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Introduction
This handbook is for Queen Mary employees interested or participating in the Administrator and Management Development programmes offered by the CAPD (Centre for Academic and Professional Development).  It explains the range of courses on offer and how these can be used to attain formal qualifications accredited by the ILM (Institute for Leadership and Management). 
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Overview

In response to growing demand, the Centre for Academic and Professional Development (CAPD) has put together a comprehensive schedule of workshops for 2014, aimed at line managers and administrators across the university.

This programme’s overriding intention is to help build our capability for effective administration, leadership and management with courses carefully selected to meet the strongest needs emerging from recent appraisal discussions and Investors in People reviews.
In addition, the programme is intended to support individual development and progression, and with this in mind learning content has been linked to Institute of Leadership and Management (ILM) standards, giving all participants the opportunity to gain a recognised qualification.

This handbook outlines what the programme has to offer, and explains the routes to achieving accreditation.   

Further guidance on the programme and qualification requirements is available from CAPD Advisers, and for those considering an accredited route, it would be highly recommended to arrange a meeting with an adviser to help with your planning.

Which route is best for you?

This page will help you decide which sections of the handbook to concentrate on.  
[image: image9.jpg]



[image: image2.png]Currently in or aspiring See pages 3,8 and 9 for
to an autonomous role | details of the Level 3
with some supervisory qualification

Which of the following responsibility requirements
best describes your —
role?





[image: image3.png]Less than 40 hours over the j You would probably be best

- course of one year advised to aim for an Award
How much time can you

realistically devote to study
and assessment (on top of
your attendance at
workshops)?





Programme content
Workshops on the following topics have been scheduled for 2014.  If you are not looking to gain a qualification, you can simply book a place on any course you are interested in. All the ILM courses are available for participants to book themselves on from our course bookings site. To book a place:

· Visit our course booking website here: www.esdcourses.org.uk, 

· Log in ( or register to create an account if you haven’t done so previously) 

· Enter PD109 in the course code field 

· Click search

· Click on the course title on the date you want to attend

· You will then be able to book a place on the course using the booking link on the page (at the bottom).
Personal effectiveness

· Solving problems and making decisions

· Planning change

· Professional presentations

· Writing for business

· Managing yourself

Interpersonal 

· Conflict management

· Relationships in the workplace

· Managing stress and conflict

· Partnership working

· Workplace communication

· Leading meetings

Leadership and management

· Leading and motivating a team

· Becoming an effective leader

· Performance management

Business and strategy

· Understanding organisations and their context

· Business improvement

· Making a financial case

· Organisational culture and ethics

· Customer relations

· Knowledge and information management.
ILM Level 3 in Management and Leadership
ILM Level 3 qualifications are aimed at people who have or who aspire to have autonomy in their role, and some responsibility for supervising or managing others.  This level is usually equated to a supervisory management role, and is also appropriate for administrators. 

During 2014 CAPD will be offering the following Level 3 Units from the ILM syllabus:

	Unit 219
	Managing Yourself 

	Unit 300
	Solving Problems and Making Decisions

	Unit 302
	Planning Change in the Workplace

	Unit 304
	Writing for Business

	Unit 312
	Understanding Conflict Management in the Workplace

	Unit 322
	Understand the Organisation and its Context

	Unit 323
	Understanding Performance Management

	Unit 326
	Understanding the Communication Process in the Workplace

	Unit 328
	Understanding how to Lead Effective Meetings

	Unit 334
	Understanding and Developing Relationships in the Workplace

	Unit 341
	Leading and Motivating a Team Effectively


Our 2014 calendar includes at least one workshop for each of these topics.  To decide which ones are right for you, you should consider:

· Which will best meet your learning needs

· How many units you need to complete to attain the type of qualification you are interested in, Award or Certificate - see pages x-xx for more guidance on this.

ILM Level 5 in Management and Leadership

ILM Level 5 qualifications are aimed at people who have or who aspire to have responsibility for people and budgets.  This level is usually equated to a middle or unit management role, and is also appropriate for experienced or senior administrators. 

During 2014 CAPD will be offering the following Level 5 Units from the ILM syllabus:

	Unit 501
	Managing Improvement

	Unit 502
	Making a Financial Case

	Unit 506
	Managing Stress and Conflict in the Organisation

	Unit 508
	Understanding Organisational Culture and Ethics

	Unit 509
	Managing Customer Relations

	Unit 518
	Making Professional Presentations

	Unit 522
	Becoming an Effective Leader

	Unit 527
	Partnership Working

	Unit 529
	Knowledge and Information Management


Our 2014 calendar includes at least one workshop for each of these topics.  To decide which ones are right for you, you should consider:

· Which will best meet your learning needs

· How many units you need to complete to attain the type of qualification you are interested in, Award or Certificate - see pages 8 and 9 for more guidance on this.

Understanding ILM Qualification Requirements
The ILM is the UK’s largest management body, with 35,000 members and extensive range of qualifications in leadership, management and related disciplines.  
The table below gives a snapshot of the ILM’s Leadership and Management curriculum.

	
	Generic role description
	Award
	Certificate
	Diploma

	Level 3
	Supervisor
	Minimum of 4 credits 
	Minimum of 13 credits
	Minimum of 37 credits

	Level 5
	Middle manager
	Minimum of 6 credits 
	Minimum of 13 credits
	Minimum of 37 credits

	Level 7
	Senior manager
	Minimum of 12 credits 
	Minimum of 30 credits
	Minimum of 60 credits


At present, the CAPD programme covers the shaded areas only, as there is limited evidence as yet of sufficient demand for higher level and more extensive qualifications.  However it is useful to understand the progression in contemporary management accreditation…

· …in terms of level, and…
· …in terms of the scale of the work required.

In deciding between an Award or Certificate it is important to be clear about the extent of the work you will be required to do.   The exact requirements will depend on which Units you choose, but the following rough guide should help.
	
	Workshops
	Self-study
	Assessment

	Level 3

Award
	Attendance at a minimum of two workshops…
	…plus around ten hours self-study 
	..plus two written assignments

	Level 3 Certificate
	Attendance at a minimum of seven workshops
	…plus around twenty five hours self-study 
	,..plus a minimum of three extended assignments

	Level 5 

Award
	Attendance at a minimum of two workshops…
	…plus around twelve hours self-study 
	..plus two written assignments

	Level 5

Certificate
	Attendance at a minimum of seven workshops
	…plus around twenty five hours self-study 
	,..plus a minimum of four extended assignments


The tables on the following page below show the credit values and guided learning hours for each of the Units selected for the CAPD programme and can be used to select the Units you would like to make up your preferred qualification route.
	Level 3


	Credit value
	Guided learning hours

	Unit 219
	Managing Yourself 
	1
	4

	Unit 300
	Solving Problems and Making Decisions
	2
	9

	Unit 302
	Planning Change in the Workplace
	2
	9

	Unit 304
	Writing for Business
	1
	4

	Unit 312
	Understanding Conflict Management in the Workplace
	1
	4

	Unit 322
	Understand the Organisation and its Context
	2
	7

	Unit 323
	Understanding Performance Management
	2
	7

	Unit 326
	Understanding the Communication Process in the Workplace
	2
	7

	Unit 328
	Understanding how to Lead Effective Meetings
	2
	4

	Unit 334
	Understanding and Developing Relationships in the Workplace
	2
	8

	Unit 341
	Leading and Motivating a Team Effectively
	2
	7


To achieve an Award at Level 3, you need to take a minimum of two units and achieve at least four credits.

