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Section 1: General information about NVQs

Introduction

This section provides an overview of NV Qs. Even if you are aready familiar with the concept
of NV Qs, you please read this section, asit contains details of the changes to the unit format for
these NV Qs and outlines other key changes. These key changes are detailed in Section 2.

What are NVQs?

National Vocational Qualifications (NVQs) are work-based qualifications that assess the skills
and knowledge people need to perform their job role effectively. The qualifications are based on
National Occupational Standards, which define what employees, or potential employees, must
be able to do and know, how well they must do these things.

The standards are usually defined by Sector Skills Councils (SSC) for this area, which is made
up of representatives from the relevant industrial sectors.

The organisation responsible for IT National Occupational Standardsis:

E-Skills UK

1 Castle Lane

London

SWI1E 6DR

Telephone: 020 7963 8920
Fax: 020 7592 9138
Email: info@e-skills.com

Each NV Q isdesigned to fit into a broad qualifications framework, which allows for the
comparison of different qualifications in the UK and throughout Europe.

NV Qs are open to al. There are no entry requirements, no prescribed methods of delivery, no
time constraints for completion and no age limits. Candidates do not have to achieve their NVQ
al at once, unit accreditation is available for those wishing to achieve an NV Q unit by unit over
aperiod of time.

On occasions, special assessment arrangements may be needed in order to provide equal
opportunities to candidates with learning support needs. Y ou must talk with your assessor, tutor
or employer if you think that you need any special arrangements.

NV Qs are normally available at five levels, which reflect the range of technica and supervisory
skills, knowledge, and experience that employees should have asthey progressin their industry.
An explanation of the levelsis provided on the following page.

The Edexcel NVQsfor IT Practitioners are available at Levels 1 and 2. The Edexcel NVQ for
IT Professionalsis available at Level 3.
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Explanation of levels

Level

Candidates must show their competence:

Level 1

in arange of activitiesthat are largely routine and predictable.

Level 2

in a broader range of work activities that are less routine and predictable.
Their job role will need to have some autonomy and responsibility and may
require them to work as part of ateam.

Leve 3

by applying their knowledge and skills while carrying out a broad range of
varied work activities, most of which are complex and non-routine. Their job
role will have considerable autonomy or responsibility, and often require
them to manage others.

Level 4

through complex work activities which that require technical knowledge.
Their job role requires substantial personal autonomy and often requires them
to take responsibility for the work of others and for allocating resources.

Level 5

when carrying out activitiesin awide range of situations, which are often
unpredictable. Substantia responsibility and autonomy isinvolved inthejob
role, which requires deciding on the alocation of resources and the work of
others. It requires the use of complex skills such as anaysis, design and
evaluation.

Guidance to candidates — Edexcel Levels 1 and 2 NVQsfor IT Practitioners
Level 3NVQ for IT Professionals — Issue 1 — March 2005




What is the structure of the IT Practitioner and Professional NVQs?

Inthese IT NVQs, the IT standards are broken down into Areas of Competence (AoC) as set
out in the National Occupational Standards (NOS) for Information and Communication
Technologies and Contact Centres.

Each Area of Competence isdefined at four levels and an Area of Competence at a particular
level is called aunit. These replace the performance indicators and range statements of
previous models.

The structure of a unit is set out diagrammatically on the following page.

Apart from the change to the structure, there are other changesin these NVQs. The main
changes are:

use of different levels within one qualification

enhanced role for expert witnesses

new rules about the use of ssimulation

only the mandatory units must be completed in the workplace.
These changes are described in more detail in Section 2.

At each qudlification level units can be assessed:

e wholly using evidence arising from the workplace or simulation

e by acombination of certificated knowledge and skills (from a recognised qualification or
employer training scheme) and workplace or simulation evidence.
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An example extract from a unit is shown below.

Level 2 Software Development and Design \

Unit title

Level plus Area of Competence.

components.

A Level 2jobroleislikely to involve:

e creating detailed designs for individual software )

A brief introduction to the
activities or outcomes that are
involved.

|
I~

The competent person can: | This will involve applying This will involve effective

knowledge and use of the following skills
understanding of: and techniques.

e create designsfor

e the content of specified | e creating detailed designs

~ software components. organisational software for software components
§ S%ggﬂp&m o fol Iovx_/i ng relevant
o ' organisational software
development procedures.
/\ A /\
A\ / \ S
A summary of A list of the key A list of the
what a competent components of component
person cando at a knowledge and skillsand
level. understanding techniques for
needed to underpin competent
competence. performance.

More detail of each underlined phraseis

provided.

Software Development Procedures

Level 2 | o

e Creating detailed designs, software components and documentation.
Testing and installing software.
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Who is involved in NVQs?

A number of people areinvolved in NVQ assessment. Their roles have been designed to
guarantee fair, accurate and consi stent assessment.

Who are they?

What is their role?

Centres

Organisations that offer NVQs on
behalf of Edexcel. They may be
schaooals, colleges, universities,
training providers or employers.

Responsible for the quality of the
qualification. They must work
within Edexcel’ s policies and
guidelines.

Appoint assessors and internal
verifiers. Centres have a
responsibility to ensure competence
of assessors, enabling trust to be
placed in their decisions, without
the need to insist on paper evidence
to support every assessment
decision.

Review, once ayear, the operation
of the course and candidates
performance.

Employers

Employersin this context may
represent the actual employer of an
employee who is being assessed or
may be a provider of work
experience opportunities to
candidates who are based in a
centre.

Employees can be permanent or
temporary, paid or voluntary.

Play akey rolein the delivery of
NV Qs. Employers will work with
centres to define the training need
for an individual, negotiating or
defining as needed levels, options
and pathways. The agreed
programme will depend upon the
nature of the business and the
business needs as well as the needs
of the individual.

Work with assessors to support
candidates by providing training
and work experience opportunities
during their NV Q.

Provide assessment evidence
through such mechanisms as expert
witness statements or observations.

Candidates

The people who want to achieve the
NV Q, eg employees, voluntary
workers.

Need to show they can perform to
national standardsin order to be
awarded an NVQ or NVQ unit(s).
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Who are they?

What is their role?

Assessors | ¢ The people who assesses the e Judge candidates evidence of
candidates and decides if they have performance, knowledge and
met the required standard, eg a understanding against the national
Supervisor. standards and decide whether
candidates have demonstrated
competence.

e Work alongside candidates to guide
and give advice as to the most
efficient and effective ways to
collect evidence and demonstrate
competence

Internal e Individuals appointed by the centre | ¢  Advise and support assessors and
verifiers who ensure that assessors apply the maintain the quality of assessment
standards consistently, eg in acentre.
SUpervi rs;)rs, line managers, e Sample assessments systematically
aSSESOrS. to confirm the quality and
consistency of assessment
decisions.

e Ensure that assessors maintain
accurate records of assessments.

Externa e Individuals appointed by Edexcel to | ¢  Check the quality and consistency

verifiers ensure that standards are being of assessments, so you can be sure
applied uniformly and consistently the same standards are applied
across all centres offering the NV Q. everywhere.

o Makeregular visitsto centresto
ensure they continue to meet the
approval criteria.

Edexcd e Your awarding body, approved by | ¢ Enable candidate registration.

the government to offer
qualifications and awards. Edexcel
provides qualifications throughout
the world.

Issue candidates’ certificates so that
employers can be sure the
qualification has been gained after a
rigorous and effective assessment
process.

How are NVQs achieved?

When you meet the standards described in the components, and show that you have the required
skills and knowledge, you can then claim that you are competent. Y ou can claim certification
for single units or whole awards. Y our claim to competence is registered through an awarding
body. The awarding body you are registered with for thisNVQ is Edexcel. The claim for
certification is done through your assessment centre (eg college, employer or training provider).
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How do | start my NVQ?

The process of gaining an NV Q isflexible and depends on your needs.

At the beginning of the process, your assessor will review your existing competence in relation
to the standards and identify the most suitable level. The level you start at will depend on the
type and breadth of your current job role together with your past experience, qualifications,
skillsand any relevant prior learning. It may also depend on your employersin terms of which
skills are needed to support their business needs.

Getting this part right isimportant for al of parts of the NVQ asit is possible that you may do
some units at different levelsto the mandatory units.

How are NVQs assessed?

Assessment is based on what you can do and involves you (the candidate), your assessor, an
interna verifier and an external verifier — see Who isinvolved in NVQs?

Y ou will be asked to prove you are competent by providing evidence that shows you:

e can perform al the specified tasks consistently to the required standard

e understand why you are doing things.

Assessment is flexible and you can be awarded a certificate for each unit you successfully
achieve, even if you do not complete the full NV Q. There is no set period of time in which you
need to complete a unit or NV Q. However, you and your assessor should still set target dates for
completing each unit. Be redistic though, as there are many factors such as your previous
experience, demands within your workplace and an availability of resources that will affect how
quickly you are able to achieve the qualification.

What is evidence?

To claim competence for an NV Q unit you need to gather evidence, which shows you have met
the standards. It isimportant that your evidence is easily found so that it can be checked against
the standards, by both your assessor and the awarding body.

