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Introduction 

 

Course Leader & Personal Tutor: Theresa Frostick 

Location: Southeast London Workforce Development Hub 

Email: Theresa.frostick1@nhs.net 

OEice hours: Mon - Fri 9-5 
 
 

 

Thank you for enquiring about undertaking a Diploma in Business Administration.   

This brochure provides essential information about this qualification including the units 
and their aims and learning outcomes.  The teaching and learning activities, assessment 
tasks, resources will be provided during your introduction to each unit session.  

The Business Administration qualifications meet the needs of the adult learner wishing 
to work or already working in an administrative support role. They allow the learner to 
develop essential knowledge of how to carry out every day and more complex 
administrative tasks such as managing information and supporting events as well as 
giving you the opportunity to gain an understanding of project management, innovation 
and change in the business environment.  

The Level 2 and 3 Diplomas (5528-02/03) are based on Business and Administration 
national occupational standards and serve as the technical certificates in the Business 
and Administration Apprenticeship frameworks.  These qualifications were developed in 
association with the Council for Administration and other awarding organisations. 

The Level 2 module will suit you if you are working in, or want to work in, a business 
support role, and you are interested in learning to carry out every day administrative 
tasks, collaborating with others whilst encouraging a level of independence and boosting 
your confidence.   

Level 3 is ideal if you have worked in an administrative role for some time and would like 
to move into more of a leadership role, learning how to supervise others and contribute 
to wider departmental or organisational changes. 

The programme is funded by SELWDH, and depending upon the level chosen, you will 
undertake either 5 or 6 mandatory core units and then a choice of optional units. On 
commencement of the optional units, you will be provided with details of the aims, 
learning outcomes, tasks and assessment criteria for that unit.  

 



3 
 

                               Diploma in Business Administration – How it Works V1  06/2025 
 

You will have the opportunity to learn at your own pace, through self-directed study, 
webinars, and assessments with support from a personal tutor throughout.  

Please Note:  There may be times when you do need to additionally complete work 
in your own time, and it is therefore worth discussing with your manager about the 
flexibility of being allowed time during working hours to complete your study, e.g. on 
academic half days/PLT, as they will be required to give permission for you to 
complete this module. You should also remain employed by your organisation whilst 
undertaking this qualification. 

As the programme is primarily self-directed and self-paced, this will mean that you 
certainly need to have an element of discipline to manage both your time and your 
studies.  We do not like to initially put a deadline on the units, but if you are falling behind, 
you will be given a gentle reminder; some individuals thrive on deadlines, and others 
don’t.  

You would be required to be able to attend one in-person study day during the year, 
which is why we ask for support from your line managers to release you for this, and we 
would hope that you will complete the programme within 12-18 months.   

 
Aims of this qualification 
 
This qualification aims to provide learners with the underpinning knowledge required by 
employees to work in a range of diEerent environments in a business administration role.  
Please remember that this programme is generic and can be delivered in any business 
environment; therefore, at times you may be required to “think out of the box”. 

 
Total Qualification Time  
 
Total Qualification Time (TQT) is the total amount of time, in hours, expected to be spent 
to achieve a qualification, and this can vary depending on the learner. It includes both 
guided learning hours (GLH) and hours spent in preparation, study and assessment. As a 
guide, one credit is normally equal to 10 hours of learning or study. 

As long as you are and remain an employee of the organisation, you can also undertake 
this programme within your own time.   Again, please ensure that your manager is aware 
and that you state this on your application form by completing the relevant statement. 
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Entry Requirements 

 
There are no formal entry requirements for learners undertaking this qualification; 
however, you and your manager must confirm that you have the potential and the 
opportunity to gain the qualification successfully. 

 
 
Assessment Information 
 
Learners will be assessed by resources that have been developed by City and Guilds and 
are internally set by the tutor.  These are designed to help you to meet the assessment 
criteria of each unit undertaken.  At the commencement of each unit, you will be 
provided with details of the Aims, Learning Outcomes, tasks and assessment 
criteria for that unit. 
 
