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Introduction 
 
This handbook has been designed to provide some guidance to tutors and trainers delivering and assessing the Skillsfirst Level 2 Certificate in 
Principles of Business and Administration (QCF) and the Level 3 Certificate in Principles of Business and Administration (QCF) 
 
It contains a suggested content and coverage for each learning outcome for each unit and identifies possible evidence which could be helpful for 
learners to achieve the assessment criteria. These are not comprehensive and there might be further content, coverage and evidence available which 
has not been considered. 
 
This handbook provides guidance and is not a prescriptive document. In some cases, there are some recommendations, but these are suggested 
guidelines that will provide the most effective method of assessment, in Skillsfirst’s opinion. 
 
There are also a series of examples, which are not exhaustive and are only there to provide some guidance and structure for the tutor/trainer. 
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BAP21  Principles of personal responsibilities and working in a business environment 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Know the 
employment rights 
and responsibilities 
of the employee and 
employer 

Contract of employment: pay, working hours, holidays, 
sickness, notice period, etc 
 
Main points of legislation affecting employers: Equality Act 
2010, Working Time Regulations 2007, Equal Pay Act 1970. 
 
Main legislation affecting employees: rights to time off, 
working hours; flexible working, minimum wage, redundancy, 
unfair dismissal, grievance procedure. 
 
Internal sources of information and support: staff manual/hand 
book, Trade Unions, staff associations, line manager, 
organisation’s HR (human resources) staff. 
 
External sources of information and support: ACAS, Business 
Link, Citizens Advice Bureau, The Work Foundation, BIS. 
 
Employer responsibilities for equality and diversity: 
interpretation of the Equality Act 2010, role of the Equality and 
Human Rights Commission (EHRC)  
 
Employee responsibilities for equality and diversity: not 
causing offence, having sensitivity to people’s individual 
needs, respecting others’ abilities, background, values, 
customs and beliefs. 
 
Benefits of equality and diversity procedures: benefits to the 
employee - improved staff morale, staff knowing they are 
being treated fairly; benefits to the employer -  staff feel 
valued, decisions made from a range of perspectives can 
result in a better acceptance, recruiting by ability/talent can 
lead to increased profit, productivity and proficiency of the 
workforce. 
 
 

For criterion 1, learners could use a contract of employment 
from a specific administrative job role and identify the main 
points relevant to them. 
 
For criterion 2, learners could show that they know the main 
legislation affecting employers and employees and relating 
this to a specific job role in an organisation. 
 
For criterion 3, learners could identify a range of sources of 
information and support on employment rights and 
responsibilities. They might include both internal and 
external sources of information. 
 
For criterion 4, learners could describe what is meant by 
representative bodies, using examples from their own 
organisation to describe how these bodies can help the 
employee. 
 
For criterion 5, learners could identify employer and 
employee responsibilities for diversity and equality in the 
workplace, using examples of relevant legislation. 
 
For criterion 6, learners should draw on the equality and 
diversity policy procedures of their own organisation and 
explain the benefits to the employer and to the employee of 
these being followed.  
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Learning Outcome Suggested Content Suggested Evidence 

2. Understand the 
purpose of health, 
safety and security 
procedures in a 
business 
environment 
 

Employer responsibilities for health, safety and security at 
work: interpretation and implementation of the Health and 
Safety at Work Regulations 1999, the role of the HSE (Health 
and Safety Executive). 
 
Employee responsibilities for health, safety and security at 
work: general - to take care of own health and safety and of 
others who may be affected by own actions, to co-operate 
with others on health and safety, not to interfere with, or 
misuse, anything provided for own or others’ health, safety or 
welfare, reporting accidents and hazards; office specific - use 
of equipment, display screen assessments, eye testing, filing 
cabinets, lifting, storage on shelves or on top of furniture, 
hazardous substances) 
 
Purpose of following health, and safety procedures: to protect 
the health, safety and welfare of employees and customers, to 
know the scope and responsibilities of own job role in dealing 
with health and safety, to follow manufacturers’ instructions. 
 
Purpose of following security procedures: to comply with all 
eight principles of the Data Protection Act 1998, to be aware 
of the Freedom of Information Act 2000, to deal correctly with 
all types of confidential information. 
 
Ways of maintaining a safe and secure environment: by 
following organisational procedures such as a visitors’ book, 
ID badges, computer passwords; dealing with sensitive or 
confidential information, when to refuse access to information, 
file management, keypads, locked filing cabinets and CCTV 
(closed circuit television). 
 
 
 
 
 
 

For criterion 1, learners could use policies and procedures 
contained within their organisation’s handbooks to identify 
employer and employee responsibilities.  
 
 
 
 
 
 
 
 
 
 
 
 
For criterion 2 learners could explain the purpose of 
following health and safety procedures and of following 
security procedures. 
 
 
 
 
 
 
 
For criterion 3 learners could identify a range of  ways of 
maintaining a safe and secure environment. 
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Learning Outcome Suggested Content Suggested Evidence 

3. Understand how 
to communicate 
effectively with 
others  

Verbal methods of communication: making and receiving 
telephone calls, contributing to discussions, participating in 
meetings.  
 
Non-verbal communication: facial expressions, eye contact, 
gestures, posture, spacing, touch. 
 
Written communication: letters, memos, reports, e-mail.  
 
Using most appropriate method: adapting methods of 
communication to meet different needs, such as formally or 
informally, level of detail, use of jargon, choice of language, 
use of graphics.  
 
Active listening: empathising, analysing, synthesising, using 
non-verbal techniques, such as gestures, leaning forward, 
good eye contact, using facial expressions, keeping an open 
posture. 
 

For criterion 1, learners could describe what is meant by 
effective communication with others including verbal, non-
verbal and written communication methods. 
 
 
 
 
 
 
For criterion 2 learners could explain at least ways of 
choosing the most appropriate methods of communication to 
meet other people’s communication needs. 
 
 
For criterion 3, learners could describe ways of active 
listening to show that they can understand barriers to 
listening, and give examples of some of the different 
techniques which demonstrate active listening. 
 

4. Understand how 
to work with and 
support colleagues  

Purpose of agreeing standards for own work with others: to 
share work goals and plans, to clarify instructions and work 
requirements, to seek support when required, to ask 
appropriate questions to secure information, such as 
understanding the limits of one’s own responsibility. 
 
Purpose of taking on new challenges and adapting to change: 
to aid the organisation’s continuous improvement, to enhance 
organisation’s competitive position, to build one’s own skills, 
for job security. 
 
Purpose of treating others with honesty and consideration: to 
be more likely to receive consideration from others if treating 
them with consideration, to foster a better working 
atmosphere, to maintain team objectives and flow of work. 
 

For criterion 1, learners could explain reasons for the 
purpose of agreeing standards for own work, particularly in 
relation to knowing limits of own responsibility. 
 
 
 
For criterion 2, learners could explain easons for taking on 
new challenges and adapting to change. 
 
 
For criterion 3, learners could explain the purpose of treating 
others with honesty and consideration, giving detailed 
reasons which go on to demonstrate an understanding of 
the implications of the relationship with others when not 
being honest. 
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Learning Outcome Suggested Content Suggested Evidence 

5. Know how to plan 
own work and be 
accountable to 
others 
 

Purpose of meeting work standards and deadlines: to be 
reliable, to build trust, to reduce stress, to reduce need for 
supervision, to enhance efficiency, to build one’s own and 
colleagues’ confidence in work, to maintain team work, 
motivation and objectives. 
 
Planning own work: methods might include task list, work 
schedule, diary systems, prioritising, monitoring work, 
checking against deadlines, checking for accuracy and 
quantity. 
 
Keeping others informed of progress: techniques and tools 
might include diaries, planners, ‘to do lists’, catch-up 
meetings, conference calls, emails. 
 

For criterion 1, learners could explain the purpose of 
meeting work standards, giving fully explained reasons for 
meeting standards and deadlines when completing tasks. 
 
 
 
For criterion 2, learners could identify methods for planning 
own work. 
 
 
 
For criterion 3, learners could compare different ways of 
keeping others informed of progress by comparing the 
benefits and limitations of each way. 
 

6. Understand the 
purpose of 
improving own 
performance in a 
business 
environment and 
how to  do so 

Improving own performance at work: to develop own skills, to 
gain personal satisfaction, to enhance organisation’s 
competitive position. 
 
Ways of improving own performance: carrying out a skills 
audit, identifying strengths and weaknesses (SWOT), using 
feedback from others to learn, to continuously improve own 
work, to understand own impact on others, to experience on 
and off-the-job learning activities, continually monitoring and 
improving own work, setting high standards, taking on new 
challenges, learning from others, work shadowing. 
 
Career pathways: typical career pathways, such as team 
administration, departmental administrator, administration 
manager, secretary, personal assistant, etc, within customer 
service, accounting, marketing, human resource, 
management, purchasing, information technology support, 
etc. 
 

To achieve criterion 1, learners could explain the purpose of 
continuously improving one’s own performance at work 
 
 
For criterion 2, learners could describe ways of improving 
performance. This might include ways both inside and 
outside the organisation. 
 
 
 
 
 
For criterion 3, learners could identify career pathways in the 
business and administration environment which interest 
them. Details of specific job roles to support their evidence 
could be researched on the internet. 
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Learning Outcome Suggested Content Suggested Evidence 

7. Understand the 
types of problems 
that may occur in a 
business 
environment and 
how to deal with 
them 

Problems: equipment failure, loss of data, unable to meet 
deadlines and commitments, distractions, uncertain which 
procedure to follow, uncertain what procedure means, staffing 
shortages, overstaffing. 
 
Dealing with problems: using time management techniques, 
using problem solving skills, having a contingency plan 
 
 
Referring problems: by following organisation’s policies and 
procedures and reporting to relevant colleagues, such as line 
manager, the person delegated to provide guidance and 
support, the technical support facility. 
 

For criterion 1, learners could identify different types of 
problems which can occur in a business environment and 
relating these problems to the administrative function. 
 
 
For criterion 2, learners could explain at ways of dealing with 
problems. These might relate to the problems identified in 
criterion 1 or other problems they are aware of. 
 
