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Qualification Specification about 
 

ICTQual AB Level 5 Diploma in Quality Control 
Telecom 

About ICTQual AB’s  

ICTQual AB is a distinguished awarding body based in the United Kingdom, dedicated to fostering excellence 

in education, training, and skills development. Committed to global standards, ICTQual AB’s provides 

internationally recognized qualifications that empower individuals and organizations to thrive in an 

increasingly competitive world. Their offerings span diverse industries, including technical fields, health and 

safety, management, and more, ensuring relevance and adaptability to modern workforce needs. 

ICTQual AB’s delivers high-quality educational solutions through a network of Approved Training Centres 

worldwide. Their robust standards and innovative teaching methodologies equip learners with practical 

knowledge and skills for personal and professional growth. With a mission to inspire lifelong learning and 

drive positive change, ICTQual AB’s continuously evolves its programs to stay ahead of industry trends and 

technological advancements. 

Course Overview 

The ICTQual AB Level 5 Diploma in Quality Control – Telecom is a comprehensive qualification designed to 

develop advanced knowledge and practical expertise in quality control practices specifically tailored for the 

telecommunications sector. This programme focuses on embedding internationally recognised standards and 

performance objectives within telecom operations, infrastructure, and service delivery. Participants will 

explore advanced quality management principles, auditing processes, inspection protocols, defect 

identification, compliance assessment, risk-based thinking, and data analysis techniques that are essential for 

maintaining excellence and reliability in telecommunications systems. The diploma ensures that individuals are 

capable of implementing, monitoring, and improving quality control frameworks that enhance customer 

satisfaction, operational efficiency, and regulatory alignment within diverse telecom environments. Through a 

combination of theoretical instruction and applied learning, learners will acquire the competence to lead and 

contribute to quality control initiatives that support continuous improvement, technological compliance, and 

service consistency across telecom networks. 

 



 
 

www.ictqualab.co.uk 
support@ictqualab.co.uk 

Page | 3 
ICTQual AB’s Qualification Specification 

 

Level 5 Diploma in Quality 

Control Telecom 

Course Aim: 

The aim of this course is to equip learners with advanced-level skills and understanding to manage and control 

quality within the telecommunications sector. The qualification is structured to ensure that learners can 

confidently interpret and apply quality standards, perform technical inspections and internal audits, evaluate 

conformance to operational procedures, and implement corrective actions that align with sector-specific 

objectives. 

By the end of the programme, learners will be able to: 

 Analyse and apply core quality control concepts relevant to telecom technologies. 

 Conduct inspections and audits that reflect best practices in telecom quality assurance. 

 Identify deviations and implement effective improvement measures. 

 Ensure compliance with regulatory, industry, and organisational standards. 

 Support sustainable quality improvement across technical systems and service platforms. 

For Whom This Course is For: 

This diploma is ideally suited for: 

 Quality control professionals seeking sector-specific advancement in telecommunications. 

 Telecom engineers and technicians aiming to enhance their competence in quality management 

practices. 

 Supervisors and managers responsible for operational quality oversight in telecom environments. 

 Individuals aspiring to transition into specialist quality assurance roles within telecom services. 

 Candidates with a background in electronics, telecom systems, or related disciplines seeking 

structured development in quality control standards and objectives. 

The course provides a robust foundation for individuals aiming to contribute to the integrity, reliability, and 

performance excellence of telecom systems through applied quality assurance methodologies. 
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Certification Framework 
 

Qualification title ICTQual AB Level 5 Diploma in Quality Control Telecom 

Course ID QC0016  
Grading Type Pass / Fail 
Competency Evaluation Coursework / Assignments / Verifiable Experience   
Assessment The assessment and verification process for ICTQual AB’s  qualifications 

involves two key stages: 
 
Internal Assessment and Verification: 

 Conducted by the staff at the Approved Training Centre (ATC) to ensure 
learners meet the required standards through continuous assessments. 

 Internal Quality Assurance (IQA) is carried out by the centre’s IQA staff 
to validate the assessment process. 

External Quality Assurance: 
 Managed by ICTQual AB’s verifiers, who periodically review the centre's 

assessment and IQA processes. 
Verifies that assessments are conducted to the required standards and 
ensures consistency across centres 

Entry Requirements 

To enroll in the ICTQual AB Level 5 Diploma in Quality Control Telecom, learners must meet the following 

requirements: 

 Minimum Age 

Learners must be at least 19 years of age at the time of registration. This ensures a level of maturity and 

professional readiness suitable for the advanced nature of the programme. 

