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Standards to help you help your clients
The standards for Business Support will help you if you work with small 
businesses, sole traders or the self employed.

■  How do you make sure the information your provide is up to date?

■  How do you develop their trust and confi dence in you?

■  When do you refer them to specialists?

■  What do you need to know about basic business practice in order to give 
them good advice?

■  How do you encourage them to act for themselves?

■  How do you turn them into a “client for life”?

Standards for all that have been widely 
researched
We have widely researched the standards for Business Support among small 
business support staff. The standards contain all the things that those who have 
successfully worked with small businesses say are important. 

We researched the standards with people who are giving information to 
businesses as well as those who are advising them. The standards were tested 
with those working with businesses at pre-start and start up as well as those that 
were working with established and high-growth businesses. Examples of them are 
advisers and mentors from the Prince’s Trust and Prince’s Scottish Youth Business 
Trust, Business Link information staff and business advisers, members of the 
Institute of Business Advisers, Enterprise Agency business advisers, Technology 
Means Business advisers, advisers and information staff in Scottish Enterprise 
and Highlands and Islands Enterprise, Investors in People advisers, advisers and 
information staff who work through LEDU - Northern Ireland as well as hundreds 
of private training providers and consultants that work with small businesses.

People who have used the standards have made the following comments.

“It has given me the ability to give a more effective delivery of accurate 
business information specifi c to our clients.”

“It has focused my direction. Most importantly, it has provided me with 
further knowledge into upgrading my skills to provide SMEs with a higher 
quality mentoring and benchmarking service.”

“It enabled me to make improvements to how I carry out my role. The 
whole process has further confi rmed my view that you are never too 
old to learn.”

Standards with good results
The standards for Business Support replace the SFEDI produced standards 
for Business Information and Business Counselling which have been used by 
thousands of business advisers and business information staff over the past fi ve 
years. They also replace the Business Link Adviser and Information standards. 



The benefi ts of the new standards
Although people found the old standards useful, the New Standards for Business 
Support are even better. 

■  The new standards are being used by all the major business support 
organisations throughout the UK - meaning that there is one recognised 
framework for all business support staff no matter where they work.

■  They do not exclude those who work only with start-ups or growth businesses. 

■  They present the roles of business support in a framework that can be used 
by all.

■  They defi ne exactly what business advisers need to know and understand 
about actual business practice.

■  They cover more subjects in greater detail.

■  They are more fl exible which means they give greater choice to different 
business support staff. 

■  They are easy to understand and use because the Plain English Campaign 
have approved them and awarded them the Crystalmark for clarity.

The standards are the key to your work
The standards include all the important things that you should do to make sure 
you are helping the clients in the best possible way. They make sure you:

■  build up positive working relationships with your clients;

■  give them the information and advice that they need;

■  get the most from networking;

■  constantly develop your professional skills;

■  keep your knowledge of business practice up to date;

■  store and access key information as you need it; and 

■  develop ways for clients to improve their business.
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Helping your clients with their business
These standards are aimed at two main types of job.

If you are:

giving information to clients so that they can 
decide how to improve their business

advising clients about their business and how 
they can improve it

Look at the section
“Giving Business Information” below

Look at the section
“Giving Business Advice”

Giving business information
Our research showed us that all business information staff should cover the 
following core areas. 

Getting on with clients

The most important thing when working with clients is to build a positive 
relationship with them. This will have a direct effect on the level of service 
that you give them and the satisfaction they will feel from the quality of the 
information you have provided.

It will help you to:

■  better interpret their needs;

■  make sure you meet their needs; and

■  constantly improve the service you offer.

It will help them to make informed decisions about using your service or other 
support services. 

Unit 1 can help you with this.

Getting on with colleagues

Nobody works in isolation. You will not be able to carry out your job properly and 
help clients unless you have a strong network of colleagues and other contacts 
to draw upon. There may come a time when you do not have access to the 
information you need to help your client or when you need to refer your client to 
a specialist. This is when a network of contacts will prove invaluable.

A good network of contacts can:

■  help you sift the information available so that you can go back to your client 
more quickly;

■  help you check the validity of something before you go back to your client;

■  help you identify experts to help your client; 

■  advise you of other sources of information that you have not come across; and

■  make the service you offer to clients appear more comprehensive and 
seamless.

Unit 3 can help you with this.
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Giving the right information to clients

The crux of your job is making sure you give the right information to your clients. 
You can build up the best working relationships in the world but if you cannot 
actually fi nd the information to help them they will soon go elsewhere. 

The most diffi cult part of this is probably fi nding out what they actually want. 
Once you have identifi ed what depth and breadth of information is going to be 
most useful to them then you can fi nd it for them, making sure you sift it down 
so that you are not confusing them with unnecessary detail. Once you give them 
the information, it is quite likely that they will follow it up with questions and 
you will need to be prepared to answer these so that they have confi dence in the 
information you have provided. 

Unit 4 can help you with this.

Continually improving your skills

Nobody can afford to stay still in their job. The nature of business is constantly 
changing as well as the information that is relevant to it. You will need to keep a 
constant check on the changing information that is available as well as thinking 
how that information will be useful to your clients. 

You will need to make sure that you continue to give the best service possible 
and decide if there are areas of training, reading or research that you need to 
carry out in order to do your job better.

Unit 6 can help you with this.

Other parts of your role
Depending on what you do in your job, there may be other things that you need 
to think about. 

Quickly work through the following questions. These will help you decide which 
other units you may fi nd useful in your job.

Question ‘Yes’ or ‘No’ What to do

Do you have to decide how information will  If ‘Yes’ look at ‘Organising 
be grouped for easy access?  information’.

Do you have to catalogue information?  If ‘Yes’ look at ‘Organising
  information’.

Do you have to create an index for   If ‘Yes’ look at ‘Creating an 
information?  index of information’.

Do you have to identify when new sets of  If ‘Yes’ look at ‘Setting up new
 information are needed?  information’.

Do you have to collect, collate and set up   If ‘Yes’ look at ‘Setting up new
new information?  information’.
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Organising information

Deciding how information will be grouped for storage and catalogued correctly 
are very useful skills for anyone who needs to access it quickly. 

Before you can do this you will need to classify it and decide how it will be 
marked. Both of these things need to be thought through before it can be stored 
and catalogued, whether the storage system is electronic, paper-based or using 
some other storage method such as microfi che.

Unit 8 can help you with this

Creating an index of information

Information is no use unless it can be accessed quickly and easily. You may fi nd 
that your job will be easier if you create an index. To do this, you will need to 
analyse each piece of information and group it in a way that will be logical to 
the user. You will also need to think about any cross-referencing that may make 
it easier to use. 

It is a good idea to check your index for consistency and work out how you will 
make sure it is always up to date. 

Unit 9 can help you with this.

Setting up new information

You may fi nd that you identify some new information that is needed to enhance 
the service you give to clients. If you do this, you will need to work out exactly 
what is needed, how much it will cost to obtain and whether any parts of it are 
confi dential and must not be circulated to certain people. 

Once you have collected it, you will need to record the information, making 
sure that you keep an accurate note of the source, any expiry dates and any 
mechanisms for updating it. 

Unit 10 can help you with this.

Question ‘Yes’ or ‘No’ What to do

Do you have to solve problems your clients   If ‘Yes’ look at ‘Solve clients’
may have with the service?  problems with the service’.

Do you have to work out how to change the   If ‘Yes’ look at ‘Solve clients
service to stop problems happening again?  problems with the service’.

Do you have to collect feedback from clients   If ‘Yes’ look at ‘Making sure service
about their satisfaction with the service?   to clients is always good’.

Do you have to monitor service to clients   If ‘Yes’ look at ‘Making sure service
to make sure it is always good?  to clients is always good’.



Solve clients’ problems with the service

Clients can be completely happy with a service for years, then as soon as 
something goes wrong that is all they remember. Anyone that deals with clients 
needs to be able to spot and deal with problems straight away. Clients tend not 
to notice a service until it goes wrong. The more effi ciently their complaint is 
dealt with, the more impressed they will be. 

The key to this is then thinking whether that problem could occur again, either 
with the same client or a different client. If you think that it could, then working 
out a way to stop it happening again will save you a lot of time and give you 
happier clients. In fact, the best type of service you can offer to your clients is if 
you can spot and solve problems before your customers even know about them.

Unit 11 can help you with this.

Making sure service to clients is always good. 

If you are constantly involved in delivering a service to your clients, it is not a bad 
idea to monitor the service they receive to see if it can be improved in some way. 
You may be able to collect feedback from clients which will help give you an idea 
of what they really think. This will help you to identify if there are any problems 
with the service they receive and decide if you can do anything about it. When 
thinking about possible changes you will need to balance the costs and the 
savings of those changes. This will help you to get support from your colleagues 
who may also be involved.

Once you have changed the service, it is extremely important to continue to 
collect feedback from customers. It could be that your changes can be developed 
further or that another part of the service can then be improved. 

Unit 12 can help you with this.

Giving Business Advice
Our research showed us that all business advisers should cover the following 
core areas.

Knowing about business

No one can give business advice, unless they know how business works. It 
is really important that every business adviser has a sound knowledge about 
business. This will mean that the advice you give is more robust and more 
queries can be answered before referring the client to a specialist. Every 
generalist business adviser needs to know about the following. 

■  How small fi rms work.

■  Finance and accounting.

■  ICT and E-commerce.

■  People.

■  Innovation and technology.

■  Marketing and sales.

■  Operations and processes.

The section called ‘Knowledge and understanding of key areas of business’ 
can help you with this.
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Getting on with clients

The most important thing when working with clients is to build a positive 
relationship with them. This will have a direct effect on the level of service 
that you give them and the satisfaction they will feel from the advice you have 
provided.

It will help you to:

■  better interpret their needs;

■  make sure you meet their needs; and

■  constantly improve the service you offer.

It will help them to act for themselves as well as encourage them to use business 
support services in the future. 

Unit 2 can help you with this.

Getting on with colleagues

Nobody works in isolation. You will not be able to carry out your job properly and 
help clients unless you have a strong network of colleagues and other contacts to 
draw upon. There may come a time when you need specifi c information to help 
your client or when you need to refer your client to a specialist. This is when a 
network of contacts will prove invaluable.

A good network of contacts can:

■  help you respond to your client more quickly;

■  help you check the validity of something before you go back to your client;

■  help you identify experts to help your client; 

■  advise you of other sources of support that you have not come across; and

■  make the service you offer to clients appear more comprehensive and 
seamless.

Unit 3 can help you with this.

Giving the right advice to clients

The crux of your job is making sure you give the right advice to your clients to 
enable them to make informed decisions. You can build up the best working 
relationships in the world but if you don’t actually give them the right advice they 
will soon go elsewhere. 

You will need to help them balance what they need personally against what 
they want for their business. You must make sure that you get all the relevant 
information from them otherwise you may help them towards a decision which 
is not right for them. 

You will need to assess their situation and outline all the different options that 
they can take. You will need to do all this in such a way that it encourages them 
to look at their business in the long term and increases their confi dence to act 
for themselves.

Unit 5 can help you with this.
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Continually improving your skills

Nobody can afford to stay still in their job. The nature of business is constantly 
changing as well as the information and advice that is relevant to it. You will need 
to build up a sound business knowledge base so that you can constantly give 
up-to-date and relevant advice to your clients. 

You will need to make sure that you continue to give the best advice possible 
and decide if there are areas of training, reading or research that you need to 
undertake in order to do your job better.

Unit 7 can help you with this.

Other parts of your role
Depending on what you do in your job, there may be other things that you need 
to think about. 

Quickly work through the following questions. These will help you decide which 
other units you may fi nd useful in your job.

Question ‘Yes’ or ‘No’ What to do

Do your clients use you as a consultant to plan  If ‘Yes’ look at ‘Designing ways for
changes to their business?  clients to improve their business’. 

Do you work with your clients in their business  If ‘Yes’ look at ‘Working with 
as part of a team to implement change?  clients to improve their business’.

Do you sell the benefi ts of change to your  If ‘Yes’ look at ‘Working with 
clients’ staff?  clients to improve their business’.

Are you responsible for staff development in  If ‘Yes’ look at ‘Developing staff’.
your place of work? 

Are you sometimes responsible for staff  If ‘Yes’ look at ‘Developing staff’.
development in a client’s business on a 
consultancy basis?   
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Designing ways for clients to improve their business

Occasionally, if you have the right skills and experience you may be asked by a 
client to act as a consultant to their company. They may want you to actually plan 
how to improve their business. 

You will need to analyse the situation carefully, making sure you have all the 
information you need to make a realistic plan. You will need to look at how the 
business works and how any changes will affect it. You will need to make sure 
that any changes contribute towards what your client wants for the business in 
the future. Most importantly, you will need to make sure that your plans can 
actually be carried out by the people involved.

Unit 13 can help you with this.



Working with clients to improve their business

Your clients may want you to actually help them improve their business. As long 
as you have the right skills and experience you should be able to do this. This 
would involve working as part of a team with your client, and possibly their staff, 
to help them improve the business. You would need to make sure everything 
starts when it should and that everyone knows what they are doing. You will need 
to monitor progress against the original plan, overcome unforeseen problems 
and make changes as necessary. At the end of the work you will need to evaluate 
the changes and make recommendations for future improvements.

You may even have to sell to staff the benefi ts of any changes, encourage them 
to take part and possibly even develop the skills of the owner or staff so they can 
act for themselves in the future. 

Unit 14 can help you with this.

Developing staff

You may be responsible for staff development in your place of work, or you may 
have a contract that involves staff development in a client’s business. Wherever 
you do it, the same basic techniques apply. 

You will fi rst need to identify training or staff development that will benefi t the 
business. You will then need to look at the different ways it can be met and 
decide which will be most effective for that individual or team in that particular 
circumstance. Once that training or development is being carried out you will 
need to support the learners to make sure they are benefi ting from it and see if 
there is any way it can be improved. Finally you will need to make sure that it has 
met both the needs of the individual and the business.

