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Role and
responsibilities

Improving
performance

Organisational and
team priorities

Understanding
teams

Induction in the
workplace

Customer care
principles

Solving problems

Change in the
workplace

Equality, diversity
and inclusion

Internal and external
communication

Planning briefings

Effective
communication

Continuous quality
Time management

Setting team
objectives

Customer types,
needs and
expectations

*Optional units dependant on the specialism of the learner

Leadership styles

Motivation and
team performance

Planning work

Organisational
structures

Coaching in the
workplace

Customer needs
and expectations

Making decisions

Supporting change

Professionalism

Delivering briefings

Methods of
communication

Business
improvement

Stress management

Customer
satisfaction
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Monitoring work

Team development  Advantages and Team roles
disadvantages of teams and goals

Customer feedback

Communication
and rules

Accurate reporting

Effective
team working
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‘Role and responsibilities

Leadershipstyles

[Improving performance

Motivation

‘Organisational and team priorities

Plamingwork

Monitoringwork

Understanding teams

Organisational structures

‘Teamdevelopment

‘Advantages and disadvantages of teams |

Teamrolesandgoals

Effective team working

Induction in the workplace

Coaching in the workplace

Customer care principles

Customer needs and expectations

Customer feedback

Soling problems

‘Making decisions

(Change in the workplace

Supporting change

‘Equality, diversity and inclusion

Internal and external communication @ ® @

Professionalism o o

‘Communication and rules ° o

Planning briefings © 0000

Delivering briefings o o0

Effective communication © o 0 o0

‘Methods of communication oo 0
Accuratereporting oo 0
Continuous quality ® o 00
Business improvement ®o 0 00
Time management

Stressmanagement

Setting team objectives

Customer types, needs and expectations

Customer satisfaction
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