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1.0 Introduction

1.1 Skillsfirst Awards is an awarding organisation specialising in the provision of vocational
gualifications across a range of occupational areas.

1.2 Skillsfirst Awards recognises the need for industry to have fully trained and qualified staff
— reliably qualified to recognised industry standards.

1.3 The following handbook provides the learning outcomes and assessment strategy for the
delivery of the Level 2 Diploma in Business Administration (QCF). The handbook is a live
document and will be updated should there be any incremental change made. Centres
will be informed electronically when changes are made and it will be the responsibility of
any recognised centre to ensure the most up to date version of the handbook is used.
The document also provides details of the administrative procedures, requirements and
responsibilities that are associated with the delivery of vocational qualifications.

The handbook is available on the Skillsfirst Awards website www.skillsfirst.co.uk

1.4 This document is copyright but can be copied by any of our recognised centres for the
purpose of assessing learners and may also be copied by learners for their own use.

1.5 All learners should be provided with a copy of the Skillsfirst qualification handbook
together with the Skillsfirst learner guide. This document can be found on our web-site at
www.skillsfirst.co.uk

2.0 Skillsfirst Awards

2.1 Data protection

Skillsfirst Awards takes the protection of data seriously and to this end has developed a data
protection statement outlining how Skillsfirst and our centres, comply with the current
legislation on data protection. It is important for centres to read our statement and ensure
that our requirements are put in place. It is particularly important that centres make learners
aware that data is shared with Skillsfirst Awards. Our policy statement on this and data
requirements can be found in our centre handbook on our website www.skillsfirst.co.uk

2.2 Equality and accessibility
Equality and accessibility

Skillsfirst is committed to giving everyone who wants to gain one of our qualifications an
equal opportunity of achieving it in line with current UK legislation and EU directives
including the Equality Act 2010 (Amendment) Order 2012 and to ensure this occurs, has in
place a policy on equality and accessibility which can be found on our website
wwwe.skillsfirst.co.uk and within our centre handbook.

Skillsfirst will ensure that centres use a equality and accessibility policy that works together
with ours and that they maintain an effective appeals procedure which along with the
equality and accessibility policy, will be monitored by the external verifier. We expect centres
to tell learners how to find and use their own equality and accessibility and appeals
procedures.
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Access to assessment

Skillsfirst Awards is committed to guaranteeing all learners are treated fairly and equally and
to ensure this occurs, has in place a policy on reasonable adjustments and special
considerations. This policy states clearly what centres can and in some cases must, put in
place to assist learners who may have particular requirements.

We expect centres to tell learners how to find and use their own reasonable adjustments and
special considerations policy and will monitor implementation through the external
verification process. This policy can be accessed at www.skillsfirst.co.uk and within our
centre handbook. Further advice on this policy and its application can be obtained from our
customer services team at customerservices@skillsfirst.co.uk

2.3 Enquiries and information sources

Skillsfirst aims to provide accurate information in a variety of formats and media. Recognised
centres are encouraged to make enquiries to the customer services team, or seek
clarification from our website. Learners wishing to enquire about qualifications, aspects of
gualifications or quality assurance policies and procedures are encouraged, in the first
instance, to seek information from the recognised centre or their tutor/assessor. Where a
satisfactory answer is unavailable, learners are encouraged to seek clarification from our
website, or from the Skillsfirst customer services team.

As a guide, the majority of frequently requested information is available on our website or on
request via the electronic helpline listed below.

Website: www.skillsfirst.co.uk

email: customerservices@skillsfirst.co.uk

Tel: 0121 270 5100
Fax: 0121 747 4102

In writing to:

Customer Services
Skillsfirst Awards Limited
Suite 215

Fort Dunlop

Fort Parkway
Birmingham

B24 9FD

2.4 Complaints and appeals

Complaints

Skillsfirst Awards will endeavour at all times to satisfy our customer’s needs and ensure a
quality service. There may be times when our centres do not feel we have met these needs.
Should they wish, centres may complain in writing to the Skillsfirst Awards customer services

manager. We will attempt to resolve all complaints within the published timescales and will
record and review all complaints as part of our ongoing customer service commitment.
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Appeals

Skillsfirst Awards aims to ensure that at all times its decisions are fair, consistent and based
on valid judgements. However, it is recognised that there may be occasions when a centre
or a learner may wish to question a decision made. Skillsfirst Awards therefore has an
appeals policy and process which clearly indicates the rights of the centre and the learner to
appeal against a range of decisions taken by Skillsfirst.

The Skillsfirst Awards appeals policy and process can be accessed on our website
www.skillsfirst.co.uk and within our centre handbook. Centres are required to have a
documented policy and procedure which allows learners to question decisions made by the
centre. The final stage of such a procedure may be to appeal to the Skillsfirst Awards
external verifier. This policy would form part of the original centre recognition process and its
implementation will be monitored by the external verifier.

