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About this document 
 

This document provides details that centres and candidates will need in order to assess, 
verify and collect evidence for this N/SVQ qualification and includes 

• the requirements for occupational competence for all those involved in the assessment 
process 

• the assessment methods and requirements  

• the national occupational standards and unit evidence requirements  

• progression routes. 
 
It is designed to be used with the City & Guilds NVQ Guide which is made up of 

• a centre guide – containing information specifically for centres 

• a candidate guide - containing information specifically for candidates 

• recording forms – containing forms that centres and candidates should use for recording 
assessments and evidence. 

 
The City & Guilds website (www.cityandguilds.com) has the latest version of these 
guides.  
 
There are also other City & Guilds documents which contain the latest information regarding the 
assessment of NVQs: 

• Providing City & Guilds qualifications – a guide to centre and qualification (scheme) approval 

• Ensuring quality - containing updates on assessment and policy issues 

• City & Guilds centre toolkit – additional information on running City & Guilds qualifications is 
given in a CD-ROM, which links to the internet for access to the latest documents, reference 
materials and templates. 

 
Details of general regulations, registration and certification procedures, including fees, are 
included in the City & Guilds Directory of Qualifications. This information appears on the 
online qualification administration service for City & Guilds approved centres, the Walled 
Garden, at www.walled-garden.com. 
 
If there are any differences between the N/SVQ Centre Guide or the NVQ Candidate Guide 
and this Standards and Assessment Requirements (SAR) document, this document has the 
most up-to-date information.  
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1 The Standards Setting Body and the National 
Occupational Standards 

 

Background to the National Occupational Standards (NOS) development 
The Sector Skills Council (SSC) GoSkills have re-developed the National Occupational Standards on 
which this NVQ is based to bring them up-to-date with industry requirements. 
 

Contacting the Standards Setting Bodies 
GoSkills can be contacted at: 
 
GoSkills 
Concorde House 
Trinity Park 
Solihull 
West Midlands  
B37 7UQ 
Tel: 0121 635 5520 
Fax: 0121 635 5521  

Imported units 
The following units in this NVQ have been imported from the National Occupational Standards 
(NOS) developed by other Standards Setting Bodies (SSBs): 
 
Unit 323 Develop your own and others’ customer service skills ( ICS Unit 6, L3) 
Unit 324 Promote continuous improvement (Customer Services) (ICS Unit 5, L3) 
 
Institute of Customer Service 
2 Castle Court 
St Peter's Street 
Colchester 
Essex 
CO1 1EW 
Tel: 01206 571716 
Fax: 01206 546688 
Email: enquiries@icsmail.co.uk 
 
Unit 317 Ensure compliance with legal, regulatory, ethical and social requirements (MSC Unit B8) 
Unit 318 Manage your own resources and professional development (MSC Unit A2) 
Unit 319 Provide leadership in your area of responsibility (MSC Unit B6) 
Unit 320 Develop productive relationships with colleagues (MSC Unit D1) 
Unit 321 Recruit, select and keep colleagues (MSC D3) 
Unit 322 Allocate and monitor the progress and quality of work in your area of responsibility (MSC 
Unit D6) 
  
Management Standards Centre 

mailto:enquiries@icsmail.co.uk
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2 Savoy Court   
Strand  
London  
WC2R 0EZ   
Tel: 020 7240 2826  
Email: management.standards@managers.org.uk  

Apprenticeship framework 
Information on the apprenticeship framework can be obtained from the Sector Skills Council 
GoSkills: 
 
GoSkills 
Concorde House 
Trinity Park 
Solihull 
West Midlands  
B37 7UQ 
Tel: 0121 635 5520 
Fax: 0121 635 5521 
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2 Candidate entry and progression 
 

Candidate work role requirements 
This NVQ is for those working in the Aviation Industry in a variety of job roles within the following 
areas: 

• Planning Aircraft Payrolls 

• Airside Ramp Operations 

• Aircraft Operations 

• Airside Operations 

• Airport Terminal Operations 

• Handling Air Passenger Operations. 
 
 

Candidate entry requirements 
There are no formal entry requirements for candidates undertaking this NVQ, however centres 
must ensure that candidates have the potential and opportunity to gain evidence for the 
qualification in the work place. 
 
Age restrictions 
This NVQ is not approved for the use of those who are under 16 years of age.  
 
Centres must ensure that candidates have the potential and opportunity to gain evidence for the 
qualification in the work place. 
 
For funding purposes, centres are reminded that candidates should not be entered for a 
qualification of the same type, level and content as that of a qualification they already hold. 
 

Progression routes 
Progression from this qualification could be made to: 
 
NVQ Level 2 Air Cabin Crew 
NVQ Level 3 Air Cabin Crew 
City & Guilds Travel and Tourism Diploma Level 2 
City & Guilds Travel and Tourism Diploma Level 3 
ILM level 3 S/NVQ in Management 
ILM level 4 S/NVQ in Quality Management. 
 
Progression could also lead to promotion within the workplace. 
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3  Centre resource requirements 
 

Time constraints 
It is estimated that a Level 3 NVQ should be completed within 3 years of registration. 

Registration period 
Please check the Directory of Qualifications for the latest information on length of registration and 
the last registration and certification dates.  
 
Where the period of access to assessment offered by a centre is less than the period covered by 
the candidates’ registration with City & Guilds, centres must ensure that this is understood by the 
candidates. 
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4 The qualification structure and standards 
 

Qualification structure 
 
NVQ Structure 
Candidates must achieve 9 units – made up as follows: 
 
3 Mandatory units  
6 Optional units   

• at least two optional units should be achieved from the specialist aviation units 
contained within this suite 

• a further four units may be selected from the balance of units contained within this 
suite 

 
Certification 
The title of the qualification is ‘Level 3 NVQ in Co-ordinating Aviation Operations on the Ground’.   
Additionally, where candidates select two or more specialist aviation units from one of the 
pathways below, certificates may be endorsed to show which pathway option has been chosen. 
 
Unit  SSC 

AOG 
ref 

 Unit Title  Planning 
Aircraft 
Payloads 

 Airside 
Ramp 
Ops 

 Aircraft 
Operations 

 Airside 
Operations 

 Airport 
Terminal 
Operations 

 Handling 
Air 
Passenger 
Operations 

                 

201  1  Recognise airside 
hazards and 
minimise risks 

 M  M  M  M  M  M 

301  3  Contribute to the 
maintenance, 
implementation 
and co-ordination 
of aviation 
security 
procedures 

 M  M  M  M  M  M 

202  2  Contribute to the 
maintenance of 
health, safety and 
security 

 M  M  M  M  M  M 
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Specialist aviation units 
Unit  SSC 

AOG 
ref 

 Unit Title  Planning 
Aircraft 
Payloads 

 Airside 
Ramp 
Ops 

 Aircraft 
Operations 

 Airside 
Operations 

 Airport 
Terminal 
Operations 

 Handling 
Air 
Passenger 
Operations 

302  5   Co-ordinate 
health and safety 
working practices 

 O  O  O  O  O  O 

303  10  Ensure the safe 
movement and 
operation of 
aircraft, vehicles 
and personnel on 
the apron 

       O     

304  13  Maintain effective 
aviation 
communication 
and information 
transfer 

 O  O  O  O  O  O 

305  27  Support flight 
control 
operations 

     O       

306  28  Maintain flight 
control 
operations and 
operating 
conditions 

     O        

307  30  Maintain airfield 
serviceability and 
operations 

       O     

308  31  Co-ordinate and 
control ramp 
operations 

   O         

309  32  Plan the loading 
of aircraft 

 O           

310  43  Plan and monitor 
the crewing of 
aircraft 

     O       

311  33  Monitor airfield 
maintenance 
operations 

       O     

312  34  Maintain air 
passenger 
handling services  

           O 

212  19  Operate a vehicle 
airside 

   O  O  O     

313  35  Monitor the 
weather 

     O  O     

314  8  Take action to 
reduce airside 
hazards 

   O     O      

315  38  Contribute to 
supporting 
aircraft in 
difficulty 

       O     
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Generic units 
Unit  SSC 

AOG 
ref 

 Unit Title  Planning 
Aircraft 
Payloads 

 Airside 
Ramp 
Ops 

 Aircraft 
Operations 

 Airside 
Operations 

 Airport 
Terminal 
Operations 

 Handling 
Air 
Passenger 
Operations 

316  16  Resolve complex 
aviation problems 

 O  O  O  O  O  O 

317  55  Ensure 
compliance with 
legal, regulatory, 
ethical and social 
requirements 
(MSC B8) 

 O  O  O  O  O  O 

318  53  Manage your own 
resources and 
professional 
development 
(MSC A2) 

 O  O  O  O  O  O 

319  54  Provide 
leadership in your 
area of 
responsibility 
(MSC B6) 

 O  O  O  O  O  O 

320  57  Develop 
productive 
relationships with 
colleagues (MSC 
D1) 

 O  O  O  O  O  O 

321  58  Recruit, select 
and keep 
colleagues (MSC 
D3) 

 O  O  O  O  O  O 

322  60  Allocate and 
monitor the 
progress and 
quality of work in 
your area (MSC 
D6) 

 O  O  O  O  O  O 

323  51  Develop your own 
and others’ 
customer service 
skills (ICS Unit 6) 

         O  O 

324  50  Promote 
continuous 
improvement 
(Customer 
Services) (ISC Unit 
5) 

         O  O 
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Availability of standards 
This Standards and Assessment Requirements document can be downloaded from the City & 
Guilds website (www.cityandguilds.com) or can be obtained by contacting City & Guilds 
Publications on 0207 294 2850 (stock reference SP-03-4942). 

Mapping of old standards to new 
This NVQ is a redevelopment of the National Occupational Standards in Providing Aviation 
Operations on the Ground. The mapping table below identifies where changes have been made. 
 

  Previous Units 

New 
Unit  B7  B1  B9  A11  A2  A4  A5  A6  F6  B12  C5  A17 

201                         

301                         

202  X                       

302    X                     

303                         

304                      X   

306          X               

307            X             

308              X           

309                X         

310                         

311                         

312                  X       

212        X                 

313                         

314      X                   

315                    X     

316                         

305                        X 
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5  Assessment method requirements 
 

This guidance is based on and amplifies the assessment strategy developed for the Level 3 NVQ in 
Providing Aviation Operations on the Ground. 

External quality control 
External quality control is provided by the usual City & Guilds external verification process which 
includes the use of the electronically scannable report form which is designed to provide an 
objective risk analysis of individual centre assessment and verification practice.   

Imported units 
Unit 323 Develop your own and others’ customer service skills (ICS Unit 6, L3) 
Unit 324 Promote continuous improvement (Customer Services) (ICS Unit 5, L3) 
Unit 317 Ensure compliance with legal, regulatory, ethical and social requirements (MSC Unit B8) 
Unit 318 Manage your own resources and professional development (MSC Unit A2) 
Unit 319 Provide leadership in your area of responsibility (MSC Unit B6) 
Unit 320 Develop productive relationships with colleagues (MSC Unit D1) 
Unit 321 Recruit, select and keep colleagues (MSC D3) 
Unit 322 Allocate and monitor the progress and quality of work in your area of responsibility (MSC 
Unit D6) 
 
The Aviation Operations suite of units contains a mix of GoSkills created units and other units 
created by other Sector Skills Councils.  Where these units have been imported the original 
Evidence Requirements have also been imported into these units as far as possible. 

Performance evidence requirements 
Sufficiency of Evidence 
Assessment should take place over a period of time* sufficient to allow demonstration of 
competence in all specified aspects of performance.   
 
Competence must be demonstrated consistently. 
 
* not less than 3 months 
 
Coverage of Performance Requirements (PRs) 
All the Performance Requirements (PRs) for an Element must be achieved.   
 
Ideally Candidates and Assessors should plan to cover all of the Performance Requirements 
relating to an element during an assessment.  However, it is recognised that this may not always 
be possible on one single occasion.   
 
Evidence from workplace performance must be provided against each of the Performance 
Requirements (PRs) within an Element unless otherwise stated.   
 
Ideally evidence should be obtained from a variety of sources.  
 
‘Workplace Performance’ 
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For the purposes of this document Workplace Performance is naturally occurring evidence that 
happens as part of the candidates normal work.  It includes direct observation of the candidate 
under normal workplace conditions, examining the physical products of work, (such as reports, 
plans, correspondence etc), witness testimony* etc.  
* Witness testimony may be provided by: 

• Expert Witnesses i.e. an experienced or qualified person in the occupational area (such as 
a doctor in relation to first aid given by the candidate) or 

• Witnesses who have observed an event taking place (such as a customer who has 
received good customer service).   

 
Contingency Questions  
Where indicated in the Elements, the use of oral/written contingency questions (e.g. What if.... ) 
may be used to assess Performance for infrequent occurrences. 
 
‘Professional Discussion’ 
In some instances within the Elements Professional Discussion has been indicated. Professional 
Discussion is an exchange between the Assessor and the Candidate that seeks to probe the level 
of competence and understanding of the Candidate.  It should focus on getting the Candidate to 
centre on the reasons for selecting specific actions, the alternatives considered, the factors taken 
into consideration as well as an evaluation of the successes and failures and learning points for the 
future.  The outcomes of the Professional Discussion should be captured by means of written 
summaries and evidence of structured questioning (e.g. question checklist of structured interview 
schedule, audio/video tape etc.) 
 
Evidence from Workplace Performance 
For the purposes of this document Workplace Performance is naturally occurring evidence that 
happens as part of the candidates normal work.  It includes direct observation of the candidate 
under normal workplace conditions, examining the physical products of work, (such as reports, 
plans, correspondence etc), witness testimony* etc.  
* Witness testimony may be provided by: 

• Expert Witnesses i.e. an experienced or qualified person in the occupational area (such as 
a doctor in relation to first aid given by the candidate) or 

• Witnesses who have observed an event taking place (such as a customer who has 
received good customer service).   

Additional guidance on evidence requirements is specified at unit level. 

Knowledge evidence requirements  
The knowledge requirements for Co-ordinating Aviation Operations on the ground units are 
detailed within the National Occupational Standards. There are no set banks of knowledge 
questions for this qualification. Candidates will be expected to answer questions and engage in 
dialogue with the assessor and so demonstrate their understanding of the subject. 
 
What you must KNOW 
Where evidence cannot be inferred from competent performance (e.g. through direct observation 
or by checking products of work etc.), evidence of oral/written evidence (e.g. questioning, tests, 
projects/assignments) must be provided to cover all of the Knowledge and Understanding 
Requirements in all Elements. 

Simulation 
Simulation is the setting up or devising of assessment situations (whether performed in the 
workplace or in a specially constructed environment).  When used they should ensure that: 
 

• candidates use materials, tools and equipment found and used in the workplace 
environment in the given context 
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• candidates are provided with information, advice and guidance in line with that which 
would be provided in the workplace environment in the given context 

• specially constructed environments replicate the workplace environment  

• other people with whom the candidate interacts in performing the activity behave ‘in 
character’ for the given situation. 

• any time pressures that the candidate would experience under normal workplace 
conditions are also applied to the given context 

 
All Simulations using specially constructed environments need to be approved by the 
Awarding Body prior to use.  The setting up or devising of assessment situations do not need to 
be approved by the Awarding Body if they take place in the normal workplace environment. 
 
The evidence requirements contained at the end of each unit will state if simulation is permitted. 
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6  Roles and occupational expertise requirements  
 

Assessors 
The primary responsibility of the assessor is to assess candidates to the required quality and 
consistency, against the national occupational standard. It is important that an assessor can 
recognise occupational competence as specified by the national standard. Assessors therefore 
need to have a thorough understanding of assessment and quality assurance practices, as well as 
have in depth technical competence related to the qualifications for which they are assessing 
candidates.  
 
It will be the responsibility of the approved centre to select and appoint assessors. Potential 
assessors should:  
• hold (or be working towards) an appropriate qualification (A1 Assess candidates using a range 

of methods or A2 Assess candidates’ performance through observation) confirming their 
competence to assess NVQ candidates 

• have credible up-to-date technical competence, developed through: 
o expertise gained in by recent (ie within the last five years) actual experience of working for 

a minimum of two years in the occupational area  AND/OR 
o achievement of qualifications which attest to their competence in the role covered by the 

NVQ AND/OR 
o experience in supervising people who perform the role covered by the NVQ AND/OR 
o experience gained in providing training in a workplace context for those who perform the 

role covered by the NVQ. 

Witnesses  
See Section 5. 
 

Internal verifier 
A primary responsibility of the internal verifier is to assure the quality and consistency of 
assessments by the assessors for whom they are responsible. Internal verifiers therefore need to 
have a thorough understanding of quality assurance and assessment practices, as well as 
sufficient technical understanding related to the qualifications that they are internally verifying.   
 
It will be the responsibility of the approved centre to select and appoint internal verifiers. Potential 
internal verifiers should:  
• hold (or be working towards) an appropriate qualification, as specified by the regulatory 

authorities, confirming their competence to internally verify NVQ assessments 
• hold (or be working towards) an appropriate qualification confirming their competence to 

internally assess NVQ candidates. 
• have a sound and in-depth knowledge of the occupational standards. 
• have credible up-to-date technical understanding, developed through: 

o experience as a practitioner in the role covered by the NVQ AND/OR 
o achievement of professional qualifications attesting to their competence in the role 

covered by the NVQ AND/OR 
o experience in the supervision of people who perform the role covered by the NVQ AND/OR 
o providing training in a workplace context for those who perform the role covered NVQ. 
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Continuous Professional Development requirements 
It is important that verifiers and assessors continue their own development to help them in their 
respective NVQ roles. It is expected that each approved centre will provide development 
programmes for its assessors and internal verifiers to maintain their technical or occupational 
expertise.   
 
City & Guilds expects all those with formal roles in the assessment or verification process to 
participate in a minimum of two CPD activities per annum.  This can be to update either vocational 
skills/knowledge or assessment/verification skills/knowledge. 
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7  Recording assessment and evidence 
 

Confidentiality and privacy  
Centres and candidates should be familiar with the requirements of legislation and company 
policies to protect the confidentiality and privacy of service users. Records of evidence should 
protect the confidentiality of customers. 
 

Recording forms to use 
City & Guilds has developed a set of Recording forms including examples of completed forms, for 
new and existing centres to use as appropriate (see NVQ Guide for centres and candidates - 
Recording forms, available on the City & Guilds website www.cityandguilds.com).  
 
Although it is expected that new centres will use these forms, centres may devise or customise 
alternative forms, which must be approved for use by the external verifier, before they are used 
by NVQ candidates and assessors at the centre. City & Guilds also endorses the electronic 
recording systems Quick Step and Paper Free. 
 
Amendable versions of the forms are available on the City & Guilds website.  
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8 Key Skills signposting  
 

 
This qualification provides opportunities to gather evidence for the accreditation of Key Skills as 
shown in the table below. However, to gain Key Skills certification the Key Skills would need to be 
taken as additional qualification/s.  
 