For  criterion 3, learners need to know their limits of 
responsibility and give a reason explaining when they 
should refer problems to others in a particular work situation, 
and how they should do this. 
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BAP22  Principles of providing administrative services 
 

Learning Outcome Suggested Content Suggested Evidence 

1.  Understand how 
to make and receive 
telephone calls 
 

Features of telephone systems: to enable out-going and in-
coming calls, to transfer calls, to identify the correct person to 
transfer a call to. 
 
Organisational procedures: these might include answering the 
telephone according to the organisation’s requirements, within 
a certain number of rings, in a polite and welcoming manner, 
how to handle and supply information, knowing who to report 
faults to, how to record faults. 
 
Presenting a positive image: through greetings, statements, 
responses, tone of voice, manners, coping with problems. 
 

For criterion 1, learners could describe different features of 
telephone systems and how to use them. 
 
 
For criterion 2, learners could describe ways of following 
organisational procedures when making calls and receiving 
telephone calls. These examples could be contextualised. 
 
For criterion 3, learners could explain the purpose of giving 
a positive image of one’s self when using the phone and the 
purpose of presenting a positive image of own organisation 
when using the phone. 
 

2.  Understand how 
to handle mail  
 

Receiving mail or packages: sort according to urgency, 
recording of registered or recorded delivery items, open mail 
to check for enclosures, date stamp, record any monetary 
items, record damaged items, sort into departments, put mail 
in baskets or pigeon holes, not opening items marked 
personal, private or confidential, 
 
Sending mail or packages: stamping mail, sealing and 
securing mail, using franking machines, checking and sorting 
outgoing mail to ensure that it meets time requirements, has 
correct enclosure, the addressee is the same on the letter and 
the envelope. 
 
Mail services: internal - where a document has to be seen by 
several people within the organisation, a circulation list; 
external -  same day delivery, special delivery, tracking of 
packages, customs documentation, courier services. 
 
Postal charges: according to weight, size, destination, value of 
contents, first class, second class, bulk mail, collections 

For criterion 1, learners could explain reasons for the 
importance of correctly receiving, checking and sorting 
incoming mail or packages, and reasons for the importance 
of correctly dealing with outgoing mail or packages. 
 
 
 
For criterion 2, learners could identify examples of internal 
and external mail services. 
 
 
 
 
 
 
 
 
 
For criterion 3, learners could describe methods of 
calculating postage charges. 



 

Tutor Guide for BAP02 and BAP03 v1 091112 8 

services, global delivery. 
 

 

Learning Outcome Suggested Content Suggested Evidence 

3.  Understand how 
to use different types 
of office equipment 
 

Office equipment: this could include computer, telephone, fax, 
photocopier, scanner, guillotine, shredder, cameras, 
laminators, binders. 
 
Following instructions: to use correctly and safely, to comply 
with manufacturers’ warranty or guarantee, for training staff, to 
minimise waste, to report faults. 
 
Maintaining equipment: cleanliness, leaving equipment in a fit 
state for other users, to repair faults in a timely fashion, for 
organisational efficiency and productivity. 
 

For criterion 1, learners could identify different types of office 
equipment and their uses. 
 
 
For criterion 2, learners could explain different reasons for 
following manufacturer’s instructions when using equipment. 
 
 
For criterion 3, learners could give an explanation for 
keeping equipment clean, hygienic and ready for the next 
user. 
 

4.  Understand how 
to keep waste to a 
minimum in a 
business 
environment 
 

Purpose of keeping waste to a minimum: sustainability, 
requirements by law to store, handle, manage and transport 
waste safely, reduce costs to the business. 
 
Causes of waste: cardboard, paper, fluorescent light tubes, 
chemicals, solvent-based inks, batteries. 
 
Keeping waste to a minimum: cost effective printing or 
photocopying, reusing envelopes, folders 
and ring binders, converting unavoidable waste paper into 
scrap pads, recycling. 
 

For criterion 1, learners could give a reason why waste 
should be kept to a minimum in a business environment. 
 
 
For criterion 2, learners could identify different causes of 
waste in a business environment and give examples of the 
main causes. 
 
For criterion 3, learners could identify ways of keeping waste 
to a minimum. 

5. Know how to 
make arrangements 
for meetings 
 

Types of meeting: Annual General Meeting (AGM), executive, 
advisory, standing, ad-hoc, joint, team, briefing. 
 
Sources and types of information to arrange meeting: 
confirming meeting brief and agenda, delegates, minutes of 
previous meeting, checking dates, choosing and booking 
venue, the catering needed, the types of resources needed for 
different types of meetings 
 
Arranging meetings: confirming meeting brief, agenda, venue, 
date and time, delegates, catering and equipment, pre-

For criterion 1, learners could  identify different types of 
meetings in a business context, detailing the features of 
different types of meetings. 
 
For criterion 2, learners could outline the sources and types 
of information needed to arrange a meeting, fully describing 
a range of sources and types of information required. 
 
 
For criterion 3, learners could describe the different activities 
involved in arranging meetings. 
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meeting information, discussion papers, minute taker. 
 

 

 

Learning Outcome Suggested Content Suggested Evidence 

6. Understand 
procedures for 
organising travel and 
accommodation 
arrangements 

Purpose of confirming instructions: to identify the preferred 
methods of travel/accommodation, to ensure that the cost 
does not go over budget. 
 
Business travel and accommodation arrangements: types of 
travel, types of accommodation, sources of information and 
facilities to make travel and accommodation arrangements, 
information to be provided to the person who is travelling, 
identification of possible contingencies. 
 
Purpose of keeping records: to ensure whereabouts of staff 
are known, purpose of evaluation, to monitor suppliers for 
value and quality. 
 

For criterion 1, learners could fully explain the  purpose of 
confirming instructions and requirements for business travel 
and accommodation. 
 
For criterion 2, learners could outline different types of 
business travel and accommodation arrangements that they 
may need to make and the procedures to follow to do this. 
 
 
 
For criterion 3, learners could give reasons to keep records 
of travel or accommodation. 
 

7. Understand diary 
management 
procedures 

Purpose of a diary system: to plan and co-ordinate activities 
and resources 
 
Activities required to maintain a diary system: basic 
information - date, time, venue and people involved, 
prioritising requests and resolving conflicts, communicating 
diary information to appropriate people, keeping the diary 
system up-to-date, managing the security and confidentiality 
when operating a diary system. 
 
 
 
 
 
 
 
 
 
 
 

For criterion 1, learners could explain the different purposes 
of using diary systems for planning. 
 
For criterion 2, learners could identify the different types of 
information needed to maintain a diary system. 
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Learning Outcome Suggested Content Suggested Evidence 

8. Understand the 
purpose of 
delivering effective 
customer service 
and how to do so 
 

Customers: internal - team colleagues, supervisors, staff in 
other teams, departments or company sites; external -  
clients, patients, visitors, guests 
 
Why customer service should meet or exceed customer 
expectations: to earn repeat business from customers, to 
encourage customers to spend more with the organisation, to 
save wasting time on dealing with complaints, to enhance 
reputation of the organisation, customers more willing to pay 
more for goods or services if customer service is perceived as 
excellent, to remain competitive, to be profitable 
 
Building relationships: building customer confidence, making 
customers feel important/valued, meeting ongoing needs and 
expectations, recognising past customers and their needs, 
identifying new ways to help customers, customer charter, 
dealing promptly with problems/complaints. 
 
Customer needs and expectations: cost, availability, 
timescales for availability, delivery, quality standards, 
transaction details, additional services, after sales services.  
 

For criterion 1, learners could describe what is meant by 
customers and give examples of internal and external 
customers in a selected business environment. 
 
For criterion 2, learners could explain why customer service 
must meet or exceed customer expectations. 
 
 
 
 
 
 
For criterion 3, learners could identify the purpose and the 
different ways of building positive relationships with 
customers. 
 
 
 
For criterion 4, learners could identify ways customers 
demonstrate their own needs and expectations. 
 

9. Understand the 
purpose of reception 
services and how to 
follow reception 
procedures 
 

Receptionist role: to represent the organisation in a positive 
and professional way, to be responsible for security, providing 
information, communication, to be the first point of contact 
between the public/client and the organisation. 
 
Presenting a positive image: keeping reception area clean and 
tidy, handling incoming and outgoing calls in a friendly and 
efficient manner, transferring calls to correct person, taking 
accurate messages. 
 
Carrying out reception procedures: entry procedures, security 
procedures for visitors, departure procedures, arranging 
security notices, following confidentiality procedures. 
 

For criterion 1, learners could fully describe the purpose of 
the receptionist role as 
the first point of contact between the public/client and their 
organisation. 
 
For criterion 2, learners could explain how to present a 
positive image of one’s self and 
explain how to present a positive image of the organisation 
and the purpose of doing so. 
 
For criterion 3, learners could explain the range of different 
procedures required to be carried out in a reception area, 
giving individual examples of the organisational procedures 
to be followed for entry, departure, security and 
confidentiality. 
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BAP23  Principles of managing information and producing documents 
 

Learning Outcome Suggested Content Suggested Evidence 

1.  Understand the 
purpose of 
information 
technology in a 
business 
environment 
 

Different types of information technology: websites, social 
media as used by businesses, business software, printers, 
storage media held internally within organisations, storage 
held externally, telephony. 
 
Benefits of using internet for work tasks in a business 
environment: remote access, 24/7 access to services or 
information, social media allows businesses to expand contact 
bases, advertise and communicate with different groups of 
customers or service users, ability to use e-mail services. 
 
Benefits of using software in a business environment: 
information can be presented in a format appropriate to user 
and purpose – reports, documents, information, tables of 
data/graphics, spreadsheets, animation, etc.  
 
Benefits of using telephony in a business environment: to 
communicate with customers, suppliers and within the 
organisation, tele-conferencing used as live communication 
instead of meetings,  text messages allow instant 
communication between staff or between a service provider 
and client, alerts inform a client of new facility, provide 
updated information and provide information to other staff who 
are not in the office. 
 
Benefits of using printers in a business environment: attractive 
documents, cost-effective to produce, enhance image of 
organisation 
 
Benefits of using storage media in a business environment: 
safe storage of documents, file management, cost-effective 
use of space, ease of back-up, ease of sharing with others in 
different locations, ease of moving/transferring data. 
 

