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Introduction

About this document

This document sets out the content that needs to be taught to prepare for the Knowledge Test
component of the Business Administrator End-Point Assessment.

This content is divided into five areas of learning:

understand the organisationand the effect of external factors
understand the fundamentals of business
understand legislationand regulationrelating to the administrativerole

understand the principles of stakeholder management

o K~ W~

understand project management
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1 Understand the organisation and the effect of external factors

Topics

1.1 explainthe importance of an organisation’s purpose

1.2 explainthe importance of organisational aims and objectives

1.3 explainthe effect of the wider economy onorganisations

1.4 describethe external factors that affect organisations and theirimpact
1.5 explainthe effect of the political environment on organisations

1.6 describewhatis meant by a PESTLE analysis

Topic 1.1

Purpose:
e Vision
e mission
e values

Topic 1.3

Wider economy eg:

e inflation

e labour market

e financial market eg currencies, stock exchange/stock markets
e global market eg currency, culture, trade restrictions

Topic 1.4

External factors eg:

market forces

policy and regulatory change
supply chain

international and global market

Topic 1.5

Political factors eg: government action being local, regional, national and international

Topic 1.6

PESTLE Analysis:
e political

e economic

e social

e technological
o legal

e environmental
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2 Understand the fundamentals of business

Topics

2.1 describethe principles of managing change

2.2 explainthe impact of changeto the administrativerole

2.3 describethe application of business finance in the administrativerole

Topic 2.1

Principles:

e startand lead from the top

e make the case

e involve all staff

e engage with all

e move into the new way thinking
e consider solutions

e assessand adapt

Topic 2.2

Impact of change (on):

e stakeholders (internal) eg staff, customers
e stakeholders (external) egbanks, Government, Agencies, suppliers, customers

Topic 2.3

Business Finance:

e billing

e budgets

e costings

e financial processes
e invoicing

e payments (including payment methods)
e purchase orders

e petty cash

e procurement

e contracts

e tenders

e purchase requisition
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3 Understand legislation and regulation relating to the administrative
role

Topics

3.1 explainthe legislationrelating to data protection

3.2 describethe importance of data protectioninthe administrative role

3.3 explainthe legislationand regulations relating to health and safety

3.4 describethe importance of healthand safety in the administrativerole

3.5 explainthe importance of promoting adherenceto legislationand regulatory practice

Topic 3.1
Data protection: General DataProtection Regulation (GDPR)
Topic 3.2

Importance of data protection:
e confidentiality

e safetyofdata

e useofdata

e personalresponsibility

e organisational responsibility
e retentionof data

e hard and soft copy

Topic 3.3

Health and safety:

e Healthand Safety at Work Act

Management of Healthand Safety at Work Regulation

Reporting ofinjuries, Diseases and Dangerous Occurrences Regulations (RIDDOR)
Control of Substances Hazardous to Health (COSHH)

Display Screen Equipment (DSE)
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Understand the principles of stakeholder management

Topics

4.1

describe stakeholders and their relationship to an organisation

4.2 explainthe principles of stakeholder management
4.3 explainthe importance of stakeholder management

Topic 4.1

Stakeholders (internal and external):

staff

organisation

customers/clients

shareholders

suppliers

partner organisations

international stakeholders and/or suppliers
creditors

Topic 4.2

Principles:

acknowledge and monitor
listen and communicate

adopt processes

recognise interdependence
work co-operatively
acknowledge potential conflicts
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5 Understand project management

Topics

5.1 describethe principles of project management

5.2 explainthe toolsused in project management and their purpose
5.3 describethe resources used in project management

5.4 explainwhat makes a successful project

Topic 5.1

Principles:

e project objectives eg SMART

e project constraints/barriers eg costs, time, scope, quality

e projects risks

e project life cycle ie initiating/start-up, planning, executing, monitoring and controlling
closing/close-up, evaluation/lessons learnt

e milestone

e project documentation eg project charter, project plan, change log

Topic 5.2

Tools:

e Gantt chart

e scheduling

e work breakdown structure

e product breakdown structure
e risk analysis/risk matrix

e project

Purpose (of the tools):

e jnitiate

e scope

e plan

e monitor
e report

e evaluate
Topic 5.3
Resources:
e people

e facilities

e equipment

e finance —budgeting eg top-down
e technology —eg asset register

e property
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Topic 5.4

Successful project:
e leadership
e communication — oral/written

® review

e contingency

e planning

e recording, reporting
e closure

e commitment

e skilled/knowledgeable staff
e time/quality/budget

e deliverables
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Additional Guidance