Operations on the Ground Key Skills 

AOG 
No 

Unit Title Comm AON IT PS IOL WWO 

1 Recognising airside hazards 
and minimising risks 

2.2      

2 Contribute to the maintenance 
of health, safety and security 

2.2   2.1, 
2.2 

  

3 Contribute to the maintenance, 
implementation and co-
ordination of aviation security 
procedures 

3.2  2.1 3.1, 
3.2 

  

5 Co-ordinate health and safety 
working practices 

3.1, 3.2, 
3.3 

 2.1, 
2.2, 
2.3 

3.1, 
3.2 

 3.2 

8 Take action to reduce airside 
hazards 

3.1, 3.2, 
3.3 

 2.1, 
2.2, 
2.3 

3.1, 
3.2, 
3.3 

 3.1, 3.2 

10 Ensure the safe movement and 
operation of aircraft, vehicles 
and personnel on the apron 

3.1   3.1, 
3.2 

 3.1, 3.2 

13 Maintain effective aviation 
communications and 
information transfer  

3.1, 3.2, 
3.3 

 2.1, 
2.2 

   

19 Operate vehicle airside  2.1   2.2  2.2 

27 Support flight control 
operations 

3.1, 3.2, 
3.3 

2.1, 
2.2, 2.3 

2.1, 
2.2, 
2.3 

3.1, 
3.2 

 3.1, 3.2 

28 Maintain flight control 
operations and operating 
conditions 

4.1, 4.2, 
4.3 

 3.1, 
3.2, 
3.3 

4.1, 
4.2 

 4.2 

30 Maintain airfield serviceability 
and operations 

3.1, 3.2, 
3.3 

 2.1, 
2.2 

3.1, 
3.2 

 3.1, 3.2 

31 Co-ordinate and control ramp 
operations 

3.1, 3.2, 
3.3 

 2.1, 
2.2 

3.1, 
3.2 

 3.1, 3.2 

32 Plan the loading of aircraft 3.1, 3.2, 
3.3 

3.1, 
3.2, 3.3 

2.1, 
2.2 

3.1, 
3.2 

 3.1, 3.2 

33 Monitor airfield maintenance 
operations 

3.1, 3.2, 
3.3 

 2.1, 
2.2 

3.1, 
3.2 

 3.1, 3.2 

34 Maintain air passenger 3.1, 3.2,  2.1, 3.1,  3.1, 3.2, 
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handling services 3,3 2.2 3.2, 
3.3 

3.3 

35 Monitor the weather 3.1, 3.2, 
3,3 

2.1, 
2.2, 2.3 

2.1, 
2.2, 
2.3 

   

38 Contribute to supporting 
aircraft in difficulty  

3.1, 3.2, 
3.3 

 2.1, 
2.2 

3.1, 
3.2 

 3.2 

43 Plan and monitor the crewing 
of aircraft 

3.1, 3.2, 
3.3 

2.1, 
2.2, 2.3 

2.1, 
2.2, 
2.3 

3.1, 
3.2 

 3.2 

 
 
MSC SIGNPOSTING TO KEY SKILLS 
 

Unit Comm AON IT PS IOL WWO 

(AOG 55) B8 Ensure compliance with 
legal, regulatory, ethical and social 
requirements 

 
 

4 

 
 

3 

 
 
/ 

 
 

4 

 
 

4 

 
 

4 

(AOG 54) B6 Provide leadership in 
your area of responsibility 

 
 

4 

 
 

2 

 
 
/ 

 
 

3 
 

 
 

3 
 

 
 

3 

(AOG 53) A2 Manage your own 
resources and professional 
development 

 
 

3 

 
 

3 

 
 
/ 

 
 

3 

 
 

4 

 
 

3 

(AOG 57) D1 Develop productive 
working relationships with 
colleagues 
 
 

 
 

3 

 
 

2 

 
 
/ 

 
 

3 

 
 

3 

 
 

4 

(AOG 58) D3 Recruit, select and keep 
colleagues 

 
3 

 
3 

 
/ 

 
3 

 
2 

 
4 

(AOG 60) D6 Allocate and monitor 
the progress and quality of work in 
your area of responsibility 

 
 

4 

 
 

3 

 
 
/ 

 
 

4 

 
 

3 

 
 

4 
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ICS SIGNPOSTING TO KEY SKILLS 

 
 

N N N C C C C IT IT IT L P L P L P P S P S P S W O W O W O
A B B R E V IA T E D  C U S T O M E R  S E R V IC E  U N IT  A N D  E L E M E N T  T IT L E S 2 .1 2 .2 2 .3 2 .1 a 2 .1 b 2 .2 2 .3 2 .1 2 .2 2 .3 2 .1 2 .2 2 .3 2 .1 2 .2 2 .3 2 .1 2 .2 2 .3

1 M A IN T A IN 1 .1  P la n  a n d  o rg a n is e  d e liv e ry  o f  re lia b le  c u s to m e r s e rv ic e
R E L IA B L E 1 .2  R e v ie w  a n d  m a in ta in  c u s to m e r s e rv ic e  d e liv e ry
S E R V IC E 1 .3  U s e  re c o rd in g  s y s te m s  to  m a in ta in  re lia b le  s e rv ic e

2 IM P R O V E 2 .1  Im p ro v e  c o m m u n ic a t io n s  w ith  y o u r c u s to m e rs
C U S T O M E R  2 .2  B a la n c e  n e e d s  o f  y o u r c u s to m e rs  a n d  y o u r o rg a n is a t io n
R E L A T IO N S H IP 2 .3  E x c e e d  c u s to m e r e x p e c ta t io n s  to  d e v e lo p  re la t io n s h ip

3 W O R K 3 .1  W o rk  w ith  o th e rs  to  fo llo w  p la n s  fo r im p ro v in g  s e rv ic e
W IT H 3 .2  M o n ito r o w n  p e rfo rm a n c e  a g a in s t  p la n s
O T H E R S 3 .3  M o n ito r jo in t p e rfo rm a n c e  a g a in s t  p la n s  

4 S O L V E 4 .1  S o lv e  im m e d ia te  c u s to m e r s e rv ic e  p ro b le m s
C U S T O M E R  4 .2  Id e n t ify  re p e a te d  s e rv ic e  p ro b le m s  a n d  id e n t ify  o p t io n s
P R O B L E M S 4 .3  T a k e  a c t io n  to  a v o id  re p e tit io n  o f s e rv ic e  p ro b le m s

5 P R O M O T E 5 .1  P la n  im p ro v e m e n ts  in  s e rv ic e  b a s e d  o n  fe e d b a c k
C O N T IN U O U S 5 .2  Im p le m e n t c h a n g e s  in  c u s to m e r s e rv ic e
IM P R O V E M E N T S 5 .3  R e v ie w  c h a n g e s  th a t  p ro m o te  c o n tin u o u s  im p ro v e m e n t

6 D E V E L O P 6 .1  D e v e lo p  o w n  c u s to m e r s e rv ic e  s k ills
S E R V IC E 6 .2  P la n  th e  c o a c h in g  o f  o th e rs  in  c u s to m e r s e rv ic e
S K IL L S 6 .3  C o a c h  o th e rs  in  c u s to m e r s e rv ic e

7 P R O M O T E 7 .1  O ffe r a d d it io n a l p ro d u c ts  o r s e rv ic e s
S E R V IC E S  T O 7 .2  O rg a n is e  s u p p o rt  to  p ro m o te  u s e  o f  a d d it io n a l s e rv ic e s
C U S T O M E R S 7 .3  M o n ito r th e  p ro m o t io n  o f  a d d it io n a l p ro d u c ts  o r s e rv ic e s

8 L E A D  8 .1  P la n  a n d  o rg a n is e  th e  w o rk  o f te a m s  a n d  in d iv id u a ls
T E A M S  A N D 8 .2  P ro v id e  s u p p o rt  fo r te a m  m e m b e rs  a n d  in d iv id u a ls
IN D IV ID U A L S 8 .3  R e v ie w  p e rfo rm a n c e  o f  te a m  m e m b e rs  a n d  in d iv id u a ls
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N N N C C C C IT IT IT L P L P L P P S P S P S W O W O W O
A B B R E V IA T E D  C U S T O M E R  S E R V IC E  U N IT  A N D  E L E M E N T  T IT L E S 3 .1 3 .2 3 .3 3 .1 a 3 .1 b 3 .2 3 .3 3 .1 3 .2 3 .3 3 .1 3 .2 3 .3 3 .1 3 .2 3 .3 3 .1 3 .2 3 .3

1 M A IN T A IN 1 .1  P la n  a n d  o rg a n is e  d e liv e ry  o f  re lia b le  c u s to m e r s e rv ic e
R E L IA B L E 1 .2  R e v ie w  a n d  m a in ta in  c u s to m e r s e rv ic e  d e liv e ry
S E R V IC E 1 .3  U s e  re c o rd in g  s y s te m s  to  m a in ta in  re lia b le  s e rv ic e

2 IM P R O V E 2 .1  Im p ro v e  c o m m u n ic a t io n s  w ith  y o u r c u s to m e rs
C U S T O M E R  2 .2  B a la n c e  n e e d s  o f  y o u r c u s to m e rs  a n d  y o u r o rg a n is a t io n
R E L A T IO N S H IP 2 .3  E x c e e d  c u s to m e r e x p e c ta t io n s  to  d e v e lo p  re la t io n s h ip

3 W O R K 3 .1  W o rk  w ith  o th e rs  to  fo llo w  p la n s  fo r im p ro v in g  s e rv ic e
W IT H 3 .2  M o n ito r o w n  p e rfo rm a n c e  a g a in s t  p la n s
O T H E R S 3 .3  M o n ito r jo in t  p e rfo rm a n c e  a g a in s t  p la n s  

4 S O L V E 4 .1  S o lv e  im m e d ia te  c u s to m e r s e rv ic e  p ro b le m s
C U S T O M E R  4 .2  Id e n t ify  re p e a te d  s e rv ic e  p ro b le m s  a n d  id e n t ify  o p t io n s
P R O B L E M S 4 .3  T a k e  a c t io n  to  a v o id  re p e t it io n  o f  s e rv ic e  p ro b le m s

5 P R O M O T E 5 .1  P la n  im p ro v e m e n ts  in  s e rv ic e  b a s e d  o n  fe e d b a c k
C O N T IN U O U S 5 .2  Im p le m e n t  c h a n g e s  in  c u s to m e r s e rv ic e
IM P R O V E M E N T S 5 .3  R e v ie w  c h a n g e s  th a t  p ro m o te  c o n t in u o u s  im p ro v e m e n t

6 D E V E L O P 6 .1  D e v e lo p  o w n  c u s to m e r s e rv ic e  s k ills
S E R V IC E 6 .2  P la n  th e  c o a c h in g  o f  o th e rs  in  c u s to m e r s e rv ic e
S K IL L S 6 .3  C o a c h  o th e rs  in  c u s to m e r s e rv ic e

7 P R O M O T E 7 .1  O ffe r a d d it io n a l p ro d u c ts  o r s e rv ic e s
S E R V IC E S  T O 7 .2  O rg a n is e  s u p p o rt  to  p ro m o te  u s e  o f  a d d it io n a l s e rv ic e s
C U S T O M E R S 7 .3  M o n ito r th e  p ro m o t io n  o f  a d d it io n a l p ro d u c ts  o r s e rv ic e s

8 L E A D  8 .1  P la n  a n d  o rg a n is e  th e  w o rk  o f  te a m s  a n d  in d iv id u a ls
T E A M S  A N D 8 .2  P ro v id e  s u p p o rt  fo r te a m  m e m b e rs  a n d  in d iv id u a ls
IN D IV ID U A L S 8 .3  R e v ie w  p e rfo rm a n c e  o f  te a m  m e m b e rs  a n d  in d iv id u a ls

K E Y  S K IL L S  S T A T E M E N T S

Pl
an

 an
d n

ter
pr

et 
inf

or
ma

tio
n

Ca
rry

 ou
t m

ult
i-s

tag
e c

alc
ula

tio
ns

Int
er

pr
et 

re
su

lts
 an

d p
re

se
nt 

fin
din

gs

Co
ntr

ibu
te 

to 
a d

isc
us

sio
n

Ma
ke

 a 
pr

es
en

tat
ion

Re
ad

 an
d s

yn
the

sis
e i

nfo
rm

ati
on

 

W
rite

 di
ffe

re
nt 

typ
es

 of
 do

cu
me

nt 
 

Pl
an

 an
d s

ele
ct 

inf
or

ma
tio

n  

De
ve

lop
 an

d e
xc

ha
ng

e i
nfo

rm
ati

on
 

Pr
es

en
t c

om
bin

ed
 in

for
ma

tio
n 

Ag
re

e t
ar

ge
ts 

Us
e p

lan

Re
vie

w 
pr

og
re

ss
 an

d a
ch

iev
em

en
ts 

Ex
plo

re
 pr

ob
lem

s a
nd

 op
tio

ns
 

Pl
an

 an
d i

mp
lem

en
t o

pti
on

s 

Ch
ec

k a
nd

 re
vie

w 
ap

pr
oa

ch
 

Pl
an

 co
mp

lex
 w

or
k w

ith
 ot

he
rs 

W
or

k t
ow

ar
ds

 ob
jec

tiv
es

 

 R
ev

iew
 w

or
k w

ith
 ot

he
rs

C U S T O M E R  S E R V IC E  L E V E L  3
s ig n p o s te d  to

K E Y  S K IL L S  L E V E L  3

W IL L  P R O B A B L Y  p ro v id e  d u a l e v id e n c e  o p p o rtu n it ie s

M A Y  p ro v id e  d u a l e v id e n c e  o p p o rtu n it ie s

IS  U N L IK E L Y  T O  p ro v id e  d u a l e v id e n c e  o p p o rtu n it ie s



 

24 Level 3 NVQ in Co-ordinating Aviation Operations on the Ground (4942)  

Unit 201 Recognise airside hazards and minimise risks 
(AOG1)  

Overview 

What this unit is about 
 
This unit is about working safely in an airport environment.  You must be able to understand the 
possible risks throughout the airport including the ramp area.  You must be able to understand 
your own personal responsibilities in maintaining a safe environment.  
 
This unit is based on the programme developed by the AOA Health and Safety Working Group 
 
Who this unit is for 
 
This unit is for everyone who works in an airport environment regardless of specific job.  It is 
suitable for people who work in ground handling and airport roles and also for those such as cabin 
and flight deck crew who use the airport and need to be aware of health and safety issues.   
 
Links to other units 
 
This unit develops understanding of the airport environment.  It complements all units within the 
Aviation Operations on the Ground suite.  It particularly supports 
Units 202, 301, 302, 314, 206 and 303 which have a health and safety focus. 
 
Abbreviations used in this unit 
 
The following abbreviations are used in this unit: 
 
AOA – Airport Operators’ Association 
CAP – Civil Aviation Publication 
CAA – Civil Aviation Authority 
HASAWA – Health and Safety at Work Act 
FOD – Foreign Object Debris 
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Unit 201 Recognise airside hazards and minimise risks 
(AOG1) 

Element 1 Recognise hazards and associated risks and work 
safely 

Performance requirements 
 
You should be able to: 
1 Identify legislation covering Health and Safety and explain how it affects you 
 
2 Identify the consequences of not operating safely in an airport environment 
 
3 Identify the main causes of accidents in an airport 
 
4 Understand the possible costs of not following airport and ramp safety 
 
5 Explain the procedure for reporting incidents 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Company rules – owners can introduce rules such as parking and speeding 
 
b The consequences of not working safely: including to yourself, other people (passengers 

and colleagues), equipment and the airport 
 
c Causes of accidents including: complacency, awareness, unfamiliarity, haste, shortcuts 
 
d Operating areas for aircraft, vehicles and pedestrians 
 
e Airport surface markings: no parking areas, pedestrian walkways, fire assembly markings 

and assembly areas for emergency response vehicles 
 
f Hazardous materials and procedures for using them and dealing with incidents involving 

them 
 
g Procedures for reporting incidents: injuries, aircraft damage and spillages 
 
h The importance of staying alert and following safety rules 
 
i You should also be aware of the following legislation 

• CAP393 – The Air Aviation Order (this is the act that people are prosecuted under for 
criminal acts in aviation) 

• CAP168 – Aerodrome Licensing (the act that sets out aerodrome licensing rules; 
failure to meet the rules results in CAA withdrawing the licence and closing the 
airport) 

• CAP642 – Airside Safety Management 
• Health and Safety at Work 1974 
• Manual Handling Regulations 1992 
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Unit 201 Recognise airside hazards and minimise risks 
(AOG1) 

Element 2 Work safely on the ramp area ensuring your own 
safety and that of others 

Performance requirements 
 
You should be able to: 
1 Identify the hazards associated with the ramp 
 
2 Explain stand layout markings and the importance of each one 
 
3 Explain how you can keep yourself and others (including passengers) safe 
 
4 Explain how hazards can be prevented 
 
5 Identify what to do to deal with any hazards that occur 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a The ramp area: the surface area from the building to the rear of the aircraft stands 

including the apron, interstand clearways, service roads and equipment parking areas 
 
b Dangers from aircraft: jet blast, suction, being hit, excessive noise and propellers 
 
c Approaching aircraft: check that it is chocked; check that anti-collision lights are off 
 
d Dangers from vehicles other than aircraft: you may not hear vehicles approaching (e.g. if 

you are wearing ear defenders or electric vehicles which operate quietly) 
 
e Markings: stand segregation, demarcation between aircraft parking stands and live 

taxiways 
 
f Protective clothing and when to wear it including: ear protection, high visibility clothing, 

other personal protective equipment 
 
g Dangers from foreign object debris (FOD) and the importance of keeping areas clean and 

tidy at all times 
 
h Dangers from birds and other wild animals and the importance of making sure that that 

the area does not attract them 
 
i The effects of severe weather (wind, snow and ice) and precautions to take 
 
j Areas where people are allowed and are not allowed to walk  
 
k How to use equipment and vehicles: equipment should be used only where training has 

been completed; vehicles should be driven only where a driving permit is held 
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Unit 201 Recognise airside hazards and minimise risks 
(AOG1) 

Evidence Requirements 

 
Element 1 Professional Discussion must be used to assess all PRs.  Ideally this should be done in 
a workplace environment. 
 
 
Element 2 Professional Discussion must be used to assess all PRs.  Ideally this should be done in 
a workplace environment. 
 
This unit is based on the work of the Airport Operators Association Safety Group.  The unit 
requires you to demonstrate that you have the knowledge and understanding required to work 
safely in an airport environment. 
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Unit 202 Contribute to the maintenance of aviation 
health, safety and security (AOG2) 

Overview 

What this unit is about 
 
This unit is about considering the health and safety of yourself and others while carrying out your 
job. You must show that you can follow procedures in response to emergency situations and that 
you are able to identify and respond to situations that threaten security. 
  
Who this unit is for 
 
This unit is for people working in airports carrying out roles such as ramp operator, aircraft 
handler, aircraft loading officer, baggage handler, passenger transfer driver, cargo deliverer, 
airport ramp assistant, ramp agent, aircraft loading supervisor 
 
Links to other units 
 
This unit complements  
Unit 201 (L2&3) – Recognise airside hazards and minimise risks 
Unit 319 – Provide leadership in your area of responsibility (MSC B6) 
Unit 317 – Ensure compliance with legal, regulatory, ethical and social requirements (MSC B8) 
 
Abbreviations used in this unit 
 
The following abbreviations are used in this unit: 
 
HASAWA – Health and Safety at Work Act 
COSHH  - Control of Substances Hazardous to Health 
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Unit 202 Contribute to the maintenance of aviation 
health, safety and security (AOG2) 

Element 1 Follow healthy and safe working practices 

Performance requirements 
 
You should be able to: 
1 Carry out all operations in a healthy and safe manner in line with your organisation’s 

procedures 
 
2 Use appropriate protective equipment to carry out duties when necessary 
 
3 Take appropriate action in the event of unsafe working practices and hazards 
 
4 Operate equipment safely at all times in line with your organisation’s procedures 
 
5 Take appropriate remedial action if work equipment is unsafe to use 
 
6 Report incidents, accidents and near misses in line with your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Your organisation’s health and safety standards 
 
b Personal responsibility under the HASAWA and COSHH 
 
c Safe working practices 
 
d How to identify hazards in the workplace 
 
e Your organisation’s procedures for reporting incidents 
 
f Incidents and accidents can relate to staff, equipment and customers 
 
g Appropriate action to put things right after an incident, for example, removing an item 

and/or using warning signs 
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Unit 202 Contribute to the maintenance of aviation 
health, safety and security (AOG2) 

Element 2 Follow emergency procedures 

Performance requirements 
 
You should be able to: 
1 Raise emergency alarm under appropriate circumstances in line with your organisation’s 

procedures and your personal authority 
 
2 Respond to an emergency alarm under appropriate circumstances in line with your 

organisation’s procedures and your personal authority 
 
3 Locate and use emergency equipment in accordance with your organisation’s procedures 
 
4 Carry out personal emergency responsibilities in line with your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Where the alarms are 
 
b Your responsibility in relation to emergencies 
 
c Your organisation’s procedures for raising or responding to alarms 
 
d Procedures for reporting and recording emergencies  
 
e What to do in a flight, fire, medical or refuelling emergency. 
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Unit 202 Contribute to the maintenance of aviation 
health, safety and security (AOG2) 

Element 3 Contribute to the maintenance of security within 
own area of responsibility 

Performance requirements 
 
You should be able to: 
1 Secure items and areas in line with your responsibilities 
 
2 Follow your organisation’s procedures for personal identification at all times 
 
3 Report suspicious incidents or behaviour to an appropriate authority 
 
4 Take appropriate remedial action when irregularities in security are identified 
 
5 Report discrepancies in the security of actual or potential access points 
 
6 Make sure that all the action you take in response to an actual or suspected security threat 

is within the limits of your own responsibility 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Signs of suspicious behaviour 
 
b The limits of your authority 
 
c Specified, banned, illegal and dangerous items 
 
d Threat or risk awareness 
 
e Relevant documents 
 
f Relevant authorities 
 
g Your responsibility in relation to security 
 
h Your organisation’s procedures for restricting access 
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Unit 202 Contribute to the maintenance of aviation 
health, safety and security (AOG2) 

Evidence Requirements 

 
Element 1 Workplace performance must be used to assess PRs 1, 2, & 4. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PRs 3, 5 & 6. 
 
 
Element 2 If possible workplace performances should be used to assess all of the PRs.  
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess all the PRs. 
 
 
Element 3 Workplace performance must be used to assess PRs 1 & 2. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PRs 3, 4, 5 & 6. 
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Unit 212 Operate a vehicle airside (AOG19) 
Overview 

What this unit is about 
 
This unit is about driving safely on the airfield in a controlled and courteous manner, following 
airside markings, road signs and driving regulations.   
 
Who this unit is for 
 
This unit is for people working in airports carrying out roles that involve driving such as ramp 
operator, passenger transfer driver, cargo deliverer, airport ramp assistant, ramp agent, aircraft 
loading supervisor. 
 