 Educational Background 

A Level 3 qualification in telecommunications, engineering, quality assurance, or a related technical field is 

required. Equivalent qualifications, including recognised vocational certifications or international equivalents, 

are also accepted. Strong foundational knowledge in telecom systems and quality control principles is 

essential for success in this course. 

 Industry Experience 

A minimum of 1–2 years of relevant industry experience in telecommunications, quality inspection, system 

testing, or engineering is highly recommended. Learners should ideally have hands-on involvement in telecom 

operations or quality-related roles, as the course involves applied learning and complex industry standards. 

These entry requirements are designed to ensure that learners are equipped to fully engage with the course 

content and apply their knowledge in practical, high-responsibility telecom quality control roles. Training 

providers may assess additional qualifications or experience on a case-by-case basis to support admission.  
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Qualification Structure 

This qualification comprises 10 mandatory units. Candidates must successfully complete all mandatory units 

to achieve the qualification. 

Mandatory Units 
Unit Ref# Unit Title 

QC0016-01 Strategic Quality Management for Telecommunications Projects 

QC0016-02 Advanced Telecom Systems Diagnostics and Calibration 

QC0016-03 Network Quality and Service Assurance Techniques 

QC0016-04 Regulatory Compliance and International Telecom Law 

QC0016-05 Telecom Risk Assessment and Quality Control Planning 

QC0016-06 Supply Chain Quality Management in Telecom Projects 

QC0016-07 Sustainable Practices and Environmental Standards in Telecom 

QC0016-08 Leadership in Quality Assurance and Telecom Team Supervision 

QC0016-09 Innovation and Quality Improvement in Telecom Technologies 

QC0016-10 Technical Reporting and Quality Data Analysis 

Centre Requirements 

To ensure quality training delivery, centres must adhere to the following standards: 

1. Centre Approval 

 Centres must be formally approved by ICTQual AB’s before delivering this qualification. 

 Approval involves a review of facilities, policies, and staff qualifications. 

2. Qualified Staff 

 Tutors: Must hold a qualification at Level 6 or higher in Telecommunications, Quality Control, 

Engineering, or a closely related field. 

 Assessors: Must hold a recognized assessor qualification (e.g., CAVA, AVRA) or equivalent) 

 Internal Quality Assurers (IQAs): Must hold a recognized IQA qualification (e.g. Level 4 Award in the 

IQA and Level 4 Certificate in Leading the IQA) and experience to oversee assessment standards. 

3. Learning Facilities 

Centre must offer: 

 Private study areas and internet-enabled workspaces (for blended or physical delivery) 

 Academic and pastoral support for learners 

 Administrative support must be available to manage enrolment, tracking, and learner queries 

efficiently 

4. Health and Safety Compliance 
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 All training facilities must comply with health and safety regulations. 

 Centres must conduct regular risk assessments for practical activities. 

5. Learning Resources 

 Course Materials: Approved textbooks, study guides, and digital content must align with the 
qualification standards. 

 Assessment Tools: Templates and guidelines must be provided to ensure standardized evaluation 

processes. 

 E-Learning Support: Centres offering online or blended learning must implement an effective Learning 

Management System (LMS). 

6. Assessment and Quality Assurance 

 Centres must ensure assessments meet ICTQual AB’s competency standards. 

 Internal quality assurance (IQA) must be conducted to maintain consistency. 

 External verifiers from ICTQual AB’s will review assessment and training practices. 

7. Learning Support 

 Qualification Guidance: Support for coursework and assignments.  

 Career Pathway Assistance: Information on progression opportunities in sustainability and energy 

sectors.  

 Accessibility Support: Accommodations for learners with disabilities or language barriers. 

8. Policies and Compliance 

Centres must uphold the following policies in accordance with ICTQual AB’s standards: 

 Equality, Diversity, and Inclusion Policy. 

 Health and Safety Policy. 

 Safeguarding and Learner Protection Policy. 

 Complaints and Appeals Procedure. 

 Data Protection and Confidentiality Policy. 

9. Reporting Requirements 

 Centres must provide ICTQual AB’s with regular reports on learner registrations, progress, and 

certification outcomes. 