For criterion 1, learners could identify different types of 
information technology that may be used for work tasks in 
the context of the assessment. 
 
 
For criterion 2, learners could outline benefits of using 
information technology for work tasks. 
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Learning Outcome Suggested Content Suggested Evidence 

2.  Understand how 
to manage electronic 
and paper based 
information 
 

Purpose of agreeing objectives and deadlines for researching 
information: to ensure relevant information researched, to 
provide information in required format within agreed 
timescales, to conduct cost-effective research 
 
Ways of researching information: internal information sources 
- active files, archive files, intranet, database query, 
interviews/surveys of staff; external sources - information 
websites, competitors’ websites, surveys of customers or 
suppliers, books, journals, professional or trade associations, 
consultants 
 
Organising and reporting information: accurate selection of 
suitable information, sources checked for accuracy, amount of 
detail suited to user, clear, professional presentation, use of 
house style and format appropriate to user and purpose, 
tables of data in ascending/descending order. 
 
Reporting information: written report, oral presentation. 
 
Procedures for archiving information: identification of 
documents to be retained, length of time for documents to be 
retained, restricted status, paper - use of manual filing 
classification and index systems; electronic - file naming 
protocols, place on network where data to be stored, back-up 
arrangements 
 
Procedures for retrieving archived information: ensure that 
only authorised people are permitted to retrieve information, 
ensure that people are aware of any restrictions on use of 
information and the movement or copying of archived 
information, ensure required notes are left in archive files 
showing where information is when it is withdrawn from 
archive, ensure information is replaced after use ensuring 
manual or electronic protocols are followed 
 
 

For criterion 1, learners need to explain reasons as to why 
they could agree objectives and deadlines for researching 
information. 
 
 
For criterion 2, learners could identify methods appropriate 
to both paper based and electronic information and also 
include examples of data sources and good practice 
features. 
  
 
 
 
 
 
 
 
 
 
 
For criterion 3, learners could describe procedures suitable 
for both paper based and electronic information and each 
procedure could cover archiving, retrieving and deleting 
information and consideration of any legal requirements. 
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Procedures for deleting information: ensure that back-up 
copies are also deleted if data must be deleted, check that 
data is completely deleted from system, arrange for secure 
disposal for paper records to ensure confidentiality is 
maintained, keep records of data and dates of deletions where 
required. 
 
Importance of confidentiality when managing information: 
limits unauthorised access to computer systems, loss of IT 
data storage equipment and loss of files, avoids damage to 
organisation’s reputation through loss of business resulting in 
a financial loss, prevents competitor advantage through 
knowledge of sensitive information, requirement to comply 
with Data Protection Act. 
 

 
 
 
 
 
 
 
For criterion 4, learners could explain why confidentiality is 
important with regard to the Data Protection Act. 
 

Learning Outcome Suggested Content Suggested Evidence 

3.  Understand the 
purpose of 
producing 
documents that are 
fit-for-purpose  
 

Fit for purpose: correct names and titles of recipients, 
accurate information, following standard layouts or formats, 
accurate spelling and grammar, clean, clear printing, use of 
house style. 
 
Reasons to produce documents that are fit for purpose: build 
and maintain good relationships with suppliers and customers, 
enhance reputation of organisation; contribute to brand image. 
 
Different types and styles of documents:  business letters, 
memos, e-mails; staff hand-books, minutes from meetings, 
invoices, newsletters. 
 

For criterion 1, learners could identify reasons for producing 
documents that are fit for purpose. 
 
 
 
 
 
 
 
For criterion 2, learners could describe a range of different 
types and styles of documents and give an example of when 
each could be used. 
 

4.  Know the 
procedures to be 
followed when 
producing 
documents  
 

Reasons for agreeing the purpose, content, layout, quality 
standards and deadlines for production of document: ensures 
documents are appropriate, produced on time, meet 
expectations, formatted in house style, contain all required 
information 
 
Ways and purposes of checking finished documents for 
accuracy and correctness: spell check, grammar check, proof 
read/visual check, is fit for purpose, contains accurate 

For criterion 1, learners could identify a reason for each of 
purpose, content, layout, quality standards and deadlines. 
 
 
 
 
For criterion 2, learners could describe a range of ways of 
checking that finished documents are accurate and correct 
and also the purpose for doing so. 



 

Tutor Guide for BAP02 and BAP03 v1 091112 14 

information, satisfies legal requirements 
 
Purpose of confidentiality and data protection procedures 
when preparing documents: avoidance of damage to 
organisation’s reputation through loss of business resulting in 
financial loss to organisation, competitor advantage through 
knowledge of sensitive information  
 
Main obligations to fulfil Data Protection Act 1998: information 
must be fairly and lawfully processed, only processed for 
limited purposes, adequate, relevant, not excessive, accurate 
and up-to-date, not kept longer than necessary, processed in 
line with rights, secure, not transferred to other countries 
without adequate protection, the right of individuals to find out 
what personal information is found about them on computer 
and paper records. 
 
Text documents produced from notes: letters, emails, minutes 
from meetings, reports, instructions, 
newsletters, posters, flyers. 
 
Procedures to be followed when preparing text from notes: 
agree objectives, layout, quality standards and deadline to 
ensure text meets expectations, format text using appropriate 
technology and house style, check for accuracy and seek 
clarification where necessary to ensure a professional and 
appropriate result, store the text and the original notes using 
appropriate storage media/filing system that is safe and 
secure, prepare text as soon after taking notes as possible. 
 

 
 
For criterion 3, learners could explain the purpose of both 
confidentiality and data protection procedures used when 
preparing documents. 
 
 
 
 
 
 
 
 
 
 
 
 
For criterion 4, learners could compare at least three 
different types of documents (this could be linked to 
outcome 3, criterion 2). 
 
For criterion 5, learners could explain the procedures for 
preparing text from notes and include good practice points 
for each of the preparation, production and putting away 
stages. 
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BAP24  Principles of supporting change in a business environment 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Understand why 
change happens in a 
business 
environment   

Reasons for change: political, economic, social, technological, 
environmental, changes specific to the organisation or sector - 
suppliers, distributors, competitors and/or customers; result of 
change in the external business environment - relocation, 
changes to job roles and processes, restructuring, closure of 
businesses and/or starting up new businesses. 
 

For criterion 1, learners could give reasons for change in a 
business environment. 
 

2. Understand the 
purpose of 
supporting change 
in a business 
environment 
 

Reviewing working methods, products or services: to ensure 
that the business will survive and continuously improve, to 
enhance the organisation’s competitive position, to form a 
better fit with its business environment and to able to adapt to 
change again as need arises. 
 
Supporting others: mentoring, coaching, giving and receiving 
constructive feedback, advice on employment issues and pay 
and conditions. This could be through one-to-one sessions, 
delegating work tasks, work shadowing, job sharing, team 
briefings and trade union meetings. 
 
Working with others: benefits could include finding out what is 
happening and what is going to change, sharing workload, 
sharing learning and experience, motivating each other, 
encouraging others to develop knowledge and skills, 
maintaining personal network of contacts, building own skills. 
 

For criterion 1, learners could identify reasons for reviewing 
working methods, products or services. 
 
 
 
 
For criterion 2, learners could describe different types of 
support people may need during change. 
 
 
 
 
For criterion 3, learners could explain a range of  benefits of 
working with others. 
 

3. Understand how 
to respond to 
change in a business 
environment 
 

Responding positively to change: to be aware of own 
behaviour and how that impacts on others, to give consistently 
positive messages about the organisation 
 
Ways of responding positively to change: seeing change as 
an opportunity, accepting that change is an integral part of life, 
being receptive to new ideas, having an enthusiastic 
approach, making suggestions for improvement, being willing 
to do things differently, updating skills. 

For criterion 1, learners could explain the benefits of 
responding positively to change in working methods and 
also of responding positively to change in products or 
services. 
 
For criterion 2, learners could identify different ways of 
responding positively to change. 
 

 



 

Tutor Guide for BAP02 and BAP03 v1 091112 16 

BAP25  Principles of supporting business events 
 

Learning Outcome Suggested Content Suggested Evidence 

1.Understand how to 
support the 
organisation of a 
business event 
 

Support activities when organising an event: clarifying 
purpose, type and size of event, identifying target audience 
and confirming numbers, planning tasks and resources, 
confirming venue with others 
 
Before a business event: providing administrative support, 
organising appropriate venues, identifying and obtaining 
resources, organising delivery of materials. 
 
Providing support during a business event: accurate note-
taking, ensuring delegates have the resources they need, 
ensuring delegates are aware of location of event rooms and 
facilities, recording attendance and cancellations, checking 
emergency procedures, housekeeping arrangements, security 
of materials and equipment. 
 
Providing support after a business event: leaving venue clean 
and tidy, returning or securing equipment, collecting 
questionnaires, attending debriefing meeting, producing a 
record of the meeting/event, circulating handouts, 
presentations and evaluation forms within agreed timescales. 
 

For criterion 1, learners could describe a range of support 
activities required when organising an event. Learners could 
outline the features of different types of event and then 
relate these activities to the type of event being held. 
 
For criterion 2, learners might know what administrative 
activities are required to support an event. In order to do 
this, they should identify ways of providing support before, 
during and after an event.  
Ideally, this should be specifically related within the context 
of their event. 
 

2. Understand the 
purpose of 
displaying 
professional and 
helpful behaviour 
whilst supporting a 
business event and 
how to do so 
 

Displaying positive behaviours: to present a positive image of 
the organisation, to make visitors feel welcome, to ensure a 
successful event. 
 
Exhibiting positive behaviours: greeting visitors, confirming 
names for registration, making sure visitors have necessary 
materials, point out housekeeping arrangements, refer difficult 
queries to line manager. 
 

For criterion 1, learners could explain why it is important to 
display professional and helpful behaviour when supporting 
an event. 
 
For criterion 2, learners could describe different ways of 
exhibiting professional and helpful behaviour whilst 
supporting the event. Evidence could be gathered in the 
form of documented observations made by the assessor or 
a witness confirming demonstration of suitable behaviours. 
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Learning Outcome Suggested Content Suggested Evidence 

3. Understand how 
to deal with 
problems 
encountered when 
supporting a 
business event 
 

Problems: non-attendance of delegates, last-minute 
photocopying, inadequate rooming or facilities, non-delivery of 
equipment or materials, inadequate refreshments for the 
number of delegates, late or non-arrival of refreshments, late 
or non-arrival of key speakers, people turning up without 
booking, technical problems. 
 