Links to other units 
 
This unit complements  
Unit 202 (L2&3) – Contribute to the maintenance of health, safety and security 
 
Abbreviations used in this unit 
 
FOD – Foreign Object Debris   
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Unit 212 Operate a vehicle airside (AOG19) 
Element 1 Prepare a vehicle for airside use 

Performance requirements 
 
You should be able to: 
1 Make sure that personal driving authorisation is appropriate to the vehicle 
 
2 Inspect the vehicle before it is used to establish operational condition 
  
3 Take appropriate remedial action in response to any vehicle faults 
 
4 Confirm that the vehicle is lit and marked according to airside requirements 
 
5 Complete documents relating to using the vehicle according to your organisation’s 

procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Organisational and regulatory standards for the operational condition of the vehicle 
  
b Types of faults that affect operational condition 
 
c Airside passes 
 
d Types of authorisation and licences needed to drive various vehicles 
 
e Your organisation’s procedures for reporting and recording vehicle faults 
 
f Routine vehicle maintenance 
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Unit 212 Operate a vehicle airside (AOG19) 
Element 2 Manoeuvre a vehicle airside 

Performance requirements 
 
You should be able to: 
1 Manoeuvre the vehicle in a controlled manner in all conditions 
 
2 Park the vehicle safely in appropriate areas according to your organisation’s procedures 
 
3 Follow airside road signs, markings and traffic lights at all times 
 
4 Show courtesy to other vehicles on the airfield 
 
5 Give priority to aircraft at all times 
 
6 Maintain a safe distance between the vehicle and operational aircraft engines at all time 
 
7 Make sure that all doors and shutters (where relevant) are closed when you are driving the 

vehicle 
 
8 Reverse the vehicle according to aviation and organisational procedures 
 
9 Be constantly vigilant when driving 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Airport By-laws as they apply to airside traffic 
 
b Airside safety instructions 
 
c Airside areas (roads, manoeuvring areas, stands) in relation to licence categories 
 
d Airside road signs, markings and traffic lights 
 
e Aircraft crossing points 
 
f Airport and stand layout 
 
g Speed limits 
 
h Airside parking regulations 
 
i Types of aircraft servicing operations and their related vehicles, procedures and hazards 
 
j Characteristics of the vehicle you are operating including height, length, width and 

handling 
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k Vehicle reversing signals 
 
l Regulations concerning reversing 
 
m Low visibility notification and operating procedures 
 
n The effect that poor weather conditions including snow and ice, high winds, rain/surface 

water, lightning and surface contaminants can have on driving airside. 
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Unit 212 Operate a vehicle airside (AOG19) 
Element 3 Maintain procedures and practices which 

contribute to the safety of airside traffic and apron 
operations 

Performance requirements 
 
You should be able to: 
1 Wear appropriate protective clothing when driving 
 
2 Secure vehicle loads according to your organisation’s procedures 
 
3 Carry an airside driving pass or licence according to your organisation’s procedures 
 
4 Take appropriate remedial action when foreign objects (FOD) or spillages are seen on the 

airfield 
 
5 Report dangerous or unsafe practices to an appropriate authority 
 
6 Get rid of all waste products according to your organisation’s procedures 
 
7 Take the most direct route between places on the airfield whenever possible 
 
8 Avoid obstructing other airside workers or operations whenever possible 
 
9 Keep access free for emergency services at all times 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Protective clothing needs to be appropriate to the task, the weather, visibility and noise 

level 
 
b Types of protective clothing, including high visibility, noise protection, and those specific 

to your job, and the conditions in which you must use them  
 
c Airport and stand layout 
 
d Types of airside vehicles, (what they do and their related hazards) 
 
e Aviation hazards including jet blast, ingestion, propellers 
 
f Where to get rid of oil 
 
g How to recognise whether aircraft are moving or about to move 
 
h How to use seatbelts on the airfield 
 
i Low visibility notification and operating procedures 
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j Identification and security procedures and regulations 
 
k Types of, sources of and procedures for reporting foreign objects and spillages 
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Unit 212 Operate a vehicle airside (AOG19) 
Element 4 Comply with airside accident, hazard and 

emergency procedures 

Performance requirements 
 
You should be able to: 
1 Report all airside accidents and emergencies according to your organisation’s procedures 
 
2 Respond to airside accidents and emergencies in line with your organisation’s procedures 
 
3 Deploy vehicle emergency equipment according to your organisation’s procedures 
 
4 Operate vehicle emergency equipment according to your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Where the emergency cut-off switches, phones and alarms are and how to use them 
 
b Your organisation’s procedures for operating emergency cut-off switches, phones and 

alarms 
 
c Where the first-aid equipment is 
 
d Your organisation’s procedures for dealing with airside hazards including spillages, 

dangerous goods and livestock 
 
e Types of accidents and emergencies (including: those involving aircraft, involving vehicles 

other than aircraft, staff, fire and fuel spillage) and your organisation’s procedures for 
dealing with them 
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Unit 212 Operate a vehicle airside (AOG19)  
Evidence Requirements 

 
Element 1 Workplace performance must be used to assess PRs 1, 2, 4 & 5. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PR 3. 
 
 
Element 2 Workplace performance must be used to assess all PRs. 
 
 
Element 3 Workplace performance must be used to assess PRs 1, 2, 3, 6, 7, 8 & 9. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PRs 4 & 5. 
 
 
Element 4 If workplace performance evidence is not available, simulation (preferred) and/or oral 
contingency questioning may be used to assess all PRs. 
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Unit 301 Contribute to the maintenance, 
implementation and co-ordination of aviation 
security procedures (AOG3) 

Overview 

What this unit is about 
 
This unit is about maintaining security.  You must be able to remain vigilant at all times and to 
show that you can react in a calm and comprehensive manner in response to possible or actual 
security threats. 
  
Who this unit is for 
 
This unit is for people working in airports carrying out supervisory or team leading roles in areas 
such as ramp operations, aircraft handling, aircraft loading, baggage handling, passenger transfer, 
cargo and aircraft loading. 
 
Links to other units 
 
This unit complements: 
Unit 201 (L2&3) – Recognise airside hazards and minimise risks  
Unit 202 (L2) - Contribute to the maintenance of health, safety and security 
Unit 317 – Ensure compliance with legal, regulatory, ethical and social regulations (MSC B8) 
 
Abbreviations used in this unit 
 
The following abbreviations are used in this unit: 
 
DfT – Department for Transport 
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Unit 301 Contribute to the maintenance, 
implementation and co-ordination of aviation 
security procedures (AOG3) 

Element 1 Contribute to the maintenance of aviation security 

Performance requirements 
 
You should be able to: 
1 Fulfil your responsibilities for securing particular areas or items 
 
2 Keep access points secure according to your organisation’s procedures and your own job 

responsibilities 
 
3 Report problems in the security of actual or possible access points 
 
4 Follow security procedures relating to visitors to the site or a specified area 
 
5 Take appropriate action in the event of unusual incidents which may present a security risk 
 
6 Take appropriate remedial action when you become aware of faults, damage to security 

equipment or problems with security  
 
7 Complete the relevant documents accurately and clearly. 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a What you are allowed to do 
 
b Where you are allowed to go 
 
c Relevant powers contained in Security regulations 
 
d Specified, banned, illegal and dangerous items 
 
e Relevant documents 
 
f The different areas of the airport and what authorisation is needed to access various areas 
 
g DfT guidance 
 
h Your responsibility in relation to security 
 
i Relevant authorities 
 
j Your organisation’s reporting lines 
 
k Aviation identity cards 
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l Threat or risk awareness 
 
m Your organisation’s procedures for restricting access 
 
n Internal and statutory testing procedures 
 
o Unusual incidents, for example, a person behaving suspiciously, people carrying 

suspicious items, people trying to gain entry to unauthorised areas or incidents involving 
vehicles 

 
p Access points include: to people, to authorised areas and to vehicles 
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 Unit 301 Contribute to the maintenance, 
implementation and co-ordination of aviation 
security procedures (AOG3) 

Element 2 Contribute to the co-ordination of action taken in 
the event of a breach of aviation security 

Performance requirements 
 
You should be able to: 
1 Report actual or suspected breaches of security threats at an appropriate level 
 
2 Communicate information about actual or suspected security threats calmly clearly and  

using appropriate discretion 
 
3 Make sure that all the action you take in response to actual or suspected security threats is 

within the limits of your own responsibility and in line with your organisation’s procedures. 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Signs of suspicious behaviour 
 
b What you are allowed to do 
 
c Relevant powers contained in Security regulations 
 
d Specified; banned; illegal and dangerous items 
 
e Relevant documents 
 
f The different areas of the airport and what authorisation is needed to access various areas 
 
g Relevant authorities 
 
h DfT guidance 
 
i Your responsibility in relation to security 
 
j Organisational reporting lines 
 
k Aviation identity cards 
 
l Threat or risk awareness 
 
m Your organisation’s procedures for restricting access 
 
n Your organisation’s procedures for raising or responding to alarms 
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o Your organisation’s procedures for dealing with actual or suspected security threats 
 
p A security threat could include suspected theft, suspected damage, actual damage, 

suspected terrorist activities, possible harm to people or actual harm to people 
  
q The level of risk: high, medium or low 
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Unit 301 Contribute to the maintenance, 
implementation and co-ordination of aviation 
security procedures (AOG3) 

Evidence requirements 

 
Element 1 Workplace performance must be used to assess PRs 1, 2, 4 & 7. 
 
If workplace performance evidence is not available, simulation may be used to assess PRs 3, 5 & 6. 
 
 
Element 2 If workplace performance evidence is not available, simulation may be used to assess 
all PRs. 
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Unit 302 Co-ordinate health and safety working 
practices (AOG5) 

Overview 

What this unit is about 
 
This unit is about monitoring health and safety practices in your area of work.  You must monitor 
working conditions and practices and take action to put right any problems that threaten health 
and safety. 
  
Who this unit is for 
 
This unit is for people responsible for supervising others and/or co-ordinating work areas.  
 
Links to other units 
 
This unit complements  
Unit 201 (L2&3) – Recognise airside hazards and minimise risks  
Unit 314 – Take action to reduce airside hazards 
Unit 317 – Ensure compliance with legal, regulatory, ethical and social requirements (MSC B8) 
 
Abbreviations used in this unit 
 
The following abbreviations are used in this unit: 
 
HASAWA – Health and Safety at Work Act 
COSHH - Control of Substances Hazardous to Health 
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Unit 302 Co-ordinate health and safety working 
practices (AOG5) 

Element 1 Monitor and maintain health and safety working 
practices 

Performance requirements 
 
You should be able to: 
1 Develop systems, procedures and practices to monitor health and safety within your area 

of responsibility 
 
2 Take appropriate remedial action when systems, procedures and practices for maintaining 

health and safety are not being complied with 
 
3 Give all relevant staff information relating to systems, procedures and practices for the 

maintaining of health and safety 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Your organisation’s health and safety standards 
 
b Your organisation’s systems, procedures and practices designed to maintain health and 

safety including those relating to work patterns, work methods and housekeeping 
 
c Your organisation’s procedures for dealing with staff who are not meeting health and 

safety regulations 
 
d Your organisation’s emergency procedures 
 
e Personal and organisational responsibilities under the HASAWA, COSHH, and European 

health and safety directives 
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Unit 302 Co-ordinate health and safety working 
practices (AOG5) 

Element 2 Maintain a healthy and safe working environment 

Performance requirements 
 
You should be able to: 
1 Make sure staff working conditions meet current health and safety laws and organisational 

requirements 
 
2 Identify hazards or potential hazards in the workplace 
 
3 Take appropriate remedial action to put right hazards or potential hazards in the 

workplace 
 
4 Carry out health and safety checks according to your organisation’s standards 
 
5 Make sure that equipment is maintained in safe working order according to the 

manufacturer's and organisational requirements 
 
6 Complete health and safety records according to your organisation’s procedures 
 
7 Process health and safety records, such as the accident book and maintenance records, 

according to your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Organisational and legal health and safety requirements 
 
b Personal and organisational responsibilities under the HASAWA, COSHH, and European 

health and safety directives 
 
c How to identify hazards in the workplace  
 
d Your organisation’s procedures for maintaining procedures 
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Unit 302 Co-ordinate health and safety working 
practices (AOG5) 

Evidence Requirements 

Element 1 Workplace performance must be used to assess PRs 1 & 3. 
 
If workplace performance evidence is not available, simulation may be used to assess PRs 2. 
 
 
Element 2 Workplace performance must be used to assess PRs 1, 2, 4, 5, 6 & 7. 
 
If workplace performance evidence is not available, simulation may be used to assess PRs 3. 
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Unit 303 Ensure the safe movement and operation of 
aircraft, vehicles and personnel on the apron 
(AOG10) 

Overview 

What this unit is about 
 
This unit is about monitoring airport vehicles and staff to make sure that they follow the airport’s 
safety requirements procedures.  You should be able to use and interpret the signals to allow you 
to marshal and escort aircraft on the apron. 
 
Who this unit is for 
 
This unit is for people working in airports who co-ordinate activities on the apron.  
 
Links to other units 
 
This unit complements: 
Unit 201 (L2 &3) - Recognise airside hazards and minimise risks 
Unit 202 (L2 &3) - Contribute to the maintenance of health, safety and security 
Unit 206 (L2) - Maintain a hazard free airside environment 
 
Abbreviations used in this unit 
 
The following abbreviations are used in this unit: 
 
CAP – Civil Aviation Publication 
GPU – Ground Power Units 
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Unit 303 Ensure the safe movement and operation of 
aircraft, vehicles and personnel on the apron 
(AOG10) 

Element 1 Marshal and escort aircraft on the apron 

Performance requirements 
 
You should be able to: 
1 Use appropriate clear hand signals in all conditions to allow the pilot to position the 

aircraft 
 
2 Correctly interpret signals from the pilot of an aircraft 
 
3 Safely escort aircraft to and from stands, using vehicles displaying ‘Follow Me’ signs, in line 

with the airport’s regulations 
 
4 Use appropriate equipment to safely push back aircraft from stand 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a The requirements of CAP 383 
 
b Appropriate Operational Safety Instructions 
 
c How to use hand signals including: proceed under guidance of another marshal; move 

ahead; open up starboard engine or turn to port; open up port engine or turn to 
starboard; stop; start engines; chocks inserted; chocks away; cut engines; slow down; 
slow down engines on indicated side; this bay; all clear; marshalling finished; hover; land; 
move upwards; move downwards; move horizontally; move back; release load; release 
brakes; engage breaks; start engine(s); back aircraft’s tail to starboard; back aircraft’s tail 
to port; attach or detach the GPU   

 
d How to marshal and escort the aircraft by day and at night   
 
e Signals from the pilot including: brakes engaged, brakes released, insert chocks, remove 

chocks, ready to start engines 
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Unit 303 Ensure the safe movement and operation of 
aircraft, vehicles and personnel on the apron 
(AOG10)  

Element 2 Ensure vehicles and personnel operating airside 
comply with airport safety requirements 

Performance requirements 
 
You should be able to: 
1 Safely escort vehicles connected with ‘work in progress’ around airside areas to ensure 

compliance with airport requirements 
 
2 Monitor the operational condition of airside vehicles 
 
3 Monitor the operation of airside vehicles to ensure compliance with airport requirements 
 
4 Monitor how safety equipment is worn/used to ensure compliance with airport 

requirements 
 
5 Monitor the behaviour of staff operating airside to ensure compliance with airport 

requirements 
 
6 Monitor aircraft fuelling practices to make sure they meet airport safety requirements 
 
7 Fully investigate airside accidents, record the outcome on appropriate documents and 

distribute information to appropriate staff 
 
8 Complete records relating to monitoring activity 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Airport Byelaws 
 
b CAP 
 
c Operational Safety Instructions 
 
d Apron discipline and vehicle management procedures for managing vehicles 
 
e Procedures for investigating and reporting accidents 
 
f Human Factors - Human/Machine interface  
 
g Safe practices for aircraft fuelling practices 
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Unit 303 Ensure the safe movement and operation of 
aircraft, vehicles and personnel on the apron 
(AOG10) 

Evidence Requirements 

 
Element 1 Workplace performance must be used to assess all PRs. 
 
 
Element 2 Workplace performance must be used to assess PRs 1, 2, 3, 4, 5, 6 & 8. 
  
If workplace performance evidence is not available, simulation may be used to assess PRs 7. 



 

Level 3 NVQ in Co-ordinating Aviation Operations on the Ground (4942)  55 

Unit 304 Maintain effective aviation communications 
and information transfer (AOG13) 

Overview 

What this unit is about 
 
This unit is about receiving and supplying information using the correct equipment, codes, 
procedures and guidelines.   You must make sure that information is correctly processed and, 
where necessary, transferred appropriately. 
 
Who this unit is for 
 
This unit is for people in management and/or technical roles. 
 
Links to other units 
 
This unit complements  
Unit 220 (L2) – Maintain effective working practices 
Unit 203 (L2) – Carry out effective aviation communication and information transfer 
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Unit 304 Maintain effective aviation communications 
and information transfer (AOG13) 

Element 1 Maintain effective aviation communications 

Performance requirements 
 
You should be able to: 
1 Respond to all communications to an appropriate timescale 
 
2 Use the most appropriate form of communication equipment at all times 
 
3 Make sure that communication equipment is used effectively 
 
4 Deal with malfunctioning communication equipment in line with your organisation’s 

procedures 
 
5 Communicate in a way that is appropriate to the equipment being used 
 
6 Use correct codes and phrases when communicating 
 
7 Follow appropriate codes, procedures and guidelines, which could be aviation industry 

specific and/or organisation specific, when communicating 
 
8 Maintain alternative communication routes in event of an equipment failure 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Available lines and methods of communication, including: oral; written; electronic; carried 

out by self and carried out by others  
 
b Communications equipment including: telephone; electronic; radiotelephone and 

megaphone 
 
c Organisational procedures relating to use of communications equipment 
 
d Organisational procedures regarding malfunctioning equipment 
 
e Relevant aviation guidelines, procedures and standard phrases 
 
f Commonly used aviation codes relevant to your job role; and sources of information of 

less commonly used codes 
 
g Phonetic alphabet 
 
h Your organisation’s reporting procedures 
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Unit 304 Maintain effective aviation communications 
and information transfer (AOG13) 

Element 2 Maintain the effective transfer of aviation 
information 

Performance requirements 
 
You should be able to: 
1 Check stored information at regularly intervals to make sure it is intact 
 
2 Pass on information to appropriate people 
 
3 Prioritise transferring information in line with your organisation’s aims 
 
4 Make sure the information you supply is accurate, complete and relevant 
 
5 Check and update information, both written and electronic, before responding to 

information requests 
 
6 Make sure that confidential and commercially sensitive information is appropriately 

restricted 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Your organisation’s systems for storing information 
 
b Your organisational information processing systems 
 
c What is confidential and commercially sensitive information 
 
d Your organisational procedure for passing on messages 
 
e Requests for information from: seniors; colleagues or external sources 
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Unit 304 Maintain effective aviation communications 
and information transfer (AOG13) 

Evidence Requirements 

Element 1 Workplace performance must be used to assess PRs 1, 2, 3, 5, 6, 7 & 8. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PR 4. 
 
 
Element 2 Workplace performance must be used to assess all PRs. 
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Unit 305  Support flight control operations (AOG27) 
Overview 

What this unit is about 
 
This unit is about responding to operation information and contributing to the implementation of 
contingency plans.  You should be able to communicate with colleagues effectively about 
operational information and contingency planning 
 
Who this unit is for 
 
This unit is for people working in airports carrying out supervisory or team leading roles. 
 
 
Links to other units 
 
This unit complements 
 Unit (AOG 29) – Monitor and improve flight control operations 
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Unit 305  Support flight control operations (AOG27) 
Element 1 Support flight control operations and operating 

conditions 

 
Performance requirements 
 
You should be able to: 
1 Collect operational information on aircraft movements and operating conditions 
 
2 Disseminate operational information to appropriate members of staff 
 
3 Suggest appropriate action to be taken in response to operational information 
 
4 Record action to be taken in response to operational information 
 
5 Tell relevant members of staff that action needs to be taken in response to operational 

information 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Operational information relating to flight schedules, routes, flight destinations, aircraft 

availability, equipment carried, aircraft maintenance, crew rostering, weather conditions, 
station activities or status and airspace restrictions 

 
b Available information sources and services 
 
c Visibility and decision heights 
 
d Legal requirements in relation to fuel 
 
e Relevant legislation including the Air Navigation Order and Air Navigation Regulations (or 

their military equivalents) in relation to flight operations control 
 
f Your organisation’s operations manual 
 
g Your organisation’s communication and recording systems and procedures 
 
h Aircraft movements boards 
 
i Computer planning aids 
 
j Flight servicing operations 
 
k Diplomatic clearance procedures 
 
l Weather conditions in relation to aircraft landing minima, decoding of formatted weather 

information 
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m Factors relevant to landing minima including: airport equipment, airport ground 

procedures, aircraft equipment, crew qualifications and currency 
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Unit 305  Support flight control operations (AOG27) 
Element 2 Support the implementation of contingency plans 

Performance requirements 
 
You should be able to; 
1 Collect information for contingency plans  
 
2 Contribute to developing contingency plans 
 
3 Implement contingency plans within your own level of responsibility 
 
4 Complete records about contingency plans 
 
Knowledge and understanding requirements 
 
You should know and understand; 
a Operational contingencies relating to flight irregularities, such as changes to flight 

schedules, routes, flight destinations, aircraft availability, equipment carried, crew 
rostering, weather conditions, station activities or status and airspace restrictions 

b Information sources and services 
c Contingency plans are appropriate to the needs of all relevant parties, regulatory 

requirements, safety requirements, cost control requirements, the need to maintain 
customer service and the need for punctuality 

d Visibility and decision heights 
e Legal requirements in relation to fuel 
f An awareness of relevant legislation including the Air Navigation Order and Air Navigation 

Regulations (or their military equivalents) in relation to flight operations control 
g Your organisation’s operations manual 
h Your organisation’s communication and recording systems and procedures 
i Aircraft movements board 
j Computer planning aids 
k Flight servicing operations 
l Diplomatic clearance procedures 
m Weather conditions in relation to aircraft landing minima, decoding of formatted weather 

information 
n Factors relevant to landing minima including: airport equipment, airport ground procedures, 

aircraft equipment, crew qualifications and currency 
o Route planning 
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Unit 305  Support flight control operations (AOG27) 
Evidence Requirements 

Element 1 Workplace performance must be used to assess all PRs. 
 
 
Element 2 Workplace performance must be used to assess all PRs. 
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Unit 306  Maintain flight control operations and 
operating conditions (AOG28) 

Overview 

What this unit is about 
 
This unit is about collecting, interpreting and assessing information on aircraft and operating 
conditions.  You should be able to deal with irregularities that arise during a flight and understand 
the importance of contingency plans. 
 
Who this unit is for 
 
This unit is for people working in airports in senior management positions. 
 