Unit 15 can help you with this.
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How to use the Business Support standards to help your clients (a summary) 
Business Advisers

Improved business performance

Satisfi ed clients

Small
Firms

E n t e r p r i s e
Development
I n i t i a t i v e

Sharing successful business practiceCopyright © SFEDI 2001

Business Information Staff

1 Deal with clients effectively
1.1     Handle enquiries from clients
1.2     Help clients to choose suitable services
1.3     Help monitor and improve services

Organising Information

8 Organise information and material
8.1 Classify information and material.
8.2 Catalogue information and material.

9 Index Information
9.1 Identify and locate information.
9.2 Analyse and describe information.
9.3 Arrange information into an entry.
9.4 Arrange entries into an index.

10 Create new material to preserve 
information

10.1 Identify requirements for new material.
10.2 Collect and evaluate information.
10.3 Create records of new information.

Customer Service

11 Monitor and solve customer service 
problems

11.1 Solve immediate customer service 
problems.

11.2 Identify repeated customer service 
problems and options for solving them

11.3 Take action to avoid the repetition of 
customer service problems.

12 Promote continuous improvement
12.1 Plan improvements in customer service 

based on customer feedback.
12.2 Implement changes in customer service.
12.3 Review changes that promote continuous 

improvement.

Team Development

15 Develop teams and individuals to 
enhance performance

15.1 Identify the development needs of teams 
and individuals.

15.2 Plan the development of teams and 
individuals.

15.3 Develop teams to improve performance.
15.4 Support individual learning and 

development.
15.5 Assess the development of teams and 

individuals.
15.6 Improve the development of teams and 

individuals.

Helping clients improve
their business

13 Design interventions which contribute 
to improved client performance

13.1 Evaluate the extent and nature of the 
intervention needed.

13.2 Determine methods of achieving the 
objectives of the intervention.

14 Implement interventions which 
contribute to improved client 
performance

14.1 Assemble the resources necessary to 
implement interventions

14.2 Agree systems, processes and methods of 
working

14.3 Implement and oversee the agreed 
interventions

14.4 Monitor and review the effectiveness of 
interventions

2 Build effective advisory 
relationships with clients

2.1     Set up and maintain relationships with 
clients

2.2     Help clients to act for themselves
2.3     Monitor services and identify 

improvements

4 Work with clients to give them the information they 
need

4.1     Find out what your client needs
4.2     Reach agreement with clients about how their information 

needs will be met
4.3     Research and present clients with the information they need 
4.4     Help clients to get extra information and support 

5 Help clients to meet their business needs
5.1     Help clients to work out their business needs and objectives
5.2     Review the client’s business and help clients choose from the 

options available
5.3     Give feedback to clients 
5.4     Reach agreement with clients over what course of action they 

should take

6 Develop your ability to provide business information
6.1     Develop business research and information handling skills
6.2     Keep up to date with any new developments 
6.3     Monitor your work activity
6.4     Develop your professional skills and performance

7 Develop your ability to provide business advice
7.1     Develop a general business knowledge base
7.2     Keep up to date with any new developments in all key areas
7.3     Monitor your work activity
7.4     Develop your professional skills and performance

a Strategic overview
b Finance and accounting

c ICT and E-commerce
d People

e Innovation and technology
f Marketing and sales
g Operations and processes

giving information and advice

professional development

working relationships
3* Build effective relationships with 

colleagues and contacts
3.1     Build the trust and confi dence of other 

people
3.2     Develop personal networks and 

networking relationships
3.3     Identify ways to improve networks and 

services 

*For Business Information Staff 
and Business Advisers

Additional Units

Common Core Standards
Additional Units

Knowledge & Understanding of Key Areas of Business



To improve your skills
The standards will help you improve the way you carry out your work in the 
following ways. 

■  To show your clients that you are operating to national best practice.

■  To improve the way you currently do your job.

■  To develop new skills.

■  To identify areas where you may need some training or some development.

■  To prove that you are carrying out your job correctly.

■  To benchmark yourself against others.

■  To check that you have enough knowledge about business.

■  To improve your knowledge of business.

To help your company 
The standards will help your organisation in the following ways.

■  To recruit members of staff.

■  To verify that staff are carrying out their jobs properly.

■  To identify training needs.

■  To assure quality of service delivery.

■  To prove to clients that business support staff are qualifi ed to carry out their 
jobs.

■  To show clients that business support staff are using best practice standards.

To help national business support 
organisations
The standards will help national business support organisations in the following 
ways.

■  To identify the level of service required.

■  To monitor the level of service being delivered.

■  To form the basis of nation-wide recognition schemes.

■  To identify nation-wide training needs.

■  To increase the credibility of their service amongst small fi rms.

Getting recognition for what you do
If you work in one of the national business support networks, you will probably 
fi nd that an assessment or development programme based on the standards has 
been developed. You will also probably fi nd that you are expected to participate 
in this, in order to secure your continued employment. If you are responsible for 
designing one of these programmes or assessment system, please contact SFEDI 
on 0114 241 2155 for a copy of the SFEDI assessment strategy. 

If you don’t work in one of these networks, but you would like to prove to your 
clients that you are operating to best practice, then SFEDI can provide you with 
a list of organisations that can carry out a formal assessment for you. Contact 
SFEDI on 0114 241 2155 for further information.

Business Support
How to use the 
standards 

Introduction



Linking in to best practice for small fi rms
As well as using the Business Support standards as good practice to improve your 
own performance, you might also want to use one of three sets of standards of 
good practice for small businesses. These are:

■  Exploring Enterprise. For those that might one day want to start a business 
or work in a small business.

■  Business Start Up. For those planning and starting a business.

■  Business Development. For those running or developing a business.

Support from us
As well as each of the standards, we also offer a range of development products, 
training programmes and qualifi cations to support these standards. These are 
recognised by the SFEDI endorsement mark as being the best practice in the 
fi eld. Please contact our helpline on 0114 241 2155 or visit our website on 
www.sfedi.co.uk for more information.

We hope you enjoy using the standards!
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1
Deal with
clients
effectively

Summary

What this is about

This is about developing positive relationships with clients so that you can give
them a good service. It involves:

■ handling enquiries from the client and communicating effectively so that you
can interpret their needs;

■ providing information about available services so that clients can make
informed decisions about using your service or other support services; and

■ monitoring your response to make sure they meet client needs and, where
appropriate, suggesting improvements to the service.

Deciding if you need to do this

You need to do this if you:

■ regularly respond to questions from clients over the phone, or by e-mail or
face-to-face; or

■ are concerned about the quality of service you provide to clients.

The main topics

When you develop effective working relationships with clients, you will need to do
the following.

1.1 Handle enquiries from clients.

1.2 Help clients choose suitable services.

1.3 Help monitor and improve services.

What your work involves

You need to develop effective working relationships with clients that meet the
national standard. You will need to show your ability to work with different types
of client, for example:

■ business start-ups;

■ existing businesses;

■ businesses that hope to develop and expand;

■ clients who are linked to your organisation; and

■ different types of business (such as sole traders, partnerships, limited
companies, social enterprises and non-profit-making organisations).

You will also need to be able to handle different types of enquiries, such as:

■ frequently-asked questions; and

■ enquiries that need research.

These activities may overlap with those in sections 4 and 6.

Working
relationships
Common Core standards
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Deal with
clients
effectively

What you need to know and understand
If you want to develop effective working relationships with clients, you need to
understand and use each of the following.

Interpersonal and communication skills

You need to develop methods and techniques for:

■ dealing with clients;

■ building long-term relationships;

■ listening and questioning;

■ interviewing and negotiation;

■ giving, receiving and passing on feedback;

■ guaranteeing client confidentiality; and

■ dealing with difficulties and keeping conflict and difference to a minimum.

You also need to know about the benefits and drawbacks of different kinds of
communication (such as face-to-face contact, phone, fax, and e-mail).

Providing support services

You need to develop methods and techniques for:

■ identifying the needs of your target clients and markets;

■ responding to the client’s values, ways of thinking and business needs; and

■ improving the way you deliver services.

You should follow any guidelines for providing support services set by your
organisation or professional body about:

■ maintaining confidentiality in different working environments (for example,
your own organisation’s premises, the client’s premises or a public space);

■ ethics, values and professional standards;

■ equal opportunities, diversity and social inclusion;

■ funding and other support available to the client;

■ using information management systems;

■ invoicing systems, pricing and credit-control policies; and

■ procedures for quality assurance and handling complaints.

You will also need to know about:

■ the features and benefits of the business support services you provide, and
any other services that you direct clients to; and

■ the role of your organisation in developing competition among local
businesses.

Information and communications technology [ICT]

You need to develop methods and techniques for making the most of:

■ word-processing, spreadsheet and database packages; and

■ e-mail, intranets and the Internet.
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What you need to show
You must make sure that you can show the following.

1.1 Handle enquiries from clients

a Deal with client enquiries quickly and politely.

b Clearly explain your organisation’s policy on record-keeping and
confidentiality, and make sure that all your contact with clients is in
line with the policy.

c Encourage clients to tell you what they need and ask for more
information and help, if and when they need it.

d Communicate with clients in a way that shows you understand their
needs and concerns.

e Encourage clients to think of your service as reliable and available to
respond to their business needs.

f Make sure that any agreed actions, and any information needed by
colleagues, are accurately recorded.

1.2 Help clients choose suitable services

a Encourage clients to explain what they want to achieve.

b Reply to questions and concerns and explain the features and benefits
of the support services available.

c Identify and agree the most suitable support services to meet client
needs.

d Direct clients to other sources of information and provide contact
details or make introductions, where appropriate.

e Help clients to choose suitable products and services from the range of
options.

f Make sure that the information you give to clients is accurate and up to
date.

1.3  Help monitor and improve services

a Use follow-up procedures to make sure that clients receive the best
possible service.

b Encourage clients to report any problems they are having with the
service before the problems become too serious.

c Pass on any client feedback to relevant people.

d Recommend any improvements to the service to the relevant people,
where appropriate.

Working relationships
Common Core standards



Summary

What this is about

This is about the skills you need to build your clients’ trust in you and in the
organisation you work for. It involves:

■ arranging suitable business support with your clients;

■ working with your clients to develop their businesses; and

■ monitoring the progress and effects of the advice offered, so that any
problems are dealt with quickly and appropriately.

Deciding if you need to do this

You need to do this if you:

■ respond to enquiries from clients about business advisory services;

■ develop and manage relationships with clients;

■ help to develop clients’ business understanding and skills; and

■ have an interest in the quality of service provided to clients.

The main topics

When you build effective advisory relationships with clients, you will need to do
the following.

2.1 Set up and maintain relationships with clients.

2.2 Help clients to act for themselves.

2.3 Monitor services and identify improvements.

What your work involves

You need to build effective advisory relationships with clients that meet the
national standard. You will need to show your ability to work with different types
of client, for example:

■ business start-ups;

■  existing businesses;

■ businesses that hope to develop and expand;

■ clients who are linked to your organisation;

■ different types of business (such as sole traders, partnerships, limited
companies, social enterprises and non-profit-making organisations);

■ owner-managers, partners, senior managers or directors of companies; and

■ individuals and groups.

These activities may overlap with those in sections 5 and 7.
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What you need to know and understand
If you want to build effective advisory relationships with clients, you need to
understand and use each of the following.

Interpersonal and communication skills

You need to develop methods and techniques for:

■ dealing with clients;

■ building long-term relationships;

■ listening and questioning;

■ interviewing, reviewing and deciding on needs;

■ negotiation;

■ giving, receiving and passing on feedback;

■ guaranteeing client confidentiality; and

■ dealing with difficulties and keeping conflict and difference to a minimum.

You will also have to know about the benefits and drawbacks of different kinds of
communication (such as face-to-face contact, phone, fax, and e-mail).

Advisory relationships

You need to understand and take account of:

■ the conditions for accepting clients onto the business advisory service;

■ the benefits and drawbacks of working in different physical locations (for
example, your organisation’s premises or your client’s premises);

■ the boundaries of the relationship between you and the client;

■ the ways that different clients prefer to work; and

■ the limitations of your role and responsibilities, and any relevant contractual
obligations.

You also need to know the limits of your own abilities and understanding of
business practice.

Supporting client development

You need to develop methods and techniques for:

■ combining and co-ordinating support services;

■ developing your client’s self-confidence; and

■ helping your clients to review and develop skills that will improve their ability
to compete with other businesses.

Funding and resources

You will need to know about:

■ the funding and other support available to the client; and

■ funding agency procedures.
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Providing support services

You need to develop methods and techniques for:

■ identifying the information your target clients and markets need;

■ responding to the client’s values, ways of thinking and business needs; and

■ taking action to improve how you deliver services.

You need to follow any guidelines for providing support services set by your
organisation or professional body about:

■ maintaining confidentiality in different working environments;

■ ethics, values and professional standards;

■ equal opportunities, diversity and social inclusion;

■ funding and other support available to the client;

■ using information management systems;

■ using invoicing systems, pricing and credit-control policies; and

■ procedures for quality assurance and handling complaints.

You will also need to know about:

■ the features and benefits of the business support services you provide, and
those of any other services that you direct clients to; and

■ the role of your organisation in developing competition among local
businesses.

Monitoring services

You need to develop methods and techniques for:

■ analysis and evaluation;

■ identifying improvements in how your organisation delivers services; and

■ preparing and presenting feedback about the quality of services.

You need to follow any guidelines for evaluating services set by your organisation
or professional body, about:

■ the conditions and measures of economy, efficiency, effectiveness, value for
money and quality;

■ the effect of financial and time limits on services; and

■ any local or regional priorities and problems.

Information and communications technology [ICT]

You need to develop methods and techniques for making the most of:

■ word-processing, spreadsheet and database packages; and

■ e-mail, intranets and the Internet.

Working relationships
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What you need to show
You must make sure that you can show the following.

2.1 Set up and maintain relationships with clients

a Prepare and hold effective meetings with clients.

b Encourage clients to clearly explain what they want to achieve, so that
you can identify and arrange support services that may help them.

c Encourage clients to share their views and concerns freely.

d Direct clients who need specialist advice to other kinds of business
support.

e Consult clients to agree a proposal for services (including costs) that
meets their needs.

f Advise clients about any funding that they can claim for the business
support services.

g Make sure that your clients understand the roles and responsibilities of
the advice process.

h Keep up-to-date and accurate records of client contact at all stages of
the relationship.

i Guarantee client confidentiality at all times.

j End relationships with clients in a way that makes it possible for them
to contact you for support in the future.