Evidence can take many forms including:

e the Accreditation of Prior Achievement (APA) — where qualifications previousy gained
can count towards an NV Q unit or where evidence relates to past experience or
achievements (APL)

e Observation of current practice by your assessor — where evidence is generated from a
job or voluntary role

e expert witness statements — might be from your line manager, a colleague or a customer.
Y ou need to work with your assessor to make sure that the witness statements are
acceptable

e work product evidence — such asfiles you have produced yourself that show alevel of
understanding or skill. Thiswork may have been done as part of ajob or it may have come
from asimulation that is as close to real working conditions as possible.

More detail s and possibilities for evidence are provided later in this booklet.
It isimportant that your evidenceis:
e valid — it relates to the NVQ standard you are trying to prove

e authentic — the evidence, or an identified part of it, was produced by you
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e current — usualy not more than two years old but your assessor will advise on this
e sufficient — covers al the areas of competence that are needed.

Note: You should check carefully that your evidence covers all of the above. If you arein any
doubt about whether to use a piece of evidence, you should ask your assessor for guidance.

Y our evidence may be collected from a range of sources, such as employment, voluntary work,
training programmes and interests/activities that you perform outside your work.

How will my assessor check | have the knowledge and understanding
listed in the standards?

For some units, it will be clear to your assessor that you have the required knowledge and
understanding from how you carry out your work. There will be other occasions though, when
your assessor will be unsure. This could be because your assessor has not had the opportunity to
observe al the evidence needed. In these situations, your assessor may wish to assess your
knowledge and understanding by asking you some questions. These questions can be given
verbally or in writing. Alternatively it may be more convenient for the assessor to ask you do
some additiona activity.

What if | have previous experience or knowledge and understanding
from work and other qualifications?

If you have previous work experience, skills, and knowledge and understanding, which you feel
isrelevant to your NV Q, you should tell your assessor about it. Y our assessor may ask you for
more proof in the form of |etters from previous employers/training providers or details about
any courses you have completed and copies of your certificates. For example, you may have
completed units from an Edexcel BTEC First Diplomafor IT Practitioners, which are relevant
to some of the units that you are taking for thisNV Q.

The process of matching your previous experience and learning is referred to asthe
Accreditation of Prior Achievement (APA). The purpose of this processisto give you some
credit towards your NV Q for things you can aready do to the national standard. This means that
your assessor should not have to assess you for these things all over again.

However, the success of this process depends on you telling your assessor what previous
qualifications, work experience or knowledge you have and how you think it is relevant to your
NVQ.

When can simulation be used?

Throughout your NV Q, the emphasis is on you being able to carry out real work activities so
assessment will normally be carried out in the workplace itself.

There may be times, however, when it might not be appropriate for you to be assessed while
you are working. Examples might be where your NV Q requires you to carry out emergency or
contingency procedures, for safety or confidentiality reasons or if your job role does not cover
al aspects of the qualification. In such instances, when you have no other means of generating
evidence, ssimulation might be appropriate.

Simulation is any structured exercise involving a specific task, which reproduces real-life
situations. Care must be taken though to ensure that the conditions in which you are assessed
exactly mirror the work environment, ieit isarealistic working environment.

Y ou or your assessor should check the Centre guidance document to be sure what congtitutes a
realistic working environment.
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What is integration of assessment?

It is not necessary for you to have each evidence component assessed separately — doing so
could result in assessment that takes too long and makes it harder for you and your assessor.

There will be instances when you will be able to use one piece of evidence to prove your
competence across different components. Y ou may find that evidence isrelevant for different
units— thisis called integration of assessment.

When you first begin your NVQ, you and your assessor will spend time looking at the
standards, planning how much time you are both able to devote to the qudification and drawing
up an action plan.

At this stage, you should, with your assessor, identify any activities that relate to more than one
unit or outcome and arrange for the best way to collect asingle piece of evidence that
satisfactorily coversall the evidence components.

If you are going to integrate assessments, make sure that the evidence is cross-referenced to the
relevant units. Details of how to cross-reference your evidence can be found in How to compile
your portfolio.

Look at the assessment guidance that is provided for each unit to help you make sure you
produce enough (but not too much) evidence.

Guidance to candidates — Edexcel Levels 1 and 2 NVQsfor IT Practitioners 9
Level 3NVQ for IT Professionals — Issue 1 — March 2005



10

Guidance to candidates — Edexcel Levels 1 and 2 NVQsfor IT Practitioners
Level 3NVQ for IT Professionals — Issue 1 — March 2005



Section 2: Edexcel Levels 1 and 2 NVQs for
IT Practitioners and Edexcel Level 3 NVQ for
IT Professionals

The Edexcel Levels 1 and 2 NVQsfor IT Practitioners and Edexcel Level 3NVQ for IT
Professionals recognise the skills, knowledge and understanding of candidates and allow you to
gain aquadlification in the workplace that relates to your experience and promotes good working
practice.

The qualifications are available at three levels but it is possible that you could mix levelsin your
qualification, depending on your own skills and experience.

Which levels and units are available and who are they for?

The Edexcel NV Qsfor IT Practitioners are available at Levels 1 and 2. The Edexcel NV Q for
IT Professionalsis available at Level 3. It isimportant that the most appropriate level is selected
for you to have the best chance of success. Although you will be working towardsan NVQ at a
particular level, it is possible that some of your units will be at different levels. Thiswill depend
on your needs, your employer’s or future employer’s needs.

The unit titles are provided on the following page and Appendix B at the back of this guidance
explains how different job roles are related to the various units.

Each qualification must contain ‘ Develop Persona and Organisational Effectiveness’ at least at
thelevel of the qualification and ‘Health and Safety in ICT and Contact Centres' at least at
Level 1. It isnot recommended that you do this unit first or even as a separate unit. Thisunitis
best completed as you are doing other units.

Y our centre has some examples of what combinations of units are possible.
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit Unit | Unit Unit title Unit

number | level | value status
151 1 10 |Customer Care @)
153 1 5 |Develop Personal and Organisational Effectiveness M
156 1 Health and Safety in ICT and Contact Centres M
157 1 5 Interpersonal and Written Communication (0]
129 1 10 |Remote Support for Products or Services 0]
130 1 5 |Security of ICT Systems o)
133 1 10 |Software Installation and Upgrade 0]
135 1 10 |System Operation @)
136 1 5  |Technical Advice and Guidance o
137 1 10 |Technical Fault Diagnosis 0]
138 1 5 |Technica Fault Remedy Selection @]
139 1 10 |Testing ICT Systems @)
141 1 10 |Working with ICT Hardware and Equipment @)
173 1 10  |Sector specific unit RO
106 1 5 Internet and Intranets RO
107 1 5 Email RO
108 1 10 |Word Processing Software RO
109 1 10 |Spreadsheet Software RO
110 1 10 |Database Software RO
111 1 10 |Website Software RO
112 1 10 |Artwork and Imaging Software RO
113 1 10 |Presentation Software RO
251 2 20 |Customer Care @)
252 2 15 |DataAnaysisand Data Structure Design @]
253 2 15 |Develop Personal and Organisational Effectiveness M
257 2 15 |Interpersonal and Written Communication @]
258 2 20 |Investigating and Defining Requirements o
229 2 20 |Remote Support for Products or Services @)
265 2 20 |Software Development — Component Creation 0]
266 2 25 |Software Development — Design @]
233 2 20 |Software Installation and Upgrade (0]
269 2 15 |System Management @)
235 2 20 |System Operation @)
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit Unit | Unit Unit title Unit

number | level | value status
236 2 15 |Technica Advice and Guidance O
237 2 20 |Technical Fault Diagnosis 0]
238 2 15 |Technical Fault Remedy Selection @)
239 2 20 |Testing ICT Systems @)
272 2 15 |User Profile Administration O
241 2 20 |Working with ICT Hardware and Equipment @)
273 2 20  |Sector specific unit RO
206 2 15 |Internet and Intranets RO
207 2 15 |Email RO
208 2 20 |Word Processing Software RO
209 2 20 |Spreadsheet Software RO
210 2 20 |Database Software RO
211 2 20 |Website Software RO
212 2 20 |Artwork and Imaging Software RO
213 2 20  |Presentation Software RO
351 3 30 |Customer Care @)
352 3 25 |DataAnalysisand Data Structure Design @]
353 3 25 |Develop Personal and Organisational Effectiveness M
356 3 30 |Health and Safety in ICT and Contact Centres M
357 3 30 |Interpersonal and Written Communication 0]
358 3 30 |Investigating and Defining Requirements @]
361 3 30 [Managing Software Development 0]
364 3 30 |Quality Management of ICT Products and Services o
329 3 30 |Remote Support for Products or Services 0]
330 3 30 |Security of ICT Systems @]
365 3 30 |Software Development — Component Creation @]
366 3 35 |Software Development — Design @]
333 3 30 |Software Installation and Upgrade (0]
369 3 30 |System Management @)
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit Unit Unit | Unit title Unit
number | level | value status
335 3 30 |System Operation @)
336 3 30 |Technica Advice and Guidance 0]
337 3 30 |[Technical Fault Diagnosis 0]
338 3 25 |Technica Fault Remedy Selection 0]
339 3 30 |Testing ICT Systems @)
372 3 25 |User Profile Administration @)
341 3 30 |[Working with ICT Hardware and Equipment @)
359 3 30 M :_;\nagi ng People and Resources (Management NOS Import RO

units)