Dealing with problems: checking all equipment is in working 
order in plenty of time, making sure that line manager or event 
organiser is contactable, having contact details for equipment 
suppliers, asking for help from colleagues. 
 

For criterion 1, learners could give examples of different 
types of problems that may occur when supporting a 
business event. 
 
 
 
 
For criterion 2, learners could identify ways of dealing with 
the problems identified in 1 and do this fully for each 
problem. 
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BAP26  Principles of maintaining stationery stock 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Understand why 
stationery stock 
needs to be available 
 

Range of stationery: paper, pens, pencils, erasers, paper 
clips, staplers and staples, CDs, memory sticks, print 
cartridges, toner for photocopiers, envelopes, adhesive tape, 
paper files, plastic wallets, paper diaries, calendars, notepads, 
glue-sticks, company literature, company forms.  
 
Purposes of maintaining stationery stocks: to enable 
continuous workflow, to assist in meeting timescales/ 
deadlines, to maintain efficient operations - time lost or 
potential loss of sales through running out of stationery items 
 
Purposes of controlling stationery stocks: to ensure adequate 
supplies, to guard against theft, to prevent spoiling of stock, to 
ensure that out-of-date stock is not used, to guard against 
wasteful use of stocks, to guard against fraudulent use of 
letterheads, order forms, expense claims and receipt forms, to 
make sure stationery is handled safely and complies with 
manual handling regulations. 
 
Internal factors affecting future demand for stationery stock: 
business plans, projects, changes to company name, livery, 
branding and personnel names. 
 
External factors affecting future demand for stationery: 
changes in technology and/or processes, changes in 
trends/demand for company products or services, changes in 
legislation 
 
Purpose of making sure value for money is obtained: factors 
include confirming quantity of stock needed over future period, 
whether package or batch size is compatible with 
organisational requirements, the quality of performance, the 
longevity of performance, the time spent handling orders and 
packaging, whether the stock is robust or easily broken. 
 

For criterion 1, learners could explain different reasons for 
maintaining and controlling stationery stock. They could also 
give examples of what would happen if stationery stocks 
were not properly managed. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
For criterion 2, learners could describe a range of factors 
that affect future demand for stationery stock within their 
organisation. 
 
 
 
 
 
 
For criterion 3, learners could explain the purpose of 
ensuring value for money is obtained when ordering stock. 
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Learning Outcome Suggested Content Suggested Evidence 

2.Understand how to 
maintain stationery 
stock levels 
 

Ordering stationery: contact details of supplier, items of 
stationery required, suppliers’ catalogue number for each 
item, required quantity of each item, date needed, place to be 
delivered, prices agreed, order quantities for each item, 
payment terms, name of person who is responsible for 
authorising order, prepare order, send to person authorising 
order, ensure that arrangements for receiving goods are in 
place. 
 
Receiving stationery stocks: checking goods against delivery 
note and order, checking for damage, correct items and 
quantity of each item, if damages or discrepancies found 
record details on both supplier’s and own organisation’s 
copies of delivery note before signing for goods. 
 
Storing stationery stocks: suitable location for stationery store, 
use of handling equipment, items arranged for efficient 
handling and to ensure that oldest stocks used first to prevent 
wastage, stock records updated. 
 
Disposing of stationery items: shredding stationery, wiping 
memory sticks and re-writable CDs, destruction of other CDs, 
recycling of paper, card, plastics, glass and items to be 
returned to the manufacturer for recycling. 
 
Stock-take of stationery items: count or estimate quantity of 
each item of stock and make a record of stock level of each 
item to check usage levels, obsolescence, theft and whether 
more supplies are needed. 
 

For criterion 1, learners could produce instructions for 
ordering, receiving, storing and disposing of stationery within 
the context of their own work place or an organisation with 
which they are familiar. They need to describe each process 
rather than merely producing a list of the stages in the 
process. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
For criterion 2, learners could provide full instructions on 
how to carry out a stock check within the context of their 
own work place or an organisation with which they are 
familiar. 
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BAP31  Principles of personal responsibilities and how to develop and evaluate own performance at work 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Understand the 
employment rights 
and responsibilities 
of the employee and 
employer and their 
purpose 
 

Contract of employment: pay, working hours, holidays, 
sickness, notice period, etc 
 
 
 
Main points of legislation affecting employers: Equality Act 
2010, Working Time Regulations 2007, Equal Pay Act 1970. 
 
Main legislation affecting employees: rights to time off, 
working hours; flexible working, minimum wage, redundancy, 
unfair dismissal, grievance procedure. 
 
Internal sources of information and support: staff manual/hand 
book, Trade Unions, staff associations, line manager, 
organisation’s HR (human resources) staff. 
 
External sources of information and support: ACAS, Business 
Link, Citizens Advice Bureau, The Work Foundation, BIS. 
 
Employer responsibilities for equality and diversity: 
interpretation of the Equality Act 2010, role of the Equality and 
Human Rights Commission (EHRC)  
 
Employee responsibilities for equality and diversity: not 
causing offence, having sensitivity to people’s individual 
needs, respecting others’ abilities, background, values, 
customs and beliefs. 
 
Benefits of equality and diversity procedures: benefits to the 
employee - improved staff morale, staff knowing they are 
being treated fairly; benefits to the employer -  staff feel 
valued, decisions made from a range of perspectives can 
result in a better acceptance, recruiting by ability/talent can 
lead to increased profit, productivity and proficiency of the 
workforce. 

For criterion 1, learners could use an example of a contract 
of employment for a specific administrative-related job role, 
outlining the main headings used and making sure that the 
main points and their purpose are fully identified. 
 
For criterion 2, learners could  outline the main points of acts 
of legislation which affect employment rights and 
responsibilities. Learners need to describe the purpose of 
types of anti-discrimination legislation and entitlement 
legislation. They could give examples of how each piece of 
legislation affects employers and employees. 
 
For criterion 3, learners must be able to identify at least two 
internal and two 
external sources of information on employment rights and 
responsibilities. 
 
 
 
For criterion 4, learners could explain different reasons for 
the purpose and functions of representative bodies that 
support employees 
 
For criterion 5, learners could explain employer and 
employee responsibilities for 
diversity and equality in the workplace, fully explaining a 
range of employer and employee responsibilities. 
 
For criterion 6, learners could fully explain the benefit to the 
employer and employee of equality and diversity procedures 
being  followed in a business environment. Learners could 
use examples from their own or a selected organisation. 
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Learning Outcome Suggested Content Suggested Evidence 

2. Understand the 
purpose of health, 
safety and security 
procedures in a 
business 
environment 

Employer responsibilities for health, safety and security at 
work: interpretation and implementation of the Health and 
Safety at Work Regulations 1999, the role of the HSE (Health 
and Safety Executive). 
 
Employee responsibilities for health, safety and security at 
work: general - to take care of own health and safety and of 
others who may be affected by own actions, to co-operate 
with others on health and safety, not to interfere with, or 
misuse, anything provided for own or others’ health, safety or 
welfare, reporting accidents and hazards; office specific - use 
of equipment, display screen assessments, eye testing, filing 
cabinets, lifting, storage on shelves or on top of furniture, 
hazardous substances) 
 
Purpose of following health, and safety procedures: to protect 
the health, safety and welfare of employees and customers, to 
know the scope and responsibilities of own job role in dealing 
with health and safety, to follow manufacturers’ instructions. 
 
Purpose of following security procedures: to comply with all 
eight principles of the Data Protection Act 1998, to be aware 
of the Freedom of Information Act 2000, to deal correctly with 
all types of confidential information. 
 
Ways of maintaining a safe and secure environment: by 
following organisational procedures such as a visitors’ book, 
ID badges, computer passwords; dealing with sensitive or 
confidential information, when to refuse access to information, 
file management, keypads, locked filing cabinets and CCTV 
(closed circuit television). 
 
 
 
 
 
 

For criterion 1, learners could relate their answer to their 
organisation and explain a range of employer and employee 
responsibilities for health, safety and security at work. 
 
 
 
 
 
 
 
 
 
 
 
 
For criterion 2, learners could explain the purpose of 
following health, safety and security procedures at work, 
giving examples of each type. 
 



 

Tutor Guide for BAP02 and BAP03 v1 091112 22 

Learning Outcome Suggested Content Suggested Evidence 

3. Understand how 
to manage own work 
 

Reasons for planning and prioritising own work: efficiency of 
time, meeting deadlines, meeting organisational objectives, 
minimising  interruptions and the inability to meet deadlines. 
 
Planning own work: task list, action plans, work schedule, 
diary systems, prioritising, monitoring work, checking against 
deadlines, checking for accuracy and quantity of work 
required, allowing for contingencies; need to follow 
procedures. 
 
Purpose of keeping others informed of progress: changes to 
requirements, deadlines, unplanned/ unseen problems arising, 
revision of plans. 
 
Dealing with pressure: being resilient and assertive when 
negotiating targets, priorities and timescales, adapting to 
change, coping strategies such as the use of emotional 
intelligence - self-awareness, self-management, social 
awareness and relationship management 
 

For criterion 1, learners could explain the main reasons for 
planning and prioritising own work. 
 
 
For criterion 2, learners could identify different methods of 
planning and prioritising own work. 
 
 
 
 
For criterion 3, could give a range of reasons explaining the 
purpose of keeping others informed of progress. 
 
 
For criterion 4, learners could describe different methods of 
dealing with pressure at work. 
 

4. Understand how 
to evaluate and 
improve own 
performance in a 
business 
environment 
 

Improving own performance at work: to develop own skills, to 
gain personal satisfaction, to enhance organisation’s 
competitive position. 
 
Ways of evaluating own performance: carrying out a skills 
audit, evaluating strengths and weaknesses, receiving 
feedback on work performance through appraisals, 
performance reviews and informal communication with others 
in workplace. 
 