2.5 Malpractice and maladministration

Skillsfirst Awards has a responsibility to ensure that malpractice and maladministration is
addressed effectively and to publish procedures to centres for dealing with malpractice on
the part of learners, centre staff and any others involved in providing the qualification. To
meet this requirement, Skillsfirst Awards has a malpractice policy and process, the details of
which can be accessed on our website www.skillsfirst.co.uk

3.0 The sector skills council for customer service
3.1 SkillsCfA

The Level 2 Diploma in Business Administration (QCF) is based on the units developed by
SkillsCfA who are the sector skills council for customer service. Their contact details are:

SkillsCfA

6 Graphite Square
Vauxhall

London

SE11 5EE

Tel: 0207 091 9620
info@skillscfa.org

This handbook provides details from e-skills assessment strategy, which centres will need to
apply in order to assess and quality assure the Level 2 Diploma in Business Administration
(QCF) and includes the:

e requirements of those who assess performance, and moderate and verify
assessments
continuous professional development

¢ summary of assessment methods

The complete assessment strategy is available for view and to download from the e-skills
website www.skillscfa.org
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3.2 Requirements of those who assess performance, and moderate and verify
assessments

AsSsessors

The primary responsibility of an assessor is to assess candidates’ performance in a range of
tasks and to ensure the evidence for the competence of knowledge based skills submitted
by the candidate meets the requirements of the assessment criteria. It is important that an
assessor can recognise occupational competence as specified by the national standard.
Assessors therefore need to have a thorough understanding of assessment and quality
assurance practices, as well as have in depth technical understanding related to the
qualifications for which they are assessing candidates. It will be the responsibility of the
approved centre to select and appoint assessors.

Assessors should:

¢ hold (or be working towards) an appropriate qualification, as specified by the appropriate
regulatory authority, confirming their competence to assess candidates undertaking
competence based units and qualifications. Assessors working towards an appropriate
gualification must get their decisions countersigned by a suitably qualified
assessor/verifier. Assessors holding older qualifications must be able to demonstrate
that they are assessing to the current standards;

e be “occupationally competent” or have the necessary and sufficient experience of the
role for which they intend to undertake assessments, including the level and scope of
individual candidate performance at work or in RWEs; and judgements about the quality
of assessment and the assessment process.

Internal quality assurer (IQA/IV)

A primary responsibility of an IQA/IV is to assure the quality and consistency of assessments
by the assessors for whom they are responsible. IQA/IV s therefore need to have a thorough
understanding of quality assurance and assessment practices, as well as sufficient technical
understanding related to the qualifications that they are internally verifying. It will be the
responsibility of the approved centre to select and appoint IQA/IVs

Potential IQA/IVs should:

¢ hold (or be working towards) an appropriate qualification, as specified by the appropriate
regulatory authority, confirming their competence to internally verify competence based
assessments and candidates. If an IQA is working towards an appropriate qualification,
their decisions must be countersigned by a suitably qualified IQAL. IQAs holding older
gualifications must be able to demonstrate that they are verifying to the current
standards.

e be “occupationally competent or have the necessary and sufficient experience of the role
for which they intend to verify assessments. This experience will provide potential
verifiers with detailed knowledge of the functions described by the occupational
standards that comprise the qualification and will also allow them to make judgements
about the quality of assessment and the assessment process.
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3.3 Employer direct model

SkillsCFA encourages the use of an employer direct model. The employer direct model is

where colleagues, supervisors and/or managers in the workplace are involved in the

assessment process.

In order to use this employer direct model:

An organisation must:

o have achieved or be in the process of achieving the appropriate regulatory body
approved unit qualifications for assessment, moderation or verification; OR

e seek guidance and approval from an awarding organisation to demonstrate that they
have:

o appropriate processes in place to facilitate assessment, moderation or verification
functions
o carried out 100% mapping of the trainer, supervisor or managers assessment,
moderation or verification skills and knowledge to the National Occupational
Standards upon which the qualifications above are based.
e agree the mapping process with the awarding organisation/body involved

o demonstrate an equivalent level of rigour and robustness as the achievement of the unit
gualification

Skillsfirst will:
o offer this model to employers only and

o supply information on the requirements for internal and external moderation/verification
activities to assessment centres.

3.4 Continuous professional development

Centres are responsible for ensuring that assessors and IVs plan and maintain their CPD.
Centres are expected to support their assessors and IVs in ensuring that their knowledge
remains current of the occupational area and of best practice in delivery, mentoring, training,
assessment and verification, and that it takes account of any national or legislative

developments.

Centres may have generic criteria and personnel specifications in addition to the above.

4.0 Summary of assessment methods
For this qualification, learners will be required to provide a portfolio of evidence for each unit.
4.1 Evidence from workplace performance

e Evidence of occupational competence of all units at any level should be generated and
collected through performance under workplace conditions. This includes competence
units which have knowledge learning outcomes and assessment criteria.

6
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o These conditions would be those typical to the candidate's normal place of work. The
evidence collected under these conditions should also be as naturally occurring as
possible. It is accepted that not all employees have identical workplace conditions and
therefore there cannot be assessment conditions that are identical for all candidates.
However, assessors must ensure that, as far as possible, the conditions for assessment
should be those under which the candidate usually works.

4.2 Characteristics of assessment guidance

The learner may produce evidence from a range of examples which should be recorded in
some form. A record of evidence will confirm to the assessor their confidence in the learner’s
breadth and depth of knowledge and understanding in being able to competently meet the
functional requirements of all the units.

The assessor will need to be assured that the learner can:

¢ meet all the learning outcomes of a unit
e pass all the assessment criteria of a unit

An assessor may request additional evidence if they are not satisfied with the evidence
presented by the learner. If this occurs, it may need to be agreed in partnership with the
learner and the assessor.

Professional discussion

Professional discussion is encouraged as a supplementary form of evidence to confirm a
learner’s competence. Such discussions should not be based on a prescribed list of
guestions but be a structured discussion which enables the assessor to gather relevant
evidence to ensure the learner has a firm understanding of the standard being assessed.