Links to other units 
 
This unit complements  
Unit (AOG 29) – Monitor and improve flight control operations 
Unit 319 – Provide leadership in your area of responsibility (MSC B6) 
Unit 317 – Ensure compliance with legal, regulatory, ethical and social requirements (MSC B8) 
 
Abbreviations used in this unit 
 
NOTAMS – Notice to airmen 
SNOTAMS – Snow notice to airmen 
ICAO – International Civil Aviation Organisation 
IATA – International Air Transport Association 
CAA – Civil Aviation Authority 
DME – Distance Measuring Equipment 
VOR – VHF Omni Range 
VHF – Very High Frequency 
GPS – Global Positioning System 
ILS – Instrument Landing System 
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Unit 306  Maintain flight control operations and 
operating conditions (AOG28) 

Element 1 Maintain flight control operations and operating 
conditions 

Performance requirements 
 
You should be able to: 
1 Collect operational information on aircraft movements and operating conditions from all 

available sources 
 
2 Give operational information to all relevant parties according to your organisation’s 

procedures 
 
3 Maintain visual displays of aircraft movements according to your organisation’s 

procedures 
 
4 Record aircraft progress and operational information accurately and clearly 
 
5 Process aircraft progress and operational information according to your organisation’s 

procedures   
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Operational information which could relate to: flight schedules, routes, flight destinations, 

aircraft availability, equipment carried, aircraft maintenance, crew rostering, weather 
conditions, station activities or status and airspace restrictions 

b Operational information which could be accessed by verifying, clarifying analysing or 
interpreting 

c Relevant parties including colleagues, internal departments, flight crew, external agencies 
or customers 

d Available information sources and services including NOTAMS and SNOTAMS 
e Visibility and decision heights 
f Runway visual range 
g Legal requirements in relation to fuel 
h The role and function of government and international agencies including ICAO, IATA and 

CAA 
i Relevant legislation including the Air Navigation Order and Air Navigation Regulations (or 

their military equivalents) in relation to flight operations control 
j Reference sources for compliance with national and international rules and regulations, 

and aeronautical facilities  
k Your organisation’s operations manual 
l Your organisation’s communications and recording systems and procedures 
m Vertical block and linear flight watch visual-display systems 
n Maintenance planning systems including Block or Progressive, Not Exceed or Opportunity, 

and Equalised 
o Minimum equipment list and procedures to be implemented in the event of Aircraft on 

Ground 
p Flight servicing operations 
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q Diversions and selection of alternates 
r Organisational requirements including: regulations and terminology relating to flight time 

limitations including acclimatised, flying duty period, local night, positioning, dispatch 
crew, reporting time, rest period, rostered duty, scheduled duty, sector, and split duty 

s Diplomatic clearance procedures 
t Weather conditions in relation to aircraft landing minima, decoding of formatted weather 

information, calculation of cross-wind components 
u Factors relevant to landing minima including airport equipment, airport ground 

procedures, aircraft equipment, crew qualifications and currency 
v Navigation and landing aids including DME, VOR, GPS, ILS 
w Route planning including critical points, fuel planning and point of no return 
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Unit 306  Maintain flight control operations and 
operating conditions (AOG28) 

Element 2 Devise and implement contingency plans to 
maintain flight operations 

Performance requirements 
 
You should be able to: 
1 Use all available information sources which could be either external or internal  and 

contingency plans in case of flight irregularities 
 
2 Get appropriate approval for contingency plans 
 
3 Implement contingency plans according to your own level of responsibility 
 
4 Review and revise contingency plans in response to changing circumstances 
    
5 Record contingency plans according to your organisation’s requirements 
 
6 Tell all relevant parties about new and revised contingency plans according to your 

organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Flight irregularities may relate to: flight schedules, routes, flight destinations, aircraft 

availability, equipment carried, crew rostering, weather conditions, station activities or 
status and airspace restrictions 

b Contingency plans need to be appropriate to the needs of all relevant parties, regulatory 
requirements, safety requirements, cost control requirements, the need to maintain 
customer service and the need for punctuality 

c Relevant parties may be colleagues, internal departments, flight crew, external agencies 
or customers 

d Your organisation’s structure and reporting procedures 
e Available information sources and services including NOTAMS and SNOTAMS 
f Your organisation’s operations manual 
g Visibility and decision heights 
h Runway visual range 
i Legal requirements in relation to fuel 
j The role and function of government and international agencies including ICAO, IATA and 

CAA 
k Relevant legislation including the Air Navigation Order and Air Navigation Regulations (or 

their military equivalents) in relation to flight operations control 
l Reference sources for compliance with national and international rules and regulations, 

and aeronautical facilities 
m Your organisation’s communications and recording systems and procedures 
n Vertical block and linear flight watch visual display systems 
o Maintenance planning systems including Block or Progressive, Not Exceed or Opportunity, 

and Equalised 
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p Minimum equipment list and procedures to be implemented in the event of Aircraft on 
Ground 

q Flight servicing operations 
r Organisational requirements, regulations and terminology relating to flight time limitations 

including acclimatised, flying duty period, local night, positioning, dispatch crew, reporting 
time, rest period, rostered duty, scheduled duty, sector, and split duty 

s Diversions and selection of alternates 
t Diplomatic clearance procedures 
u Weather conditions in relation to aircraft landing minima 
v How to decode formatted weather information 
w Factors relevant to landing minima including airport equipment, airport ground 

procedures, aircraft equipment, crew qualifications and currency 
x Navigation and landing aids including DME, VOR, GPS, ILS 
y Calculation of cross-wind components 
z Route planning including critical points, fuel planning and point of no return 
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Unit 306  Maintain flight control operations and 
operating conditions (AOG28) 

Evidence Requirements 

Element 1 Workplace performance must be used to assess all PRs. 
 
 
Element 2 Workplace performance must be used to assess all PRs. 
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Unit 307 Maintain airfield serviceability and 
operations (AOG30) 

Overview 

What this unit is about 
 
This unit is about carrying out inspections and testing on the airfield surfaces and systems.  You 
should be able to work out what airfield maintenance is needed and initiate this. 
 
Who this unit is for  
 
This unit is for people working in airports carrying out supervisory or team leading roles in areas 
such as airfield operations 
 
Links to other units 
 
This unit complements  
Unit 213 (L2) – Inspect airside pavement surfaces and systems and 
Unit 214 (L2) – Contribute to wildlife control 
Unit (AOG 40) – Monitor airfield condition and operations 
 
Abbreviations used in this unit 
 
CAP – Civil Aviation Publication   
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Unit 307 Maintain airfield serviceability and 
operations (AOG30) 

Element 1 Maintain airfield serviceability 

Performance requirements 
 
You should be able to: 
1 Inspect airfield surfaces, systems and conditions according to your organisation’s 

procedures 
 
2 Take appropriate action when defects are identified in airfield surfaces, systems and 

conditions 
 
3 Carry out appropriate testing of airfield surfaces and systems according to your 

organisation’s procedures 
 
4 Give all relevant parties information about airfield surfaces, systems and conditions 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Airfield surfaces, for example runways, taxiways, apron and roadways 
 
b Airfield systems for example lighting systems, measuring systems, marking systems and 

landing systems  
 
c Airfield conditions including weather; surface water; ice, presence of birds and other 

wildlife, presence of foreign objects 
 
d Appropriate testing includes testing of runway visual range, friction and noise 
 
e Airfield lighting including beacons, runway lights, approach lights, taxiway lights and 

approach path indicators 
 
f Your organisation’s recording and reporting procedures in relation to airfield serviceability 
 
g Your organisation’s procedures for measuring and testing airfield serviceability and 

standards 
 
h Your organisation’s procedures for marking unserviceable areas of the airfield 
 
i Available emergency equipment and procedures for ensuring serviceability including fire 

categories 
 
j Your organisation’s procedures for altering or declaring the operational status of the 

airfield 
 
k Procedures for controlling birds and wildlife 
 
l Your organisation’s procedures for clearing airfield surfaces including winter operations 
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m Actions to put things right, including reporting, recording, communicating information to 

appropriate personnel and putting up signs 
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Unit 307 Maintain airfield serviceability and 
operations (AOG30) 

Element 2 Direct and control airfield maintenance operations 

Performance requirements 
 
You should be able to: 
1 Use appropriate information sources to establish airfield maintenance needs 
 
2 Initiate airfield maintenance operations in response to needs 
 
3 Make sure that airfield maintenance operations are carried out safely and efficiently and 

according to your organisation’s procedures 
 
4 Take appropriate action in response to any deficiencies in airfield maintenance operations 
 
5 Give all relevant parties information about airfield maintenance operations according to 

your organisation’s procedures 
 
6 Complete all relevant documents accurately 
 
7 Process all relevant documents according to your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Airfield operations include driving standards, conduct of apron personnel, wearing safety 

equipment, investigating accidents, refuelling, work in progress, marshalling aircraft and 
vehicles 

 
b CAP 383 and other relevant CAPs 
 
c Appropriate operational safety instructions 
 
d Airport Bye-laws 
 
e Your organisation’s routine monitoring procedures 
 
f Your organisation’s standard safety and working practices in relation to airfield operations 
 
g Your organisation’s procedures for initiating and reporting operations 
 
h Your organisation’s procedures for dealing with shortfalls in operations and standards 
 
i Procedures for controlling birds and wildlife 
 
j Your organisation’s procedures for investigating and reporting accidents 
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k Sources of information, including accident investigation reports, incident reports, work in 
progress schedules, records of monitoring activity and operational safety instructions 
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Unit 307 Maintain airfield serviceability and 
operations (AOG30) 

Evidence Requirements 

 
Element 1 Workplace performance must be used to assess PRs 1, 3 & 4. 
 
If workplace performance evidence is not available for PR 2, simulation may be used to assess one 
or more of the following: 
• airfield surfaces  
• systems   
• conditions. 
 
Oral contingency questioning may be used to assess the remainder of the contexts in PR2. 
 
 
Element 2 Workplace performance must be used to assess PRs 1, 2, 3, 5, 6 & 7. 
 
If workplace performance evidence is not available, simulation may be used to assess PRs 4. 
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Unit 308 Co-ordinate and control ramp operations 
(AOG31) 

Overview 

What this unit is about 
 
This unit is about determining the turnaround needs of aircraft and flights.  You should be able to 
make sure that the aircraft is air ready and airworthy for dispatch.  You should be able to give 
relevant people information. 
 
Who this unit is for 
 
This unit is for people working in airports carrying out supervisory or team leading roles such as 
duty ramp officer, aircraft loading supervisor, ramp agents, and despatch officers 
 
Links to other units 
 
This unit complements  
Unit 303 – Ensure the safe movement and operation of aircraft, vehicles and personnel on the 
apron 
Unit 215 (L2) – Co-ordinate the turnaround of passenger aircraft 
Unit 216 (L2) – Support aviation operations on the ground 
 
Abbreviations used in this unit 
 
FOD – Foreign Object Debris 
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Unit 308 Co-ordinate and control ramp operations 
(AOG31)  

Element 1 Monitor airfield turnaround operations 

Performance requirements 
 
You should be able to: 
1 Determine on aircraft turnaround needs and specifications using appropriate documents 
 
2 Record deficiencies in turnaround operations according to your organisation’s procedures 
 
3 Suggest appropriate action in response to deficiencies in turnaround operations 
 
4 Give relevant staff the information they need at all times 
 
5 Complete all relevant documents fully and accurately 
 
6 Process all relevant documents according to your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Turnaround operations, including engineering, maintenance and servicing, refuelling, 

defuelling, boarding passengers, disembarking passengers, FOD, cleaning, cabin 
servicing, galley servicing, lavatory service, water service, unloading and loading 

b Aircraft documents, including aircraft technical log, manifest, load and balance sheet and 
general declaration 

c Your organisation’s engineering maintenance procedures including minimum equipment 
test 

d Your organisation’s fuelling and defuelling procedures 
e Your organisation’s communication channels and procedures; communication of servicing 

schedules, handling schedules, remedial action and delays 
f Safe working practices on the ramp 
g Flight servicing operations, including cleaning, cabin servicing, galley servicing, lavatory 

servicing and water service 
h Your organisation’s procedures for boarding and disembarking passengers 
i Your organisation’s aircraft load and balance procedures 
j Your organisation’s baggage handling procedures 
k The use of ramp equipment including aircraft maintenance, aircraft servicing, aircraft 

movement, passenger handling, aircraft loading 
l Your organisation’s aircraft stand allocation procedures 
m Action in response to deficiencies in turnaround operations, including rescheduling of 

servicing and handling activities 
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Unit 308 Co-ordinate and control ramp operations 
(AOG31)  

Element 2 Dispatch aircraft 

Performance requirements 
 
You should be able to: 
1 Complete all relevant documents accurately prior to take off 
 
2 Process all relevant documents according to your organisation’s procedures 
 
3 Pass on information relating to aircraft load and condition to all necessary parties 
 
4 Make sure that aircraft is confirmed as airworthy and air ready prior to dispatch 
 
5 Confirm aircraft dispatch to all necessary parties 
 
6 Dispatch aircraft according to your organisation’s procedures 
 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Minimum equipment list and minimum departure standards 
 
b Types of dangerous goods, restricted articles and special cargo 
 
c Aircraft weight limitations including maximum take-off weight, maximum landing weight, 

maximum zero fuel weight, aircraft prepared for service weight, wet operating weight, 
and traffic load 

 
d Effects of unbalanced loading 
 
e Your organisation’s procedures for loading bulk and containers  
 
f Your organisation’s procedures for packing and loading dangerous goods, restricted 

articles and special cargo 
 
g How to complete loadsheets and balance charts 
 
h How to complete and transmit load messages 
 
i Your organisation’s communication channels and procedures 
 
j Air traffic control procedures 
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Unit 308 Co-ordinate and control ramp operations 
(AOG31)  

Evidence Requirements 

 
Element 1 Workplace performance must be used to assess PRs 1, 4, 5 & 6. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PRs 2 & 3. 
 
 
Element 2 Workplace performance must be used to assess all PRs. 
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Unit 309 Plan the loading of aircraft (AOG32) 
Overview 

What this unit is about 
 
This unit is about calculating an optimal load taking into account the aircraft capacity and the 
flight.  You should be able to assess the way in which an aircraft can be loaded to ensure minimum 
handling, restraint and cost.  You need to make sure that the load is put onto the aircraft using the 
correct loading procedures.  You should be able to communicate any necessary information as 
required. 
 
Who this unit is for  
 
This unit is for people working in airports carrying out supervisory or team leading roles such as 
load planning officer 
 
Links to other units 
 
This unit complements 
Unit 204 (L2) – Service aircraft with loads 
 
Abbreviations used in this unit 
 
IATA – International Air Transport Association 
 



 

Level 3 NVQ in Co-ordinating Aviation Operations on the Ground (4942)  81 

Unit 309 Plan the loading of aircraft (AOG32)  
Element 1 Specify loads for aircraft and flights 

Performance requirements 
 
You should be able to: 
1 Calculate optimal load, weight and distribution for aircraft and flight 
 
2 Make sure specified load, weight and distribution meets aircraft and flight weight and 

balance requirements 
 
3 Make sure specified load, weight and distribution achieves maximum economic utilisation 

without compromising safety 
 
4 Make sure specified load distribution will achieve minimum handling at each route station 
 
5 Tell all necessary parties about the specified load, weight and distribution  
 
6 Complete all documents including loadsheets and balance charts relating to aircraft and 

flight load, weight and balance accurately 
 
7 Process all documents relating to aircraft and flight load, weight and balance 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Aircraft weight limitations including maximum take-off weight, maximum landing weight, 

maximum zero fuel weight, aircraft prepared for service weight, wet operating weight, 
and traffic load 

 
b Effects of unbalanced loading 
 
c IATA destination and standard operational codes and abbreviations 
 
d Designators and locations of aircraft compartments 
 
e Reference sources for load planning 
 
f Sequence of en route stations 
 
g Legal requirements in relation to aircraft load and balance 
 
h Calculation and completion of loadsheets and balance charts 
 
i Methods of indicating aircraft centre of gravity including index units 
 
j How to complete and transmit of load messages 
 
k The use of standard weights for passengers and baggage 
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l How to load baggage, cargo and mail in cabin areas 
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Unit 309 Plan the loading of aircraft (AOG32)  
Element 2 Specify aircraft loading procedures for flights 

Performance requirements 
 
You should be able to: 
1 Make sure that your organisation’s specified procedures for aircraft loading achieve 

minimum handling, restraint and cost without compromising safety 
 
2 Make sure that specified loading procedures for special cargo and restricted articles meet 

regulatory requirements 
 
3 Ensure all necessary parties are aware of your organisation’s specified loading procedures 
 
4 Complete all documents including loadsheets and balance charts relating to aircraft 

loading accurately and clearly 
 
5 Process all documents relating to aircraft loading 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Your organisation’s loading procedures such as ground transportation, loading, packing, 

restraint and unloading 
 
b Types of dangerous goods, restricted articles and special cargo 
 
c Sequence of en route stations 
 
d Designators and locations of aircraft compartments 
 
e IATA destination and standard operational codes and abbreviations 
 
f Reference sources for load planning 
 
g Procedures for loading bulk and containers 
  
h Procedures for packing and loading dangerous goods, restricted articles and special cargo 
 
i Safety requirements for ramp handling 
 
j How to loading baggage, cargo and mail in cabin areas 
 
k The use of spreaders (Cargo support) 
 
l Safety factors for lashing 
 
m Loading equipment 
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Unit 309 Plan the loading of aircraft (AOG32)  
Element 3 Monitor and approve aircraft loads and loading for 

flights 

Performance requirements 
 
You should be able to: 
1 Make sure that load, loading procedures and load restraint methods conform with 

specifications for aircraft and flight 
 
2 Resolve discrepancies in aircraft load, loading procedures and load restraint methods 

according to procedures 
 
3 Record alterations to load specification 
  
4 Tell all necessary parties about any alterations 
 
5 Take appropriate action when shortfalls, irregularities or malpractice are observed during 

loading according to your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Your organisation’s loading procedures including ground transportation, loading, packing, 

restraint and unloading 
 
b IATA destination and standard operational codes and abbreviations 
 
c Reference sources for load planning 
 
d Safety requirements for ramp handling 
 
e Legal requirements in relation to aircraft load and balance 
 
f Your organisation’s procedures for resolving discrepancies with the load 
 
g Your organisation’s procedures for remedying and reporting shortfalls, irregularities or 

malpractice 
 
h How to complete and transmit load messages 
 
i Safety factors for lashing 
 
j Loading equipment 
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Unit 309 Plan the loading of aircraft (AOG32)  
Evidence Requirements 

 
Element 1 Workplace performance must be used to assess all PRs 
 
 
Element2 Workplace performance must be used to assess all PRs 
 
 
Element 3 Workplace performance must be used to assess PR 1. 
 
If workplace performance evidence is not available, simulation may be used to assess PR 2, 3, 4 & 
5 
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Unit 310 Plan and monitor the crewing of aircraft 
(AOG43) 

Overview 

What this unit is about 
 
This unit is about developing and maintaining crew rosters.  You should be able to monitor crew 
rosters and react to sudden changes such as staff sickness.  You should understand the 
importance of informing the appropriate members of staff about any changes to crew rosters. 
 
Who this unit is for 
 
This unit is for people working in airports as a supervisor or team leader in areas such as planning 
and controlling aircraft operations. 
 
Links to other units 
 
This unit complements  
Unit 306 – Maintain flight control operations and operating conditions 
Unit 320 – Develop productive relationships with colleagues (MSC D1) 
 
Abbreviations in this unit 
 
CAP - Civil Aviation Publication 
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Unit 310 Plan and monitor the crewing of aircraft 
(AOG43)  

Element 1 Develop and maintain flight crew rosters to meet 
company and relevant legal operating 
requirements 

Performance requirements 
 
You should be able to: 
1 Draw up rosters of flying crew to meet the proposed company operating plan and legal 

requirements 
 
2 Amend crew rosters to meet operational changes  
 
3 Work out actual accrued flying hours for flight crew for a duty period  
 
4 Use appropriate organisational systems and equipment to maintain records of monthly 

and yearly accumulators for flying personnel according to legal requirements 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a CAP 371 
 
b Appropriate company operating manuals 
 
c Appropriate reporting processes 
 
d Operational changes including, delayed flights, diverted flights, cancelled flights, new 

flights and sickness 
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Unit 310 Plan and monitor the crewing of aircraft 
(AOG43)  

Element 2 Monitor operating flying crew to ensure 
compliance with regulatory and company 
requirements 

Performance requirements 
 
You should be able to: 
1 Monitor the actual operational programme of flying crew against the planned roster and 

complete appropriate records 
 
2 React appropriately to unexpected changes to the operational programme 
 
3 Tell relevant staff about changes to the operational programme  
 
4 Investigate flight duty period discretion reports fully 
 
5 Record the outcome of flight duty discretion investigations using appropriate 

organisational documents 
 
6 Give appropriate staff flight duty discretion investigation reports 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Company operational manuals and rostering requirements 
 
b CAP 371 
 
c Operational safety instructions 
 
d Recording disciplines and procedures for managing flight crew personnel  
 
e Flight duty period discretion reporting procedures 
 
f Operational changes including, aircraft delays, sickness, diversions, technical problems 

with aircraft, flight cancellations and political disturbances 
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Unit 310 Plan and monitor the crewing of aircraft 
(AOG43)  

Evidence Requirements 

Element 1 Workplace performance must be used to assess all PRs. 
 
 
Element 2 Workplace performance must be used to assess PRs 1, 2 & 3. 
 
If workplace performance evidence is not available, simulation may be used to assess PRs 4 & 5. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PR 6. 
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Unit 311 Monitor airfield maintenance operations 
(AOG33) 

Overview 

What this unit is about 
 
This unit is about initiating and managing airfield maintenance operations.  You should be able to 
organise staff and resources to make sure that operations are carried out correctly and completed 
within timescales.  You should be able to communicate with colleagues effectively. 
 