For a Certificate the requirement is at least 13 credits.
	Level 5


	Credit value
	Guided learning hours

	Unit 501
	Managing Improvement
	3
	8

	Unit 502
	Making a Financial Case
	3
	14

	Unit 506
	Managing Stress and Conflict in the Organisation
	3
	8

	Unit 508
	Understanding Organisational Culture and Ethics
	3
	12

	Unit 509
	Managing Customer Relations
	3
	10

	Unit 518
	Making Professional Presentations
	2
	9

	Unit 522
	Becoming an Effective Leader
	5
	9

	Unit 527
	Partnership Working
	4
	10

	Unit 529
	Knowledge and Information Management
	5
	14


To achieve an Award at Level 5, you need to take a minimum of two units and achieve at least six credits.

For a Certificate the requirement is at least 13 credits.
Assessment

Achievement of ILM qualifications is dependent on completing the required number of learning hours, and on demonstrating understanding in line with the assessment criteria for relevant Units.

If you are looking to achieve an Award or Certificate, you can meet the assessment requirements by providing a written management report for each Unit you are undertaking.

	A management report must:

· Demonstrate your understanding of key theoretical concepts and good practice related to the Unit

· Cover all learning outcomes and assessment criteria in the Unit specification

· Be presented effectively, with:

· A cover sheet, including your name, the Unit title and date of submission

· A contents page

· Clear headings and page numbering

· Compliance with Harvard referencing conventions.



See Appendix 1 for more guidance on management reports.

Submitting assignments
Assignments should be submitted via QMplus within six weeks of attending the relevant workshop(s).
Written assignments should be submitted electronically in Word format.   Other forms of assessment (such as presentations) will be arranged with you by a CAPD adviser.

You will receive written feedback within four weeks of your submission which will include:
· Written commentary on how far your work meets ILM requirements

· A pass or referral grading.

If your assignment is referred, you will receive feedback on the areas you need to address to bring it up to the standard required to pass, and will be asked to re-submit the assignment within four weeks.

Appeals 

If you wish to make an appeal against an assessment decision you can follow the following procedure. 

1. Contact the assessor (whose details will be provided on your feedback sheet) to discuss the result informally within 10 working days of receiving feedback.
2. If you still disagree with the result you must put your complaint in writing to the Internal Verifier for the programme within 5 working days of your discussion with the assessor. 

3. The Internal Verifier will then meet with you and the assessor and review the assessment, reporting back their decision within 10 working days. 

4. If the matter is still not resolved you can lodge an appeal with the Head of Professional Development for CAPD.  An independent panel will then be established and report to you within a further 10 working days. 

Authenticity

The ILM places great importance on assuring that candidate’s work is authentically their own, and does not include plagiarism.  Plagiarism can include: 

· Including extracts from another person’s work without using quotation marks and/or an acknowledgement of the source 
· Summarising the work of another or using their ideas without an acknowledgement of the source 
· Copying or using the work of another learner (past or present) with or without that person’s knowledge or agreement 
· Purchasing essays or downloading them from the internet to submit them as your own work.
A cover sheet must therefore be included with each of your assignments (see Appendix 2) confirming that they are your own work.
Self-study
There will be an element of self-study required for all the qualification routes, to top up your guided learning hours beyond workshop attendance.

Comprehensive learning materials will be supplied for each Unit - including summary handouts during workshops, and fuller notes in electronic form available on QMplus.  These will include summaries of current thinking; tools, techniques and templates for use in the workplace; case studies; and recommendations for further reading and research (both on the web and in text books and periodicals).

You may also wish to do your own independent research (indeed, this is encouraged at Level 5) and for this you will be able to take advantage of ILM Study Membership. 

Your ILM registration gives you access to free 6 month ILM membership, with access their Learning zone, online resources and ILM’s quarterly magazine. 

You may find it particularly useful to research and refer to the opinions of some key management thinkers during your work on the Diploma Programme.  A digest of some of the more influential of these is supplied below.
	Key management thinkers

	John Adair - Action-Centred Leadership

Igor Ansoff - Father of Corporate Strategy

Chris Argyris - The Manager's Academic

R Meredith Belbin - Team Building

Warren Bennis - Leadership Guru

Robert R Blake & Jane S Mouton - The Managerial Grid

Kenneth Blanchard - The One-Minute Manager

Stephen R. Covey - The Seven Habits of Highly Effective People

Philip Crosby - Zero Defects

W Edwards Deming - Total Quality Management

Peter Drucker - The Father of Post-war Management

Sumantra Ghoshal - Professor of the Spring Strategy

Frank & Lillian Gilbreth - Motion Study Pioneers

Daniel Goleman- Emotional Intelligence

Gary Hamel - The Search for a New Strategic Platform

Charles Handy - Understanding the Changing Organisation

Frederick Herzberg - The Hygiene-Motivation Theory

Geert Hofstede - Cultural Diversity

Joseph M Juran - Quality Management

Rosabeth Moss Kanter - Pioneer of Empowerment and Change Management
	Robert Kaplan & David Norton - The Balanced Scorecard

Theodore Levitt - Marketing

Kurt Lewin - Change Management, Group Dynamics

Douglas McGregor - Theory X and Theory Y

Abraham Maslow - The Hierarchy of Needs

Konasuke Matsushita - Growth through Adversity

Elton Mayo - The Hawthorne Experiments

Henry Mintzberg - A Great Generalist

Ikujiro Nonaka - Knowledge Creation

Taiichi Ohno - Toyota Production System

Robert Owen - Pioneer of Personnel Management

Richard Tanner Pascale - Change, Agility and Complexity

Michael Porter - What is Strategy?

C K Prahalad - A New View of Strategy

Reg Revans - Action Learning

Edgar Schein - Careers, Culture and Organisational Learning

Peter Senge - The Learning Organisation

Alfred Sloan - President of General Motors

Alvin Toffler - The Futurologist's Futurologist

Victor H Vroom - Motivation and Leadership Decision Making

Max Weber - The Conceptualisation of Bureaucracy



Roles and responsibilities

This section identifies the key people involved in the organisation, delivery and quality assurance of the programme and summarises their roles.
Programme tutors (see details on following page)
· Delivery of the  workshops

· Guidance on ILM requirements and assignment work

CAPD Advisers 

· Induction and registration of ILM candidates
· Guidance on ILM requirements and options

· Recording attendance and achievement

· Assessment of assignments

· Claiming certification from ILM on successful completion
The CAPD Advisers supporting this programme will be:

	Name
	Contact details

	Cheryl Measures
	c.l.measures@qmul.ac.uk,  ext: 3998

	Joanne-Marie Fowler
	j.fowler@qmul.ac.uk, ext: 2807

	
	


Internal verifier (CAPD)
· Monitoring and quality control of programme, delivery and assessment to ensure compliance with ILM standards

· Liaison with ILM External Verifier.  

External verifier (ILM)
· Quality control of all systems and processes to ensure that the programme meets national standards

Programme tutors
The programme tutors will be responsible for delivery of workshops, facilitation of learning, assessment and feedback on assignment and project work, and for providing support as required between events.  Here are brief details of the tutorial team.
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	Alexandra Taskin

Alex is a highly experienced management trainer, coach and assessor with over eighteen years’ experience.  Her particular expertise is in raising the performance of organisations through their people, specialising in leadership, performance management and culture change.   Among her clients are BUPA, M&S and the Royal Household.