2.2 Help clients to act for themselves

a Encourage your clients to develop trust in you and in the business
advice process.

b Work with your clients to review their needs and abilities, and compare
these with current business practice.

c Encourage your clients to develop any skills needed to meet their
personal and business goals.

d Encourage your clients to use different viewpoints when evaluating,
considering and using information to improve their own skills and the
performance of their business.

e Give clients new information in a clear and understandable way.

f Encourage clients to identify and consider the needs and abilities of
groups they work with.

g Identify any conflicting interests between group members and attempt
to deal with them.

2.3  Monitor services and identify improvements

a Consult with clients to decide how often to review the progress of the
business advice programme and in how much detail.

b Help clients to review their progress and examine the effect of the
support service on their business objectives.

c Encourage clients to identify any concerns or problems with the service
before they become too serious.

d Agree to change any part of a particular service if it will improve how
effective the service is.

e Monitor your work to make sure that it meets the legislation, advisory
regulations and organisational guidelines that apply to your services.

f Investigate any problems with the services provided and take action or
refer the problem to the relevant people.

g Recommend any improvements that can be made to the quality of the
service to the relevant people.
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Summary

What this is about

This is about the development and use of personal contacts and networks to help
you:

■ respond to clients; and

■ identify business support opportunities that may help clients.

It involves:

■ establishing, developing and maintaining relationships with colleagues and
contacts based on trust and respect;

■ developing and maintaining contacts and identifying opportunities for
support which may be passed on to clients; and

■ developing contacts that will maintain and improve the effectiveness of the
service.

Deciding if you need to do this

You need to do this if you:

■ develop relationships with colleagues and contacts in your local area and
more widely; and

■ make links with others that will help you to provide information and advice to
clients (personal networks).

Good contacts and networks will help you to provide a better service to clients.

The main topics

When you build effective relationships with colleagues and contacts, you will
need to do the following.

3.1 Build the trust and confidence of other people.

3.2 Develop personal networks and networking relationships.

3.3 Identify ways to improve networks and services.

What your work involves

You need to build effective relationships with colleagues and contacts that meet
the national standard. You will need to show your ability to work with colleagues
and contacts:

■ in your organisation and any related organisations;

■ who provide general and specialist services to small businesses;

■ who you meet through formal methods (for example, joining specialist groups
or associations) and informal methods (for example, meeting someone at a
conference or through an on-line chat room); and

■ in other local, regional, national or international services.

Working
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What you need to know and understand
It you want to build effective relationships with colleagues and contacts, you
need to understand and use each of the following.

Communication and interpersonal skills

You need to develop methods and techniques for:

■ listening and questioning;

■ giving, receiving and passing on feedback;

■ keeping conflict and difference to a minimum;

■ passing on client information; and

■ guaranteeing client confidentiality.

You will also need to know about your colleagues’ and contacts’ interests, skills
and preferred ways of working with you.

Teamworking

You need to develop methods and techniques for:

■ planning and time management; and

■ working in a group of people with different working styles.

You will also need to know about the skills of colleagues.

Networking

You need to develop methods and techniques for:

■ building personal contacts and forming networks;

■ identifying where local networking opportunities exist and where there are
gaps;

■ identifying people and organisations who have the potential to benefit you
and your clients; and

■ maintaining network contacts.

Providing support services

You need to follow guidelines for providing support services set by your
organisation or professional body about:

■ maintaining confidentiality in different working environments

■ ethics, values and professional standards;

■ equal opportunities, diversity and social inclusion;

■ funding and other support available to the client;

■ using information management systems;

■ using invoicing systems, pricing and credit-control policies; and

■ procedures for quality assurance and handling complaints.
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Evaluating networks

You need to develop formal and informal methods for:

■ monitoring your own personal conduct; and

■ comparing the service provided by others.

You will also need to know about the way your organisation networks with other
organisations.

Information and communications technology [ICT]

You need to develop methods and techniques for making the most of:

■ word-processing, spreadsheet and database packages; and

■ e-mail, intranets and the Internet.

You will also need computer-based information on contacts and organisations
that provide business support.

Working relationships
Common Core standards



What you need to show
You must make sure that you can show the following.

3.1 Build the trust and confidence of other people

a Communicate with colleagues and contacts in a way that promotes
trust and goodwill.

b Identify the people who can help you to meet your client’s business
support needs.

c Work with others in a way that makes the best use of the time and
resources available and the talents of the people involved.

d Help colleagues, where possible, when they ask for support or
encouragement.

e Make sure that you provide colleagues and contacts with the
information they need to meet agreed deadlines.

f Keep colleagues informed about your work, and about any
opportunities that may arise for your organisation.

g Guarantee client confidentiality at all times.

3.2  Develop personal networks and networking relationships

a Evaluate new contacts to see if they can add value to the service
provided to clients.

b Make sure that your relationships with colleagues and contacts follow
any guidelines set out by your organisation.

c Use contacts in a way that benefits your clients.

d Encourage clients to develop and use contacts and networks to
increase the business opportunities open to them.

3.3  Identify ways to improve networks and services

a Regularly monitor your existing networks and contacts, and identify
ways of improving effectiveness.

b Develop new contacts to improve the quality of your service.

c Monitor the information and support given by other organisations to
see if they can improve the business support services you provide.

d Identify ways to improve the quality of information you get from
contacts and network organisations.

e Study the opportunities, costs and benefits of new contacts and
networks.
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Summary

What this is about

This is about working with clients to give them all the information they need. It
involves:

■ finding out what clients need, and deciding the best way to respond;

■ finding and researching the relevant business information for clients;

■ responding confidently to enquiries by offering information and support; and

■ helping clients to identify what information they need, and getting it for them.

Deciding if you need to do this

You need to do this if you:

■ investigate how clients’ information needs can be met;

■ respond to frequently-asked questions, and queries that involve planning and
research; and

■ direct clients to other sources of information and support.

The main topics

When you work with clients to give them the information they need, you will have
to do the following.

4.1 Find out what your client needs.

4.2 Reach agreement with clients about how their information needs will be
met.

4.3 Research and present clients with the information they need.

4.4 Help clients to get extra information and support.

What your work involves

You need to work with clients to give them all the information they need in a way
that meets the national standard. You will need to show your ability to work with
different types of client, for example:

■ business start-ups;

■ existing businesses;

■ businesses that hope to develop and expand;

■ clients who are linked to your organisation; and

■ different types of business (such as sole traders, partnerships, limited
companies, social enterprises and non-profit-making organisations).

You will also need to be able to handle different types of enquiries, such as:

■ frequently-asked questions; and

■ enquiries that need research.

These activities may overlap with those in sections 1 and 6.
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What you need to know and understand
If you want to give your clients the information they need, you have to
understand and use each of the following.

Communication and interpersonal skills

You need to develop methods and techniques for:

■ dealing with clients;

■ building long-term relationships;

■ listening and questioning;

■ interviewing and negotiation;

■ presenting information to meet clients’ needs and learning styles; and

■ dealing with difficulties and keeping conflict and difference to a minimum.

You also need to know about the benefits and drawbacks of different kinds of
communication (such as face-to–face contact, phone, fax, and e-mail).

Information sources

You need to develop methods and techniques for:

■ collecting, judging and presenting relevant information;

■ researching different information systems (for example, CD-ROMs, the
Internet, videos, journals and reference books); and

■ keeping details about client enquiries using databases (client tracking).

You need to understand:

■ the importance of up-to-date information;

■ the legal and regulatory conditions relating to the use of information; and

■ the reasons for maintaining the security and confidentiality of information.

You will also need to know about the advantages and disadvantages of a number
of different kinds of information, including:

■ local information;

■ statistical information;

■ market research;

■ in-house or online databases, business directories and guides;

■ information on companies and products; and

■ legislation (for example, Employment Law, Health and Safety Law, business
taxation, environmental protection, intellectual property, international trade).

You will also need to know about the services provided by organisations that
undertake commissioned research.

Information and communications technology [ICT]

You will need to develop methods and techniques for making the most of:

■ word-processing, spreadsheet and database packages; and

■ e-mail, intranets and the Internet.
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Client information needs

You need to develop methods and techniques for:

■ providing information and help;

■ responding to frequently-asked questions from clients; and

■ dealing with the enquiry in a way that satisfies the client.

You will also need to know about:

■ your clients’ business operations;

■ your clients’ personal and business objectives and needs; and

■ the kinds of issues that face small and medium-sized businesses;

so that you can respond to client business needs.

Providing information services

You need to develop methods and techniques for:

■ customer service;

■ maintaining the security and confidentiality of information; and

■ providing a ‘seamless service’ of support to clients. (This means the
information is relayed to the client through a number of people without the
client having to repeat their question.)

You need to follow any guidelines set by your organisation or professional body
for providing information services about:

■ ethics, values and professional standards;

■ equal opportunities, diversity and social inclusion;

■ changes in the way services are provided, information and legislation;

■ the limitations of your role, your responsibilities and any relevant contractual
obligations;

■ funding and other support available to the client;

■ using information management systems;

■ health and safety;

■ invoicing systems, pricing and credit-control policies; and

■ procedures for quality assurance and handling complaints.

You will also need to know about:

■ the range of available business support services;

■ roles and responsibilities within your organisation; and

■ alternative courses of action and forms of support.

Problem solving

You need to develop methods and techniques for:

■ defining problems;

■ identifying goals and targets;

■ assessing advantages;

■ making choices within an agreed plan;

■ deciding what resources are needed; and

■ setting deadlines and timescales.

Giving information and
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What you need to show
You must make sure that you can show the following.

4.1 Find out what your client needs

a Ask questions that allow you to understand what your clients need, and
decide upon the services that will help them the most.

b Recognise that clients’ stated needs may not be their real needs.

c Ask for advice and guidance if you do not understand the client’s
business.

4.2 Reach agreement with clients about how their information needs will be met

a Offer a range of support options that are likely to meet the client’s
needs.

b Help clients to review appropriate options and select those that are
most likely to meet their needs.

c Agree action plans, costs and timescales with clients.

d Agree any changes to action plans with clients when they are needed to
improve the service.

4.3  Research and present clients with the information they need

a Efficiently identify a range of sources likely to meet the client’s needs.

b Carry out any searches for information in a way that follows legal,
regulatory and organisational guidelines.

c Decide on which information sources are most likely to be relevant and
appropriate for the client.

d Give clients the information they need to benefit their business.

e Make sure that the information you give to clients is accurate, relevant
and up to date.

f Present information to clients in a way that helps them make decisions.

g Encourage clients to assess the usefulness and suitability of the
information you provide, and to ask for any extra help they may need.

4.4  Help clients to get extra information and support

a Correctly identify where clients may be better helped by getting extra
support from other organisations or more specialist support services.

b Give clients accurate information about other sources of advice and
help.

c Explain to clients what other support your organisation can provide.

d Help the client to make contact with other support organisations.

e End the relationship in a way that makes it possible for the client to
contact you for support in the future.
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Summary

What this is about

This is about working with clients to help them meet their needs and achieve
their objectives. You need to be able to give advice to clients on all stages of
business practice (from preparing to start-up a business through to business
growth). It involves:

■ helping clients to work out where they are now, and where they want to be;

■ reviewing the client’s business and agreeing ways of helping them to meet
their objectives); and

■ supporting clients during any changes or improvements to their business.

Deciding if you need to do this

You need to do this if you provide advice to businesses by:

■ investigating a client’s personal needs and business objectives;

■ reaching agreement with the client about which support options would be
suitable and arranging for them to be provided;

■ giving feedback and advice to clients about their aims; and

■ working with clients to improve their ability to compete with other businesses.

The main topics

When you advise clients to help them meet their business needs, you will need to
do the following.

5.1 Help clients to work out their business needs and objectives

5.2 Review the client’s business and help clients choose from the options
available.

5.3 Give feedback to clients.

5.4 Reach agreement with clients over what course of action they should take.

What your work involves

You need to advise clients to help them meet their business needs in a way that
meets the national standard. You will need to show your ability to work with
different types of client, for example:

■ business start-ups;

■ existing businesses;

■ businesses that hope to develop and expand;

■ clients who are linked to your organisation;

■ different types of business (such as sole traders, partnerships, limited
companies, social enterprises and non-profit-making organisations);

■ owner managers, partners, senior managers or directors of companies; and

■ individuals and groups.

For a generalist adviser, this would involve looking at the whole business. For a
specialist adviser, this will mean only looking at their area of expertise.

These activities may overlap with those in sections 2 and 7.
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What you need to know and understand
If you want to help clients meet their business needs, you must understand and
apply each of the following.

Communication and interpersonal skills

You need to develop methods and techniques for:

■ dealing with clients;

■ building long-term relationships;

■ listening and questioning;

■ interviewing, negotiation and presentation;

■ giving, receiving and passing on feedback; and

■ dealing with difficulties and keeping conflict and difference to a minimum.

You also need to know about the benefits and drawbacks of different kinds of
communication (such as face-to-face contact, phone, fax, and e-mail).

Diagnostic techniques

You need to develop methods and techniques for:

■ carrying out an initial assessment of client needs;

■ collecting data about business performance;

■ evaluating problems and opportunities;

■ financial appraisal;

■ risk assessment; and

■ passing business reviews on to your clients in a clear and understandable way.

You will also need to know about:

■ the benefits and drawbacks of using different diagnostic techniques;

■ common problems and opportunities; and

■ the involvement of particular people within the client’s business and your
organisation.

About the client’s business

You will need to know about:

■ the client’s business operations and processes;

■ the strategy, structure and shared values of the client’s business;

■ the client’s situation and business aims; and

■ the client’s personal culture and business objectives, needs, general
capabilities and particular strengths, and (where appropriate) those of their
stakeholders.
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Business performance

You need to develop methods, techniques and business strategies for:

■ building support for policies, strategies and plans;

■ improving competitiveness;

■ drawing your client’s attention to the benefits and drawbacks of different kinds
of competition; and

■ clearly defining business objectives, actions, organisational structures, roles
and responsibilities.