 Assessment records must be maintained for external auditing and quality assurance purposes. 
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Support for Candidates 

Centres should ensure that materials developed to support candidates: 

 Facilitate tracking of achievements as candidate’s progress through the learning outcomes and 

assessment criteria. 

 Include information on how and where ICTQual AB’s policies and procedures can be accessed. 

 Provide mechanisms for Internal and External Quality Assurance staff to verify and authenticate 

evidence effectively. 

This approach ensures transparency, supports candidates' learning journeys, and upholds quality assurance 

standards. 

Assessment 

This qualification is competence-based, requiring candidates to demonstrate proficiency as defined in the 
qualification units. The assessment evaluates the candidate's skills, knowledge, and understanding against the 
set standards. Key details include: 

1. Assessment Process: 

 Must be conducted by an experienced and qualified assessor. 
 Candidates compile a portfolio of evidence that satisfies all learning outcomes and assessment 

criteria for each unit. 

2. Types of Evidence: 

 Observation reports by the assessor. 
 Assignments, projects, or reports. 
 Professional discussions. 
 Witness testimonies. 
 Candidate-produced work. 
 Worksheets. 
 Records of oral and written questioning. 
 Recognition of Prior Learning (RPL). 

3. Learning Outcomes and Assessment Criteria: 

 Learning Outcomes: Define what candidates should know, understand, or accomplish upon 
completing the unit. 

 Assessment Criteria: Detail the standards candidates must meet to demonstrate that the 
learning outcomes have been achieved. 

This framework ensures rigorous and consistent evaluation of candidates' competence in line with the 
qualification's objectives. 
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Unit Descriptors 

QC0016-01- Strategic Quality Management for Telecommunications Projects 

This unit introduces learners to the importance of strategic thinking in managing quality within telecom 

environments. It covers how to set long-term quality goals and align them with organisational objectives. 

Learners will explore how quality planning, policy development, and performance measurement work 

together to improve service outcomes. The unit also looks at how to manage stakeholder expectations and 

promote a culture of continuous improvement across telecom operations. 

Learning Outcome: Assessment Criteria: 

1. Develop and implement quality strategies 

aligned with telecom project objectives. 

  

1.1 Analyse organisational goals to identify critical quality 

requirements in telecom operations. 

1.2 Design quality strategies that incorporate both short-

term targets and long-term telecom service goals. 

1.3 Justify the selection of quality tools and frameworks 

suitable for strategic telecom environments. 

1.4 Implement strategic quality plans with clear roles, 

responsibilities, and performance milestones. 

2. Evaluate quality performance metrics for 

large-scale telecommunications projects. 

  

2.1 Identify key quality indicators applicable to high-

volume telecom services. 

2.2 Compare and interpret quality metric trends over time 

to determine systemic weaknesses. 

2.3 Use benchmarking techniques to assess quality 

outcomes against industry leaders. 

2.4 Assess the reliability and validity of data sources used 

in performance evaluations. 

2.5 Recommend targeted interventions to improve low-

performing quality indicators. 

3. Integrate continuous improvement 

models within project planning and 

delivery. 

 

3.1 Compare different improvement models (PDCA, 

Kaizen, DMAIC) for relevance in telecom planning. 

3.2 Apply selected improvement models to real-world 

telecom case scenarios. 

3.3 Assess the impact of continuous improvement 

activities on service quality and cost-efficiency. 

3.4 Develop strategies for embedding continuous 

improvement in telecom team culture. 



 
 

www.ictqualab.co.uk 
support@ictqualab.co.uk 

Page | 9 
ICTQual AB’s Qualification Specification 

 

Level 5 Diploma in Quality 

Control Telecom 

4. Align strategic quality initiatives with 

organisational and regulatory 

expectations. 

 

 

4.1 Map quality strategies to organisational mission 

statements and KPIs. 

4.2 Interpret relevant telecom regulations and integrate 

them into quality planning frameworks. 

4.3 Evaluate the risks of non-alignment between strategic 

quality initiatives and legal requirements. 

4.4 Propose governance structures to monitor alignment 

across departments and projects. 
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QC0016-02- Advanced Telecom Systems Diagnostics and Calibration 

This unit focuses on the skills needed to identify faults and ensure accuracy in telecom systems. Learners will 

study different testing and calibration techniques used to maintain high performance in telecom hardware 

and software. The unit explains how to diagnose common problems, interpret diagnostic data, and make 

precise adjustments to equipment and systems to meet quality standards. 

