lt

h
 a

n
d
 s

af
et

y 
in

 t
h
e 

w
or

kp
la

ce
 a

n
d
 i
n
it

ia
te

 c
h
an

ge
s 

to
 r

ed
u
ce

 h
az

ar
d
s 

an
d
 r

is
ks

: 

 
no

te
s 

an
d 

m
in

ut
es

 o
f 

m
ee

ti
ng

s 
of

 h
ea

lt
h 

an
d 

sa
fe

ty
 c

om
m

it
te

es
 o

r 
ot

he
r 

fo
ru

m
s 

yo
u 

ha
ve

 
or

ga
ni

se
d,

 a
nd

 e
m

ai
ls

, 
m

em
os

 o
r 

le
tt

er
s 

yo
u 

ha
ve

 w
ri

tt
en

, 
to

 c
om

m
is

si
on

 a
nd

 r
ev

ie
w

 r
is

k 
as

se
ss

m
en

ts
 a

nd
 c

os
t/

be
ne

fi
t 

an
al

ys
es

, 
an

d 
de

ve
lo

p 
or

 r
ev

ie
w

 s
ys

te
m

s,
 p

ro
ce

du
re

s,
 

pr
ac

ti
ce

s,
 b

eh
av

io
ur

 a
nd

 r
es

ou
rc

es
 t

o 
re

du
ce

 r
is

ks
 a

nd
 m

on
it

or
 h

ea
lt

h 
an

d 
sa

fe
ty

 i
n 

th
e 

w
or

kp
la

ce
 

1,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9,

 1
0 

1,
 2

, 
7,

 8
, 

9,
 1

0,
 1

2,
 

13
 

1,
 2

 
1,

 3
, 

4,
 5

, 
6,

 9
 

 
an

al
ys

es
 o

f 
da

ta
 o

n 
ac

ci
de

nt
s 

an
d 

in
ci

de
nt

s 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

 o
r 

co
m

m
is

si
on

ed
, 

to
 

es
ta

bl
is

h 
th

e 
ef

fe
ct

iv
en

es
s 

of
 t

he
 o

rg
an

is
at

io
n’

s 
po

lic
y 

on
 h

ea
lt

h 
an

d 
sa

fe
ty

 a
nd

 t
o 

id
en

ti
fy

 
an

y 
pa

tt
er

ns
 o

r 
tr

en
ds

 
4,

 5
, 

6 
1,

 2
, 

11
 

1,
 2

 
5 

O
1 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 
 

pe
rs

on
al

 s
ta

te
m

en
t 

(r
ef

le
ct

io
n 

on
 y

ou
r 

ro
le

 i
n 

en
su

ri
ng

 t
ha

t 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 a
re

 i
n 

pl
ac

e 
to

 r
ed

uc
e 

ri
sk

s 
an

d 
m

on
it

or
 h

ea
lt

h 
an

d 
sa

fe
ty

 i
n 

th
e 

w
or

kp
la

ce
) 

3,
 4

, 
5,

 7
, 

9 
1,

 2
, 

7,
 8

, 
9,

 1
0,

 1
1,

 
12

, 
13

 
1,

 2
 

5,
 6

, 
7,

 8
 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
2 

E8
 M

an
ag

e 
p
h
ys

ic
al

 r
es

ou
rc

es
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

to
 i
d
en

ti
fy

 u
ti

li
sa

ti
on

, 
fu

tu
re

 r
e
q
u
ir

em
en

ts
 a

n
d
 o

p
ti

on
s 

fo
r 

ch
an

ge
s 

in
 t

h
e 

re
so

u
rc

es
 e

m
pl

oy
ed

 

 
no

te
s 

of
 m

ee
ti

ng
s,

 e
m

ai
ls

, 
m

em
os

 l
et

te
rs

 a
nd

 r
ep

or
ts

 r
el

at
in

g 
to

 d
is

cu
ss

io
ns

 w
it

h 
co

ll
ea

gu
es

, 
su

pp
li
er

s 
an

d 
co

ns
ul

ta
nt

s 
on

 r
es

ou
rc

e 
ut

ili
sa

ti
on

, 
re

so
ur

ce
 o

pt
io

ns
 a

nd
 f

ut
ur

e 
re

qu
ir

em
en

ts
 

1,
 2

, 
5,

 6
, 

7,
 

8,
 9

, 
10

 
1,

 2
 

1 
1,

 2
, 

3,
 4

 

 
m

on
it

or
in

g 
da

ta
, 

re
co

rd
s,

 a
ud

it
 r

ep
or

ts
 a

nd
 o

th
er

 d
at

a 
on

 r
es

ou
rc

e 
co

st
s,

 a
va

il
ab

il
it

y 
an

d 
ut

ili
sa

ti
on

, 
an

d 
sp

re
ad

sh
ee

ts
 a

nd
 o

th
er

 a
na

ly
se

s 
an

d 
co

m
pu

ta
ti

on
s 

ba
se

d 
on

 t
hi

s 
da

ta
 

4,
 5

, 
8,

 9
 

9 
1 

1,
 2

, 
3 

 
co

pi
es

 o
f 

re
po

rt
s,

 r
ev

ie
w

s 
an

d 
an

al
ys

es
 o

f 
po

te
nt

ia
l 
ne

w
 r

es
ou

rc
es

, 
an

d 
yo

ur
 s

um
m

ar
ie

s,
 a

na
ly

se
s 

an
d 

co
m

m
en

ta
ri

es
 o

n 
th

es
e 

3,
 5

, 
7 

1,
 2

 
1 

3,
 4

 

 
re

po
rt

s,
 p

re
se

nt
at

io
ns

, 
co

st
s 

sc
he

du
le

s,
 d

ra
ft

 b
ud

ge
ts

 a
nd

 f
in

an
ci

al
 f

or
ec

as
ts

, 
co

st
-b

en
ef

it
 a

na
ly

se
s,

 
em

ai
ls

, 
m

em
os

 a
nd

 l
et

te
rs

 t
ha

t 
yo

u 
ha

ve
 p

re
pa

re
d,

 t
o 

m
ak

e 
a 

bu
si

ne
ss

 c
as

e 
fo

r 
ac

qu
ir

in
g 

ne
w

 
re

so
ur

ce
s 

1,
 3

, 
5,

 6
, 

7,
 

8,
 9

, 
1o

 
2,

 3
, 

4 
1 

1,
 2

, 
3,

 4
 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 o

w
n 

ac
ti

on
s 

to
 r

ev
ie

w
 r

es
ou

rc
e 

ut
il
is

at
io

n,
 f

ut
ur

e 
re

qu
ir

em
en

ts
 a

nd
 o

pt
io

ns
 f

or
 c

ha
ng

es
 i
n 

th
e 

re
so

ur
ce

s 
em

pl
oy

ed
) 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9,

 1
o 

1,
 2

, 
3,

 
4,

 9
 

1 
1,

 2
, 

3,
 4

 

O
1 

O
2 

O
3 

O
4 

O
9 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 a

ct
io

ns
 r

es
ou

rc
e 

ut
ili

sa
ti

on
, 

fu
tu

re
 r

eq
ui

re
m

en
ts

 a
nd

 o
pt

io
ns

 
fo

r 
ch

an
ge

s 
in

 t
he

 r
es

ou
rc

es
 e

m
pl

oy
ed

) 
1,

 2
, 

3,
 5

, 
6,

 
7,

 8
, 

9,
 1

o 
- 

- 
- 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
3 

E8
 M

an
ag

e 
ph

ys
ic
al
 re

so
ur

ce
s 
(c
on

tin
ue

d)
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 r

es
ou

rc
e 

ac
q
u
is

it
io

n
 a

n
d
 u

ti
li
sa

ti
on

 p
la

n
n
in

g 
 

 
no

te
s 

of
 n

eg
ot

ia
ti

on
s 

w
it

h 
su

pp
li
er

s,
 l
et

te
rs

, 
em

ai
ls

, 
or

de
rs

 a
nd

 s
up

pl
y 

sc
he

du
le

s 
to

 a
cq

ui
re

 n
ew

 
re

so
ur

ce
s 

1,
 5

, 
6,

 7
, 

8,
 

9,
 1

0 
1,

 2
, 

6,
 1

0 
1 

4 

 
sp

re
ad

sh
ee

ts
, 

ta
bl

es
, 

da
ta

ba
se

 r
ep

or
ts

, 
G

an
tt

 c
ha

rt
s,

 n
et

w
or

k 
di

ag
ra

m
s,

 f
lo

w
 c

ha
rt

s,
 p

la
ns

 a
nd

 o
th

er
 

re
co

rd
s 

of
 t

he
 a

cq
ui

si
ti

on
 a

nd
 p

la
nn

ed
 o

rg
an

is
at

io
n 

an
d 

ut
il
is

at
io

n 
of

 r
es

ou
rc

es
 

4,
 5

 
5,

 6
, 

9 
1 

2,
 3

 

 
no

te
s 

of
 m

ee
ti

ng
s,

 e
m

ai
ls

, 
m

em
os

, 
le

tt
er

s,
 r

ep
or

ts
, 

pr
oc

ed
ur

e 
m

an
ua

ls
, 

op
er

at
io

na
l 
gu

id
an

ce
 a

nd
 

ro
le

 p
ro

fi
le

s 
re

la
ti

ng
 t

o 
th

e 
sa

fe
 a

nd
 s

ec
ur

e 
us

e,
 h

an
dl

in
g 

an
d 

st
or

ag
e 

of
 r

es
ou

rc
es

 
5,

 6
, 

7,
 8

, 
9,

 
10

 
7,

 8
 

1 
1,

 3
 

 
va

ri
an

ce
 r

ep
or

ts
, 

bu
dg

et
 r

ec
on

ci
lia

ti
on

s,
 s

pr
ea

ds
he

et
s,

 d
at

ab
as

e 
re

po
rt

s 
co

m
pa

ri
ng

 a
ct

ua
l 
an

d 
pl

an
ne

d 
re

so
ur

ce
 u

ti
lis

at
io

n,
 a

nd
 p

la
ns

, 
re

po
rt

s,
 e

m
ai

ls
, 

m
em

os
 a

nd
 n

ot
es

 o
f 

m
ee

ti
ng

s 
ab

ou
t 

ac
ti

on
s 

to
 a

dd
re

ss
 v

ar
ia

nc
es

 

1,
 2

, 
3,

 4
, 

5,
 

7,
 8

, 
9,

 1
0 

9,
 1

0 
1 

1,
 2

, 
3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 o

w
n 

ac
ti

on
s 

to
) 

1,
 2

, 
3,

 4
, 

5,
 

7,
 8

, 
9,

 1
0 

1,
 2

, 
5,

 6
, 

7,
 8

, 
9,

 1
0 

1 
1,

 2
, 

3,
 4

 

O
5 

O
6 

O
7 

O
8 

O
10

 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 a

ct
io

ns
) 

1,
 2

, 
3,

 4
, 

5,
 

7,
 8

, 
9,

 1
0 

- 
- 

- 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
4 

E9
 M

an
ag

e 
th

e 
en

vi
ro

n
m

en
ta

l 
im

p
ac

t 
of

 y
ou

r 
w

or
k 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 Ev

id
en

ce
 o

f 
ou

tc
om

es
: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
d
s 

of
 y

ou
r 

ac
ti

on
s 

to
 m

an
ag

e 
th

e 
en

vi
ro

n
m

en
ta

l 
im

pa
ct

 o
f 

yo
u
r 

w
or

k 

 
pr

od
uc

ti
on

/o
pe

ra
ti

on
al

 r
ep

or
ts

, 
w

or
k 

sc
he

du
le

s/
re

co
rd

s,
 t

im
e 

sh
ee

ts
, 

st
oc

k 
re

po
rt

s 
an

d 
ot

he
r 

da
ta

 o
n 

w
or

k 
ac

ti
vi

ti
es

 a
nd

 r
es

ou
rc

e 
ut

il
is

at
io

n 
1,

 6
, 

9,
 1

0 
1,

 2
, 

3,
 6

 
1 

- 

 
ri

sk
s 

as
se

ss
m

en
ts

, 
C
O

SH
H

 r
ec

or
ds

, 
pr

oc
ed

ur
e 

m
an

ua
ls

, 
op

er
at

io
na

l 
gu

id
an

ce
 a

nd
 r

ol
e 

pr
of

ile
s 

re
la

ti
ng

 t
o 

th
e 

sa
fe

 a
nd

 s
ec

ur
e 

us
e,

 h
an

dl
in

g 
an

d 
st

or
ag

e 
of

 r
es

ou
rc

es
 t

ha
t 

yo
u 

ha
ve

 p
re

pa
re

d 

1,
 2

, 
3,

 4
, 

6,
 

7,
 9

 
3,

 4
, 

5,
 7

 
1 

1,
 2

 

 
ac

ci
de

nt
 o

r 
in

ci
de

nt
 r

ep
or

ts
 a

nd
 n

ot
es

 o
f 

m
ee

ti
ng

s,
 e

m
ai

ls
, 

m
em

os
 a

nd
 o

th
er

 r
ep

or
ts

 a
bo

ut
 

re
du

ci
ng

 t
he

 n
eg

at
iv

e 
im

pa
ct

 o
f 

re
so

ur
ce

s 
on

 t
he

 e
nv

ir
on

m
en

t 
2,

 3
, 

4,
 5

, 
6,

 
7,

 1
0 

3,
 4

 
- 

1,
 2

 

 
no

te
s 

of
 m

ee
ti

ng
s 

w
it

h,
 a

nd
 e

m
ai

ls
, 

m
em

os
, 

re
po

rt
s 

fr
om

 o
th

er
s 

ab
ou

t 
w

ay
s 

of
 r

ed
uc

in
g 

th
e 

ne
ga

ti
ve

 im
pa

ct
 o

f 
re

so
ur

ce
s 

on
 t

he
 e

nv
ir

on
m

en
t 

an
d 

th
e 

be
ne

fi
ts

 o
f 

do
in

g 
so

 
2,

 3
, 

4,
 6

, 
7,

 
8,

 9
, 

10
 

3,
 5

, 
7 

1 
3,

 4
 

 
br

ie
fi

ng
s 

an
d 

pr
es

en
ta

ti
on

s 
at

 t
ea

m
 m

ee
ti

ng
s 

an
d 

to
 o

th
er

s,
 e

m
ai

ls
, 

m
em

os
, 

re
po

rt
s,

 
no

ti
ce

s 
an

d 
ot

he
r 

co
m

m
un

ic
at

io
ns

 a
bo

ut
 w

ay
s 

of
 r

ed
uc

in
g 

th
e 

ne
ga

ti
ve

 im
pa

ct
 o

f 
re

so
ur

ce
s 

on
 t

he
 e

nv
ir

on
m

en
t 

an
d 

th
e 

be
ne

fi
ts

 o
f 

do
in

g 
so

 

2,
 3

, 
4,

 7
, 

8,
 

9,
 1

0 
1,

 2
, 

3,
 5

, 
7 

1 
3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 o

w
n 

ac
ti

on
s 

to
) 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

 
1 

1,
 2

, 
3,

 4
, 

5 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 a

ct
io

ns
) 

2,
 3

, 
4,

 5
, 

7,
 

8,
 9

 
- 

- 
- 

  



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
5 

E1
0
 T

ak
e 

ef
fe

ct
iv

e 
d
ec

is
io

n
s 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 Ev

id
en

ce
 o

f 
ou

tc
om

es
: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
ds

 o
f 

yo
u
r 

ac
ti

on
s 

to
 c

ol
le

ct
 i
n
fo

rm
at

io
n
 a

n
d
 c

on
su

lt
 o

th
er

s 
b
ef

or
e 

m
ak

in
g 

d
ec

is
io

n
s 

 
no

te
s 

of
 m

ee
ti

ng
s,

 e
m

ai
ls

, 
m

em
os

, 
le

tt
er

s 
an

d 
re

po
rt

s 
fr

om
 t

ho
se

 a
bl

e 
to

 a
dv

is
e 

on
, 

co
nt

ri
bu

te
 t

o 
an

d/
or

 a
ff

ec
te

d 
by

 t
he

 d
ec

is
io

n 
1,

 3
 

1,
 2

, 
3 

- 
1,

 4
, 

5 

 
sp

re
ad

sh
ee

ts
, 

da
ta

ba
se

 r
ep

or
ts

, 
re

po
rt

s 
an

d 
ot

he
r 

re
le

va
nt

 i
nf

or
m

at
io

n 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

, 
an

d 
yo

ur
 a

ss
es

sm
en

ts
, 

an
al

ys
es

, 
ca

lc
ul

at
io

ns
 a

nd
 r

is
k 

as
se

ss
m

en
ts

 b
as

ed
 o

n 
th

is
 

in
fo

rm
at

io
n 

3,
 4

, 
5,

 6
 

3,
 4

, 
5,

 6
 

1 
2 

 
em

ai
ls

, 
m

em
os

, 
le

tt
er

s 
an

d 
re

po
rt

s 
an

d 
no

te
s 

of
 b

ri
ef

in
gs

 a
nd

 p
re

se
nt

at
io

ns
 t

o 
co

m
m

un
ic

at
e 

de
ci

si
on

s 
1,

 2
, 

7,
 8

, 
9,

 
10

 
7,

 8
, 

9,
 1

0,
 

11
, 

12
 

- 
2,

 3
, 

4 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 d

ec
is

io
n-

m
ak

in
g)