Realistic working environment (RWE)

It is essential that organisations wishing to operate a RWE operate in an environment which
reflects a real work setting. This will ensure that any competence achieved in this way will be
sustained in real employment. To undertake the assessment in a RWE the following
guidelines must be met:

¢ the RWE is managed as a real work situation;
assessment must be carried out under realistic business pressures;

o all services that are carried out should be completed in a way, and to a timescale, that is
acceptable in business organisations;

e candidates must be expected to achieve a volume of work comparable to normal
business practices;

e the range of services, products, tools, materials and equipment that the candidates use
must be up to date and available;

e account must be taken of any legislation or regulations in relation to the type of work that
is being carried out;

e candidates must be given workplace responsibilities to enable them to meet the
requirements of the units;

e customer perceptions of the RWE is similar to that found in the work situation being
represented;

e candidates must show that their productivity reflects those found in the work situation
being represented.
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4.3 Simulation and witness testimony

Simulation or witness testimony is warranted where the centre can demonstrate that
performance evidence has been impossible to obtain in the work environment.

Simulation

¢ Simulation can be applied to all Level 1 units.

Evidence may be produced through simulation solely in exceptional circumstances. The
exceptional circumstances, under which simulation is possible, are those situations that
are not naturally or readily occurring, such as response to emergencies.

e If a unit or part of a unit at any level is simulated, it must be undertaken in a ‘realistic
working environment’ (RWE). A RWE is “an environment which replicates the key
characteristics in which the skill to be assessed is normally employed". The RWE must
provide conditions the same as the normal day-to-day working environment, with a
similar range of demands, pressures and requirements for cost-effective working.
Guidelines for using RWE can be found in Appendix A.

¢ Units which have been imported by Skills CFA into their apprenticeships or competence-
based qualifications will be assessed in compliance with their relevant assessment
strategies.

Witness testimony

Skillsfirst recognise the use of witness testimony and expert witness testimony as
appropriate methods for assessors to collect evidence on candidate’s performance.

Witness testimonies can be obtained from people that are occupationally competent and
who may be familiar with the national occupational standards, such as the learner’s line
manager. They may also be obtained from people who are not occupationally competent
and do not have a knowledge of the national occupational standards such as other people
within the learner’s workplace, customers and suppliers.

The assessor must judge the validity of the witness testimony and these may vary
depending on the source. Witness testimonies can only support the assessment process
and may remove or reduce the need to collect supplementary evidence. However, centres
must comply with Skillsfirst guidance over the occupational competence and briefing of
witnesses in the use of witness testimony.

4.4 Recognition of prior learning (RPL)

RPL recognises how the contribution of a learner’s previous experience could contribute to a
gualification. Should any opportunities for RPL be identified, it is important that a complete
process of recognising prior experience and learning is undertaken, by ensuring that:

e it covers relevant or appropriate experience for previous activities, as well as accredited
learning and qualifications
it is incorporated into the assessment planning, with details of how this will take place

e mapping of prior learning to the national occupational standards to identify gaps is
documented and auditable

e assessment methods or processes for recognising prior experience and learning, are
documented and made available to the external verifier
the audit trail covers the whole process and methodology of RPL

¢ the authenticity and currency of presented evidence is established by the assessor
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where observation or expert witness testimony is a unit assessment method
requirement, this activity is undertaken after learner registration for the qualification

In considering the appropriateness of any single piece of evidence, the following should be
considered:

Content — the degree to which the content of any previous accredited learning meets the
requirements of the national occupational standards against which it is being presented
as evidence.

Performance and knowledge — the degree to which the previous learning covered both
performance and knowledge. Some learning will only have offered and tested the latter,
in which case RPL will only recognise the meeting of knowledge requirements.
Performance will require further assessment. Although unlikely, the reverse
(performance tested but not knowledge) could be true in which case knowledge and
understanding would need further assessment.

Relevance of context — the degree to which the context of the learning gained and
assessed, relates to the current context of learner’ work roles. If the context was
different, assessors will need to satisfy themselves of learners’ ability to transfer the
learning gained into their current setting.

Currency — how recently the learning was gained. Learners would need to demonstrate
current knowledge and understanding of areas such as legislation, policy and practice
etc, which may have changes since the previous learning programmes were undertaken.

Authenticity — how the ownership of the evidence is established to ensure it was
generated by the learner.

5.0 Qualification information

5.1 What is the qualification and credit framework?

The qualification and credit framework (QCF) is a way of recognising achievement through
the award of credit for units and qualifications. It will provide flexible routes to gaining full
gualifications and enable qualifications to be achieved in smaller steps. Units within the
framework will have a level (ranging from entry level to level 8) to indicate the level of
difficulty. They will also have a credit value to indicate the size of the unit.

The QCF will:

allow providers to design more flexible programmes, suited to the needs of a wider range
of learners

describe achievements (credits) to employers, providers and learners in a way that is
easy to understand

allow learners to accumulate credit, by recognising smaller steps of learning at their own
pace

allow learners to transfer credits into an electronic learner achievement record, which
they will keep for life
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5.2 QCF units

Each unit has a credit value based on the total number of hours of learning required to
achieve it, (notional learning). Each 10 hours of learning equals 1 credit, for example, if a
unit takes 30 hours of learning, it will receive a credit value of 3. The units vary in credit
value. In addition all units have a level which may be different from the qualification in which
they can be used.

5.3 QCF terminology

Whilst the evidence outcomes required from QCF and NVQ units are the same, the QCF
units use different terminology to the NVQ units. The assessment criteria for NVQ units are
listed under ‘what you must do’ and ‘what you must know’ whereas the QCF units are all
listed under ‘the learner can’.