Ways of improving own performance: work shadowing, 
coaching, mentoring, job rotation, undertaking learning 
programmes at college and through distance and e-learning, 
developing a PDP (personal development plan), continually 
monitoring and improving work, setting high standards, taking 
on new challenges, learning from others 
 

For criterion 1, learners could explain the main reasons for 
continuously evaluating and improving own performance. 
 
 
 
 
 
 
 
 
For criterion 2, learners could describe different ways of 
evaluating and improving own performance, both within and 
outside the organisation. 
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Feedback: to reinforce positive behaviours, to learn, to 
continuously, improve own work, to evaluate work activities, to 
understand own impact on others. 
 
Career pathways: typical career pathways, such as team 
administration, departmental administrator, administration 
manager, secretary, personal assistant, etc, within customer 
service, accounting, marketing, human resource, 
management, purchasing, information technology support, 
etc. 
 

For criterion 3, learners could explain the main purposes of 
encouraging and accepting feedback from others. 
 
 
For criterion 4, learners could research the outline of a 
range of career pathways and explain why certain types of 
different career pathways and roles would interest them, 
including the identification any specialisms within the 
pathways. 
 

5. Understand the 
types of problems 
that may occur with 
own work and how 
to deal with them 

Problems: unclear team aims, poor communication, unmet 
expectations, perceptions of responsibilities/work not being 
shared equally, disagreements, conflicts of interest, work 
errors, unable to meet deadlines, loss of motivation, 
 
Dealing with problems: defining boundaries and roles, asking 
for clarification, using time management techniques; problem 
solving skills, having a contingency plan. 
 
Referring problems: to line manager or person delegated to 
provide guidance and support or technical support facility 
following organisation’s policies and procedures, if outside 
own authority or when unsure of authority.  
 

For criterion 1, learners could describe types of problems 
that may occur with their own work. They could draw on 
examples of scenarios they have experienced. 
 
 
For criterion 2, learners could explain different ways of 
dealing with problems, preferably ones they have resolved 
themselves. 
 
For criterion 3, learners could explain how and when to refer 
problems to relevant colleagues. They could use an 
example of how they have referred a specific problem to 
relevant colleagues. Alternatively, if learners are not at work, 
case study scenarios can be used. Their explanation should 
ideally highlight the implications of not referred it. 
 

6. Understand the 
decision making 
process 
 

Stages in the decision making process: identifying the 
problem, researching information, developing alternatives, 
evaluating alternatives, implementing the best alternative, 
checking whether the problem has been resolved. 
 
Not exceeding limits of authority: non-compliance with 
organisational procedures may have serious implications for 
the organisation. 
 
 

For criterion 1, learners could explain the main stages in the 
decision making process from identifying the problem to 
checking if it has been resolved. 
 
 
For criterion 2, learners could fully explain the  purpose of 
not exceeding own limits of authority in making decisions 
and give an example to support this. 
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BAP32  Principles of working with and supervising others in a business environment 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Understand the 
purpose of working 
with others in a team 
 

Team: a group is a collection of people with a common 
interest; a team is a group of individuals with a shared vision 
working together with specific roles and committed to 
achieving a common goal. 
 
Benefits of team working: joint commitment, range of skills 
and expertise, sharing of ideas, collective ability to innovate, 
coordination of effort, motivation, better communication 
 
Goals and objectives: goals relate to aspirations, purpose and 
vision; objectives are the specific plan towards achievement of 
the goal. 
 
Purpose of sharing work goals and plans: to set SMART 
(specific, measurable, achievable, realistic, time-bound) 
objectives, to ensure all members are clear about team goals 
and individual roles, to use that skills and attributes of 
individual team members, to motivate team members to 
achieve goals and objectives by working together. 
 

For criterion 1, learners could describe the difference 
between goals and objectives, then give different reasons 
how team working can help to achieve goals and objectives. 
 
 
 
 
 
 
 
 
 
 
For criterion 2, learners could explain purposes of sharing 
work goals and plans when working in a team. 
 

2. Understand how 
to behave in a way 
that supports 
positive working 
with others 
 

Agreeing and setting standards for own work: agreeing 
realistic targets, specifying the resources required, agreeing 
the working methods and the schedule, clarifying instructions 
and work requirements. 
 
Agreeing and setting standards for the work of a team: 
objectives to be achieved, resources that are needed, the best 
working methods, a schedule for undertaking the work, 
considering what other work the team has to do. 
 
Allocate work in a team: allocate work in line with Belbin’s 
team role theory - shaper, co-ordinator, plant, resource 
investigator, team worker, implementer, monitor-evaluator, 
completer-finisher, specialist. 

For criterion 1, learners could explain the purposes of 
agreeing and setting standards for own work and for the 
work of a team. 
 
 
 
 
 
 
 
For criterion 2, learners could identify different ways of 
allocating work to a team so that the best use is made of 
team members’ strengths and abilities. They could draw on 
Belbin’s team role theory to support their evidence. 
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Purpose of treating others with honesty and consideration: to 
develop a better working atmosphere, to make the job easier 
by admitting own ignorance and asking for help, to more likely 
to receive consideration from others if treating them with 
consideration, to maintain team objectives and flow of work. 
 

For criterion 3, learners could the reasons why it is important 
to treat others with honesty and consideration. 
 

3. Understand the 
purpose and 
methods of 
communicating 
effectively with 
others in a team 
 

Effective communication: to develop and sustain good working 
relationships, to pass on accurate and timely information to 
other people, to ensure accuracy and be in the most 
appropriate format. 
 
Verbal methods of communication: focusing on what others 
are communicating, questioning when unsure, adapting 
communication to meet the needs of others, making positive 
contributions to discussions, acknowledging others’ views. 
 
Non-verbal communication: facial expressions, eye contact, 
gestures, posture, spacing, touch.  
 
Written communication: letters, memos, reports, email. 
 
Using most appropriate method: to adapt methods of 
communicating to meet different needs, choice of method 
might consider the urgency of information, the level of detail, 
the use of jargon, language and graphics, the need to make 
people feel valued and to enhance working relationships. 
 
Encouraging contributions from others: to motivate team 
members, recognise achievements, encourage ideas, 
encourage others to take the lead, challenge methods of 
working. 
 
 
 
 
 
 
 

For criterion 1, learners could explain what is meant by 
effective communication and give reasons why this is 
important in a team situation. 
 
 
For criterion 2, learners could compare different methods of 
communication used within teams and towards teams and 
how and when to use them. This could include written, 
verbal and non-verbal methods. Learners might produce a 
table comparing the suitability of using the different methods 
of communication within teams and towards teams. 
 
 
 
 
 
 
 
 
 
 
For criterion 3, learners could explain the purpose of 
encouraging contributions from others. 
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Learning Outcome Suggested Content Suggested Evidence 

4. Understand how 
to assess own work 
and the work of a 
team  
 

Purpose of assessing own work: to develop own skills, to gain 
personal satisfaction, to enhance organisation’s competitive 
position. 
 
Purpose of assessing work of a team: to ensure that work is to 
a correct standard, to motivate team members, to show team 
members how an individual’s objectives fit in with the team 
and organisational objectives. 
 
Ways of assessing own work: carrying out a skills audit of own 
personal work-related skills with those needed for current 
work role and intended future work roles, continually 
monitoring and improving work, receiving feedback from 
others. 
 
Ways of assessing the work of a team: monitoring progress, 
problems and the quality of work through listening, 
observation, questioning and obtaining feedback from 
customers, colleagues and managers. 
 
Giving feedback: to reinforce positive behaviours, to learn, to 
continuously improve own work, to evaluate work activities, to 
understand impact on others. 
 
Types of feedback: positive, negative, constructive 
 
Ways of giving or receiving feedback: sources of feedback 
might include formal, informal, appraisal, performance review, 
personal development planning, customer questionnaires. 
 

For criterion 1, learners could explain the purpose of 
assessing own work and that of the team’s. 
 
 
 
 
 
 
 
For criterion 2, learners could describe different ways of 
assessing own work and that of the team’s. Examples could 
be used from the learners own work experience. 
 
 
 
 
 
 
 
 
For criterion 3, learners could explain what is meant by 
constructive feedback and explain the main purposes of 
giving and receiving constructive feedback. 
 
 
 
For criterion 4, learners could describe ways of giving and 
receiving feedback. 
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BAP33  Principles of managing information and producing documents in a business environment 
 
 
Learning Outcome Suggested Content Suggested Evidence 
1. Understand how 
to design and 
monitor information 
systems 
 

Types of information that need to be managed in a business 
environment: 
customer records, employee records, financial records, 
technical information, internal policies, procedures and 
processes, records of internal meetings, correspondence with 
customers/suppliers/other organisations, market information 
and promotional materials. 
 
Information system: to capture, transmit, store, retrieve, 
manipulate and display information 
 
Ways of contributing to the design and development of an 
information system: identifying users’ needs, identifying 
business objectives, identifying financial, legal and technical 
constraints, identifying data to be input into system, identifying 
and developing any required pro-formas for collecting data, 
maintaining records of issues identified, suggesting 
adaptations to meet users’ requirements.  
 
Evaluation of ways of contributing to design and development 
of information system: cost, time and rigour of system testing, 
efficiency and effectiveness of final system. 
 
Purpose and benefits of monitoring use of an information 
system: to identify levels and timing of usage, to gain early 
knowledge of any faults, enable resolution of problems with 
the system to be rectified at an early stage 
 
Ways of monitoring an information system: electronic 
counters, analysis of time taken for each query, analysis of 
help-desk queries, analysis of user queries, complaints and 
other feedback, comparison of user requirements with the 
existing system 
 

For criterion 1, learners could describe different types of 
information that need to be managed in a business 
environment. They should describe types of information that 
need to be managed within their own or a specific 
organisation. 
 
 
 
 
 
 
For criterion 2, learners could evaluate ways of contributing 
to the design and development of an information system. 
 
 
 
 
 
 
 
 
 
 
For criterion 3, learners could state the benefits of 
monitoring an information system. 
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Learning Outcome Suggested Content Suggested Evidence 

2. Understand how 
to research 
information 
 

Purpose of agreeing objectives and deadlines for researching 
information: to ensure relevant information researched, to 
save time and money, to prevent errors, to provide information 
in required format within agreed timescales. 
 