 
2,

 7
, 

8,
 9

, 
10

 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

, 
11

, 
12

 
1 

1,
 2

, 
3,

 4
,  

5 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 
 

w
it

ne
ss

 s
ta

te
m

en
ts

 (
co

m
m

en
ts

 o
n 

yo
ur

 d
ec

is
io

n-
m

ak
in

g)
 

1,
 2

, 
4,

 7
, 

8,
 

9,
 1

0 
- 

- 
- 

  



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
6 

E1
1
 C

om
m

u
n
ic

at
e 

in
fo

rm
at

io
n
 a

n
d
 k

n
ow

le
d
ge

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 Ev

id
en

ce
 o

f 
ou

tc
om

es
: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

R
ec

or
ds

 o
f 

yo
u
r 

co
m

m
u
n
ic

at
io

n
 t

o 
ot

h
er

s 

 
no

te
s 

of
 m

ee
ti

ng
s 

or
 c

on
ve

rs
at

io
ns

, 
em

ai
ls

, 
m

em
os

 a
nd

 l
et

te
rs

 t
o 

id
en

ti
fy

 o
th

er
s’

 n
ee

d 
fo

r 
in

fo
rm

at
io

n 
an

d 
kn

ow
le

dg
e 

an
d 

pr
ef

er
en

ce
s 

fo
r 

ho
w

 it
s 

co
m

m
un

ic
at

ed
 

1,
 2

, 
3,

 4
, 

9  
1,

 2
, 

3 
1 

1,
 3

 

 
ex

am
pl

es
 o

f 
co

m
m

un
ic

at
io

n 
in

 w
ri

tt
en

 f
or

m
 t

hr
ou

gh
 d

if
fe

re
nt

 m
ed

ia
 (

em
ai

ls
, 

m
em

os
, 

le
tt

er
s,

 r
ep

or
ts

, 
no

0t
es

 o
r 

re
co

rd
in

gs
 o

f 
br

ie
fi

ng
s 

an
d 

pr
es

en
ta

ti
on

s)
 t

ha
t 

yo
u 

ha
ve

 
pr

ep
ar

ed
, 

us
in

g 
di

ff
er

en
t 

st
yl

es
 a

nd
 f

or
 d

if
fe

re
nt

 a
ud

ie
nc

es
 

1,
 3

, 
4,

 5
, 

6,
 

7,
 8

 
4,

 5
, 

6,
 7

, 
8,

 
9,

 1
0,

 1
1 

1 
1,

 2
, 

3,
 4

 

 
re

co
rd

s 
of

 f
ee

db
ac

k 
fr

om
 o

th
er

s 
on

 y
ou

r 
co

m
m

un
ic

at
io

ns
 s

ho
w

in
g,

 y
ou

r 
ef

fe
ct

iv
en

es
s 

in
 

co
m

m
un

ic
at

in
g 

in
fo

rm
at

io
n 

an
d 

kn
ow

le
dg

e 
su

cc
es

sf
ul

ly
 

1,
 2

, 
3,

 9
 

8,
 1

1 
- 

1 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 c

om
m

un
ic

at
io

ns
 t

o 
ot

he
rs

) 
1,

 2
, 

3,
 4

, 
5,

 
6,

 7
, 

8,
 9

, 
10

 

1,
 2

, 
3,

 4
, 

5,
 

6,
 7

, 
8,

 9
, 

10
, 

11
 

1 
1,

 2
, 

3,
 4

 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

O
11

 
 

w
it

ne
ss

 s
ta

te
m

en
ts

 (
co

m
m

en
ts

 o
n 

yo
ur

 c
om

m
un

ic
at

io
ns

 t
o 

ot
he

rs
) 

2,
 3

, 
4,

 5
, 

6,
 

7,
 8

, 
9,

 1
0 

- 
- 

- 

   



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
7 

F
1
 M

an
ag

e 
a 

p
ro

je
ct

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 

  
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ro

je
ct

 t
er

m
s 

of
 r

ef
er

en
ce

 y
ou

 h
av

e 
ag

re
ed

 a
n
d
 p

ro
je

ct
 p

la
n
s 

th
at

 y
ou

 h
av

e 
p
re

p
ar

ed
: 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 a
tt

en
de

d,
 a

nd
 e

m
ai

ls
, 

m
em

os
, 

le
tt

er
s,

 p
ro

je
ct

 
pr

op
os

al
s,

 t
er

m
s 

of
 r

ef
er

en
ce

, 
sc

op
in

g 
or

 f
ea

si
bi

li
ty

 s
tu

di
es

 a
nd

 o
th

er
 d

oc
um

en
ts

 t
ha

t 
yo

u 
ha

ve
 w

ri
tt

en
, 

to
 a

gr
ee

 t
he

 o
bj

ec
ti

ve
s,

 s
co

pe
, 

re
so

ur
ce

s,
 p

la
ns

 a
nd

 t
im

es
ca

le
s 

w
it

h 
sp

on
so

rs
 

an
d 

st
ak

eh
ol

de
rs

 

3,
 4

, 
5,

 7
 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7,

 8
, 

9 
2,

 3
 

1,
 2

, 
3,

 
4 

 
sc

he
du

le
s,

 a
ct

io
n 

pl
an

s,
 c

on
ti

ng
en

cy
 p

la
ns

, 
ri

sk
 a

ss
es

sm
en

ts
, 

bu
dg

et
s,

 G
an

tt
 c

ha
rt

s,
 

ne
tw

or
k 

di
ag

ra
m

s 
(e

g 
C
PA

, 
PE

R
T
 o

r 
Pr

ec
ed

en
ce

 d
ia

gr
am

s)
 a

nd
 o

th
er

 t
oo

ls
 f

or
 p

la
nn

in
g 

th
e 

pr
oj

ec
t 

th
at

 y
ou

 h
av

e 
us

ed
 

3,
 5

 
1,

 3
, 

6,
 9

, 
13

, 
14

 
1,

 2
, 

3 
3,

 6
, 

7,
 

11
 

 
no

te
s 

or
 m

in
ut

es
 f

ro
m

, 
an

d 
re

co
rd

s 
of

 p
re

se
nt

at
io

ns
 a

t,
 b

ri
ef

in
gs

 o
r 

m
ee

ti
ng

s 
th

at
 y

ou
 h

av
e 

or
ga

ni
se

d,
 a

nd
 e

m
ai

ls
, 

m
em

os
, 

le
tt

er
s 

yo
u 

ha
ve

 s
en

t 
to

 m
em

be
rs

 o
f 

th
e 

pr
oj

ec
t 

te
am

 a
nd

 
ot

he
r 

st
ak

eh
ol

de
rs

, 
to

 a
gr

ee
 p

ro
je

ct
 p

la
ns

 a
nd

 r
ol

es
 a

nd
 r

es
po

ns
ib

ili
ti

es
 

4,
 5

, 
6,

 7
, 

9 
2,

 3
, 

6,
 8

, 
9,

 1
0,

 1
1,

 
12

 
2,

 3
 

3,
 4

, 
5,

 
6,

 7
, 

8 

 
pr

oc
ed

ur
e 

sp
ec

if
ic

at
io

ns
, 

op
er

at
io

na
l 
gu

id
el

in
es

 a
nd

 o
th

er
 d

oc
um

en
ts

 y
ou

 h
av

e 
pr

ep
ar

ed
 t

o 
en

su
re

 t
ha

t 
pr

oj
ec

t 
te

am
 m

em
be

rs
 p

er
fo

rm
 t

o 
th

e 
re

qu
ir

ed
 s

ta
nd

ar
d 

an
d 

to
 m

in
im

is
e 

ri
sk

s 
to

 h
ea

lt
h 

an
d 

sa
fe

ty
 

3,
 4

, 
5,

 6
, 

7,
 

9 
6,

 9
, 

10
, 

11
, 

12
 

2,
 3

 
6,

 7
, 

9 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

an
d 

pe
rf

or
m

an
ce

 i
n 

ag
re

ei
ng

 t
he

 p
ro

je
ct

 t
er

m
s 

of
 r

ef
er

en
ce

, 
an

d 
or

ga
ni

si
ng

 a
nd

 p
la

nn
in

g 
th

e 
pr

oj
ec

t)
 

5,
 6

, 
7,

 8
, 

9 
1,

 2
, 

3,
 4

, 
5,

 7
, 

8,
 9

, 
10

 
1,

 2
, 

3 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
10

, 
11

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
8 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Y
ou

r 
re

co
rd

s 
of

 m
on

it
or

in
g 

an
d
 e

va
lu

at
in

g 
p
ro

je
ct

s 
yo

u
 h

av
e 

m
an

ag
ed

: 

 
pr

oj
ec

t 
re

po
rt

s,
 n

ew
sl

et
te

rs
, 

em
ai

ls
, 

m
em

os
 a

nd
 l
et

te
rs

, 
an

d 
ac

ti
on

 p
la

ns
, 

pr
oj

ec
t 

sc
he

du
le

s,
 G

an
tt

 c
ha

rt
s 

an
d 

ne
tw

or
k 

di
ag

ra
m

s 
an

d 
ot

he
r 

pr
oj

ec
t 

m
an

ag
em

en
t 

to
ol

s,
 

re
co

rd
in

g 
an

d 
re

po
rt

in
g 

pr
og

re
ss

 a
ga

in
st

 a
gr

ee
d 

m
il
es

to
ne

s,
 a

ny
 p

ro
bl

em
s 

id
en

ti
fi

ed
, 

re
so

ur
ce

s 
re

qu
ir

ed
 o

r 
an

y 
ch

an
ge

s 
to

 t
he

 p
ro

je
ct

 p
la

ns
 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9 

2,
 3

, 
11

, 
12

, 
13

, 
14

, 
15

, 
16

, 
17

 

1,
 2

 

6,
 7

, 
8,

 
9,

 1
0,

 
11

, 
12

, 
13

 

 
no

te
s 

or
 m

in
ut

es
 a

nd
 r

ec
or

ds
 o

f 
pr

es
en

ta
ti

on
s 

at
 b

ri
ef

in
gs

 a
nd

 m
ee

ti
ng

s 
of

 t
he

 p
ro

je
ct

 t
ea

m
 

an
d/

or
 s

te
er

in
g 

gr
ou

p,
 r

ep
or

ti
ng

 p
ro

gr
es

s 
ag

ai
ns

t 
ag

re
ed

 m
il
es

to
ne

s,
 a

ny
 p

ro
bl

em
s 

id
en

ti
fi

ed
, 

re
so

ur
ce

s 
re

qu
ir

ed
 o

r 
an

y 
ch

an
ge

s 
to

 t
he

 p
ro

je
ct

 p
la

ns
 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9 

2,
 3

, 
11

, 
12

, 
13

, 
14

, 
15

, 
16

, 
17

 

1,
 2

 

6,
 7

, 
8,

 
9,

 1
0,

 
11

, 
12

, 
13

 

 
en

d 
of

 p
ro

je
ct

 e
va

lu
at

io
n 

re
po

rt
, 

id
en

ti
fy

in
g 

th
e 

ou
tc

om
es

 o
f 

th
e 

pr
oj

ec
t 

ag
ai

ns
t 

th
e 

pl
an

ne
d 

ou
tc

om
es

, 
re

so
ur

ci
ng

 a
nd

 t
im

es
ca

le
s,

 a
nd

 a
ny

 c
on

cl
us

io
ns

 t
ha

t 
co

ul
d 

be
 d

ra
w

n 
ab

ou
t 

th
e 

pr
oj

ec
t 

pl
an

ni
ng

, 
op

er
at

io
n 

an
d 

m
an

ag
em

en
t 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9 

2,
 3

, 
15

, 
17

, 
18

, 
19

, 
20

 
- 

6,
 7

, 
8,

 
9,

 1
0,

 
11

, 
14

, 
15

, 
16

 

 
no

te
s 

or
 m

in
ut

es
 a

nd
 r

ec
or

ds
 o

f 
pr

es
en

ta
ti

on
s 

at
 t

he
 f

in
al

 m
ee

ti
ng

 o
f 

th
e 

pr
oj

ec
t 

te
am

 
an

d/
or

 s
te

er
in

g 
gr

ou
p,

 d
is

cu
ss

in
g 

an
d 

ag
re

ei
ng

 t
he

 o
ut

co
m

es
 o

f 
th

e 
pr

oj
ec

t 
ag

ai
ns

t 
th

e 
pl

an
ne

d 
ou

tc
om

es
, 

re
so

ur
ci

ng
 a

nd
 t

im
es

ca
le

s,
 a

nd
 a

ny
 c

on
cl

us
io

ns
 t

ha
t 

co
ul

d 
be

 d
ra

w
n 

ab
ou

t 
th

e 
pr

oj
ec

t 
pl

an
ni

ng
, 

op
er

at
io

n 
an

d 
m

an
ag

em
en

t 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9 

2,
 3

, 
15

, 
17

, 
18

, 
19

, 
20

 
- 

6,
 7

, 
8,

 
9,

 1
0,

 
11

, 
14

, 
15

, 
16

 

O
7 

O
8 

O
9 

O
10

 

O
11

 

O
12

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
th

e 
ef

fe
ct

iv
en

es
s 

of
 t

he
 p

ro
je

ct
 i
n 

ac
hi

ev
in

g 
it

s 
go

al
s 

an
d 

yo
ur

 p
er

fo
rm

an
ce

 i
n 

m
an

ag
in

g 
th

e 
pr

oj
ec

t)
 

1,
 2

, 
3,

 5
, 

6,
 

7,
 8

, 
9 

1,
 2

, 
7,

 9
, 

18
, 

19
 

1,
 2

 
3,

 4
, 

6,
 

11
, 

15
 

  



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

12
9 

F
2
 M

an
ag

e 
a 

p
ro

gr
am

m
e 

of
 c

om
p
le

m
en

ta
ry

 p
ro

je
ct

s 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

T
er

m
s 

of
 r

ef
er

en
ce

 a
n
d
 p

la
n
s 

fo
r 

p
ro

je
ct

s 
th

at
 y

ou
 h

av
e 

ag
re

ed
: 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 o
rg

an
is

ed
, 

re
co

rd
s 

of
 p

re
se

nt
at

io
ns

 y
ou

 h
av

e 
m

ad
e,

 
an

d 
em

ai
ls

, 
m

em
os

, 
le

tt
er

s,
 p

ro
je

ct
 b

ri
ef

s 
an

d 
te

rm
s 

of
 r

ef
er

en
ce

, 
sc

op
in

g 
or

 f
ea

si
bi

li
ty

 
st

ud
ie

s 
an

d 
ot

he
r 

do
cu

m
en

ts
 t

ha
t 

yo
u 

ha
ve

 w
ri

tt
en

 o
r 

co
m

m
is

si
on

ed
, 

to
 a

gr
ee

 w
it

h,
 a

nd
 

ex
pl

ai
n 

to
, 

pr
oj

ec
t 

te
am

s 
an

d 
le

ad
er

s 
th

e 
ra

ti
on

al
e,

 p
ur

po
se

, 
ob

je
ct

iv
es

, 
sc

op
e,

 r
is

ks
, 

co
nt

in
ge

nc
ie

s,
 r

es
ou

rc
es

, 
pl

an
ni

ng
 t

oo
ls

, 
pl

an
s 

an
d 

ti
m

es
ca

le
s 

of
 p

ro
je

ct
s 

1,
 4

, 
7 

1,
 2

, 
3,

 4
, 

5,
 6

 
1,

 2
, 

3 

1,
 2

, 
3,

 
4,

 5
, 

6,
 

7,
 8

, 
9,

 
10

 

 
no

te
s 

or
 m

in
ut

es
 a

nd
 r

ec
or

ds
 o

f 
di

sc
us

si
on

 y
ou

 h
av

e 
ha

d 
w

it
h 

pr
oj

ec
t 

te
am

s 
an

d 
le

ad
er

s,
 t

o 
m

on
it

or
 p

ro
gr

es
s 

ag
ai

ns
t 

ag
re

ed
 m

il
es

to
ne

s,
 i
de

nt
if

y 
an

d 
re

so
lv

e 
an

y 
pr

ob
le

m
s 

id
en

ti
fi

ed
 o

r 
re

so
ur

ce
s 

re
qu

ir
ed

 ,
 a

nd
 a

gr
ee

 a
ny

 c
ha

ng
es

 t
o 

th
e 

pr
oj

ec
t 

pl
an

s 

1,
 2

, 
3,

 4
, 

6,
 

8 
1,

 2
, 

3,
 5

, 
7 

1,
 2

, 
3 

3,
 4

, 
5,

 
6,

 7
, 

8,
 

9,
 1

0 

 
pr

oj
ec

t 
bu

dg
et

 r
ec

on
ci

lia
ti

on
s 

an
d 

ex
ce

pt
io

n 
re

po
rt

s 
yo

u 
ha

ve
 p

re
pa

re
d 

5,
 6

 
2,

 3
 

1,
 2

 
4,

 6
 

 
de

ta
il
s 

of
 a

ny
 t

ra
in

in
g 

or
 c

on
su

lt
an

cy
 s

up
po

rt
 o

r 
ad

di
ti

on
al

 r
es

ou
rc

es
 y

ou
 h

av
e 

or
ga

ni
se

d 
to

 
su

pp
or

t 
pr

oj
ec

t 
te

am
s 

 
1,

 3
, 

6 
2,

 5
 

1 
4,

 1
0 

 
ne

w
sl

et
te

rs
, 

em
ai

ls
, 

in
tr

an
et

 p
ag

es
 a

nd
 o

th
er

 c
om

m
un

ic
at

io
ns

 y
ou

 h
av

e 
or

ga
ni

se
d,

 t
o 

m
ak

e 
pe

op
le

 a
w

ar
e 

of
 t

he
 p

ro
gr

es
s 

an
d 

ou
tc

om
es

 o
f 

th
e 

pr
og

ra
m

m
e 

3 
2 

- 
5 

 
re

po
rt

s 
or

 p
re

se
nt

at
io

ns
 y

ou
 h

av
e 

pr
ep

ar
ed

, 
ev

al
ua

ti
ng

 t
he

 e
ff

ec
ti

ve
ne

ss
 o

f 
th

e 
pr

og
ra

m
m

e 
of

 c
om

pl
em

en
ta

ry
 p

ro
je

ct
s 

yo
u 

ha
ve

 m
an

ag
ed

, 
id

en
ti

fy
in

g 
go

od
 p

ra
ct

ic
e 

an
d 

m
ak

in
g 

re
co

m
m

en
da

ti
on

s 
fo

r 
fu

tu
re

 i
m

pr
ov

em
en

ts
 

3,
 5

, 
6,

 8
 

2,
 3

, 
4 

1 
1,

 2
, 

4 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 o

rg
an

is
in

g 
an

d 
m

on
it

or
in

g 
a 

pr
og

ra
m

m
e 

of
 

co
m

pl
em

en
ta

ry
 p

ro
je

ct
s)