368 3 30 |Supporting Learning and Dev_el opment (Learning and RO

Development NOS Import units)

373 3 30 |Sector specific unit RO
359A 3 30 |Support the Efficient Use of Resources (Import) RO
359B 3 30 |Contribute to the Selection of Personnel for Activities (Import) | RO
359C 3 30 |Contribute to the Development of Teams and Individuals RO

(Import)
359D 3 30 |Lead the Work of Teams and Individuals to Enhance RO
Performance (Import)
359E 3 30 |Respond to Poor Performance in Y our Team (Import) RO
359F 3 30 |Facilitate Meetings (Import) RO
368A 3 30 |ldentify Individual Learning Aims and Programmes (Import) RO
368B 3 30 |AgreeLearning Programmes with Learners (Import) RO
368C 3 30 |Develop Training Sessions (Import) RO
368D 3 30 |Enable Learning Through Presentations (Import) RO
368E 3 30 |Enable Learning Through Demonstrations and Instruction RO
(Import)
368F 3 30 |EnableIndividual Learning Through Coaching (Import) RO
368G 3 30 |Enable Group Learning (Import) RO
368H 3 30 |Support Learners by Mentoring in the Workplace (Import) RO

368l 3 30 |Support and Advise Individual Learners (Import) RO
368J 3 30 [Monitor and Review Progress with Learners (Import) RO
368K 3 30  [Support Competence Achieved in the Workplace (Import) RO

306 3 25 |Internet and Intranets RO

307 3 25 |Email RO

308 3 30 |Word Processing Software RO
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Unit Unit | Unit | Unit title Unit
number | level | value status
309 3 35 |Spreadsheet Software RO
310 3 35 |Database Software RO
311 3 35 |Website Software RO
312 3 35 |Artwork and Imaging Software RO
313 3 30 |Presentation Software RO
451 4 40 |Customer Care @]
453 4 35 |Develop Personal and Organisational Effectiveness M
456 4 40 |Health and Safety in ICT and Contact Centres M
457 4 40 |Interpersona and Written Communication 0]
458 4 40 |Investigating and Defining Requirements @]
461 4 40 |Managing Software Development @]
464 4 40 |Quality Management of ICT Products and Services O
429 4 40 |Remote Support for Products or Services @]
430 4 40  |Security of ICT Systems o)
466 4 45 |Software Development — Design @]
433 4 40 |Software Installation and Upgrade (0]
469 4 40 |System Management @)
435 4 40 |System Operation @)
436 4 40 |Technical Advice and Guidance @)
437 4 40 |Technical Fault Diagnosis 0]
438 4 35 |Technica Fault Remedy Selection 0]
439 4 40 |[Testing ICT Systems o)
472 4 35 |User Profile Administration o
441 4 40 |Working with ICT Hardware and Equipment @)
473 4 40 | Sector specific unit RO
459A 4 40 |Contribute to Improvements at Work (Import) RO
459B 4 40 |Manage the Change in Organisational Activities (Import) RO
459C 4 40 |Managethe Use of Physical Resources (Import) RO
459D 4 40 |Manage the Use of Financial Resources (Import) RO
459E 4 40 |Select Personnel for Activities (Import) RO
459F 4 40 |Develop Teamsand Individualsto Enhance Performance RO
(Import)
459G 4 40 |Manage the Performance of Teams and Individual s (Import) RO
459H 4 40 |Respond to Poor Performance in Y our Team (Import) RO
Guidance to candidates — Edexcel Levels 1 and 2 NVQsfor IT Practitioners 15
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Mandatory (M), Optional (O) and Restricted Option (RO) units

Development NOS Import units)

Unit Unit | Unit | Unittitle Unit
number | level | value status
4591 4 40 |Dea with Poor Performancein Y our Team (Import) RO
459 4 40 |Facilitate Meetings (Import) RO
459K 4 40 |Chair and Participate in Meeting (Import) RO
463A 4 40 |Develop Operationa Objectives for the Project (Import) RO
463B 4 40 |Develop aDetailed Schedule for the Project (Import) RO
463C 4 40 |(ldentify Perceived Risks and Evaluate Options for their Control RO

(Import)
463D 4 40 |Co-Ordinate, Monitor and Control Project Schedules (Import) RO
463E 4 40 |Control Hand-Over of Responsibility for the Project (Import) RO
463F 4 40 |Ensurethe Completion of Project Activities (Import) RO
468A 4 40 |ldentify Individual Learning Aimsand Programmes (Import) RO
468B 4 40 |Agree Learning Programmes with Learners (Import) RO
468C 4 40 |Enable Group Learning (Import) RO
468D 4 40 |Support Learners by Mentoring in the Workplace (Import) RO
468E 4 40 |Support and Advise Individual Learners (Import) RO
468F 4 40 |Monitor and Review Progress with Learners (Import) RO
459 4 40 M gnagi ng People and Resources (Management NOS Import RO
units)
463 20 |Project Management (Management NOS Import units) RO
468 40 |Supporting Learning and Development (Learning and RO

Unit reference

Restricted Option units (RO): Y ou can choose a maximum of two of these units to make up
your qualification.

Mandatory units (M): You must do the ‘ Develop Personal and Organisational Effectiveness

unit at least at the level of your qualification and ‘Health and Safety in ICT and Contact
Centres' at least at Level 1.

Import Option units: Theseimport units are arange of units from other qualifications which

you can take in order to broaden your skills. These have to be assessed according to the
assessment strategy from the qualification they belong to.
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Unit values and eligibility requirements

Unit values are the points linked to each unit that you take. By adding them together, you gain a
total unit value. Y ou must get aminimum total unit value, as described below, to achieve the
qualification at the level you have chosen.

To achieve full Edexcel Level 1 and 2 NVQsfor IT Practitioners and the Edexcel Level 3NVQ
for IT Professionals, you must achieve a minimum total of unit values. These are:

e 40forLeve 1
e 100for Level 2
e 180for Level 3.

Thelevel of the mandatory unit ‘ Develop Personal and Organisational Effectiveness
determines the level of your qualification.

Each Area of Competence (AoC) can only be part of aqualification at one level.
At least 60 per cent of the unit values must be achieved at the level of your qualification.

Theremaining unitscan be at Level 1, 2, 3 or 4, but may not be arepeat of aunit at alower or
higher level. Thisflexibility allows you to achieve unitsthat reflect your overall ability and
need. These optional values (rounded) are as follows:

o 25forLeve 1

e 60forLevel 2

e 110for Level 3.

The table overleaf lists the unit values for each of the units.

Edexcel does not offer this qualification at Level 4, but candidates can access Level 4 unitsas
part of their Level 3 qualification.
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AoC title Unit values

Ut ehlerd vl e o by g el ol a2 | 1o | v | Lo 3| Lo
Customer Care 10 20 30 40
Data Analysis and Data Structure Design N/A 15 25 N/A
Develop Personal and Organisational Effectiveness 5 15 25 35
Health and Safety in ICT and Contact Centres 5 N/A 30 40
Interpersonal and Written Communication 5 15 30 40
Investigating and Defining Requirements N/A 20 30 40
Managing Software Devel opment N/A N/A 30 40
Quality Management of ICT Products and Services N/A N/A 30 40
Remote Support for Products or Services 10 20 30 40
Security of ICT Systems 5 N/A 30 40
Software Development — Component Creation N/A 20 30 N/A
Software Development — Design N/A 25 35 45
Software Installation and Upgrade 10 20 30 40
System Management N/A 15 30 40
System Operation 10 20 30 40
Technical Advice and Guidance 5 15 30 40
Technica Fault Diagnosis 10 20 30 40
Technical Fault Remedy Selection 5 15 25 35
Testing ICT Systems 10 20 30 40
User Profile Administration N/A 15 25 35
Working with ICT Hardware and Equipment 10 20 30 40
Restricted option units

Sector specific unit 10 20 30 40
\N/grgjlur?] FI;/(I)z;\tnﬁlI ?Sg; People and Resources units (Management N/A N/A 30 40
Various Project Management units (Management NOS Import N/A N/A N/A 20
units)

i Devdopment KOS Import ity e | NA | NA | 30| a0
Internet and Intranets 5 15 25 N/A
Email 5 15 25 N/A
Word Processing Software 10 20 30 N/A
Spreadsheet Software 10 20 35 N/A
Database Software 10 20 35 N/A
Website Software 10 20 35 N/A
Artwork and Imaging Software 10 20 35 N/A
Presentation Software 10 20 30 N/A
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Section 3: How to compile your portfolio

General information

A portfoliois away of recording evidence of your achievements. It shows that you have the
required skills, knowledge and understanding to support your claim to a qualification.

Y ou will need to present your evidencein aformat that is easy to read. This section gives
suggestions on how to present your evidence. There are also forms and tracking sheets that will
assist you.

The portfolio, and any files associated with it, are very important and you must keep it safe and
keep backups of al of your electronic files. Take advice from your assessor who will help you
put an organised set of references in the tracking sheets to allow your evidence to be easily and
quickly found.

Y ou do not need to make photocopies of all evidence materials for your portfolio but you do
need to state very clearly, and reference, where that evidence can be found. Adding in additional
materia s such as training manuals or standard sheets of information is unnecessary — you only
need to show the evidence that confirms your abilities.