Identifying sources of information: active files, archive files, 
intranet, database query, interviews/ surveys of staff, public 
information websites, competitors’ websites, suppliers’ 
websites, consultants, websites or journals of trade 
associations and professional bodies, subscription-based 
marketing intelligence organisations. 
 
Selecting sources of information: considering ease of access, 
level of detail, reliability, cost in relation to benefits of gaining 
information. 
 
Methods of checking for reliability and accuracy: questioning 
the bias, credibility, currency and relevance of the source. 
 

For criterion 1, learners could explain the purpose of 
agreeing both objectives and deadlines for researching 
information. 
 
 
For criterion 2, learners could explain how they would 
identify different sources of information for a specific 
requirement and how they would select the most appropriate 
sources to use. 
 
 
 
For criterion 3, learners could  identify ways that they would 
check information for reliability and accuracy. 
 
 
For criterion 4, learners could identify a range of restrictions 
that apply to the use of researched information. 
 

3. Understand how 
to organise, report 
and evaluate the 
relevance of 
information 
 

Ways of organising and reporting information: Clearly 
summarising research methods and main findings using 
written reports, presentations, databases, etc. 
 
Methods to evaluate relevance of information: questioning the 
bias, credibility, currency, validity and relevance of the source, 
questioning the sample size/type/selection. 
 
 
 
 
 
 
 
 
 
 
 

For criterion 1, learners could explain the different ways that 
information can be organised and reported. 
 
 
For criterion 2, learners could explain ways to evaluate the 
relevance of information collected for a specific purpose. 
 



 

Tutor Guide for BAP02 and BAP03 v1 091112 29 

Learning Outcome Suggested Content Suggested Evidence 

4. Understand how 
to store information 
 

Different ways of storing information manual filing and index 
systems, electronic storage such as hard drives, CD drives, 
DVD drives, flash drives/USB, etc.  
 
Purpose of storing information: for retrieval of paper or 
electronic information, for archiving. 
 
Different information storage and archive systems: paper-
based filing systems offer quick and easy retrieval of 
information and ensure an integrity and continuity of record 
keeping, but are bulky, provide an easy access to confidential 
information and take up valuable office space; electronic 
systems provide efficient storage, save space, enable data to 
be manipulated, searched or shared between geographically 
dispersed sites, but there is the possibility of data loss through 
technology failure and security threats, such as hacking or the 
sharing of passwords. 
 

For criterion 1, learners could explain different ways of 
storing information. This could be through producing 
instructions for new colleagues at their work placement on 
how to store business information ensuring that they fully 
explain the company’s system 
 
 
For criterion 2, learners could compare information storage 
and archive systems. Learners could compare a manual 
system with an electronic one, or they could compare two 
electronic systems. 
 

5. Understand how 
to design and 
produce documents 
 

Reasons for designing and producing high quality and 
attractive documents: promotes good image and 
professionalism of the organisation, support the brand image. 
 
Ways to produce high quality and attractive documents: using 
relevant IT software, maintaining printers in good order, using 
correct paper, keeping documents and the working area 
clean, checking documents before sending 
 
Different types and styles of documents that may be designed 
and produced: business letter, minutes from meetings, email, 
reports, etc 
 
Ways of producing documents: using a word processing 
package, taking notes and “writing them up”, using e-mailing 
software 
 
Reasons for agreeing the purpose: to ensure documents are 
appropriate, produced on time, meet expectations, formatted 

For criterion 1, learners could identify different reasons for 
designing and producing high quality and attractive 
documents. 
 
 
 
 
 
 
For criterion 2, learners could compare different types of 
documents and different styles and the ways they are 
produced. 
 
 
 
 
 
For criterion 3, learners could describe a reason for 
agreeing each of the purpose, content, layout and style, 



 

Tutor Guide for BAP02 and BAP03 v1 091112 30 

in house style, etc. 
 
 
Ways of researching content needed for documents: using 
electronic or paper-based files, information or decisions from 
relevant staff, guidance from policy/procedures, databases, 
spreadsheets, external information sources  
 
Ways of organising content needed for documents: clarifying 
user needs regarding level of detail and how they will use 
document, deciding on the format, the content, the design of 
pages, etc.  
 
Ways of checking content needed for documents: clarifying 
objectives and target audience, providing early sample for 
users and seeking feedback. 
 

quality standards and deadlines for design and production of 
documents. 
 
For criterion 4, learners could describe a way for each of 
researching, organising and checking content needed for 
documents. 
 

6. Understand how 
to maintain security 
and confidentiality in 
a business 
environment 
 

Purpose of maintaining security and confidentiality: avoidance 
of damage to organisation’s reputation, loss of business,  
prosecution, competitor advantage through knowledge of 
sensitive information, fulfil legal requirements. 
 
Ways of maintaining security and confidentiality: codes of 
practice, development of systems and procedures with safe-
guards, visitor entry and exit procedures, lockable storage 
facilities, security of keys, passwords and identity 
cards/badges,  confidentiality policy,  protection of computer 
systems,  
regularly changing passwords, variable levels of access to 
data, screensavers, avoiding keeping confidential data on 
CDs, data sticks and laptop computers, clear desk policy. 
 

For criterion 1, learners could explain different reasons for 
maintaining security and for maintaining confidentiality in a 
business environment. 
 
 
For criterion 2, learners could describe ways of maintaining 
security and confidentiality in a business environment. This 
could be through making suggestions for improving security 
and confidentiality at their workplace/placement including a 
full description of the reasons behind these suggestions. 
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BAP 34 Principles of providing and maintaining administrative services 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Understand how 
to order products 
and services 
 

Organisational procedures: procedures for purchase, storage 
and usage of supplies, ordering, knowing limits of 
responsibility. 
 
Specification: definition, legal agreement of basic 
requirements, terms of the contract, termination of the 
contract, value for money. 
 
Purpose of selecting products and services: to ensure quality 
products and services that meet specifications, to meet the 
requirements of the organisation’s procedures, to create and 
maintain effective working partnerships with suppliers to 
improve quality and cut costs. 
 
Benefits of reviewing ordering procedures: to improve 
efficiency, obtain better value for money, negotiate terms and 
conditions. 
 

For criterion 1, learners could describe procedures for 
ordering supplies of products and services and relate these 
to the procedures in their own, or a specific organisation, to 
put them into context. 
 
For criterion 2, learners could describe a way of writing a 
specification for a product or service, according to an 
organisation’s procedures. 
 
For criterion 3, learners could explain different purposes of 
selecting products and services that represent best value for 
money. 
 
 
For criterion 4, learners could explain the  benefits of 
reviewing procedures for ordering products and services. 
They could also give examples from their research. 
 

2. Understand how 
to keep waste to a 
minimum in a 
business 
environment 
 

Causes of waste: cardboard, paper, fluorescent, light tubes, 
chemicals, solvent-based inks, batteries. 
 
Keeping waste to a minimum: double-sided photocopying, 
only using exact number needed, print copies in draft mode, 
reuse envelopes for internal mail, reuse folders and ring 
binders, convert unavoidable waste paper into scrap pads, 
recycling, maintaining office equipment. 
 

For criterion 1, learners could explain the main causes of 
waste, giving reasons why this can occur in business. 
 
For criterion 2, learners could use examples from their 
research or own work experiences to explain ways of 
keeping waste to a minimum. 
 

3. Understand the 
purpose of 
delivering effective 
customer service 
 

Exceeding customer needs and expectations: to enhance the 
reputation of the organisation, to earn repeat business, to 
promote customer confidence in the organisation, to generate 
job satisfaction for staff, to encourage customers to pay more 
for goods or services, to remain competitive, to be profitable 
and be able to invest in improvements 
 
 

For criterion 1, learners could explain what is meant by 
exceeding customer expectations and give reasons for the 
importance of customer service meeting or exceeding 
customer expectations. 
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Building positive customer relationships: by making customers 
feel valued, by listening to their needs/expectations, by 
identifying appropriate products/services, by providing a 
reliable and consistent service, by providing accurate 
information, by prompt attention and courtesy, by meeting 
changing needs and identifying new ways of helping, by 
dealing promptly with problems and complaints. 
 
Purpose of identifying customer needs and expectations: to  
find out how customers feel they should be treat, to discover 
the expectations formed by what the customer sees and 
hears, what the organisation tells them and their experience of 
receiving customer service in the past. 
 
Purpose of agreeing quality standards and timescales: 
focuses efforts of staff, enables resources 
to be directed to satisfy specific customer needs, encourages 
consistency and reliability, can be used in the promotion of 
product/service, encourages efficient working and value for 
money. 
 
Method of reviewing customer service provision: analysing 
customer feedback from informal feedback, customer 
questionnaires/comment cards, staff feedback, quality circles, 
suggestion boxes and staff surveys, analysing responses on 
level of customer satisfaction, quality of 
product or service, repeat business, referrals and the 
successful resolution of problems/complaints. 
 
 
 
 
 
 
 
 
 
 

For criterion 2, learners could explain different purposes of 
building positive relationships with customers. 
 
 
 
 
 
 
For criterion 3, learners could explain different purposes of 
identifying customer needs 
and expectations 
 
 
 
For criterion 4, learners could explain different purposes of 
agreeing quality standards and timescales. 
 
 
 
 
 
For criterion 5, learners could describe methods of reviewing 
customer service. 
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Learning Outcome Suggested Content Suggested Evidence 

4. Know how to take 
minutes 
 

Purpose of minutes: to provide an accurate record of a 
meeting, to provide a record of decisions taken, inform people 
who were not at the meeting about what took place. 
 
Legal and organisational requirements: health and safety, 
equal opportunities, data protection, procedures regarding 
meetings and their terms of reference. 
 
Taking notes: To include a list of people attending, a list of 
absent members of the group, the approval of the previous 
meeting's minutes and any matters arising from those 
minutes, a record of the principal points discussed and 
decisions taken for each item in the agenda, the time, date 
and place of next meeting and, if appropriate, the name of 
person taking the minutes. 
 
Active listening: using body language such as gestures, 
leaning forward, good eye contact, using facial expressions 
and keeping an open posture, seeking clarification where 
necessary, using reflecting and summarising techniques by 
paraphrasing, asking more questions to get more information, 
repeating key words and reflecting back to check 
understanding. 
  