 
1,

 2
, 

3,
 6

, 
8 

1,
 2

, 
3 

1,
 2

, 
3 

1,
 2

, 
4,

 
5 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
0 

F
3
 M

an
ag

e 
b
u
si

n
es

s 
p
ro

ce
ss

es
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

D
et

ai
ls

 o
f 

bu
si

n
es

s 
p
ro

ce
ss

es
 t

h
at

 y
ou

 h
av

e 
d
es

ig
n
ed

, 
m

on
it

or
ed

 a
n
d
 i
m

p
ro

ve
d
: 

 
SP

C
 a

nd
 o

th
er

 c
ha

rt
s 

an
d 

ta
bl

es
 y

ou
 h

av
e 

pr
ep

ar
ed

 t
o 

re
co

rd
 a

nd
 a

na
ly

se
 p

ro
ce

ss
 

pe
rf

or
m

an
ce

 
5,

 6
, 

7 
1,

 2
, 

3,
 4

, 
1,

 2
 

3,
 4

, 
5,

 
6 

 
pr

oc
es

s 
fl

ow
ch

ar
ts

, 
w

or
kf

lo
w

 d
ia

gr
am

s,
 b

en
ch

m
ar

k 
st

ud
ie

s,
 c

ur
re

nt
 r

ea
lit

y 
tr

ee
, 

cl
ou

ds
/c

on
fl

ic
t 

re
so

lu
ti

on
 d

ia
gr

am
s,

 f
ut

ur
e 

re
al

it
y 

tr
ee

s,
 p

re
-r

eq
ui

si
te

 t
re

es
, 

ca
us

e-
an

d-
ef

fe
ct

 d
ia

gr
am

s,
 c

os
t/

be
ne

fi
t 

an
al

ys
es

 a
nd

 t
he

 o
ut

pu
ts

 f
ro

m
 o

th
er

 p
ro

ce
ss

 a
nd

 p
ro

bl
em

 
de

si
gn

 a
nd

 a
na

ly
si

s 
to

ol
s 

yo
u 

ha
ve

 u
se

d 
to

 a
na

ly
se

 a
nd

 r
ed

es
ig

n 
pr

oc
es

se
s 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s,

 a
nd

 p
ro

po
sa

ls
 a

nd
 r

ec
or

ds
 o

f 
pr

es
en

ta
ti

on
s 

yo
u 

ha
ve

 m
ad

e,
 t

o 
di

sc
us

s 
an

d 
ag

re
e 

th
e 

ob
je

ct
iv

es
, 

ou
tc

om
es

, 
pr

ob
le

m
s,

 r
es

ou
rc

e 
re

qu
ir

em
en

ts
 a

nd
 d

es
ig

n 
of

 
re

vi
se

d 
pr

oc
es

se
s 

1,
 2

, 
4,

 5
, 

6 
1,

 2
, 

3 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6 

 
m

ea
su

re
s 

of
 p

ro
ce

ss
 i
np

ut
s,

 o
ut

pu
ts

 a
nd

 o
ut

co
m

es
, 

an
d 

sy
st

em
s 

fo
r 

m
on

it
or

in
g 

an
d 

co
nt

ro
ll
in

g 
th

em
, 

th
at

 y
ou

 h
av

e 
de

ve
lo

pe
d 

an
d 

ag
re

ed
 

4,
 5

, 
6 

2,
 3

, 
4,

 8
 

1,
 2

 
3,

 5
, 

6 

 
re

po
rt

s 
on

 p
ro

ce
ss

 p
er

fo
rm

an
ce

 a
nd

 o
ut

co
m

es
 y

ou
 h

av
e 

m
ad

e 
to

 a
pp

ro
pr

ia
te

 p
eo

pl
e 

1 
1,

 8
 

1,
 2

 
1,

 2
, 

4,
 

6 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

O
7 

O
8 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 a

na
ly

si
ng

 p
ro

ce
ss

es
, 

an
d 

de
si

gn
in

g,
 i
m

pl
em

en
ti

ng
 

an
d 

re
vi

ew
in

g 
ne

w
 p

ro
ce

ss
es

) 
 

3,
 4

, 
5,

 6
, 

7,
 

8 
1,

 2
, 

3,
 8

 
1,

 2
 

1,
 2

, 
3,

 
4,

 5
, 

6 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
1 

F
4
 D

ev
el

op
 a

n
d
 r

ev
ie

w
 a

 f
ra

m
ew

or
k 

fo
r 

m
ar

ke
ti

n
g 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

M
ar

ke
t 

an
d
 p

ro
d
u
ct

/b
ra

n
d
 a

n
al

ys
es

 y
ou

 h
av

e 
co

n
d
u
ct

ed
  

 
su

m
m

ar
ie

s 
of

 m
ar

ke
t 

re
se

ar
ch

 a
nd

 s
ec

on
da

ry
 r

es
ea

rc
h,

 s
al

es
, 

cu
st

om
er

/m
ar

ke
t 

pr
of

il
es

, 
m

ar
ke

t 
pe

ne
tr

at
io

n,
 c

om
pe

ti
to

r,
 p

ri
ci

ng
 a

nd
 s

im
il
ar

 a
na

ly
se

s 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

 
2,

 4
, 

6,
 7

 
1 

1,
 2

 
1,

 2
, 

3 

 
pr

od
uc

t 
an

d 
br

an
d 

re
vi

ew
s,

 f
ea

tu
re

/b
en

ef
it

 a
na

ly
se

s 
an

d 
si

m
il
ar

 e
va

lu
at

io
ns

 o
f 

th
e 

or
ga

ni
sa

ti
on

’s
 p

ro
du

ct
s/

se
rv

ic
es

 
1,

 2
, 

4,
 6

, 
7 

1,
 2

 
1,

 2
 

1,
 2

, 
3 

 
A
ns

of
f,

 B
C
G

, 
SW

O
T
 a

nd
 s

im
ila

r 
an

al
ys

es
 o

f 
th

e 
pr

od
uc

t/
m

ar
ke

t 
re

la
ti

on
sh

ip
 

1,
 2

, 
4,

 6
, 

7 
1,

 2
 

1,
 2

 
1,

 2
, 

3 

O
1 

O
2 

O
3 

O
4 

O
5 

O
6 

 
no

te
s 

or
 m

in
ut

es
 o

f 
m

ee
ti

ng
s 

yo
u 

ha
ve

 o
rg

an
is

ed
, 

an
d 

em
ai

ls
, 

m
em

os
, 

le
tt

er
s 

an
d 

ot
he

r 
co

m
m

un
ic

at
io

ns
 y

ou
 h

av
e 

w
ri

tt
en

, 
to

 d
is

cu
ss

 a
nd

 a
gr

ee
 w

it
h 

co
ll
ea

gu
es

 a
nd

 s
pe

ci
al

is
t 

se
rv

ic
e 

pr
ov

id
er

s,
 a

n 
an

al
ys

is
 o

f 
th

e 
or

ga
ni

sa
ti

on
’s

 p
ro

du
ct

s/
br

an
ds

 a
nd

 m
ar

ke
t 

po
si

ti
on

, 
m

ar
ke

ti
ng

 a
im

s,
 o

bj
ec

ti
ve

s 
an

d 
cr

it
ic

al
 s

uc
ce

ss
 f

ac
to

rs
 

2,
 3

, 
5,

 7
 

3,
 8

 
1,

 2
 

1,
 2

, 
3,

 
5,

 7
 

P
ro

p
os

al
s 

yo
u
 h

av
e 

m
ad

e 
fo

r 
a 

d
ev

el
op

in
g 

a 
n
ew

 m
ar

ke
ti

n
g 

fr
am

ew
or

k:
 

 
pr

op
os

al
s 

fo
r 

de
ve

lo
pi

ng
 t

he
 o

rg
an

is
at

io
n’

s 
pr

od
uc

ts
/b

ra
nd

, 
pr

ic
in

g,
 s

el
li
ng

, 
pr

om
ot

io
n,

 
di

st
ri

bu
ti

on
 c

ha
nn

el
 a

nd
 a

ft
er

 s
al

es
/c

us
to

m
er

 s
er

vi
ce

 s
tr

at
eg

ie
s 

to
 a

ch
ie

ve
 m

ar
ke

ti
ng

 
ob

je
ct

iv
es

 
2,

 3
, 

5,
 7

 
2,

 4
, 

5,
 6

, 
7 

1,
 2

 
1,

 2
, 

3,
 4

, 
5,

 7
, 

7 

 
m

ar
ke

t 
fo

re
ca

st
s,

 s
al

es
 t

ar
ge

ts
 a

nd
 m

ar
ke

ti
ng

 b
ud

ge
ts

 y
ou

 h
av

e 
pr

ep
ar

ed
 

2,
 3

, 
5,

 6
 

3,
 9

 
1,

 2
 

4,
 6

 

 
ri

sk
s 

as
se

ss
m

en
ts

 a
nd

 i
de

nt
if

ic
at

io
n 

of
 c

ri
ti

ca
l 
su

cc
es

s 
fa

ct
or

s 
6 

10
 

1,
 2

 
6 

 
ac

ti
on

 p
la

ns
, 

sc
he

du
le

s 
an

d 
co

nt
in

ge
nc

y 
pl

an
s 

yo
u 

ha
ve

 d
ev

el
op

ed
 f

or
 i
nt

ro
du

ci
ng

 y
ou

r 
pr

op
os

ed
 m

ar
ke

t 
fr

am
ew

or
ks

 
6 

3,
 1

0 
1,

 2
 

4,
 6

 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 y
ou

 h
av

e 
de

ve
lo

pe
d 

fo
r 

m
on

it
or

in
g 

an
d 

re
vi

ew
in

g 
th

e 
ef

fe
ct

iv
en

es
s 

of
 t

he
 m

ar
ke

ti
ng

 f
ra

m
ew

or
k 

1,
 4

 
11

 
1,

 2
 

- 

O
5 

O
6 

O
7 

O
8 

O
9 

O
10

 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(y

ou
r 

re
fl

ec
ti

on
s 

on
 t

he
 d

ev
el

op
m

en
t 

of
 a

 m
ar

ke
ti

ng
 f

ra
m

ew
or

k)
 

5,
 6

, 
7 

1,
 2

, 
3,

 9
, 

10
, 

11
 

1,
 2

 
1,

 2
, 

3 

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
2 

F
9
 B

u
il
d
 y

ou
r 

or
ga

n
is

at
io

n
’s

 u
n
d
er

st
an

d
in

g 
of

 i
ts

 m
ar

ke
t 

an
d
 c

u
st

om
er

s 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

Q
u
al

it
at

iv
e 

an
d
 q

u
an

ti
ta

ti
ve

 a
n
al

ys
es

 t
h
at

 y
ou

 h
av

e 
p
re

p
ar

ed
 o

f 
th

e 
cu

rr
en

t 
m

ar
ke

t,
 c

u
st

om
er

 b
e
h
av

io
u
r 

an
d
 l
ik

el
y 

fu
tu

re
 d

em
an

d
: 

 
re

po
rt

s 
yo

u 
ha

ve
 w

ri
tt

en
 o

f 
qu

an
ti

ta
ti

ve
 a

nd
/o

r 
qu

al
it

at
iv

e 
m

ar
ke

t 
re

se
ar

ch
, 

se
co

nd
ar

y 
re

se
ar

ch
 t

ha
t 

yo
u 

ha
ve

 c
on

du
ct

ed
 a

nd
/o

r 
su

m
m

ar
ie

s 
of

 c
om

m
is

si
on

ed
 r

es
ea

rc
h 

by
 o

th
er

s,
 

an
d 

m
ar

ke
t 

se
gm

en
ta

ti
on

 a
na

ly
se

s 
of

 c
us

to
m

er
s 

an
d 

sa
le

s 
da

ta
 t

ha
t 

yo
u 

ha
ve

 p
re

pa
re

d 
1,

 2
, 

5,
 6

 
1,

 3
, 

4,
 5

, 
6,

 7
, 

8,
 9

, 
11

, 
13

 
1,

 2
, 

3 
1,

 2
, 

3 

 
ti

m
e 

se
ri

es
 a

nd
 r

eg
re

ss
io

n 
an

al
ys

es
 o

f 
qu

an
ti

ta
ti

ve
 d

at
a 

an
d 

an
al

ys
es

 o
f 

da
ta

 o
n 

cu
st

om
er

 
ch

ur
n 

an
d 

lo
ya

lt
y/

re
pu

rc
ha

se
 r

at
es

 
1,

 2
, 

5,
 6

 
1,

 3
, 

6,
 7

 
1,

 3
 

1,
 2

,3
 

 
su

m
m

ar
ie

s 
or

 r
ep

or
ts

 y
ou

 h
av

e 
w

ri
tt

en
 o

f 
fe

ed
ba

ck
 f

ro
m

, 
an

d 
di

sc
us

si
on

s 
w

it
h,

 s
al

es
 

pe
rs

on
ne

l,
 c

us
to

m
er

 s
er

vi
ce

 s
ta

ff
 a

nd
 o

th
er

 c
ol

le
ag

ue
s 

1,
 2

, 
5,

 6
 

1,
 3

, 
5,

 6
, 

7.
 8

, 
9 

1,
 2

, 
3 

1,
 2

, 
3 

 
re

se
ar

ch
 a

nd
 r

ep
or

ts
 y

ou
 h

av
e 

w
ri

tt
en

 o
n 

co
m

pe
ti

to
r 

ac
ti

vi
ty

 
1,

 2
, 

5,
 6

 
2,

 3
, 

12
 

1,
 2

, 
3 

2,
 3

 