For this NV Q, the evidence that you generate may be stored el ectronically, which will help
greatly in storage and retrieval, and assist the assessor in finding and ng your work as
long asit is properly referenced. Forms and information for this qualification are also provided
electronically and you are encouraged to store, move and manipulate them using IT. Check with
your assessor if you are in doubt.

Y ou can store your evidence and the portfolio as atraditional paper portfolio or you could store
both evidence and the portfolio as electronic files or a combination of the two. There will
aways be a need for some paper — in particular the Declaration of Authenticity whichisthe
form you sign to say the work you present is your own. Take guidance from your centre or
assessor about storing your evidence and portfolio.

Y ou do not have to lay out your evidence in the way suggested in this section but you may find
it helpful to do so.

Planning your portfolio and how you will collect the evidence

Start by talking with your assessor or employer and looking carefully at the units available. You
do not have to do the unitsin the order that they appear in the pack. Look at the guidancethat is
provided for every unit which will give you ideas as to what you can do. Ideally, you should
demonstrate evidence that crosses different areas by doing a number of significant tasks. Itis
really important that you plan your work over time, as you may need to negotiate with other
people how you will get the chance to collect evidence.

Before you start looking for different kinds of evidence and deciding whether it should be
included in your portfalio, you will find it helpful to plan how you will carry out the tasks and
how long they may take.

A document is provided that could be used to help you plan but if aternative ways of doing this
are available in the centre or employer then you should use them instead — they could be part
of an appraisal scheme or maybe your centre already uses some sort of learner pathway
document that would fit the purpose.
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What must be in a portfolio?

If you are producing a paper-based portfolio then afront cover with your name, award, centre or
employer would be useful. This record should be placed at the front of your portfolio with a
contents page.

If your evidence is electronic then you need to collect al of documents and formsinto one place
and make sure they are very carefully named. Putting unit record files into a sub-directory
would be a useful way of managing the information. Y ou may be guided in this according to
your centre or assessor. However you choose to store the information you will need the
following.

Qualification progress and summary sign-off record (see Section 4). This shows which units
have been undertaken with a signing-off facility for assessors and verifiers. This document will
also show to the internal or external verifiersthat you have the right number of units and that
they add up to the total needed to achieve the qualification.

Candidate declaration of evidence authenticity (see Section 4). Thisisessential for your
assessors to know that you are stating clearly that the evidence you are putting forward is your
own work. Thisis especially important if you and your assessor are communicating and
attaching files by email. This declaration may be a separate document or may be attached to the
Qualification progress and summary sign-off record asin the example provided in this
document.

Candidate personal profile. Your CV or similar helps the assessor, internal verifier and
externa verifier to understand your background, what work experience you may have, and the
potential for the use of other evidence sources, eg part-time, voluntary work or leisure pursuits.

A job description, or summary of duties undertaken if you are in employment, a volunteer or
on work placement. An organisational chart or description would also be useful showing your
role in relation to colleagues and managers.

Witness statuslist and sample signatures. These may be available centrally and kept by your
centre. This may include their secure email addresses but your assessor will guide you in this.

Unit record sheets (see Appendix A).

Evidence does not need to be grouped into units but each piece of evidence should have a
reference number that islinked to the unit record sheets that allows your assessors to see which
bit of the evidenceis put forward for which unit.

What can be evidence?

Evidence includes such things as word documents, spreadsheets, as well as witness statements,
observation records, etc. Much of your evidence may be electronic and although print outs may
well be appropriate, they are not essential if your assessor can, and iswilling, to access the files
electronically. Check with your assessor. It is not necessary to take copies of evidence if your
assessor and internal or external verifiers can access them easily in their natural location.
Combinations of formats are appropriate and a slim physical file containing key sign-off
documents referenced to electronic or paper filesis recommended.

There are a number of waysto get evidence asfollows.

Observation

Observing you at work isacommon method used in assessing NV Qs.
Observation can be organised in avariety of ways:

e continuously working alongside the assessor/witness

e arranging to work alongside the assessor at specific times
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e theassessor planning to visit when particular activities are planned
e arranging with the assessor for particular activities to take place before avisit.

Y ou will be able to add to observation other types of evidence, eg persona statements, records
of question and answers or witness testimonies. It is a so possible to use tape recordings, video,
or other technologies, to record performance.

Work products

Products that you have produced during the course of your work can be assessed. Product
evidence will also be used a great deal. The exact nature of this evidence will depend on what
you do. Examples of product evidence include letters, memos, lists, spreadsheets, presentations
and reports. Certificates showing achievement are also considered to be product evidence.
Copies of thistype of evidence are not required for the portfolio aslong as their location is
clearly indicated in the tracking documents.

Work products must be wholly or partialy the result of work you have undertaken. To ensure
authenticity, the products may need to be countersigned by a person in a position of
responsibility who is able to vouch that the products are al your unaided work.

Simulated work products

Throughout the NV Q, the emphasisis on you being able to carry out real work activities so
assessment will normally be carried out in the workplace itself.

On some occasions though, it might not be appropriate for you to be assessed while in the
workplace. Examples might be where the NV Q requires you to carry out emergency or
contingency procedures, for safety or confidentiality reasons and/or where your job role does
not cover all aspects of the qualification.

In such instances, and if you have no other means of generating evidence, simulation might be
appropriate.

The term simulation refers to the smulation of work tasks and activities— not to the use of IT.
Simulation isnot allowed for the mandatory units but can beused for any or all of the
optional units.

Simulation is any structured exercise involving a specific task that reproduces real-life
situations. If simulation is used, care must be taken to ensure that the conditions in which you
are being assessed mirror the work environment, ieit isarealistic working environment.

Questioning

Y ou will have to prove that you have the required knowledge and understanding for each unit.
Y ou will often demonstrate this through the production of evidence, though in some cases this
will not be possible.

Questioning is the ideal way of proving whether or not you have the necessary knowledge and
understanding. Questions may be asked in many forms such as short-answer questions, through
projects, multiple-choice tests, case studies, or assignments.

Thereislikely to be more emphasis on questioning to prove knowledge in areas where evidence
is generated through practical working activities, and where there may be no product evidence.
Sometimes, your assessor will want to discuss with you the work you have done and record it
on aquestion and answer form. Thisis called professional discussion.
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Testimony — personal and witness

The assessor will not be able to observe everything you do. On such occasions, statements from
other people (testimonies) who have seen you working can be useful sources of evidence as they
can describe each activity in detail. Generally, testimonies are used to support other evidence
produced.

Assignments and projects

Assignments and projects are al so useful ways to collect evidence. However, you should ensure
you are not being asked to demonstrate competence that is not required by the standards.

Accreditation of Prior Learning and Achievement (APL/A)
In assessing you for an NV Q, evidence relating to your past performance and achievements can

be used as well asthat relating to current performance.

A maximum of two optional units may be gained in full in thisway as long as the contributing
qualification includes practical tasks carried out in arealistic working environment. Discuss this
with your assessor if you are in doubt.

Assessment guidance

To help you, assessment guidance is provided for every unit to help you understand how much
evidence will be needed, with examples of the type of work needed. Ask your assessor where
thisis stored.
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Section 4: Recording forms

This section consists of the blank forms referred to in How to compile your portfolio. It is
recommended that you use the electronic version of these documents.

All of the evidence which you collect and present for assessment must be relevant to your NV Q.
Y our assessor will help you choose which pieces of evidence you should include.

We have provided blank forms in this document and to your centre, which you can use to help
record and present your evidence. Although we have provided you with sample forms, your
centre may have their own recording documents, which they may prefer you to use.

Some of these forms, eg observation records and the record of questions and answer s, will
be completed by your assessor. Other forms, eg witness testimonies, will be used by people
other than your assessor to testify that they have observed you at work. Explanations are given
below about how, and when, these forms should be used, and examples follow.

Qualification progress and summary sign-off record

This shows the overall picture of your units and qualification. Before you can claim the
qualification you must print out and actually sign the last part of the document to show that you
are confirming that all of the evidence in the unitsis your own work.

Unit record and guidance

Thisrecord logs your evidence, its whereabouts, and records signatures for each component of
the unit. The final column of the sheet should be completed by the interna verifier if your
evidenceis sampled.

Y our overal unit achievements, plus any assessors' feedback, are also recorded. Y our assessor
will only sign each line of component detail when they are sure that you have shown sufficient
competence — sometimes that might mean they will observe you more than once or take more
than one piece of evidence. One example of aunit is provided in Appendix A.

Y ou may be guided by the centre to use alternative unit record systems including a full
electronic e-portfolio or the use of spreadsheet files that will record the information needed.

Evidence references need to be unique to avoid duplication — choose a simple system such as
E1, E2, E3, etc or take guidance from your assessor.

Activity and assessment plan

This record enables you to plan how you will work towards achieving evidence for dl the units
that you have chosen to take, including thinking about the type of evidence you will need, and
where and when you will produceit. Alternative formats of this may be available in the centre.
The important thing to note is that you must plan how you will go about collecting evidence and
plan any training that you might need.
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Observation record

Thisis used by the assessor to observe you undertaking atask. The assessor will probably want
to meet with you before the task to get an idea of what evidence they might be able to see.