	Anthony Graham

Anthony is a vibrant and energetic facilitator with over twenty years of training experience.  He has worked extensively in Europe and the United States, with clients ranging from Disney to Vodafone.  His professional passion is for innovation and creative problem-solving.
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	Annette Stephens

A highly engaging trainer and facilitator, Annette has over 15 years’ experience in the construction, hospitality and heritage sectors. Specialising in employment law and the management of people and performance, her current clients include Colorcon, Kent Community Healthcare Trust and the National Offender Management Service.



	Carl Taylor

A qualified Microbiologist and Psychologist, Carl’s early career was with Shell International.  Since becoming a trainer and consultant he has built an extensive client list that includes Hays PLC, The Pearson Group, Reuters, South East Trains, Virgin Atlantic and Viridian Biotechnology.  Carl is an all-rounder - as comfortable with the technical discipline of financial management, as with the art of culture and relationship management.


	[image: image1.png]You can attend any of the
courses on offer with no
obligation to undertake

assessments. (See page 5

for the course list)

Are you interested in g:
a qualification?






	
[image: image7]

	Darren O’Conor

With a professional background in the design of learning programmes and materials, Darren has been responsible over the past 15 years for the creation of more than 150 separate learning programmes and delivering disciplines as diverse as leadership, performance management, customer service, bullying and harassment, internal consultancy and entrepreneurship.  His current clients include the Charities Aid Foundation, Kent County Council and the Saudi Arabian Ministry of the Interior.




Appendix 1

Guideline for management reports

The text of your assignment should demonstrate the following: 

· Knowledge and understanding of the subject matter in each unit

· Examples from your own workplace to demonstrate an argument or theory
· Other research or texts where appropriate (ensure these are referenced/acknowledged) 

Presentation 
Your assignment is expected to follow the standard presentation of academic papers and include: 

· A title page that clearly shows: 
· Your name
· Title of your report 
· Due date and the approximate number of words 
· Text that: 

· Is typed 

· Is at least 10 point font 

· Is single spaced 

· Has 3-4cm margins to allow room for the markers comments 

· Is on numbered and named pages 

Word Count 
Each assignment has an allocated word count, for example: 1500 – 2500 words. This is to be used as a guide and ideally you should keep within 10% of this. Assignments submitted with excessive word counts may be returned before marking by the assessor. 
Headings and Subheadings 
Headings and subheadings are very useful to both the reader and the writer in structuring your assignment, as they help the writer keep the assignment organised and give the reader a basic idea of the structure of the work before actually reading the text. You may find it useful to use the assignment task criteria as a guide.

Diagrams and Pictures 
Diagrams can be very effective ways of succinctly conveying complex information, and there is value in developing your skill in presenting information visually, so they may be a useful adjunct to the text. However, there is no need to reproduce diagrams of, say, Maslow’s hierarchy of needs or Kolb’s learning cycle, which are already likely to be familiar to the marker. Diagrams may be self-explanatory to you, but they may need a commentary for a reader coming upon them for the first time. Generally speaking, other illustrations such as photographs should be placed in appendices. 

Appendices (supporting information, charts, diagrams) 
You may find it necessary to add documents that you have cited within the assignment as appendices. If you do add appendices, please ensure you have referred to them in the main body of the text to ensure they are marked as part of your submission. These documents do not count as part of your total word count. If you have cited a particular point of a document, for example, the Strategic Plan, do not copy the entire plan into your appendices but take an excerpt of it as an example. 

Referencing 
You will be expected to provide references for sources cited in your assignments. 
The following ILM guidelines will be helpful for you: 

· If you use someone else’s exact words in your work, they must be in quotation marks. Use quotations sparingly and only when you feel the author has expressed something so well and so concisely that the words cannot be improved. 
· When you have used a quote, you must provide the name of the author, the date of their work that you have referred to and the page number where you got the quotation from immediately after the quotation (e.g. Hill, 2004, p. 42) and also provide full details of the reference in the bibliography.
·  You must provide a bibliography - a list of books, articles and any other sources you have quoted - at the end of your assignments.
·  The Harvard system for referencing sources is well-established and you can find guidance on how to use it on the internet. When making a reference to a book the Harvard format is: 

Hill, P. (2004) Concepts of coaching: a guide for managers. ILM, London. 

and for a reference to an article the Harvard format is: 
Grant, A.M. (2010) It takes time: a ‘stages of change’ perspective on the adoption of workplace coaching skills. Journal of Change Management, 10(1), pp. 61-77 

Appendix 2 - Assignment cover sheet

To be provided
Appendix 3 – Unit Specifications
Level 3 Specifications

	Title:
	Managing yourself 

	Level:
	2

	Credit value:
	1

	Unit guided learning hours
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Know how to use effective personal time management to achieve team goals

56
	1.1

1.2

1.3

1.4


	Explain the importance of effective time management

12

Identify your strengths and weaknesses in time management  

12

Set and prioritise personal SMART objectives to achieve team goals

20

Describe a simple time management technique for achieving objectives

12

	2 Know how to manage own stress

44
	2.1

2.2

2.3

2.4


	Identify causes of stress and state their impact on the workplace

12

List symptoms of stress in the workplace

8

Describe a simple stress management technique that could help to reduce stress or its effects

16

Identify sources of support available in the workplace or elsewhere for stress management

8

	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop an understanding of managing yourself required by a practising or potential team or cell leader.

	Unit review date
	n/a

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 NOS: A1

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	M2.20 Managing yourself

	Location of the unit within the subject/sector classification system
	15.3 Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	Private

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Setting SMART objectives and using them to prioritise own actions

· Simple time management techniques

· Awareness of own skills and abilities

· Personal objectives in relation to team objectives

· Developing flexibility, responding to changing circumstances at a daily level



	2
	· Causes and impacts of stress at work

· Symptoms of stress in self

· Implications of stress for workplace and non-work activities/relationships

· Simple stress management techniques

· Available sources of support

· Action planning and review techniques




	Title:
	Solving problems and making decisions 

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	9

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Know how to describe a problem, its nature, scope and impact
	1.1


	Describe a problem, its nature scope and impact



	2 Know how to gather and interpret information to solve a problem


	2.1

2.2


	Gather and interpret information to identify possible solutions to a problem

Prepare a summary of the options providing facts and evidence



	3 Know how to evaluate options to make a decision
	3.1


	Apply a simple decision making technique to evaluate options to arrive at the best solution



	4 Know how to plan, monitor and review the implementation and communication of decisions 


	4.1

4.2


	Plan the implementation and communication of the decision

Describe which monitoring and review techniques could be used to evaluate outcomes



	Additional information about the unit
	

	Unit purpose and aim(s)
	The learner will be able to solve problems and make decisions as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: D8, D10

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	M3.01 – Solving problems and making decisions

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Ways to recognise, define, investigate and analyse problems

· Objective setting in relation to problem

· Brainstorming, problem solving and creative thinking techniques



	2
	· Difference between data and information 

· How to calculate and use simple averages and basic summary statistics 

· How to prepare and use grouped data and tables

· Interpretation of charts and diagrams

· Methods of indexing, referencing and structuring qualitative information



	3
	· How to evaluate options

· The importance of adequate and relevant information for effective decision-making