You will need to know about:

■ business performance indicators;

■ the importance of market appraisal, correct pricing and evaluating the
different types of products offered (product mix);

■ cash flow forecasts and survival planning;

■ profit and loss accounts, balance sheets and cash flow statements;

■ business, financial and legal rules and methods;

■ what makes a business plan a practical and useful management tool;

■ trends and developments that may affect the client’s business;

■ any outside factors that could affect business performance (such as consumer
demand, new technology or government legislation); and

■ extra sources of information and advice that may help your client.

Key areas of business advice

You need to know about methods, techniques and business strategies for:

■ finance and accounting;

■ ICT and e-commerce;

■ managing people;

■ designing business identity and products;

■ maintaining activities using new technologies and traditional methods;

■ exporting goods and services;

■ environmental management; and

■ marketing and sales.

Problem solving

You need to develop methods and techniques for:

■ identifying possible problems and opportunities;

■ monitoring and evaluating progress; and

■ evaluating the benefits and drawbacks of different decisions.

You will also need to know about:

■ the most suitable options and the options most appropriate to specific issues;

■ the impact of different forces or limits;

■ possible barriers to achieving solutions; and

■ dealing with problems and difficulties that may exist in achieving solutions for
the client.
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Action planning

You need to develop methods and techniques for:

■ planning, setting objectives and deciding what is important;

■ alternative implementation strategies;

■ overcoming obstacles, barriers to achievement and challenges;

■ contingency planning and risk assessment; and

■ risk-benefit comparisons.

You will also need to know about the importance of:

■ identifying and setting goals and targets for each stage of the action plan; and

■ identifying resources and timescales.

Providing business advice

You need to develop methods and techniques for:

■ developing clients’ self-confidence;

■ combining and co-ordinating business support; and

■ planning, time management and effective delegation.

You must follow any guidelines set by your organisation or professional body for
providing advisory services about:

■ client service and confidentiality;

■ ethics, values and professional standards;

■ equal opportunities, diversity and social inclusion;

■ changes in the way you provide services, information and legislation;

■ the limitations of your role and responsibilities and any relevant contractual
obligations;

■ funding and other support available to the client;

■ your organisation’s policy, strategy and service options;

■ health and safety;

■ using information management systems;

■ invoicing systems, pricing and credit-control policies; and

■ procedures for quality assurance and handling complaints.

You will also need to know about:

■ the dynamics of business advice relationships; and

■ the limits of your own skills and knowledge.

Information and communications technology [ICT]

You need to develop methods and techniques for making the most of:

■ word-processing, spreadsheet and database packages; and

■ e-mail, intranets and the Internet.
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What you need to show
You must make sure that you can show the following.

5.1 Help clients to work out their business needs and objectives

a Help your clients seek and share information, views and concerns
freely.

b Help clients to explain their current business position, and analyse the
strengths, weaknesses, opportunities and threats (SWOT analysis) that
may affect their business.

c Help clients to evaluate their current situation using established
measures and rules.

d Help clients get any extra information and advice they need to review
their business.

e Help clients to set practical, specific and challenging personal and
business objectives for the short-, medium- and longer-term.

f Help clients to identify any problems or opportunities.

5.2 Review the client’s business and help clients choose from the options available

a Review the client’s business performance and use the findings to make
a fair evaluation of the client’s objectives.

b Consult the client about which parts of their business activities would
benefit from change.

c Encourage clients to consider if proposed changes will help them meet
their business and personal objectives.

d Help clients to evaluate the risks, benefits and outside factors involved
in each proposed change so that they can make informed decisions.

e Help clients to put the changes in order, so that urgent problems are
dealt with first.

f Make sure the client understands what may be involved in achieving
the results they would like.

5.3  Give feedback to clients

a Give clients advice and information that is appropriate to their
business.

b Present advice and information to clients in a way that helps them
make decisions.

c Build clients’ commitment and confidence in developing and running
their business successfully.

d Help clients to make changes to their business by providing accurate
information and challenging their ideas.

e Encourage clients to adopt a strategic (long-term) view about how to
achieve their goals.

f Give clients advice that is up-to-date, legal, ethical and relevant to their
business and their needs.

g Ask for support from specialists when you are not sure what to do.

h Introduce clients to specialists if they are needed.
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5.4 Reach agreement with clients over what course of action they should take

a Help your client to develop an action plan, set short-term goals and
organise work so that it is dealt with in order of importance.

b Make sure your client is committed to undertaking the agreed action
plan and gaining support from other people involved.

c Help clients to work out what resources will be needed, where they will
come from and how they will be used.

d Help clients to clearly define the roles and responsibilities needed to
manage or carry out the action plan.

e Identify anything that may affect the results of the action plan with your
client.

f Help clients to monitor the action plan and make realistic decisions
about the possibility of achieving their objectives.

g Help clients to consult with and convince the people who will have to
carry out the action plan.

h Make sure that the agreed action plan includes the review points and
your role in the process.

i Encourage the client during the action plan by contributing any extra
support or information agreed.
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Summary

What this is about

This is about reviewing and improving your performance. It involves:

■ developing and maintaining your skills in researching business information;

■ keeping up to date with developments in business information, and
identifying how these may affect the support services you provide to clients;

■ monitoring your performance to make sure that it meets professional
standards; and

■ taking whatever action is necessary to meet your professional development
needs.

Deciding if you need to do this

You need to do this if you:

■ want or need to check your ability and performance against national
standards;

■ want to keep up to date with developments affecting business practice and
business information services; and

■ want or need to develop your skills and expertise.

The main topics

When you develop your ability to provide business information, you will need to
do the following.

6.1 Develop business research and information handling skills.

6.2 Keep up to date with any new developments.

6.3 Monitor your work activity.

6.4 Develop your professional skills and performance.

What your work involves

You need to develop your ability to provide business information so that it meets
the national standard. You will need to show:

■ that you have an approved level of knowledge about business information;

■ that you can work with new and established businesses; and

■ you have improved your skills and expertise through recognised review
processes.

These activities may overlap with those in sections 1 and 4.
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What you need to know and understand
If you want to develop your ability to provide business information, you need to
understand and use each of the following.

Research and information handling

You need to develop methods and techniques for:

■ collecting and studying secondary data (information that has been researched
by others);

■ interpreting measurements and surveys (such as surveys of market activity,
client needs);

■ knowing and using different searches to find enough accurate information;
and

■ using different kinds of information systems (for example, CD-Roms, the
Internet, videos, journals and reference books).

You will also need to know about:

■ the principles of effective desk-based research;

■ the importance of checking for bias, validity and reliability; and

■ the legal and regulatory requirements for the use of information.

Information sources

You will also need to know how to get information from a wide range of sources
and about the advantages and disadvantages of those sources, for example:

■ local information;

■ statistical information;

■ market research;

■ the Internet;

■ in-house or online databases, business directories and guides; ·
information on companies and products; and

■ legislation (for example, Employment Law, Health and Safety Law, business
taxation, environmental protection, intellectual property, international trade).

You will also need to know about the services provided by organisations that
undertake commissioned research.

Performance monitoring techniques

You need to understand informal and formal methods, techniques and processes
for:

■ monitoring conduct;

■ reviewing the performance of staff in your organisation; and

■ self-appraisal (evaluating your own performance).

You will also need to know about:

■ the reasons for monitoring business support activity;

■ the limitations of self-appraisal;

■ how performance can be affected by the type of client and their business
needs; and

■ any performance goals set by your organisation.
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Classifications and layout

You need to develop methods and techniques for:

■ the layout and structuring of information; and

■ using computer and machine-based systems.

Ethical and professional considerations

You need to follow any guidelines set by your organisation or professional body
for information services, about:

■ ethics, values and standards of good practice; and

■ client service and confidentiality.

Personal action planning

You need to develop methods and techniques for:

■ improving your practice generally, or in particular areas;

■ setting objectives; and

■ planning actions.

You will also need to know about:

■ the reasons for continuing professional development [CPD];

■ your strengths and weaknesses;

■ the advantages and disadvantages of different types of development activities;
and

■ the way your organisation works (including resources, objectives, targets and
training and development budget).

Improving your performance

You need to develop methods and techniques for improving your knowledge and
experience about providing business information, and how small businesses work
(in general or in particular areas). You will also need to know about:

■ different personal development activities (for example, using advice from
mentors or seeking more opportunity to practise); and

■ opportunities for training and development (for example, attending
conferences, workshops or masterclasses, undertaking work placements or
joining specialist groups).

Information and communications technology [ICT]

You need to develop methods and techniques for using computer-based:

■ planning tools; and

■ training and development (for example, on line, CD-Rom, intranet). You will
also need to know about the limitations of ICT in training and development.

Professional development
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What you need to show
You must make sure that you can show the following.

6.1  Develop business research and information handling skills

a Make sure your research methods demonstrate an acceptable level of
skill and understanding, in line with confidentiality, health and safety
procedures and the law.

b Maintain an acceptable level of knowledge about a wide range of
information sources that are likely to be helpful to new and established
small businesses.

c Understand how to check that information is likely to meet clients’
particular needs.

6.2  Keep up to date with any new developments

a Monitor and review new areas of information that may be relevant to
small businesses.

b Identify the effects, benefits and limitations of using ICT in business
information services.

c Identify how changes to legislation or advisory regulations, that apply
to business activities, may affect the business information you provide.

d Identify how national schemes, or changes to the way your organisation
works, may affect how you provide business information.

e Make sure that you have the best available information, given the time
and cost available.

f Keep colleagues, contacts and clients informed about what you find,
and how it affects support services.

6.3 Monitor your work activity

a Make the best use of your organisation’s procedures for contacting and
assessing possible clients.

b Make sure that the service you deliver to clients is the service you
agreed to deliver.

c Monitor your performance to check that you behave ethically and
professionally towards clients.

d Make sure that any problems with client confidentiality are dealt with
so they are not repeated in the future.

e Use your strengths and weaknesses to your own advantage.

f Use feedback from others, and self-appraisal, to identify your
development needs and areas for improvement.

6.4  Develop your professional skills and performance

a Identify the skills you need to work effectively with clients and other people.

b Identify opportunities, costs, timescales and targets for training and
development within your organisation’s objectives.

c Agree a personal action plan that identifies what you need to do to
maintain and develop your role.

d Review your progress against your objectives, and update your action
plan to include new aims or achievements.

e Spend time on training and development that improves the quality of
your work and the services you provide to clients.

f Change the way you work in line with any changes in business practice
and how business support is provided.

g Share your knowledge and experience with others, as appropriate.
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Summary

What this is about

This is about reviewing and improving your performance. It involves:

■ developing and maintaining your skills in the key areas of business;

■ keeping up to date with developments in business practice, and identifying
how these may affect the support service you provide to clients;

■ monitoring the development of your performance to make sure that it meets
professional standards; and

■ taking whatever action is necessary to meet your professional development
needs.

Deciding if you need to do this

You need to do this if you:

■ want or need to check your ability and performance against national
standards;

■ want to keep up to date with developments affecting business practice and
business advisory services; and

■ want or need to develop your skills and expertise.

The main topics

When you develop your ability to provide business advice, you will need to do the
following.

7.1 Develop a general business knowledge base.

7.2 Keep up to date with any new developments in all key areas.

7.3 Monitor your work activity.

7.4 Develop your professional skills and performance.

What your work involves

You need to develop your ability to provide business advice so that it meets the
national standard. You will need to show:

■ that you have an approved level of knowledge about business advice;

■ that you can work with new and established businesses; and

■ you have improved your skills and expertise through recognised review
processes.

These activities may overlap with those in sections 2 and 5.
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What you need to know and understand
If you want to develop your ability to provide business advice, you need to
understand and apply each of the following.

Key areas of business advice

You need to develop methods, techniques and business strategies for:

■ finance and accounting;

■ ICT and e-commerce;

■ managing people;

■ designing business identity and products;

■ maintaining activities using new technologies and traditional methods;

■ exporting goods and services;

■ environmental management; and

■ marketing and sales.

You will also need to know about the effects of a range of issues, including:

■ political and social;

■ economic; and

■ geographical (for example, local, regional, national and international).

Performance monitoring techniques

You need to understand informal and formal methods, techniques and processes
for:

■ monitoring conduct;

■ reviewing the performance of staff in your organisation; and

■ self-appraisal (evaluating your own performance).

You will also need to know about:

■ the reasons for monitoring business support activity;

■ the limitations of self-appraisal;

■ how performance can be affected by the type of client and their business
needs; and

■ any performance goals set by your organisation.

Ethical and professional considerations

You need to follow any guidelines provided by your organisation or professional
body for business advice services, about:

■ ethics, values and standards of good practice; and

■ client service and confidentiality.
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Personal action planning

You need to develop methods and techniques for:

■ improving your practice generally, or in particular areas;

■ setting objectives; and

■ planning actions.

You will also need to know about:

■ the reasons for continuing professional development [CPD];

■ your strengths and weaknesses;

■ the advantages and disadvantages of different types of development activities;
and

■ the way your organisation works (including resources, objectives, targets and
training and development budget).

Improving your performance

You need to develop methods and techniques for improving your knowledge and
experience about providing business advice, and how small businesses work (in
general or particular areas). You will also need to know about:

■ different personal development activities (for example, using advice from
mentors or seeking more opportunity to practise); and

■ opportunities for training and development (for example, attending
conferences, workshops or masterclasses, undertaking work placements or
joining specialist groups).

Information and communications technology [ICT]

You need to develop methods and techniques for using computer-based:

■ planning tools; and

■ training and development (for example, on line, CD-Rom, intranet).

You will also need to know about the limitations of ICT in training and
development.

Professional development
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What you need to show
You must make sure that you can show the following.

7.1 Develop a general business knowledge base

a Maintain an acceptable level of knowledge and understanding of all key
areas of business advice.

b Maintain an acceptable level of understanding of the basic issues in
each key area.

c Maintain an acceptable level of understanding about how the basic
issues relate to new and established businesses.

7.2 Keep up to date with any new developments in all key areas

a Monitor and review information on trends and developments in all key
areas of business practice that may affect small businesses.

b Identify the effects, benefits and limitations of using ICT in business
activities and business support services.

c Identify the things that may affect key areas of business practice.

d Plan for possible opportunities and changes in the market that may
affect your clients.

e Make sure that you have the best available information, given the time
and cost available.

f Keep colleagues, contacts and clients informed about what you find,
and how it affects support services.