Learning Outcome: Assessment Criteria: 

1. Apply advanced diagnostic techniques 

to complex telecom systems and 

networks. 

  

1.1 Evaluate the suitability of diagnostic tools for 

various telecom system configurations. 

1.2 Demonstrate the use of advanced diagnostic 

software to detect critical system faults. 

1.3 Analyse system logs and network behaviour to 

pinpoint root causes. 

1.4 Simulate fault scenarios to test diagnostic 

procedures and tools. 

2. Perform precise calibration of telecom 

equipment to maintain service quality. 

  

2.1 Apply calibration protocols in line with telecom 

manufacturer guidelines. 

2.2 Conduct multi-step calibration procedures using 

high-accuracy instruments. 

2.3 Assess the impact of calibration deviations on 

service performance. 

2.4 Document calibration activities with traceable 

records and certificates. 

2.5 Evaluate post-calibration results to confirm stability 

and compliance. 

3. Interpret diagnostic data to identify 

system inefficiencies and faults. 

 

3.1 Translate diagnostic logs and test outputs into 

actionable performance insights. 

3.2 Compare real-time vs historical data to track 

performance drift or anomalies. 

3.3 Identify patterns of inefficiency across layers 

(physical, data link, network, etc.). 

3.4 Evaluate the reliability of diagnostic data using 

statistical quality control tools. 
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4. Recommend corrective actions based 

on analysis of technical diagnostics.    

 

4.1 Propose logical fault rectification strategies 

grounded in data analysis. 

4.2 Prioritise corrective actions based on impact, 

urgency, and feasibility 

4.3 Develop cost-effective solutions that prevent 

recurrence of similar faults. 

4.4 Communicate corrective actions effectively across 

multi-disciplinary telecom teams. 
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QC0016-03- Network Quality and Service Assurance Techniques 

This unit examines how to maintain and improve the quality of telecom networks. Learners will explore key 

techniques for measuring service performance, monitoring network traffic, and managing faults or service 

disruptions. It also covers service level agreements (SLAs), quality metrics, and customer satisfaction 

indicators, helping learners ensure that network services meet expected standards. 

Learning Outcome: Assessment Criteria: 

1. Monitor and assess network performance 

using service assurance tools. 

 

1.1 Select suitable network monitoring tools based 

on service type and scale. 

1.2 Perform end-to-end network performance 

assessments. 

1.3 Interpret KPIs like jitter, latency, and packet loss 

to measure quality. 

1.4 Report anomalies and recommend timely 

interventions. 

2. Identify service degradation issues 

through real-time and post-event analysis. 

 

2.1 Compare baseline and current metrics to detect 

performance drops. 

2.2 Use fault management systems to track incident 

origin and duration. 

2.3 Apply correlation techniques to identify root 

causes in multi-node failures. 

2.4 Document findings with impact analysis for 

operational review. 

2.5 Recommend contingency strategies to mitigate 

recurring degradation. 

3. Implement processes to ensure service 

reliability, availability, and efficiency. 

 

3.1 Define service assurance policies for 24/7 

telecom operations. 

3.2 Map out redundancy systems and failover 

protocols. 

3.3 Schedule and monitor preventive maintenance 

plans. 

3.4 Create response playbooks for incident 

handling. 
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4. Use quality metrics to maintain customer 

experience standards in telecom services 

 

 

4.1 Link technical performance indicators to user 

satisfaction benchmarks. 

4.2 Establish thresholds and alerts for customer-

facing service disruptions. 

4.3 Evaluate customer feedback in line with SLAs 

and KPIs. 

4.4 Develop quality scorecards for regular 

performance reviews. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 
 

www.ictqualab.co.uk 
support@ictqualab.co.uk 

Page | 14 
ICTQual AB’s Qualification Specification 

 

Level 5 Diploma in Quality 

Control Telecom 

QC0016-04- Regulatory Compliance and International Telecom Law 

This unit teaches the legal and regulatory requirements that telecom professionals must follow. Learners will 

explore both national and international rules affecting telecom services, including data protection, licensing, 

safety, and industry-specific compliance standards. The unit helps learners understand how to meet legal 

obligations and avoid penalties by applying compliant procedures and documentation. 