The record allows the assessor to:

e describe the skills they have seen you use or the knowledge that you have shown

e describe the activities that you undertook

o gspecify the parts of the units that are covered by the observation

e show the other units’components to which the evidence may contribute (integration of
assessment).

Thereis space on the form for the assessor to make comments and also for you to make
comments if necessary. This record and others like it will definitely be part of your portfolio of
evidence and will need a unique reference number.

Witness testimony

This should:

e be provided by a person who is not related to you and isin a position to make avalid
comment about your performance, eg a supervisor, line manager, an experienced co-worker
or colleague, aclient or customer

e contain comments that specificaly relate your performance to the NV Q standards

e beauthenticated by theinclusion of the witness' s signature', role, address, telephone
number and the date.

Thisrecord and otherslike it will definitely be part of your portfolio of evidence and will need a
unique reference number.

Record of questions and answers

Thisform is used to record any questions you are asked, to establish that you have the required
knowledge and evidence. Y our answers should aso be noted. Both you and your assessor
should sign and date the form. (This may be aliteral signature or an agreed electronic
signature/pin code.)

Thisrecord and otherslike it will definitely be part of your portfolio of evidence and will need a
unique reference number.

Portfolio recording forms

The following forms can be used to build your portfolio. These are examples and you are
advised to use the paper printouts or files provided by your centre.

! This may be aliteral signature or an agreed electronic signature/pin code.
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Qualification progress and summary sign-off record

Qualification and level

Candidate name

To achieve the whole qualification, you must prove competence in the mandatory units and your

chosen optional units.

Unit checklist: circle those that form part of your qualification.

AoC title Unit values
Units at each level will be differentiated by adding the level indicator as a

suffix (Customer Care 1, Customer Care 2yetc) ’ FeEld || beela ] betlsl] LeEla
Customer Care 10 20 30 40
Data Analysis and Data Structure Design N/A 15 25 N/A
Develop Personal and Organisational Effectiveness 5 15 25 35
Health and Safety in ICT and Contact Centres 5 N/A 30 40
Interpersonal and Written Communication 5 15 30 40
Investigating and Defining Reguirements N/A 20 30 40
Managing Software Devel opment N/A N/A 30 40
Quality Management of ICT Products and Services N/A N/A 30 40
Remote Support for Products and Services 10 20 30 40
Security of ICT Systems 5 N/A 30 40
Software Devel opment — Component Creation N/A 20 30 N/A
Software Development — Design N/A 25 35 45
Software Installation and Upgrade 10 20 30 40
System Management N/A 15 30 40
System Operation 10 20 30 40
Technical Advice and Guidance 5 15 30 40
Technica Fault Diagnosis 10 20 30 40
Technical Fault Remedy Selection 5 15 25 35
Testing ICT Systems 10 20 30 40
User Profile Administration N/A 15 25 35
Working with ICT Hardware and Equipment 10 20 30 40
Restricted option units

Sector specific unit 10 20 30 40
Various M anaging People and Resources units (Management NOS N/A N/A 30 40
Import units)

Various Project Management units (Management NOS Import N/A N/A N/A 20
units)*

Various Supporting Learning _and Development units (Learning and N/A N/A 30 40
Development NOS Import units)*

Internet and Intranets 5 15 25 N/A
Email 5 15 25 N/A
Word Processing Software 10 20 30 N/A
Spreadsheet Software 10 20 35 N/A
Database Software 10 20 35 N/A
Website Software 10 20 35 N/A
Artwork and Imaging Software 10 20 35 N/A
Presentation Software 10 20 30 N/A
" Replace as needed with actual units chosen.
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Qualification progress and summary sign-off record (continued)

Mandatory unit

Unit Credit | Title Assessor’s Date
number value signature
Develop persona and organisational
effectiveness.
Health and safety in ICT and contact centres.
Optional units
Unit Credit | Title Assessor’s Date
number value signature
Theleve of aquadlification is determined by the level of the mandatory unit. Y ou
Total need at least:
unit points _ _ _
e 40 pointsfor Level 1, 100 points for Level 2, 180 pointsfor Level 3.
Total At least 60 per cent of the unit values must be achieved at the level of your
optional qualification. Y ou need at |east:
unit points e 25pointsfor Level 1, 60 points for Level 2, 110 points for Level 3.

Statement of authenticity:

The evidence that | am submitting for the NV Q award is my own work.

Candidate name Date
Internal verifier signature (if sampled) Date
External verifier signature (if sampled) Date
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Activity and assessment plan

It is recommended that you start by looking at a number of significant tasks that you would
naturally do and cross-reference these to units and components of units. It is strongly

recommended that in planning the activity, reference be made to the component details that the
activity isintended to cover.

Activity description

Unit and | Knowledge/ Component detail and its reference number?
level understanding or
skill

If activities do not cover the whole of acomponent then plan further with your assessor how the
gaps can befilled. It might be easier if the activity is modified to take account of the gaps.

Usethisform for all of naturally occurring activities and then review the situation with your

assessor. It may be possible to change the units you planned to complete or to plan for further
activities and training.

Use a schedule or diary to plan when these activities will take place.

Note: thisis not part of the evidence needed for the NV Q qualification. However, you may find
it useful as evidence for other qualifications such as key skills.

2 Where an entire component detail can be evidenced, the component detail number is sufficient. If only
part of acomponent detail is covered, that part should be expanded in text.
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Observation record

Candidate name

Evidence reference number

Date of observation

Length of observation

(added later by candidate)

Unit and

Component detail covered®
level

Evidence presented

Standards
met?

It is recommended that some pre-planning of the observation takes place to make sure the
observation efficient and effective. A set of components that might be covered may be entered on

to the grid prior to the observation.

Assessor comments and feedback to candidate

Observer’s signature®

Date

Candidate’s signature

Date

If this form is completed and communicated electronically, prior agreement must be reached in
terms of the use of secure and signed email addresses.

% Where an entire component detail can be evidenced, the component detail number is sufficient. If only
part of acomponent detail is covered, that part should be expanded in text.
* This may be aliteral signature or an agreed electronic signature/pin code
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Witnhess statement

Candidate name Date of testimony

Evidence reference number (added later by candidate)

Length of observation

Testimony Component detail®

Witness signature®

Witness name

Relationship to candidate

The witness should tick (v') if appropriate.

I am familiar with the NVQ standards to which the candidate is working.

Please read the guidance notesin the Guidance to centres document.

If this form is completed and communicated electronically, prior agreement must be reached in
terms of the use of secure and signed email addresses.

® Where an entire component detail can be evidenced, the component detail number is sufficient. If only
part of acomponent detail is covered, that part should be expanded in text.
® This may be aliteral signature or an agreed electronic signature/pin code

Guidance to candidates — Edexcel Levels 1 and 2 NVQsfor IT Practitioners 29
Level 3NVQ for IT Professionals — Issue 1 — March 2005




Record of questions and candidate’s answers

Candidate name:

Evidence reference number:

Circumstances of assessment:

List of questions and candidate’s responses:

Q:

Assessor’s signature’ Date

Candidate’s signature Date

If this form is completed and communicated electronically, prior agreement must be reached in
terms of the use of secure and signed email addresses.

" This may be aliteral signature or an agreed electronic signature/pin code
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Appendix A: Example unit records

In conjunction with your assessor, you may choose different ways to store your evidence and
the portfolio with its tracking sheets and forms. For ease of access, registered centres (but not
candidates) will be able to access a secure website to download all of the files needed.

Edexcel providesthefollowing on a CD-Rom

e Full setsof al unitsin Microsoft Word format — these files can be printed and then
completed individually and by hand to support a purely paper-based tracking system.
Alternatively, these files can be completed electronically and stored on secure networks,
CDs or other storage devices.

e Other forms such as witness statements, observation record etc, are provided in Microsoft
Word format. These can be amended and personalised by the centre as needed and either
printed out and used in the traditional way or stored as electronic files.

e Assessment guidance for each unit. Thisisto help you understand how much and what type
of evidenceis needed.

e Thedecision asto which format and type of portfolio is used isleft to the centre and will
depend on the conditions and facilities available. If centres wish you to store all files
electronically, then specia care needs to be taken in respect of backups and security. There
will always be aneed for some paper — in particular to ensure that thereisa signing of an
Authenticity of Evidence statement by yourself to make it clear that the evidence you are
submitting is your own work.

In your portfolio you arelikely to need the following.

e Quadlification progress and summary sign-off record. Thisis an overview document showing
units undertaken, with signing off by assessors and verifiers.

e Your persona profile— aCV, or similar, helps the assessor, internal verifier and external
verifier to understand your background, where you work, and the potential for other
evidence sources, eg part-time, voluntary work or leisure pursuits.

e A jobdescription, or summary of duties undertaken. This might also include an
organisational chart or description showing your rolein relation to colleagues and/or
managers.

e Candidate declaration of evidence authenticity — in our forms, thisis part of the summary
signing-off record.

e Witness status list and sample signatures (may be kept centrally by your centre).

e Unit evidence tracking sheets. It is advised that you should not separate evidence for each
unit since this leads to duplication.

Evidence may be stored in the portfolio itself or can be stored elsewhere aslong asit is well-
referenced and easily accessible by verifiers.