7.3  Monitor your work activity

a Make the best use of your organisation’s procedures for contacting and
taking on possible clients.

b Make sure that the service you deliver to clients is the service you
agreed to deliver.

c Monitor your performance to check that you behave ethically and
professionally towards clients.

d Make sure that any problems with client confidentiality are dealt with
so they are not repeated in the future.

e Use your strengths and weaknesses to your own advantage.

f Use feedback from others, and self-appraisal, to identify your
development needs and areas for improvement.

7.4  Develop your professional skills and performance

a Identify the skills you need to work effectively with clients and other
people.

b Identify opportunities, costs, timescales and targets for training and
development within your organisations objectives.

c Agree a personal action plan that identifies what you need to do to
maintain and develop your role.

d Review your progress against your objectives and update your action
plan to include new aims or achievements.

e Spend time on training and development that improves the quality of
your work and the services you provide to clients.

f Change the way you work in line with any changes in business practice
and how business support is provided.

g Share knowledge and experience with others, as appropriate.
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Summary
What this is about

This is about organising information and other material (eg printed, recorded and 
fi lmed material). It involves:

■  classifying information and material, allocating information and material to 
appropriate classes;

■  selecting and creating appropriate classifi cation notations;

■  entering information and material onto the system; and

■  cataloguing information and material.

Deciding if you need to do this

You need to do this if you organise information and material within your working 
environment.

The main topics

When you organise information and material you will need to do the following.

8.1 Classify information and material.

8.2 Catalogue information and material.

What your work involves

To organise information and material to meet the national standard you will need 
to show you can classify two of the following types of information and material:

■  printed material, such as books and journals; 

■  recorded material, such as audio tapes, videos and CDs; or

■  fi lmed material such as microfi ches or fi lmed images.

You will also need to show you can:

■  select or create at least one of the following types of notations:

–   location marks;

–   class numbers; or 

–   names; and

–   use manual or electronic systems.

You will need to answer questions about those things listed that you do not 
actually show you can do. 

Key Words

Classifi cation notations

The convention used in your organisation to assign a unique identifi er (or 
identifi ers) to a record. They may be manual or electronic.

Classify

To assign a thing to a category, usually within a system. 

Where this unit is from

This is the same as unit IL3/5 from the Information and Library Service Standards. 
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What you need to know and understand 
If you want to organise information and material you need to understand and 
use each of the following.

Classifi cation

You need to develop methods and techniques for:

■  distinguishing between overall and subsidiary subject matters;

■  allocating information/material to classes;

■  selecting appropriate classifi cation notations; and

■  creating classifi cation notations.

You will also need to know:

■  how the information classifi ed is likely to be used; and

■  about types of user groups the organisation serves.

Cataloguing

You need to develop methods and techniques for:

■  determining the priority and relevance of material;

■  integrating records onto the system; and

■  fi nding existing records.

You will also need to understand how to use:

■  the cataloguing standards used by your organisation; and

■  local applications for cataloguing standards.
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What you need to show
You must make sure that you can show the following. 

8.1 Classify information and material

a    Determine overall and subsidiary subject matters accurately.

b    Allocate information and material to appropriate classes within the 
system.

c    Select appropriate classifi cation notations.

d    When required, create appropriate classifi cation notations.

8.2 Catalogue information and material 

a    Check information and material against any existing record.

b    Enter information and material onto the system in accordance with 
local application of prescribed standards.

c    Catalogue information and material in accordance with its priority and 
relevance.

d    Integrate the new record into existing system.
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Summary
What this is about

This is about indexing information and materials for use in business information 
services. It involves:

■  identifying the purpose of the index;

■  collecting the information needed for the index;

■  analysing and describing the information;

■  grouping information into the patterns or fi elds which comprise the index;

■  using appropriate conventions to classify, order and cross-reference the 
information;

■  organising the entries for use;

■  checking the index for consistency;

■  editing it for currency; and

■  establishing a procedure for updating the index.

Deciding if you need to do this

You need to do this you are responsible for creating indexes. This includes stand 
alone indexes and indexes in publications.

The main topics

When you index information you will need to do the following.

9.1 Identify and locate information.

9.2 Analyse and describe information.

9.3 Arrange information into an entry.

9.4 Arrange entries into an index.

What your work involves

To index information to meet the national standard you will need to show your 
ability to work with at least two of the following:

■  a stand alone index on paper;

■  a stand alone index in card form;

■  a stand alone index which is a database on a computer; or

■  an index which is part of a publication, or set of publications.

You will need to show you can identify and locate information by at least three 
of the following:

■  the range of users of the index;

■  the availability (to users) of relevant indexes elsewhere;

■  the space to be taken up by the index;

■  the format for the index; or 

■  a specifi cation for the index prepared by someone else. 
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You will also to need show you can form and assign index terms by at least two 
of the following:

■  assigning them from a prescribed list;

■  taking them from pre-existing formulations;

■  deriving them from the text; or

■  forming them to meet the needs of users.

You will need to show you can arrange information into an entry by:

■  grouping the elements of the entry either into patterns or fi elds;

■  using different types of locator by at least one of the following: 

■  volume/document number, page number, column number, image number, 
document or fi le reference number and electronic reference); and

■  using the required conventions for entries to do with layout, font type, size 
and style and punctuation.

You will need to show you can arrange entries into an index by:

■  organising entries in at least two of the following ways: 

■  alphabetically;

■  numerically; or 

■  hierarchically;

■  using the required conventions for indexes to do with layout, font type, size 
and style and punctuation; and

■  producing explanatory notes about at least three of the following:

■  coverage;

■  arrangement;

■  terminology; or

■  the use of abbreviations and what they are, how to access the index and 
typographical features.

You will need to answer questions about those things listed that you do not 
actually show you can do. 

Key words

Elements

The parts of an entry in the index, such as the title of a document, its author, 
publishing history, provenance, manufacture, cross-references, and so on.

Expression of an entry

The information about the entry in the index and the way it is presented (its 
format).

Information

The information to be entered into the index. 

Where this unit is from

This is the same as unit IL3/6 from the Information and Library Service Standards.
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What you need to know and understand 
If you want to Index information you need to understand and use each of the 
following.

Planning indexes

You need to know why indexes are used and who will use them. You need to 
know how:

■  to discriminate between relevant and irrelevant information; and

■  this index relates to others in the organisation.

You also need to understand what:

■  typical purposes indexes serve;

■  the subject matter of the information to be indexed is; and

■  typical formats can be used for indexes.

Forming indexes and assigning index terms

You need to know why it is necessary to derive concepts as a basis for indexing. 
You need to know how:

■  to identify concepts;

■  to form index terms; and

■  to verify the clarity and consistency of index terms.

You also need to understand what:

■  use the index will have

■  the subject matter of the indexed information is;

■  degree of cross-referencing is appropriate; and

■  are the recognised standards for citations relevant to the particular index.

Creating entries

You need to know why you should use indexing standards, guidelines for the 
citation of references, a thesaurus and approved presentation conventions. You 
need to know how:

■  to group elements in an entry;

■  to use a thesaurus;

■  to check for consistency; and

■  to create the presentation required.

You will also need to understand what:

■  use the index will have;

■  the subject matter of the indexed information is;

■  locators to use;

■  degree of cross-referencing is appropriate;

■  the recognised standards for citations relevant to the particular index are; and

■  guidelines to use.
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Organising entries

You need to know why:

■  indexes are used

■  it essential to check the internal consistency of the index

■  the index may need updating or extension (and when)

You need to know how:

■  to check that the index is up-to-date, consistent and that it complies with 
conventions

■  to compose explanatory notes and guidance

You also need to understand what:

■  users’ needs for the index are

■  conventions should be used for the particular index 
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What you need to show
You must make sure that you can show the following. 

9.1 Identify and locate information

a   Accurately identify the factors which determine the scope and range of uses 
of the index.

b   Carefully assess the information available for the index for its relevance 
and signifi cance.

c   Accurately identify and discard information which is not signifi cant.

d   Note accurately the precise location of information to be included in the index.

e   Note accurately for later use any factors which affect the organisation of the 
index, and which you identify as you assess the information.

9.2 Analyse and describe information

a   Clearly describe the information within the context of the discipline 
concerned.

b   Clearly differentiate major from minor references.

c   Derive appropriate concepts from an accurate and thorough analysis of the 
subject fi eld and the context of the information.

d   Select terminology appropriate to the subject matter, consistent with 
recognised standards and relevant to the uses to which the index will be 
put, in order to form index terms to represent concepts.

e   Assign index terms so that they logically relate to the purpose of the index.

f    Clearly indicate relationships between your index by correct cross-references.

g   Record your decisions systematically.

h   Verify that your selected index terms are unambiguous and consistent in 
representing the concepts.

9.3 Arrange information into an entry

a   Select appropriate criteria from grouping the elements of each entry.

b   Group the elements consistently within and across entries, by applying the 
selected criteria.

c   Check that, once grouped, the information is clear and presented consistently.

d   Synthesise and organise headings and sub-headings insistently.

e   Include the correct locator(s) and all the relevant information for each entry.

f    Correctly apply appropriate indexing standards and guidelines for the 
citation of references.

g   Select and use an appropriate thesaurus.

h   Apply correctly the convention required by your organisation for the 
presentation of the information.

9.4 Arrange entries into an index 

a   Organise the entries so that they meet users’ needs.

b   Check the complete index for internal consistency.

c   Check that the required conventions for presenting the information are 
used throughout.

d   Check that the terminology and information in the index is current, and 
that the way it is expressed is transparent to users.

e   Promptly update any terminology or information which is not current.

f    Improve the expression of any entry the meaning of which is not 
transparent to users.

g   Write clear and accurate explanatory notes and guidance for the users.

h   Identify accurately and install promptly procedures for updating and adding 
to the index
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Summary
What this is about

This is about creating new materials to preserve information about business practice. 
It involves:

■  identifying the requirements for new material, establishing the cost and research required;

■  planning for any restrictions on the use of information;

■  collecting and evaluating information;

■  recording the provenance of information; and

■  creating new records in a suitable format within timescales and budgets.

Deciding if you need to do this

You need to do this you preserve information by creating new material.

The main topics

When you create new materials to preserve information you will need to do the following.

10.1 Identify requirements for new material.

10.2 Collect and evaluate information.

10.3 Create records of new information.

What your work involves

To create new materials to preserve information to meet the national standard 
you will need to show your ability to identify requirements for new material, by:

■  creating records in different formats in at least one of the following ways:
–   photograph;
–   written on paper;
–   microform;
–   via database; or
–   and scanned;

■  identifying and planning for different restrictions of at least two of the following:
–   time;
–   copyright;
–   commercial confi dentiality;
–   data protection legislation; or 
–   personal sensitivity.

You will need to show you can collect and evaluate information, by identifying 
doubtful information with regard to currency, accuracy, bias and relevance. 

You will also need to show you can make records for present and future users.

You will need to answer questions about those things listed that you do not 
actually show you can do. 

Key words

New information
Information which will meet user’s requirements, and which does not already 
exist in your organisation’s collection or database. The information may be held 
in a manual or electronic record.

Doubtful information
Information which:
1   may not be of relevance to users;

2   may be questionable as to its accuracy or authenticity; and

3   may be superseded by other information in the near future.

Where this unit is from

This is the same as unit IL3/7 from the Information and Library Service Standards.
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What you need to know and understand 
If you want to create new material to preserve information you need to 
understand and use each of the following.

Requirements for new materials

You need to know what:

■  the organisation’s standards are for recording information; and

■  groups will use the new material and their needs, and how the balance 
between future and present needs will affect this.

You will need to understand how:

■  copyright law affects the creation of new material;

■  data protection legislation affects the creation of new material;

■  to establish the cost and research required to create new material; 

■  to determine the format of record creation; and

■  to organise information for use and preservation. 

Creating records

You need to know:

■  what copyright implications there are for any format change; and

■  how to use the appropriate equipment for the format of the record.

You need also need to understand why it is important to complete the record 
within timescales and budget. 
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What you need to show
You must make sure that you can show the following. 

10.1   Identify requirements for new material

a Identify and analyse the need for new material

b   Establish the cost and research required to create new material.

c    Determine the format of record creation in accordance with available 
resources and suitability for preservation.

d   Identify and plan for any restrictions on use of information.

e   Ensure that all activity is within the organisation’s policy on data 
collection and storage.

10.2   Collect and evaluate information

a   Gather information which is appropriate to users’ needs.

b   Organise information appropriately for use and preservation.

c    Identify any doubtful information clearly.

d   Record the provenance of information appropriately.

10.3   Create records of new information

a   Complete the record within necessary time and budget.

b   Ensure that the record is as permanent as possible and necessary.

c    Ensure that the record covers all details required within the 
organisation’s established practice.

d   Ensure that the record is in the format most suitable for users’ needs.

e   Allocate a unique identifi er where appropriate.
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Summary
What this is about

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

■  delivering and organising excellent customer service; and

■  spotting and solving other problems before your customers even know about 
them.

Deciding if you need to do this

You need to do this if you:

■  deal with customer problems; and

■  seek to impress customers by sorting out those problems effi ciently and 
effectively.

The main topics

When you monitor and solve customer service problems you will need to do 
the following.

11.1 Solve immediate customer service problems.

11.2 Identify repeated customer service problems and options for solving them

11.3 Take action to avoid the repetition of customer service problems.

What your work involves

To monitor and solve customer service problems to meet the national standard 
you will need to show your ability to solve problems from customers who are 
internal or external to your organisation or a combination of both. The problems 
you solve will be:

■  identifi ed by your customers; 

■  identifi ed fi rst by you and/or by your colleagues;

■  a difference between customer expectations and the products or services of 
your organisation; 

■  a problem resulting from system or procedure failures; and

■  a problem resulting from a shortage of resources or human error. 

You must show you can solve problems using: 

■  formal organisational procedures; and

■  agreed/authorised exceptions to usual practice. 

When you note repeated problems you may use a company system or one you 
have set up. 

You must show that you have considered the options for solving problems from 
your customer and the organisation’s point of view.

All options you have considered must be based on the existing products or 
services offered by your organisation unless specifi cally agreed by a manager.

These activities may overlap with those in unit 1.