5.4 Availability of qualifications

This handbook covers the Level 2 Diploma in Business Administration (QCF). To complete
a gualification, the minimum credit value must be achieved and progressive qualifications at
a higher level require more credit to be achieved. The number of units to achieve this is not
fixed, as it is the total credit value that is required. Rules of combination apply to each
gualification. Learners can accumulate credit which will allow them to claim award, certificate
or diploma certification, as the qualification credit values are achieved.

5.5 Qualification aim and design

This qualification has been developed to recognise the learners’ skills, knowledge and
overall performance within administrative functions and activities. It accredits learners'
abilities to understand and carry out a range of administrative tasks and has been designed
to accredit their achievements in a modern, practical way that is relevant to the work context
and aids career progression.

The qualification is flexible, allowing learners to choose units that best fit their needs, whilst
at the same time ensuring that essential areas of knowledge, skill and competence from the
administrative sector are covered.

This qualification also serves as a core component of the Level 2 Intermediate
Apprenticeship in Business Administration.

6.0 Qualification structure

6.1 Number of credits required for this qualification

Qual no. Level Qualification title Number of credits

BUSD2 2 Level 2 Diploma in Business Minimum of 45
Administration (QCF)

10
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6.2 Rules of Combination

A minimum total of 45 credits must be achieved to gain the qualification as follows:

All 21 credits must be achieved from Group M and a minimum of 14 credits must be
achieved from Group A.

A maximum of 10 credits can only be achieved from Group B and a maximum of 6 credits
can only be achieved from Group C.

A minimum of 36 credits must be at Level 2 or above.

Minimum Guided Learning Hours (GLH) are 229
Maximum Guided Learning Hours (GLH) are 351

6.3 List of available units and their credit value
The list below gives the unit titles, their level and the credit value of each unit.

Group M - mandatory units

QCF Skillsfirst Level Unit title Credit
unit no. unit no. value
H/506/1893 BUS34 2 Communication in a business 3
environment
J/506/1899 BUS36 2 Principles of providing 4
administrative services
T/506/1901 BUS37 2 Principles of business document 3
production and information
management
A/506/1964 BUS38 2 Understand employer organisations 4
L/506/1788 ML1 2 Manage personal performance and 4
development
R/506/1789 ML2 2 Develop working relationships with 3
colleagues
Group A - optional units
QCF Skillsfirst Level Unit title Credit
unit no. unit no. value
D/506/1794 BUS4 1 Health and safety in a business 2
environment
K/506/1796 BUS6 1 Use a telephone and voicemail 2
system
A/506/1799 BUS8 1 Meet and welcome visitors in a 2
business environment
L/506/1807 BUS13 2 Manage diary systems 2
Y/506/1809 BUS14 2 Produce business documents 3
L/506/1810 BUS15 2 Collate and report data 3
R/506/1811 BUS16 2 Store and retrieve information 4

BUSD2 v1.1 101214
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Y/506/1812 BUS17 Produce minutes of meetings

D/506/1813 BUS18 Handle mail

H/506/1814 BUS19 Provide reception services

K/506/1815 BUS20 Prepare text from notes using touch
typing

M/506/1816 BUS21 Prepare text from shorthand

T/506/1817 BUS22 Prepare text from recorded audio
instruction

T/506/1865 BUS24 Archive information

Y/506/2295 BUS25 Maintain and issue stationery and
supplies

J/506/1868 BUS26 Use and maintain office equipment

L/506/1869 BUS27 Contribute to the organisation of an
event

D/506/1875 BUS28 Organise business travel or
accommodation

H/506/1876 BUS29 Provide administrative support for
meetings

T/506/1879 BUS30 Administer human resource records

A/506/1883 BUS31 Administer the recruitment and
selection process

R/506/1887 BUS32 Administer parking dispensations

R/506/1890 BUS33 Administer finance

M/506/1895 BUS35 Buddy a colleague to develop their
skills

L/506/1905 BUS39 Employee rights and responsibilities

K/506/1913 BUS43 Develop a presentation

M/506/1914 BUS44 Deliver a presentation

A/506/1916 BUS46 Contribute to the development and
implementation of an information
system

F/506/1917 BUS47 Monitor information systems

M/506/1945 BUS61 Analyse and present business data

BUSD2 v1.1 101214
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Group B - optional units

QCF Skillsfirst Unit title Credit
unit no. unit no. value
F/601/8320 Bl Processing customers financial 4
transactions
A/506/2130 Cus7 Deliver customer service 5
R/506/2134 CuUS13 Process information about customers 3
Y/506/2149 CUSs19 Develop customer relationships 3
M/502/4300 EML2 Using email 2 3
F/502/4396 IT201 Bespoke software 3
J/502/4559 IT202 Data management software 3
M/502/4622 IT206 Presentation software 4
F/502/4625 IT208 Spreadsheet software 4
R/502/4631 IT210 Website software 4
R/502/4628 IT211 Word processing software 4
F/506/1934 ML23 Participate in a project 3
T/505/1238 PRP2 Payroll processing 3
Group C - optional units
QCF Skillsfirst Unit title Credit
unit no. unit no. value
A/506/1818 BUS23 Understand the use of research in 6
business
D/506/1939 BUS56 Understand the legal context of 6
business
L/506/2083 Cusl1 Understand working in a customer 3
service environment
R/506/2294 ML6 Principles of team leading 5
J/506/1806 ML7 Principles of equality and diversity in 4
the workplace
K/503/8194 PCR2 Principles of customer relationships 3
D/502/9931 PDM2 Principles of digital marketing 5
D/502/9928 MTP2 Principles of marketing theory 4

BUSD2 v1.1 101214
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R/505/3515 SMB21 2 Know how to publish, integrate and 5
share using social media

F/505/6880 SMB22 2 Exploring social media 2

L/505/3514 SMB23 3 Understand the safe use of online 5
and social media platforms

6.4 Learner entry requirements
Formal requirements

There are no formal entry requirements for learners undertaking this qualification; however
centres must ensure that learners have the potential and opportunity to gain evidence for the
gualification in the work place.