O
1 

O
2 

O
3 

O
5 

O
7 

O
8 

 
m

em
os

, 
em

ai
ls

, 
ne

w
sl

et
te

rs
, 

in
tr

an
et

 p
ag

es
, 

an
d 

pr
es

en
ta

ti
on

s 
to

 c
ol

le
ag

ue
s 

in
 w

hi
ch

 y
ou

 
id

en
ti

fy
 t

he
 o

rg
an

is
at

io
n’

s 
cu

rr
en

t 
m

ar
ke

t 
pe

rf
or

m
an

ce
 a

nd
 p

at
te

rn
s 

in
 c

us
to

m
er

 b
eh

av
io

ur
 

1,
 5

, 
6 

1,
 2

, 
3 

1,
 2

, 
3 

1,
 2

, 
3 

P
ro

p
os

al
s 

fo
r 

n
ew

 p
ro

du
ct

 o
r 

m
ar

ke
t 

d
ev

el
op

m
en

t 
yo

u
 h

av
e 

m
ad

e,
 b

as
ed

 o
n
 y

ou
r 

an
al

ys
is

 o
f 

th
e 

m
ar

ke
t,

 c
om

p
et

it
or

 s
tr

en
gt

h
s 

an
d
 

p
os

it
io

n
in

g,
 a

n
d
 y

ou
r 

or
ga

n
is

at
io

n
’s

 c
om

pe
te

n
ci

es
: 

 
re

po
rt

s 
yo

u 
ha

ve
 w

ri
tt

en
 o

f 
m

ar
ke

t 
an

d 
co

m
pe

ti
to

r 
re

se
ar

ch
 t

ha
t 

yo
u 

ha
ve

 c
on

du
ct

ed
 

an
d/

or
 s

um
m

ar
ie

s 
of

 c
om

m
is

si
on

ed
 o

r 
pu

bl
ic

ly
-a

va
ila

bl
e 

(s
ec

on
da

ry
) 

re
se

ar
ch

 b
y 

ot
he

rs
 

1,
 4

, 
5,

 6
 

1,
 2

, 
3,

 4
, 

6,
 1

3 
1,

 3
 

1,
 2

, 
3 

 
re

co
rd

s 
of

 p
ro

du
ct

 a
nd

 m
ar

ke
t 

de
ve

lo
pm

en
t 

m
ee

ti
ng

s 
w

it
h 

co
ll
ea

gu
es

 a
nd

 c
on

su
lt

an
ts

 
1,

 4
, 

5,
 6

 
11

, 
12

 
1 

1,
 3

 

 
SW

O
T
, 

PE
ST

LE
, 

BC
G

 M
at

ri
x,

 A
nz

of
f 

M
at

ri
x 

an
d 

co
re

 c
om

pe
te

nc
e 

an
al

ys
es

, 
‘w

ha
t 

if
’ 

an
d 

ot
he

r 
fu

tu
re

 s
ce

na
ri

o 
an

al
ys

es
, 

et
c 

1,
 4

, 
5,

 6
 

1,
 2

, 
3,

 5
, 

11
, 

12
 

1,
 2

, 
3 

1,
 3

 

 
m

em
os

, 
em

ai
ls

, 
ne

w
sl

et
te

rs
 a

nd
 i
nt

ra
ne

t 
pa

ge
s,

 a
nd

 p
re

se
nt

at
io

ns
 t

o 
co

ll
ea

gu
es

 i
n 

w
hi

ch
 

yo
u 

id
en

ti
fy

 o
pp

or
tu

ni
ti

es
 f

or
 n

ew
 p

ro
du

ct
s 

or
 m

ar
ke

ts
 

5,
 6

 
1,

 2
, 

3,
 1

0 
1 

1,
 3

 

O
1 

O
3 

O
4 

O
6 

O
8 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

an
d 

pe
rf

or
m

an
ce

 i
n 

an
al

ys
in

g 
th

e 
or

ga
ni

sa
ti

on
’s

 
m

ar
ke

t 
an

d 
cu

st
om

er
s)

 
1,

 3
, 

4,
 5

 
1,

 2
, 

3,
 5

, 
11

, 
12

 
1 

1,
 2

, 
3 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
3 

F
1
0
 D

ev
el

op
 a

 c
u
st

om
er

 f
oc

u
ss

ed
 o

rg
an

is
at

io
n
 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
la

n
s,

 p
ro

ce
d
u
re

s,
 r

ec
or

d
s 

of
 m

ee
ti

n
gs

 a
n
d
 o

th
er

 c
om

m
u
n
ic

at
io

n
s 

th
at

 c
le

ar
ly

 a
rt

ic
u
la

te
 y

ou
r 

vi
si

on
 f

or
 c

u
st

om
er

 s
er

vi
ce

 a
n
d 

sh
ow

 h
ow

 i
t 

is
 

to
 b

e 
tr

an
sl

at
ed

 i
n
to

 a
ct

io
n
: 

 
m

is
si

on
, 

va
lu

es
, 

vi
si

on
 o

r 
po

lic
y 

st
at

em
en

ts
, 

op
er

at
io

na
l 
ob

je
ct

iv
es

 a
nd

 p
la

ns
 t

ha
t 

yo
u 

ha
ve

 
be

en
 a

ct
iv

el
y 

in
vo

lv
ed

 i
n 

de
ve

lo
pi

ng
 t

ha
t 

ex
pr

es
s 

th
e 

or
ga

ni
sa

ti
on

’s
 c

om
m

it
m

en
t 

to
 i
ts

 
cu

st
om

er
s 

3,
 6

, 
8 

1,
 2

, 
3 

1,
 4

 
1,

 2
, 

3,
 

4,
 5

, 
6 

 
cu

st
om

er
 e

xp
ec

ta
ti

on
s 

an
d 

re
qu

ir
em

en
ts

 s
ur

ve
ys

, 
be

nc
hm

ar
ki

ng
 a

nd
 b

es
t 

pr
ac

ti
ce

 s
ur

ve
ys

 
an

d 
an

al
ys

es
, 

th
at

 y
ou

 h
av

e 
co

m
m

is
si

on
ed

 t
o 

es
ta

bl
is

h 
cu

st
om

er
 s

er
vi

ce
 s

ta
nd

ar
ds

 
3,

 5
, 

8 
1,

 2
, 

3,
 4

, 
6 

4 
1,

 3
, 

4,
 

5,
 6

 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 t
ha

t 
yo

u 
ha

ve
 in

tr
od

uc
ed

 t
o 

en
ab

le
 c

us
to

m
er

 s
er

vi
ce

 t
o 

be
 a

ch
ie

ve
d 

2,
 3

, 
8 

1,
 2

, 
6,

 8
 

- 
1,

 4
 

 
ne

w
sl

et
te

rs
, 

in
tr

an
et

 p
ag

es
, 

em
ai

ls
, 

m
em

os
, 

sy
st

em
s 

an
d 

pr
oc

ed
ur

e 
sp

ec
if

ic
at

io
ns

 a
nd

 o
th

er
 

do
cu

m
en

ts
 y

ou
 h

av
e 

in
it

ia
te

d,
 a

nd
 n

ot
es

, 
pr

es
en

ta
ti

on
s 

an
d 

m
at

er
ia

ls
 f

ro
m

 t
ea

m
 b

ri
ef

in
gs

 
an

d 
ot

he
r 

m
ee

ti
ng

s 
an

d 
di

sc
us

si
on

s 
yo

u 
ha

ve
 l
ed

 t
o 

co
m

m
un

ic
at

e 
th

e 
or

ga
ni

sa
ti

on
’s

 
cu

st
om

er
 f

oc
us

 c
om

m
it

m
en

t 
an

d 
en

su
re

 i
ts

 p
ra

ct
ic

al
 i
m

pl
em

en
ta

ti
on

 

3,
 6

, 
7,

 8
 

1,
 2

, 
3 

- 
2 

O
1 

O
2 

O
3 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 d

es
cr

ib
in

g 
th

e 
vi

si
on

 f
or

 c
us

to
m

er
 s

er
vi

ce
, 

de
fi

ni
ng

 t
he

 s
ta

nd
ar

ds
 o

f 
se

rv
ic

e 
re

qu
ir

ed
, 

an
d 

en
su

ri
ng

 t
he

 p
eo

pl
e,

 s
ys

te
m

s 
an

d 
pr

oc
ed

ur
es

 
ar

e 
in

 p
la

ce
 t

o 
ac

hi
ev

e 
yo

ur
 v

is
io

n)
 

3,
 6

, 
8 

1,
 2

, 
3 

4 
1,

 2
, 

3,
 

4,
 5

, 
6 

C
u
st

om
er

 s
er

vi
ce

 m
on

it
or

in
g 

an
d
 r

ev
ie

w
 r

ep
or

ts
 y

ou
 h

av
e 

co
m

m
is

si
on

ed
 a

n
d
 e

va
lu

at
ed

 t
o 

as
se

ss
 c

u
st

om
er

 f
oc

u
s 

an
d
 s

er
vi

ce
 l
ev

el
s:

 

 
m

on
it

or
in

g 
re

po
rt

s 
(e

g 
‘m

ys
te

ry
 s

ho
pp

er
’)

 a
nd

 c
us

to
m

er
 f

ee
db

ac
k 

su
rv

ey
s 

an
d 

an
al

ys
es

 t
ha

t 
yo

u 
ha

ve
 c

om
m

is
si

on
ed

 t
o 

m
ea

su
re

 c
us

to
m

er
 s

er
vi

ce
 p

er
fo

rm
an

ce
 

1,
 3

, 
4,

 5
 

1,
 2

, 
4 

4 
1,

 3
, 

4,
 5

, 
6 

 
an

al
ys

es
 o

f 
da

ta
 o

n 
cu

st
om

er
 c

hu
rn

 a
nd

 l
oy

al
ty

/r
ep

ur
ch

as
e 

ra
te

s 
yo

u 
ha

ve
 p

re
pa

re
d 

1,
 5

 
1,

 2
, 

4 
4 

1,
 3

, 
4,

 5
, 

6 

 
pr

op
os

al
s,

 e
m

ai
ls

, 
m

em
os

, 
ac

ti
on

 p
la

ns
 a

nd
 o

th
er

 r
ec

or
ds

 o
f 

ac
ti

on
 y

ou
 h

av
e 

ta
ke

n 
in

 
re

sp
on

se
 t

o 
su

rv
ey

s 
an

d 
an

al
ys

es
 o

f 
cu

st
om

er
 s

er
vi

ce
 p

er
fo

rm
an

ce
 

1,
 2

, 
4,

 5
 

1,
 2

, 
3,

 8
 

- 
1,

 3
, 

4,
 5

, 
6 

O
3 

O
6 

O
7 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 m

on
it

or
in

g 
cu

st
om

er
 s

er
vi

ce
 s

ta
nd

ar
ds

 i
n 

yo
ur

 o
rg

an
is

at
io

n)
 

1,
 3

, 
4,

 5
 

1,
 2

, 
4 

4 
1,

 3
, 

4,
 5

, 
6 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
4 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

St
af

f 
re

w
ar

d
 s

ys
te

m
s,

 d
ev

el
op

m
en

t 
ac

ti
vi

ti
es

 a
n
d
 o

th
er

 s
tr

at
eg

ie
s 

yo
u
 h

av
e 

or
ga

n
is

ed
 t

o 
b
ri

n
g 

ab
ou

t 
a 

cu
st

om
er

 f
oc

u
ss

ed
 o

rg
an

is
at

io
n
: 

 
tr

ai
ni

ng
 n

ee
ds

 a
na

ly
se

s,
 s

ki
ll
s 

m
at

ri
ce

s 
an

d 
ot

he
r 

sy
st

em
s 

to
 i
de

nt
if

y 
st

af
f 

de
ve

lo
pm

en
t 

ne
ed

s 
1,

 2
, 

8 
1,

 3
, 

8 
- 

4 

 
pl

an
s 

an
d 

ev
al

ua
ti

on
s 

of
 c

us
to

m
er

 s
er

vi
ce

 t
ra

in
in

g 
ac

ti
vi

ti
es

 
1 

1,
 3

, 
8 

- 
- 

 
re

cr
ui

tm
en

t 
st

ra
te

gi
es

, 
ro

le
 d

es
cr

ip
ti

on
s,

 i
nd

uc
ti

on
 a

nd
 t

ra
in

in
g 

an
d 

de
ve

lo
pm

en
t 

ac
ti

vi
ti

es
 

th
at

 y
ou

 h
av

e 
in

it
ia

te
d 

to
 e

ns
ur

e 
th

at
 t

he
 o

rg
an

is
at

io
n’

s 
em

pl
oy

ee
s 

ha
ve

 t
he

 k
no

w
le

dg
e 

an
d 

sk
ill

s 
th

ey
 n

ee
d 

to
 p

ro
vi

de
 t

he
 l
ev

el
 o

f 
cu

st
om

er
 s

er
vi

ce
 r

eq
ui

re
d 

 
1 

1,
 3

, 
7,

 8
 

- 
4 

 
de

sc
ri

pt
io

ns
 o

f 
th

e 
em

pl
oy

ee
 p

er
fo

rm
an

ce
 r

ev
ie

w
 a

nd
 a

pp
ra

is
al

s 
sy

st
em

s,
 j

ob
 e

nr
ic

hm
en

t 
or

 
im

pr
ov

em
en

t 
sy

st
em

s,
 p

er
fo

rm
an

ce
 r

el
at

ed
 r

ew
ar

ds
 a

nd
 i
nc

en
ti

ve
s 

sc
he

m
es

 a
nd

 o
th

er
 

in
it

ia
ti

ve
s 

yo
u 

ha
ve

 d
ev

el
op

ed
 t

o 
en

co
ur

ag
e 

th
e 

le
ve

l 
of

 c
us

to
m

er
 s

er
vi

ce
 r

eq
ui

re
d 

1 
1,

 3
, 

7,
 8

 
- 

- 

O
3 

O
4 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 e

ns
ur

in
g 

th
at

 e
m

pl
oy

ee
s 

ar
e 

ab
le

 a
nd

 
co

m
m

it
te

d 
to

 m
ee

ti
ng

 a
nd

 s
ur

pa
ss

in
g 

cu
st

om
er

 s
er

vi
ce

 s
ta

nd
ar

ds
 in

 y
ou

r 
or

ga
ni

sa
ti

on
) 

1,
 2

, 
8 

1,
 3

, 
7,

 8
 

- 
4 

R
ec

or
d
s 

of
 a

ct
iv

it
ie

s 
yo

u
 h

av
e 

or
ga

n
is

ed
 t

h
at

 a
re

 d
es

ig
n
ed

 t
o 

b
ri

n
g 

ab
ou

t 
im

p
ro

ve
m

en
ts

 i
n
 c

u
st

om
er

 s
er

vi
ce

 a
n
d
 m

ee
t 

or
 s

u
rp

as
s 

cu
st

om
er

 
ex

p
ec

ta
ti

on
s:

 

 
no

te
s 

an
d 

m
in

ut
es

 o
f 

m
ee

ti
ng

s,
 e

m
ai

ls
 a

nd
 l
et

te
rs

, 
pa

rt
ne

rs
hi

p 
ag

re
em

en
ts

 a
nd

 c
on

tr
ac

ts
, 

cu
st

om
er

 s
er

vi
ce

 s
ta

nd
ar

ds
 a

nd
 p

ro
ce

du
re

 s
pe

ci
fi

ca
ti

on
s 

w
it

h 
ot

he
r 

or
ga

ni
sa

ti
on

s 
(e

g 
or

de
r 

fu
lf

ilm
en

t 
an

d 
ca

ll
 c

en
tr

es
) 

th
at

 y
ou

 h
av

e 
or

ga
ni

se
d,

 t
o 

en
su

re
 t

ha
t 

th
ey

 c
an

 p
ro

vi
de

 t
he

 
le

ve
l 
of

 c
us

to
m

er
 s

er
vi

ce
 r

eq
ui

re
d 

1,
 2

, 
3,

 7
 

1,
 2

, 
3,

 5
 

1,
 2

, 
3,

 
4 

3,
 4

, 
5,

 6
 

 
ag

en
da

, 
no

te
s 

or
 r

ep
or

ts
 o

f 
m

ee
ti

ng
s 

of
 s

ta
ff

 a
nd

 e
xt

er
na

l 
or

ga
ni

sa
ti

on
s 

th
at

 y
ou

 h
av

e 
or

ga
ni

se
d 

an
d 

pa
rt

ic
ip

at
ed

 i
n 

to
 r

ev
ie

w
 c

us
to

m
er

 s
er

vi
ce

 a
nd

 i
de

nt
if

y 
op

po
rt

un
it

ie
s 

fo
r 

im
pr

ov
em

en
t 

1,
 2

, 
4,

 7
, 

8 
1,

 2
, 

3,
 5

 
1,

 2
, 

3,
 

4 
3,

 4
, 

5,
 6

 

O
5 

O
6 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 e

ns
ur

in
g 

th
at

 p
ar

tn
er

sh
ip

s 
w

it
h 

ot
he

r 
or

ga
ni

sa
ti

on
s 

de
li
ve

r 
cu

st
om

er
 s

er
vi

ce
 t

o 
th

e 
re

qu
ir

ed
 s

ta
nd

ar
d)

 
1,

 2
, 

4,
 7

, 
8 

1,
 2

, 
3,

 5
 

1,
 2

, 
3,

 
4 

3,
 4

, 
5,

 6
 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
5 

F
1
1
. 