Learning Outcome: Assessment Criteria: 

1. Understand legal frameworks governing 

telecom operations across international 

markets. 

 

1.1 Identify key regulatory bodies and their roles in 

global telecom governance. 

1.2 Compare compliance requirements across 

different national jurisdictions. 

1.3 Interpret international treaties and agreements 

relevant to telecom operations. 

1.4 Analyse how legal frameworks influence cross-

border service provision. 

2. Interpret telecom regulatory 

requirements and apply them to quality 

processes. 

  

2.1 Translate regulatory clauses into operational 

procedures and quality standards. 

2.2 Identify specific legal obligations affecting 

equipment, networks, and data. 

2.3 Assess organisational readiness for compliance 

audits. 

2.4 Integrate compliance checkpoints into quality 

control systems. 

2.5 Recommend updates to quality documentation 

based on legal changes. 

3. Ensure organisational compliance with 

data protection, licensing, and safety 

standards. 

 

3.1 Evaluate current practices against GDPR and 

national data privacy laws. 

3.2 Verify licensing conditions for telecom service 

operation and spectrum use. 

3.3 Conduct gap analyses of safety measures in 

telecom environments. 

3.4 Develop training protocols to support 

regulatory compliance awareness. 
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4. Prepare documentation and reports for 

audits and regulatory submissions. 

 

4.1 Create audit-ready reports aligned with 

regulatory guidelines. 

4.2 Compile evidence of compliance for licensing or 

inspection purposes. 

4.3 Present non-conformance reports with 

corrective action plans. 

4.4 Maintain traceable records of compliance 

checks and audit findings. 
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QC0016-05- Telecom Risk Assessment and Quality Control Planning 

In this unit, learners will gain knowledge of risk-based approaches to quality control. It focuses on identifying 

risks to telecom systems and services and creating plans to manage those risks. Learners will learn how to 

carry out quality inspections, prepare control plans, and ensure that preventive measures are in place to avoid 

failures and maintain service reliability. 

Learning Outcome: Assessment Criteria: 

1. Conduct comprehensive risk assessments 

for telecom infrastructure and services. 

  

1.1 Identify critical assets and operational 

vulnerabilities in telecom systems. 

1.2 Use structured tools like FMEA or risk matrices 

to assess potential failures. 

1.3 Quantify risk likelihood and impact using 

industry benchmarks. 

1.4 Document risk scenarios with mitigation 

strategies. 

1.5 Engage relevant stakeholders during risk 

identification workshops. 

2. Develop quality control plans to mitigate 

identified risks. 

  

2.1 Design step-by-step quality control processes 

tailored to risk-prone areas. 

2.2 Specify quality checkpoints, inspection criteria, 

and testing schedules. 

2.3 Assign roles and responsibilities for plan 

execution. 

2.4 Link quality control plans to organisational risk 

management policies. 

3. Apply risk-based thinking to prioritise 

inspection and quality assurance efforts. 

 

3.1 Rank operational processes based on criticality 

and historical data. 

3.2 Allocate inspection resources based on risk 

exposure. 

3.3 Adjust audit frequencies and sampling methods 

using risk prioritisation. 

3.4 Develop contingency measures for high-risk 

components or services. 
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4. Integrate risk management into 

operational and strategic quality 

frameworks. 

 

 

4.1 Embed risk reviews into strategic quality 

meetings and reporting lines. 

4.2 Update policies and SOPs to reflect evolving risk 

conditions. 

4.3 Measure the effectiveness of integrated risk and 

quality systems. 

4.4 Facilitate cross-functional collaboration to align 

risk and quality goals. 
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QC0016-06- Supply Chain Quality Management in Telecom Projects 

This unit explores how to manage the quality of goods and services provided by suppliers in telecom projects. 

Learners will study how to assess suppliers, ensure that products meet specifications, and monitor delivery 

performance. The unit covers communication with vendors, quality contracts, and how to resolve supply-

related quality issues efficiently. 

Learning Outcome: Assessment Criteria: 

1. Evaluate supplier quality standards and 

performance in telecom projects. 

  

1.1 Develop supplier assessment tools based on 

telecom quality benchmarks. 

1.2 Conduct on-site or remote audits of supplier 

facilities and processes. 

1.3 Analyse delivery records and defect rates to 

assess supplier reliability. 

1.4 Create supplier scorecards with weighted 

performance indicators. 