Age restrictions

There are no age limits attached to learners undertaking this qualification unless this is a
legal requirement of the process or the environment.

6.5 Progression opportunities

On completion of the Level 2 Diploma in Business Administration (QCF), learners may
progress into employment or onto the following Skillsfirst qualifications:

e  Skillsfirst Level 3 Diploma in Business Administration (QCF)
o  Skillsfirst Level 3 Diploma in Management (QCF)

or similar higher level gqualifications.

7.0 The Units of Learning
7.1 Structure of the units

The units which make up these qualifications are written in a standard format and comprise
of:

Skillsfirst reference number

unit title

level and credit value

unit aim

learning outcomes

guided learning hours

assessment guidance

endorsement of the unit

information on assessment

learning outcomes and assessment criteria

14
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7.2 Group M - mandatory units
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BUS34

Communication in a business
environment

16
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BUS34 Communication in a business environment

Level: 2

Credit value: 3

Unit aim

The aim of this unit is to provide learners with an understanding of the requirements of
written and verbal business communication and the ability to produce written business

communications and communicate verbally in business environments

Learning outcomes
There are three outcomes to this unit. The learner will:

1. Understand the requirements of written and verbal business communication
2.  Be able to produce written business communications

3. Be able to communicate verbally in business environments

Guided learning hours

It is recommended that 19 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Audiences could include, but not be exclusive to:

» Internal — colleagues, managers, other departments

» External — individuals, companies

Conventions refer to specific presentation styles used by an organisation or sector

Communication channels are the means by which messages and information flow within
organisations

Business communications should include emails, newsletters, social media, reports,
letters/mailings

Simulation is not allowed.

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.

17
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BUS34 Communication in a business environment
Learning outcomes and assessment criteria

Outcome 1 Understand the requirements of written and verbal business
communication

The learner can:

1 explain why different communication methods are used in the business environment

2 describe the communication requirements of different audiences

3 explain the importance of using correct grammar, sentence structure, punctuation,
spelling and conventions in business communications

4  explain the importance of using appropriate body language and tone of voice when
communicating verbally

Outcome 2 Be able to produce written business communications

The learner can:

1 identify the nature, purpose, audience and use of the information to be communicated

2 use communication channels that are appropriate to the information to be
communicated and the audience

3 present information in the format that meets the brief

4  adhere to agreed business communication conventions and degree of formality of
expression when producing documents

5 produce business communications that are clear, accurate and correct

6 meet agreed deadlines in communicating with others

Outcome 3 Be able to communicate verbally in business environments

The learner can:

1 identify the nature, purpose, recipient/s and intended use of the information to be
communicated

use language that is appropriate for the recipient’s needs

use body language and tone of voice to reinforce messages

identify the meaning and implications of information that is communicated verbally
confirm that a recipient has understood correctly what has been communicated
respond in a way that is appropriate to the situation and in accordance with
organisational policies and standards

OOk wWN
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BUS36

Principles of providing administrative
services

19
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BUS36 Principles of providing administrative services
Level: 2
Credit value: 4

Unit aim

The aim of this unit is to provide learners with an understanding of some of the key activities
within administrative services. These include the organisation and administration of
meetings, travel and accommodation, how to manage and use diary systems and office
equipment, understanding the use of mail services in a business context and an awareness
of customer service in a business environment

Learning outcomes
There are six outcomes to this unit. The learner will:

Understand the organisation and administration of meetings
Understand the organisation of travel and accommodation
Understand how to manage diary systems

Understand how to use office equipment

Understand the use of mail services in a business context
Understand customer service in a business environment

ogrwWNE

Guided learning hours
It is recommended that 25 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Different types of meetings may include descriptions of;
* Formal or informal

* Internal

+ External

* Video conference

Mail services may include, but are not exclusive to:
* Electronic malil

«  Webmall

» Postal service

» Courier services

Communication channels are the means by which messages and information flow within
organisations

Simulation is not allowed.

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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BUS36 Principles of providing administrative services
Learning outcomes and assessment criteria

Outcome 1 Understand the organisation and administration of meetings

The learner can:

1 describe the features of different types of meetings

2 outline the different ways of providing administrative support for meetings
3 explain the steps involved in organising meetings

Outcome 2 Understand the organisation of travel and accommodation

The learner can:

1 describe the features of different types of business travel and accommodation

2 explain the purpose of confirming instructions and requirements for business travel and
accommodation

3 explain the purpose of keeping records of business travel and accommodation

Outcome 3 Understand how to manage diary systems

The learner can:

1 describe the features of hard copy and electronic diary systems

2 explain the purpose of using diary systems to plan and co-ordinate activities and
resources

3 describe the types of information needed to manage a diary system

4  explain the importance of obtaining correct information when making diary entries

Outcome 4 Understand how to use office equipment

The learner can:

