
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

“This is by far the most successful training 

programme we have used to develop the 

skills of our first-line managers”. 

Training Manager, AstraZeneca 

The First-Line Manager Training Programme 
Leading to the award of the 

Diploma in Management 

Endorsed by the University of Chichester 
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INTRODUCTION 

The Diploma in Management is an innovatory training programme developed 

specifically for newly appointed first-line managers and those already in post 

with no formal management training. 

Each of the three modules in the programme is supported by a 

comprehensive training manual providing in-depth coverage of the course 

content as well as case studies, examples, developmental activities and self-

assessment tests. Over the duration of the programme the course tutors will 

post further readings and case studies to support the participants. 

The programme was developed originally as face-to-face training for 

organisations including AstraZeneca, Vodafone, Barclays Bank, the UK Home 

Office, Ministry of Defence and HM Treasury. Subsequently over 50 UK ‘blue 

chip’ organisations in both the public and private sectors have used the 

programme to train their managers. 

Responding to the need for a more flexible mode of delivery that allows busy 

managers to gain skills and a qualification at a time and pace to suit their 

circumstances, LSME has developed an online version of the Diploma that 

uses a unique learning process. This process focuses on collaborative 

learning in small groups with the participants sharing their work experience 

to inform group discussions that form the centre piece of the online 

workshops. Although lead by a tutor, the participants work as a team to 

provide thoughts, ideas and examples in response to questions posed by the 

tutor.       

• The programme consists of three modules with four Units in each 

module, i.e. a total of 12 Units. 

• Each Unit has its own specially developed training manual 12 – 15,000 

words in length. 

• The amount of time participants can commit to the course determines 

how long it takes to complete the programme. By committing 8 – 10 

hours each week it is possible to complete one Unit per week making 

the length of the course 12 weeks. 

 

  

“The material is outstanding and the participants found the programme a 

valuable part of their career development”. 

Training Co-ordinator, Vodafone 
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WORKSHOPS  

Programme participants are enrolled in cohorts of six. 

• There are two, 45 min. online workshops in each Unit. 

• In the first workshop the tutor selects one of the six participants to act as 

group leader and poses a question (or questions), relevant to the content 

of the Unit. The role of group leader is to gather the response of each 

member of the group to the question(s), ensuring their experience and 

examples from the workplace are used to support their response. After the 

workshop the group leader makes a synopsis of the responses, circulates 

the synopsis for approval by other members of the group and forwards to 

the tutor. (Although the group leader produces the synopsis, its accuracy is 

the responsibility of the group as a whole.) 

• The tutor monitors the workshop and intervenes where required. Following 

the workshop the tutor creates feedback incorporating the synopsis. 

• In the second workshop the tutor feedbacks to the group paying particular 

attention to the group leader’s synopsis. The workshop is highly interactive 

with the tutor encouraging further questions from the participants and 

providing feedback. 

• At the start of each of the next five Units the tutor rotates the role of group 

leader so by the end of Unit 6 each participant will have performed the role 

of group leader. Units 7 – 12 follow the same format so by the end of the 

programme every participant will have performed the role of group leader 

twice. 

• This format ensures that every participant contributes to the group 

discussions overcoming one of the common problems with online learning, 

i.e. 20% of the participants dominate 80% of the discussions and another 

20% often say nothing at all. (As can be imagined, using this learning process 

a group leader’s attitude will be, “If you don’t help me create a synopsis by 

contributing your thoughts, ideas and experience, then what help do you 

expect to get from me when it is your turn to be group leader”?) Peer group 

pressure is very effective in encouraging a group to work together and 

support each other. 

• A further benefit is that acting as a group leader and interacting with fellow 

participants to create a synopsis is a valuable learning experience in its own 

right. 

  “98% of the participants rated the programme as either ‘very good’ or ‘excellent’ 

Head of People Development, Ministry of Defence (Procurement) 
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COURSE CONTENT 

Module 1:  Personal Effectiveness 
  

PART A 

Personal Leadership 

• What is Leadership? 

• Leadership Styles 

• Facilitative Leadership 

• Leadership and Organisational Culture 

Communication Skills 

• The Art of Communicating 

• Non-Verbal Communication Skills 

• Team Meetings and Presentations 

• Writing Skills 

 
 

By the end of Part A participants will be able to: 

• Understand and be able to use appropriate leadership styles according to context 

• Apply a knowledge of the role of facilitative leadership in promoting organisational culture 

• Understand the importance of verbal and non-verbal communication skills for leadership 

• Demonstrate an understanding of appropriate presentation and writing skills in meetings 

 

PART B 

Negotiation and Influencing Skills 

• Developing Personal Influence 

• Negotiating Skills 

• Persuading and Influencing Skills 

• Achieving Results Through Assertiveness 

Time and Stress Management 

• What is Time Management? 