1 Understand the organisation and the effect of external factors

Topic1.1: The purpose of an organisation depends onwhat the organisation does and who it is
serving. Anorganisation’s mission statement defines the purpose of the organisationand, inturn,
what it doesand who it serves. The mission statementis also the organisation’sreasonfor

existing. Anorganisationwillhave a visionwhich is where it aims to go overlong term. In addition
an organisationhas values which represent what the organisations stands for.

Topic 1.2: Foran organisationitis important to have aims and objectives because they cover the
organisation’s aims to achieve as well as the outcomes. Aims and objectives assist an organisation
by making its purpose clearer. Aims are known as statements of intent and they set out what the
organisationhopesto achieve. Objectives should be specific statements that define measurable
outcomes.

Topic 1.3: The wider economy covers anumber of areas as follows:

« inflation, which is a generalincrease in prices and fallin the purchasing value of money.
This affects the organisation by putting pressure onthem throughthe increase of pricesin order

to cover cost, the prices the organsationsell at, whether it sells products of services, or the cost
of what they purchase as an organisation.

* labour market affects an oganisationas staff need to carry out the work necessary, however if
qualified staff are not available, the organisationwill find it costly to recruit. Inaddition, ifthere is a
favourable market, staff will be tempted to leave and moveto other organisations, often
competitors.

« financial market, abroad term describing any marketplace where buyers and sellers participate
in the trade of assets such as equities, bonds, currencies and derivatives. Financial markets are
typically defined by market forces. The financial market has an impact on organisations as it
dictatesinterest rates, what they can borrow and what they canearnin terms of interest.
Currency rates canalso affect those organisations who buy or sell overseas. The financial market
can also affect the share price of an organisation. Inaddition the financial market will cover the
stockexchange, which does not own shares but acts as a market where those wanting to buy
stocks canconnect with those selling. Stocks canbe traded onone or more possible exchanges
throughout the world. The stockmarket is where stocks are traded, whilst a stockexchangeis
more specific to the place where the trading is carried out.

« global market affects the wider economy through cultural differences. There are many cultural
differences such as language, values and what things mean in one country may not be seen in the
same way in another. Currency can also affect the global market as there can be fluctuations that
will affect the price of goods that are exported and imported. Traderestrictions have to be
considered eg some countries set quotas where they limit the amount ofimported goodsto
protect the domestic businesses. Trade barriers can include taxes, tariffs and duties. These are
applied to protect the country’s ownindustries.

Topic 1.4: The externalfactorsthat affect anorganisationare:

» market forces which are the ‘economic factors affecting the price of, demand for, and availability
ofa commodity. Ingeneral, excess demand causes prices and quantity of supply to rise, and
excess supply causes them to fall’.
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« policy and regulatory changeis where there may be some changesin legislation, regulations
which in turn require a changeto policiesin the organisation. The policies and procedures require
tobe altered to putin place those legislative and regulatory changes.

* supply chain which'is the flow of goods and services fromraw materials to the customer. The
supply chain affects the organisationasit requires to be smoothand efficient and any issue can
affect the running of the organisation. The supply chain dictates who the people are within the
organisationthat contribute to the delivery of a product or service. This, in a larger organisation
may look like a family tree showing people and departments, or different parts of the business,
that have connectionsto oneanother. In a smaller organisation one person may have to take on
many of the roles that are looked after by specialist departmentsin larger organisations.

« international and global market can have animpact onan organisationat any time through for
example climateissues, like a hurricane, which canaffect cropsthat may be crucialto an
organisation, orachangein a government’s policy which affects the organisation’s ability to trade
ina country or area.

