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	Learning Outcome
	Assessment Criteria
	Guidelines and range
The candidate provides evidence that they understand:

	1. Understand the principles of effective team working
	1.1 Outline the benefits of effective team working




	Benefits of effective team working include:
· Greater flexibility within the team
· High morale
· Increased efficiency
· Mutual support
· Better ideas from the team
· etc.


	
	
	In this criterion the learner is required to provide an outline of the main features of two or more benefits of effective team working; it is not acceptable to merely list benefits.

	
	1.2 Describe how to give feedback constructively 
	Feedback enables individuals and groups to be aware of what they do and how they do it.

Constructive feedback helps individuals learn, grow and develop by offering opportunities to explore options and alternative behaviours, and should:
· Focus on issues, not personalities
· Look for solutions, not blame

	
	
	In this criterion the learner is required to describe the principal features of how to give feedback constructively.

	
















	1.3 Explain conflict management techniques that may be used to resolve team conflicts

	Conflict may be defined as the internal or external discord that occurs as a result of differences in ideas, values or beliefs of two or more people.

Conflict management is important in order to:
· Maintain morale
· Maintain performance standards
· Minimise absenteeism
· Promote a safe working environment
· Maintain group cohesion
· etc.

Conflict management techniques that may be used to resolve team conflicts include:
· Win-Win (collaborating)
· Attempting to identify the underlying concerns in order to find an alternative that satisfies everyone
· Compromise
· Working to a mutually-acceptable solution that partially satisfies everyone
· Forcing
· Using formal authority or coercion to get one’s own way at the expense of others
· Avoiding
· Not addressing the conflict, withdrawing from a threatening situation
· Accommodating
·  Neglecting own concerns to satisfy others


	
	
	In this criterion the learner is required to explain how two or more conflict management techniques may be used to resolve team conflicts. (Using examples may make this more relevant.)

	
	1.4 Explain the importance of giving team members the opportunity to discuss work progress and any issues arising





	Discussing work progress and any issues arising with team members provides an opportunity to:
· Acknowledge team achievements and celebrate success
· Discuss strengths and identify areas for improvement
· Clarify and agree any steps required to improve performance
· Identify how systems, procedures, work methods might be improved
· etc.


	
	
	In this criterion the learner is required to describe two or more reasons that explain the importance of giving team members the opportunity to discuss work progress and any issues arising. (Using examples may make this more relevant.)

	
	1.5 Explain the importance of warning colleagues of problems and changes that may affect them
	Warning colleagues of problems and changes that may affect them allows issues to be addressed before they get out of hand and are still manageable, and allows possible solutions to be explored as opposed to merely reacting to a situation.

Failure to warn might also threaten the trust relationship with colleagues, who will typically assume the worst if there is a failure to communicate.


	
	
	In this criterion the learner is required to describe two or more reasons that explain the importance of warning colleagues of problems and changes that may affect them. (Using examples may make this more relevant.)

	2. Be able to maintain effective working relationships with colleagues









































	2.1 Recognise the contribution of
colleagues to the achievement of team objectives

	Colleagues want to be appreciated, and recognising their contribution to the achievement of team objectives lets them know that their efforts are noticed and valued. 

Praise should be timely, direct, personal and specific, with colleagues being told exactly what they do well and why their contribution is appreciated.

There are numerous ways to recognise a colleague’s contribution, and the praise must be given in a way that is meaningful to the colleague: some colleagues may prefer to be praised in public, for example, whilst others may be more comfortable with being praised in private, and some colleagues will find it more meaningful to have their contribution recognised by a higher-level manager.  


	
	
	In this criterion the learner is required to provide evidence that he or she has recognised in an appropriate and meaningful way the contribution of two or more colleagues to the achievement of team objectives.

	
	2.2 Treat colleagues with respect, fairness and courtesy

	Colleagues will be better motivated to complete allocated tasks if they feel they are being listened to and that they are appreciated as part of a team. 