M
an

ag
e 

th
e 

ac
h
ie

ve
m

en
t 

of
 c

u
st

om
er

 s
at

is
fa

ct
io

n
 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
la

n
s,

 p
ro

ce
d
u
re

s,
 r

ec
or

d
s 

of
 m

ee
ti

n
gs

 a
n
d
 o

th
er

 c
om

m
u
n
ic

at
io

n
s 

to
 c

om
m

u
n
ic

at
e 

th
e 

vi
si

on
 a

n
d 

st
an

d
ar

ds
 f

or
 c

u
st

om
er

 s
er

vi
ce

 a
n
d
 s

h
ow

 
h
ow

 t
h
es

e 
ar

e 
to

 b
e 

tr
an

sl
at

ed
 i
n
to

 a
ct

io
n
: 

 
op

er
at

io
na

l 
ob

je
ct

iv
es

 a
nd

 p
la

ns
 a

nd
 c

us
to

m
er

 s
er

vi
ce

 s
ys

te
m

s 
an

d 
pr

oc
ed

ur
es

 t
ha

t 
yo

u 
ha

ve
 d

ev
el

op
ed

 
1,

 3
, 

4,
 7

 
1,

 2
, 

3,
 4

, 
8,

 9
 

1,
 2

, 
3 

1,
 2

, 
3,

 
4,

 6
, 

7 

 
ne

w
sl

et
te

rs
, 

in
tr

an
et

 a
nd

 in
te

rn
et

 p
ag

es
 t

ha
t 

yo
u 

ha
ve

 d
ev

el
op

ed
, 

an
d 

no
te

s,
 p

re
se

nt
at

io
ns

 
an

d 
m

at
er

ia
ls

 f
ro

m
 t

ea
m

 b
ri

ef
in

gs
 a

nd
 o

th
er

 m
ee

ti
ng

s 
an

d 
di

sc
us

si
on

s 
yo

u 
ha

ve
 l
ed

 t
o 

co
m

m
un

ic
at

e 
th

e 
cu

st
om

er
 s

er
vi

ce
 p

ol
ic

y 
an

d 
pr

oc
ed

ur
es

 
1,

 3
, 

7,
 8

 
1,

 2
, 

3 
- 

1,
 2

, 
3,

 
4 

 
em

ai
ls

, 
m

em
os

, 
ac

ti
on

 p
la

ns
 a

nd
 o

th
er

 r
ec

or
ds

 o
f 

ac
ti

on
s 

yo
u 

ha
ve

 t
ak

en
 t

o 
en

su
re

 t
ha

t 
ob

je
ct

iv
es

, 
pl

an
s,

 s
ys

te
m

s 
an

d 
pr

oc
ed

ur
es

 a
re

 u
nd

er
st

oo
d 

an
d 

im
pl

em
en

te
d 

1,
 3

, 
7,

 8
 

1,
 2

, 
3 

- 
1,

 2
, 

4 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 c

om
m

un
ic

at
in

g 
th

e 
cu

st
om

er
 s

er
vi

ce
 p

ol
ic

y 
an

d 
pr

oc
ed

ur
es

 t
o 

st
af

f)
 

7,
 8

 
- 

- 
- 

O
1 

O
3 

O
4 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

co
m

m
un

ic
at

in
g 

th
e 

cu
st

om
er

 s
er

vi
ce

 p
ol

ic
y 

an
d 

pr
oc

ed
ur

es
 t

o 
st

af
f)

 
7,

 8
 

1,
 2

, 
3 

1,
 2

, 
3 

1,
 2

, 
3,

 
4,

 6
, 

7 

C
u
st

om
er

 s
er

vi
ce

 m
on

it
or

in
g 

an
d
 r

e
vi

ew
 r

ep
or

ts
 y

ou
 h

av
e 

p
re

p
ar

ed
, 

an
d
 r

ec
om

m
en

d
at

io
n
s 

fo
r 

im
pr

ov
em

en
t:

 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 y
ou

 h
av

e 
de

ve
lo

pe
d 

to
 m

on
it

or
 p

er
fo

rm
an

ce
 a

ga
in

st
 c

us
to

m
er

 
se

rv
ic

e 
st

an
da

rd
s 

1
, 

5
, 

6
 

5,
 6

, 
4,

 9
 

1,
 2

, 
3 

5,
 7

 
O

6 

O
7 

 
re

po
rt

s 
an

d 
pr

op
os

al
s 

yo
u 

ha
ve

 w
ri

tt
en

 b
as

ed
 o

n 
an

al
ys

es
 o

f 
m

on
it

or
in

g 
re

po
rt

s 
(e

g 
‘m

ys
te

ry
 

sh
op

pe
r’

) 
an

d 
cu

st
om

er
 f

ee
db

ac
k 

su
rv

ey
s 

th
at

 y
ou

 h
av

e 
pr

ep
ar

ed
, 

an
d 

da
ta

 o
n 

cu
st

om
er

 
ch

ur
n 

an
d 

lo
ya

lt
y/

re
pu

rc
ha

se
 r

at
es

 t
ha

t 
yo

u 
ha

ve
 c

ol
le

ct
ed

 a
nd

 a
na

ly
se

d,
 t

o 
re

vi
ew

 a
nd

 
im

pr
ov

e 
cu

st
om

er
 f

oc
us

 a
nd

 s
er

vi
ce

 l
ev

el
s 

1,
 5

, 
6 

5,
 4

, 
6 

1,
 2

, 
3 

5,
 7

 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
6 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

St
ra

te
gi

es
 y

ou
 h

av
e 

d
ev

el
op

ed
 t

o 
su

p
po

rt
 a

n
d
 d

ev
el

op
, 

co
ll
ec

t 
in

fo
rm

at
io

n
 a

b
ou

t,
 a

n
d
 r

ev
ie

w
 t

h
e 

p
er

fo
rm

an
ce

 o
f,

 c
u
st

om
er

 s
er

vi
ce

 s
ta

ff
: 

 
ro

le
 d

es
cr

ip
ti

on
s,

 p
er

so
n 

sp
ec

if
ic

at
io

ns
, 

se
le

ct
io

n 
pr

oc
es

se
s 

an
d 

in
du

ct
io

n 
pl

an
s 

th
at

 y
ou

 
ha

ve
 p

re
pa

re
d 

fo
r 

em
pl

oy
in

g 
ne

w
 c

us
to

m
er

 s
er

vi
ce

 s
ta

ff
 

1,
 4

 
2,

 3
, 

7 
1,

 2
, 

3 
- 

 
tr

ai
ni

ng
 n

ee
ds

 a
na

ly
se

s,
 s

ki
ll
s 

m
at

ri
ce

s 
an

d 
ot

he
r 

sy
st

em
s 

to
 i
de

nt
if

y 
st

af
f 

de
ve

lo
pm

en
t 

ne
ed

s 
1 

2,
 3

 
1,

 2
, 

3 
- 

 
pl

an
s 

fo
r 

an
d 

ev
al

ua
ti

on
s 

of
 c

us
to

m
er

 s
er

vi
ce

 t
ra

in
in

g 
ac

ti
vi

ti
es

 t
ha

t 
yo

u 
ha

ve
 o

rg
an

is
ed

 
1 

2,
 3

 
1,

 2
, 

3 
- 

 
pe

rf
or

m
an

ce
 r

ew
ar

ds
 a

nd
 b

on
us

es
, 

jo
b 

en
ri

ch
m

en
t,

 t
ea

m
 d

ev
el

op
m

en
t 

an
d 

ot
he

r 
st

ra
te

gi
es

 
yo

u 
ha

ve
 u

se
d 

to
 e

nc
ou

ra
ge

 j
ob

 s
at

is
fa

ct
io

n 
an

d 
cr

ea
te

 a
 c

ul
tu

re
 o

f 
co

m
m

it
m

en
t 

to
 

cu
st

om
er

 s
er

vi
ce

 
1,

 2
, 

4 
2,

 3
, 

7 
1,

 2
, 

3 
- 

 
da

ta
 y

ou
 h

av
e 

co
ll
ec

te
d 

an
d 

an
al

ys
ed

 o
n 

in
di

vi
du

al
 a

nd
 t

ea
m

 p
er

fo
rm

an
ce

 in
 c

us
to

m
er

 
se

rv
ic

e 
an

d 
re

co
rd

s 
of

 s
ta

ff
 p

er
fo

rm
an

ce
 r

ev
ie

w
 m

ee
ti

ng
s 

th
at

 y
ou

 h
av

e 
co

nd
uc

te
d 

2,
 6

 
5,

 6
 

- 
5 

O
1 

O
2 

O
4 

O
5 

O
8 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

se
ek

in
g 

to
 b

ri
ng

 a
bo

ut
 i
m

pr
ov

em
en

ts
 i
n 

st
af

f 
pe

rf
or

m
an

ce
 t

o 
de

liv
er

 r
eq

ui
re

d 
st

an
da

rd
s 

of
 c

us
to

m
er

 s
er

vi
ce

) 
1,

 2
 

2,
 3

, 
7 

 
- 

R
ec

or
d
s 

of
 a

ct
iv

it
ie

s 
yo

u
 h

av
e 

or
ga

n
is

ed
 t

h
at

 a
re

 d
es

ig
n
ed

 t
o 

b
ri

n
g 

ab
ou

t 
im

p
ro

ve
m

en
ts

 i
n
 c

u
st

om
er

 s
er

vi
ce

 a
n
d
 m

ee
t 

or
 s

u
rp

as
s 

cu
st

om
er

 
ex

p
ec

ta
ti

on
s 

 
ag

en
da

, 
no

te
s 

or
 r

ep
or

ts
 o

f 
m

ee
ti

ng
s 

w
it

h 
cu

st
om

er
s 

an
d 

w
it

h 
ot

he
r 

or
ga

ni
sa

ti
on

s 
th

at
 y

ou
 

w
or

k 
w

it
h 

to
 a

gr
ee

 c
us

to
m

er
s’

 r
eq

ui
re

m
en

ts
 a

nd
 i
m

pr
ov

em
en

ts
 t

o 
th

e 
se

rv
ic

e 
pr

ov
id

ed
 

1,
 3

, 
5,

 6
 

1,
 2

, 
3,

 4
 

1,
 2

, 
3 

1,
 2

, 
4,

 6
, 

7 

 
ag

en
da

, 
no

te
s 

or
 r

ep
or

ts
 o

f 
m

ee
ti

ng
s 

of
 s

ta
ff

 t
ha

t 
yo

u 
ha

ve
 l
ed

 t
o 

re
vi

ew
 c

us
to

m
er

 s
er

vi
ce

 
an

d 
id

en
ti

fy
 o

pp
or

tu
ni

ti
es

 f
or

 i
m

pr
ov

em
en

t 
1,

 2
, 

6 
1,

 2
, 

3,
 4

 
1,

 2
, 

3 
1,

 2
, 

4,
 6

, 
7 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 s

ee
ki

ng
 t

o 
br

in
g 

ab
ou

t 
im

pr
ov

em
en

ts
 i
n 

cu
st

om
er

 s
er

vi
ce

) 
1,

 7
, 

8 
- 

- 
- 

O
3 

O
7 

O
8 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

se
ek

in
g 

to
 b

ri
ng

 a
bo

ut
 i
m

pr
ov

em
en

ts
 i
n 

cu
st

om
er

 s
er

vi
ce

) 
1,

 5
, 

6 
1,

 2
, 

3,
 4

 
1,

 2
, 

3 
1,

 2
, 

4,
 6

, 
7 

 



 SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
7 

F
1
2
 Im

p
ro

ve
 o

rg
an

is
at

io
n
al

 p
er

fo
rm

an
ce

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

O
p
er

at
io

n
al

 s
ta

n
d
ar

ds
 a

n
d
 t

ar
ge

ts
 y

ou
 h

av
e 

es
ta

b
li
sh

ed
, 

an
d
 p

er
fo

rm
an

ce
 m

on
it

or
in

g 
yo

u
 h

av
e 

co
ll
at

ed
, 

an
al

ys
ed

 a
n
d
 e

va
lu

at
ed

, 
an

d
 r

ep
or

ts
 

yo
u
 h

av
e 

p
re

p
ar

ed
: 

 
be

nc
hm

ar
ki

ng
 a

nd
 b

es
t 

pr
ac

ti
ce

 s
ur

ve
ys

 t
ha

t 
yo

u 
ha

ve
 o

rg
an

is
ed

 t
o 

es
ta

bl
is

h 
se

ct
or

 
st

an
da

rd
s 

4,
 6

, 
8,

 9
 

1,
 2

, 
4 

1,
 2

, 
3 

1,
 3

, 
4,

 
5,

 6
, 

7 

 
pr

od
uc

ti
on

/o
pe

ra
ti

on
al

 p
la

ns
, 

ou
tp

ut
 t

ar
ge

ts
 a

nd
 q

ua
lit

y 
st

an
da

rd
s 

th
at

 y
ou

 h
av

e 
ag

re
ed

, 
an

d 
da

ta
 t

o 
as

se
ss

 p
er

fo
rm

an
ce

 a
ga

in
st

 t
ar

ge
ts

 a
nd

 s
ta

nd
ar

ds
 t

ha
t 

yo
u 

ha
ve

 c
ol

le
ct

ed
 a

nd
 

an
al

ys
ed

 
1,

 5
, 

8 
1,

 2
, 

3,
 4

, 
8 

1,
 2

, 
3 

1,
 3

, 
4,

 
5,

 6
, 

7 

 
sy

st
em

s 
an

d 
pr

oc
ed

ur
es

 t
ha

t 
yo

u 
ha

ve
 d

es
ig

ne
d 

an
d 

in
tr

od
uc

ed
 f

or
 c

ol
le

ct
in

g 
da

ta
 o

n 
or

ga
ni

sa
ti

on
al

 p
er

fo
rm

an
ce

 
2,

 5
 

2,
 3

 
1,

 2
, 

3 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

 
re

po
rt

s,
 p

ro
po

sa
ls

 a
nd

 a
ct

io
n 

pl
an

s 
th

at
 y

ou
 h

av
e 

pr
ep

ar
ed

, 
id

en
ti

fy
in

g 
op

po
rt

un
it

ie
s 

fo
r 

im
pr

ov
em

en
t 

 
1,

 3
, 

4,
 7

 
1,

 3
, 

4 
1,

 2
, 

3 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

O
1 

O
2 

O
3 

O
4 

O
5 

O
8 

 
pe

rs
on

al
 s

ta
te

m
en

t 
(r

ef
le

ct
io

ns
 o

n 
yo

ur
 r

ol
e 

in
 e

st
ab

li
sh

in
g 

an
d 

m
on

it
or

in
g 

st
an

da
rd

s 
an

d 
ta

rg
et

s)
 

1,
 2

, 
3,

 4
, 

6,
 

7,
 8

 
1,

 2
, 

3,
 4

 
1,

 2
, 

3 
1,

 2
, 

3,
 

4,
 5

, 
6,

 
7 

 
P
la

n
s,

 p
ro

ce
d
u
re

s,
 a

n
d
 c

om
m

u
n
ic

at
io

n
s 

th
at

 y
ou

 h
av

e 
or

ga
n
is

ed
 t

o 
pr

om
ot

e 
a 

co
n
ti

n
u
ou

s 
im

pr
ov

em
en

t 
cu

lt
u
re

; 

 
a 

qu
al

it
y 

im
pr

ov
em

en
t 

po
lic

y,
 p

la
ns

 a
nd

 p
ro

ce
du

re
s 

th
at

 y
ou

 h
av

e 
de

ve
lo

pe
d 

an
d 

in
tr

od
uc

ed
 

1,
 4

, 
8 

1,
 5

, 
6 

1,
 2

, 
3 

1,
 2

, 
3,

 4
, 

5,
 6

, 
7 

 
ne

w
sl

et
te

rs
, 

in
tr

an
et

 a
nd

 in
te

rn
et

 p
ag

es
, 

em
ai

ls
, 

m
em

os
 a

nd
 o

th
er

 c
om

m
un

ic
at

io
ns

, 
an

d 
no

te
s,

 p
re

se
nt

at
io

ns
 a

nd
 m

at
er

ia
ls

 f
ro

m
 t

ea
m

 b
ri

ef
in

gs
 a

nd
 o

th
er

 m
ee

ti
ng

s 
an

d 
di

sc
us

si
on

s 
to

 i
nf

or
m

 p
eo

pl
e 

ab
ou

t 
st

an
da

rd
s 

an
d 

ta
rg

et
s 

an
d 

pr
om

ot
e 

an
 im

pr
ov

em
en

t 
cu

lt
ur

e 
1,

 5
, 

6,
 9

 
1,

 5
, 

6,
 9

 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 e

st
ab

lis
hi

ng
 a

n 
im

pr
ov

em
en

t 
cu

lt
ur

e)
 

3,
 6

, 
9 

- 
- 

- 

O
3 

O
5 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

es
ta

bl
is

hi
ng

 a
n 

im
pr

ov
em

en
t 

cu
lt

ur
e)

 
1,

 3
, 

7,
 8

 
1,

 5
, 

6 
1,

 2
, 

3 
1,

 2
, 

3,
 4

, 
5,

 6
, 

7 



 

SV
02

98
58

 —
 S

ec
to

r 
gu

id
an

ce
 f

or
 c

en
tr

es
 —

 S
V
Q

s 
in

 T
ea

m
 L

ea
di

ng
 a

nd
 M

an
ag

em
en

t 
Le

ve
ls

 2
, 

3,
 4

 a
nd

 5
  

(S
C
Q

F 
Le

ve
ls

 5
, 

7,
 9

 a
nd

 1
1)