Topic 1.5: The effect of the political environment onan organisation canbe varied fromtax

rises/decreases, legislation change eg regarding health and safety which could affect the ability of
an organisationto produce their goods.

Topic 1.6: PESTLE is:

» PforPolitical

» EforEconomic

+ SforSocial

* TforTechnological
+ LforlLegal

» EforEnvironmental

A PESTLE Analysis (sometimes referred to as PEST Analysis) is used as atool by organisations to
trackthe environment they operatein. It canalso beused as a toolwhen organisations are
planning to introduce anew service, product or project. It allows organisationsto lookat what
influences the way they operateincluding the effects of these influences. Some may refer to E as
Ethics. APESTLE Analysis encourages organisationsto lookat external factors that may have

possible negative or positive effects onthemselves. PESTLE canbe helpful in the development ofa
business plan or strategy.

2 Understand the fundamentals of business

Topic 2.1: The principles of managing change require that organisations should start and lead
fromthe top, by knowing exactly what they want to achieveand need to do, moving onto making
the casefor change and then once getting approval, let all staff know. Involving and engaging staff
inany changeis vital, asit is important staff understand what will be happening and what the
effect will be onthem because ofthe change. Staff need to be informed and be encouraged to

assess and adapt, embracing the new way of thinking. They will also need to consider what it
means and possible solutions to any difficulties that may arise.
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Topic 2.2: The impact of change to the administrative role canaffect internal stakeholders, such as
staff, who may have to changeroles, work remotely, orin extreme cases lose their jobs. Change
can negatively affect staff if they are not kept informed, as staff can be against the change and not
work positively to enableits introduction. External stakeholders, such as external customers, can
also be affected as change may affect costs or levels of service. By making a change and affecting
customers this may, in turn, affect the organisation who may eventually lose those customers.
Change canalso beforced on an organisation due to necessary production changes, equipment
updates or legislative requirements, such as those which were introduced as a result of Brexit.
These can be costly but equally it canresult in cost savings and therefore having a positive effect
on the organisationand ultimately on customers and staff. Change can also have an effect on
other external stakeholders, such as suppliers and shareholders.

Topic 2.3: Business finance covers a wide range of activities and disciplines around the
management of money and assets, which in the administrative role can cover the financial process
and within that budgeting, costings, billing, invoicing and purchasing.

3 Understand legislation and regulation relating to the administrative role

Topic3.1: The regulationrelating to data protectionis the General Data Protection Regulation
(GDPR), whichisintended to strengthenand unify data protectionfor allindividuals within the
EuropeanUnion. Legislationisupdated fromtime to time and the GDPR is the most important
changeto dataprivacy. It aims primarily to give controlbackto citizens and residents over their
personal dataand to simplify the regulatory environment for international business by unifying the
regulationwithin the EU. The key principles ofthe previous act still hold true with:

» Fairnessand Transparency - Organisations must always process personal data lawfully, fairly,
and in a transparent manner.

» PurposeLimitation-Organisations can collect personal data only for specified, explicit,and
legitimate purposes. They cannot further process personal dataina manner that’s incompatible
with those purposes.

» DataMinimisation - Organisations can collect only personal data that’s adequate, relevant, and
limited to what’s necessary for the intended purpose.

» Accuracy - Personal data must be accurate and, where necessary, kept up to date.

+ DataDeletion-Personal data must be kept only for aslong asit’s needed to fulfil the original
purpose of collection.

* Security - Organisations must use appropriate technical and organisational security measures to
protect personal data against unauthorised processing and ac cidental disclosure, access, loss,
destruction, or alteration

+ Accountability - A data controlleris responsible forimplementing measures to ensure that the
personal datait controlsis handled in compliance with the principles of the GDPR.

Topic3.2: Dataprotectionis crucialin the administrative role as the roleinvolves constantly
dealing with data and that datais often protected and so must be kept confidential. Datais
protected by the regulationand it defines the ways in which informationabout living people may
be legally used and handled. The main intention of the regulationisto protect individuals against
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misuse or abuse of informationabout them, ensuring compliance with the law and the safety and
confidentiality of data, which withinthe administrativeroleis a key part.