On the following pages an example of a Microsoft Word file that can be used to record evidence
for a particular unit can be found.

Note: It isrecommended that you use the individual electronic files provided by your centre that
are available for each Area of Competence at each level. They are the same as those given here
but will have the appropriate headers and footers.

The assessment guidance for each unit is available as separate files.
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Software Development — Component Creation Level 2

Thisunit record contains cross-referenced gridsfor evidence and whole unit feedback and signoff sheet

Detail Knowledge and understanding of: Type of | Evidence | Evidence | Assessor |V signature
reference evidence | reference | location | signature | with date
with date

The rules of internal standards to which developers within the organisation should
work. They should cover the following topics:
e form, content and structure of program designs

! e stylefor internal documentation of software components
e conventionsfor naming of software components
e format, content and presentation of maintenance documentation.
The following software development procedures:

2 e creating detailed designs, software components and documentation
e testing and installing software.

3 The content of detailed designs.

4 Commonly-used facilities of the devel opment environment in use.

5 The syntax and constructs of the programming language in use.

6 Commonly-used predefined functions of the programming language in use.
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Software Development — Component Creation Level 2

Detail The effective use of the following skills and techniques: Type of | Evidence | Evidence | Assessor [IV signature
reference evidence | reference | location | signature | with date
with date

Creating, testing and debugging the following software components based on
detailed designs:
e processes (ie how inputs or stored data are manipulated to form outputs or

7 new data)
e datastructures (for storing and accessing data)
e inputs (such as data entry screens, datafiles or sensor inputs)
e outputs (such asreports, information screens and device controls).

8 Using meaningful names for software components and their constituent items.

9 Using a software development environment effectively.

10 Making efficient use of common predefined functions.
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Assessor feedback/comments:

Assessor’s signature (whole unit completion)

Candidate’s signature (whole unit completion)

Internal verifier (if sampled as a whole unit)

Date

Date

Date

Notes:

1 Assessment guidance for thisunit is available as a separate file.

2 Thisform can be used as a printed file that is completed by hand. Alternatively, it can be completed electronically (recommended). If used electronicaly it
can then either be transmitted electronically or printed when complete and signed in the normal way. Files sent electronically can only be accepted if the
centre has confirmed the validity of electronic signatures and secure email addresses for those concerned. Before claiming certification, assessors and centres
must be confident that the evidence is authentic and candidates must sign and date an Authenticity of Evidence in the normal way before unit achievement

can be claimed.

3  For type of evidence please use the following set of codes or combination of codes:

E = Product Evidence O = Observation
S = Simulation APA = Accreditation of Prior Achievement

P = Personal Statement WT = Witness Statement
Q&A = Questions and Answer.

4 If you do enter information to this form electronically, change the format accordingly and store as another file using an appropriate naming convention, eg
your name, Software component creation Level 1.doc. Y ou must also ensure that backups are made.

5 A facility isprovided for internal or external verification by competence detail or by whole unit. Theinternal or externa verifiers may choose to verify tasks
that cover anumber of units by marking each competence detail individually.
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Appendix B: Job roles related to units

This appendix explains how job roles relate to each unit. It can be used to help you make a
decision about what combinations of unitswill make up the qualification that you are taking.

Customer Care

Thisistheidentification of, and response to, customer needs to ensure customer satisfaction.
e Levels1to 3 will involve direct customer contact.
Typically thiswill involve:

e maintenance of asuccessful balance between customer needs and the needs of the
organisation

e monitoring of customer satisfaction through the use of formal and informal assessment
techniques (eg surveys, feedback)

e handling and resolution of customer issues and complaints in a constructive manner that
ensures customer satisfaction.

Data Analysis and Data Structure Design

This AoC is about providing specialist expertise and practical assistance in modelling and
rationalising datain order to ensure coherence, availability, accuracy and security. The data
involved can be of any type (eg financial, scientific, personal).

This AoC aso includes the designing of efficient structures to store the modelled data. The
structures could be intended for use, for example, in software or database applications.

Develop Personal and Organisational Effectiveness

Thisisimproving effectiveness at work by the identification of:

¢ individua’s development needs and the activities needed to meet them

e potentia improvements to the effectiveness of the organisation.

Typically thiswill involve:

e understanding the role of the individual, teams and the organisation

e obtaining and reviewing feedback from others on performance

e setting and agreeing personal goas and participating in development activities to meet them

e contributing to improvements within the organisation.

Health and Safety in ICT and Contact Centres

Thisis compliance with health and safety legislation when working in ICT and contact centres.

The basis of health and safety law isthe ‘Health and Safety at Work etc Act 1974'. The act sets
out the general duties which employers have towards employees and members of the public, and
employees have to themselves and to each other.
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What the law requires here is what good management and common sense would lead
individuals and organisations to do anyway that isidentify risks and take sensible measuresto
tackle them.

Health and safety |egidation impacts not only on those who are employed at work, but also on
visitors, bystanders and customers who may be affected by the actions of those engaged in work
activities.

Health and safety legidation is subject to constant review, and new legidation isintroduced on a
regular basis. This constant change must be monitored by organisations and individuals to
identify actions required to remain compliant. Interpretation of the legislation may also be
modified as aresult of case law or other legal guidance.

Level 1: describes the universal responsibilities that everyone at work has for health and safety.
Level 1 appliesto work activities at all levels.

Level 2: isidentical to Level 1 and istherefore omitted.

Level 3: is concerned with the management of health and safety and will apply primarily to
those with a particular responsibility for the maintenance of health and safety.

Interpersonal and Written Communication

Thisisthe ability to communicate using language and terminology that is appropriate to the
audience.

Typically thiswill involve:

e establishment of rapport with individuals through active listening

e composition of written material (eg documentation, emails, faxes, letters or presentations)
e successful interaction with individuals and groups.

Thisinvolves both receiving (eg lip-reading, listening and reading) and sending or giving
(eg signing, speaking, presenting and writing) information.

Investigating and Defining Requirements

Successful system development needs to start from an agreed comprehensive regquirements
definition. The requirements definition sets out the customer’ s requirements for the system. It is
often aformal contract or agreement between customer and system developer. It can also
provide metricsto assess the performance of the implemented system.

This AoC is about creating regquirements definitions and the investigation and analysis of
information on which they are based.

A system can be any combination of egquipment, hardware and software. System devel opment
likewise can cover arange of activity types such as the creation of software and networks and
the ingtallation of hardware, equipment or cabling.
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Managing Software Development

‘ Software development’ commences with an agreed requirements definition and covers the
creation of software designs, creation of the actual software components and finally installation
and testing of the software.

This AoC is about the ability to manage the technical aspects of this process.

The development could take place either in the context of an independent software house or an
internal software development department. No particular development environment,
software/hardware platform or application area (eg technical, scientific, financial) isimplied.
The term ‘ software components’ is used to cover code, data structures and interfaces
(screens/forms, printouts, data, controls, measurements etc) and should be interpreted
appropriately. As examples an interactive webpage and a database report based on aquery are
combinations of code and interface and both will be underpinned by one or more data structures.

Quality Management of ICT Products and Services

Thisisthe ability to devel op, maintain and implement a quality management system covering
an IT or Telecoms environment. This could be in the context of delivering a service (such as
providing ICT support or equipment repair and maintenance) or developing a product (such as
software, hardware or a network installation).

The purpose of aquality management system isto ensure that products or services consistently
meet agreed levels of quaity. Quality may be measured in terms of customer satisfaction, levels
of service, performance against specifications or other appropriate measures.

The terms used here are intended to be generic and may need to be interpreted according to the
terminology used by particular environments or quality standards (eg the ISO9000 series or
BS5750).

Compliance with quality proceduresis embedded, at every level where relevant, in other Areas
of Competence (as part of following organisational procedures). The creation, implementation
etc of these organisational procedures for quality are the subject of this AoC.

Examples of activities:

L evel 3: understanding and implementing procedures, monitoring work performance and
product quality, collecting and processing information relating to quality.

L evel 4: maintaining procedures. Communicating with appropriate people and the allocation of
roles and responsibilities.

Remote Support for Products or Services

Thisisthe provision of remote support, in a controlled environment, to customers (internal or
externa) relating to products or services. It involves the gathering of information and the
provision of assistance and advice to support the customer. Thiswill typically be carried out as
acontact centre (including technical help desk) activity.

Remote support will normally include:
e communication with customers
e providing information or advice
e resolution or escalation of problems

e maintenance of records eg users, problems, and resolutions.
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Security of ICT Systems

Thisisthe ability to maintain the integrity of a system or network, its data and its immediate
environment. This involves controlling access, regulating use and i mplementing contingency
plans. It may also involve the authorisation and monitoring of access, investigation of
unauthorised access and the protection of data, infrastructure and services. Security, however,
should not unnecessarily impede access or effective use. Breaches in security may be caused by
human actions either accidental, malicious or negligent, or through incorrect installation,
configuration or operation.

Level 1 describes the universal responsibilities that everyone at work has for security. (Level 2
isidentical and therefore omitted.)

Level 3 isconcerned with the management of the security of ICT systems.
Typically, security should cover areassuch as:

e communications

e infrastructure

e cryptography

e system operations

e organisational procedures.

These areas must be considered as parts of aframework of general security.