 —
 Is

su
e 

1 
—

 J
an

ua
ry

 2
01

2 
©

 P
ea

rs
on

 E
du

ca
ti

on
 L

im
it

ed
 2

01
2 

13
8 

 

K
n
ow

le
d
ge

 a
n
d
 u

n
d
er

st
an

d
in

g 
O

ut
- 

co
m

es
 

Ev
id

en
ce

 o
f 

ou
tc

om
es

: 

 
po

ss
ib

le
 e

xa
m

pl
es

 o
f 

ev
id

en
ce

 
Be

ha
vi

ou
rs

 
G

en
er

al
 

In
du

st
ry

 
sp

ec
if

ic
 

C
on

te
xt

 
sp

ec
if

ic
 

P
ro

ce
d
u
re

 a
n
d
 a

ct
iv

it
ie

s 
as

so
ci

at
ed

 w
it

h
 q

u
al

it
y 

im
p
ro

ve
m

en
t 

th
at

 y
ou

 h
av

e 
b
ee

n
 i
n
vo

lv
ed

 i
n
 d

ev
el

op
in

g:
 

 
pr

oc
ed

ur
e 

m
an

ua
ls

 r
el

at
in

g 
to

 q
ua

lit
y 

as
su

ra
nc

e,
 c

on
tr

ol
 a

nd
 i
m

pr
ov

em
en

t 
2,

 5
 

1,
 3

, 
5 

2 
2,

 3
, 

4,
 5

 

 
qu

al
it

y 
co

nt
ro

l 
ch

ar
ts

, 
sc

at
te

r 
gr

ap
hs

, 
ba

r 
ch

ar
ts

, 
Pa

re
to

 c
ha

rt
s,

 f
is

hb
on

e/
ca

us
e 

&
 e

ff
ec

t 
di

ag
ra

m
s,

 f
lo

w
 c

ha
rt

s 
an

d 
si

m
il
ar

 d
at

a 
an

al
ys

is
 t

ha
t 

yo
u 

ha
ve

 p
re

pa
re

d 
2,

 5
 

2,
 3

, 
4,

 7
 

2 
2,

 5
, 

6,
 7

 

 
su

m
m

ar
ie

s 
of

 r
es

ea
rc

h,
 s

ur
ve

ys
 a

nd
 d

is
cu

ss
io

ns
 w

it
h 

cu
st

om
er

s 
an

d 
ot

he
r 

in
fo

rm
at

io
n 

yo
u 

ha
ve

 p
re

pa
re

d 
an

d 
us

ed
 t

o 
as

se
ss

 c
us

to
m

er
s’

 r
eq

ui
re

m
en

ts
 a

nd
 t

he
ir

 s
at

is
fa

ct
io

n 
w

it
h 

pr
od

uc
ts

 a
nd

 s
er

vi
ce

s 
1,

 2
, 

4 
3,

 5
 

1,
 2

 
4,

 6
, 

7 

 
ag

en
da

s 
an

d 
no

te
s 

or
 r

ec
or

ds
 o

f 
m

ee
ti

ng
s 

co
nc

er
ne

d 
w

it
h 

qu
al

it
y 

im
pr

ov
em

en
t 

sy
st

em
s 

an
d 

pr
oc

ed
ur

es
 t

ha
t 

yo
u 

ha
ve

 o
rg

an
is

ed
 

1,
 3

, 
6,

 7
, 

9 
5,

 6
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
 

 
qu

al
it

y 
im

pr
ov

em
en

t 
gr

ou
ps

, 
qu

al
it

y 
ci

rc
le

s 
an

d 
ot

he
r 

fo
ru

m
s 

yo
u 

ha
ve

 o
rg

an
is

ed
 t

o 
id

en
ti

fy
 

op
po

rt
un

it
ie

s 
fo

r,
 a

nd
 i
ni

ti
at

e,
 i
m

pr
ov

em
en

ts
  

1,
 3

, 
6,

 7
, 

9 
2,

 3
, 

4,
 5

, 
6,

 7
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
 

 
w

it
ne

ss
 s

ta
te

m
en

ts
 (

co
m

m
en

ts
 o

n 
yo

ur
 r

ol
e 

in
 e

st
ab

lis
hi

ng
 i
m

pr
ov

em
en

t 
pr

oc
es

se
s)

 
1,

 3
, 

4,
 5

, 
6,

 
7,

 9
 

- 
- 

- 

O
1 

O
2 

O
3 

O
4 

O
5 

O
7 

 
pe

rs
on

al
 s

ta
te

m
en

ts
 (

re
fl

ec
ti

on
s 

on
 y

ou
r 

ro
le

 i
n 

es
ta

bl
is

hi
ng

 i
m

pr
ov

em
en

t 
pr

oc
es

se
s)

 
1,

 3
, 

4,
 7

, 
8,

 
2,

 3
, 

4,
 5

, 
6,

 7
 

1,
 2

, 
3 

1,
 2

, 
3,

 4
 

     se
b
3
1
0
1
1
2
 G

:\
W

O
R
D

P
R
O

C
\L

T
\P

D
\S

V
Q

 G
U

ID
A
N

C
E
\S

V
0
2
9
8
5
8
 S

V
Q

 I
N

 T
E
A
M

 L
E
A
D

IN
G

 A
N

D
 M

A
N

A
G

E
M

E
N

T
 L

2
 3

 4
 5

.D
O

C
.1

–
1
4
3
/1

 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Publications Code SVO29858 January 2012 
 
For more information on Edexcel and BTEC qualifications please  
visit our website: www.edexcel.com 
 
Pearson Education Limited. Registered in England and Wales No. 872828 
Registered Office: Edinburgh Gate, Harlow, Essex CM20 2JE. VAT Reg No GB 278 537121 

http://www.edexcel.org.uk/�

	Section 1: Levels 2, 3, 4 and 5 SVQs in Team Leading and Team Leading and Management (SCQF Levels 5, 7, 9 and 11)
	Introduction
	National Occupational Standards and SVQs

	Section 2: About these SVQs
	Which SVQs in Team Leading and Management are available?
	Who are these SVQs for?
	What progression do these SVQs offer? 
	What is the structure of the SVQ 2 in Team Leading at SCQF Level 5
	What is the structure of the SVQ 3 in Management at SCQF Level 7
	What is the structure of the SVQ 4 in Management at SCQF Level 9
	What is the structure of the SVQ 5 in Management at SCQF Level 11

	Section 3: Assessment Strategy
	Introduction

	Section 4: Recording forms
	Introduction 
	Example form 1 — Portfolio title page
	Example form 2 — Personal profile
	Example form 3 — Contents checklist
	Example form 4 — Index of evidence
	Example form 5 — Unit assessment plan
	Example form 6 — Unit sign-off record
	Example form 7 — Work Log
	Example form 8 — Observation record
	Example form 9 — Witness testimony
	Example form 10 — Expert witness evidence record
	Example form 11 — Record of questions and candidate’s answers

	Section 5: Further information
	Simulation Guidance
	What else should you read?
	How do you contact us?

	List of annexes
	Annexe A: Qualification codes
	Annexe B: Mapping to Core skills
	Annexe C: Evidence requirements
	Introduction