There are online presentations for you to watch, which help you to complete activities 
and worksheets and upload them to an e-portfolio (Learning Assistant) where they will 
be marked, and feedback given.  Detailed instruction handbooks will be provided.  Other 
forms of assessment include writing a report, developing a business plan, creating and 
delivering a presentation, manager/expert witness observation of your practice and essay 
writing.  Full instructions and guidance will be given; drafts can be submitted and extra 
tutoring sessions can be arranged. 
 
Your assessments are marked on the understanding that it is your own work and that it 
has not, in whole or part, been presented elsewhere for assessment. Where material has 
been used from other sources, this must be properly acknowledged. 
 
Assessments are regularly scrutinised by an Internal Quality Assessor and an External 
Moderator from City and Guilds to ensure marking and assessments are fair, reliable and 
valid. 
 
Constructive and developmental feedback will be provided on all assessments within 15 
working days from submission; in exceptional circumstances, where there is a delay in 
providing feedback, you will be informed by the course leader.  This will be of suEicient 
quality and quantity to facilitate your learning and include feedforward that can be 
applied on a future task.  It will provide you with an overview of any strengths and areas 
for improvement within your assessment, and guidance related to the ongoing 
development of your learning.  You will receive written feedback as well as the pass or fail 
grade awarded. Feedback will include “what was done well”, “what could be improved” 
and “what to take forward to your next assessment”.   
 
The unit achievement is not graded. Units are either passed or not passed. If you do not 
pass a unit at the first attempt, you will likely be eligible for a resit opportunity on the failed 
assessment.  Please speak to your programme leader about this. 
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Qualification Structure Level 2 
To achieve the Level 2 Diploma in Business Administration (5528-02), learners must achieve 45 credits 
in total; 21credits from the six mandatory units and a total of 24 credits from the optional units as follows: 
 

A minimum of 14 credits from group A optional units. 
A maximum of 10 credits from group B optional units. 
A maximum of 6 credits from group C optional units. 

 
A minimum of 36 credits must be achieved through the completion of units at Level 2 or above. 
Level 1 units are indicated by * 
 

Mandatory Units (21 
credits) 

A minimum of 14 credits 
from the following 
units: 
 

A maximum of 10 
credits from the 
following units: 
 

A maximum of 6 
credits from the 
following units: 
 

222 - Communication in 
a business environment 
(3) 

101 - Health and safety in 
a business environment * 
(2) 

228 - Process 
information about 
customers (3) 

104 - Understand 
working in a 
customer service 
environment * (3) 

224 - Principles of 
providing administrative 
services (4) 

102 - Use a telephone 
and voicemail system * 
(2) 

229 - Develop customer 
relationships (3) 

211 - Understand 
the use of research 
in business (6) 

225 - Principles of 
business document 
production and 
information management 
(3) 

103 - Meet and welcome 
visitors in a business 
environment * (2) 

230 - Deliver customer 
service (5) 

231 - Principles of 
marketing theory 
(4) 

226 - Understand 
employer organisations 
(4) 

201 - Manage diary 
systems (2) 

233 - Bespoke Software 
(3) 

232 - Principles of 
digital marketing (5) 

239 - Manage personal 
performance and 
development (4) 

202 - Produce business 
documents (3) 

234 - Spreadsheet 
Software (4) 

235 - Exploring 
social media (2) 

240 - Develop working 
relationships with 
colleagues (3) 

203 - Collate and report 
data (3) 

236 - Processing 
customers’ financial 
transactions (4) 

238 - Principles of 
customer 
relationships (3) 

 204 - Store and retrieve 
information (4) 

237 - Data 
Management Software 
(3) 

241 - Principles of 
team leading (5) 

 205 - Produce minutes of 
meetings (3) 

242 - Using email (3) 246 - Know how to 
publish, integrate 
and share using 
social media (5) 

 206 - Handle mail (3) 243 - Presentation 
Software (4) 

273 - Principles of 
equality and 
diversity in the 
workplace (2) 

 207 - Provide reception 
services (3) 

244 - Word Processing 
Software (4) 

274 - Understand 
the safe use of 
online and social 
media platforms (4) 

 208 - Prepare text from 
notes using touch typing 
(4) 

245 - Website Software 
(4) 
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 209 - Prepare text from 
shorthand (6) 

247 - Payroll Processing 
(5) 