Software Development — Component Creation

Software development commences with an agreed requirements definition and covers the
creation of software designs/specifications, creation of the actual software components and
finally installation and testing of the software.

This AoC is about creating software.

The development could take place either in the context of an independent software devel opment
company or an internal software development department. No particular type of programming
language, development environment, software/hardware platform or application area (eg
technical, scientific, financial) isimplied.

Theterm ‘ softwar e components' isused to cover:

e processesie how inputs or stored data are manipulated to form outputs or new data
e datastructuresfor storing and accessing data

e inputs such as data entry screens, data files or sensor inputs

e outputs such as reports, information screens and device controls (eg actuators).

These should be interpreted in the context of the development environment in use eg code
(processes) and arrays (and other data structures) are combined in a single component in some
programming languages.

As examples an interactive webpage, a database report based on a query and an engine
management system are all combinations of processes, inputs and outputs underpinned by one
or more data structures.
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‘Development environment’ is the system (software and hardware) which will be used to create
the software components. Depending on the programming language(s) to be used this may
include an integrated devel opment environment (eg for Visual Basic) or discrete elements such
as editors, interpreters, compilers, linkers etc.

Software Development — Design

‘ Software development’ commences with an agreed requirements definition and covers the
creation of software designs, creation of the actual software components and finally installation
and testing of the software.

This AoC is about the ability to create software designs.

The development could take place either in the context of an independent software house or an
internal software development department. No particular development environment,
software/hardware platform or application area (eg technical, scientific, financial) isimplied.
The term * software components’ is used to cover code, data structures and interfaces
(screens/forms, printouts, data, controls, measurements etc) and should be interpreted
appropriately. As examples an interactive webpage and a database report based on aquery are
combinations of code (eg VB, C++, Java) and interface and both will be underpinned by one or
more data structures.

‘Runtime environment’ is a definition of the software (eg operating system, API) and hardware
(eg processor, available disk or memory storage, peripherals) required for the created software

to operate as intended. (This may be totally distinct from the development environment used to
create the software.)

The ‘requirements definition’ sets out the customer’ s requirements for the software. It is often a
formal contract or agreement between customer and software developer. It can also provide
metrics to assess the performance of the implemented software.

Examples of responsibility:
Level 2: creating detailed designs for individual software components.

Leve 3: creating software designs for a stand alone project or awell-defined part of a
collaborative project.

L evel 4: creating software designs and test specifications for a collaborative project. This will
involve co-ordinating the work of, and providing technical advice, to others.

Software Installation and Upgrade

Thisisthe ability to install or upgrade software on any ICT system following agreed processes.
It includes:

e preparation and planning

e instalation or upgrade

e configuration and handover to the customer.

The software installation/upgrade target can be any system capable of running software, which
can be interactively installed or upgraded. Examplesinclude base stations, switches and hubs,
control systems and mobile, desktop and server computers.
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System Management

Thisisthe ability to manage ICT systems to ensure that they deliver the required functionality
and capacity. A system can be any combination of equipment, hardware and software.

System management will involve changing system configuration to meet short-term fluctuations
in demand (eg high numbers of calls to specific telephone numbers).

It will also involve longer-term changes such as increasing resources (eg processing or storage
capacity) to meet anticipated needs, taking account of advances in technology.

System Operation

Thisisthe ability to operate and monitor a system, which can be any combination of equipment,
hardware and software.

Thismay include:

e using data backup and restore routines

e handling of incidents

e controlling and monitoring availability and performance of system components
e dtart-up/close-down routines

e scheduling routine or preventative maintenance

e maintenance of operating plans and schedules.

Examples of ‘operational activities' are:

e replenishment of consumables

e routine or preventative maintenance

e databackups.

Technical Advice and Guidance

Thisisthe ability to identify a need for technical advice or guidance, and to provide accurate
information in a controlled process.

Advice and guidance in the context of ICT and Telecoms, will normally relate to the provision
of technical information in order to resolve problems or to improve performance. Customers are
defined as any person or organisation in need of technical advice.

At Level 4 providing advice and guidance may be referred to as ‘ consultancy’ or ‘technical
specialism’. Consultancy will normally refer to strategic advice, and technical specialism will
refer to specific operational or product advice.

In order to provide effective advice it may be necessary to research and validate information.

Technical Fault Diagnosis

Thisisthe ability to apply processes and techniques designed to diagnose the causes of faults
within atechnical context. In most situations thiswill be followed by the identification of an
appropriate remedy for the identified fault (see Technical Fault Remedy Selection AoC).
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Faultsin the context of IT and Telecoms, normally relate to the failure of a system or equipment
to act according to normal operating specifications. Faults can be manifested as complete or
intermittent failures to operate eg erratic or irregular operation or operation below specified

capacity.
Technical faults can betypically categorised into the following levels:
Level 1: beroutine in nature, have apparent symptoms, have a limited range of causes.

Level 2: beintermittent, be service affecting or have some customer impact, require limited
information gathering, require routine use of diagnostic methods and tests.

L evel 3: require gathering a range of information, require extended use of diagnostic methods
and tests, have non-specific symptoms, from failuresin systems or equipment with multiple
inputs, be severely service affecting or have significant customer impact.

Level 4: require extensive gathering of information, require the development of new diagnostic
tools, be business or safety critical.

Testing ICT Systems

Thisisthe ability to apply testing processes and techniques. It will include the use of
appropriate tools to measure system performance against agreed specifications or standards. A
system can be any combination of equipment, hardware or software.

Reasons for testing may include the identification of faults as part of a diagnosis process, or the
evaluation of performance as part of system monitoring or a development process.

Typically the testing process will involve:

e pre-test activities such asidentification of the purpose of testing, selection of test type,
identification of test data or conditions and expected test results

e preparation for testing such as protecting system and data integrity, obtaining test tools,
setting up the test environment

e carrying out testing and recording test results, using test tools
e responding to the results of tests

e where appropriate returning the system to operation.
Typically, testing would at:

Level 1: be carried out on single components, be routine in nature, and have limited customer
impact.

Level 2: be carried out on linked components, include the gathering of information, and involve
the selection of suitable tests and the analysis of test results.

Level 3: be carried out on interdependent components, require gathering a range of information,
involve modifying or defining testing processes and have significant customer impact.

L evel 4: require the development of test tools and process.

User Profile Administration

Thisisthe ability to specify and configure user profiles.
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Working with ICT Hardware and Equipment

Thisisthe ability to work on hardware or equipment following plans and instructionsin
accordance with an agreed process.

It includes:
e preparation and planning

e work activitiesincluding installing, repairing, maintaining and decommissioning and any
related assembly, disassembly or inspection

e commissioning or return to service and handover to the customer.

Hardware and equipment in the context of IT and Telecoms can include cables, PC boards,
racks, rack mounted equipment, poles, masts, aerias, large computer systems. Work can be
carried out on, for example a single monitor or keyboard by atechnical courier, single or
networked systems or a telephone exchange by a team of technicians/ engineers.

Work activities could, for example, arise as part of new installations, upgradesto existing
systems, fault repairs or preventative maintenance.
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Managing People and Resources (Management NOS imported units)

Management of people (teams and individuals) and resourcesis an integral part of many job
roles within the ICT and contact centre sectors.

Generic standards covering the management of people and other types of management have
been devel oped by the Management Standards Centre (formerly the Management Charter
Initiative). These form an entire suite for those for whom management istheir primary role.

Level 3
Support the efficient use of resources (Management Standards B1)

Contribute to the selection of personnel for activities (Management Standards C7)
Contribute to the development of teams and individuals (Management Standards C9)
Lead the work of teams and individuals to enhance performance (Management Standards C12)
Respond to poor performance in your team (Management Standards C15)
Facilitate meetings (Management Standards D2)
Level 4
Contribute to improvements at work (Management Standards A4)
Manage the change in organisational activities (Management Standards A5)
Manage the use of physical resources (Management Standards B2)
Manage the use of financial resources (Management Standards B3)
Select personnel for activities (Management Standards C8)
Develop teams and individual s to enhance performance (Management Standards C10)
Manage the performance of teams and individuals (Management Standards C13)
Respond to poor performance in your team (Management Standards C15)
Deal with poor performance in your team (Management Standards C16)
Facilitate meetings (Management Standards D2)
Chair and participate in meeting (Management Standards D3)

The management unitsincluded in this AoC have been identified by e-skills UK as being
applicable to people who are involved in management as part of their job role. The other
management units have been omitted from thislist since their content is either:

e explicitly included in the appropriate AoCs of the e-Skills UK standards (eg Activities (A),
Quality (F) and Projects (G)); or

e ismainly of relevanceto people whose main job role is management (eg Energy (E)).

Note: The information provided here is a summary of the units only intended to give enough

information to judge the suitability of content. For qualifications the full unit specification

should be used. Please refer to www.management-standards.org for further information on the
Management Standards Centre and full versions of their standards.
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Project Management (Project Management NOS imported units)

Project management is an integral part of many job roles within the ICT and contact centre
sectors. It isamagjor feature, for example, in software development and system implementation.

Generic standards covering project management have been devel oped by a cross-sectora
initiative co-ordinated by the Engineering Construction Industry Training Board. These form an
entire suite for those for whom thisis their primary job role. The project management units
listed below have been identified by e-skills UK as being applicable to people who have some
involvement in project management as part of their job role.