· Identification of what information is relevant to specific decisions

· Decision making techniques



	4
	· The use of simple planning techniques- action plans, Gantt charts

· Effective presentation of a case – i.e. providing facts and evidence, not just opinion

· Monitoring and review techniques to evaluate outcomes of problem solving activities




	Title:
	Planning change in the workplace

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	9

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand the forces for change in an organisation


	1.1

	Identify the forces that may require own organisation to change by conducting a simple PESTLE or SWOT analysis


	2 Know how to identify and plan change in an organisation
	2.1

2.2

2.3

2.4

	Give an example of change required in the workplace reflecting the SWOT or PESTLE analysis

Identify relevant human and financial factors in the consideration of planning change within the context of the example given

Explain how to communicate with and involve people to facilitate effective change

Use a technique for planning change within the given context



	Additional information about the unit
	

	Unit purpose and aim(s)
	To be able to plan change in an organisation as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: C5, C6

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	M3.03 – Planning change in the workplace

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· PESTLE analysis

· Organisational SWOT analysis


	2
	· The principles of change management

· Methods of planning for change

· Use of Gantt charts, network planning as tools for planning change

· Identification of human and financial factors in the consideration of change

· The importance of communication and involving people to facilitate effective change



	Title:
	Writing for business 

	Level:
	3

	Credit value:
	1

	Unit guided learning hours
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Know how to write for business 

	1.1
1.2

1.3

1.4


	Produce a piece of business writing for a defined purpose

Produce a piece of business writing that satisfies an organisation’s business writing conventions

Use effective and appropriate tone, language and level of formality to meet specified standards when writing for a business purpose
Incorporate basic statistics and visual material in the content or in an appendix 



	Additional information about the unit
	

	Unit purpose and aim(s)
	The learner will be able to write for business as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: 

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	M3.05 – Writing for business

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· The value of the written word in avoiding errors and providing permanent records
· Image, structure, layout conventions including “house styles”
· The purpose and conventions of letters, memos, reports and e-mails in use within the organisation

· Planning for writing, including use of available information and the needs of the recipient 
· The importance of objectives and the reader

· Report structures – to meet standard and specific requirements (ILM and/or in-company formats)

· Incorporation of statistics and visual materials, and the use of appendices to enhance understanding 

· Effective and appropriate use of tone, language, level of formality in a range of cases

· Supervised practice or simulation to develop the ability to apply knowledge and skills




	Title:
	Understanding conflict management in the workplace 

	Level:
	3

	Credit value:
	1

	Unit guided learning hours
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand conflict management in the workplace
	1.1

1.2

1.3

1.4

1.5
	Identify causes of conflict at work

Describe the stages in the development of conflict

Explain the effects of conflict on individual and team performance at work

Explain any recognised technique a manager could use to minimise and resolve conflict in the workplace

Describe how a manager could promote a positive atmosphere in order to minimise the adverse effects of conflict



	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop knowledge and understanding of managing conflict and supporting individuals as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: D1

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	M3.14 – Managing conflict in the workplace

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Possible causes of internal conflict, e.g. personal versus business objectives/values

· Causes of interpersonal friction at work, including bullying and harassment

· The effects of conflict on performance and the individual at work

· Stages in the development of conflict 

· The manager’s responsibility in minimising and resolving conflict, and techniques to achieve this

· Ways to create harmony at work and engender a positive atmosphere



	Title:
	Understand the organisation and its context 

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	7

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand the organisation as an entity 
	1.1

1.2

1.3

1.4

1.5
	Describe the legal entity of a specified organisation and the implication of that legal entity on the structure and management of the organisation

Describe the operational functions within an organisation

Identify own role, span of control and reporting line in an organisation using an organisational chart to illustrate

Describe the roles and responsibilities of managers at different levels of an organisation

Explain the relevance to an organisation of its different stakeholders



	2 Understand the context within which the organisation operates


	2.1

2.2


	Identify the major external forces which impact upon an organisation

Prepare a PESTLE analysis of an organisation 

 

	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop knowledge and understanding of organisations and their context as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: 

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· The nature and purpose of organisations 

· An outline of basic business structures – sole trader, partnership, limited companies, public sector organisations, voluntary sector, etc

· Operational functions within the organisation, such as marketing, finance, production, etc

· Overview of the management task

· Formal and informal organisational relationships between departments and people

· Various types of organisation chart

· Management roles and responsibilities within the organisation

· The relevance of stakeholders and how to identify them


	2
	· PESTLE analysis

· Simple outline of the impact of economics and politics on the organisation

· Brief outline of the key economic issues – inflation, unemployment, trade cycles, exchange rates, economic growth, price mechanism, competition, economic indicators, “factors of production” affecting business location as relevant to own organisation

· A brief treatment of key global issues and the challenges they present to organisations 

· Other international organisations which have an influence on business as appropriate




	Title:
	Understanding performance management 

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	7

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand the value of assessing performance to meet organisational and individual needs


	1.1

1.2


	Describe the value of formal and informal performance assessment in the workplace

Explain the role of the first line manager in performance management



	2 Know how to manage performance of individuals in the team


	2.1

2.2

2.3

2.4


	Identify ways to ensure fair and objective formal assessment

Explain how to set SMART objectives for a team member

Explain how to set performance standards for a team member

Explain how to measure performance against agreed standards



	3 Understand the value of feedback in the workplace
	3.1

3.2


	Explain the importance of feedback to improve performance

Describe how to give effective feedback


	4 Know how to manage  underperformance in the workplace


	4.1

4.2

4.3


	Identify potential areas of underperformance in the workplace

Identify causes for failure to meet agreed performance levels

Describe actions to restore performance to acceptable levels



	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop knowledge and understanding and be able to manage performance in the workplace as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: D1, D6, D7, D8

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1


	· First line manager’s responsibility for managing team and individual performance and meeting objectives

· The purpose and value of formal and informal performance assessment at work (formal assessment includes performance review/appraisal)

· Ways to ensure fair and objective assessment (including objectives and on going monitoring)

· Preparations necessary for effective, valid and reliable assessments

· Roles and responsibilities of individuals in the performance assessment process

· Appropriate assessment records
· How to conduct formal appraisals


	2
	· The relevance of SMART objectives, and how to set them

· How to set performance standards

· How to measure performance against agreed standards

· A range of methods for measuring performance and how to select the ideal one

· Techniques for performance monitoring and evaluation 

· Range of performance improvement methods available to the manager



	3
	· The importance of feedback to improve performance

· Principles for giving effective feedback on performance



	4
	· Range of performance improvement methods available to the manager (Coaching, training, review of the job role etc) 

· Causes of poor performance (lack of skills, lack of knowledge, poor motivation, lack of incentives, lack of information etc)




	Title:
	Understanding the communication process in the workplace 

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	7

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand the nature and importance of the communication process in the workplace


	1.1

1.2
1.3

1.4

	Explain the importance of effective communication in the workplace

Describe the stages in the communication cycle
Identify possible barriers to communication in the workplace

Explain how to overcome a potential barrier to communication



	2 Understand the methods of communication

	2.1
2.2
2.3

2.4

2.5
	Describe the main methods of written and oral communication in the workplace and their uses

Identify the main advantages and disadvantages of written methods of communication