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles false
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile ()
  /CalRGBProfile (Adobe RGB \0501998\051)
  /CalCMYKProfile (Europe ISO Coated FOGRA27)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.3
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages false
  /CreateJobTicket true
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails true
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 524288
  /LockDistillerParams true
  /MaxSubsetPct 100
  /Optimize false
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage false
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Remove
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
    /AdLibBT-Regular
    /AdobeSansMM
    /AdobeSerifMM
    /Aldine401BT-BoldA
    /Aldine401BT-BoldItalicA
    /Aldine401BT-ItalicA
    /Aldine401BT-RomanA
    /Aldine721BT-Bold
    /Aldine721BT-BoldItalic
    /Aldine721BT-Italic
    /Aldine721BT-Light
    /Aldine721BT-LightItalic
    /Aldine721BT-Roman
    /AlgerianBasD
    /AlgerianD
    /AllegroBT-Regular
    /AlternateGothicNo2BT-Regular
    /AmazoneBT-Regular
    /AmeliaBT-Regular
    /AmericanaBT-Bold
    /AmericanaBT-ExtraBold
    /AmericanaBT-ExtraBoldCondensed
    /AmericanaBT-Italic
    /AmericanaBT-Roman
    /AmericanGaramondBT-Bold
    /AmericanGaramondBT-BoldItalic
    /AmericanGaramondBT-Italic
    /AmericanGaramondBT-Roman
    /AmericanTextBT-Regular
    /AmericanUncD
    /AmerigoBT-BoldA
    /AmerigoBT-BoldItalicA
    /AmerigoBT-ItalicA
    /AmerigoBT-MediumA
    /AmerigoBT-MediumItalicA
    /AmerigoBT-RomanA
    /AmerTypewriterITCbyBT-Bold
    /AmerTypewriterITCbyBT-Medium
    /AndaleMono
    /Arial-Black
    /Arial-BlackItalic
    /Arial-BoldItalicMT
    /Arial-BoldMT
    /Arial-ItalicMT
    /ArialMT
    /ArialNarrow
    /ArialNarrow-Bold
    /ArialNarrow-BoldItalic
    /ArialNarrow-Italic
    /ArnoldBoeD
    /ArribaArribaLetPlain
    /ArrusBT-Black
    /ArrusBT-BlackItalic
    /ArrusBT-Bold
    /ArrusBT-BoldItalic
    /ArrusBT-Italic
    /ArrusBT-Roman
    /ArsisD-Regu
    /ArsisD-ReguItal
    /AtlanticInline-Normal
    /AuroraBT-BoldCondensed
    /AuroraBT-RomanCondensed
    /AvantGardeITCbyBT-Book
    /AvantGardeITCbyBT-BookOblique
    /AvantGardeITCbyBT-Medium
    /AvantGardeITCbyBT-MediumOblique
    /BakerSignetBT-Roman
    /Ballads
    /BalloonBT-Bold
    /BalloonBT-ExtraBold
    /BalloonBT-Light
    /BangLetPlain
    /BankGothicBT-Light
    /BankGothicBT-Medium
    /BarCode39cHR
    /BauerBodoniBT-Black
    /BauerBodoniBT-BlackCondensed
    /BauerBodoniBT-BlackItalic
    /BauerBodoniBT-Bold
    /BauerBodoniBT-BoldCondensed
    /BauerBodoniBT-BoldItalic
    /BauerBodoniBT-Italic
    /BauerBodoniBT-Roman
    /BauerBodoniBT-Titling
    /BauhausITCbyBT-Bold
    /BauhausITCbyBT-Heavy
    /BauhausITCbyBT-Light
    /BauhausITCbyBT-Medium
    /BeehivePSMT
    /BellCentennialBT-Address
    /BellCentennialBT-BoldListing
    /BellCentennialBT-NameAndNumber
    /BellGothicBT-Black
    /BellGothicBT-Bold
    /BellGothicBT-Roman
    /BelweBT-Bold
    /BelweBT-Light
    /BelweBT-Medium
    /BelweBT-RomanCondensed
    /BenguiatGothicITCbyBT-Bold
    /BenguiatGothicITCbyBT-BoldItal
    /BenguiatGothicITCbyBT-Book
    /BenguiatGothicITCbyBT-BookItal
    /BenguiatITCbyBT-Bold
    /BenguiatITCbyBT-BoldItalic
    /BenguiatITCbyBT-Book
    /BenguiatITCbyBT-BookItalic
    /BergellLetPlain
    /BernhardBoldCondensedBT-Regular
    /BernhardFashionBT-Regular
    /BernhardModernBT-Bold
    /BernhardModernBT-BoldItalic
    /BernhardModernBT-Italic
    /BernhardModernBT-Roman
    /BernhardTangoBT-Regular
    /BertramLetPlain
    /BibleScrT
    /BinnerD
    /Blackletter686BT-Regular
    /BlacklightD
    /BlippoBT-Black
    /BodoniBT-Bold
    /BodoniBT-BoldCondensed
    /BodoniBT-BoldItalic
    /BodoniBT-Book
    /BodoniBT-BookItalic
    /BodoniBT-Italic
    /BodoniBT-Roman
    /BoinkLetPlain
    /BookAntiqua
    /BookAntiqua-Bold
    /BookAntiqua-BoldItalic
    /BookAntiqua-Italic
    /BookmanITCbyBT-Demi
    /BookmanITCbyBT-DemiItalic
    /BookmanITCbyBT-Light
    /BookmanITCbyBT-LightItalic
    /BookmanOldStyle
    /BookmanOldStyle-Bold
    /BookmanOldStyle-BoldItalic
    /BookmanOldStyle-Italic
    /BornBold
    /Braille
    /BremenBT-Black
    /BremenBT-Bold
    /BroadwayBT-Regular
    /BroadwayEngravedBT-Regular
    /BrodyD
    /BronxLetPlain
    /BruceOldStyleBT-Italic
    /BruceOldStyleBT-Roman
    /Brush445BT-Regular
    /Brush738BT-RegularA
    /BrushScriptBT-Regular
    /BulmerBT-Italic
    /BulmerBT-Roman
    /BusoramaITCbyBT-Medium
    /BusterD
    /BuxomD
    /CalisMTBol
    /CalistoMT
    /CalistoMT-BoldItalic
    /CalistoMT-Italic
    /Calligraphic421BT-RomanB
    /Calligraphic810BT-Italic
    /Calligraphic810BT-Roman
    /CamelliaD
    /CandidaBT-Bold
    /CandidaBT-Italic
    /CandidaBT-Roman
    /CarminaBT-Black
    /CarminaBT-BlackItalic
    /CarminaBT-Bold
    /CarminaBT-BoldItalic
    /CarminaBT-Light
    /CarminaBT-LightItalic
    /CarminaBT-Medium
    /CarminaBT-MediumItalic
    /Caslon224ITCbyBT-Bold
    /Caslon224ITCbyBT-BoldItalic
    /Caslon224ITCbyBT-Book
    /Caslon224ITCbyBT-BookItalic
    /Caslon540BT-Italic
    /Caslon540BT-Roman
    /CaslonBT-Bold
    /CaslonBT-BoldItalic
    /CaslonOldFaceBT-Heavy
    /CaslonOldFaceBT-Italic
    /CaslonOpenfaceBT-Regular
    /CastleT-Bold
    /CastleT-Book
    /CastleT-Ligh
    /CastleT-Ultr
    /CataneoBT-Bold
    /CataneoBT-Light
    /CataneoBT-Regular
    /CataneoBT-RegularSwash
    /CaxtonBT-Bold
    /CaxtonBT-BoldItalic
    /CaxtonBT-Book
    /CaxtonBT-BookItalic
    /CaxtonBT-Light
    /CaxtonBT-LightItalic
    /Century725BT-Black
    /Century725BT-Bold
    /Century725BT-BoldCondensed
    /Century725BT-Italic
    /Century725BT-Roman
    /Century725BT-RomanCondensed
    /Century731BT-BoldA
    /Century731BT-BoldItalicA
    /Century731BT-ItalicA
    /Century731BT-RomanA
    /Century751BT-ItalicB
    /Century751BT-RomanB
    /CenturyExpandedBT-Bold
    /CenturyExpandedBT-BoldItalic
    /CenturyExpandedBT-Italic
    /CenturyExpandedBT-Roman
    /CenturyGothic
    /CenturyGothic-Bold
    /CenturyGothic-BoldItalic
    /CenturyGothic-Italic
    /CenturyOldstyleBT-Bold
    /CenturyOldstyleBT-Italic
    /CenturyOldstyleBT-Roman
    /CenturySchoolbook
    /CenturySchoolbook-Bold
    /CenturySchoolbook-BoldItalic
    /CenturySchoolbookBT-Bold
    /CenturySchoolbookBT-BoldCond
    /CenturySchoolbookBT-BoldItalic
    /CenturySchoolbookBT-Italic
    /CenturySchoolbookBT-Monospace
    /CenturySchoolbookBT-Roman
    /CenturySchoolbook-Italic
    /CharterBT-Black
    /CharterBT-BlackItalic
    /CharterBT-Bold
    /CharterBT-BoldItalic
    /CharterBT-Italic
    /CharterBT-Roman
    /Charting
    /CheckNums-MICR
    /CheltenhamBT-Bold
    /CheltenhamBT-BoldCondensed
    /CheltenhamBT-BoldCondItalic
    /CheltenhamBT-BoldExtraCondensed
    /CheltenhamBT-BoldHeadline
    /CheltenhamBT-BoldItalic
    /CheltenhamBT-BoldItalicHeadline
    /CheltenhamBT-Italic
    /CheltenhamBT-Roman
    /CheltenhamITCbyBT-Bold
    /CheltenhamITCbyBT-BoldItalic
    /CheltenhamITCbyBT-Book
    /CheltenhamITCbyBT-BookItalic
    /Chesterfield
    /ChiselD
    /CircleD
    /CityD-Bold
    /CityD-Ligh
    /CityD-Medi
    /ClarendonBT-Black
    /ClarendonBT-Bold
    /ClarendonBT-BoldCondensed
    /ClarendonBT-Heavy
    /ClarendonBT-Light
    /ClarendonBT-Roman
    /ClarendonBT-RomanCondensed
    /Classic
    /ClassicalGaramondBT-Bold
    /ClassicalGaramondBT-BoldItalic
    /ClassicalGaramondBT-Italic
    /ClassicalGaramondBT-Roman
    /Clocks
    /CloisterBlackBT-Regular
    /CloisterOpenFaceBT-Regular
    /ComicSansMS
    /ComicSansMS-Bold
    /CommercialScriptBT-Regular
    /CompactaBT-Black
    /CompactaBT-Bold
    /CompactaBT-BoldItalic
    /CompactaBT-Italic
    /CompactaBT-Light
    /CompactaBT-Roman
    /Composer
    /CooperBT-Black
    /CooperBT-BlackHeadline
    /CooperBT-BlackItalic
    /CooperBT-BlackItalicHeadline
    /CooperBT-BlackOutline
    /CooperBT-Bold
    /CooperBT-BoldItalic
    /CooperBT-Light
    /CooperBT-LightItalic
    /CooperBT-Medium
    /CooperBT-MediumItalic
    /CopperplateGothic-Bold
    /CopperplateGothicBT-Bold
    /CopperplateGothicBT-BoldCond
    /CopperplateGothicBT-Heavy
    /CopperplateGothicBT-Roman
    /CopperplateGothicBT-RomanCond
    /CopperplateGothic-Light
    /CountdownD
    /Courier
    /Courier10PitchBT-Bold
    /Courier10PitchBT-BoldItalic
    /Courier10PitchBT-Italic
    /Courier10PitchBT-Roman
    /Courier-Bold
    /Courier-BoldOblique
    /CourierNewPS-BoldItalicMT
    /CourierNewPS-BoldMT
    /CourierNewPS-ItalicMT
    /CourierNewPSMT
    /Courier-Oblique
    /CroissantD
    /CurlzMT
    /CushingITCbyBT-Heavy
    /CushingITCbyBT-HeavyItalic
    /DanceItalic
    /DavidaBoldBT-Regular
    /Decorated035BT-Regular
    /DellaRobbiaBT-Bold
    /DellaRobbiaBT-Roman
    /DeVinneBT-Italic
    /DeVinneBT-ItalicText
    /DeVinneBT-Roman
    /DeVinneBT-Text
    /DexGothicD
    /DextorD
    /DextorOutD
    /DfCalligraphicOrnamentsLetPlain
    /DfDiversionsLetPlain
    /DfDiversitiesLetPlain
    /DingbatsTwo
    /DiskusD-Medi
    /DL-Manel
    /Docu
    /DomBoldBT-Regular
    /DomCasualBT-Regular
    /DomDiagonalBT-Bold
    /DomDiagonalBT-Regular
    /Dutch766BT-BoldA
    /Dutch766BT-ItalicA
    /Dutch766BT-RomanA
    /Dutch801BT-Bold
    /Dutch801BT-BoldItalic
    /Dutch801BT-ExtraBold
    /Dutch801BT-ExtraBoldItalic
    /Dutch801BT-Italic
    /Dutch801BT-ItalicHeadline
    /Dutch801BT-Roman
    /Dutch801BT-RomanHeadline
    /Dutch801BT-SemiBold
    /Dutch801BT-SemiBoldItalic
    /Dutch809BT-BoldC
    /Dutch809BT-ItalicC
    /Dutch809BT-RomanC
    /Dutch823BT-BoldB
    /Dutch823BT-BoldItalicB
    /Dutch823BT-ItalicB
    /Dutch823BT-RomanB
    /EckmannD
    /Egyptian505BT-Bold
    /Egyptian505BT-Light
    /Egyptian505BT-Medium
    /Egyptian505BT-Roman
    /Egyptian710BT-RegularA
    /ElegantGaramondBT-Bold
    /ElegantGaramondBT-Italic
    /ElegantGaramondBT-Roman
    /Elephant-Regular
    /EmbassyBT-Regular
    /Emboss-Normal
    /EmpireBT-Regular
    /EnglischeSchT-Bold
    /EnglischeSchT-DemiBold
    /EnglischeSchT-Regu
    /English111AdagioBT-Regular
    /English111PrestoBT-Regular
    /English111VivaceBT-Regular
    /English157BT-Regular
    /EngraversGothicBT-Regular
    /EngraversMT
    /EngraversOldEnglishBT-Bold
    /EngraversOldEnglishBT-Regular
    /EngraversRomanBT-Bold
    /EngraversRomanBT-Regular
    /EnviroD
    /ErasITC-Bold
    /ErasITCbyBT-Bold
    /ErasITCbyBT-Book
    /ErasITCbyBT-Demi
    /ErasITCbyBT-Light
    /ErasITCbyBT-Medium
    /ErasITCbyBT-Ultra
    /ErasITC-Demi
    /ErasITC-Light
    /ErasITC-Medium
    /Euclid
    /Euclid-Bold
    /Euclid-BoldItalic
    /EuclidExtra
    /EuclidExtra-Bold
    /EuclidFraktur
    /EuclidFraktur-Bold
    /Euclid-Italic
    /EuclidMathOne
    /EuclidMathOne-Bold
    /EuclidMathTwo
    /EuclidMathTwo-Bold
    /EuclidSymbol
    /EuclidSymbol-Bold
    /EuclidSymbol-BoldItalic
    /EuclidSymbol-Italic
    /EuroSig
    /EuroSigMon
    /EwieD
    /Exotic350BT-Bold
    /Exotic350BT-DemiBold
    /Exotic350BT-Light
    /FelixTitlingMT
    /Fences
    /FencesPlain
    /FeniceITCbyBT-Bold
    /FeniceITCbyBT-BoldItalic
    /FeniceITCbyBT-Regular
    /FeniceITCbyBT-RegularItalic
    /FetteFraD
    /FlamencoD
    /FlamencoInlD
    /Flareserif821BT-Bold
    /Flareserif821BT-Light
    /Flareserif821BT-Roman
    /FlashD-Bold
    /FlashD-Ligh
    /FlemishScriptBT-Regular
    /FolioBT-Bold
    /FolioBT-BoldCondensed
    /FolioBT-Book
    /FolioBT-ExtraBold
    /FolioBT-Light
    /FolioBT-LightItalic
    /FolioBT-Medium
    /FolliesLetPlain
    /Formal436BT-Regular
    /FormalScript421BT-Regular
    /ForteMT
    /FrakturBT-Regular
    /FrankfurterHigD
    /FranklinGothic-Book
    /FranklinGothic-BookItalic
    /FranklinGothic-Demi
    /FranklinGothic-DemiCond
    /FranklinGothic-DemiItalic
    /FranklinGothic-Heavy
    /FranklinGothic-HeavyItalic
    /FranklinGothicITCbyBT-Book
    /FranklinGothicITCbyBT-BookItal
    /FranklinGothicITCbyBT-Demi
    /FranklinGothicITCbyBT-DemiItal
    /FranklinGothicITCbyBT-Heavy
    /FranklinGothicITCbyBT-HeavyItal
    /FranklinGothic-Medium
    /FranklinGothic-MediumCond
    /FranklinGothic-MediumItalic
    /Freeform710BT-Regular
    /Freeform721BT-Black
    /Freeform721BT-BlackItalic
    /Freeform721BT-Bold
    /Freeform721BT-BoldItalic
    /Freeform721BT-Italic
    /Freeform721BT-Roman
    /Freehand471BT-Regular
    /Freehand521BT-RegularC
    /Freehand575BT-RegularB
    /Freehand591BT-RegularA
    /FreestyleScrD
    /FreestyleScriptITC-Bold
    /FrenchScriptMT
    /FrizQuadrataITCbyBT-Bold
    /FrizQuadrataITCbyBT-Roman
    /Frutiger-Black
    /Frutiger-Bold
    /Frutiger-Roman
    /FrysBaskervilleBT-Roman
    /FuturaBlackBT-Regular
    /FuturaBT-Bold
    /FuturaBT-BoldCondensed
    /FuturaBT-BoldCondensedItalic
    /FuturaBT-BoldItalic
    /FuturaBT-Book
    /FuturaBT-BookItalic
    /FuturaBT-ExtraBlack
    /FuturaBT-ExtraBlackCondensed
    /FuturaBT-ExtraBlackCondItalic
    /FuturaBT-ExtraBlackItalic
    /FuturaBT-Heavy
    /FuturaBT-HeavyItalic
    /FuturaBT-Light
    /FuturaBT-LightCondensed
    /FuturaBT-LightItalic
    /FuturaBT-Medium
    /FuturaBT-MediumCondensed
    /FuturaBT-MediumItalic
    /GalliardITCbyBT-Bold
    /GalliardITCbyBT-BoldItalic
    /GalliardITCbyBT-Italic
    /GalliardITCbyBT-Roman
    /GandoBT-Regular
    /Garamond
    /Garamond-Bold
    /Garamond-Italic
    /GaramondITCbyBT-Bold
    /GaramondITCbyBT-BoldCondensed
    /GaramondITCbyBT-BoldCondItalic
    /GaramondITCbyBT-BoldItalic
    /GaramondITCbyBT-Book
    /GaramondITCbyBT-BookCondensed
    /GaramondITCbyBT-BookCondItalic
    /GaramondITCbyBT-BookItalic
    /GaramondNo4CyrTCY-Ligh
    /GaramondNo4CyrTCY-LighItal
    /GaramondNo4CyrTCY-Medi
    /Geometric212BT-Book
    /Geometric212BT-BookCondensed
    /Geometric212BT-Heavy
    /Geometric212BT-HeavyCondensed
    /Geometric231BT-BoldC
    /Geometric231BT-HeavyC
    /Geometric231BT-LightC
    /Geometric231BT-RomanC
    /Geometric415BT-BlackA
    /Geometric415BT-BlackItalicA
    /Geometric415BT-LiteA
    /Geometric415BT-LiteItalicA
    /Geometric415BT-MediumA
    /Geometric415BT-MediumItalicA
    /Geometric706BT-BlackB
    /Geometric706BT-BlackCondensedB
    /Geometric706BT-BoldCondensedB
    /Geometric706BT-MediumB
    /Geometric885BT-RegularD
    /GeometricSlab703BT-Bold
    /GeometricSlab703BT-BoldCond
    /GeometricSlab703BT-BoldItalic
    /GeometricSlab703BT-Light
    /GeometricSlab703BT-LightItalic
    /GeometricSlab703BT-Medium
    /GeometricSlab703BT-MediumCond
    /GeometricSlab703BT-MediumItalic
    /GeometricSlab703BT-XtraBold
    /GeometricSlab703BT-XtraBoldCond
    /GeometricSlab703BT-XtraBoldItal
    /GeometricSlab712BT-BoldA
    /GeometricSlab712BT-ExtraBoldA
    /GeometricSlab712BT-LightA
    /GeometricSlab712BT-LightItalicA
    /GeometricSlab712BT-MediumA
    /GeometricSlab712BT-MediumItalA
    /Georgia
    /Georgia-Bold
    /Georgia-BoldItalic
    /Georgia-Italic
    /GildeSorts
    /GillSansMT
    /GillSansMT-Bold
    /GillSansMT-BoldItalic
    /GillSansMT-Condensed
    /GillSansMT-ExtraCondensedBold
    /GillSansMT-Italic
    /GillSansMT-UltraBoldCondensed
    /GillSans-UltraBold
    /GlaserSteD
    /GloucesterMT-ExtraCondensed
    /GorillaITCbyBT-Regular
    /Gothic720BT-BoldB
    /Gothic720BT-BoldItalicB
    /Gothic720BT-ItalicB
    /Gothic720BT-LightB
    /Gothic720BT-LightItalicB
    /Gothic720BT-RomanB
    /Gothic725BT-BlackA
    /Gothic725BT-BoldA
    /Gothic821CondensedBT-Regular
    /GothicNo13BT-Regular
    /GoudyCatalogueBT-Regular
    /GoudyHandtooledBT-Regular
    /GoudyOldStyleBT-Bold