Who this unit is for 
 
This unit is for people working in airports carrying out supervisory or team leading roles such as 
airfield maintenance engineers 
 
Links to other units 
 
This unit complements  
Unit 307 - Maintain airfield serviceability and operations  
Unit 308 - Co-ordinate and control ramp operations 
Unit 301 – Contribute to the maintenance, implementation and co-ordination of aviation security 
procedures 
Unit 205 (L2) – Carry out airside maintenance operations 
Unit 213 (L2) – Inspect airside pavement surfaces and systems 
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Unit 311 Monitor airfield maintenance operations 
(AOG33)  

Element 1 Initiate airfield maintenance operations 

Performance requirements 
 
You should be able to: 
1 Use appropriate information sources to identify airfield maintenance needs 
 
2 Initiate airfield maintenance operations in response to needs 
 
3 Allocate staff and resources to carry out the airfield maintenance operation 
 
4 Resolve conflicts between airfield maintenance operations and other activities 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Maintenance operations, including cleaning/sweeping, surface repairs, systems repairs, 

marking operations and putting up and maintaining signs 
 
b Equipment to carry out airfield operations and how to use it correctly  
 
c Materials to carry out airfield operations 
 
d Staff available to carry out airfield operations 
 
e Your organisation’s procedures for carrying out routine maintenance  
 
f Standard safety and working practices in relation to airfield operations 
 
g Your organisation’s procedures for initiating and reporting maintenance operations 
 
h Your organisation’s procedures for dealing with shortfalls in maintenance operations and 

standards 
 
i Ways of resolving conflict between airfield maintenance operations and other activities: 

rearranging maintenance, postponing maintenance, sectioning off an area, using warning 
signs and stopping other activities 

 
j Information sources including, maintenance schedules and inspection reports 
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Unit 311 Monitor airfield maintenance operations 
(AOG33)  

Element 2 Manage airfield maintenance operations 

Performance requirements 
 
You should be able to: 
1 Make sure that airfield maintenance operations are carried out safely and efficiently and 

according to your organisation’s procedures 
 
2 Make sure that work is completed according to agreed timescales 
 
3 Take appropriate remedial action in response to any deficiencies in airfield maintenance 

operations 
 
4 Give all necessary parties information about airfield maintenance operations according to 

your organisation’s procedures 
 
5 Complete all relevant documents accurately 
 
6 Process all relevant documents according to your organisation’s procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Airfield maintenance operations including, cleaning and sweeping, surface repairs, 

systems repairs, marking operations, putting up and maintaining signs and building works 
 
b Equipment used to carry out airfield operations and how to use it correctly 
 
c Materials used to carry out airfield operations 
 
d Your organisation’s procedures for carrying out routine maintenance  
 
e Standard safety and working practices in relation to airfield operations 
 
f Your organisation’s procedures for initiating and reporting maintenance operations 
 
g Your organisation’s procedures for dealing with shortfalls in maintenance operations and 

standards 
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Unit 311 Monitor airfield maintenance operations 
(AOG33)  

Evidence Requirements 

 
Element 1 Workplace performance must be used to assess PRs 1, 2, & 3. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PR 4. 
 
 
Element 2 Workplace performance must be used to assess all PRs 
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Unit 312 Maintain air passenger handling services 
(AOG34) 

Overview 

 
What this unit is about 
 
This unit is about maintaining a high level of customer service when dealing with passengers.  You 
must show that you are able to tell all members of staff about systems, procedures and practices 
and make sure that all staff follow your organisation’s procedures. 
 
Who this unit is for 
 
This unit is for people working in airports in roles such as senior check in officer and passenger 
services supervisor. 
 
Links to other units 
 
This unit complements 
Unit 207 (L2) – Check in aviation passengers and baggage, 
Unit 208 (L2) – Receive, call and escort passengers to aircraft, 
Unit 209 (L2) – Handling reports of lost or damaged baggage and 
Unit 210 (L2) – Maintain the comfort of passengers using the executive lounge 
Unit 221 (L2) – Give customers a positive impression of yourself and your organisation (ICS Unit 1) 
Unit 222 – Deliver reliable customer service (ICS Unit 2) 
Unit 324 – Promote continuous improvement (ICS Unit 5) 
Unit 323 – Develop your own and others’ customer service skills (ICS Unit 6) 
Unit 320 – Develop productive relationships with colleagues (MSC D1) 
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Unit 312 Maintain air passenger handling services 
(AOG34)  

Element 1 Maintain systems, procedures and practices for 
the handling of aviation passengers 

Performance requirements 
 
You should be able to: 
1 Tell all relevant staff about your organisation’s systems, procedures and practices for 

handling passengers  
 
2 Put into practice your organisation’s systems, procedures and practices for handling 

passengers 
 
3 Take appropriate action when shortfalls or breakdowns in your organisation’s systems, 

procedures and practices for handling passengers are identified 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Your organisation’s standards for passenger handling 
 
b Health and safety standards 
 
c Your organisation’s security standards 
 
d Your organisation’s systems, procedures and practices in relation to different types of 

passengers including children, adults, people who do not speak English, people who have 
special needs, and people who are unfit to travel 

 
e Your organisation’s systems, procedures and practices for handling baggage including 

Dangerous Goods Regulations, standards of acceptable luggage, excess baggage charges, 
and baggage tracing 

 
f Your organisation’s systems, procedures and practices relating to: communications, 

documents, health and safety, security, customs and immigration, movement of 
passengers and baggage 
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Unit 312 Maintain air passenger handling services 
(AOG34)  

Element 2 Monitor passenger handling services 

Performance requirements 
 
You should be able to: 
1 Provide services to passengers according to their needs and your organisation’s 

standards 
 
2 Make sure that information you give to passengers is complete, accurate, relevant, and, 

where necessary, meets regulatory requirements 
 
3 Provide information to passengers in an appropriate way  
  
4 Take appropriate action when shortfalls or breakdowns in standards relating to passenger 

handling are identified 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Your organisation’s standards for passenger handling 
 
b Special status passengers 
 
c Your organisation’s procedures for dealing with passengers who arrive on domestic flights 

or international flights. 
 
d Your organisation’s procedures for dealing with passengers who do not speak English 
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Unit 312 Maintain air passenger handling services 
(AOG34)  

Evidence Requirements 

Element 1 Workplace performance must be used to assess PRs 1, 2, 4 & 5. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PR 3. 
 
 
Element 2 Workplace performance must be used to assess all PRs. 
 
 
Element 3 Workplace performance must be used to assess PRs 1, 2, 3, 6, 7, 8 & 9. 
 
If workplace performance evidence is not available, simulation (preferred) and/or oral contingency 
questioning may be used to assess PRs 4 & 5. 
 
 
Element 4 If workplace performance evidence is not available, simulation (preferred) and/or oral 
contingency questioning may be used to assess all PRs 
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Unit 313 Monitor the weather (AOG35) 
Overview 

What this unit is about 
 
This unit is about collecting and collating information on current and forecast weather conditions.  
You should be able to understand meteorological reports and know how to obtain meteorological 
information.   You should be able to tell colleagues about changes in the weather. 
 
Who this unit is for 
 
This unit is for people working in airports involved in monitoring the movements of aircraft 
 
Links to other units 
 
This unit complements the other units in the aircraft operations and airside operations pathways 
 
Abbreviations 
 
OPMET – Operational Meteorological 
METAR – Coded Aerodrome MET report 
SIGMET – Warning of severe weather conditions issued by MET offices 
SPECI – Special Civil Aviation Weather Report 
TAF – Terminal Aerodrome Forecast 
TAR – Trials ATN Router 
AIRMET – CAA’s telephone aviation weather service covering southern, northern and  
       Scottish regions of the UK 
ATC – Air Traffic Control 
ATSU – Air Traffic Service Units 
CAA – Civil Aviation Authority 
ATN – Aeronautical Telecommunication Network 
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Unit 313 Monitor the weather (AOG35)  
Element 1 Obtain information about current and forecast 

weather 

Performance requirements 
 
You should be able to: 
1 Collate all incoming information relating to current and forecast weather using all available 

information sources 
 
2 Seek clarification from designated forecast unit as appropriate 
 
3 Acknowledge you have received information according to your organisation’s procedures 
 
4 Evaluate pilot and agency reports about weather conditions to ascertain changes 
 
5 Observe weather conditions in immediate vicinity during course of watch 
 
6 Record information about current and forecast weather according to your organisation’s 

procedures 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Meteorological reports, for example,  OPMET, METAR, SIGMET, SPECI, TAF (terminal 

aerodrome forecast), coded, uncoded 
 
b Pilot reports 
 
c Metform 2309 - routine reports and special reports 
 
d The difference between forecasts and reports 
 
e How to record weather reports 
 
f Acknowledgement methodology 
 
g Information relates to surface wind direction and speed, visibility, significant cloud 

amount, height of cloud base, barometric pressure setting, marked temperature inversion 
and runway surface conditions 

 
h Information sources such as OPMET, METAR, SIGMET, AIRMET,  TAR (terminal aerodrome 

forecast), pilot and agency reports, written, phone, electronic displays, teleprinter, fax and 
e-mail 
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Unit 313 Monitor the weather (AOG35) 
Element 2 Respond to weather reports 

Performance requirements 
 
You should be able to: 
1 Share routine meteorological information with others and record what information you 

provided and to whom 
 
2 Ask the people you provide with the information to acknowledge they have received it 
 
3 Identify significant changes in current and forecast weather 
 
4 Take appropriate actions in response to changes in current and forecast weather 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a How to recognise significant changes in weather 
 
b Meteorological information includes surface wind direction and speed, visibility, significant 

cloud amount, height of cloud base, barometric pressure setting, marked temperature 
inversion and runway surface conditions 

 
c Formats for transmitting routine and unusual meteorological information 
 
d How to pass on meteorological information to aircraft, ATC and ATSU 
 
e Weather changes to be identified include  thunderstorms, fog, windshear, gales, squalls, 

cloud, snow, frost, freezing precipitation, marked temperature inversion and ice   
 
f Possible communications methods and equipment 
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Unit 313 Monitor the weather (AOG35) 
Evidence Requirements 

 
Element 1 Workplace performance must be used to assess all PRs 
 
Element 2 Workplace performance must be used to assess all PRs. 
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Unit 314 Take action to reduce airside hazards (AOG8) 
Overview 

What this unit is about 
 
This unit is about monitoring the airfield for hazards and taking appropriate action if possible 
hazards are identified.  It also involves making sure that everyone working airside has appropriate 
training to reduce the risks from airside hazards to themselves, other people, aircraft and other 
airside vehicles.  
 
Who this unit is for 
 
This unit is for people working in airports carrying out supervisory or team leading roles in airside 
areas. 
 
Links to other units 
 
This unit complements  
Unit 201 (L2&3) –Recognise airside hazards and minimise risks 
Unit 302 – Co-ordinate health and safety working practices 
Unit 206 (L2) - Maintain a hazard free airside environment 
Unit 319 – Provide leadership in your area of responsibility (MSC B6) 
Unit 317 – Ensure compliance with legal, regulatory, ethical and social requirements (MSC B8) 
 
Abbreviations used in this unit 
 
The following abbreviations are used in this unit: 
 
HSE – Health and Safety Executive 
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Unit 314 Take action to reduce airside hazards (AOG8)  
Element 1 Implement procedures to reduce airside hazards 

Performance requirements 
 
You should be able to: 
1 Monitor the airfield environment for actual and possible airside hazards 
 
2 Take appropriate action when actual or possible airside hazards are identified 
 
3 Report accidents or near misses in line with your organisation’s and regulatory procedures 
 
4 Assess the training needs of all staff working airside 
 
5 Make sure all staff working airside receive appropriate training 
 
6 Complete all documents relating to airfield hazards 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Organisational and regulatory requirements relating to airfield safeguarding  
b Possible threats to aircraft 
c Relevant legislation and HSE guidance 
d The standard of lighting which should be provided on aprons 
e Department for Transport Security programmes 
f The separation of people and aircraft 
g Apron management 
h Equipment that may risk injury from baggage handling 
i How to reduce the risks from inappropriate manual handling 
j How to reduce risks from reversing vehicles 
k How to reduce of risks arising from using aircraft access equipment and uncovered aircraft 

access points 
l How to reduce risks from moving aircraft and live aircraft engines 
m How to protect employees from noise exposure, including hearing protection and 

reducing noise reduction 
n Hazardous substances which might be found on an airfield, including those used in a work 

activity and those arising from a work activity and how to assess risk from these 
substances 

o The use and effectiveness of personal protective equipment 
p Relevant procedures for using airbridges and ways in which risks associated with 

airbridges can be reduced 
q Safety practices for parking aircraft  
r How to manoeuvre aircraft safely on the apron 
s Hazards arising from aircraft engines and hazards to aircraft engines arising from Foreign 

Object Damage 
t Hazards arising from departure of aircraft  
u Hazards arising from poor weather conditions and low visibility 
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Unit 314 Take action to reduce airside hazards (AOG8)  
Element 2 Disseminate information about airside hazards 

Performance requirements 
 
You should be able to: 
1 Carry out initial airside safety briefings to appropriate staff in line with your organisation’s 

requirements 
 
2 Make sure that all people working airside are told about amendments to safety 

procedures relating to airside hazards 
 
3 Pass suggestions relating to improvements in airside safety to appropriate people 
 
4 Recognise and take advantage of opportunities to share information and advice about 

airside hazards 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Organisational and regulatory requirements relating to airfield safeguarding  
b Possible threats to aircraft 
c Relevant legislation and HSE guidance 
d The standard of lighting which should be provided on aprons 
e Department for Transport Security programmes; 
f How to separate people and aircraft 
g Apron management 
h Equipment that may risk injury from baggage handling 
i How to reduce the risks from inappropriate manual handling 
j How to reduce risks from reversing vehicles 
k How to reduce risks arising from the use of aircraft access equipment and uncovered 

aircraft access points 
l How to reduce risks from moving aircraft and live aircraft engines 
m How to protect employees from noise exposure, including hearing protection and 

reducing noise reduction 
n Hazardous substances which might be found on an airfield including those used in a work 

activity and those arising from a work activity and how to assess risk from these 
substances 

o How to use personal protective equipment 
p Relevant procedures for the standard operation of airbridges and ways in which risks 

associated with airbridges can be reduced 
q Safety practices for parking aircraft  
r How to manoeuvre aircraft safely on the apron 
s Hazards arising from aircraft engines and hazards to aircraft engines arising from Foreign 

Object Damage 
t Hazards arising from departure of aircraft 
u Hazards arising from poor weather conditions and low visibility 
v Personnel include: airport staff; airport operators staff; contractors; contractors’ staff.   
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Unit 314 Take action to reduce airside hazards (AOG8) 
Evidence Requirements 

Element 1  Workplace performance must be used to assess PRs 1, 2, 4, 5 & 6. 
 
If workplace performance evidence is not available, simulation may be used to assess PRs 3. 
 
Element 2 Workplace performance must be used to assess all PRs. 
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Unit 315 Contribute to supporting aircraft in difficulty 
(AOG38) 

Overview 

What this unit is about 
 
This unit is about recognising situations where an aircraft may be in difficulty.  You should be able 
to get and disseminate information on the aircraft in difficulty and get appropriate assistance.  You 
should be able to alert people to the emergency situation and give them the information they 
need. 
 
Who this unit is for   
 
This unit is for people working in airports in air traffic control roles 
 
Links to other units 
 
This unit complements  
Unit (AOG 36) – Contribute to maintaining the separation of aircraft in the air  
Unit (AOG 37) – Contribute to maintaining the separation of aircraft on or near the ground 
 
Abbreviations in this unit 
ATCC – Air Traffic Control Centre 
RAF – Royal Air Force 
ACC – Area Control Centre 
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Unit 315 Contribute to supporting aircraft in difficulty 
(AOG38)  

Element 1 Identify and assist aircraft in difficulty 

Performance requirements 
 
You should be able to: 
1 Bring any indications that an aircraft may be in difficulty to the attention of the appropriate 

person 
 
2 Help get all available information on the aircraft and the emergency situation 
 
3 Contribute to providing assistance as appropriate to the emergency services as 

appropriate 
 
4 Give relevant parties information about the emergency 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a Responsibilities of controllers in aircraft emergencies 
b Definitions of distress and urgency conditions 
c Appropriate terminology and content of distress and urgency messages 
d Responsibilities of ATCC supervisor 
e Indications of an emergency situation including, distress message, urgency message, 

visual signs, loss of radio contact, erratic behaviour, aircraft not appearing at expected 
times, pilot’s reports of low fuel and indications on radar 

f Emergency triangle procedures 
g How to use the RAF distress and diversion cell 
h The jettisoning of fuel 
i Intercepted emergency messages 
j Transferring aircraft to another agency 
k What action to take in relation to local emergency services, nearest aerodrome, plotting 

position of aircraft, making sure there is an uninterrupted approach, assisting with 
emergency descent, advice given to other aircraft informing the aircraft operator 

l How to deal with aircraft carrying dangerous goods 
m Specific action to be taken in the case of: aircraft lost, overdue aircraft, radio failure 

procedures, hijacking and the unlawful use of aircraft and bomb warnings in aircraft 
n Relevant parties such as supervisors, other parts of the organisation, aircraft operators 

and local emergency services 
o The type and phase of emergency 
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Unit 315 Contribute to supporting aircraft in difficulty 
(AOG38)  

Element 2 Provide an alerting service 

Performance requirements 
 
You should be able to: 
1 Bring any indications that an aircraft requires search and rescue aid to the attention of an 

appropriate person 
 
2 Help get all available information 
 
3 Give relevant parties information about the emergency 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a The type and phase of emergency 
 
b Duration of phases 
 
c Exceptions to emergency situations 
 
d The format of telephone alerting message 
 
e The responsibilities of aerodrome and approach units 
 
f The responsibilities of the ACC unit 
 
g Action to be taken in response to an emergency 
 
h Relevant parties include supervisors, other parts of organisation, aircraft operators and 

local emergency services 
 
i Relevant information including, phase of emergency, flight region which aircraft was in at 

time of last communication and destination aerodrome 
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Unit 315 Contribute to supporting aircraft in difficulty 
(AOG38)  

Evidence requirements 

Element 1 If workplace performance evidence is not available, simulation may be used to assess 
all PRs. 
 
Element 2 If workplace performance evidence is not available, simulation may be used to assess 
all PRs. 
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Unit 316 Resolve complex aviation problems (AOG16) 
Overview 

What this unit is about 
 
This unit is about identifying and resolving complex aviation problems.  You must show that you 
can formulate and introduce solutions and then review their effectiveness. 
 
Who this unit is for 
 
This unit is for people working in airports carrying out supervisory or technical roles. 
 
Links to other units 
 
This unit complements 
Unit 219 (L2) – Identify and resolve aviation problems 
 
Definitions 
 
Complex problem – it will have a number of sub-problems and it will be affected by a range of 
factors.  There will be several ways to tackle the problem and you will be expected to use a variety 
of methods and resources in working towards its solution. 
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Unit 316 Resolve complex aviation problems (AOG16)  
Element 1 Identify complex aviation problems 

Performance requirements 
 
You should be able to: 
1 Collect and interpret information from others about problems they have raised 
 
2 Ask others appropriate questions to check you understand their problems 
 
3 Share feedback with others to help identify and prevent possible problems 
 
4 Identify any connected problems and the range of factors affecting them 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a How to identify, analyse and accurately describe the problem 
 
b How to recognise when a problem exists 
 
c How to use different methods to analyse the problem, including breaking it down into 

manageable sub-problems (simplifying), investigating its effects on other people 
(broadening its focus), looking at the problem from different viewpoints, checking if the 
problem changes from place-to-place or over time (reframing) and comparing it with 
similar problems 

 
d How to describe each part of the problem and the factors that affect these 
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Unit 316 Resolve complex aviation problems (AOG16)  
Element 2 Identify and select the best solution to resolve 

complex aviation problems 

Performance requirements 
 
You should be able to: 
1 Identify a number of available methods for resolving complex aviation problems 
 
2 Consult with others to identify and confirm the options available  
 
3 Work out the main features, advantages, disadvantages and risks of each option 
  
4 Choose the best overall option 
  
5 Suggest other ways that problems may be resolved if you are not able to help 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a How to agree with others (those affected by the problem, your line manager or specialist) 

how you will know the problem has been solved 
 
b How to use a variety of methods, such as written, visual, numerical and physical 

techniques, your imagination and creative ideas from working with others, to come up 
with different ways of tackling the problem 

 
c How to compare the main features, including the value (pay-off), and risks (likelihood and 

consequences of failure) of each approach and use this information to justify the method 
you decide to use 

 
d How to plan your chosen way of solving the problem to include resources, methods, the 

sequence of steps to be taken and time line, including points for checking progress 
 
e The necessary action to meet health and safety procedures and other regulations and 

ways to overcome difficulties 
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Unit 316 Resolve complex aviation problems (AOG16)  
Element 3 Implement the solution to complex aviation 

problems 

Performance requirements 
 
You should be able to: 
1 Discuss and agree the proposed option for solving the problem with others 
 
2 Take action to put the agreed option into practice 
 
3 Work with others to make sure that any commitments related to solving the problem are 

kept 
 
4 Keep others fully informed about what is happening to resolve the problem(s) 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a How to get the approval for your plan from a person who has authority and expertise, 

such as your line manager or specialist 
 
b How to put your plan into action, make judgements about when support and feedback 

would be helpful from others, such as those affected by the problem and specialists, and 
use this effectively to help tackle the problem 

 
c How to review your plan regularly to check progress and to decide on any necessary 

revisions to your approach 
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Unit 316 Resolve complex aviation problems (AOG16)  
Element 4 Check that the problem has been satisfactorily 

resolved and review your approach 

Performance requirements 
 
You should be able to: 
1 Check with others to make sure the problem has been resolved to their satisfaction 
 
2 Give clear reasons to others when the problem has not been resolved to their satisfaction 
 
3 Review your performance to as to how you handled resolving the problem 
 
4 Identify ways of improving your approach to solving complicated aviation problems 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a How to check the problem has been solved, such as testing, measuring and observing 
 
b How to apply methods systematically to check if the problem has been solved 
 
c How to describe fully the results and draw conclusions on how successful you were 
 
d How to review the strengths and weaknesses of each stage of your approach, including 

whether other approaches might have been more effective 
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Unit 316 Resolve complex aviation problems (AOG16)  
Evidence Requirements 

All Element  You must prove that you have dealt effectively with a series of complex aviation 
problems.  You must produce evidence that shows you have done this over a period of time. 
 
The degree of difficulty of the problem is complex, i.e. the problem should have a number of sub-
problems, affected by a range of factors with several ways of solving it.   
 
The evidence must include examples of identifying complex problems in an aviation context 
involving each of the following problems: 
• People problems (arguments, customers, interpersonal etc.) 
• Resource problems (e.g. lack of resources, system or procedural failures) 
 
You should show how you can understand and apply the methods involved in problem solving 
such as 
• Dividing the problem into manageable sub-problems (simplifying the problem) 
• Investigating the effects on other people (broadening the focus of the problem) 
• Visualising it from different perspectives 
• Checking if the problem changes at different times and places (reframing the problem) 
• Drawing on similar problems e.g by recalling where each key feature of the new problem 

cropped up in other problems (making comparisons) 
 
Your evidence will need to show that you: 
• Have made positive efforts to keep others informed at all times while problems are being 

resolved 
• Supplied relevant information tactfully to others when they have requested it 
• Supplied relevant information tactfully when others have not requested it 
• Have used agreed organisational procedures when solving problems 
• Have made exceptions to usual practice with the agreement of others. 
 