Identify the main advantages and disadvantages of oral communication

Explain how non-verbal communication can influence the effectiveness of oral communication

Explain the value of feedback in ensuring effective communication


	3 Be able to assess own effectiveness in communication


	3.1

3.2
	Assess own performance in a frequently used method of communication
Identify actions to improve own performance in communicating


	Additional information about the unit
	

	Unit purpose and aim(s)
	The learner will be able to develop knowledge and understanding of the communication process in the workplace as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: E11

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· The importance of effective communication at work and the effects of poor communication

· The stages in communication: sender -encoding – transmission – decoding - receiver

· Possible barriers to communication and methods to overcome them 

· Ways to ensure effective communication in the workplace



	2
	· Different types of communication including oral, written, visual, and electronic and their relative advantages and disadvantages

· Active listening skills

· Significance of non-verbal communication and body language

· Techniques of face-to-face and indirect communication, and when each is appropriate

· How to use feedback to check effectiveness of communication



	3
	· How to assess and develop own communication skills through feedback and reflection



	Title:
	Understand how to lead effective meetings

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	4

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand how to prepare and plan a meeting


	1.1

1.2

1.3

1.4


	Explain the purpose of a meeting

Explain the purpose and structure of an agenda

Explain how to select and invite the right people to attend the meeting

Describe how to prepare prior to a meeting

	2 Understand how to manage a meeting


	2.1

2.2

2.3

2.4
	Explain the roles and responsibilities of the chairperson, the secretary and individuals at a meeting

Explain basic meeting protocol and procedures

Explain positive and negative actions that can affect meetings

Explain the purposes of minutes and action plans

 

	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop knowledge and understanding of meetings as required by a practising or potential first line manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: D11

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)


	Equivalencies agreed for the unit (if required)
	M3.33 - Effective meetings for managers

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· The purpose, value and types of meeting 

· How to prepare an agenda for a meeting
· How to consult with others and prepare to contribute effectively to a meeting

· How to identify who are the appropriate people to attend a meeting
· How to organise a meeting (physical resources, documentation, agenda)



	2
	· How to make an effective contribution to discussion/decision making during a meeting

· Roles and responsibilities of the chairperson, the secretary and individuals at a meeting

· How to ensure all meeting delegates get the opportunity to contribute

· How to deal with ‘negative’ meeting behaviours

· How to manage time during a meeting

· How to ensure meeting purposes and objectives are met
· Purposes of minutes and action plans

· The importance of follow-up procedures after a meeting and how to use action plans to do so




	Title:
	Understanding and developing relationships in the workplace 

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	8

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand the needs and/or expectations of others
	1.1

1.2
	Identify and examine the needs and/or expectations of customers, colleagues, key stakeholders and relevant others in the workplace

Explain the importance of knowing what customers, colleagues, key stakeholders and relevant others in the workplace require



	2 Know how to meet the needs and/or expectations of others
	2.1

2.2
	Determine ways of meeting the needs and/or expectations of customers, colleagues, key stakeholders and relevant others in the workplace within organisational constraints

Explain ways of checking that the needs and/or expectations of others have been met



	3 Know how to manage relationships where it is not possible to meet the needs and/or expectations of others


	3.1
	Describe ways of dealing with difficult situations where it is not possible to meet the needs and/or expectations of others within organisational guidelines and constraints



	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop knowledge and understanding of managing and developing relationships in the workplace.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Facilities Management 2008 NOS: FM302

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Asset Skills

	Equivalencies agreed for the unit (if required)
	M3.45 - Managing and developing relationships in the workplace



	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Explanation of stakeholders and stakeholder analysis

· Identify ways of determining the needs and/or expectations of customers, colleagues, key stakeholders and relevant others in the workplace (for example surveys, interviews, focus-groups, feedback, suggestion boxes, comment cards)
· Ways of examining/validating that identified needs and/or expectations are relevant and managed

· The benefits of knowing what relevant others require



	2
	· Ways of meeting the needs and/or expectations of relevant others (active and effective listening, clear, accurate and relevant communication; understanding of their environment/situation, progress reporting, feeding back, timely delivery of the correct requirement)

· Principles of effective communication

· Ways of checking that the needs and/or expectations have been met (for example feedback, surveys, mystery shop, meetings, complaints and compliments, internal records)



	3
	· The importance of establishing trust and confidence

· Ways of managing relationships where it is not possible to meet the needs and/or expectations of others (for example good communication, possible alternative solutions, possible future alternatives, informing superiors, clear explanation as to why it is not possible to meet the needs and/or expectations, building trust and confidence by being open, honest and transparent, being willing to listen, exploring all options and giving a clear rationale, politeness and courtesy, being customer focussed)

· Principles of effective communication

· Basic knowledge of negotiation and consultation skills

· Basic knowledge of conflict management and problem solving




	Title:
	Leading and motivating a team effectively

	Level:
	3

	Credit value:
	2

	Unit guided learning hours
	7

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Know how to communicate the organisations vision and strategy to the team
	1.1

1.2

1.3
	Explain the importance of the team having a common sense of purpose that supports the overall vision and strategy of the organisation

Explain the role that communication plays in establishing a common sense of purpose

Assess the effectiveness of own communication skills on the basis of the above



	2 Know how to motivate and develop the team
	2.1

2.2

2.3
	Describe the main motivational factors in a work context and how these may apply to different situations, teams and individuals 

Explain the importance of a leader being able to motivate teams and individuals and gain their commitment to objectives

Explain the role that the leader plays in supporting and developing the team and its members and give practical examples of when this will be necessary



	Additional information about the unit
	

	Unit purpose and aim(s)
	To enable learners to understand the need for teams to have a sense of vision and purpose that reflects the organisation’s, and the role that effective communication, motivation and individual and team development play in enabling this to happen.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS: B5, B6, D1, D13, E11

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	M3.36 – Leading a team effectively

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Why organisations or projects need a vision, mission and strategy and what they mean for first line leadership

· How to develop team objectives that support overall strategy and vision

· The importance of a team having a common sense of purpose that links to vision and strategy 

· The role that effective communication plays in conveying the overall mission of the organisation or project and how the collective work of the team and it’s individual members support this

· Effective techniques for communicating vision, goals and objectives in terms of:

· choosing effective times and places to communicate with the team and individuals

· selecting appropriate communication methods

· communicating clearly and accurately

· active listening skills

· receiving and responding appropriately to feedback


	2
	· The critical importance of teams and individuals being motivated and committed to their objectives

· Alternative theories of motivation, for example (select as appropriate):

· Maslow’s Hierarchy

· MacGregor’s Theory X and Theory Y

· Herzberg’s Two Factor Theory

· Vroom’s Expectancy Theory

· McClelland’s 3-Needs Theory 

· Motivational factors that are available to the leader, for example:

· safety and security

· sense of belonging and common purpose

· respect

· empathy

· recognition of achievement

· involvement in decision making

· sense of fulfilment

· self-development 

· material rewards

· sanctions

· An appreciation of how these factors can apply to different situations, teams and individuals

· How to select and use appropriate motivational factors

· Giving feedback on performance

· Basic support needs that individuals may have and how to meet these

· The importance of continuous development for the team and individual members



Level 5 Specifications
	Title:
	Managing improvement (M5.02)

	Level:
	5

	Credit value:
	3

	Learning outcomes
	Assessment criteria

	1. Understand the effectiveness of the organisation and own ability to manage and improve quality to meet customer requirements
	1.1 Critically assess the organisation’s effectiveness in managing quality to meet or exceed customer requirements

1.2 Evaluate own ability to manage quality to meet or exceed customer requirements 



	2. Be able to plan and implement projects to meet, and if possible exceed, customer requirements


	2.1 Develop an improvement plan that is designed to meet and, if possible, exceed customer requirements

2.2 Implement improvement plans designed to meet or exceed customer requirements

	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop understanding and ability to manage quality, so as to be able to plan improvements to meet or exceed customer requirements, as required by a practising or potential middle manager.