    /GoudyOldStyleBT-BoldItalic
    /GoudyOldStyleBT-ExtraBold
    /GoudyOldStyleBT-Italic
    /GoudyOldStyleBT-Roman
    /GoudyOldStyleT-Bold
    /GoudyOldStyleT-Italic
    /GoudyOldStyleT-Regular
    /GoudySansITCbyBT-Black
    /GoudySansITCbyBT-BlackItalic
    /GoudySansITCbyBT-Bold
    /GoudySansITCbyBT-BoldItalic
    /GoudySansITCbyBT-Light
    /GoudySansITCbyBT-LightItalic
    /GoudySansITCbyBT-Medium
    /GoudySansITCbyBT-MediumItalic
    /Greek-WSI
    /GriffonPSMT
    /GrizzlyITCbyBT-Regular
    /GrouchITCbyBT-Regular
    /Haettenschweiler
    /HandelGotD-Bold
    /HandelGotD-Ligh
    /HandelGothicBT-Regular
    /Hardcore
    /HarlowD
    /HazelLetPlain
    /HehenHebT-Bold
    /Helvetica
    /Helvetica-Bold
    /Helvetica-BoldOblique
    /Helvetica-Oblique
    /HoboBT-Regular
    /HomePlanning
    /HomePlanning2
    /HoratioD-Bold
    /HoratioD-Ligh
    /HoratioD-Medi
    /HorndonD
    /Humanist521BT-Bold
    /Humanist521BT-BoldCondensed
    /Humanist521BT-BoldItalic
    /Humanist521BT-ExtraBold
    /Humanist521BT-Italic
    /Humanist521BT-Light
    /Humanist521BT-LightItalic
    /Humanist521BT-Roman
    /Humanist521BT-RomanCondensed
    /Humanist521BT-UltraBold
    /Humanist521BT-XtraBoldCondensed
    /Humanist531BT-BlackA
    /Humanist531BT-BoldA
    /Humanist531BT-RomanA
    /Humanist531BT-UltraBlackA
    /Humanist777BT-BlackB
    /Humanist777BT-BlackItalicB
    /Humanist777BT-BoldB
    /Humanist777BT-BoldItalicB
    /Humanist777BT-ItalicB
    /Humanist777BT-LightB
    /Humanist777BT-LightItalicB
    /Humanist777BT-RomanB
    /Humanist970BT-BoldC
    /Humanist970BT-RomanC
    /HumanistSlabserif712BT-Black
    /HumanistSlabserif712BT-Bold
    /HumanistSlabserif712BT-Italic
    /HumanistSlabserif712BT-Roman
    /HuxleyVerticalBT-Regular
    /IceAgeD
    /Impact
    /ImperialBT-Bold
    /ImperialBT-Italic
    /ImperialBT-Roman
    /ImpressBT-Regular
    /ImprintMT-Shadow
    /Incised901BT-Black
    /Incised901BT-Bold
    /Incised901BT-BoldCondensed
    /Incised901BT-Compact
    /Incised901BT-Italic
    /Incised901BT-Light
    /Incised901BT-Nord
    /Incised901BT-NordItalic
    /Incised901BT-Roman
    /Industrial736BT-Italic
    /Industrial736BT-Roman
    /Informal011BT-Black
    /Informal011BT-Roman
    /IowanOldStyleBT-Black
    /IowanOldStyleBT-BlackItalic
    /IowanOldStyleBT-Bold
    /IowanOldStyleBT-BoldItalic
    /IowanOldStyleBT-Italic
    /IowanOldStyleBT-Roman
    /Ipa-samdUclphon1SILDoulosL
    /Ipa-samdUclphon1SILDoulosLBold
    /Ipa-samdUclphon1SILDoulosLBoldItalic
    /Ipa-samdUclphon1SILDoulosLItalic
    /Ipa-sammUclphon1SILManuscriptL
    /Ipa-sammUclphon1SILManuscriptLBold
    /Ipa-sammUclphon1SILManuscriptLBoldItalic
    /Ipa-sammUclphon1SILManuscriptLItalic
    /Ipa-samsUclphon1SILSophiaL
    /Ipa-samsUclphon1SILSophiaLBold
    /Ipa-samsUclphon1SILSophiaLItalic
    /Japanese-Generic1
    /Jazz
    /KabarettD
    /KabelITCbyBT-Book
    /KabelITCbyBT-Demi
    /KabelITCbyBT-Medium
    /KabelITCbyBT-Ultra
    /KaufmannBT-Bold
    /KaufmannBT-Regular
    /Kidnap
    /KingTut1
    /KingTut2
    /KisBT-Italic
    /KisBT-Roman
    /Korean-Generic1
    /KorinnaITCbyBT-Bold
    /KorinnaITCbyBT-KursivBold
    /KorinnaITCbyBT-KursivRegular
    /KorinnaITCbyBT-Regular
    /Kuenstler480BT-Black
    /Kuenstler480BT-Bold
    /Kuenstler480BT-BoldItalic
    /Kuenstler480BT-Italic
    /Kuenstler480BT-Roman
    /KunstlerschreibschD-Bold
    /KunstlerschreibschD-Medi
    /LandscapePlanning
    /Lapidary333BT-Black
    /Lapidary333BT-Bold
    /Lapidary333BT-BoldItalic
    /Lapidary333BT-Italic
    /Lapidary333BT-Roman
    /LasVegasD
    /Latin725BT-Bold
    /Latin725BT-BoldItalic
    /Latin725BT-Italic
    /Latin725BT-Medium
    /Latin725BT-MediumItalic
    /Latin725BT-Roman
    /LatinExtraCondensedBT-Regular
    /LatinWidD
    /LcdD
    /LeawoodITCbyBT-Book
    /LeawoodITCbyBT-BookItalic
    /LetterGothic12PitchBT-Bold
    /LetterGothic12PitchBT-BoldItal
    /LetterGothic12PitchBT-Italic
    /LetterGothic12PitchBT-Roman
    /LetterGothicMT
    /LetterGothicMT-Bold
    /LetterGothicMT-BoldOblique
    /LetterGothicMT-Oblique
    /LibertyBT-Regular
    /LibertyD
    /LibraBT-Regular
    /LifeBT-Bold
    /LifeBT-BoldItalic
    /LifeBT-Italic
    /LifeBT-Roman
    /Lithograph
    /Lithograph-Bold
    /LithographLight
    /Love
    /LubalinGraphITCbyBT-Bold
    /LubalinGraphITCbyBT-Book
    /LubalinGraphITCbyBT-Medium
    /LubalinGraphITCbyBT-XtraLight
    /LuciaBT-Regular
    /LucidaConsole
    /LucidaSans
    /LucidaSans-Demi
    /LucidaSans-DemiItalic
    /LucidaSans-Italic
    /LucidaSans-Typewriter
    /LucidaSans-TypewriterBold
    /LucidaSans-TypewriterBoldOblique
    /LucidaSans-TypewriterOblique
    /LucidaSansUnicode
    /LydianBT-Bold
    /LydianBT-BoldItalic
    /LydianBT-Italic
    /LydianBT-Roman
    /LydianCursiveBT-Regular
    /MachineITCbyBT-Regular
    /MaiandraGD-Regular
    /MandarinD
    /Map-Symbols
    /MariageD
    /MattAntiqueBT-Bold
    /MattAntiqueBT-Italic
    /MattAntiqueBT-Roman
    /Mega
    /MetropolitainesD
    /MICR10byBT-Regular
    /MICR12byBT-Regular
    /MICR13byBT-Regular
    /MicrogrammaD-BoldExte
    /MicrogrammaD-MediExte
    /MilanoLet
    /Minion-Web
    /MiraraeBT-Bold
    /MiraraeBT-Roman
    /MisterEarlBT-Regular
    /Modern20BT-ItalicB
    /Modern20BT-RomanB
    /Modern735BT-RomanA
    /Modern880BT-Bold
    /Modern880BT-Italic
    /Modern880BT-Roman
    /MonaLisaRecutITC-Normal
    /Monospace821BT-Bold
    /Monospace821BT-BoldItalic
    /Monospace821BT-Italic
    /Monospace821BT-Roman
    /Monotypecom
    /MonotypeSorts
    /MorseCode
    /MotterFemD
    /MSOutlook
    /MT-Extra
    /MT-Symbol
    /MT-Symbol-Italic
    /MurrayHillBT-Bold
    /Music
    /NevisonCasD
    /Newage
    /NewBaskervilleITCbyBT-Bold
    /NewBaskervilleITCbyBT-BoldItal
    /NewBaskervilleITCbyBT-Italic
    /NewBaskervilleITCbyBT-Roman
    /News701BT-BoldA
    /News701BT-ItalicA
    /News701BT-RomanA
    /News702BT-Bold
    /News702BT-BoldItalic
    /News702BT-Italic
    /News702BT-Roman
    /News705BT-BoldB
    /News705BT-BoldItalicB
    /News705BT-ItalicB
    /News705BT-RomanB
    /News706BT-BoldC
    /News706BT-ItalicC
    /News706BT-RomanC
    /NewsGothicBT-Bold
    /NewsGothicBT-BoldCondensed
    /NewsGothicBT-BoldCondItalic
    /NewsGothicBT-BoldExtraCondensed
    /NewsGothicBT-BoldItalic
    /NewsGothicBT-Demi
    /NewsGothicBT-DemiItalic
    /NewsGothicBT-ExtraCondensed
    /NewsGothicBT-Italic
    /NewsGothicBT-ItalicCondensed
    /NewsGothicBT-Light
    /NewsGothicBT-LightItalic
    /NewsGothicBT-Roman
    /NewsGothicBT-RomanCondensed
    /NewtextITCbyBT-Regular
    /NewtextITCbyBT-RegularItalic
    /NicolasCocT-Blac
    /NicolasCocT-Regu
    /NicolasCocT-ReguItal
    /NimbusRomDGR-Bold
    /NimbusRomDGR-BoldItal
    /NimbusRomDGR-Regu
    /NimbusRomDGR-ReguItal
    /NormandeBT-Italic
    /NormandeBT-Roman
    /NovareseITCbyBT-Bold
    /NovareseITCbyBT-BoldItalic
    /NovareseITCbyBT-Book
    /NovareseITCbyBT-BookItalic
    /Nowdance
    /NuptialBT-Regular
    /OCRAbyBT-Regular
    /OCRAExtended
    /OCRB10PitchBT-Regular
    /OfficePlanning
    /OkayD
    /OldTowneNo536D
    /OnyxBT-Regular
    /OrandaBT-Bold
    /OrandaBT-BoldCondensed
    /OrandaBT-BoldItalic
    /OrandaBT-Italic
    /OrandaBT-Roman
    /OrandaBT-RomanCondensed
    /OratorBT-FifteenPitch
    /OratorBT-TenPitch
    /OrbitBbyBT-Regular
    /OriginalGaramondBT-Bold
    /OriginalGaramondBT-BoldItalic
    /OriginalGaramondBT-Italic
    /OriginalGaramondBT-Roman
    /OzHandicraftBT-Roman
    /PabloLetPlain
    /PalaceScriptMT
    /ParisianBT-Regular
    /ParkAvenueBT-Regular
    /Perpetua
    /PerpetuaTitlingMT-Light
    /Petra
    /PhotoBold
    /PhyllisD
    /Pica10PitchBT-Roman
    /PioneerITCbyBT-Regular
    /PiranesiItalicBT-Regular
    /PlaybillBT-Regular
    /PlayingCards
    /PlazaD-Regu
    /Pop
    /PosterBodoniBT-Italic
    /PosterBodoniBT-Roman
    /Present
    /Prestige12PitchBT-Bold
    /Prestige12PitchBT-BoldItalic
    /Prestige12PitchBT-Italic
    /Prestige12PitchBT-Roman
    /PrincetownD
    /PSL-TX
    /PTBarnumBT-Regular
    /PumpTriD
    /QuicksilverITC-Normal
    /QuillScript-Normal
    /QuorumITCbyBT-Black
    /QuorumITCbyBT-Light
    /QuorumITCbyBT-Medium
    /RageItalic
    /RageItalicLetPlain
    /RaleighBT-Bold
    /RaleighBT-DemiBold
    /RaleighBT-ExtraBold
    /RaleighBT-Light
    /RaleighBT-Medium
    /RaleighBT-Roman
    /Rap
    /Remember
    /RevueBT-Regular
    /Ribbon131BT-Bold
    /Ribbon131BT-Regular
    /Rock
    /Rockwell-Bold
    /Rockwell-Condensed
    /Rockwell-CondensedBold
    /Rockwell-ExtraBold
    /Rockwell-Italic
    /RomanaBT-Bold
    /RomanaBT-Roman
    /RubberStampLetPlain
    /SchadowBT-Black
    /SchadowBT-BlackCondensed
    /SchadowBT-Bold
    /SchadowBT-Light
    /SchadowBT-LightCursive
    /SchadowBT-Roman
    /SchneidlerBT-Black
    /SchneidlerBT-BlackItalic
    /SchneidlerBT-Bold
    /SchneidlerBT-BoldItalic
    /SchneidlerBT-Italic
    /SchneidlerBT-Light
    /SchneidlerBT-LightItalic
    /SchneidlerBT-Medium
    /SchneidlerBT-MediumItalic
    /SchneidlerBT-Roman
    /ScribaLetPlain
    /Script12PitchBT-Roman
    /ScriptMTBold
    /SeagullBT-Bold
    /SeagullBT-Heavy
    /SeagullBT-Light
    /SeagullBT-Medium
    /Semaphore
    /SerifaBT-Black
    /SerifaBT-Bold
    /SerifaBT-BoldCondensed
    /SerifaBT-Italic
    /SerifaBT-Light
    /SerifaBT-LightItalic
    /SerifaBT-Roman
    /SerifaBT-Thin
    /SerifaBT-ThinItalic
    /SerpentineD-Bold
    /SerpentineD-BoldItal
    /ShotgunBlanksBT-Regular
    /ShotgunBT-Regular
    /SignLanguage
    /Signs
    /Slicker
    /SlipstreamLetPlain
    /SloganD
    /SnellBT-Black
    /SnellBT-Bold
    /SnellBT-Regular
    /Software
    /SouvenirITCbyBT-Demi
    /SouvenirITCbyBT-DemiItalic
    /SouvenirITCbyBT-Light
    /SouvenirITCbyBT-LightItalic
    /Square721Blk-Italic
    /Square721Blk-Normal
    /Square721-BoldItalic
    /Square721BT-Bold
    /Square721BT-BoldCondensed
    /Square721BT-BoldExtended
    /Square721BT-Roman
    /Square721BT-RomanCondensed
    /Square721BT-RomanExtended
    /Square721Demi-Italic
    /SquareSlabserif711BT-Bold
    /SquareSlabserif711BT-Light
    /SquareSlabserif711BT-Medium
    /SquireD-Bold
    /SquireD-Regu
    /Staccato222BT-Regular
    /Staccato555BT-RegularA
    /StencilBT-Regular
    /StopD
    /StuyvesantBT-Regular
    /StymieBT-Bold
    /StymieBT-BoldItalic
    /StymieBT-ExtraBold
    /StymieBT-ExtraBoldCondensed
    /StymieBT-Light
    /StymieBT-LightItalic
    /StymieBT-Medium
    /StymieBT-MediumItalic
    /Swiss721BT-Black
    /Swiss721BT-BlackCondensed
    /Swiss721BT-BlackCondensedItalic
    /Swiss721BT-BlackExtended
    /Swiss721BT-BlackItalic
    /Swiss721BT-BlackOutline
    /Swiss721BT-BlackRounded
    /Swiss721BT-Bold
    /Swiss721BT-BoldCondensed
    /Swiss721BT-BoldCondensedItalic
    /Swiss721BT-BoldCondensedOutline
    /Swiss721BT-BoldExtended
    /Swiss721BT-BoldItalic
    /Swiss721BT-BoldOutline
    /Swiss721BT-BoldRounded
    /Swiss721BT-Heavy
    /Swiss721BT-HeavyItalic
    /Swiss721BT-Italic
    /Swiss721BT-ItalicCondensed
    /Swiss721BT-Light
    /Swiss721BT-LightCondensed
    /Swiss721BT-LightCondensedItalic
    /Swiss721BT-LightExtended
    /Swiss721BT-LightItalic
    /Swiss721BT-Medium
    /Swiss721BT-MediumItalic
    /Swiss721BT-Roman
    /Swiss721BT-RomanCondensed
    /Swiss721BT-RomanExtended
    /Swiss721BT-Thin
    /Swiss721BT-ThinItalic
    /Swiss911BT-ExtraCompressed
    /Swiss911BT-UltraCompressed
    /Swiss921BT-RegularA
    /Sydnie
    /Symbol
    /SymbolMT
    /SymbolProportionalBT-Regular
    /TagLetPlain
    /Tahoma
    /Tahoma-Bold
    /TangoBT-Regular
    /Techno
    /Thanks
    /Thehits
    /ThunderbirdBT-Regular
    /TiffanyITCbyBT-Demi
    /TiffanyITCbyBT-DemiItalic
    /TiffanyITCbyBT-Heavy
    /TiffanyITCbyBT-HeavyItalic
    /TiffanyITCbyBT-Light
    /TiffanyITCbyBT-LightItalic
    /TigerRagLetPlain
    /Times-Bold
    /Times-BoldItalic
    /TimeScrD-Bold
    /TimeScrD-Ligh
    /TimeScrD-Medi
    /Times-Italic
    /TimesNewRomanMT-ExtraBold
    /TimesNewRomanPS-BoldItalicMT
    /TimesNewRomanPS-BoldMT
    /TimesNewRomanPS-ItalicMT
    /TimesNewRomanPSMT
    /Times-Roman
    /Transitional511BT-Bold
    /Transitional511BT-BoldItalic
    /Transitional511BT-Italic
    /Transitional511BT-Roman
    /Transitional521BT-BoldA
    /Transitional521BT-CursiveA
    /Transitional521BT-RomanA
    /Transitional551BT-MediumB
    /Transitional551BT-MediumItalicB
    /Trebuchet-BoldItalic
    /TrebuchetMS
    /TrebuchetMS-Bold
    /TrebuchetMS-Italic
    /TrumpetLite-Bold
    /TrumpetLite-BoldItalic
    /TrumpetLiteItalic
    /TrumpetLite-Normal
    /TwCenMT-Bold
    /TwCenMT-BoldItalic
    /TwCenMT-CondensedBold
    /TwCenMT-CondensedExtraBold
    /TwCenMT-CondensedMedium
    /TwCenMT-Medium
    /TwCenMT-MediumItalic
    /TypoUprightBT-Regular
    /UmbraBT-Regular
    /UniversityRomanBT-Bold
    /UniversityRomanBT-Regular
    /Unplug
    /URWWoodTypD
    /VAGRoundedBT-Regular
    /Venetian301BT-Demi
    /Venetian301BT-DemiItalic
    /Venetian301BT-Italic
    /Venetian301BT-Roman
    /Verdana
    /Verdana-Bold
    /Verdana-BoldItalic
    /Verdana-Italic
    /VictorianD
    /VinetaBT-Regular
    /VivaldiD
    /VladimirScrD
    /Webdings
    /WeddingTextBT-Regular
    /WeidemannITCbyBT-Bold
    /WeidemannITCbyBT-BoldItalic
    /WindsorBT-Elongated
    /WindsorBT-Light
    /WindsorBT-LightCondensed
    /WindsorBT-Outline
    /WindsorBT-Roman
    /Wingdings-Regular
    /Xmas
    /ZapfCalligraphic801BT-Bold
    /ZapfCalligraphic801BT-BoldItal
    /ZapfCalligraphic801BT-Italic
    /ZapfCalligraphic801BT-Roman
    /ZapfChanceryITCbyBT-Bold
    /ZapfChanceryITCbyBT-Demi
    /ZapfChanceryITCbyBT-Medium
    /ZapfChanceryITCbyBT-MediumItal
    /ZapfDingbats
    /ZapfDingbatsITCbyBT-Regular
    /ZapfElliptical711BT-Bold
    /ZapfElliptical711BT-BoldItalic
    /ZapfElliptical711BT-Italic
    /ZapfElliptical711BT-Roman
    /ZapfHumanist601BT-Bold
    /ZapfHumanist601BT-BoldItalic
    /ZapfHumanist601BT-Demi
    /ZapfHumanist601BT-DemiItalic
    /ZapfHumanist601BT-Italic
    /ZapfHumanist601BT-Roman
    /ZapfHumanist601BT-Ultra
    /ZapfHumanist601BT-UltraItalic
    /ZinjaroLetPlain
    /ZurichBT-Black
    /ZurichBT-BlackExtended
    /ZurichBT-BlackItalic
    /ZurichBT-Bold
    /ZurichBT-BoldCondensed
    /ZurichBT-BoldCondensedItalic
    /ZurichBT-BoldExtended
    /ZurichBT-BoldExtraCondensed
    /ZurichBT-BoldItalic
    /ZurichBT-ExtraBlack
    /ZurichBT-ExtraCondensed
    /ZurichBT-Italic
    /ZurichBT-ItalicCondensed
    /ZurichBT-Light
    /ZurichBT-LightCondensed
    /ZurichBT-LightCondensedItalic
    /ZurichBT-LightExtraCondensed
    /ZurichBT-LightItalic
    /ZurichBT-Roman
    /ZurichBT-RomanCondensed
    /ZurichBT-RomanExtended
    /ZurichBT-UltraBlackExtended
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages false
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 350
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages false
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.76
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 15
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects true
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /ENU ()
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /BleedOffset [
        0
        0
        0
        0
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName (sRGB IEC61966-2.1)
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements true
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MarksOffset 6
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2540 2540]
  /PageSize [595.245 841.846]
>> setpagedevice