Where this unit is from

This is the same as unit CS3/4 from the Customer Service Standards. 
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What you need to know and understand
If you want to monitor and solve customer service problems you need to 
understand and use each of the following.

Context of your organisation

You will need to show that you are aware of the position of your organisation in 
the wider context. You will be expected to show you recognise:

■  the major competitors of your organisation; 

■  the effects of legislation on the performance of your organisation;

■  the implications of a change of structure, products or services for your 
organisation; and

■  the implications of other market place activities on your organisation. 
Organisational policy and working practices

You need to follow guidelines, policy and procedures set by your organisation 
about:

■  what your customers’ rights are and how these rights limit what you are able 
to do for your customer;

■  the specifi c aspects of: 

–   health and safety;

–   protection;

–   equal opportunities;

–   disability discrimination; and

–   legislation and regulations that affect the way the products or services you 
deal with can be delivered to your customers.

■  industry, organisational and professional codes of practice and ethical 
standards; 

■  any contractual agreements that your customers have with your organisation;

■  the products or services of your organisation relevant to your customer service 
role;

■  the guidelines laid down by your organisation that limit what you can do 
within your job;

■  the limits of your own authority and when you need to seek agreement with 
or permission from others;

■  any organisational targets relevant to your job, your role in meeting them and 
the implications for your organisation if those targets are not met; and

■  how to communicate in a clear, polite, confi dent way and why this is 
important.

Solving customer problems

You need to follow procedures and systems set by your organisation for dealing 
with customer service problems. You also need to understand how:

■  the successful resolution of customer service problems contributes to 
customer loyalty with the external customer and improved working 
relationships with the internal customer; and

■  to negotiate with and reassure customers while their problems are being 
solved. 

11
Monitor and 
solve customer 
service 
problems 

Customer service

Additional Units



What you need to show
You must make sure that you can show the following. 

11.1 Solve immediate customer service problems

a   Respond positively to customers’ problems according to 
organisational guidelines.

b Solve customer problems when it is within your own area of authority.

c  Work with others to solve customers’ problems.

d Keep customers informed of the action being taken.

e Check with customers that they are satisfi ed with the action taken. 

f  Solve problems within service systems and procedures that might 
affect customers before they become aware of them.

g Inform the appropriate authority and colleagues of the steps taken to 
solve specifi c problems.

11.2 Identify repeated customer service problems and options for solving them

a   Work individually or with colleagues to identify repeated customer 
service problems.

b   Identify the options for dealing with repeated problems and consider 
the advantages and disadvantages of each option.

c    Work with others to determine an agreed way forward for solving 
repeated problems.

d   Select the best option for both your customers and your organisation.

11.3 Take action to avoid the repetition of customer service problems

a   Negotiate with the appropriate authority changes to customer service 
systems and procedures that will reduce the chance of problems 
being repeated.

b   Action your agreed solution.

c    Keep your customers informed in a positive and clear manner of 
steps being taken to solve any service problems.

d   Monitor the solutions you have implemented and make any suitable 
changes to ensure that no further problems occur.

e   Action changes to customer service systems and procedures brought 
in by your organisation.
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Summary
What this is about

This unit is about the key competence of the customer service professional – 
organising and seeing through change that is sustainable and is in the spirit of 
continuous improvement in customer service. This involves:

■  identifying potential changes, 

■  thinking through their consequences

■  making them work.

Deciding if you need to do this

You need to do this if you are dedicated to the continuous improvement of 
customer service and this involves organising changes in service. 

The main topics

When you promote continuous improvement, you will need to do the following.

12.1 Plan improvements in customer service based on customer feedback.

12.2 Implement changes in customer service.

12.3 Review changes that promote continuous improvement.

What your work involves

To promote continuous improvement to meet the national standard you will need 
to show you can respond to customers in your workplace. Your customers can 
be internal or external to the organisation or a combination of both. You must 
also show that you have organised changes that have resulted in sustainable 
continuous improvement to your customers, lasting over a period of time. Your 
proposals for improvements need to be:

■  based on planned and analysed customer feedback; 

■  take into account all relevant regulations; and

■  take into account the costs to the organisation.

You may carry out this work alone or with colleagues. However you must show 
that you have taken a leading and active role in:

■  collecting and analysing feedback; 

■  proposing initiatives for change; 

■  implementing the change; and

■  evaluating and reviewing the change. 

The changes that you propose and initiate may be changes:

■  in how products or services are supplied; or 

■  in how you and your colleagues behave when delivering products or services. 

These activities may overlap with those in core section 1.

Where this unit is from

This is the same as unit CS3/5 from the Customer Service Standards. 
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What you need to know and understand 
If you want to promote continuous improvement you need to understand and 
use each of the following.

Context of your organisation

You will need to show that you are aware of the position of your organisation in 
the wider context. You will be expected to show you recognise:

■  the major competitors of your organisation; 

■  the effects of legislation on the performance of your organisation;

■  the implications of a change of structure, products or services for your 
organisation; and

■  the implications of other market place activities on your organisation. 
Organisational policy and working practices

You need to follow guidelines, policy and procedures set by your organisation 
about:

■  what your customers’ rights are and how these rights limit what you are able 
to do for your customer; 

     the specifi c aspects of: 

–   health and safety;

–   protection;

–   equal opportunities;

–   disability discrimination; and 

–   legislation and regulations that affect the way the products or services you 
deal with can be delivered to your customers.

■  industry, organisational and professional codes of practice and ethical 
standards; 

■  any contractual agreements that your customers have with your organisation;

■  the products or services of your organisation relevant to your customer service 
role;

■  the guidelines laid down by your organisation that limit what you can do 
within your job;

■  the limits of your own authority and when you need to seek agreement with 
or permission from others;

■  any organisational targets relevant to your job, your role in meeting them and 
the implications for your organisation if those targets are not met; and

■  how to communicate in a clear, polite, confi dent way and why this is 
important. 

Improving customer service

You will also need to show that you know and understand:

■  how service improvements in your area affect the balance between 
overall customer satisfaction, the costs of providing service and regulatory 
requirements;

■  how customer experience is infl uenced by the way service is delivered;

■  how to collect, analyse and present customer feedback; and

■  how to make a business case to others to bring about change in the products 
or services you offer.
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What you need to show
You must make sure that you can show the following. 

12.1 Plan improvements in customer service based on customer feedback

a   Plan ways of capturing customer feedback that will help you identify 
areas for improvement.

b   Gather feedback from customers.

c    Analyse feedback to identify opportunities to improve customer 
service.

d   Discuss with others the potential effects of any proposed changes for 
your customers and your organisation.

e   Agree improvements based on feedback with the appropriate 
authority.

12.2 Implement changes in customer service 

a   Plan and organise the implementation of agreed changes.

b   Implement the changes according to organisational guidelines.

c    Inform appropriate people inside or outside your organisation of the 
changes made and the reasons for them.

d   Monitor early reactions to changes and make appropriate 
adjustments.

12.3 Review changes that promote continuous improvement

a   Collect and record feedback on the effects of the change.

b   Analyse feedback and share your fi ndings on the effects of change 
with others.

c    Summarise the advantages and disadvantages of changes made by 
using your fi ndings.

d   Use your evaluation of changes to identify opportunities for further 
improvement.

e   Present these opportunities to the appropriate person.
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Summary
What this is about

This unit is about designing interventions which will enable clients to improve 
their organisational performance. It is part of a group of units, contribute to the 
implementation of client interventions. It involves:

■  planning and designing activities which will enable the client to improve their 
organisational performance;

■  proposing interventions which enable the client organisation to develop, based 
on a clear analysis of the current position and the future requirements; and

■  using technical expertise.

The interventions may be followed through by the management consultant or by 
the client organisation itself.

Deciding if you need to do this

You need to do this if you:

■  action plan for and with clients to design programmes to improve their 
organisational performance;

■  diagnose the nature and scope of activities required to achieve improvement; and

■  develop detailed analysis of ways and means of putting action plans into practice. 

The main topics

When you design interventions which contribute to improved client performance 
you will need to do the following.

13.1 Evaluate the extent and nature of the intervention needed.

13.2 Determine methods of achieving the objectives of the intervention.

What your work involves

To design interventions which contribute to improved client performance to meet 
the national standard you will need show you can evaluate the nature and extent 
of interventions, based on all of the following:

■  gained internally from the client organisation;

■  gained externally from the client organisation; and

■  arising from specially commissioned research.

You will also need to be able to show that you can agree objectives in respect of 
each of the following objectives:

■  customers and staff of the client organisation;

■  other stakeholders with an interest in the client organisation;

■  processes of operation and management within the client organisation;

■  the impact of changes on customers and the market;

■  profi tability; and

■  management and organisational structure.
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Key Words and Concepts

Existing methods
based on current best practice, own experience, in respect of organisational 
development; for business functions in respect of people, fi nance, processes, 
plant, equipment and materials.

Facts, information and data
internal and external; specially commissioned; confi dential and non-confi dential.

Interventions
the actions, systems and processes which will enable clients to achieve their 
objectives and to sustain that achievement.

Objectives
people, process, customer/market impact, profi tability management and structure.

You must show you can assess interventions in respect of three of the following:

■  processes;

■  equipment and materials;

■  fi nance; and

■  people.

You must also show you can identify the potential for innovation and creativity 
in each of the following:

■  problem solving;

■  designing change; and

■  implementing and managing change.

You must show that you can involve both of the following types of clients in the 
design of the implementation:

■  customers and staff of the client organisation; and

■  other stakeholders with an interest in the client organisation.

These activities may overlap with those in core section 5.

Where this unit is from

This is the same as unit MC1 from the Management Consultants’ Standards. 

■  The performance criteria can be found under the heading What you need to 
show.

■  The knowledge requirements can be found under the heading What you need 
to know and understand. 

■  The evidence requirements can be found under the heading What your work 
involves.
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What you need to know and understand 
If you want to design interventions which contribute to improved client 
performance you need to understand and use each of the following.

Analysis and evaluation

You need to develop methods and techniques for:

■  analysing information both qualitatively and quantitatively and draw accurate 
conclusions (13.1, 13.2); 

■  assessing recommendations to check whether they are reliable (13.2);

■  deciding on targets, standards and monitoring methods (13.1, 13.2); and

■  diagnosing and analysing client problems using a variety of data gathering, 
problem solving and analytical techniques (13.1, 13.2).

You will need to understand the importance of:

■  effective planning in the management of activities and change (13.1, 13.2); and

■  effective management of resources to organisational performance (13.1, 13.2).

You will also need to understand:

■  the principles of effective time and resource management and how to apply 
them for monitoring purposes (13.2);

■  the principles and methods of quality assurance (13.2). 

Health and safety

You will need to understand the importance of health and safety at work and your 
role and responsibilities in relation to this (13.1, 13.2).

Intervention design

You need to develop methods and techniques for:

■  designing interventions which are based on data gathered from relevant 
sources cell, (13.2)

■  identifying potential obstacles to improvement and develop solutions (13.2)

■  planning interventions and allocate roles and responsibilities (13.2)

■  developing action plans and plans for change with clients (13.2)

You will need to understand what principles and processes of management 
consultancy are available and appropriate for the required intervention (13.2) 
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What you need to show
You must make sure that you can show the following. 

13.1 Evaluate the extent and nature of the intervention needed 

a   Gather facts about the client organisation as part of the design 
process.

b   Establish the purpose of the intervention, and its intended effect on 
the client organisation’s mission, values and performance

 c   Determine the technical aspects of the intervention, and defi ne which 
areas of the client organisation will be most involved.

d   Agree the objectives of the intervention, and its intended impact on 
the client organisation.

13.2 Determine methods of achieving the objectives of the intervention 

a   Assess which existing methods are relevant to the objectives.

b   Assess the opportunities for innovation and creativity for the client 
organisation in adapting existing methods and developing new ones.

c    Identify who should be involved in which aspects of the intervention.

d   Establish where the client organisation is now and how progress 
towards the required objectives should be made.

e   Establish a timetable for achievement, linked to objectives and 
schedules.

f    Identify overlaps and interfaces between different aspects of the 
intervention, and explain how they will be integrated.

g   Involve the clients in the development.
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Summary
What this is about

This is about working with clients to put in to practice plans and solutions that enable 
them to achieve their objectives. It includes working with clients and their staff and 
others, as part of a team approach to the required action, as well as working alone with 
the client. The interventions may be specially designed for the client, or may consist of 
tried and tested actions to achieve an improvement in performance. It involves:

■  co-ordinating the acquisitions and assembly of resources, and evaluating the use 
of and performance of resources;

■  explaining what is needed, action planning and agreeing quality and evaluation criteria; 

■  making sure everything starts when it should, that everyone knows what they 
are doing, monitoring progress against the original plan overcoming unforeseen 
problems and improving things as they proceed; and

■  assessing interventions and presenting formal fi ndings of evaluations with 
recommendations for future improvements.

Deciding if you need to do this

You need to do this if you:

■  work with clients and their staff to implement programmes and plans which aim 
to improve performance;

■  oversee resource utilisation and allocation with clients;

■  manage the plans in action; and

■  evaluate their success in achieving improvements.

The main topics

When you implement interventions which contribute to improved client performance 
you will need to do the following.

14.1 Assemble the resources necessary to implement interventions

14.2 Agree systems, processes and methods of working

14.3 Implement and oversee the agreed interventions

14.4 Monitor and review the effectiveness of interventions

What your work involves

To implement interventions which contribute to improved client performance to 
meet the national standard you will need to show you can implement and oversee 
interventions with three of the following types of client:

■  owner managers in small and medium enterprises (SMEs);

■  directors and senior managers in larger organisations;

■  public sector organisations; and

■  private sector organisations.

You must show you have managed the interventions in respect of each of the following:

■  gaining the acceptance of the client and their staff to the activity;

■  encouraging their participation in the activity; and

■  developing the client and their staff.

You must also show you can:

■  co-ordinate resources in respect of all of the following - people, premises, plant 
and equipment, raw materials and intellectual property; 

■  negotiate with relevant individuals in respect of both internal and external 
resource allocation; 

■  agree systems, processes and methods in respect of three of the following – 
organisational development, people, processes, plant and equipment and materials. 
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You must also show you can explain the aims and purposes of the intervention plan 
to at least two of the following types of relevant people:

■  the main client contact within the client organisation;

■  other members of staff within the client organisation;

■  colleagues within your own organisation working at the same level as yourself; and

■  higher-level managers or sponsors in your or your clients’ organisation.