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 NOS: F2, F8, F9, F10, F11

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Management Standards Centre (MSC)

	Location of the unit within the subject/sector classification system
	Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	Private

	Units available from
	

	Unit guided learning hours
	8

	1
	· Quality and customers; quality assurance, quality control and quality auditing

· Quality systems such as BSI, ISO and IiP (benefits and accreditation)

· Total Quality Management

· Tools for maintaining quality, such as records and, where relevant to organisation, the use of statistics

· Conformance and development and practical steps to improve quality

· The costs of quality (positive and negative aspects)

· Concept of internal and external customers and their importance as the focus of the organisation’s activities

· Methods of identifying potential customers

· Methods of identifying customer requirements and monitoring customer satisfaction

· Benchmarking service standards

· Techniques of work and improvement planning to meet customer requirements, such as specifications and service standards, scheduling, and logistics

	2
	· Scoping an improvement plan to identify and prioritise areas for improvement, define success criteria and set targets for improvement to meet customer requirements

· Developing and implementing an improvement plan


	Title:
	Making a financial case (M5.03)

	Level:
	5

	Credit value:
	3

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Understand financial concepts used to inform management decisions 


	1.1

1.2

1.3


	Explain the differences between capital and revenue expenditure, using examples 

Explain how costs are classified, using examples 

Explain how costs are allocated, using examples



	2. Be able to make a financial case to inform a management decision 
	2.1


	Use a range of financial evaluation techniques to inform a management decision



	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop understanding and ability to be able to make a financial case as required by a practising or potential middle manager.

	Unit expiry date
	30/09/2014

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 NOS: E2, F3, F9

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Management Standards Centre (MSC)

	Location of the unit within the subject/sector classification system
	Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	Private

	Units available from
	01/10/2007

	Unit guided learning hours
	14

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Nature of revenue costs and capital expenditure

· Costs of products and services and costing techniques

· Break-even analysis

· Concept and application of marginal cost
· Concept and application of standard cost

· Allocating costs
· Relevant costs in decision-making
· Costing systems
· Techniques to reduce costs
· Activity Based Costing

· Budgetary Control and Variance Analysis



	2
	· Financial evaluation techniques such as Payback, IRR, DCF, NPV, ROCE, CBA

· Factors in considering and recommending revenue expenditure, including make/buy and/or employ/subcontract decisions
· Effective methods to present financial information to support recommendations




	Title:
	Managing stress and conflict in the organisation

	Level:
	5

	Credit value:
	3

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1 Understand the effectiveness of own organisation in dealing with workplace stress and conflict 


	1.1

	Evaluate the effectiveness of the organisation in recognising workplace stress and conflict and providing the necessary support mechanisms


	2 Be able to improve the management of workplace stress and conflict in own area of responsibility


	2.1
2.2

2.3
	Plan improvements to the identification and approach to dealing with workplace stress and conflict in own area of responsibility

Implement improvements to the identification and approach to dealing with workplace stress and conflict in own area of responsibility

Critically evaluate own ability  to identify and deal with workplace stress and conflict effectively in own area of responsibility



	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop understanding and ability to be able to manage stress and conflict in own organisation, as required by a practising or potential middle manager.

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 NOS: B6, D6

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Management Standards Centre (MSC)

	Location of the unit within the subject/sector classification system
	Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	Private

	Units available from
	

	Unit guided learning hours
	8

	1
	· Management responsibilities in relation to work-related stress

· Methods to manage stress at own place of work

· Workplace risk assessments

· Sources of support and techniques to counsel staff

· Audit and review procedures for managing stress

· Possible indicators of stress in the workplace such as staff turnover

· Organisational policies and procedures on bullying and harassment

· Health and safety legislation in the workplace
· 

	2
	· Identifying and dealing with workplace stress and conflict

· Causes of conflict and interpersonal friction (including bullying and harassment) and ways to resolve them

· Grievance and discipline procedures, including supporting records

· Organisational employment policies such as time-keeping, absenteeism, conduct, level of performance, attitude and behaviour, gross misconduct

· Awareness of legal aspects of disciplinary processes

· Causes, symptoms and impacts of stress and the implications/effects of stress for individuals and organisations 

· Stress awareness training

· Causes and effects of stress and implications for workplace and non-work activities and relationships

· Symptoms of stress in self and recognition of stressful situations

· Setting objectives and determining priorities to balance personal and organisational needs 

· Sources of support, and when to seek professional advice/counselling

· Active planning for stress management
· Stress awareness campaigns

· Symptoms of stress in self and recognition of stressful situations

· Setting objectives and determining priorities to balance personal and organisational needs 

· Time management techniques as major factor

· Benefits of delegating


	Title:
	Understanding organisational culture and ethics

	Level:
	5

	Credit value:
	3

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Understand organisational ethics and culture, in relation to own organisation
	1.1

	Analyse own organisation’s policies and procedures which relate to ethical considerations, across a range of activities 


	2. 
Understand how an organisation’s ethics and culture influence leadership style and organisation structure
	2.1
	Explain how ethical considerations and culture influence leadership style and organisation structure



	3. Understand how to leverage ethics and culture to improve organisation performance


	3.1
	Evaluate the most effective leadership styles in the context of own organisation’s ethics and culture



	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop understanding of organisational ethics and culture and their influence upon leadership style and organisation structure, as required by a practising or potential middle manager.

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 NOS: B8, B9, B11, 



	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Management Standards Centre (MSC)

	Location of the unit within the subject/sector classification system
	Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	Private

	Units available from
	

	Unit guided learning hours
	12

	1
	· The importance of governance in shaping the ethics and values of the organisation

· Corporate social responsibility

· Legislation and social attitudes, and their effect on organisational policies and procedures in relation to diversity and equal opportunities

· Issues of human rights, harassment, bullying and “whistle-blowing” legislation

· Own organisation’s policies and procedures to deal with legal and moral obligations

· Alternative perceptions about right and wrong, value judgements

· Definition of ethics in the work context including cultures, beliefs and value systems

· Personal and business ethics

· Ethical considerations for investment, trading, competition, manufacturing, employment, etc.

· Ethics and stakeholders

· Social responsibilities of organisations and the resource implications and financial costs and returns of using an ethical and equitable approach

	2
	· Types of organisational culture and how they are manifest in terms of structure of teams and management style

· Leadership style and organisation structure as a function of ethics and culture

· Cultural web (© Johnson and Scholes)

· Culture and strategy

· Techniques for influencing culture

· Importance of creating a culture that encourages creativity and innovation and welcomes change

· Blame cultures and problem solving approaches

· “politics” within organisations

· The concept of sub-cultures and their management

· Empowerment, delegation and leadership

	3
	· Mapping ethics and culture in own organisation

· Effective leadership as a function of ethics and culture in own organisation


	Title:
	Managing customer relations

	Level:
	5

	Credit value:
	3

	Learning outcomes
	Assessment criteria

	1. Be able to use environmental scanning to find and retain customers
	1.1  Conduct an environmental scan of the business environment in which your organisation operates

1.2  Analyse factors that impact upon the organisation’s ability to find new customers and retain existing customers

1.3  Use the results of the environmental scan, to plan strategies to improve the organisations ability to find and retain customers.