 

 210 - Prepare text from 
recorded audio 
instruction (4) 

344 - Participate in a 
project (3) 

 

 212 - Archive information 
(3) 

  

 213 - Maintain and issue 
stationery and supplies 
(3) 

  

 214 - Use and maintain 
o]ice equipment (2) 

  

 215 - Contribute to the 
organisation of an event 
(3) 

  

 216 - Organise business 
travel or accommodation 
(4) 

  

 217 - Provide 
administrative support 
for meetings (4) 

  

 218 - Administer human 
resource records (3) 

  

 219 - Administer the 
recruitment and 
selection process (3) 

  

 220 - Administer parking 
dispensations (3) 

  

 221 - Administer finance 
(4) 

  

 223 - Buddy a colleague 
to develop their skills (3) 

  

 227 - Employee rights 
and responsibilities (2) 

  

 304 - Develop a 
presentation (3) 

  

 305 - Deliver a 
presentation (3) 

  

 307 - Contribute to the 
development and 
implementation of an 
information system (6) 

  

 308 - Monitor information 
systems (8) 

  

 322 - Analyse and 
present business data (6) 
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Mandatory Units Level 2 

Unit 222 
 

Communication in a business environment 

 
Aim:   This unit aims to develop the knowledge and skills required to communicate in a business 
environment. Upon completion of this unit, learners will be able to produce written business 
communications and will be able to communicate verbally in business environments.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand the requirements of written and verbal business communication  
2. Be able to produce written business communications  
3. Be able to communicate verbally in business environments  

 

Unit 224 
 

Principles of providing administrative services 

Aim:  This unit aims to develop knowledge and understanding regarding the provision of 
providing administrative services. Upon completion of this unit, learners will have developed 
an understanding of the organisation and administration of meetings, the organisation of travel 
and accommodation, and the management of diary systems. Learners will also understand 
how to use oDice equipment and will understand the use of mail services in a business context.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand the organisation and administration of meetings 
2. Understand the organisation of travel and accommodation 
3. Understand how to manage diary systems 
4. Understand how to use oDice equipment 
5. Understand the use of mail services in a business context 
6. Understand customer service in a business environment  

 

Unit 225 Principles of business document production and information 
management 

Aim:   This unit aims to develop knowledge and understanding regarding the principles of 
business document production and information management. Upon completion of this unit, 
learners will understand how to prepare and distribute business documents and will also 
understand how information is managed in business organisations.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand how to prepare business documents 
2. Understand the distribution of business documents 
3. Understand how information is managed in business organisations 
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Unit 226 
 

Understand employer organisations 

 
Aim:  This unit aims to develop knowledge and understanding regarding employer 
organisations. Upon completion of this unit, learners will have developed an understanding of 
organisational structures and the organisational environment.  
 
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand organisational structures 
2. Understand the organisational environment 

 

Unit 239 
 

Manage personal performance and development 

Aim:  This unit aims to develop the knowledge and skills required to manage personal 
performance and development. Upon completion of this unit, learners will be able to manage 
their own performance, time and workload. They will also be able to identify their own 
development needs and fulfil a personal development plan.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Be able to manage personal performance 
2. Be able to manage their own time and workload 
3. Be able to identify their own development needs 
4. Be able to fulfil a personal development plan 

 
Unit 240 
 

Develop working relationships with colleagues 

 
Aim:   This unit aims to develop the knowledge and skills required to develop working 
relationships with colleagues and introduces learners to the key principles underpinning 
eDective team working. Upon completion of this unit, learners will be able to maintain eDective 
working relationships with colleagues and work collaboratively to resolve problems.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand the principles of eDective team working 
2. Be able to maintain eDective working relationships with colleagues 
3. Be able to collaborate with colleagues to resolve problems 
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Qualification Structure Level 3 
To achieve the Level 3 Diploma in Business Administration (5528-03), learners must achieve a total of 
58 credits in total; 27 credits from the five mandatory units and a minimum of 31 credits from the optional 
units as follows.  