 
Element 1 Workplace performance must be used to assess all PRs. 
Simulation is not permitted. 
 
 
Element 2 Workplace performance must be used to assess all PRs. 
Simulation is not permitted. 
 
 
Element 3 Workplace performance must be used to assess all PRs. 
Simulation is not permitted. 
 
 
Element 4 Workplace performance must be used to assess all PRs. 
Simulation is not permitted. 
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Unit 317 Ensure compliance with legal, regulatory, 
ethical and social requirements (AOG55) (MSC 
B8) 

Overview 

Relationship to the National Occupational Standards for Management and Leadership  
 
This unit contains the full content of unit B8 from the National Occupational Standards for 
Management and Leadership. 
 
What is the unit about? 
 
Organisations must show that they act responsibly in relation to their staff, customers, investors 
and the communities in which they work. All types of organisations must obey the law in key areas 
such as health and safety, employment, finance and company law.  Many organisations also have 
to work within specific regulations for their industry and ethical frameworks. 
 
Organisations who want to maintain a good reputation also have to take account of the views of 
people in their communities on a whole range of issues such as the environment and other ways in 
which the organisation affects people’s quality of life. 
 
Who is the unit for? 
 
The unit is recommended for middle managers and senior managers. 
 
Links to other units 
 
This unit is linked to all other units where compliance with legal, regulatory, ethical and social 
requirements is a possible requirement. 
  
Skills 
 
Listed below are the main generic skills which need to be applied in ensuring compliance with 
legal, regulatory, ethical and social requirements. These skills are explicit/ implicit in the detailed 
content of the unit and are listed here as additional information. 
 
� Information management    � Communicating 

� Involving others     � Analysing 

� Monitoring      � Assessing 

� Motivating      � Decision making 

� Reporting      � Risk management 
� Valuing and supporting others   � Presenting information 

� Leadership 
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Unit 317 Ensure compliance with legal, regulatory, 
ethical and social requirements (AOG55) 
(MSC B8)  

 

Outcomes of effective performance 
 
You must be able to do the following: 
1. Monitor the relevant legal, regulatory, ethical and social requirements and the effect they 

have on your area of responsibility, including what will happen if you don’t meet them. 
 
2. Develop effective policies and procedures to make sure your organisation meets all the 

necessary requirements. 
 
3. Make sure relevant people have a clear understanding of the policies and procedures and 

the importance of putting them into practice. 
 
4. Monitor the way policies and procedures are put into practice and provide support. 
 
5. Encourage a climate of openness about meeting and not meeting the requirements. 
 
6. Identify and correct any failures to meet the requirements. 
 
7. Identify reasons for not meeting requirements and adjust the policies and procedures to 

reduce the likelihood of failures in the future. 
 
8. Provide full reports about any failures to meet the requirements to the relevant 

stakeholders. 
 
Behaviours which underpin effective performance 
 
1. You recognise changes in circumstances promptly and adjust plans and activities 

accordingly. 
 
2. You make time available to support others. 
 
3. You give feedback to others to help them improve their performance. 
 
4. You identify and raise ethical concerns. 
 
5. You are vigilant for potential risks. 
 
6. You make appropriate information and knowledge available promptly to those who need it 

and have a right to it. 
 
7. You encourage others to share information and knowledge within the constraints of 

confidentiality. 
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8. You show sensitivity to stakeholders’ needs and manage these effectively. 
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Unit 317 Ensure compliance with legal, regulatory, 
ethical and social requirements (AOG55) 
(MSC B8)  

 

Knowledge and understanding 
 
You need to know and understand the following: 
 
General knowledge and understanding 
1. The importance of having an ethical and value-based approach to governance and how to 

put this into practice. 
 
2. Relevant legal requirements governing the running of organisations. 
 
3. Current and emerging social attitudes to management and leadership practice and the 

importance of being sensitive to these. 
 
Industry/sector specific knowledge and understanding 
1. Legal, regulatory and ethical requirements in your sector. 
 
2. Procedures to follow if you do not meet the requirements. 
 
3. Particular current and emerging social concerns and expectations that are relevant to 

your sector. 
 
4. Ways in which other organisations deal with current and emerging social concerns and 

expectations. 
 
Context specific knowledge and understanding 
1. The culture and values of your organisation and what effect they have on corporate 

governance. 
 
2. Policies and procedures that make sure people meet the requirements. 
 
3. The processes for maintaining the relevant policies and procedures and making sure they 

continue to be effective. 
 
4. The different ways in which people may not meet the requirements and the risks of these 

actually happening. 
 
5. The procedures for dealing with people who do not meet the requirements, including 

requirements for reporting. 
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Unit 317 Ensure compliance with legal, regulatory, ethical and social requirements (AOG55) 
(MSC B8)  

 
 
 
Evidence Requirements 

Knowledge and Understanding Out- 
comes 

Evidence of Outcomes: 

• possible examples of evidence 
Behaviours 

General 
Industry 
specific 

Context 
specific 

Policies, systems, procedures and reports you have originated or instigated: 

• Records of training, consultations, working groups, project teams, committees and other 
forums you have organised and/or participated in to develop, review and implement policies in 
relation to legal, regulatory, ethical and social issues 

1, 4, 5, 6, 7, 8, 
9, 10 

1, 2, 3  1, 2, 3, 4 1, 2 

• Health and safety, environmental, corporate social responsibility, equal opportunities, 
employment, recruitment, customer service and other policy statements you have developed, 
initiated and/or agreed in relation to legal, regulatory, ethical and social issues 

1, 4, 5, 6, 7, 8, 
9, 10 

1, 2, 3 1, 2, 3, 4 1, 2, 5 

O1 
O2 
O3 
O5 

• Risk assessments you have undertaken or commissioned 1, 4, 5, 6, 7, 8 1, 2, 3 1, 2, 3, 4 2, 3, 4, 5 

Records of actions you have taken to implement policy and address any risks identified: 

• Plans, specifications action plans and other records of systems and procedures, roles and 
responsibilities, training and development, objectives and other actions you have organised 
and/or participated in to implement organisational policies in relation to legal, regulatory, 
ethical and social issues 

1, 2, 3, 4, 5, 6, 
7, 8, 9, 10 

1, 2, 3 1, 2, 3, 4 2, 3, 4, 5 

• Documentation you have been responsible for developing relating to the assessment, 
recognition and auditing of the organisation for external standards (eg ISO14000) 

1, 5, 6, 8 1, 2, 3 1, 2, 3, 4 2, 3, 4, 5 

• Personal statements, action plans, reports you have prepared and records of actions you 
have taken, to monitor and review organisational performance, and take appropriate action, in 
relation to legal, regulatory, ethical and social issues 

1, 2, 3, 4, 5, 6, 
7, 8 

1, 2, 3 1, 2, 3, 4 2, 3, 4, 5 

O3 
O4 
O5 
O6 
O7 
O8 

• Specifications, action plans, reports from project teams, working groups or committees you 
have organised and/or participated in, to monitor and review organisational performance, and 
take appropriate action, in relation to legal, regulatory, ethical and social issues 

1, 2, 3, 4, 5, 6, 
7, 8 

1, 2, 3 1, 2, 3, 4 2, 3, 4, 5 
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Unit 318 Manage your own resources and 
professional development (AOG53) (MSC A2) 

Overview 

Relationship to the National Occupational Standards for Management and Leadership  
 
This is unit A2 from the National Occupational Standards for Management and Leadership. 
 
What is the unit about? 
 
This unit is about managing your personal resources (particularly knowledge, understanding, 
skills, experience and time) and your professional development in order to achieve your work 
objectives and your career and personal goals. 
 
You need to understand your work role and how it fits into the overall vision and objectives of the 
organisation whilst also understanding what is driving you in terms of your values and your career 
and wider personal aspirations. 
 
Identifying and addressing gaps in your skills and knowledge and understanding is an essential 
aspect of this unit. 
 
Who is the unit for? 
 
The unit is recommended for first line managers, middle managers and senior managers. 
 
Links with other units 
 
This unit is linked to 
Unit (AOG 52) -  Manage your own resources (MSC A1) 
 
It links with unit A2 Develop Your Personal Networks in the suite of National Occupational 
Standards for Management and Leadership. You can obtain information on the unit from the 
Management Standards Centre website (www.management-standards.org.uk). 
 
If your organisation is a small firm, you should look at unit A3 Check your own skills which has 
been developed by the Small Firms Enterprise and Development Initiative (SFEDI) specifically for 
small firms and which may be more suitable to your needs. You can obtain information on the unit 
from SFEDI on tel 0114 241 2155 or at the SFEDI website (www.sfedi.co.uk). 
 
Skills 
 
Listed below are the main generic skills which need to be applied in managing your own resources 
and professional development. These skills are explicit/ implicit in the detailed content of the unit 
and are listed here as additional information. 
� Setting objectives   � Evaluating    

� Planning     � Learning    

� Reviewing    � Communicating 
� Self-assessment   � Time management 
� Stress management   � Obtaining feedback 
� Reflecting     � Prioritising 
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Unit 318 Manage your own resources and 
professional development (AOG53) (MSC A2)  

 

Outcomes of effective performance 
 
You must be able to do the following: 
1. Evaluate, at appropriate intervals, the current and future requirements of your work-role 

taking account of the vision and objectives of your organisation. 
 
2. Consider your values and your career and personal goals and identify information which is 

relevant to your work role and professional development. 
 
3. Discuss and agree personal work objectives with those you report to and how you will 

measure progress. 
 
4. Identify the learning styles which work best for you and ensure that you take these into 

account in identifying and undertaking development activities. 
 
5. Identify any gaps between the current and future requirements of your work-role and your 

current knowledge, understanding and skills. 
 
6. Discuss and agree, with those you report to, a development plan to address any identified 

gaps in your current knowledge, understanding and skills and support your own career 
and personal goals. 

 
7. Undertake the activities identified in your development plan and evaluate their 

contribution to your performance. 
 
8. Review and update your personal work objectives and development plan in the light of 

performance, any development activities undertaken and any wider changes. 
 
9. Get regular and useful feedback on your performance from those who are in a good 

position to judge it and provide objective and valid feedback. 
 
10. Ensure that your performance consistently meets or goes beyond agreed requirements. 
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Unit 318 Manage your own resources and 
professional development (AOG53) (MSC A2)  

 

Behaviours which underpin effective performance 
 
1. You address multiple demands without losing focus or energy. 
 
2. You recognise changes in circumstances promptly and adjust plans and activities 

accordingly. 
 
3. You prioritise objectives and plan work to make best use of time and resources. 
 
4. You take personal responsibility for making things happen. 
 
5. You take pride in delivering high quality work. 
 
6. You show an awareness of your own values, motivations and emotions. 
 
7. You agree achievable objectives for yourself and give a consistent and reliable 

performance. 
 
8. You recognise your own strengths and limitations, play to your strengths and use 

alternative strategies to minimise the impact of your limitations. 
 
9. You make best use of available resources and proactively seek new sources of support 

when necessary. 
 
10. You reflect regularly on your own experiences and use these to inform future action. 
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Unit 318 Manage your own resources and 
professional development (AOG53) (MSC A2)  

 

Knowledge and understanding 
 
You need to know and understand the following: 
 
General knowledge and understanding 
1. The principles which underpin professional development 
 
2. The importance of considering your values and career and personal goals and how to 

relate them to your job role and professional development. 
 
3. How to evaluate the current requirements of a work role and how the requirements may 

evolve in the future. 
 
4. How to set objectives which are SMART (Specific, Measurable, Achievable, Realistic and 

Time-bound). 
 
5. How to identify development needs to address any identified gaps between the 

requirements of your work-role and your current knowledge, understanding and skills. 
 
6. What an effective development plan should contain and the length of time that it should 

cover. 
 
7. The range of different learning style(s) and how to identify the style(s) which work(s) best 

for you. 
 
8. The type of development activities which can be undertaken to address identified gaps in 

your knowledge, understanding and skills. 
 
9. How to identify whether/how development activities have contributed to your 

performance. 
 
10. How to update work objectives and development plans in the light of performance, 

feedback received, any development activities undertaken and any wider changes. 
 
11. How to monitor the quality of your work and your progress against requirements and 

plans. 
 
12. How to evaluate your performance against the requirements of your work-role. 
 
13. How to identify and use good sources of feedback on your performance. 
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Unit 318 Manage your own resources and 
professional development (AOG53) (MSC A2)  

 

Industry/sector specific knowledge and understanding 
1. Industry/sector requirements for the development or maintenance of knowledge, skills and 

understanding and continuing professional development. 
 
Context specific knowledge and understanding 
1. The requirements of your work-role including the limits of your responsibilities. 
 
2. The vision and objectives of your organisation. 
 
3. Your own values and career and personal goals. 
 
4. Your personal work objectives. 
 
5. Your preferred learning style(s). 
 
6. Your current knowledge, understanding and skills. 
 
7. Identified gaps in your current knowledge, understanding and skills. 
 
8. Your personal development plan. 
 
9. Available development opportunities and resources in your organisation. 
 
10. Your organisation’s policy and procedures in terms of personal development. 
 
11. Reporting lines in your organisation. 
 
12. Possible sources of feedback in your organisation. 
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Unit 318 Manage your own resources and professional development (AOG53) (MSC A2) 
Evidence requirements 

Knowledge and Understanding Out- 
comes 

Evidence of Outcomes: 

• possible examples of evidence 
Behaviours 

General 
Industry 
specific 

Context 
specific 

Your evaluation of the current and future requirements of your work role, and your career and personal work objectives and your 
reflections on your values: 

• job descriptions, records of appraisal or performance review meetings, work plans and objectives 2, 3, 4, 6, 7, 8 1, 2, 3, 5  - 1, 11 

• notes of conversations with managers and colleagues about their expectations 1, 2, 3, 5, 7, 8, 9 1, 3, 5, 13 - 9, 12 

O1 
O2  
O3 

• personal statement (reflections on your role and responsibilities, work objectives and values) 1, 2, 3, 5, 7, 8, 9 2, 5, 7 - 1, 3, 4 

Assessment of your personal learning style and its implications: 

• reports from providers of assessment instrument  6, 8, 10 1, 7, 13 - 5 O4 

• personal statement (reflection on implications of learning style for development activities) 6, 8, 9, 10 1, 7, 8 - 5, 9, 10 

Assessment of your current knowledge, understanding and skills, and an analysis of how well these reflect the current and future 
requirements of your work role: 

• qualification certificates and transcripts  1 1 6 

• personality and skill inventory reports 8 1, 5 1 6, 7 

• records of appraisal or performance review meetings, and personal development plans and 
objectives 

8 
1, 5, 910, 11, 

12, 13 
1 

6, 7, 9, 10, 
11, 12 

• personal statement (reflections on the relationship between knowledge, understanding and skills 
and the requirements of your work role) 

8, 10 1, 5, 8, 12 1 6, 7, 9 

O5 
O6 

• witness statements from managers and other work colleagues 8, 9 - - - 
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Unit 319 Provide leadership in your area of 
responsibility (AOG54) (MSC B6) 

Overview 

Relationship to the National Occupational Standards for Management and Leadership  
 
This is unit B6 from the National Occupational Standards for Management and Leadership. 
 
What is the unit about? 
 
The unit is about providing direction to people in a clearly and formally defined area or part of an 
organisation and motivating and supporting them to achieve the vision and objectives for the 
area. 
 
The ‘area of responsibility’ may be, for example, a branch or department or functional area or an 
operating site within an organisation. 
 
Who is the unit for? 
 
The unit is recommended for first line managers and middle managers. 
 
Links with other units 
 
This unit is linked to 
Unit 322 (AOG 60) - Allocate and monitor the progress and quality of work in your area of 
responsibility (MSC D6) 
 
It is linked to units B1 Develop and implement operational plans for your area of responsibility, B5 
Provide leadership for your team and B7 Provide leadership for your organisation in the suite of 
National Occupational Standards for Management and Leadership. You can obtain information on 
the units from the Management Standards Centre website (www.management-standards.org.uk). 
   
Skills 
 
Listed below are the main generic skills which need to be applied in providing leadership in your 
area of responsibility. These skills are explicit/implicit in the detailed content of the unit and are 
listed here as additional information. 
� Communicating    � Influencing and persuading 

� Leading by example    � Motivating 
� Planning      � Consulting 

� Setting objectives    � Providing feedback 
� Coaching      � Mentoring 

� Valuing and supporting others  � Empowering 

� Learning      � Following 

� Managing conflict    � Obtaining feedback 
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Unit 319 Provide leadership in your area of 
responsibility (AOG54) (MSC B6)  

 

Outcomes of effective performance 
 
You must be able to do the following: 
1. Create a vision of where your area is going and clearly and enthusiastically communicate 

it, together with supportive objectives and operational plans, to the people working within 
your area. 

 
2. Ensure that people working within your area understand and can see how the vision, 

objectives and operational plans link to the vision and objectives of the overall 
organisation. 

 
3. Steer your area successfully through difficulties and challenges, including conflict within 

the area. 
 
4. Create and maintain a culture within your area which encourages and recognises 

creativity and innovation. 
 
5. Develop a range of leadership styles and select and apply them to appropriate situations 

and people. 
 
6. Communicate regularly, making effective use of a range of different communication 

methods, with all the people working within your area and show that you listen to what 
they say. 

 
7. Give people in your area support and advice when they need it especially during periods of 

setback and change. 
 
8. Motivate and support people in your area to achieve their work and development 

objectives and provide recognition when they are successful. 
 
9. Empower people in your area to develop their own ways of working and take their own 

decisions within agreed boundaries. 
 
10. Encourage people to give a lead in their own areas of expertise and show willingness to 

follow this lead. 
 
11. Win, through your performance, the trust and support of people within your area for your 

leadership and get regular feedback on your performance. 
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Unit 319 Provide leadership in your area of 
responsibility (AOG54) (MSC B6)  

 

Behaviours which underpin effective performance 
 
1. You articulate a vision that generates excitement, enthusiasm and commitment. 
 
2. You create a sense of common purpose. 
 
3. You take personal responsibility for making things happen. 
 
4. You make complex things simple for the benefit of others. 
 
5. You encourage and support others to take decisions autonomously. 
 
6. You act within the limits of your authority. 
 
7. You make time available to support others. 
 
8. You show integrity, fairness and consistency in decision-making. 
 
9. You seek to understand people’s needs and motivations. 
 
10. You model behaviour that shows respect, helpfulness and co-operation. 
 
11. You encourage and support others to make the best use of their abilities. 
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Unit 319 Provide leadership in your area of 
responsibility (AOG54) (MSC B6)  

 

Knowledge and understanding 
 
You need to know and understand the following: 
 
General knowledge and understanding 
1. The fundamental differences between management and leadership. 
 
2. How to create a compelling vision for an area of responsibility. 
 
3. How to select and successfully apply different methods for communicating with people 

across an area of responsibility. 
 
4. A range of different leadership styles and how to select and apply these to different 

situations and people. 
 
5. How to get and make use of feedback from people on your leadership performance. 
 
6. Types of difficulties and challenges that may arise, including conflict within the area, and 

ways of identifying and overcoming them. 
 
7. The benefits of and how to create and maintain a culture which encourages and 

recognises creativity and innovation. 
 
8. The importance of encouraging others to take the lead and ways in which this can be 

achieved. 
 
9. How to empower people effectively. 
 
10. How to select and successfully apply different methods for encouraging, motivating and 

supporting people and recognising achievement. 
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Unit 319 Provide leadership in your area of 
responsibility (AOG54) (MSC B6)  

 

Industry/sector specific knowledge and understanding 
1. Leadership styles common in the industry/sector. 
 
2. Legal, regulatory and ethical requirements in the industry/sector. 
 
Context specific knowledge and understanding 
1. Your own values, motivations and emotions. 
 
