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Qualification Purpose and Aim 

Who is this qualification for?
The Level 5 Certificate in Service Improvement is designed for experienced or new department head and project leads or other middle managers in organisations adopting lean methodologies or looking for ways to improve performance and efficiency. Learners will learn to lead significant service improvements using lean methods.
Benefits for Individuals
· Analyse and evaluate lean production and improvement methods
· Create a project proposal using lean methods to improve a service in your organisation
· Implement the service improvement project, with appropriate controls
· Evaluate and report on the success of the project.
Benefits for Employers
· Managers with an advanced understanding of lean production methods to maximise value to customers and minimise waste
· Support a culture of continuous improvement in you organisation
· Measurable impact and ROI from supervised service improvement project carried out as part of this qualification.
This qualification comprises two units. The first unit develops learners’ understanding of lean production methods and techniques, and takes them through the process of identifying a potential service improvement and planning an improvement project based on lean methods. The second unit helps them to implement the project plan, establish controls, and monitor and review the service improvement.
 



Progression Routes


This qualification will provide progression opportunities to a range of qualifications such as:

· Level 5 Diploma or Extended Diploma in Leadership and Management
· Level 5 Diploma in Principles of Leadership and Management. 



Qualification Specific Occupational Competency Requirements

ILM VRQ qualifications are derived from the Qualifications and Credit Framework Level Descriptors and are designed to develop candidates knowledge, understanding and skills which are then assessed through a range of work related assessments.  Centre tutors, assessors and internal verifiers are therefore required as a team to have a combination of appropriate competences in learning, assessment and internal quality assurance methodologies together with an integrated knowledge and experience of service delivery improvement and lean production methodologies.  The Certificate has two units totalling 19 credits with GLH of 19.   The units therefore require extensive work based activity by the candidate to complete the assessment and significant coaching and mentoring support from the tutors. Occupational Requirements Checklist cannot therefore be prescriptive and the evidence indicators are offered as guidance only.  Centre staff will only be expected to meet a range of the evidence indicators.
Level 5 Certificate in Service Improvement
	Tutors Occupational Competence Requirements
	Possible Evidence Indicators

	Relevant and sufficient  experience  of service delivery improvement and lean production methodologies 
	· Current(within the last three years) experience of  service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units of the Level 5 Certificate in Service Improvement 

	A thorough knowledge and understanding of service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units of the Level 5 Certificate in Service Improvement
	·  A  qualification relevant to small scale service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units of the Level 5 Certificate in Service Improvement or
· Substantial knowledge and understanding of service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units  of the Level 5 Certificate in Service Improvement


	Continuing Professional Development 
	· Evidence of participation over the past three years  in Continuing Professional Development (CPD) relevant to the Level 5 Certificate in Service Improvement or 
· Membership of a management institute or association appropriate to the level and subject areas of the qualification

	Knowledge, understanding and application of a range of teaching and learning methodologies relevant to the level and subject areas of the Level 5 Certificate in Service Improvement
	· Hold a valid and recognised teaching/training qualification or
·  Show evidence of  current (within the last three years) experience of delivering training appropriate and relevant to the requirements of the Level 5 Certificate in Service Improvement
· Coaching and or mentoring experience appropriate to the qualification would also be relevant

	Knowledge of ILM VRQ learning and assessment processes
	· Previous experience of delivery of ILM VRQ Level qualifications appropriate to the level and subject area of the qualification or
· Knowledge of the RQF and Level Descriptors appropriate to the level of the qualification or
· Planned CPD by centre

	
	· 



	Internal verifiers and/or Centre Assessors Occupational Competence Requirements
	Possible Evidence Indicators

	Relevant and sufficient  experience  of service delivery improvement and lean production methodologies 
	· Current(within the last three years) experience of  service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units of the Level 5 Certificate in Service Improvement 