Treating colleagues with respect, courtesy and fairness is fundamental in creating a positive climate within the team in order to influence team members to feel motivated.  

	
	
	In this criterion the learner is required to provide appropriate evidence that he or she has treated two or more colleagues with respect and fairness and courtesy. (That is, a minimum of six pieces of evidence should be provided.)

	
	2.3 Fulfil agreements made with colleagues
	Fulfilling agreements is one way to ensure you develop working relationships with colleagues, within your own organisation and within other organisations, which are productive in terms of supporting and delivering your work and that of your organisation.

Colleagues should be informed when agreements have been fulfilled, or advised promptly of any difficulties or where it will be impossible to fulfil agreements.

	
	
	In this criterion the learner is required to provide evidence of correctly and appropriately fulfilling two or more agreements made with colleagues.

	
	2.4 Provide support and constructive feedback to colleagues



	Providing support to colleagues might include:
· Explaining policies, procedures, task requirements
· Helping with their workload
· Problem-solving
· Obtaining additional resources
· Providing encouragement
· Providing constructive feedback that focuses on issues and solutions, not personalities or blame


	
	
	In this criterion the learner is required to provide evidence of appropriate support to two or more colleagues and constructive feedback to two or more colleagues.

	3 Be able to collaborate with colleagues to resolve problems
	3.1 Take others’ viewpoints into account when making decisions

	Empathy is the ability to identify and understand another's situation, feelings and viewpoints, and to ‘put yourself in the other person's shoes’.

Successful leaders and managers work hard to understand others’ viewpoints in a particular situation. They acknowledge others’ viewpoints when making decisions and consider the impact of their choices on the wellbeing and interests of others.


	
	
	In this criterion the learner is required to provide evidence that he or she understands the viewpoints of two or more colleagues in particular situations and has taken their viewpoints into account when making decisions on those situations.

	
	3.2 Take ownership of problems within own level of authority

	‘Level of authority’ refers to the different hierarchical management levels in an organisation and the duties and responsibilities assigned to each of those levels.

The more senior roles in an organisation will have greater authority to give instructions and make decisions and to ensure compliance with organisational policies and procedures, and problems that lie outside own level of authority must be referred to a more senior manager at the appropriate level.

The authority given to a role is usually formalised in a job description, which will generally include the roles and responsibilities of the job as well as the job-holder’s direct report.


	
	
	In this criterion the learner is required to provide evidence that he or she has taken ownership of two or more problems within own level of authority.

	
	3.3 Take action to minimise disruption to business activities within their own level of authority

	Business activities are activities that provide a product or service that customers require, and a disruption to business activities could have far-reaching consequences for the organisation, such as:
· Loss of income
· Loss of reputation
· Loss of customers
· Penalty payments for not meeting deadlines
· Failure of the business

It is therefore the responsibility of everyone in an organisation to take appropriate and effective action, within their own level of authority, to minimise disruption to business activities.


	
	
	In this criterion the learner is required to provide evidence that he or she has taken effective and appropriate action, within own level of authority, to minimise disruption to two or more business activities.

	
	3.4 Resolve problems within their own level 
of authority and agreed contribution 
	‘Resolve problems’ is taken here to mean the resolution of problems relating to working relationships with colleagues. 

To resolve a problem is to find an effective and satisfactory answer or solution, and a problem with working relationships with colleagues may be resolved formally or informally, depending upon the nature and extent of the problem.

If the problem with a working relationship is a relatively minor issue, then an informal resolution may be possible.

If, however, the problem is more serious, then it may be necessary to use the organisation’s formal disciplinary or grievance procedures. 

If the formal procedures are used, then each procedure should specify the level of authority appropriate to each stage. 


	
	
	In this criterion the learner is required to provide evidence that he or she has appropriately resolved, either formally or informally, two or more problems relating to working relationships with colleagues. The evidence should additionally demonstrate the learner’s agreed contribution within the learner’s own level of authority.  
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