You must show you can implement interventions based on systems, processes and 
methods in respect of three of the following - organisational development, people, 
processes, plant and equipment and materials.

You must show you have: 

■  set objectives for each of the following - process, participation, aims and 
achievements; 

■  assessed each of the following against the agreed objectives: 

–   the extent to which agreed objectives were achieved overall; and

–   the performance of resources during the intervention.

You must also show you can present formal evaluations to at least two of the 
following relevant people:

■  team members and participants in the intervention;

■  colleagues working at the same level as yourself in your and the client organisation;

■  higher-level managers or sponsors; 

■  the client and the client organisation; and

■  suppliers.

Key words and Concepts

Evaluation 

the process of judging achievements and effectiveness

Implementation

means putting into practice the activities, systems and processes which are intended 
to improve client performance.

Interventions

the activities and actions agreed with clients with the aim of meeting identifi ed needs 
and improving business performance.

Relevant individuals

internal to the client organisation; with authority and responsibility for resource 
allocation and use.

Resources

people, premises, plant, equipment, raw materials.

Systems, methods and processes

in respect of organisational development and change; for business functions in 
respect of people, fi nance, processes, plant, equipment, materials. 

Where this unit is from

This is the same as unit MC2 from the Management Consultants’ Standards. 

■  The performance criteria can be found under the heading What you need to show.

■  The knowledge requirements can be found under the heading What you need 
to know and understand. 

■  The evidence requirements can be found under the heading What your work involves.
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What you need to know and understand
If you want to implement interventions which contribute to improved client 
performance you need to understand and use each of the following.

Change management

You will need to understand:

■  how people react to change and how to minimise disruption and confl icts 
before and during change (14.1, 14.2, 14.3);

■  the principles of change management (14.2, 14.3, 14.4);

■  the importance of negotiation and consultation in change management and 
methods to achieve this (14.1, 14.2, 14.3);

■  the importance of effective management of resources to organisational 
performance this (14.1, 14.2, 14.3, 14.4);

■  the principles and methods of effective budgetary control (14.1, 14.2, 14.3); and

■  the organisational values and objectives which have a bearing on the 
interventions being made and how to interpret their implications (14.1).

You need to develop methods and techniques for:

■  identifying and evaluate the implications of proposed changes for people in 
the client organisation (14.2, 14.3, 14.4);

■  identifying the implications of change and impact on quality of the 
organisation’s work (14.3, 14.4);

■  devise strategies to minimise adverse effects of change this (14.2, 14.3);

■  promoting change effectively (14.1, 14.2); and

■  developing action plans and implement solutions with clients (14.2, 14.3). 

Communication

You will need to understand:

■  the importance and use of effective communication methods this (14.1, 14.2, 
14.3, 14.4); and

■  the importance of enabling those affected by change to contribute to the 
process of implementation and how to achieve this (14.1, 14.2).

You need to develop methods and techniques for:

■  motivating people and win their commitment and participation (14.1, 14.2, 14.3);

■  organising, presenting and communicating plans and budgets effectively 
according to the needs of people within your own and the client organisation 
(14.1, 14.2).

Health and safety

You will need to understand the importance of health and safety at work and your 
role and responsibilities in relation to this (14.1, 14.2, 14.3, 14.4).

Human Resource Development

You will need to understand the importance of equality of opportunity in 
implementing development activities and how to apply this (14.3).

Monitoring and evaluation

You will need to understand the importance of:

■  agreeing the organisation’s development plans with those involved (14.2); and

■  regular reviews of activity and rescheduling of work to achieve planned 
objectives this (14.2, 14.3, 14.4).

You need to develop methods and techniques for monitoring and assessing 
how effective and effi cient interventions are and how to identify potential 
improvements this (14.3, 14.4). 
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What you need to show
You must make sure that you can show the following. 

14.1 Assemble the resources necessary to implement interventions

a   Co-ordinate the bringing together of the resources needed for the 
intervention.

b   Negotiate with relevant individuals for resource allocation and use 

c    All the resources are available when they are needed.

d   Develop a contingency plan for resource shortfalls.

e   Evaluate resource performance and use.

14.2 Agree systems, processes and methods of working

a   Explain the aims and purposes of the intervention to the relevant 
people.

b   Work with the client organisation to establish roles, responsibilities 
and objectives.

c    Support those involved in developing their understanding of what is 
expected of them.

d   The systems, processes and methods you have selected will help to 
achieve the objectives of the intervention.

e   Agree quality and evaluation criteria for the systems, processes and 
methods you have selected.

14.3 Implement and oversee the agreed interventions 

a   The implementation starts at the agreed date and time, and that 
everyone involved knows what they are doing and why.

b   Maintain the resource supply, and assess maintenance of quality of 
input and output.

c    Assess progress against plan at agreed intervals and against agreed 
criteria with the client.

d   Establish procedures for dealing with deviations from plan.

e   Respond to opportunities to improve and adapt the intervention.

14.4 Monitor and review the effectiveness of interventions

a   Assess the extent to which agreed objectives were achieved with 
relevant people.

b   Assess any negative effects of the intervention.

c    Assess the resource impact of the intervention.

d   Assess any achievements in excess of expectation, and consider the 
reasons why.

e   Present formal evaluation as required, and identify potential future 
improvements.
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Summary
What this is about

This is about developing your team’s skills and knowledge to ensure the best 
possible results at work. It involves:

■  identifying the development needs of your team and its members, planning 
their development and using a variety of activities to improve team 
performance; and

■  your role in supporting individuals’ learning, assessing teams and 
individuals against agreed development objectives, and continually improving 
development activities, policies and overall practice.

Deciding if you need to do this

You need to do this if you:

■  allocate work to others;

■  achieve specifi c results by using resources effectively within a defi ned area 
of authority; and

■  contribute to, or controlling, substantial operational programmes and 
budgets.

The main topics

When you develop teams and individuals to enhance performance you will need 
to do the following.

15.1 Identify the development needs of teams and individuals.

15.2 Plan the development of teams and individuals.

15.3 Develop teams to improve performance.

15.4 Support individual learning and development.

15.5 Assess the development of teams and individuals.

15.6 Improve the development of teams and individuals.

What your work involves

To develop teams and individuals to enhance performance to meet the national 
standard you will need to show your ability to identify both of the following types 
of development needs:

■  to meet organisational objectives

■  to meet individual aspirations.

You must also show you can identify development needs for at least four of the 
following types of personnel:

■  internal; 

■  external;

■  permanent; 

■  temporary;

■  full-time; 

■  part-time; 

■  paid; and 

■  voluntary.
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You must also show evidence that you seek guidance from at least one of the 
following types of specialists:

■  within your organisation; and

■  from outside your organisation.

You must show you can use at least two of the following types of development 
activities:

■  naturally occurring learning opportunities at work;

■  specifi cally designed learning opportunities at work;

■  formal training; and

■  informal training.

You must show you can provide at least two of the following types of support:

■  mentoring;

■  coaching; and

■  provision of learning opportunities at work.

You must show you can support at least one of the following types of individuals:

■  team members;

■  colleagues working at the same level as yourself;

■  people working in another team whom you have been asked to support; and

■  people working temporarily in your organisation.

You must show you can carry out assessments for at least two of the following 
purposes:

■  to identify further development needs

■  to evaluate the effectiveness of development processes

■  to appraise performance

■  to recognise knowledge, skills and competence at work. 

You must also show you can carry out at least two of the following types of 
assessment:

■  testing of knowledge and skills;

■  observing performance at work;

■  assessing the contributions of colleagues and team members; and

■  taking part in appraisal discussions.

You must also show you can evaluate and improve at least two of the following 
types of development activities:

■  naturally occurring learning opportunities at work;

■  specifi cally designed learning opportunities at work;

■  formal training; and

■  informal training.

You must also show you can present your plans and pass on your 
recommendations to at least two of the following types of relevant people:

■  team members;

■  colleagues working at the same level as yourself;

■  higher-level managers or sponsors; and

■  specialists.
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Key words and concepts

Assessment against development objectives

using various techniques such as tests, observations of performance and 
discussions to measure team members’ current skills, knowledge and 
performance against the agreed objectives for development.

Confi dentiality 

only providing information to those who are authorised to have it.

Development activities

any activities you organise to develop knowledge and skills, such as carrying 
out work-based projects or assignments, observing an expert colleague at work, 
reading books and specialist journals, undertaking open learning or computer-
based training, attending training courses or conferences.

Equal access feedback on performance

giving every member of your team the same opportunity to be involved in 
activities or to use resources information you give to team members on how well 
they are performing against the objectives which have been agreed.

Identifi cation of development needs

identifi cation of the gap between the demands of your and team members’ jobs 
(both now and in the foreseeable future) and your and team members’ current 
level of performance, knowledge and skills.

Individual aspirations

the personal wishes of individual team members to improve their performance at 
work, their career prospects or their personal circumstances.

Objectives 

clearly defi ned results which you need to achieve which are specifi c, measurable, 
agreed with others, realistic and time-bound.

Obstacles to learning

physical obstacles, such as lack of resources, time or appropriate development 
opportunities, or mental obstacles, such as the attitude of the learner, yourself or 
your colleagues, which need to be modifi ed if effective learning is to take place

Organisational objectives organisational procedures

clearly defi ned and measurable results which your organisation is scheduled to 
achieve procedures to be followed in your organisation when developing teams 
and individuals and recording information

Personnel

all people working for your organisation; these may be internal or external 
workers, permanent or temporary, full-time or part-time, paid or voluntary

Plans for the development of teams and individuals

documents or spoken plans, which describe the development to be undertaken, 
when, by whom, to what standard and with what resources, in order that 
requirements and objectives can be met

Relevant people

specialists and people outside your organisation 
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Resources

the people, time, equipment, materials, services, energy and premises which you 
have at your disposal people who work with you as part of a functional or project 
team; team members may report to you either as their line manager or as the 
manager in charge of a specifi c project or activity on which they are working

Team members

team members, colleagues working at the same level as yourself, higher-level 
managers or sponsors, personnel

Values

the values of your organisation which may be refl ected in your organisation’s 
mission, standards of work, relationships between individuals at work, 
relationships with suppliers, customers and other stakeholders, personnel 
management and reward systems, training, equal opportunities, health and safety 
and environmental policies. 

Where this unit is from

This is the same as unit C10 from the Management Consultants’ Standards. 

■  The performance criteria can be found under the heading What you need to 
show.

■  The knowledge requirements can be found under the heading What you need 
to know and understand. 

■  The evidence requirements can be found under the heading What your work 
involves.
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What you need to know and understand
If you want to develop teams and individuals to enhance performance you need 
to understand and use each of the following.

Communication

You need to develop methods and techniques for:

■  presenting your plans in a way which will positively infl uence the decision 
making of relevant people; and

■  presenting development needs to relevant people in a way which is likely to 
infl uence their decision making positively.

Continuous improvement

You will need to understand:

■  the importance of human resource development to organisational effectiveness;

■  the importance of continually reviewing and improving development activities 
to ongoing organisational effectiveness; and

■  the information which is needed to evaluate the usefulness and applicability 
of development activities

You need to develop methods and techniques for evaluating the contribution 
which development activities make to achieving team and organisational 
objectives and identify better alternatives. 

Equal opportunities

You will need to understand the importance of equality of opportunity:

■  in planning the development of team members;

■  in human resource development; and

■  in implementing development activities and how to ensure this.

Information handling

You need to develop methods and techniques for collecting and validating 
the information you need to identify development needs. You will need to 
understand the importance of:

■  good record-keeping; and

■  confi dentiality when carrying out and reporting assessments. 

Involvement and motivation

You will need to understand the importance of:

■  agreeing development plans with those involved, and processes which may be 
used to achieve such agreement;

■  providing your team members with opportunities to identify their own 
development needs and those of the team as a whole; 

■  giving opportunities to those involved to contribute to the evaluation and 
improvement of development activities;

■  team members contributing to the assessment of their own progress and how 
to encourage and enable them to do so; and

■  showing your own commitment to development activities.

You need to develop methods and techniques for encouraging and enabling:

■  team members to identify development needs 

■  those involved to provide useful feedback 
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Organisational context

You need to understand:

■  the team objectives and organisational values which have a bearing on the 
identifi cation of training needs;

■  the correct procedures for presenting plans for the development of teams and 
individuals;

■  procedures for reporting the results of assessment; and

■  procedures to follow when making recommendations to improve development 
activities.

Planning

You need to understand:

■  the importance of effective planning to human resource development

■  the principles of good practice which underpin human resource development planning

■  how to develop effective and realistic plans for individual and team development 

Training and development

You need to develop methods and techniques for:

■  identifying development needs for your team and the information needed to do so;

■  ensuring that development activities meet agreed objectives and plans; and

■  selecting and implementing development activities which are appropriate to the 
team members, their development needs and work, the context in which you are 
operating and the available resources. 

You need to understand:

■  the types of support and guidance which may be needed from specialists and 
how to get them.

■  the team development needs which you have identifi ed, and how your plans will 
help to meet these

■  the importance of prioritising development activities and how to do this

■  the range of activities which you may use to develop your team

■  the importance of assessing team members against development activities

■  the team’s development objectives

■  the range of purposes which assessments have

■  the principles of fair and objective assessment

■  the methods which may be used to assess the development of team members

■  the information required to assess team members’ development.

Monitoring and evaluation

You need to develop methods and techniques for:

■  monitoring and evaluating individual progress and make adjustments according to 
a range of factors which you identify;

■  encouraging and enabling the individuals you support to provide useful feedback; and

■  providing feedback according to the individual and the circumstances. You need 
to understand the importance of:

–   monitoring individual progress;

–   gathering feedback on the quality of support you provide; and

–   providing accurate, objective and constructive feedback to individuals on their 
progress.