1 describe different types of office equipment

2 explain the uses of different types of office equipment

3 describe factors to be considered when selecting office equipment to complete tasks
4  describe how to keep waste to a minimum when using office equipment

Outcome 5 Understand the use of mail services in a business context

The learner can:

1 describe the types of mail services used in business organisations

2 explain the need for different types of mail services

3 explain the factors to be considered when selecting mail services

4  explain the factors to be taken into account when choosing postage methods

Outcome 6 Understand customer service in a business environment

The learner can:

1 describe different types of customers

2 describe the impact of their own behaviour on a customer
3 explain the impact of poor customer service
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BUS37

Principles of business document
production and information management
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BUS37 Principles of business document production and information
management

Level: 2

Credit value: 3

Unit aim

The aim of this unit is to provide learners with an understanding of how to prepare business
documents and their distribution, as well as an understanding of how information is managed

in business organisations

Learning outcomes
There are three outcomes to this unit. The learner will:

1. Understand how to prepare business documents

2. Understand the distribution of business documents

3. Understand how information is managed in business organisations

Guided learning hours

It is recommended that 21 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Different types of business documents may include:

*  Minutes
+ Agenda
*  Memos
* Letters

* Presentations

Different types of information communication technology should cover ICT packages
used in development

Accuracy should include information as well as spelling, grammar etc.
Simulation is not allowed.

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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BUS37 Principles of business document production and information
management

Learning outcomes and assessment criteria

Outcome 1 Understand how to prepare business documents

The learner can;

1 describe different types of business documents that may be produced and the format to

be followed for each

2 explain the use of different types of information communication technology (ICT) for
document production

3 explain the reasons for agreeing the use, content, layout, quality standards and
deadlines for document production

4  explain the importance of document version control and authorisation

5 explain how the requirements of security, data protection, copyright and intellectual
property legislation may affect the production of business documents

6 explain how to check the accuracy of business documents

Outcome 2 Understand the distribution of business documents

The learner can:

1 explain how the requirements of security, data protection, copyright and intellectual
property legislation may affect the distribution and storage of business documents

2 describe different types of distribution channels

Outcome 3 Understand how information is managed in business organisations

The learner can:

1 describe the types of information found in business organisations

2 explain the need for safe storage and efficient retrieval of information

3 describe the features of different types of systems used for storage and retrieval of
information

4  describe the legal requirements for storing business information

24
BUSD2 v1.1 101214



BUS38

Understand employer organisations
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BUS38 Understand employer organisations

Level: 2

Credit value: 4

Unit aim

The aim of this unit is to provide learners with an understanding of organisational structures

and the organisational environment in which they operate.

Learning outcomes
There are two outcomes to this unit. The learner will;

1. Understand organisational structures
2. Understand the organisational environment

Guided learning hours
It is recommended that 41 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Models of analysis to include: SWOT (strengths, weaknesses, opportunities and threats)
PESTLE (political, economic, social, technological, legal and environment)

Simulation is not allowed.

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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BUS38 Understand employer organisations
Learning outcomes and assessment criteria

Outcome 1 Understand organisational structures

The learner can:

1 explain the differences between the private sector, public sector and voluntary sector
2 explain the functions of different organisational structures

3 describe the features of different types of legal structures for organisations

Outcome 2 Understand the organisational environment

The learner can:

1 describe the internal and external influences on organisations

2 explain the use of different models of analysis in understanding the organisational
environment

3 explain why change in the business environment is important
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ML1

Manage personal performance and
development
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ML1 Manage personal performance and development
Level: 2
Credit value: 4

Unit aim

The aim of this unit is to provide learners with the ability to manage their personal
performance, as well as their own time and workload. It also provides learners with the ability
to identify their own development needs and fulfil a personal development plan.

Learning outcomes
There are four outcomes to this unit. The learner will:

1. Be able to manage personal performance

2. Be able to manage their own time and workload
3. Be able to identify their own development needs
4. Be able to fulfil a personal development plan

Guided learning hours
It is recommended that 18 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance
Simulation is not allowed.

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for management.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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ML1 Manage personal performance and development
Learning outcomes and assessment criteria

Outcome 1 Be able to manage personal performance

The learner can:

1 agree specific, measurable, achievable, realistic and time-bound (SMART) objectives
that align with business needs with line manager

2 agree criteria for measuring progress and achievement with line manager

3 complete tasks to agreed timescales and quality standards

4  report problems beyond their own level of competence and authority to the appropriate
person

5 take action needed to resolve any problems with personal performance

Outcome 2 Be able to manage their own time and workload

The learner can:

1 plan and manage workloads and priorities using time management tools and techniques

2 take action to minimise distractions that are likely to limit the effective management of
time and the achievement of objectives

3 explain the benefits of achieving an acceptable “work-life balance”

Outcome 3 Be able to identify their own development needs

The learner can:

identify organisational policies relating to personal development

explain the need to maintain a positive attitude to feedback on performance

explain the potential business benefits of personal development

identify their own preferred learning style(s)

identify their own development needs from analyses of the role, personal and team
objectives

use feedback from others to identify their own development needs

agree specific, measurable, achievable, realistic and time-bound (SMART) development
objectives that align with organisational and personal needs

b wNBE
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Outcome 4 Be able to fulfil a personal development plan

The learner can:

1 agree a personal development plan that specifies actions, methods, resources,
timescales and review mechanisms

2 make use of formal development opportunities that are consistent with business needs

3 use informal learning opportunities that contribute to the achievement of personal
development objectives

4 review progress against agreed objectives and amend plans accordingly

5 share lessons learned with others using agreed communication methods
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ML2

Develop working relationships with
colleagues
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ML2 Develop working relationships with colleagues
Level: 2
Credit value: 3

Unit aim

The aim of this unit is to provide learners with an understanding of the principles of effective
team working and the ability to maintain effective working relationships with colleagues and
to collaborate with colleagues to resolve problems

Learning outcomes
There are three outcomes to this unit. The learner will:

1. Understand the principles of effective team working
2. Be able to maintain effective working relationships with colleagues
3.  Be able to collaborate with colleagues to resolve problems

Guided learning hours
It is recommended that 19 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance
Feedback should not be restricted to that normally given by a team leader or supervisor — it
should focus on the interaction between team members.