A minimum of 13 credits from group A optional units  
A maximum of 10 credits from group B optional units 
A maximum of 8 credits from group C optional units  

 

A minimum of 40 credits must be achieved through the completion of units at Level 3 or above Level 2 or 
below indicated by * 

Mandatory Units (27 
credits) 

A minimum of 13 credits 
from the following units: 
 

A maximum of 10 
credits from the 
following units: 
 

A maximum of 8 
credits from the 
following units: 
 

301 - Communicate in 
a business 
environment (4) 

202 – Produce business 
documents * (3) 

323 - Organise and 
deliver customer 
service (5) 

324 - Understand the 
customer service 
environment (5) 

318 - Principles of 
business 
communication and 
information (4) 

204 – Store and retrieve 
information * (4) 

325 - Resolve 
customers’ 
complaints (4) 

326 - Principles of 
digital marketing and 
research (7) 

319 - Principles of 
administration (6) 

205 – Produce minutes of 
meetings * (3) 

327 - Bespoke 
Software (4) 

329 - Principles of 
marketing 
stakeholder 
relationships (3) 

320 – Principles of 
business (10) 

206 – Handle mail * (3) 328 - Spreadsheet 
Software (6) 

330 - Principles of 
market research (5) 

345 - Manage 
personal and 
professional 
development (3) 

208 - Prepare text from notes 
using touch typing * (4) 

332 - Promote 
equality, diversity and 
inclusion in the 
workplace (3) 

337 - Principles of 
leadership and 
management (8) 

 209 - Prepare text from 
shorthand * (6) 

333 - Manage team 
performance (4) 

346 - Principles of 
social media within a 
Business (6) 

 210 - Prepare text from 
recorded audio instruction * 
(4) 

334 - Manage 
individuals’ 
performance (4) 

350 - Principles of 
marketing and 
evaluation (7) 

 213 - Maintain and issue 
stationery and supplies * (3) 

335 - Manage 
individuals’ 
development in the 
workplace (3) 

 

 215 - Contribute to the 
organisation of an event * (3) 

336 - Chair and lead 
meetings (3) 

 

 216 - Organise business 
travel or accommodation* 
(4) 

338 - Encourage 
innovation (4) 

 

 217 - Provide administrative 
support for meetings * (4) 

340 - Procure 
products and/or 
services (5) 

 

 218 - Administer human 
resource records * (3) 

341 - Implement 
change (5) 
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 219 - Administer the 
recruitment and selection 
process * (3) 

342 - Implement and 
maintain business 
continuity plans and 
processes (4) 

 

 220 - Administer parking 
dispensations * (3) 

344 - Participate in a 
project (3) 

 

 221 - Administer finance * 
(4) 

347 - Using email (3)  

 223 - Buddy a colleague to 
develop their skills * (3) 

348 - Database 
Software (6) 

 

 227 - Employee rights and 
responsibilities * (2) 

349 - Presentation 
Software (6) 

 

 302 - Contribute to the 
improvement of business 
performance (6) 

351 - Word 
Processing Software 
(6) 

 

 303 - Negotiate in a business 
environment (4) 

352 - Website 
Software (5) 

 

 304 - Develop a presentation 
(3) 

410 - Develop and 
maintain professional 
networks (3) 

 

 305 - Deliver a presentation 
(3) 

411 - Develop and 
implement an 
operational plan (5) 

 

 306 - Create bespoke 
business documents (4) 

415 - Manage physical 
resources (4) 

 

 307 - Contribute to the 
development and 
implementation of an 
information system (6) 

416 - Prepare for and 
support quality audits 
(3) 

 

 308 - Monitor information 
systems (8) 

418 - Manage a 
budget (4) 

 

 309 - Evaluate the provision 
of business travel or 
accommodation (5) 

419 - Manage a 
project (7) 

 

 310 - Provide administrative 
support in schools (5) 

420 - Manage 
business risk (6) 

 

 311 - Administer parking and 
tra]ic challenges, 
representations and civil 
parking appeals (5) 

422 - Recruitment, 
selection and 
induction practice (6) 

 

 312 - Administer statutory 
parking and tra]ic appeals 
(6) 

  

 313 - Administer parking and 
tra]ic debt recovery (5) 

  

 314 - Administer legal files 
(5) 

  

 315 - Build legal case files 
(5) 

  

 316 - Manage legal case files 
(5) 