1.4  Lead the implementation of strategies to improve the organisation’s ability to find and retain customers



	2. Understand how the customer supply chain operates to meet customer requirements
	2.1  Appraise the customer supply chain to identify any strengths, weaknesses, opportunities or threats

2.2  Use the results of the audit to recommend strategies to improve your organisation’s ability to meet customer requirements



	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop understanding and ability to be able to manage customer relations as required by a practising or potential middle manager

	Unit expiry date
	

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to 2004 NOS:   F8; F9; F11

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Management Standards Centre (MSC)

	Location of the unit within the subject/sector classification system
	Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	Private

	Units available from
	

	Unit guided learning hours
	10

	1
	· Customer relations as a function of business management focused on finding new customers and retaining existing customers

· Concept of decision-makers and decision-making units within customer organisations

· High-involvement and low-involvement purchases

· Nature of client/customer relations and the role of key account management

· Buyer behaviour and the purchase decision-making process

· Cognitive dissonance and post-purchase communication
· Concept of industry sectors and customer segmentation to analyse the market

· Internal and external customers 

· Methods to analyse main competitors

· Environmental scanning, such as PESTLE

· Techniques for identifying and developing new markets and products

· Methods to assess business risk and feasibility of developing activities to satisfy future markets

· Benchmarking and implementation of best practice

	2
	· The customer supply chain

· Supply chain modelling

· Supply chain management (SCM)
· Management of sourcing, procurement, conversion, distribution, cash-flow and logistics
· Value chain analysis

· Key account management

· Monitoring performance against plans to improve customer relations

· Customer service standards

· SWOT analysis and internal audit

· Need for, and systems to provide, after sales service

· The need for good internal networks to facilitate customer relations
· Benchmarking and implementation of best practice


	Title:
	Making professional presentations (M5.27)

	Level:
	5

	Credit value:
	2

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	3 Be able to plan a professional presentation


	1.1
1.2

1.3

1.4

1.5
	Identify the aims and objectives of the presentation

Identify the intended audience for the presentation, assessing their level of understanding of the presentation topic
Research, evaluate and select information on the presentation topic

Plan the content and structure of the presentation and prepare visual aids and any other materials required for the presentation

Prepare the location and any equipment required for the presentation


	4 Be able to deliver a professional presentation


	2.1
2.2


	Present your subject matter supported by facts at an appropriate level of understanding for the audience

Respond appropriately to questions from the audience


	5 Be able to evaluate own ability to make professional presentations


	3.1
3.2

3.3
	Use feedback from the audience to evaluate own ability to plan and structure a professional presentation
Use feedback from the audience to evaluate own ability to deliver a professional presentation
Implement improvements to own professional presentations

 

	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop knowledge and understanding of making professional presentations as required by a practising or potential middle manager.

	Unit expiry date
	31/12/2014

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to MSC 2004 NOS

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Management Standards Centre (MSC)

	Location of the unit within the subject/sector classification system
	Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	Private

	Units available from
	01/10/2007

	Unit guided learning hours
	9

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Relevance of objectives, audience and contexts in relation to presentations
· Understanding the level of knowledge and expectations of the audience
· Research, evaluation and logical grouping of valid and relevant information

· Difference between fact and opinion

· Options and constraints applicable to presentation such as time, duration, venue, equipment, language

· Use of standard computer software, such as Microsoft PowerPoint

· Non-IT visual aids for presentations such as  OHTs, models, handouts



	2
	· Presentation techniques

· Techniques for effective and flexible delivery

· Techniques for controlling and responding to questions



	3
	· Evaluation techniques (self and others) and performance improvement



	Title:
	Becoming an effective leader 

	Level:
	5

	Credit value:
	5

	Unit guided learning hours
	9

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	6 Understand own ability to fulfil key responsibilities of the leadership role


	1.1

1.2
	Evaluate own ability to use a range of leadership styles, in different situations and with different types of people, to fulfil the leadership role
Use theories of emotional intelligence to review the effect of emotions on own and others’ performance


	7 Be able to evaluate own ability to lead others

	2.1

2.2

2.3
	Review own ability to set direction and communicate this to others
Review own ability to motivate, delegate and empower others
Produce a personal development plan to improve own ability to lead


	Additional information about the unit
	

	Unit purpose and aim(s)
	To develop knowledge and understanding of effective leadership as required by a practising or potential middle manager.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	

	Support for the unit from a sector skills council or other appropriate body (if required)
	Council for Administration (CfA)

	Equivalencies agreed for the unit (if required) 
	M5.06 Becoming an effective leader

	Location of the unit within the subject/sector classification system
	15.3 Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· The key responsibilities of the leadership role in terms of:

· taking responsibility

· contributing to overall vision and goals

· setting and providing guidance on values

· setting direction for significant programmes or projects

· stimulating innovation and enterprise

· anticipating, planning for and leading change

· overcoming obstacles

· delegating

· setting objectives for teams and individuals

· communicating and motivating

· supporting and developing programmes, projects, teams and individuals

· modelling appropriate behaviour

· representing the team and feeding back its experiences and views

· protecting the team and its members

· A range of leadership theories and different leadership styles these illustrate, for example:

· the trait approach to leadership

· the behavioural school (MacGregor, Blake and Mouton)

· the contingency or situational school (Fielder, Hersey-Blanchard, Tannenbaum and Smidt, Adair)

· leaders and followers (Servant Leadership, Team Leadership, Transactional and Transformational)

· Dispersed Leadership

· How to evaluate the appropriateness of different leadership styles in the context of own responsibilities

· The importance of being able to use a repertoire of leadership styles in different situations and with different people
· The concept of emotional intelligence as developed by different theorists and how it applies to the leadership role



	2
	· The importance of understanding one’s own strengths and limitations

· Using and interpreting different techniques to identify their own characteristics, strengths and limitations

· The importance of continuous self-development and how to identify opportunities to develop oneself in the leadership role

· The importance of leaders displaying confidence and self-assurance and to do this by playing to own strengths and showing a readiness to take calculated risks

· Social awareness in terms of:

· empathy

· organisational and ‘political’ awareness

· service to others

· Relationship management in terms of:

· inspiring

· influencing

· networking

· conflict management

· The characteristics of self-leadership in terms of:

· controlling own emotions, particularly when under stress

· being open and honest with others

· showing integrity and trustworthiness

· being flexible

· setting challenging but realistic objectives for themselves and others

· taking risks

· taking personal responsibility for significant challenges

· seeing setbacks as opportunities rather than threats

· The role that effective communication plays in conveying overall vision and goals and how to win and maintain the commitment of teams and individuals to these

· Effective techniques for:

· communicating both directly and indirectly with teams and individuals

· persuading

· negotiating

· How to select communication, persuasion and negotiation skills appropriate to different situations and people

· How to develop vision and goals for significant projects or programmes of work

· The importance of being aware of and analysing the internal and external environments in which the leader operates