2. Implement quality assurance processes 

across procurement and supply chains. 

  

2.1 Define acceptance criteria and testing protocols 

for received goods. 

2.2 Introduce quality gates during storage, transit, 

and installation. 

2.3 Align procurement processes with telecom 

quality control standards. 

2.4 Monitor supplier compliance with agreed quality 

requirements.  

 

3. Identify non-conformances in supplied 

equipment and services. 

 

3.1 Establish systems for logging, reporting, and 

analysing defects. 

3.2 Perform root cause analysis to understand 

failure trends. 

3.3 Evaluate the impact of supplier-related faults on 

service delivery. 

3.4 Classify non-conformances and initiate 

appropriate responses. 

3.5 Coordinate rework, replacement, or penalty 

procedures with suppliers. 
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4. Establish effective communication and 

collaboration with suppliers to meet 

quality objectives. 

 

4.1 Set up formal communication protocols for 

ongoing quality dialogue. 

4.2 Organise joint reviews and technical workshops 

with suppliers. 

4.3 Share quality data and expectations to improve 

supplier alignment. 

4.4 Build strategic partnerships focused on mutual 

quality improvement. 
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QC0016-07- Sustainable Practices and Environmental Standards in Telecom 

This unit focuses on how telecom activities can be made more environmentally responsible. Learners will 

explore ways to reduce waste, manage energy use, and follow environmental regulations. The unit includes 

standards for environmental management and highlights the importance of sustainability in telecom planning, 

operations, and infrastructure. 

Learning Outcome: Assessment Criteria: 

1. Apply environmental regulations and 

sustainability principles to telecom 

operations. 

  

1.1 Identify key environmental laws and telecom-

specific sustainability standards. 

1.2 Translate environmental regulations into 

operational checklists and protocols. 

1.3 Assess telecom site compliance with emissions, 

waste, and pollution controls. 

1.4 Recommend changes to operations to meet 

environmental obligations. 

2. Evaluate the environmental impact of 

telecom infrastructure and equipment. 

  

2.1 Conduct life cycle assessments of telecom 

products and systems. 

2.2 Measure energy consumption, emissions, and 

material usage of telecom installations. 

2.3 Benchmark environmental performance against 

sustainability targets. 

2.4 Identify high-impact areas requiring 

environmental intervention. 

2.5 Prepare reports that document findings and 

environmental impact scores. 

3. Implement practices to reduce waste and 

improve energy efficiency. 

 

3.1 Design waste segregation and recycling systems 

for telecom environments. 

3.2 Introduce low-energy technologies and 

renewable energy alternatives. 

3.3 Monitor electricity and fuel usage in telecom 

facilities and field operations. 

3.4 Implement maintenance schedules that reduce 

resource wastage. 
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4. Promote a culture of environmental 

responsibility within quality control 

processes. 

 

4.1 Integrate environmental KPIs into quality 

control frameworks. 

4.2 Deliver awareness training to promote green 

practices among staff. 

4.3 Evaluate employee behaviour in relation to 

sustainability goals. 

4.4 Reward and report on contributions towards 

environmental improvement. 
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QC0016-08- Leadership in Quality Assurance and Telecom Team Supervision 

This unit helps learners develop the leadership skills needed to guide teams in delivering quality telecom 

services. It covers team supervision, communication, decision-making, and motivating staff towards shared 

quality goals. Learners will also explore how to delegate tasks, manage conflicts, and build a strong quality-

focused work culture. 

Learning Outcome: Assessment Criteria: 

1. Lead and manage quality assurance teams 

within telecom projects. 

  

1.1 Define leadership roles and responsibilities 

within quality teams. 

1.2 Apply leadership styles appropriate for quality-

driven telecom settings. 

1.3 Coordinate team tasks to achieve quality targets 

and deadlines. 

1.4 Monitor and evaluate team performance against 

project quality indicators. 

2. Allocate resources and delegate 

responsibilities to meet quality objectives. 

  

2.1 Assess resource needs for different quality 

activities and inspections. 

2.2 Match team skills and qualifications with specific 

quality tasks. 

2.3 Plan team schedules to ensure coverage and 

continuity of quality operations. 

2.4 Resolve resource shortages using contingency 

planning. 

2.5 Review delegation effectiveness and reallocate 

responsibilities when needed. 

3. Motivate and support team members 

through effective communication and 

supervision. 