• Managing Time 

• Understanding Stress 

• Managing Stress 

 
 

By the end of Part B participants will be able to: 

• Understand and use personal influencing skills to achieve a successful negotiation 

• Achieve results using assertiveness skills to persuade others 

• Use a knowledge of time management to managing one’s own time 

• Understand the causes of stress and be able to manage stressful situations 

 

Module 2: Managing People  
 

PART A 

Building an Effective Team 

• Teamwork in Practice 

• Diagnosing Team Roles 

• The Stages of Team Development 

• Managing a Team  

Coaching and Developing People 

• Individual Learning and Development 

• The Process of Learning 

• The Fundamentals of Coaching 

• Coaching and Mentoring for Development 

 

 

By the end of Part A participants will be able to: 

• Explain the practice of team working and analyse the appropriate role of team members 

• Apply a knowledge of managing a team with reference to the stage of team development 

• Use an understanding of how individuals learn to analysing the process of learning 

• Understand the fundamentals of coaching skills to coach and mentor other 
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PART B 

Handling Inter-Personal Conflict 

• Understanding Conflict 

• Approaches to Conflict Management 

• Styles of Conflict Management 

• Handling Conflict 

Managing Performance 

• Theories of Motivation 

• The Objectives of Performance Management 

• Managing the Non-Performing Employee 

• Giving and Receiving Feedback 

 
  

By the end of Part B participants will be able to: 

• Understand and apply a knowledge of the causes of conflict 

• Use a knowledge of different styles of conflict management to handle a situation of conflict 

• Use a knowledge of theories of motivation to managing the performance of an individual 

• Manage a non-performing individual by giving and receiving appropriate feedback 
                                                                                      

Module 3:  Managing Operations   
 

PART A 

Resource Management 

• Costing and Budgeting for Resources 

• Productivity Measures and Targets 

• Gathering and Analysing Data 

• Solving Problems Creatively 

Customer Service 

• Understanding Customer Service 

• Identifying Customer Needs 

• Exceeding Customer Expectations 

• Solving Customer Problems 

 

 

By the end of Part A participants will be able to: 

• Use an understanding of resource costing to budget and create productivity targets 

• Analyse data in order to solve problems creatively 

• Identify customer needs in order to provide appropriate customer service 

• Identify and exceed customer expectations by solving their problems 

 

PART B 

Quality Systems 

• Understanding Quality 

• Quality and the Operations Process 

• Managing Quality 

• Continuous Improvement Initiatives 

 

Managing Change 

• Understanding Change 

• Implementing a Change Process 

• How to Lead Change 

• Overcoming Resistance to Change 

 

By the end of Part B participants will be able to: 

• Understand the role of quality assurance in the operations process 

• Manage quality parameters as part of an improvement initiative 

• Understand and be able to implement a change process 

• Use a knowledge of how to lead change to overcome resistance to change 
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EXAMPLE OF THE COURSE MATERIAL         
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ASSESSMENT 

The Diploma in Management is awarded on successful completion of 20 multiple choice, 10 true/false and 10 short 

word answer questions at the end of each Unit. Completing the assessments should take 20 – 30 minutes after 

which they can be uploaded to the LSME server for automatic marking.  

 

The Diploma is endorsed by the University of Chichester which was recently rated in the top 30 out of 157 higher 

education institutions in the UK. 
 

Examples of multiple choice questions 
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Examples of true/false questions  

 

 

Examples of short answer questions  
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RESOURCES REQUIRED TO ACCESS THE PROGRAMME 

LSME has a range of online services to support you through the programme including delivering the training manuals 

and help to get in touch with us and with your fellow participants. 

To take the programme you must have access to a computer with a robust internet connection. The following 

minimum requirements are recommended: 

• sufficient bandwidth to download documents of at least 2MB 

 

• screen resolution of 1024 x 768 or greater  

 

• a web browser (the latest version of Firefox, Chrome or Internet Explorer with JavaScript and cookies 

enabled), is recommended 

 

• a word processor the reads Microsoft Word format (doc) 

 

• Adobe Acrobat Reader or other PDF reader 

 

Some functionality may not be supported on all mobile devices and some Units may have other requirements such 

as Flash player or audio. 

 

 

 

 

 

 

 

 

 

 

  

“As a direct result of taking the programme, we were able to promote 3 out of the 16 participants because of 

the additional skills they had developed”. 

Training Manager, Barclays Bank 
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For further information, details of the fees and start dates please contact our local representative: 

  

 

 

 

 

 

 

 

 

 

 

 

 

“The training material is clear, thought-provoking and comprehensive. It has made a significant difference to the 

skills of our people” 

Head of Professional Development, HM Treasury 
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The online Diploma in Management was developed and is delivered by the London School of Management Education (LSME). 

If you would like information on any of LSME’s other programmes (including Bachelors and Masters Degrees), please contact: 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

“One of the best training programmes we have invested in” 

Head of Training, Home Office 

London School of Management Education  

 

Cambrian House  

509-511 Cranbrook Road  

Gants Hill  

Essex IG2 6EY (UK)  

Tel: 0208 594 8462  

Fax: 0208 626 7061  

Email: info@lsme.ac.uk  

Website: www.lsme.ac.uk 