· Spotting opportunities

· How to develop objectives and values that support overall strategy and vision

· Theories and principles of delegating responsibility and empowering others

· The critical importance of the leader gaining the motivation and commitment of others

· Critiques of the main theories of motivation, for example:

· Maslow’s Hierarchy

· MacGregor’s Theory X and Theory Y

· Herzberg’s Two Factor Theory

· Vroom’s Expectancy Theory

· McClelland’s 3-Needs Theory

· Motivational factors that are available to the leader, for example:

· safety and security

· sense of belonging and common purpose

· respect

· recognition of achievement

· empowerment and self-actualisation

· sense of fulfilment

· personal and professional development

· material rewards

· sanctions

· job roles and employment conditions

· How to evaluate motivational factors and select those that are appropriate to different situations and people

· The leader’s role in protecting and mentoring team members

· Needs for mentoring and support that individuals may have and how to meet these

· The role of continuous development and its importance to the organisation and to individuals

· How to evaluate different methods of developing others, both directly and indirectly and how to choose methods most appropriate to the people involved
· 


	Title:
	Partnership working 

	Level:
	5

	Credit value:
	4

	Unit guided learning hours
	10

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	1. Understand the principles of partnership working
	1.1

1.2
	Explain the differences between strategic and operational partnerships
Explain the key principles for establishing effective partnership working at strategic and operational levels



	2. Understand how to meet the needs and expectations of partners
	2.1

2.2

2.3

2.4
	Explain how effective partnerships can be formed between stakeholders with a shared interest

Analyse prospective partner interests and expectations for your organisation

Assess the long and short term benefits to be gained from effective partnership working in your organisation

Explain how barriers to effective partnership working might be overcome



	3. Understand how to reach a partnership working agreement
	3.1

3.2


	Evaluate the process for establishing trust and agreement on the partnership’s aims and objectives
Evaluate monitoring and review processes and procedures for the achievement of agreed goals and objectives of an effective partnership working arrangement

	Additional information about the unit
	

	Unit purpose and aim(s)
	The aim of this unit is to develop understanding and ability to work with partner organisations to achieve a common goal.

	Unit review date
	31/03/2017

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS:

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	 

	Support for the unit from a sector skills council or other appropriate body (if required)
	 
Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	 

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Key principles of partnership working such as openness, trust and honesty between partners, agreed shared goals and values, regular communication between partners
· Process for working partnership development, informal and integrated working partnerships
· Levels or degrees of partnership and strategic and operational ‘fit’
· Strategic / Operational partnership working arrangements and differences such as their aims and objectives, commissioning and management arrangements, arrangements for sharing information, monitoring and evaluation



	2
	· Benefits of partnership working such as tackling complex problems that cross organisational boundaries, better co-ordination of product or service change, pooling learning, resources (including financial)  and expertise, gaining improved access to financial resources, responding to a perceived threat, increasing joint market share or competitive advantage, collaboration on new joint project beyond the capabilities of a single organisation 
· Risks of partnership working and barriers to partnership working such as loss of reputation if a partner fails to deliver agreed outcomes, potential loss of intellectual property, different cultures and imperatives leading to conflicts of interest, employee turnover, reluctance to share information and data, lack of time available to commit to the partnership, misconceptions or previous negative experiences


	3
	· Negotiation skills for reaching a partnership working agreement
· Features of a partnership working agreement such as level of formality, shared purpose underpinning the collaboration, specific objectives, partners’ individual vision, mission and values, benefits of collaboration to each partner, length of the collaboration, roles and responsibilities, arrangements and processes for communication, monitoring and audit 



	1Title:
	Knowledge and information management  

	Level:
	5

	Credit value:
	5

	Unit guided learning hours
	14

	Learning outcomes (the learner will)
	Assessment criteria (the learner can)

	4. Understand the concept and importance of knowledge management in terms of an organisation’s knowledge assets and their management.


	1.1

1.2

1.3

1.4

1.5
	Explain the relationship between data, information, knowledge and wisdom 
Explain the relationship between individual knowledge and organisational knowledge 
Apply analysis and modelling techniques to identify knowledge assets, within own area of organisation 
Evaluate the actual and potential knowledge assets, within own area of organisation 
Present a rationale for capturing and managing knowledge, within own area of organisation  

	5. Understand the key knowledge management processes required for innovation
	2.1

2.2 


	Explain what is required to create, store, apply and integrate knowledge 
Evaluate the impact of intellectual property rights on the organisation 

	6. Be able to develop a framework for establishing a knowledge management culture

	3.1

3.2

3.3

3.4
	Explain the contribution that significant knowledge assets have on the organisation 
Evaluate the knowledge requirements for the organisation’s operations 

Evaluate the organisations current framework for enabling knowledge sharing within the organisation 
Recommend improvements to the organisations current framework for enabling knowledge sharing within the organisation 


	Additional information about the unit
	

	Unit purpose and aim(s)
	The aim of this unit is to develop understanding and ability to enable a practicing or potential middle manager to respond effectively to the challenges of managing knowledge and information within an organisation in order to protect the business and to improve business performance.

	Unit review date
	

	Details of the relationship between the unit and relevant national occupational standards or professional standards or curricula (if appropriate)
	Links to Management & Leadership 2008 NOS:

	Assessment requirements or guidance specified by a sector or regulatory body (if appropriate)
	 

	Support for the unit from a sector skills council or other appropriate body (if required)
	 
Council for Administration (CfA)

	Equivalencies agreed for the unit (if required)
	 

	Location of the unit within the subject/sector classification system
	15.3 – Business Management

	Name of the organisation submitting the unit
	Institute of Leadership & Management

	Availability for use
	

	Additional Guidance about the Unit

	Indicative Content:

	1
	· Data – an attribute not in context, Information – data in context, description, definition, purpose; Knowledge – strategy, practice,  method, Wisdom – insight, 
· Modelling techniques such as; SWOT and PESTEL analyses, IDEF (Process Flow and Object State Description Capture Method (R Mayer) – business processes, resources, capabilities, roles and authority, communication between resources, control systems. 

· Knowledge assets such as; products, processes, markets, technologies, organisations

· Knowledge processes such as; application, development, preservation, transfer, transforming, updating

· Perspectives of (i) the business, (ii) management and (iii) operational tasks

· Knowledge usefulness, weaknesses and appropriateness 

· Equipment operational skills, production processes, staffing, 

· Knowledge storage and retrieval systems; such as hard-copy / electronic filing systems and procedures, internet, staff / personnel own work-related knowledge. 

· Potential of sharing knowledge for different applications and types of user.

· Identify and capture quality knowledge for creating / maintaining a competitive edge
· Improving productivity and profitability by maximizing resourcefulness



	2
	· Planning for future development

· Capability to operate current activity together with potential / proposed changes 

· Methodology of procedures, project planning.

· Staff learning and development, equipment updating, new equipment installations

· Communication effectiveness – vertical, from operator to senior management; horizontal, between section / departmental staff

· Management Information Systems (MIS) and Knowledge Management Systems (KM Systems)



	3
	· Wisdom / Systems thinking techniques (Senge), insightfulness
· Auditing of people, processes and products
· Total quality management
· Patterns of reliability and predictability
· Supply chain activity from raw materials through production to marketing and distribution
· SMART action planning to address identified improvements to (i) current organisational capability and (ii) future development.
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