Types of minutes: minutes of resolution, report minutes, 
narrative minutes. 
 

For criterion 1, learners could explain the purpose of 
minutes as an accurate record of discussions. 
 
 
For criterion 2, learners could describe legal and 
organisational requirements that may apply to minute taking. 
 
 
For criterion 3, learners could describe a range of  
techniques which could be used to take notes, and the 
reasons why. 
 
 
 
 
 
For criterion 4, learners could explain the purpose of active 
listening when taking minutes, and give examples of 
techniques which can be used. 
 
 
 
 
 
For criterion 5, learners could describe different types of 
minutes including their style and purpose. 
 

5. Understand how 
to organise meetings 
 

Types of meeting: weekly or monthly team meeting for briefing 
or training purposes, Annual General Meeting (AGM) to inform 
members and shareholders of previous and future activities, 
executive meeting with the power to make a decision binding 
on the organisation, advisory meeting which gives advice or 
makes recommendations,  closed meeting which might 
concern human resources (HR) issues or strategic planning. 
 
 
 

For criterion 1, learners could outline the features of different 
types of meetings and fully describe types of formal and 
informal meetings and their features. 
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Sources and types of information to organise meeting: to 
confirm meeting brief and agenda, to provide minutes of the 
previous meeting, to organise a suitable date, to choose and 
book the venue and to confirm the catering requirements, to 
ensure that delegates have the date, time, location, purpose 
of meeting and the agenda,  to confirm the equipment 
required, to confirm the room layout.  
 
Information needed by individuals before meetings: purpose 
and time of the meeting, who is to be invited, the agenda, the 
minutes of previous meeting, any papers under discussion, 
details of the venue such as the address, a map, parking 
facilities and any items or documents to bring. 
 
Information needed by individuals during meetings: the 
seating arrangements, the catering arrangements, spare sets 
of meeting documentation, recording attendance and 
cancellations, taking accurate notes and making records of 
the meeting  
 
Information needed by individuals after meetings: checking 
the minutes or notes with the chairperson, circulating 
materials after sign-off, preparing any other correspondence 
arising from the meeting, confirming date of next meeting. 
 

For criterion 2, it is sufficient to describe sources and types 
of information needed to arrange a meeting. 
 
 
 
 
 
 
For criterion 3, learners could describe types of information 
needed by individuals before a meeting, during a meeting 
and after a meeting. 
 

6. Understand how 
to organise events 
 

Types of event and main features: team/sales meetings - to 
brief or train staff, exhibitions and trade fairs - to promote an 
organisation’s products and services, conferences - to bring 
together a group of people or organisations or industry sector 
for the purpose of briefing, promoting and/or training.  
 
Suitable venues for different types of events: the type of 
event, its size and location, the number of internal and/or 
external delegate, the length of event, the available resources, 
value for money. 
 
 
 

For criterion 1, learners could describe different types of 
events and fully describe their key features.  
 
 
 
 
For criterion 2, learners could identify different types of 
venues used for events and explain ways of selecting 
appropriate types of venues and resources. 
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Information needed for an event: the date, the time, the 
purpose, the budget, the availability, cost and size of the 
venue, the resources needed, the number of delegates, the 
special requirements such as disabled access, hearing loops, 
dietary requirements, etc. 
 
Information needed before a business event: the need for any 
publicity material, supporting documents or files, relevant 
meeting papers and travel instructions, the details of the 
venue, the number and type of delegates and any special 
requirements, details of the resources required. 
 
Information needed during a business event: available 
resources, making delegates aware of the location of event 
rooms and facilities, recording attendance and cancellations, 
taking accurate notes, ensuring that there is health, safety and 
security support.  
 
Information needed after a business event: evaluation 
questionnaires, a record of the meeting/event, any materials 
to be circulated within agreed timescales. 
 

For criterion 3, learners could to give an overview of the 
sources and types of information needed to organise an 
event. 
 
 
 
For criterion 4, learners could describe the types of 
information needed by individuals before an event, during an 
event and after an event. 
 

7. Understand how 
to manage diary 
systems 
 

Purpose of a diary system: to plan and co-ordinate activities 
and resources, to prioritise requests. 
 
 
Different types of diary system: paper based, electronic and 
intranet. 
 
Advantages and disadvantages of diary systems: individual 
diaries enable individual planning, but may not be shared, 
team/departmental diaries/calendars allow full disclosure, but 
may only minimal information due to its open access. 
 
Information to maintain a diary system: the date and time of 
an individual’s events, the date, time, venue and people 
involved in meetings, any changes to those events or 
meetings, any security or confidentiality issues. 

For criterion 1, learners could explain the importance of 
diary systems, explaining different  purposes for planning 
and coordinating work activities. 
 
For criterion 2, learners could compare types of diary 
systems, including paper based and electronic. 
 
 
 
 
 
 
For criterion 3, learners could describe the importance of the 
relevant information needed to maintain a diary system, 
describing the types of information required. 
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BAP 35 Principles of project management 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Know the 
difference between 
routine work and 
taking part in a 
project 
 

Features of a project: one-off undertaking, managed through a 

project team with project team leader, team members selected 

in accordance with requirements of project, pre-determined 
start and end dates, work completed within specified 

constraints. 
 
Features of routine work: repeating and on-going, carried out in 
accordance with laid down procedures, part of established job 

roles, managed through line management structure. 
 

For criterion 1, learners could describe the differences 
between working on a project and routine work. They could 
use examples of routine work and examples of project work 
to illustrate their description. 
 

2. Understand how 
to prepare for and 
plan a project 
 

Importance of agreeing purpose, aims and objectives: to make 
sure project is planned to meet requirements, to ensure that 
stakeholders’ needs are taken into consideration, to set 
appropriate and clear priorities, to identify possible risks of 
project not meeting the agreed requirements at an early stage, 
to decide on the feasibility of project.  
 
Importance of agreeing scope: to enable realistic decisions to 
be made about budgeting and resourcing, to check that 
budget and resources are adequate to meet the purpose, 
aims and objectives of the project, to ensure that the project 
has agreed parameters, to enable project deliverables to be 
on-time and on-cost. 
 
Importance of agreeing timescales: to meet the stakeholder’s 
requirements, to enable accurate resource planning, to enable 
project progress to be monitored against agreed milestones, 
to enable the production of a critical path analysis, ensure that 
the timeline for project priorities and deliverables are clearly 
defined. 
 
Importance of agreeing budget: to check that it is possible to 
meet objectives within budget, to enable project planning to 
take place. 

For criterion 1, learners could explain why it is important to 
agree to each of the conditions within a project, i.e. purpose, 
aims, objectives, scope, timescale, resource requirements 
and budget. Learners could give one reason for each 
condition and relate these to a real or simulated project. 
Learner responses could take the form of explaining what 
might happen if they had any issue with each condition 
during the implementation of the project. 
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Importance of agreeing resources:  to ensure that there are 
sufficient human resources, physical resources and financial 
resources to enable the project deliverables, to ensure that 
communications requirements can be met, to plan for 
contingencies.  
 
Project issues and risks: activities go beyond the agreed 
scope of project, project stages take longer than estimated, 
members of project team and/or equipment is not available as 
planned, stationery or other resources not available as 
planned, members of project team make mistakes or 
under perform, budget not available when needed, unforeseen 
activities prevent objectives being achieved. 
 
Identifying and planning for project issues and risks: 
identifying and assessing each risk in terms of likelihood and 
consequences, identifying warning signs or triggers for each 
risk, planning for  preventative actions and contingencies, 
planning for highly rated risks and monitoring each risk 
Identified. 
 

 
 
 
 
 
 
For criterion 2, learners could describe how they would 
identify at different types of risk together with appropriate 
plans for monitoring and preventing each risk from 
becoming a real issue. They could also explain contingency 
plans for serious risks. Learner responses could be based 
on a real or simulated project. 
 

3. Understand how 
to monitor a project 
 

Monitoring a project: progress reports from team members on 
pre-determined dates, project team meetings, comparison of 
delivery with milestones, collection of data, use of Gantt 
charts, project management software and critical path 
analysis.  
 
Purposes of reporting progress on project: to ensure that the 
project is on track to achieve objectives, to take preventative 
actions if the project is not on track, to inform planning for 
future related projects, to enable scope, objectives or 
resources to be adjusted to meet changing priorities. 
 
Purpose of meeting agreed targets within a project: to enable 
deliverables at the earliest stage possible, to confirm that plan 
is likely to work, to gain access to project resources for 
subsequent stages of project, to highlight shortcomings and 
identify remedial actions needed if targets are not met. 

For criterion 1, learners could identify a range of methods 
they would use to monitor the implementation of a project. 
 
 
 
 
For criterion 2, learners could explain the main reasons for 
reporting on the progress of a project. 
  
 
 
 
For criterion 3, learners could explain the main reason for 
meeting agreed targets within a project. 
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Learning Outcome Suggested Content Suggested Evidence 

4. Understand the 
purpose of 
evaluating a project 
and ways of doing 
so 
 

Purpose of evaluating a project: to learn from successes or 
shortcomings, to develop, to develop improved organisational 
project management systems, to contribute to building good 
working relationships, to identify a possible need for further 
project work in the same or related area. 
 
Ways of evaluating a project: collect information on 
achievements and compare with objectives, hold an meeting 
to review achievements, discuss what went well and what 
could have been done better, obtain feedback from 
stakeholders, review reasons why plans and actions might 
have differed. 
 
Features of an evaluation report: to review the achievements 
of the project, to compare plans with actual outcomes, to 
analyse data on quality of deliverables against agreed quality 
standards, to produce final accounts and an explanation of 
any variances, to identify practices that worked well and those 
that did not work well. 
 

For criterion 1, learners could explain the main reasons for 
evaluating a project. 
 
 
 
 
For criterion 2, learners could identify a range of activities 
they would undertake when evaluating a project. 
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BAP 36 Principles of budgets in a business environment 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Understand the 
purpose of budgets 
in a business 
environment 
 

Types of budget: master budget - overall financial planning 
mechanism for an organisation, sales budget - forecasts the 
amount of expected sales and units of production in the 
budget period, production budget - based on the sales budget 
to calculate what needs to be manufactured and when to do it, 
materials budget - covers direct material costs to help 
calculate overall direct costs, staffing budget - developed from 
the production budget to identify possible adjustment to 
staffing needs, overhead budget - schedules all costs of 
production except direct materials and 
labour, capital budget - planning device for new investments 
or fixed assets. 
 