Level 4
Develop operational objectives for the project (Project Management Standards PM 10)
Develop a detailed schedule for the project (Project Management Standards PM17)

Identify perceived risks and evaluate options for their control (Project Management Standards
PM19)

Co-ordinate, monitor and control project schedules (Project Management Standards PM 39)
Control hand-over of responsibility for the project (Project Management Standards PM42)
Ensure the completion of project activities (Project Management Standards PM45)

Level 5

Develop strategic objectives for the project (Project Management Standards PM 1)

Identify and evaluate options for the project (Project Management Standards PM 2)

Prepare the business case for the project (Project Management Standards PM 3)

Prepare aproject brief (Project Management Standards PM4)

Identify strategic risk and evaluate options for minimising project risk (Project Management
Standards PM 6)

Develop outline programmes or schedules for projects (Project Management Standards PM 13)
Specify activities for project schedules (Project Management Standards PM 15)

Review the progress of projects (Project Management Standards PM 32)

Evaluate projects (Project Management Standards PM 46)

Some PM units have been omitted from thislist since their content is explicitly included in the
appropriate AoCs of the e-Skills UK standards. These cover the areas of project review,
complying with regulatory requirements and preparing specifications.

Note: The information provided here is a summary of the units only intended to give enough
information to judge the suitability of content. For qualifications the full unit specification
should be used. Please refer to www.apm.org.uk for further information on project management
standards.
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Supporting Learning and Development (Learning and Development NOS
imported units)

Learning and development is an integral part of many job roles within the ICT and contact
centre sectors. It isimportant for both individuals and teams alike. There are often linksto
organisationa performance management systems and continual professional development
(CPD).

Generic standards covering support for the learning and devel opment of others have been

devel oped by the Employment NTO. These form an entire suite for those for whom thisistheir
primary job role. The ENTO units listed below have been identified by e-skills UK as being
applicable to people who have some involvement in supporting the learning and devel opment of
others as part of their job role.

Level 3

Identify individual learning aims and programmes (L earning and Development Standards L 3)
Agree learning programmes with learners (Learning and Development Standards L5)
Develop training sessions (Learning and Devel opment Standards L 6)

Enable learning through presentations (L earning and Devel opment Standards L 10)

Enable learning through demonstrations and instruction (Learning and Development Standards
L11)

Enable individual learning through coaching (Learning and Devel opment Standards L 12)
Enable group learning (L earning and Development Standards L 13)

Support learners by mentoring in the workplace (Learning and Development Standards L 14)
Support and advise individual learners (Learning and Development Standards L 15)

Monitor and review progress with learners (Learning and Devel opment Standards L 16)
Support competence achieved in the workplace (Learning and Development Standards L 20)
Level 4

Identify individual learning aims and programmes (L earning and Development Standards L 3)
Agree learning programmes with learners (Learning and Development Standards L5)
Enable group learning (L earning and Devel opment Standards L 13)

Support learners by mentoring in the workplace (Learning and Development Standards L 14)
Support and advise individual learners (L earning and Development Standards L 15)

Monitor and review progress with learners (Learning and Development Standards L 16)

Note: The information provided here is a summary of the units only intended to give enough
information to judge the suitability of content. For qualifications the full unit specification
should be used. Please refer to www.empnto.co.uk for further information on the Employment
NTO and full versions of their standards.
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Internet and Intranets

Thisisthe ability to access, retrieve and verify information from the internet, intranets and the
worldwide web, using browser software.

A Level 1jobroleislikely toinvolve:

e knowing what connection methods can be used to access the internet (eg by PC, modem,
dial-up connection and ISP or a mobile phone with wireless application protocol (WAP) or
Third Generation (3G) technology) or an intranet server (eg viaparalel, seria or USB
connections)

e knowing about internet security risks, laws and guidelines

e using basic browser facilitiesto search for, find and exchange useful information.
In addition, aLevel 2job roleislikely toinvolve:

e knowing about the benefits and drawbacks of different connection methods

e understanding how to avoid internet security risks

e using and customising more advanced browser facilities

e searching for, finding and evaluating information.

In addition, aLevel 3job roleislikely toinvolve:

¢ knowing how to help others understand laws and guidelines

e choosing suitable connection methods.

Email

Thisisthe ability to send and receive messages. Whilst it is primarily associated with the
internet, it is not essentia to involve internet technol ogy.

A Level 1jobroleislikely toinvolve:

e using basic email software facilities (eg address books) to send emails to individuals,
sending, receiving and opening attachments (eg digital pictures, word processing documents
or spreadsheets).

In addition, aLevel 2job roleislikely toinvolve:

e using more advanced email facilities (eg for setting up groups of email addresses, adding a
signature, using rtf or html to alter the design and format of emails and compressing
attachments).

In addition, aLevel 3job roleislikely toinvolve:

e making the most of advanced email facilities (eg for setting up automatic redirection or
replies, using encryption and changing browser settings to deal with junk email)

e using thefull potential of email software facilities for sending and receiving messages.
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Word Processing Software

Thisisthe ability to use a software application designed for the creation, editing and production
of documents and text (eg writing aletter, memo or CV).

A Level 1jobroleislikely toinvolve:

e producing simple documents (eg producing letters, envelopes, memos, simple reports, faxes,
CVs, agendas, posters, travel directions and simple web pages).

In addition, aLevel 2job roleislikely to involve:

e using awide range of tools and techniques to produce professional looking documents (eg
producing mail merged business letters and invoices, more complex reports and content for
web pages).

In addition, aLevel 3job roleislikely toinvolve:

e customising and automating tools and techniques to produce complex documents (eg
producing newsletters, journals, complex reports, form letters, form envelopes and form
address labels).

Spreadsheet Software

Thisisthe ability to use a software application designed to record datain rows and columns,
and perform cal culations with numerical data (eg Microsoft Excel, Sun Office Star, Lotus 1-2-3,
Apple Works or similar packages). A spreadsheet can be used for different tasks, such as
budgeting, producing tables, calculating household bills or producing graphs.

A Level 1jobroleislikely toinvolve:
e entering datainto cells
e using simple formulae and functions (eg sum, divide, multiply, take away and fractions)

o simpletoolsto edit, sort, present and check spreadsheets (eg aduty rota for staff or awork
sheet for keeping track of expenses).

In addition, aLevel 2job roleislikely to involve:

e using more complex formulae and functions (eg mathematical, statistical and financial) and
tools (eg monthly expenditure and sales figures, cash flow forecasts and graphs of resuilts).

In addition, aLevel 3job roleislikely toinvolve:

e producing spreadsheets for analysing and interpreting complex data (eg a cost-benefit
analysis, budgets and annual accounts).

Database Software

Thisisthe ability to use a software application (eg Microsoft Access, Sun Office Star, Apple
Works, Filemaker Pro, similar packages or one built for an organisation) designed to organise
and collate related information (eg storing addresses and phone numbers).

A Level 1jobroleislikely toinvolve:

e entering and retrieving information from databases (eg for names and addresses, stock
control, time-management or event-management) by running simple queries

e producing reports (eg using menus or short cuts).
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In addition, aLevel 2job roleislikely to involve:

e modifying simple (eg single table, non-relational) databases, creating queries using multiple
selection criteria and reports (eg about sales activities, order details or project management).

In addition, aLevel 3job roleislikely toinvolve:

o modifying relationa databases (eg about customers’ buying methods, order frequency and
payment patterns).

Website Software

Thisisthe ability to use an application designed for planning, building and maintaining simple
websites.

A Level 1jobroleislikely toinvolve:

e using software to plan and produce a simple web page (eg displaying a photo and short
description about a person, product or asmall business).

In addition, aLevel 2job roleislikely toinvolve:

¢ Producing multiple-page websites (eg more detailed information about an organisation and
what they do or the products or services offered by a company).

In addition, aLevel 3job roleislikely toinvolve:

e producing interactive websites (eg awebsite that alows the user to use a guest book or
message board, fill in feedback forms or send a message).

Artwork and Imaging Software

Thisisthe ability to use a software application designed to create, modify and layout artwork or
images for display in print or on a screen (eg painting, drawing, photo manipulation and desktop
publishing).

A Level 1jobroleislikely toinvolve:

e creating smple artwork and images (eg simple shapes, text and arrows, clip art or a picture
from adigital camerafor a presentation slide).

In addition, aLevel 2job roleislikely toinvolve:

e creating more complex artwork and images (eg work flow process maps, sketches, edited
photos or 10gos).

In addition, aLevel 3job roleislikely toinvolve:

e creating technically complex artwork and images (eg cover artwork for acompany journal,
the content and layout of newsletter or touching up and taking out unwanted elements from
a photograph).
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Presentation Software

Thisisthe ability to use software applications to produce presentations, which include a
combination of media (eg photos from digital cameras, animation and sound) for education,
entertainment or information sharing.

A Level 1jobroleislikely toinvolve:

e producing simple presentations (eg text-based or diagram-based slide shows and lecture
notes).

In addition, aLevel 2job roleislikely to involve:
e producing more complex presentations (eg slide shows with animation).
In addition, aLevel 3job roleislikely toinvolve:

e producing technically complex presentations (eg including video and sound clips).
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