Topic 3.3: The legislationand regulationrelating to healthand safety include for example:
e Healthand Safety at Work Act
e Management of Healthand Safety at Work Regulations
e Reporting of Injuries, Diseases and Dangerous Occurrences Regulations (RIDDOR)
e Controlof Substances Hazardous to Health (COSHH)

There are many other regulations within the Act, many of which are fairly specific to certainroles.
Within the administrativerole, regulations suchas The Healthand Safety (Display Screen
Equipment) Regulations 1992 aim to protect the health of people who work with DSE. The

Regulations were introduced because DSE has become one of the most commonkinds of work
equipment.

Topic 3.4: Health and safety is important in the administrative role as like any part of business
there are hazards and risks. It is important to note that health and safety does not only relate to
the use of machinery but canalso relate to stress, fatigue and eye strain.

Topic 3.5: The importance of promoting adherenceto legislationand regulatory practice cannot
be emphasised enough. Itis important to comply withlegislationand regulationregardless
ofthe nature of the business. There is a need to have good management and to be socially
responsibleas well as compliant.

4 Understand the principles of stakeholder management

Topic 4.1: A stakeholder is ‘a personwith an interest or concernin something, especially a
business’ and these can be the staff within the organisation, the customers, the shareholders (if
relevant), the suppliers, the creditors and of course the organisationitself. Each entity, willhave a
certainrelationship to an organisation.

Topic 4.2: Stakeholder management is important to ensure the successful delivery of any activity.
Managing staff, for example, is vital to ensure efficiency, whilst managing suppliers is vital to
ensure costsare controlled and supply continued, whilst managing shareholdersis also vital to
ensure the successful continuation of the organisation.

Topic 4.3: Stakeholders can be managed through planning and control. There must be a strategy
in place with firstly the organisationrecognising who the stakeholders are and their influence and
interest, then actively communicating with them and influencing and engaging with them in an
appropriate way.

5 Understand project management

Topic5.1: As part of the principles of project management objectives should be set and known.
Objectives should be SMART — Specific Measurable, Achievable, Realistic and Time-bound.
Planning is vital as without a strong, welllaid out and agreed planthe project is unlikely to
succeed in an efficient and cost-effective manner.
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The constraints and barriers, such as cost, legislation, scope and quality should always be
recognised, considered and notignored. A project also needs to have a time span indicating the
start and projected finish time. Risk should always be identified and controlled. Reporting of how
risk(s) is being managed and constantly being recognised is vital to ensure any issues do not arise
if they could have been foreseen as a possibility and dealt or controlled inadvance. Projects have
a life cycleie from initiating/start-up, planning, executing, monitoring and controlling, leading to
closing/close-up and at the end evaluationresulting in analysing lessons learnt. Projects have
milestones and documentation, suchas project charter, projectplan, changelog.

Topic5.2: There are many tools used in project management, some examples are listed below:

« Gantt chart, whichwas developed by an Americanengineer. It aims to provide a graphical
illustrationofa schedule that helps to plan, co-ordinate, and track specific tasksina project
scheduling, includes day to day activities to organise daily work. However withina project it can
be used to set when an activity should start or end, depending onits duration, resource

availability, and target completion date of the project

work breakdown structure, isa method of providing away to incorporate project details as they
become available without having to prepare anew estimate or budget

product breakdown structure, is used to analyse, document and communicate the outcomes of

a projectas well asto reduce a complex project, or product, into manageable components

risk analysis, identifies and analyses possiblerisks to aproject. Riskanalysiscan

help identify and understand the risks that could be faced in a project. It helps the mana gement
of risks, minimising their impact onplans.

risk matrix, is a matrix that is used during risk assessment to define the level of risk by
considering the probability or likelihood. Thisis a simple mechanism to increase the visibility of
risks and assist management in decisionmaking.

* projectreport, highlights the successes, lessons learned and performancein orderto ensure a
final sign-offand it also assistsin learning for future projects.