2. Your own strengths and limitations in the leadership role. 
 
3. The strengths, limitations and potential of people that you lead. 
 
4. Your own role, responsibilities and level of power. 
 
5. The vision and objectives of the overall organisation. 
 
6. The vision, objectives, culture and operational plans for your area of responsibility. 
 
7. Types of support and advice that people are likely to need and how to respond to these. 
 
8. Leadership styles used across the organisation. 
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Unit 319 Provide leadership in your area of responsibility (AOG54) (MSC B6) 
Evidence requirements 

Knowledge and Understanding Out- 
come

s 

Evidence of Outcomes: 

• possible examples of evidence 
Behaviours 

General 
Industry 
specific 

Context 
specific 

Plans, procedures, records of meetings and other communications you have prepared that clearly articulate your vision 
and show how it is to be translated into action 

• vision statement, policy statements, operational objectives plans and procedures 1, 2, 3, 6 1, 2, 3, 7 1, 2 1, 2, 3, 4, 5, 
6, 7, 8 

• notes, presentations and materials from team briefings and other meetings and discussions, 
newsletters, notices, intranet and internet pages 

1, 2, 3, 4, 5, 6, 
7, 8, 10, 11 

1, 2, 3, 4, 7, 8, 
9, 10 

1, 2 
1, 2, 3, 4, 5, 

6, 7, 8 

• personal statements (how you ensured that your vision was understood and used by others to 
shape their behaviour) 

1, 2, 3, 4, 5, 6, 
7, 8, 9, 10, 11 

1, 2, 3, 4, 7, 8, 
9, 10 

1, 2 
1, 2, 3, 4, 5, 

6, 7, 8 

O1 
O2 
O5 
O6 
O7 
O8 
O9 

O10 
• witness statements (by those using your vision to shape their behaviour) 1, 2, 3, 4, 5, 6, 

7, 8, 9, 10, 11 
- - - 

Records of critical incidents that show decisions you have made and how you have delegated responsibility to others, and 
have authorised activities designed to address significant problems and seized opportunities 

• contemporaneous notes, diary entries or memoranda to record significant difficulties or 
problems (eg those with possible disciplinary, business or legal consequences) 

2, 3, 5, 6, 11 
1, 3, 4, 6, 7, 

8, 9, 10 1, 2 
1, 2, 3, 4, 7, 

8 

• letters, memoranda, emails, reports and other communications to inform appropriate people 
and make a formal records of your decisions and actions (eg to resolve problems and delegate 
responsibility for future actions) 

2, 3, 4, 5, 6, 8, 
10, 11 

1, 3, 4, 6, 8, 
9, 10 

1, 2 1, 2, 3, 4, 7, 
8 

• minutes or notes of progress report meetings 
2, 3, 5, 6, 7, 8, 

9, 10, 11 
1, 4, 5, 6, 8, 

9 10 
1, 2 1, 2, 3, 4, 7, 

8 

• personal statements (how you made significant decisions and delegated responsibility to others) 
3, 5, 6, 7, 8, 9, 

10, 11 
1, 4, 6, 7, 8, 

9, 10 
1, 2 1, 2, 3, 4, 7, 

8 

O2 
O3 
O4 
O5 
O6 
O7 
O8 
O9 

O10 

• witness statements (how you made significant decisions and delegated responsibility to others) 
3, 5, 6, 7, 8, 9, 

10, 11 
- - - 
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Proposals you have made, parameters you have set, plans you have made and records you have kept of development 
meetings and projects designed to encourage creative ideas-generation and innovation: 

• proposals for, and agenda and reports of meetings  
1, 2, 3, 5, 6, 

11 
4, 6, 7, 8, 9, 

10 
2 2, 3, 4, 5, 6, 

7, 

• criteria used to sort and evaluate creative ideas 6, 8 4, 7 2 4, 5, 6 

O1 
O3 
O4 
O5 
O9 

O10 • proposals to develop new and innovative products, production systems or operational 
procedures  

1, 3, 4, 6 2, 3, 7 2 4, 5, 6 

Records of feedback you have received from managers, peers, those you manage and other colleagues, about your 
management and leadership performance: 

• records of appraisal or performance review interviews with your line manager 
1, 2, 3, 4, 5, 6, 

7, 8, 9, 10 
1, 2, 4, 5 1, 2 1, 2, 4, 7, 8 

• records of 360o appraisals by colleagues 
1, 2, 3, 4, 5, 6, 

7, 8, 9, 10 
1, 2, 4, 5 1, 2 1, 2, 4, 7, 8 

• notes of informal feedback, reflective logs or CPD records 
1, 2, 3, 4, 5, 6, 

7, 8, 9, 10 
1, 2, 4, 5 1, 2 1, 2, 4, 7, 8 

• critical incident personal reports 
1, 2, 3, 4, 5, 6, 

7, 8, 9, 10 
1, 2, 4, 5 1, 2 1, 2, 4, 7, 8 

O1 
O2 

O11 

• witness statements (experiences of your leadership and management performance) 
1, 2, 3, 4, 5, 6, 

7, 8, 9, 10 
- - - 
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Unit 320 Develop productive working relationships 
with colleagues (AOG57) (MSC D1) 

Overview 

Relationship to the National Occupational Standards for Management and Leadership  
 
This is unit D1 from the National Occupational Standards for Management and Leadership. 
 
What is the unit about? 
 
This unit is about developing working relationships with colleagues, within your own organisation 
and within other organisations, that are productive in terms of supporting and delivering your 
work and that of the overall organisation. 
 
‘Colleagues’ are any people you are expected to work with, whether they are at a similar position 
or in other positions. 
 
Who is the unit for? 
 
The unit is recommended for team leaders and first line managers. 
 
Links with other units 
 
It links with unit D2 Develop productive working relationships with colleagues and stakeholders in 
the suite of National Occupational Standards for Management and Leadership. You can obtain 
information on the unit from the Management Standards Centre website (www.management-
standards.org.uk). 
 
Skills 
 
Listed below are the main generic skills which need to be applied in developing productive 
working relationships with colleagues. These skills are explicit/implicit in the detailed content of 
the unit and are listed here as additional information. 
� Communicating    � Managing conflict 
� Empathising     � Networking 

� Information management   � Leading by example 

� Valuing and supporting others  � Involving others 
� Providing feedback    � Obtaining feedback 
� Stress management    � Prioritising 
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Unit 320 Develop productive working relationships 
with colleagues (AOG57) (MSC D1)  

 

Outcomes of effective performance 
 
You must be able to do the following: 
1. Establish working relationships with all colleagues who are relevant to the work being 

carried out. 
 
2. Recognise, agree and respect the roles and responsibilities of colleagues. 
 
3. Understand and take account of the priorities, expectations, and authority of colleagues in 

decisions and actions. 
 
4. Fulfil agreements made with colleagues and let them know. 
 
5. Advise colleagues promptly of any difficulties or where it will be impossible to fulfil 

agreements. 
 
6. Identify and sort out conflicts of interest and disagreements with colleagues in ways that 

minimise damage to the work being carried out. 
 
7. Exchange information and resources with colleagues to make sure that all parties can 

work effectively. 
 
8. Provide feedback to colleagues on their performance and seek feedback from colleagues 

on your own performance in order to identify areas for improvement 
 
Behaviours which underpin effective performance 
 
1. You present information clearly, concisely, accurately and in ways that promote 

understanding. 
 
2. You seek to understand people’s needs and motivations. 
 
3. You make time available to support others. 
 
4. You clearly agree what is expected of others and hold them to account. 
 
5. You work to develop an atmosphere of professionalism and mutual support. 
 
6. You model behaviour that shows respect, helpfulness and co-operation. 
 
7. You keep promises and honour commitments. 
 
8. You consider the impact of your own actions on others. 
 
9. You say no to unreasonable requests. 
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10. You show respect for the views and actions of others. 
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Unit 320 Develop productive working relationships 
with colleagues (AOG57) (MSC D1)  

 

Knowledge and understanding 
 
You need to know and understand the following: 
 
General knowledge and understanding 
1. The benefits of developing productive working relationships with colleagues. 
 
2. Principles of effective communication and how to apply them in order to communicate 

effectively with colleagues. 
 
3. How to identify disagreements with colleagues and the techniques for sorting them out. 
 
4. How to identify conflicts of interest with colleagues and the measures that can be used to 

manage or remove them. 
 
5. How to take account of diversity issues when developing working relationships with 

colleagues. 
 
6. The importance of exchanging information and resources with colleagues. 
 
7. How to get and make use of feedback on your performance from colleagues. 
 
8. How to provide colleagues with useful feedback on their performance. 
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Unit 320 Develop productive working relationships 
with colleagues (AOG57) (MSC D1)  

 

Industry/sector specific knowledge and understanding 
1. Regulations and codes of practice that apply in the industry or sector. 
 
2. Standards of behaviour and performance in the industry or sector. 
 
3. Working culture of the industry or sector. 
 
Context specific knowledge and understanding 
1. Current and future work being carried out. 
 
2. Colleagues who are relevant to the work being carried out, their work roles and 

responsibilities. 
 
3. Processes within the organisation for making decisions. 
 
4. Line management responsibilities and relationships within the organisation. 
 
5. The organisation’s values and culture. 
 
6. Power, influence and politics within the organisation. 
 
7. Standards of behaviour and performance expected in the organisation. 
 
8. Information and resources that different colleagues might need. 
 
9. Agreements with colleagues. 
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Unit 320 Develop productive working relationships with colleagues (AOG57) (MSC D1) 
Evidence requirements 

Knowledge and Understanding Out- 
comes 

Evidence of Outcomes: 

• possible examples of evidence 
Behaviours 

General 
Industry 
specific 

Context 
specific 

Records of activities and agreements with work colleagues that you have completed successfully: 

• notes, minutes or other records of formal and informal meetings with colleagues relating to agreements for action 
by you and your performance in relation to these agreements 

1, 2, 3, 4, 5, 6, 
7, 8, 9, 10 

1, 2, 3, 4, 
5, 6, 7, 8 

1, 2, 3 
1, 2, 3, 4, 
5, 6, 7, 8, 

9 

• emails, memos and other correspondence with colleagues relating to actions you have agreed to undertake and 
your performance in relation to these agreements 

1, 2, 3, 4, 5, 6, 
7, 8, 9, 10 

1, 2, 3, 4, 
5, 6 1, 2, 3 

1, 2, 3, 4, 
5, 6, 7, 8, 

9 

• personal statements (reflections on the nature and effectiveness of your relationships with work colleagues and 
your fulfilment of your commitments to them) 

5, 6, 7, 8, 9, 
10 

1, 2, 3, 4, 
5, 6, 7 

1, 2, 3 1, 2, 3, 4, 
5, 6, 7, 8 

O1 
O2 
O3 
O4 
O5 
O8 

• witness statements (comments by colleagues on the nature and effectiveness of your relationships with them and 
your fulfilment of your commitments to them) 

1, 2, 3. 4. 6, 7, 
10 

- - - 

Records of relationship difficulties or conflicts at work that you have successfully addressed and feedback you have given and received: 

• notes, minutes or other records of formal and informal meetings with colleagues relating to relationship difficulties 
or conflicts 

1, 2, 4, 5, 6, 7, 
8, 9, 10 

1, 2, 3, 4, 5, 
6, 7, 8 

1, 2, 3 
1, 2, 3, 4, 
5, 6, 7, 8, 

9 

• emails, memos and other correspondence with colleagues relating to relationship difficulties or conflicts 
1, 2, 4, 5, 6, 7, 
8, 9, 10 

1, 2, 3, 4, 5, 
6 

1, 2, 3 
1, 2, 3, 4, 
5, 6, 7, 8, 

9 

• notes or other records of verbal feedback and copies of memos, emails and letters you have sent in which you 
have given feedback to colleagues 

1, 2, 3, 4, 5, 6, 
8, 10 

1, 2, 3, 4, 
5, 6, 8 2, 3 5, 6, 7, 8 

• notes or other records of verbal feedback and copies of memos, emails and letters you have received in which 
colleagues have given feedback to you 

10 1, 2, 3, 4, 
5, 6, 7 

2, 3 5, 6, 7 

• personal statements (reflections on your ability to deal effectively with relationship difficulties or conflicts) 
5, 6, 7, 8, 9, 

10 
1, 2, 3, 4, 5, 

6, 7 
1, 2, 3 1, 2, 3, 4, 

5, 6, 7, 8 

O1 
O2 
O3 
O5 
O6 
O7 
O8 

• witness statements (comments by colleagues on your ability to deal effectively with relationship difficulties or 
conflicts) 

1, 2, 3. 4. 6, 7, 
10 

- - - 
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Unit 321 Recruit, select and keep colleagues (AOG58) 
(MSC D3) 

Overview 

Relationship to the National Occupational Standards for Management and Leadership  
This is unit D3 from the National Occupational Standards for Management and Leadership. 
 
What is the unit about? 
This unit is mainly about recruiting and selecting people to undertake identified activities or work-
roles within your area of responsibility. It involves taking a fair and objective approach to 
recruitment and selection to ensure that individuals with the required skills, knowledge and 
understanding and who are likely to perform effectively are appointed. 
 
As recruitment and selection can be expensive and time-consuming activities, the unit also 
involves taking action to understand why colleagues are leaving and taking action to keep 
colleagues.  
 
Whilst you would be expected to draw on the expertise of personnel specialists, you are not 
expected to be a personnel specialist yourself. 
 
For the purposes of this unit, ‘colleagues’ means those people for whom you have line 
management responsibility.  
 
Who is the unit for? 
The unit is recommended for first line managers and middle managers. 
 
Links with other units 
This unit is closely linked to 
Unit (AOG 59) - Plan the workforce (MSC D4) 
 
If your organisation is a small firm, you should look at unit J4 Recruit staff which has been 
developed by the Small Firms Enterprise and Development Initiative (SFEDI) specifically for small 
firms and which may be more suitable to your needs. You can obtain information on the unit from 
SFEDI on tel 0114 241 2155 or the SFEDI website (www.sfedi.co.uk). 
 
Skills 
Listed below are the main generic skills which need to be applied in recruiting, selecting and 
keeping colleagues. These skills are explicit/implicit in the detailed content of the unit and are 
listed here as additional information. 

Reviewing  Interviewing 

Negotiating  Planning 

Team building  Communicating 

Valuing and supporting others  Decision making 

Consulting  Problem solving 

Information management  Obtaining feedback 
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Unit 321 Recruit, select and keep colleagues (AOG58) 
(MSC D3)  

 

Outcomes of effective performance 
 
You must be able to do the following: 
1. Talk with colleagues who are leaving your area of responsibility to identify and discuss 

their reasons for leaving. 
 
2. Identify ways of addressing staff turnover problems, implementing those which clearly fall 

within your authority and communicating others to the relevant people for consideration. 
 
3. Review, on a regular basis, the work required in your area of responsibility, identifying any 

shortfall in the number of colleagues and/or the pool of skills knowledge, understanding 
and experience. 

 
4. Identify and review the options for addressing any identified shortfalls and decide on the 

best option(s) to follow. 
 
5. Consult with others to produce or update job descriptions and person specifications 

where there is a clear need to recruit. 
 
6. Consult with others to discuss and agree stages in the recruitment and selection process 

for identified vacancies, the methods that will be used, the associated timings and who is 
going to be involved.  

 
7. Ensure that any information on vacancies is fair, clear and accurate before it goes to 

potential applicants. 
 
8. Seek and make use of specialist expertise in relation to recruiting, selecting and keeping 

colleagues. 
 
9. Participate in the recruitment and selection process, as agreed, making sure that the 

process is fair, consistent and effective. 
 
10. Make sure that applicants who are offered positions are likely to be able to perform 

effectively and work with their new colleagues. 
 
11. Judge whether the recruitment and selection process has been successful in relation to 

recent appointments in your area and identify any areas for improvements. 
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Unit 321 Recruit, select and keep colleagues (AOG58) 
(MSC D3) 

Behaviours which underpin effective performance 
 
1. You recognise the opportunities presented by the diversity of people. 
 
2. You work to turn unexpected events into opportunities rather than threats. 
 
3. You try out new ways of working. 
 
4. You identify people’s information needs. 
 
5. You seek to understand people’s needs and motivations. 
 
6. You comply with, and ensure others comply with, legal requirements, industry regulations, 

organisational policies and professional codes 
 
7. You take and implement difficult and/or unpopular decisions, if necessary.  
 
8. You act within the limits of your authority. 
 
9. You show integrity, fairness and consistency in decision making. 
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Unit 321 Recruit, select and keep colleagues (AOG58) 
(MSC D3)  

 

Knowledge and understanding 
 
You need to know and understand the following: 
 
General knowledge and understanding 
1. Why it is important to identify and understand why colleagues are leaving and how to do 

so constructively and sensitively. 
 
2. The types of reasons colleagues might give for leaving. 
 
3. How to measure staff turnover. 
 
4. The causes and effects of high and low staff turnover. 
 
5. Measures which can be undertaken to address staff turnover problems. 
 
6. How to review the workload in your area in order to identify shortfalls in the number of 

colleagues and/or the pool of skills, knowledge, understanding and experience. 
 
7. Different options for addressing identified shortfalls and their associated advantages and 

disadvantages. 
 
8. What job descriptions and person specifications should cover and why it is important to 

consult with others in producing or updating them. 
 
9. Different stages in the recruitment and selection process and why it is important to 

consult with others on the stages, recruitment and selection methods to be used, 
associated timings and who is going to be involved. 

 
10. Different recruitment and selection methods and their associated advantages and 

disadvantages. 
 
11. Why it is important to give fair, clear and accurate information on vacancies to potential 

applicants. 
 
12. How to judge whether applicants meet the stated requirements of the vacancy. 
 
13. Sources of specialist expertise in relation to recruitment, selection and retention. 
 
14. How to take account of equality and diversity issues, including legislation and any relevant 

codes of practice, when recruiting and selecting people and keeping colleagues. 
 
15. How to review the effectiveness of recruitment and selection in your area. 
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Unit 321 Recruit, select and keep colleagues (AOG58) 
(MSC D3) 

 

Industry/sector specific knowledge and understanding 
1. Turnover rates within similar organisation in the industry/sector. 
 
2. Recruitment, selection and retention issues and specific initiatives and arrangements 

within the industry/sector. 
 
3. Working culture and practices of the industry/sector. 
 
Context specific knowledge and understanding 
1. Current people resources available to your area, including skills, knowledge, 

understanding and experience of colleagues. 
 
2. Work requirements in your area. 
 
3. Agreed operational plans and changes in your area. 
 
4. The staff turnover rate in your area. 
 
5. Job descriptions and person specifications for confirmed vacancies. 
 
6. Local employment market conditions. 
 
7. The organisation’s structure, values and culture. 
 
8. Employment policies and practices within the organisation – including recruitment, 

selection, induction, development, promotion, retention, redundancy, dismissal, pay and 
other terms and conditions. 

 
9. Sources of specialist expertise in relation to recruitment, selection and retention used by 

your organisation. 
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Evidence requirements 
 
 
Unit 
58 Recruit, select and keep colleagues (Imported Management Unit D3) 

Knowledge and Understanding Out- 
comes 

Evidence of Outcomes: 

• possible examples of evidence 
Behaviours 

General 
Industry 
specific 

Context 
specific 

Data on staff turnover, records of exit interviews and strategies for retaining staff: 

• spreadsheets and other records of staff turnover you have compiled and analyses to identify 
patterns and trends 

2, 4 1, 3, 4 1 4 

• notes or records of formal staff exit interviews and informal feedback from staff leaving the 
organisation, and summaries or analyses of the information collected 

2, 5 1, 2, 3, 4 1, 2 4 

O1 
O2 

• reports, proposals, action plans and other records of strategies you have developed for 
reducing staff turnover 

2, 3, 8 1, 2, 3, 4, 5 1, 2 1, 2, 4, 9 

Reviews of the workforce in your area of responsibility that you have organised or prepared: 

• analyses of business and/or operational plans to identify likely future employment requirements 
(numbers of people, skills levels, employment patterns, etc) 

2, 3, 6, 9, 10 6 3 1, 2, 3 

• reviews of current workforce profile (numbers, skill levels, age, etc) to identify any potential 
shortfalls in requirements 

1, 6, 9 6 3 1, 2, 3 

• notes, emails, memos or other records of discussions with colleagues to identify possible 
solutions to current or potential workforce requirements 

1, 6, 9 7 3 1, 2, 3, 9 

• reports or proposals you have prepared for addressing current or potential workforce 
requirements (eg recruitment, transfer or promotion, training, redundancy, early retirement, etc) 

1, 3, 6, 7, 9 7 3 1, 2, 3 

O3 
O4 

• personal statement (reflection on your role in developing strategies to address current or 
potential workforce requirements)  

1, 3, 6 6, 7 3 1, 2, 3 

O5 Records of your role in the recruitment and selection of new staff: 
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• notes of discussions about, and copies of, job descriptions and person specifications you have 
developed 

1, 3, 4, 6, 7 8, 13, 14 2, 3 5 

• notes, emails, memos or other records of discussions about the recruitment and selection 
process for new staff and your proposals for selection criteria 

1, 4, 6, 8, 9 
9, 10, 11, 13, 

14 
2, 3 6, 8, 9 

• notes of interviews or records of other selection process you have engaged in 5, 6, 9 10, 12, 14 2, 3 7, 8 

• reports, emails, memos or other records of your evaluation of the recruitment and selection 
process 

9 13, 14, 15 2, 3 8 

O6 
O7 
O8 
O9 

O10 
O11 

• personal statement (reflection on your role in recruiting and selecting new staff) 1, 3, 9 
8, 9, 10, 11, 
12, 13, 14, 

15 
2, 3 6, 7, 8 
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Unit 322 Allocate and monitor the progress and 
quality of work in your area of responsibility 
(AOG60) (MSC D6) 

Overview 

Relationship to the National Occupational Standards for Management and Leadership  
 
This is unit D6 from the National Occupational Standards for Management and Leadership. 
 
What is the unit about? 
 
This unit is about ensuring that the work required in your area of responsibility is effectively 
planned and fairly allocated to individuals and/or teams. It also involves monitoring the progress 
and quality of the work of individuals and/or teams to ensure that the required level or standard of 
performance is being met and reviewing and updating plans of work in the light of developments. 
 
The ‘area of responsibility’ may be, for example, a branch or department or functional area or an 
operating site within an organisation. 
 
Who is the unit for? 
 
The unit is recommended for first line managers and middle managers. 
 
Links to other units 
 
This unit is linked to 
Unit 320 (AOG 57) - Develop productive working relationships with colleagues (MSC D1). 
 
It is linked to units B1 Develop and implement operational plans for your area of responsibility, B6 
Provide leadership in your area of responsibility and D2 Develop productive working relationships 
with colleagues and stakeholders in the suite of National Occupational Standards for Management 
and Leadership. You can obtain information on the units from the Management Standards Centre 
website (www.management-standards.org.uk). 
 
If your organisation is a small firm, you should look at unit K1 Make sure your staff can do their 
work which has been developed by the Small Firms Enterprise and Development Initiative (SFEDI) 
specifically for small firms and which may be more suitable to your needs. You can obtain 
information on the unit from SFEDI on tel 0114 241 2155 or at the SFEDI website 
(www.sfedi.co.uk). 
  
Skills 
 
Listed below are the main generic skills which need to be applied in allocating and monitoring the 
progress and quality of work in your area of responsibility. These skills are explicit/implicit in the 
detailed content of the unit and are listed here as additional information. 
� Setting objectives    �  Communicating 

� Providing feedback    �  Valuing and supporting others 
� Consulting     �  Planning 

� Prioritising     �  Leadership 

� Reviewing     �  Problem solving 
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� Monitoring     �  Managing conflict 
� Decision making    �  Motivating 

� Information management   �  Delegating 

� Stress management 
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Unit 322 Allocate and monitor the progress and 
quality of work in your area of responsibility 
(AOG60) (MSC D6) 

 

Outcomes of effective performance 
 
You must be able to do the following: 
1. Confirm the work required in your area of responsibility with your manager and seek 

clarification, where necessary, on any outstanding points and issues. 
 