  

 321 - Manage an o]ice 
facility (4) 

  

 322 - Analyse and present 
business data (6) 

  



11 
 

                               Diploma in Business Administration – How it Works V1  06/2025 
 

 405 - Support environmental 
sustainability in a business 
environment (4) 

  

 406 - Resolve administrative 
problems (6) 

  

 407 - Prepare specifications 
for contracts (4) 
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Mandatory Units Level 3 

Unit 301 
 

Communication in a Business Environment 

Aim:   This unit aims to develop the knowledge and skills required to communicate in a business 
environment. Upon completion of this unit, learners will be able to communicate in business 
both in writing and verbally.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand business communication models, systems and processes.  
2. Be able to communicate in writing in business.  
3. Be able to communication verbally in business. 

 

 

Unit 318 
 

Principles of Business Communication and Information 

Aim:  This unit aims to develop knowledge and understanding regarding the key principles of 
business communication and information. Upon completion of this unit, learners will have 
developed an understanding of a variety of business principles, including negotiation in a 
business environment, the development and delivery of presentations, the creation of bespoke 
business documents, and the use of information systems.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand negotiation in a business environment 
2. Understand how to develop and deliver presentations 
3. Understand how to create bespoke business documents 
4. Understand information systems in a business environment  

 

 

Unit 319 
 

Principles of Administration 

Aim:   This unit aims to develop knowledge and understanding regarding administration and 
introduces learners to the key principles of administration. Upon completion of this unit, 
learners will have developed an understanding of a variety of administration principles, 
including the management of an oDice facility, health and safety in a business environment, 
and the supervision of an administration team. Learners will also present knowledge of minute 
taking, chairing, leading and managing meetings, and event organisation.  
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand how to manage an oDice facility 
2. Understand health and safety in a business environment 
3. Understand how to take minutes of meetings 
4. Understand how to chair, lead and manage meetings 
5. Understand how to supervise an administration team 
6. Understand how to organise events 
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Unit 320 
 

Principles of Business 

 
Aim:  This unit aims to develop knowledge and understanding regarding business and 
introduces learners to the key principles of business. Upon completion of this unit, learners 
will develop an understanding of a variety of business principles, including business markets, 
business innovation and growth, and sales and marketing. Learners will also present 
knowledge of financial management and business budgeting. 
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Understand business markets 
2. Understand business innovation and growth 
3. Understand financial management 
4. Understand business budgeting 
5. Understand sales and marketing 

 

Unit 345 
 

Manage Personal and Professional Development 

Aim:  This unit aims to develop the knowledge and skills required to manage personal and 
professional development. Upon completion of this unit, learners will be able to identify 
personal and professional development requirements and fulfil a personal and professional 
development plan. Learners will also be able to maintain a personal and professional 
development plan ensuring its relevance. 
 
Learning Outcomes: By the end of this module, the learner will 
 

1. Be able to identify personal and professional development and requirements 
2. Be able to fulfil a personal and professional development plan 
3. Be able to maintain the relevance of a personal and professional development plan 
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Opportunities for Progression 

 
Depending on your current role, this qualification could lead to jobs such as: 

• Receptionist 
• Administrator 
• Secretary 
• Personal Assistant 
• OEice Supervisor 
• Team Leader 
• Manager 
• Business Apprenticeships at Level 3 and above 

 

Extenuating circumstances 

We recognise that there are times when matters that are unexpected and beyond a 
learner’s control will impact on their performance and ability to complete assessments 
within the specified timeframe. Examples include unforeseen illness, a death in the 
family, or injury.  Please contact the course leader if you need to apply for an extension to 
your submission date. 
 
If you have a disability, specific learning diEiculty, for example dyslexia, a long-term 
medical condition or a mental health condition which might aEect your study and 
assessments, please contact the course leader so that if adaptations are required then 
these can be made. 
 

Personal Tutoring 

 
The aim of personal tutoring is to support learners throughout the journey of their course, 
enable them to take responsibility for, and become partners in, their learning, academic 
progression and achievement and ensure that they develop the skills and capacity 
necessary to achieve their desired outcomes.  
 