The purpose of project management toolsis to assist throughout a project frombeginning to end
inorderto:

e initiate

e scope

e plan

e monitor
e report

e evaluate

Topic 5.3: The resources used in project management include:

* peopleinvolved suchas staff, contractors

« facilities required to ensure completion. These could include administrative facilities and support

* equipmentinvolved in what is necessary fora project, fromlarge, heavy equipment to
computers

« finance needed from beginning to end and the stages it needs to be available at. Thereis usually
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a setbudget tobeworked to and directions should be givenfrom the top-down

* technology, which canbe varied according to the project

 assetregister, whichis alist of the assets owned by a business. It contains details oneach fixed
asset to tracktheir value and physicallocation. Itindicates the quantity and value of things like
office equipment, motor vehicles, furniture, computers, communications systems and
equipment.

+ property, being land or buildings.

Topic 5.4: A successful project depends onthe commitment, skills, knowledge and experience,
and oftenwork ethics, ofthose involved, as without this a project canbe difficult to run, organise
and control. Withknowledge and experience, barriers and risks (and conflicts) canbe overcome. A
successful projectisalso dependent on the running and control of finances.

The success of a project also depends onstrong leadership, ensuring clear communication
throughout (both oraland written). A project should be planned and include contingency plans. A
plan should be reviewed regularly to monitor progress and any necessary changesimplemented.
A project willhave a budget and have set deliverables, with set timescales and quality to be met
against the deliverables. Recordsrequireto bekeptand used to report the progress of a project.

A project requires to be closed off appropriately with an evaluation, so that any lessons learnt can
be used in future projects.
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Task instructions for centres/employers/training providers

The testcan be taken at any time during the End-point Assessment phase,
however it is recommended to take it before moving to the portfolio-based
interview and project/improvement presentation

This knowledge testis available on demand through e-volve. No reservation
request is needed.

This is a 60 minute, on-demand, 4-option, multiple choice test

Apprentices are allowed an additional 5 minutes reading time prior to commencing
the test

There are 50 questions in the test
Itis externally setand marked

An invigilator will need to be provided for the test, as defined by the JCQ
instructions for conducting examinations

Apprentices should be prepared for the test
A sample paper is available on the website.
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Useful contacts

Centres E: centresupport@cityandguilds.com

Examentries, Certificates,
Registrations/enrolment, Invoices, Missing
or late exammaterials, Nominal rollreports,
Results

Learners E: learnersupport@cityandguilds.com
General qualificationinformation

Other contacts W: www.cityandguilds.com/help/contact-us

For other contacts visit the Contact Us page
of our website
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About City & Guilds

As the UK’s leading vocational education organisation, City & Guilds is leading the talent revolution
by inspiring people to unlock their potentialand develop their skills. We offer over 500
qualifications across 28 industries through 8500 centres worldwide and award around two million
certificates every year. City & Guildsis recognised and respected by employers across the world
as a signof quality and exceptional training.

City & Guilds Group

The City & Guilds Group operates fromthree major hubs: London (servicing Europe, the Caribbean
and Americas), Johannesburg (servicing Africa), and Singapore (servicing Asia, Australia and New
Zealand). The Group also includes the Institute of Leadership & Management (management and
leadership qualifications), City & Guilds Licence to Practice (land-based qualifications), the Centre
for Skills Development (CSD works to improve the policy and practice of vocational educationand
training worldwide) and Learning Assistant (an online e-portfolio).

Copyright

The content of thisdocument is, unless otherwiseindicated, © The City and Guilds of London
Institute and may not be copied, reproduced or distributed without prior written consent.
However, approved City & Guilds centres and candidates studying for City & Guilds qualifications

may photocopy this document free of charge and/or include a PDF version of it on centre intranets
on the following conditions:

e centrestaffmay copy the material only for the purpose of teaching candidates working
towards a City & Guilds qualification, or forinternal administration purposes

e candidates may copy the material only for their own use when working towards a City & Guilds
qualification

The Standard Copying Conditions (see the City & Guilds website) also apply.

Please note: National Occupational Standards are not © The City and Guilds of London Institute.
Please checkthe conditions uponwhich they may be copied withthe relevant Sector Skills
Council.

Published by City & Guilds, a registered charity established to promote educationand training

City & Guilds
1 Giltspur Street
London EC1A 9DD

www.cityandguilds.com
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