Purposes of budgets: to control income and expenditure, to 
ensure planned spending is affordable and in line with the 
organisation’s strategy, to forecast the income expected to be 
made from sales, to motivate staff to achieve agreed and set 
performance targets, to allow day-to-day management and 
control, to enable the organisation to identify variances at an 
early stage. 
 
Implications if budgets are not set: inability to compare actual 
results with budgeted results, unable to take corrective action, 
inefficiency if staffing requirements are not budgeted. 
 
 
 
 
 
 
 
 
 
 
 

For criterion 1, learners could explain the main purpose for 
managing financial resources to meet business 
requirements. Learners could explain the purposes of 
budgets by providing examples or giving explanations of 
what might happen if budgets were not set. 
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Learning Outcome Suggested Content Suggested Evidence 

2. Understand how 
to develop budgets 
 

Budget formats: spread sheet or accounting software in 
tabular form with subheadings, such as salaries, staff training, 
office equipment, consumables, travel, services, vehicle 
maintenance and time period headings. 
 
Purpose of agreeing format: to enable budgets to be easily 
understood, to ensure there is a degree of commonality 
across the business, to enable comparisons to be made 
across the organisation when agreeing budgets, to enable 
easy monitoring of actual financial performance against 
planned income and expenditure. 
 
Purpose of using estimations when developing budgets: to 
enable budgets to be produced using best available data, to 
fulfil the purposes of budgets.  
 
Ways of developing estimations: incremental budgeting - 
based on the last period’s budgets increased by small 
amounts,  priority incremental budgeting - based on previous 
budgetary period’s budget with agreed prioritising according to 
organisational objectives, zero-based budgeting - where all or 
part of the budget is fully justified for each budgetary period. 
 
Use of data in estimating for budgets: internal sources of data 
- sales trends, budget for previous budgetary period, business 
plans and review of variations from previous or similar 
budgets, external sources of data - inflation statistics, forecast 
price changes, labour market data and commodity forecasts.  
 
Timescales: short-term budgets covering a month, quarter or 
year , the immediate future period of 12 months where the 
consequences of actions can be predicted with a reasonable 
degree of certainty as they are based on past business 
decisions, a 3-5-year period over which future forecasts can 
be made with reasonable confidence,  5+ years in the future 
as it is concerned with the long-term aspirations of the 
organisation. 

For criterion 1, learners could explain the reasons why the 
format of the budget should be agreed. Explanations could 
go beyond a listing of reasons and show that learners can 
envisage the disadvantages of not having agreed formats 
within the chosen context. 
 
 
 
 
 
 
 
For criterion 2, learners could explain what estimating is and 
how it is done to produce a specified budget. Their 
explanation could be based upon a method for developing a 
budget, assumptions that might be made in developing a 
budget and a range of data sources. 
 
 
 
 
 
 
For criterion 3, learners could explain the purpose of the 
timescale used for their budget, give a  reason why priorities 
are important within the context of the budgetary exercise 
and put this into the context of achieving organisational 
objectives. 
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Negotiated budgeting: where managers are given general 
parameters, such as increases in salary costs, then prepare a 
draft budget which is adjusted by senior management to 
ensure that it fits with other parts of the organisation.  
 
Purpose of identifying priorities: to help the strategic planning 
process to help manage change more effectively, to be used 
as a planning and monitoring tool, to be challenging but 
achievable. 
 
Purpose of identifying financial resources needed: to enable 
accurate estimate of required budget to be made to achieve 
organisational objectives, to enable planned procurement of 
resources, to justify budgetary requirements when negotiating 
budget for department, function or project. 
 
Purpose of agreeing budget: to enable managers to fully 
understand budgetary constraints and organisational plans, to 
enable all managers to feel ownership of resourcing decisions, 
to enable managers to explain budgetary decisions to staff, to 
encourage motivation and positive working relationships. 
 

For criterion 4, learners could describe the main purpose for 
negotiating and agreeing budgets within the context of their 
budgetary exercise. 
 

3. Understand how 
to manage budgets 
 

Income: sales revenue, grant or public sector funding. 
 
Expenditure: staffing costs, premises costs, spend on 
machines and equipment, material costs on consumables, 
spend on transport, other fixed and variable costs. 
 
Purpose of monitoring budgets: to measure actual 
performance, to compare actual performance with budgeted 
performance, to analyse any variances, such as changes in 
policy, changes in timing of purchases,  changes in raw 
materials costs and unforeseen events such as operating 
problems and consistent overspending. 
 
 
 
 

For criterion 1, learners could explain what monitoring, 
controlling and recording income and expenditure involves 
then explain why each process is necessary giving the main 
reason for each of monitoring, controlling and recording. 
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Purpose of monitoring and controlling income and 
expenditure: to monitor results, to identify sources of wastage, 
to enable changes to be made to income and expenditure to 
conform to the agreed budget, to enable causes behind 
variances to be investigated and calculated, to evaluate the 
significance of the variance, to take corrective action, to 
ensure that the organisation avoids unplanned over-
expenditure, to aid decision making. 
 
Purpose of recording income and expenditure: to enable 
monitoring and controlling of income, to enable organisation to 
reallocate budgets where necessary, to meet revised priorities 
or exploit opportunities, to enable auditing to take place, to 
provide openness and accountability over financial matters, to 
maintain organisation’s reputation for sound financial 
management. 
 
Situations in which revisions to the budget of plans may be 
needed: unforeseen external changes, such as increase or 
decrease in sales or other income, changes to pension and 
National Insurance contributions, increase or decrease in 
costs, changes in legislation affecting costs, increase in 
interest rates charged for borrowing, reduced availability of 
loans or overdrafts and changes to sales or costs in another 
area of the organisation’s work, unforeseen internal changes, 
such as changes to priorities or business plans, changes to 
ownership or governance of organisation leading to revised 
priorities, original budgets based on poor estimates, 
inadvertent over-expenditure of budget, poor monitoring and 
control of budgets and changes to staffing structures. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
For criterion 2, learners could describe a range of situations 
in which revisions to their budget and accompanying plans 
would need to be revised. 
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BAP 37 Principles of contributing to innovation and change 
 

Learning Outcome Suggested Content Suggested Evidence 

1. Understand the 
purpose of 
innovation in a 
business 
environment 
 

Purpose of innovation in a business environment: to increase 
productivity, efficiency and changes in work practices, to 
encourage continuous improvement. 
 

For criterion 1, learners could explain the main purposes of 
innovation in a business environment. 
 

2. Understand the 
purpose of 
innovation in a 
business 
environment 
 

Purpose of reviewing existing ways of working: to improve 
efficiency and effectiveness by setting SMART aims and 
objectives, to provide outcome measures, to identify possible 
methods for modification, to encouraging participation and 
communicate findings to drive continuous improvement. 
 
Positive ways of reviewing existing ways of working: 
questioning, observing, monitoring productivity and morale, 
evaluating the impact of any change to a positive outcome. 
 
Benefits of working with others: involving of teams and 
individuals in the process of change, being kept “in-the-loop” 
by attending meetings, by being given the opportunity to ask 
questions and suggest ideas. 
 
Behaviours and attitudes which support innovation: having a 
positive attitude, being creative, having a vision and capacity 
to inspire, having the drive to succeed and grow, being 
motivated and dedicated, being flexible and adaptable. 
 

For criterion 1, learners could explain the main purposes of 
reviewing existing ways of working using their own or a 
simulated organisation to put the explanation into context. 
 
 
 
 
 
 
 
For criterion 2, learners could explain a range of benefits of 
working with others when contributing to innovation. 
 
 
 
For criterion 3, learners could identify the main behaviours 
and attitudes which support innovation. 
 

3. Understand the 
reasons for and 
implications of 
change in a business 
environment 
 

Reasons for change: political issues, economic downturn or 
upturn , social and cultural issues, technological advances, 
major new developments, new legislation, environmental 
concerns, changes specific to the organisation or sector, 
result of change in the external business environment. 
 
Implications of change for an organisation: organisational 
objectives might need to be reviewed, possible development 
of new policies and procedures, possible changes to staffing 

For criterion 1, could explain the main reasons for change 
using their own or a simulated organisation to put the 
explanation into context. 
 
 
 
For criterion 2, learners could describe an implication of 
change for an organisation, a team and an individual using 
their own or a simulated organisation to put the explanation 
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levels and resource requirements. 
Implications of change for teams and individuals: different job 
roles and responsibilities, possible redundancies, new ways of 
working, further training and development of skills and 
knowledge, new policies and procedures. 
 

into context. 
 

4. Understand the 
process of change in 
a business 
environment 
 

Purpose of planning change: to create a climate for change, to 
develop a time-bound action plan, to agree roles of those 
involved, to ensure resource availability, to ensure clear 
communication channels. 
 
Purpose of effective communication: to pass on accurate and 
timely information to other people in the most appropriate 
format, to ensure that people clearly know what is happening 
and what is going to change. 
 
Types of problems: unclear team aims, poor communication, 
unachieved expectations, work not being shared equally, 
disagreements between individuals, conflicts of interest, work 
errors, unrealistic deadlines, loss of motivation. 
 
Ways of dealing with problems: ensure clear communication, 
use listening skills, encourage joint problem solving, consult 
all team members, promote negotiation. 
 
Purpose of reviewing and evaluating change: to set 
benchmarks, to set performance measures for speed of 
throughput, error rate, efficiency and customer satisfaction, to 
measure the efficiency of information and reporting systems, 
to develop new administrative methods.  
 

For criterion 1, learners explain two purposes of planning 
change using their own or a simulated organisation to put 
the explanation into context. 
 
 
For criterion 2, learners could explain the main purposes of 
effective communication. 
 
 
 
For criterion 3, learners could describe different types of 
problem that occur when making changes and ways of 
dealing with them. 
 
 
 
 
 
 
For criterion 4, learners could provide an explanation of the 
purpose of reviewing and evaluating change using their own 
or a simulated organisation to put the explanation into 
context. 
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