Personal tutor meetings will be scheduled regularly during the length of the 
programme, and these are designed to provide you with advice and support during 
your study. The style of meetings will be flexible and will be conducted via MS Teams 
or in person.  Your personal tutor may visit you at your place of work within oGice 
hours.  Please do your best to attend these meetings, and do not be afraid to reach 
out for help. 
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Changes to the Course 
Southeast London Workforce Development Hub will do all that it reasonably can to 
deliver the course and support your learning as specified in our handbook.  However, 
under some circumstances, changes may have to be made.  This may include 
modifications to the content, method of delivery or assessments which may be due to 
sickness absence or events that are out of our control. 
 

 

Still interested?  Then please complete the application form 
overleaf and return to Theresa.frostick1@nhs.net 

I look forward to welcoming you to the cohort! 
  

mailto:Theresa.frostick1@nhs.net
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Application Form – Cohort 2: September 2025 
City & Guilds Diplomas in Business Administration 

 

Name & Date of Birth: GP Practice: 
 
 

Email Address (NHS): Telephone (Mobile): 
 
 

 

ICS:             SEL ☐   SWL ☐       NEL ☐       NCL ☐        NWL ☐ 

 
Please review the list of units for each qualification, and indicate which 
qualification level you wish to apply for: 
  
Level 2  
Diploma in Business Administration     ☐ 

Level 3  
Diploma in Business Administration      ☐ 

 

Previous Qualifications (starting with highest qualification first, including degree or equivalent, 
A Level, GCSE, Care Certificate, Functional Skills – add further rows if necessary) 

Qualification Subject 
Grade or 

equivalent 
Year Institution 

     
     
     

 

Career History (add further rows if necessary) 

Start 
Date 

End 
Date 

Employer Job Title 
 
Brief Description of Duties 
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Applicant to complete the relevant confirmation either statement 1 or 2 
below: 

Statement 1: 

I understand and agree with the information provided to me in this application form.  I 
have support to undertake this programme from my practice area and understand 
that any work I submit will be my own.  I would like to be enrolled on the above 
programme.  

Signature: 
 

 

Date: 
 

 

 

Statement 2: 

I understand and agree with the information provided to me in this application form.  I 
understand that any work I submit will be my own and may be undertaken in my own 
time.  I would like to be enrolled on the above programme.  

Signature: 
 

 

Date: 
 

 

 

Line Manager to complete: 

I confirm that I have read and understood the above information and that the learner has 
discussed their application with me.  We are happy to support them to proceed with their 
course enrolment. 

Name: 
 

 

Email: 
 

 

Signature: 
 

 

Date: 
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Ethnicity:  
 

White: 
English ☐ 
Welsh ☐ 
Scottish ☐ 
Northern Irish ☐ 
British ☐ 
Irish ☐ 
Gypsy or Irish Traveller ☐ 
Any Other White Background ☐ Please describe 
 
Mixed/Multiple Ethnic Groups 
White and Black Caribbean ☐ 

White and Black African ☐ 

White and Asian ☐ 

Any Other Mixed/Multiple ethnic background ☐ Please describe 

 
Asian/Asian British 
Indian ☐ 

Pakistani ☐ 

Bangladeshi ☐ 

Chinese ☐ 

Any Other Asian/Asian British Background ☐ Please describe 

 
Black/African/Caribbean/Black British 
African ☐ 

Caribbean ☐ 

Any Other Black/African/Caribbean/Black British Background ☐ Please describe 

 
Other Ethnic Group 
Arab ☐ 

Any Other Ethnic Group ☐ Please describe 
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Current Gender: Do you identify as: 
 
Woman   ☐ 

Man  ☐ 

Non-binary  ☐ 

Prefer not to say  ☐ 

Transwoman  ☐ 

Transman  ☐ 

Don't Know  ☐ 

Other  ☐ 

Self-Described ☐  please add in your own 

words. 

What age group do you fall into? 
 
18-25 ☐ 

26-29 ☐ 

30-35 ☐ 

36-40 ☐ 

41-45 ☐ 

46-50 ☐ 

50+     ☐ 

 

 

Please complete and save this document and forward to Theresa.frostick1@nhs.net  

 

 

 

 

mailto:Theresa.frostick1@nhs.net