Conflict management techniques might include:
* Forcing

*  Win-win — collaborating

+ Compromising

*  Withdrawing

*  Smoothing

* Include the use of real life examples

Simulation is not allowed

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for management.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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ML2 Develop working relationships with colleagues
Learning outcomes and assessment criteria

Outcome 1 Understand the principles of effective team working

The learner can:

1 outline the benefits of effective team working

2 describe how to give feedback constructively

3 explain conflict management techniques that may be used to resolve team conflicts

4  explain the importance of giving team members the opportunity to discuss work
progress and any issues arising

5 explain the importance of warning colleagues of problems and changes that may affect
them

Outcome 2 Be able to maintain effective working relationships with colleagues

The learner can:

1 recognise the contribution of colleagues to the achievement of team objectives
2 treat colleagues with respect, fairness and courtesy

3 fulfil agreements made with colleagues

4  provide support and constructive feedback to colleagues

Outcome 3 Be able to collaborate with colleagues to resolve problems

The learner can:

1 take others’ viewpoints into account when making decisions

2 take ownership of problems within own level of authority

3 take action to minimise disruption to business activities within their own level of authority
4  resolve problems within their own level of authority and agreed contribution
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BUS4

Health and safety in a business
environment
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BUS4 Health and safety in a business environment
Level: 1

Credit value: 2

Unit aim

The aim of this unit is to provide learners with an understanding of their own and their
employers health and safety responsibilities in a business environment and to know how to
work in a safe way in a business environment. It also provides them with the ability to comply
with health and safety requirements in a business environment

Learning outcomes
There are three outcomes to this unit. The learner will:

1. Understand health and safety responsibilities in a business environment
2. Know how to work in a safe way in a business environment
3. Be able to comply with health and safety requirements in a business environment

Guided learning hours
It is recommended that 10 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Occupational health is an area concerned with protecting the health and welfare of people
engaged in work or employment

Hazards should include, physical, chemical, biological and psychological, with reference to
the Health and Safety at Work Act

Approved techniques may include, but are not limited to:

* Manual handling
» Safe working practices

Manufacturers’ instructions may include, but are not limited to:

* Instruction leaflets
» Safe usage guidelines

Organisational instructions may include, but are not limited to:

* Occupational health assessments and guidelines
* Training sessions

* Manager’s instructions

* Memoranda

Organisational procedures may include, but are not limited to:

* Processes
+ Systems
» Directives
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Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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BUS4 Health and safety in a business environment
Learning outcomes and assessment criteria

Outcome 1 Understand health and safety responsibilities in a business
environment

The learner can:

1 state health and safety responsibilities of employers

2 state their own responsibilities for health and safety in the business environment

3 state the occupational health and safety guidelines to be followed when using a
keyboard and visual display unit

4  explain the importance of complying with health and safety requirements

Outcome 2 Know how to work in a safe way in a business environment

The learner can:

1 identify possible health and safety hazards in the business environment

2 describe ways in which accidents can be avoided in the business environment

3 outline why it is important to report hazards and accidents that occur in the business
environment

4  outline organisational emergency health and safety procedures

Outcome 3 Be able to comply with health and safety requirements in a business
environment

The learner can:

1 use approved techniques to prevent strain or injury when carrying out work activities

2 take action to ensure that their own conduct does not endanger others

3 follow manufacturers or organisational instructions for the use of equipment, materials
and products

4  follow organisational procedures and legal requirements to minimise risks to health and
safety
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BUSG6

Use a telephone and voicemail system
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BUS6 Use a telephone and voicemail system
Level: 1
Credit value: 2

Unit aim

The aim of this unit is to provide learners with an understanding of how to use a telephone
and voicemail system and the ability to make and receive telephone calls and use voicemail
systems

Learning outcomes
There are four outcomes to this unit. The learner will:

1. Know how to use a telephone and voicemail system
2. Be able to make telephone calls

3. Be able to receive telephone calls

4, Be able to use voicemail systems

Guided learning hours

It is recommended that 20 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Manufacturers’ instructions may include, but are not exclusive to:

* Instruction leaflets

+ Safe and best practice usage guidelines

Simulation is allowed

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.