2. Plan how the work will be undertaken, seeking views from people in your area of 

responsibility, identifying any priorities or critical activities and making best use of the 
available resources. 

 
3. Ensure that work is allocated to individuals and/or teams on a fair basis taking account of 

skills, knowledge and understanding, experience and workloads and the opportunity for 
development. 

 
4. Ensure that individuals and/or teams are briefed on allocated work, showing how it fits 

with the vision and objectives for the area and the overall organisation, and the standard 
or level of expected performance. 

 
5. Encourage individuals and/or team members to ask questions, make suggestions and seek 

clarification in relation to allocated work. 
 
6. Monitor the progress and quality of the work of individuals and/or teams on a regular and 

fair basis against the standard or level of expected performance and provide prompt and 
constructive feedback. 

 
7. Support individuals and/or teams in identifying and dealing with problems and unforeseen 

events. 
 
8. Motivate individual and/or teams to complete the work they have been allocated and 

provide, where requested and where possible, any additional support and/or resources to 
help completion. 

 
9. Monitor your area for conflict, identifying the cause(s) when it occurs and dealing with it 

promptly and effectively. 
 
10. Identify unacceptable or poor performance, discuss the cause(s) and agree ways of 

improving performance with individuals and/or teams. 
 
11. Recognise successful completion of significant pieces of work or work activities by 

individuals and/or teams.  
 
12. Use information collected on the performance of individuals and/or teams in any formal 

appraisals of performance. 
 
13. Review and update plans of work for your area, clearly communicating any changes to 

those affected. 
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Unit 322 Allocate and monitor the progress and 
quality of work in your area of responsibility 
(AOG60) (MSC D6) 

 

Behaviours which underpin effective performance 
 
1. You recognise changes in circumstances promptly and adjust plans and activities 

accordingly. 
 
2. You prioritise objectives and plan work to make best use of time and resources. 
 
3. You make time available to support others. 
 
4. You take personal responsibility for making things happen. 
 
5. You show an awareness of your own values, motivations and emotions. 
 
6. You show integrity, fairness and consistency in decision-making. 
 
7. You clearly agree what is expected of others and hold them to account. 
 
8. You seek to understand people’s needs and motivations. 
 
9. You take pride in delivering high quality work. 
 
10. You are vigilant for possible risks and hazards. 
 
11. You encourage and support others to make the best use of their abilities. 
 
12. You use a range of leadership styles appropriate to different people and situations. 
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Unit 322 Allocate and monitor the progress and 
quality of work in your area of responsibility 
(AOG60) (MSC D6) 

 

Knowledge and understanding 
 
You need to know and understand the following: 
 
General knowledge and understanding 
1. How to select and successfully apply different methods for communicating with people 

across an area of responsibility. 
 
2. The importance of confirming/clarifying the work required in your area of responsibility 

with your manager and how to do this effectively. 
 
3. How to identify and take due account of health and safety issues in the planning, allocation 

and monitoring of work. 
 
4. How to produce a plan of work for your area of responsibility, including how to identify any 

priorities or critical activities and the available resources. 
 
5. The importance of seeking views from people working in your area and how to take 

account of their views in producing the plan of work. 
 
6. Why it is important to allocate work to individuals and/or teams on a fair basis and how to 

do so effectively. 
 
7. Why it is important that individuals and/or teams are briefed on allocated work and the 

standard or level of expected performance and how to do so effectively. 
 
8. The importance of showing individuals and/or teams how their work fits with the vision 

and objectives of the area and those of the organisation. 
 
9. Ways of encouraging individuals and/or teams to ask questions and/or seek clarification in 

relation to the work which they have been allocated. 
 
10. Effective ways of regularly and fairly monitoring the progress and quality of work of 

individuals and/or teams against the standards or level of expected performance. 
 
11. How to provide prompt and constructive feedback to individuals and/or teams. 
 
12. Why it is important to monitor your area for conflict and how to identify the cause(s) of 

conflict when it occurs and deal with it promptly and effectively. 
 
13. Why it is important to identify unacceptable or poor performance by individuals and/or 

teams and how to discuss the cause(s) and agree ways of improving performance with 
them. 
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14. The type of problems and unforeseen events that may occur and how to support 
individuals and/or teams in dealing with them. 

 
15. The additional support and/or resources which individuals and/or teams might require to 

help them complete their work and how to assist in providing this. 
 
16. How to select and successfully apply different methods for encouraging, motivating and 

supporting individuals and/or teams to complete the work they have been allocated, 
improve their performance and for recognising their achievements. 

 
17. How to log information on the ongoing performance of individuals and/or teams and use 

this information for formal performance appraisal purposes. 
 
18. The importance of reviewing and updating plans of work for your area in the light of 

developments, how to reallocate work and resources and clearly communicate the 
changes to those affected. 

 
Industry/sector specific knowledge and understanding 
1. Industry/sector requirements for the development or maintenance of knowledge, 

understanding and skills. 
 
2. Industry/sector specific legislation, regulations, guidelines, codes of practice relating to 

carrying out work. 
 
Context specific knowledge and understanding 
1. The individuals and/or teams in your area of responsibility. 
 
2. The vision and objectives for your area of responsibility. 
 
3. The vision and objectives of the overall organisation. 
 
4. The work required in your area of responsibility. 
 
5. The available resources for undertaking the required work. 
 
6. The plan of work for your area of responsibility. 
 
7. The organisation’s written health and safety policy statement and associated information 

and requirements. 
 
8. Your organisation’s policy and procedures in terms of personal development. 
 
9. Organisational standards or level of expected performance. 
 
10. Organisational policies and procedures for dealing with poor performance. 
 
11. Organisational grievance and disciplinary policies and procedures. 
 
12. Organisational performance appraisal systems. 
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Unit 322 Allocate and monitor the progress and quality of work in your area of responsibility 
(AOG60) (MSC D6) 

Evidence requirements 

Knowledge and Understanding Out- 
comes 

Evidence of Outcomes: 

• possible examples of evidence 
Behaviours 

General 
Industry 
specific 

Context 
specific 

Records of work allocation to people and teams in your area of responsibility: 

• notes or minutes of meetings with your manager regarding the work required from your team, and any 
priorities 

1, 2, 4, 9, 
10 

1, 2, 3, 18 1, 2 
1, 2, 3, 
4, 5, 7 

• business, operational or production plans or schedules and other documents identifying the work 
required from your area of responsibility that you have agreed, and any priorities you have identified 

1, 2, 4, 7, 
9, 10 

1, 2, 3, 18 1, 2 
1, 2, 3, 
4, 5, 7 

• detailed work plans or schedules, timetables and other plans for individuals’ and teams’ work activities, 
tasks, production targets or other ways of defining workloads 

1, 2, 4, 7, 
9, 10, 11 

3, 4, 5, 6, 
18 

1, 2 
1, 2, 3, 
4, 5, 6, 

7 

• notes of meetings and briefings to discuss work plans or schedules, timetables and allocate individual 
and team work activities, tasks, production targets, etc 

1, 2, 3, 4, 
5, 6, 7, 8, 
9, 10, 11, 

12 

3, 4, 5, 6, 
7, 8, 9 

1, 2 
1, 2, 3, 
4, 5, 6, 

7 

• personal statements (reflections on the process and reasoning behind work planning and allocation, 
including work priorities, availability of resources, and the relative abilities and development needs of team 
members) 

1, 2, 3, 4, 
5, 6, 8, 9, 
10, 11, 12 

2, 3, 4, 5, 
6, 7, 8 

1, 2 
1, 2, 3, 
4, 5, 6, 

7 

O1 
O2 
O3 
O4 
O5 

• witness statements (comments on the process of work planning and allocation and perceptions of its 
fairness, appropriateness and clarity) 

3, 6, 7, 8, 
11, 12 - - - 

Records of the quality and quantity of the work of people and teams in your area of responsibility: O5 
O6 
O7 
O8 

• records of the monitoring of work output/production for quality, consistency with specifications, etc (eg 
quality control sampling records, control charts, etc) that you have collected or commissioned 

7, 9, 10 
10, 13, 14, 

17, 18 
1, 2 

1, 2, 3, 
4, 5, 6, 

7, 9 
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• records of individual and team work output or production records, production/operational reports that 
you have prepared, etc 

1, 7, 9, 10 
13, 14, 15, 

17, 18 
1, 2 

1, 2, 3, 
4, 5, 6, 

7, 9 

• records of any changes to work plans or schedules that you have initiated 
1, 4, 6, 7, 
9, 10, 12 

14, 15, 16, 
17, 18 

1, 2 
1, 2, 3, 
4, 5, 6, 

7, 9 

• notes, reports, recommendations to managers or other records of problems or critical incidents and 
action you have taken in relation to supplied materials; equipment, vehicles or facilities; product/service 
quality; health, safety or security; customers; or team members’ work performance (including issues 
requiring disciplinary action, and training or coaching activity you have organised or undertaken) 

1, 4, 5, 6, 
7, 9, 10, 12 

12, 13, 14, 
15, 16, 17, 

18 
1, 2 

1, 2, 3, 
4, 5, 6, 
7, 8, 9, 
10, 11, 

12 

O9 
O10 
O11 
O12 
O13 

• notes, emails, memos or other records of formal or informal feedback or performance appraisal of team 
members  

3, 5, 6, 7, 
8, 10, 11, 
12 

10, 11, 12, 
13, 14, 15, 
16, 17, 18 

1, 2 

1, 4, 5, 
6, 7, 8, 
9, 10, 
11, 12 

• personal statement (reflections on your own role in dealing with problems or critical incidents affecting 
the team and its performance, and how you encourage the team and individual members to work to the 
best of their ability to achieve or exceed targets for quality and quantity of products or services) 

1, 3, 5, 6, 
10, 11, 12 

10, 11, 12, 
13, 14, 15, 
16, 17, 18 

1, 2 

1, 2, 3, 
4, 5, 6, 
7, 8, 9, 
10, 11, 

12  

• witness statements (comments on your own role in dealing with problems or critical incidents affecting 
the team and its performance, and how you encourage the team and individual members to work to the 
best of their ability to achieve or exceed targets for quality and quantity of products or services) 

3, 6, 7, 8, 
11, 12 - - - 
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Unit 323 Develop your own and others’ customer 
service skills (AOG51) (ICS Unit 6) 

Overview 

What this unit is about 
 
This unit is about taking responsibility for continuously developing your own customer service 
skills and passing those skills on to others.  It is about helping yourself and others to learn and 
grow in your customer service roles. 
 
Who this unit is for 
 
This unit is for people working in airports in roles such as senior check in officer and passenger 
services supervisor. 
 
Links to other units 
 
This unit complements  
Unit 207 (L2) – Check in aviation passengers and baggage 
Unit 208 (L2) – Receive, call and escort passengers to aircraft 
Unit 209 (L2) – Handling reports of lost or damaged baggage  
Unit 210 (L2) – Maintain the comfort of passengers using the executive lounge 
Unit 218 (L2) – Give customers a positive impression of yourself and your organisation 
Unit 221 (L2) – Deliver reliable customer service (ICS Unit 2) 
Unit 324 – Promote continuous improvement (ICS Unit 5) 
 
Knowledge and understanding requirements 
 
Please note the knowledge and understanding requirements listed in element 51.1 apply across all 
elements within this unit 
 
Relationship to National Occupational Standards for Customer Service 
 
This unit has been imported from the standards developed by the Institute for Customer Service.  
It appears as Unit 6 in the Level 3 suite of National Occupational Standards. 
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Unit 323 Develop your own and others’ customer 
service skills (AOG51) (ICS Unit 6)  

Element 1 Develop your own customer service skills 

Performance requirements 
 
You should be able to: 
1 identify with an appropriate authority the specific customer service skills you need to be 

effective in your role 
 
2 agree the actions you need to take to improve your customer service skills  
 
3 draw up a personal development plan which is based on your agreed actions to improve 

your customer service skills 
 
4 carry out your personal development activities in customer service and regularly review 

your progress 
 
5 obtain feedback about your customer service performance and update your personal 

development plan 
 
6 act on useful feedback 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a major competitors of your organisation  
b the effects of legislation on the performance of your organisation 
c the implications of a change of structure, products or services for your organisation 
d the implications of other market place activities on your organisation 
e what your customers’ rights are and how these rights limit what you are able to do for 

your customer 
f the specific aspects of:  

• health and safety 
• data protection 
• equal opportunities 
• disability discrimination  
• legislation and regulations that affect the way the products or services you deal with 

can be delivered to your customers  
g industry, organisational and professional codes of practice and ethical standards that 

affect the way the products or services you deal with can be delivered to your customers  
h any contractual agreements that your customers have with your organisation 
i the products or services of your organisation relevant to your customer service role  
j the guidelines laid down by your organisation that limit what you can do within your job 
k the limits of your own authority and when you need to seek agreement with, or permission 

from others 
l any organisational targets relevant to your job, your role in meeting them and the 

implications for your organisation if those targets are not met 
m how to communicate in a clear, polite, confident way and why this is important  
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n organisational systems and procedures for developing your own and others' personal 
performance in customer service 

o how your behaviour impacts on others 
p how to review effectively your personal strengths and development needs 
q how to put together a personal development plan that will build on your strengths and 

overcome your weaknesses in areas that are important to customer service 
r how to obtain useful and constructive personal feedback from others 
s how to respond positively to personal feedback 
t how to put together a coaching plan that will build on the strengths of the learner and 

overcome their weaknesses in areas that are important to customer service and their job 
role 

u how to give useful and constructive personal feedback to others 
v how to help others to respond positively to personal feedback 
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Unit 323 Develop your own and others’ customer 
service skills (AOG51) (ICS Unit 6)  

 

Performance requirements 
 
You should be able to: 
1 identify and agree with colleagues specific customer service skills and knowledge they 

need to learn in their customer service role 
 
2 identify opportunities for colleagues to take part in activities where they will learn and 

develop their skills and knowledge  
 
3 plan and organise activities and coaching sessions for colleagues to help them to learn 

and develop in their customer service role 
 
Knowledge and understanding requirements 
 
You should know and understand: 
The knowledge and understanding requirements listed in element one applies to the unit as 
a whole 
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Unit 323 Develop your own and others’ customer 
service skills (AOG51) (ICS Unit 6)  

 

Performance requirements 
 
You should be able to: 
1 carry out coaching sessions with colleagues to develop specific and agreed customer 

service skills and knowledge 
 
2 give colleagues the opportunity to practise skills, apply knowledge and gain experience in 

a structured way 
 
3 regularly check the progress of colleagues and modify your coaching as appropriate 
 
4 give regular feedback to colleagues about the progress they are making 
 
5 explain clearly to colleagues how ongoing support will be provided 
 
Knowledge and understanding requirements 
 
You should know and understand: 
The knowledge and understanding requirements listed in element one applies to the unit as  
a whole 
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Unit 323 Develop your own and others’ customer 
service skills (AOG51) (ICS Unit 6) 

Evidence requirements 
 
This unit is imported from the Institute of Customer Service Ref. L3 – Unit 6 

 

The Institute of Customer Service states Evidence Requirements for a Unit rather than 
breaking it down by Element.  These are as follows: 

Simulation is not allowed for any performance evidence within this Unit.  You must supply all 
the evidence for this Unit from development activities you have carried out for yourself and for 
colleagues within the workplace. 

 
Your own personal development plan may be based on: 
Existing customer service skills and development activities that already take place in your 
organisation or 
New activities that you have to devise for this Unit. 
 
You must have constructed your personal development plan taking account of information about 
the knowledge and skills relevant to your: 
Customer service role 
Own preferred method of learning 
Workload 
Opportunities for learning on the job 
Opportunities for learning off the job. 
 
You must show that you have applied your learning to improve your customer service skills, 
reviewed the results and used this information to update your personal development plan. 
 
An appropriate authority must be either: 
Your line manager or supervisor or 
Personnel/training staff from your organisation. 
 
Feedback about your customer service performance must always involve your line manager or 
supervisor and your evidence must show this.   
 
Your evidence of coaching may relate to a single colleague or several colleagues who may be: 
New to the organisation or 
New to the department or 
New to the position/procedure/system. 
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Your evidence must show that you have made reference to the knowledge and understanding 
requirements when constructing your personal development plan and when you coach others. 

 
Element 1     Performance Requirements (PRs)  See above 
 
Element 2     Performance Requirements (PRs)  See above 
 
Element 3     Performance Requirements (PRs)  See above 
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Unit 324 Promote continuous improvement (AOG50) 
(ICS Unit 5) 

Overview 

What this unit is about 
 
This unit is about being dedicated to the continuous improvement of customer service this 
involves organising changes in service.  You will need to identify potential changes, think through 
their consequences and make them work.  Above all, this unit asks you to show that you have 
organised and seen through change that is sustainable and is in the spirit of continuous 
improvement in customer service. 
 
Who this unit is for 
 
This unit is for people working in airports in roles such as senior check in officer and passenger 
services supervisor. 
 
Links to other units 
 
This unit complements 
Unit 207 (L2) – Check in aviation passengers and baggage, 
Unit 208 (L2) – Receive, call and escort passengers to aircraft, 
Unit 209 (L2) – Handling reports of lost or damaged baggage and 
Unit 210 (L2) – Maintain the comfort of passengers using the executive lounge 
 
Knowledge and understanding requirements 
 
Please note the knowledge and understanding requirements listed in element 50.1 apply across all 
elements within this unit. 
 
Relationship to National Occupational Standards for Customer Service 
 
This unit has been imported from the standards developed by the Institute for Customer Service.  
It appears as Unit 5 in the Level 3 suite of National Occupational Standards. 
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Unit 324 Promote continuous improvement (AOG50) 
(ICS Unit 5)  

 

Performance requirements 
 
You should be able to: 
1 plan ways of capturing customer feedback that will help you identify areas for 

improvement 
 
2 gather feedback from customers  
 
3 analyse feedback to identify opportunities to improve customer service 
 
4 discuss with others the potential effects of any proposed changes for your customers and 

your organisation 
 
5 agree improvements based on feedback with the appropriate authority 
 
Knowledge and understanding requirements 
 
You should know and understand: 
a major competitors of your organisation  
b the effects of legislation on the performance of your organisation 
c the implications of a change of structure, products or services for your organisation 
d the implications of other market place activities on your organisation 
e what your customers’ rights are and how these rights limit what you are able to do for 

your customer 
f the specific aspects of:  

• health and safety 
• data protection 
• equal opportunities 
• disability discrimination  
• legislation and regulations that affect the way the products or services you deal with 

can be delivered to your customers  
g industry, organisational and professional codes of practice and ethical standards that 

affect the way the products or services you deal with can be delivered to your customers  
h any contractual agreements that your customers have with your organisation 
i the products or services of your organisation relevant to your customer service role 
j the guidelines laid down by your organisation that limit what you can do within your job 
k the limits of your own authority and when you need to seek agreement with, or permission 

from others 
l any organisational targets relevant to your job, your role in meeting them and the 

implications for your organisation if those targets are not met 
m how to communicate in a clear, polite, confident way and why this is important  
n how service improvements in your area affect the balance between overall customer 

satisfaction, the costs of providing service and regulatory requirements 
o how customer experience is influenced by the way service is delivered 
p how to collect, analyse and present customer  feedback  
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q how to make a business case to others to bring about change in the products or services 
you offer 
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Unit 324 Promote continuous improvement (AOG50) 
(ICS Unit 5)  

 

Performance requirements 
 
You should be able to: 
1 plan and organise the implementation of agreed changes  
 
2 implement the changes according to organisational guidelines 
 
3 inform appropriate people inside or outside your organisation of the changes made and 

the reasons for them 
 
4 monitor early reactions to changes and make appropriate adjustments 
 
Knowledge and understanding requirements 
 
You should know and understand: 
The knowledge and understanding requirements listed in element one applies to the unit as  
a whole 
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Unit 324 Promote continuous improvement (AOG50) 
(ICS Unit 5)  

 

Performance requirements 
 
You should be able to: 
1 collect and record feedback on the effects of the change 
 
2 analyse feedback and share your findings on the effects of change with others 
 
3 summarise the advantages and disadvantages of changes made by using your findings 
 
4 use your evaluation of changes to identify opportunities for further improvement 
 
5 present these opportunities to the appropriate person 
 
Knowledge and understanding requirements 
 
You should know and understand: 
The knowledge and understanding requirements listed in element one applies to the unit as  
a whole 
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Unit 324 Promote continuous improvement (AOG50) 
(ICS Unit 5) 

 
Evidence requirements 
 
 
This unit is imported from the Institute of Customer Service Unit Ref. L3 - Unit 5 
 
The Institute of Customer Service states Evidence Requirements for a Unit rather than 
breaking it down by Element.  These are as follows: 

Simulation is not allowed for any performance evidence within this Unit.  You must supply all 
the evidence for this Unit from work you have carried out with your customers in your 
workplace.  Your customers can be internal or external to the organisation or a combination of 
both. 

 
You must provide evidence that you have organised changes which have resulted in sustainable 
continuous improvement to your customers, lasting over a period of time. 
 
You must show that your proposals for improvements are: 

• Based on planned and analysed customer feedback and 
• Take into account all relevant regulations and 
• Take into account the costs to the organisation. 

 
You may carry out this work alone or with colleagues.  However, you must prove that you have 
taken a leading and active role in: 

• Collecting and analysing feedback 
• Proposing initiatives for change 
• Implementing the change 
• Evaluating and reviewing the change 

 
Any evidence you use must clearly show the part you have played in each step of the process 
shown above. 
 
The changes that you propose and initiate may be changes: 

• In how products or services are supplied or 
• In how you and your colleagues behave when delivering products or services.   

 
Your evidence must show that you have applied all the knowledge and understanding  
requirements when you are gathering feedback and implementing the change. 
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Element 1     Performance Requirements (PRs)   See above 
 
Element 2     Performance Requirements (PRs)   See above 
 
Element 3     Performance Requirements (PRs)   See above 
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