15
Develop teams 
and individuals 
to enhance 
performance

Team development

Additional Units



Providing support

You need to develop methods and techniques for:

■  choosing methods of support which are appropriate to individuals’ needs;

■  motivating staff and win their commitment to, and participation in, 
development activities; and

■  presenting a positive role model in this regard to team members;

You need to understand:

■  the importance of managers supporting individual learning and development; and

■  the types of support for individual learning and development which your team 
members may need; 

■  the importance of ensuring that methods of support fi t the individuals’ needs, 
objectives and preferred learning styles; and

■  the range of obstacles to learning and development which individuals may 
encounter; how to identify these and strategies to use in response to them. 
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What you need to show
You must make sure that you can show the following. 

15.1  Identify the development needs of teams and individuals 

a   Give opportunities to team members to help identify their own 
development needs and those of the team as a whole.

b   Identify development needs accurately and base your decisions on 
suffi cient reliable and valid information.

c    Identify development needs for all the personnel you are responsible 
for.

d   Where required, you seek guidance from competent specialists.

e   Provide information on development needs to authorised people 
only, in the format required and to agreed deadlines.

f    Your records of identifi ed development needs comply with 
organisational procedures.

15.2 Plan the development of teams and individuals 

a   Your plans refl ect the identifi ed training and development needs of 
all the personnel you are responsible for.

b   Your plans contain clear, relevant and realistic development 
objectives.

c    Your plans clearly identify the processes you will use and the 
resources you need.

d   Your plans are capable of being implemented within the defi ned 
timescales.

e   Where resources are insuffi cient to meet all identifi ed needs, your 
plans accurately refl ect organisational priorities.

f    You present your plans to relevant people in an appropriate and 
timely manner.

g   You update your plans at regular intervals after discussion and 
agreement with relevant people.

15.3 Develop teams to improve performance 

a   The development activities which you organise support your team 
and organisational objectives.

b   The development activities which you organise make best use of 
available resources.

c    Provide all team members with equal access to relevant development 
activities.

d   Demonstrate your own commitment to individual and team 
development through your personal support for; and involvement in, 
the development activities.
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15.4 Support individual learning and development 

a   The support you provide is consistent with the individuals’ needs, 
their objectives and preferred learning styles.

b   The support you provide takes account of the individuals’ work 
constraints and overall team objectives.

c    Give all team members equal access to support relevant to their 
learning needs.

d   Monitor the individuals’ learning and development carefully so that 
you can modify support promptly, according to their needs.

e   Encourage, collect and respond constructively to feedback from 
individuals on the quality of support you provide.

f    Give feedback to individuals at points most likely to reinforce 
learning and development.

g   The feedback you give is accurate, objective and helpful.

h   Identify and remove any obstacles to learning effectively and with the 
agreement of the individuals involved.

15.5 Assess the development of teams and individuals 

a   Agree the purpose of the assessment and your own role in it with 
relevant people.

b   Give opportunities to team members to contribute to their own and 
their team’s assessments.

c    Give all team members equal access to assessment against 
development objectives.

d   Carry out the assessments objectively against clear, agreed criteria

e   Base the assessments on suffi cient, valid and reliable information.

f    Provide information on the results of the assessments to authorised 
people only in an appropriate format and to agreed deadlines.

15.6 Improve the development of teams and individuals 

a   Give opportunities to those involved to help evaluate and improve 
development activities.

b   Your evaluation of the usefulness and applicability of development 
activities is based on suffi cient valid and relevant information.

c    Your evaluation demonstrates the contribution development 
activities make to achieving team and organisational objectives.

d   Where development activities prove ineffective or inappropriate, you 
agree alternatives which are capable of meeting the development 
needs you have identifi ed.

e   Present your recommendations for improving overall development 
practice to relevant people in an appropriate and timely manner.
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Introduction    

As a business adviser you have wide-ranging knowledge which you use to help 
your clients at various stages of their business.

The level of knowledge you have refl ects your general business awareness as well 
as your particular speciality or area of expertise.

Whatever your role, you still need to know about the key areas of a business, 
including the areas listed in these guidance notes.

Unit 7 ‘Develop your ability to provide business advice’, states that you must show 
an acceptable level of knowledge and understanding of all key areas of business 
advice. This means you must have the following.

■  A basic understanding of the effect each business area has on the overall 
health of the business. 

■  A broad understanding of the basic issues in any business area so you can 
accurately explain them to a client.

■  A general knowledge of what might need to be done to improve a particular 
key area.

■  Suffi cient knowledge and understanding to know whether or not a client 
should be referred to a specialist adviser or a specialist advice organisation.

■  Knowledge of how important it is for the business to have a strategy for its 
development.

■  An awareness of the importance of the client accepting responsibility for 
business concerns and, where appropriate, an understanding of how to 
persuade them of the need to change. 

       

The key areas of business advice listed in units 5 ‘Help clients to meet their business 
needs’ and 7 ‘Develop your ability to provide business advice’ are as follows.

a   Strategic overview

b   Finance and accounting

c   ICT and E-commerce

d   People

e   Innovation and technology (covering activities using new technologies and 
traditional methods)

f    Marketing and sales (including exporting goods and services)

g   Operations and processes (including design and environmental management)

Unit 5 ‘Help clients to meet their business needs’ gives examples of the range of 
businesses, including the following.

■  Business start-ups

■  Existing businesses

■  Businesses that hope to expand

■  Clients who are linked to your organisation

■  Different types of business (sole trader, partnerships, limited companies, 
social enterprises and non-profi t-making organisations)

■  Owner-managers, partners, senior managers or directors of companies

■  Individuals and groups 
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Knowledge and 
understanding of key 
areas of business

In order to help clients meet their business needs, you should have suffi cient 
knowledge to know whether or not the client should be referred to a specialist 
adviser or a specialist advice organisation.

So you should have a general understanding of the key issues facing small 
businesses and their owner-managers, plus a broader understanding of the basic 
business functions.

You will be expected to know and understand the following.

■  Why some small businesses succeed when others fail.

■  The strengths and weaknesses of different types of small to medium-sized 
enterprises (SMEs), with regard to:

–   the market sectors those enterprises are in;

–   the enterprises’ growth potential;

–   their stage of growth; and

–   their management capabilities and styles.

■  The business objectives of the person who owns or manages the business 
and (where appropriate) how these may affect those relying on that business’s 
success.

■  How to overcome the political and social changes, along with the economic, 
geographical and ICT challenges, facing SMEs.

■  How the major business functions (including business planning, fi nance, sales 
and marketing, and business management) link to and support each other.

■  Business performance indicators, including how they are relevant to the 
client’s business.

■  The main features and benefi ts by which SMEs may be measured, including:

–   Investors in People;

–   Business Excellence Model; and

–   ISO9000. 

■  The benefi ts and disadvantages of using various analytical and diagnostic 
techniques, including SWOT (strengths, weaknesses, opportunities and 
threats) and PEST (political, environmental, social and technological) 
analysis.

■  Techniques to help clients accept and manage change, including:

–   overcoming barriers or obstacles;

–   comparing risks against benefi ts; and

–   dealing with the attitudes of owners and managers.

■   Where clients can get specialist advice (when appropriate). 
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You should have suffi cient knowledge to allow you to understand why each of the 
following areas is signifi cant to each particular business.

You will be expected to know and understand the following.

■   Accounting systems (manual or computer-based), including accurate 
information for recording, monitoring and reporting on how the business’s 
fi nances are managed.

■   Financial statements, including cashfl ow forecasts, profi t and loss accounts, 
balance sheets and performance indicators which allow you to assess the 
current fi nancial position of the business.

■   Key ratios including:

–   Gross profi t % (the percentage gross profi t is to turnover);

–   Net profi t % (the percentage net profi t is to turnover);

–   Break even (the turnover level at which the business will break even);

–   Gearing (the ratio of debt to equity);

–   Stock turn (how fast stock is being sold);

–   Debtor days (how long, on average, money is owed to the business);

–   Current ratio (the ratio of current assets to current liabilities);

–   Acid test (the ratio of current assets, except stock, to current liabilities); 
and

–   Return on capital employed (the business’s profi t compared with the 
capital used in the business).

■   Performance compared with benchmarks for appropriate sectors.

■   The current tax, VAT and national insurance levels appropriate to the business 
and the owners.

■  The sources and types of fi nance available to meet the needs of the business 
(including venture capital, business angels, banks, factoring, government and 
local authority loans, grants and awards) and any fi nancial risks involved in 
their type of business.

■   Where clients can get specialist advice (when appropriate). 
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You should have suffi cient knowledge to allow you to understand how 
information and communication technologies (ICT) and E-commerce could help 
in the planning and development of the business.

You will be expected to know about and understand the following.

■  The basic principles and capabilities, which underpin the information and 
communication technologies and the potential effects on the SME.

■  The basic capabilities of E-business, and how they can be used by an SME to 
improve their performance and gain access to new markets and opportunities.

■  An understanding of the E-business opportunities that can be taken 
advantage of.

■  The risks involved in undertaking ICT and E-business projects, along with ways 
of managing these risks and the consequences of failing to do so.

■  The main components of a PC, the range of PCs, desktops and other versions 
(such as laptops) available; and the relative merits associated with each.

■  Extra components which are needed to use the Internet (a modem, an Internet 
service provider, browser software).

■  The advantages of a computer network, including sharing printers.

■  Business software commonly used to improve productivity.

■  The main features of an intranet and extranet, the advantages and some of 
the uses.

■  The requirements of the Data Protection Act and how specifi c SMEs can meet 
those requirements.

■  Where clients can get specialist advice (when appropriate). 
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You should have suffi cient knowledge to allow you to understand that staffi ng is 
important when developing the business so you understand when a client might 
benefi t from developing their workforce.

You will be expected to know and understand the following.

■  A number of different ways in which SMEs can:

–   attract, recruit, develop and keep the staff they need;

–   train and develop all their people, using external qualifi cations as 
appropriate;

–   review the effectiveness of their training and development policies;

–   manage their staff’s performance;

–   cope with losing key workers;

–   develop teams and improve their performance; and

–   encourage and manage different skills within their teams.

■  How organisational structures and cultures affect the success of an 
organisation and how SMEs can:

–   create effi cient and effective organisational structures to deliver their 
business plan; and

–   develop and maintain an organisational culture which encourages staff to 
achieve the business’s goals.

■  How SMEs can benefi t from becoming ‘Investors in People’.

■  How the following laws affect SMEs and how they could take steps to keep 
to them.

–   Employment and contract law

–   Equal opportunities laws, including the Disability Discrimination Act

–   Health and safety laws

■  The main sources of information on employment issues and laws, and explain 
the nature and limitations of each.

■  Where clients can get specialist advice (when appropriate). 
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You should have suffi cient knowledge to allow you to understand the importance 
of innovation and technology when planning and developing the business.

You will be expected to know and understand the following.

■  The changes in the way organisations are using technology, including:

–   supply-chain management systems;

–   workstation design;

–   operations design;

–   product and service design; and

–   marketing and distribution systems.

■  Typical strategies SMEs can follow to encourage innovation, including:

–   fi nancial and other incentives;

–   culture change;

–   organisation development;

–   business process re-engineering; and

–   leadership.

■  The benefi ts and risks involved in adopting innovative approaches to business 
and using technology, including:

–   marketing benefi ts;

–   improvements in organisational effi ciency;

–   access to new markets; and

–   increased survival rates.

■  Where clients can get specialist advice (when appropriate). 
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You should have enough knowledge to know and understand the key areas of 
marketing and sales.

You will be expected to know and understand the following. 

■  How marketing activities contribute to sales and developing customer 
relationships.

■  What contribution marketing planning and sales planning can make to 
achieving the best return from limited staff, fi nance and resources.

■  Which processes or activities are involved in developing an appropriate 
product or service for a certain customer group.

■  How to diagnose the current elements of the product or service by referring 
to the price, promotion (including selling), place (location and distribution 
channels) and people the product or service is aimed at.

■  How to diagnose what the product or service offers, or could offer, to customer 
groups in existing or new markets.

■  What parts make up the selling process, in particular understanding the time 
and complexity differences in the sales cycles (for example from contacting 
the customer to closing the sale).

■  How to describe products or services in terms of features, benefi ts and unique 
selling points.

■  How to fi nd out what national or international market opportunities may exist 
for the client’s product or service.

■  How to get market information on the design and development of products 
and services, and information on logos, devices, branding and E-commerce.

■  Sources of advice and technology to help the client with the plan and 
implement business strategies. What methods are available to improve routes 
to markets, the design and use of promotional media and campaigns, pricing, 
the effectiveness of the sales force and customer service.

■  Which areas of law affect marketing, selling, customer service and 
international trade activities, and where the client can get appropriate advice.

■  What is involved in producing strategic objectives and outlining plans for 
national and international sales, marketing and customer service.

■  What methods successful businesses commonly use to measure the 
effectiveness of their national and international sales, marketing, promotion 
and customer service activities.

■  How to describe the main benefi ts and risks (including risks related to 
E-commerce) of exporting products or services.

■  Where clients can get specialist advice (when appropriate). 



You should have suffi cient knowledge to allow you to understand the signifi cance 
of operations and process matters when planning and developing the business.

You will be expected to know and understand the following.

■  The signifi cance and principles of strategic operations and process matters 
when developing the business.

■  How performance is measured, including costs, speed, fl exibility, 
dependability and quality.

■  The options available to improve the effi ciency of the business.

■  How the business can respond to major changes and how this affects the 
organisation’s capability

■  How the health and safety laws affect the business and the consequences of 
not keeping to those laws.

■  The key issues the business may face and how they relate to different activities 
in the business.

■  How to present health and safety issues (including risk assessments, risk 
control and monitoring) as a relevant and active part of business operations.

■  Any other laws that may apply to the business.

■  Current environmental laws and the principles of environmental management.

■  The effect the business’s products and services have, or are likely to have, on 
the environment they operate in.

■  Opportunities to reduce energy costs or minimise waste.

■  The range of strategies the business has for keeping to and benefi ting from 
environmental laws.

■  The signifi cance of design process when planning and developing the product 
or service and the business. 

■  The basic type of design services and uses available, how these could be used 
by the client, and how the client can get them.

■  Principles and laws relating to intellectual property rights and copyright, and 
ways of protecting those rights.

■  The relevant sources of expertise in intellectual property rights and copyright 
laws.

■  Where clients can get specialist advice (when appropriate). 
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