Simulation is not allowed.
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BUS6 Use a telephone and voicemail system
Learning outcomes and assessment criteria

Outcome 1 Know how to use atelephone and voicemail system

The learner can:

1 outline how a caller’s experiences affect their view of an organisation

2 outline organisational standards and procedures for communicating on the telephone

3 state the importance of following organisational standards and procedures when making
and receiving telephone calls

4  state organisational fault reporting procedures

5 describe why it is important to follow security and data protection procedures when
using a telephone system

6 state the information to be given out when transferring calls, taking or leaving messages

7 state organisational guidelines for deleting voicemail messages

Outcome 2 Be able to make telephone calls

The learner can:

1 identify the reason for making a call

2 obtain the name and number(s) of the person to be contacted

3 communicate information to achieve the call objective(s)

4 communicate in a way that meets organisational standards and guidelines

Outcome 3 Be able to receive telephone calls

The learner can:

1 identify the caller in accordance with organisational procedures

2 deal with calls in accordance with organisational procedures

3 pass calls to the right person/department

4 take messages when the person to be contacted is unavailable

5 represent an organisation in a way that meets the required standards and guidelines

Outcome 4 Be able to use voicemail systems

The learner can:

1 use voicemail systems in accordance with manufacturers’ instructions
2 keep the voicemail message system up to date

3 pass on accurate messages in accordance with organisational policies
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Meet and welcome visitors in a business
environment
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BUSS Meet and welcome visitors in a business environment

Level: 1

Credit value: 2

Unit aim

The aim of this unit is to provide learners with an understanding of how to meet visitors in a

business environment and the ability to carry out this activity.

Learning outcomes
There are two outcomes to this unit. The learner will:

1. Know how to meet visitors in a business environment
2. Be able to meet visitors in a business environment

Guided learning hours

It is recommended that 20 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Visitors should cover both planned and unexpected

Health, safety and security requirements may include: signing in and out procedures,
toilets location, making visitors aware of evacuation procedures or planned alarms and
signage where appropriate

Simulation is allowed

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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BUS8 Meet and welcome visitors in a business environment
Learning outcomes and assessment criteria

Outcome 1 Know how to meet visitors in a business environment

The learner can:

1
2

3
4

state an organisation’s procedures for dealing with visitors

describe the standards of personal behaviour and presentation that an organisation
should expect from staff that meet and welcome visitors

identify any organisational health, safety and security requirements relevant to visitors
describe what to do and who to contact when problems with visitors arise

Outcome 2 Be able to meet visitors in a business environment

The learner can:

O wWNBE

»

welcome visitors politely in accordance with organisational standards

confirm the identity of visitors and the reasons for their visit

check that any health, safety and security actions are carried out

record visitors’ arrival and departure in accordance with organisational procedures
inform those who are being visited of the arrival of their visitor(s) in accordance with
organisational standards

present a positive personal image in accordance with organisational standards
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BUS13

Manage diary systems
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BUS13 Manage diary systems

Level: 2

Credit value: 2

Unit aim

The aim of this unit is to provide learners with an understanding of the management of diary

systems and the ability to carry out this activity.

Learning outcomes
There are two outcomes to this unit. The learner will:

1. Understand the management of diary systems
2. Be able to manage diary systems

Guided learning hours

It is recommended that 12 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Diary systems could include:

» Paper diaries

» Electronic diary systems

Everyone involved should cover stakeholders involved in the meeting or the subject area
Requirements of confidentiality should include:

* The Data Protection Act

* The policies and procedures of the organisation

Simulation is not allowed

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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BUS13 Manage diary systems
Learning outcomes and assessment criteria

Outcome 1 Understand the management of diary systems

The learner can:

1 explain the importance of keeping diary systems up to date

2 describe the basis on which bookings and changes are prioritised

3 explain any constraints relating to making bookings for people or facilities
4  describe the types of problems that can occur when managing diaries

Outcome 2 Be able to manage diary systems

The learner can:

obtain the information needed to make diary entries

make accurate and timely diary entries

respond to changes in a way that balances and meets the needs of those involved
communicate up-to-date information to everyone involved

keep diaries up-to-date

maintain the requirements of confidentiality

OO, WNPE
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BUS14

Produce business documents
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BUS14 Produce business documents

Level: 2

Credit value: 3

Unit aim

The aim of this unit is to provide learners with an understanding of how to prepare business

documents and the ability to prepare and distribute business documents

Learning outcomes
There are three outcomes to this unit. The learner will:

1. Understand how to prepare business documents

2. Be able to prepare business documents

3. Be able to distribute business documents

Guided learning hours

It is recommended that 24 hours should be allocated for this unit. This may be on a full-time
or part-time basis.

Assessment guidance

Requirements include those of the organisation and the task at hand

Simulation is not allowed

Unit endorsement
This unit is endorsed by SkillsCfA who are the SSC for business administration.

Evidence Requirements
Learners must provide a portfolio of evidence for this unit.
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BUS14 Produce business documents
Learning outcomes and assessment criteria

Outcome 1 Understand how to prepare business documents

The learner can:

1
2
3
4

5
6

explain the requirements for language, tone, image and presentation for different
documents

explain how to integrate images into documents

describe how corporate identity impacts upon document production

explain the requirements of data protection, copyright and intellectual property
legislation relating to document production

describe organisational procedures for version control

describe security requirements relating to document production

Outcome 2 Be able to prepare business documents

The learner can:

1

2
3
4

identify the purpose, audience, content, style, format and deadlines of a document
use document production resources in line with organisational guidelines

use correct grammar, spelling, punctuation and sentence structure

produce documents that meet the requirements within the agreed timescale

Outcome 3 Be able to distribute business documents

The learner can:

1
2
3

provide final documents in the appropriate medium for authorised readers

specify restrictions and distribution lists in accordance with the requirements
maintain the requirements of security in the production, distribution and storage of
documents
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BUS15

Collate and report data
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BUS15 Collate and report data

Level: 2

Credit value: 3

Unit aim

The aim of this unit is to provide learners with an understanding of how to collate and report

data and the ability to carry out these activities

Learning outcomes
There are three outcomes to this unit. The le