	A thorough knowledge and understanding of service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units of the Level 5 Certificate in Service Improvement
	·  A  qualification relevant to service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units of the Level 5 Certificate in Service Improvement or 
· Substantial knowledge and understanding of service delivery and lean production methodologies appropriate to the level and breadth of the mandatory units  of the Level 5 Certificate in Service Improvement


	Continuing Professional Development 
	· Evidence of participation over the past three years  in Continuing Professional Development (CPD) relevant to the Level 5 Certificate in Service Improvement or 
· Membership of a management institute or association appropriate to the level and subject areas of the qualification

	Knowledge, understanding and application of a range of assessment and/ or internal quality assurance methodologies relevant to the level and subject area of the qualification units for which the center is approved
	· Have a relevant  qualification in assessment and or internal quality assurance (e.g. TAQA or equivalent or
· Demonstrate clear and sufficient evidence of  current (within the last three years) experience of assessment   and/internal quality assurance appropriate and relevant to the level and subject area of the mandatory units  of the Level 5 Certificate in Service Improvement


	Knowledge of ILM VRQ learning and assessment processes
	· Previous experience of delivery of ILM VRQ Level qualifications appropriate to the level and subject area of the qualification
· [bookmark: _GoBack]Knowledge of the RQF and Level Descriptors appropriate to the level of the qualification
· Planned CPD by center

	Continuing Professional Development in assessment and/or internal quality assurance
	· Show sufficient  evidence over the past three years of participation in Continuing Professional Development (CPD) in relation to assessment and/or internal quality assurance  relevant to the Level 5 Certificate in Service Improvement




Qualification Structure and Details

Level 5 Certificate in Service Improvement
	Qualification Accreditation No:
	600/5839/0

	Planned Operational Start Date:
	01/09/2012

	Credit Value:
	19 Credits

	Induction:
	At least 2 hours

	Tutorial Support:
	Minimum 3 hours

	Guided Learning Hours (GLH):
	The overall guided learning hours for the programme depends on the specific units selected, combined with the additional induction and tutorial support cited above.

	Duration:
	To be completed in 3 years

	Rules of Combination:
	Learners are required to attain 19 credits from 2 mandatory units (500 and 501) to attain this qualification.

Refer to the overview of units table.


	Assessments:
	Criterion assessment applies to all units within this qualification (i.e. the learner must adequately evidence each assessment criterion). For further details see the ILM recommended Mark-Sheet for each unit.



	

Overview of Units
Group 1
	Ref
	Unit Title
	Level
	CV*
	GLH**

	8758-500
	Preparing to Apply Lean Production and Improvement Methodologies to Operational Problems in Service Delivery
	5
	8
	8

	8758-501
	Applying Lean Production and Improvement Methodologies to Operational Problems in Service Delivery
	5
	11
	12


* Credit value. **Guided learning hours.


































































Flexible Assessment – Alternative Ways of Assessing

ILM provides ready-made assessment instruments/vehicles (e.g. assignment tasks) for every unit.  These are not mandatory.   Using ILM’s flexible assessment approach, centres can develop their own assessment instruments.  Please note this does not include changing the criteria, just the method by which they are assessed.  
There is a range of alternative methods (please refer to the ‘ILM Guide to assessing’, currently sections 6 and 7).  It might be as minor as adjusting the ILM assignment task to contextualise it to a specific employer/situation.  More significantly, a centre might use assessed presentations or professional discussions in order to reduce the writing requirement.  However, before using a centre-developed assessment instrument, you first need approval from your ILM Quality & Compliance Manager.
Centres are also encouraged to combine the assessment of two or more units into an integrated assignment.  This reduces the number of assessments and, with astute choice of units, integration can also reduce the amount of assessment.  Any integrated assignment can also be assessed using an alternative method as above. 
This of course has implications for the marks.  When different sized units are integrated, especially from different levels, calculating marks for each assessment criterion is less than straightforward.  Some Centres avoid this by using the separate ILM mark sheets.  However this misses some of the benefits.  Another option is to not use numerical marks at all and combine the mark sheets and simply mark each criterion as pass/refer.
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