

[image: C:\Users\jurgitab\AppData\Local\Microsoft\Windows\INetCache\Content.Outlook\ITR05UZD\ILM_Logo_CityGuilds_Strapline_SPOT_Uncoated.jpg]
Assignment Task for Unit: Understanding support services operations in an organisation
	Centre Number:
	Centre Name:

	Learner Registration No:
	Learner Name:

	
TASK

The purpose of this unit is to develop your understanding of support services operations within the context of your own organisation.

The task requires you to review the nature and scope of products and services required in your workplace and consider the range of delivery options available in order to ensure quality and performance standards are maintained.

NOTE:
You may want to relate your answers to an organisation that you work in. If you are not currently working within an organisation, then you may complete this task in relation to an organisation with which you are familiar. This could include experience working in a voluntary capacity.
You should plan to spend approximately 16 hours researching your workplace context, preparing for and writing or presenting the outcomes of this assignment for assessment. The 'nominal' word count for this assignment is 1000 words: the suggested range is between 800 and 1200 words.

Check your assignment carefully prior to submission using the assessment criteria.


	Please use the sub-headings shown below when structuring your Assignment
	Assessment Criteria

	Range of support services and legislation

Provide a list of the essential support services currently delivered in the workplace and distinguish between ‘hard’ and ‘soft’ services (it is suggested four examples from each category would be sufficient).

Select from your list an example from each category and identify the main legislation and regulations that apply to the chosen support services (it is sufficient to supply brief details or references). 

	
· Describe the range of support services that is required by own organisation, distinguishing between ‘hard’ and soft’ services (16 marks)
· Identify the legislation that impacts on these services (12 marks)
 

	Knowledge of support services being used and delivery methods

Describe the key elements of a typical service level agreement that demonstrates understanding of their purpose, structure and content.

Using an example from your own workplace, briefly describe how a service level agreement is used by your organisation and outline the processes involved in its operation.

Describe which services are provided by the facilities management team or department to internal customers and provide an outline of the delivery mechanisms used (it is suggested communication channels and authorisation procedures be considered). 

	
· Describe the role of service level agreements, their typical structure and content (16 marks)
· Describe how service level agreements are used with both customers and suppliers in own organisation (12 marks)
· Describe what support services are currently being provided by the facilities management department and how these are delivered (16 marks)


	Options for delivering support services

Explain how support services are provided to meet the performance standards required by the organisation. You should take into account the different delivery options available, for example in-house, external contractor etc.

Explain how quality of support services is measured and monitored and provide two examples of suitable tools that may be used. 

	
· Explain various ways of providing support services to meet organisational requirements (16 marks)
· Explain how the quality of support services is measured and monitored (12 marks) 

	By submitting I confirm that this assignment is my own work
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