 

3.1 Conduct regular team briefings and quality 

update sessions. 

3.2 Use constructive feedback techniques to guide 

staff improvement. 

3.3 Monitor team morale and implement staff 

recognition programmes. 

3.4 Support staff development through training and 

mentoring. 
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4. Resolve conflicts and drive performance in 

quality-driven teams. 

 

4.1 Apply conflict resolution models in high-

pressure telecom environments. 

4.2 Facilitate structured discussions to address 

interpersonal or operational issues. 

4.3 Set clear expectations and corrective action 

plans for underperformance. 

4.4 Maintain a fair and inclusive team culture that 

promotes high-quality outcomes. 
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QC0016-09 Innovation and Quality Improvement in Telecom Technologies 

In this unit, learners will look at how new technologies and creative thinking can improve telecom quality. The 

unit includes methods for identifying improvement opportunities, testing new ideas, and applying innovative 

tools and systems. It encourages learners to support change and apply lessons learned to improve service 

delivery and product quality. 

Learning Outcome: Assessment Criteria: 

1. Identify opportunities for innovation in 

telecom quality processes. 

  

1.1 Conduct gap analyses to uncover inefficiencies 

in current quality systems. 

1.2 Research emerging telecom technologies with 

quality-enhancing potential. 

1.3 Consult stakeholders to identify pain points and 

improvement needs. 

1.4 Prioritise innovative ideas based on feasibility 

and impact. 

2. Apply quality improvement 

methodologies such as Six Sigma or Lean 

principles. 

  

2.1 Map telecom processes using Lean tools like 

value stream mapping. 

2.2 Use Six Sigma DMAIC steps to reduce defects in 

service delivery. 

2.3 Calculate performance metrics such as sigma 

levels and process capability. 

2.4 Validate improvements using pilot tests and 

stakeholder feedback. 

3. Evaluate the effectiveness of new 

technologies on service quality and 

efficiency. 

 

3.1 Establish baseline data for comparison before 

technology implementation. 

3.2 Measure quality improvements using key 

performance indicators. 

3.3 Assess changes in customer satisfaction, 

uptime, and operational cost. 

3.4 Identify unintended effects and propose further 

refinements.  
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4. Lead change initiatives that support 

continuous quality advancement. 

 

4.1 Develop a change management strategy with 

defined quality goals. 

4.2 Communicate innovation benefits to secure 

team and leadership support. 

4.3 Monitor change adoption across teams and 

departments. 

4.4 Review project outcomes and report lessons 

learned. 
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QC0016-10- Technical Reporting and Quality Data Analysis 

This unit teaches how to create clear, accurate technical reports and analyse data related to telecom quality. 

Learners will explore how to collect performance data, use graphs and charts, and report findings to 

managers or stakeholders. The unit focuses on making informed decisions based on quality data and writing 

professional reports that support evidence-based improvements. 

Learning Outcome: Assessment Criteria: 

1. Produce comprehensive quality reports 

using industry-standard formats. 

  

1.1 Select appropriate templates and structures for 

technical reports. 

1.2 Include accurate findings, analysis, and 

recommendations in reports. 

1.3 Ensure compliance with formatting, 

terminology, and data referencing standards. 

1.4 Submit timely reports for internal and external 

quality stakeholders. 

2. Analyse quality data to identify trends, 

issues, and improvement opportunities. 

  

2.1 Use statistical tools to assess data patterns and 

deviations. 

2.2 Correlate defects, downtime, or rework data 

with root causes. 

2.3 Prioritise improvement areas based on severity 

and frequency. 

2.4 Document findings in a clear, evidence-based 

format. 

3. Present technical findings to stakeholders 

with clarity and accuracy. 

 

3.1 Tailor reports and presentations to the 

audience’s technical knowledge. 

3.2 Use visual aids to simplify complex technical 

findings. 

3.3 Anticipate stakeholder questions and prepare 

supporting evidence. 

3.4 Communicate results confidently in formal 

meetings or briefings.  
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4. Use data visualisation tools to support 

quality decision-making processes. 

 

4.1 Create dashboards, graphs, and charts to display 

performance metrics. 

4.2 Integrate real-time data into visualisation tools 

for live monitoring. 

4.3 Interpret visuals to guide operational decisions. 

4.4 Provide insights from visual trends for strategic 

planning. 
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