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The Written Exams - Guidance 
 

The following areas (knowledge) of the aviation operations manager standard will be 
assessed by a 1-hour written exam based on the core content of the standard, and a 1-hour 
written exam based on the apprentice’s chosen specialist function. 

Each exam will have four short and two long answer questions. The questions will cover the 
competencies listed below for both the core and relevant specialist function. Some 
questions will require the apprentice to consider a course of action or solution to a 
situation/problem based on a ‘real-life’ workplace activity in line with the identified 
requirements of the standard, permitting them the opportunity to reference the application 
of skills and behaviours from real life examples in addition to recalling knowledge: 

• Core: 
o Safety 
o Security 
o Compliance & Legislation 
o Communication 
o Resource management 
o Airport operations 
o SLA/SOPs 
o Disruption, incidents & emergencies 
o Staff performance 

• Specialist function 1: Aircraft handling manager 
o Payload and zero fuel weight (ZFW), weight & balance/Aircraft documentation 
o Airside Ramp Operations 
o Aircraft Movements 
o Manage and coordinate airside handling team members, assets and vehicles - air 

cargo handling equipment (ACHE) 

• Specialist function 2: Aircraft movement manager 
o Manage the airside movement of aircraft and or vehicles 
o Manage an airside movements team 
o Facilities Management 
o Interpersonal Skills Management 
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• Specialist function 3: Fire service watch manager 
o Manage an on-duty fire service watch 
o Manage a multi appliance aviation fire & rescue incident 
o Design and develop a multi appliance training scenario 
o Deliver and monitor a multi appliance training scenario 

• Specialist function 4: Flight operations manager - Air traffic control (ATC) 
o Manage Flight Operations - ATC 
o Manage a flight operations team - ATC 
o Driving 
o Airfield administration 

• Specialist function 5: Flight operations manager - Operations 
o Operations room administration 
o Manage Flight Operations 
o Planning 
o Manage a flight operations team 

• Specialist function 6: Passenger Operations Manager 
o Travel documentation 
o Check in 
o Operational performance 
o Service performance 

 

Before the assessment 
 

• While on-programme, the employer/training provider should brief the apprentice on 
the areas to be assessed by the written exam 

 
• In readiness for end-point assessment, the apprentice should complete a sample 

test, this can be found at the end of this section of the EPA Kit 
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Written Exams Criteria  
  
The following pages include the criteria that are covered by the written exam.  

 

Safety 

CK1 Understand any aviation-specific health and safety legislation relevant to the organisation and their own role 
CK1.1 Describe statutory requirements for health and safety in an aviation environment 

 

Security 

CK2 Understand how to manage aviation security and what action to take in the event of a security breach 
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Compliance & Legislation 

CK3 Understand how to manage and comply with aviation procedures and regulations, to meet legislative and organisational requirements 
within their own area of responsibility 

CK3.1 Describe statutory requirements for employment, equality and diversity 
CK3.2 Describe industry regulations relating to aviation operations, including passenger and cargo requirements, security 

 procedures and dangerous goods 
CK3.3 Describe industry regulations relating to CAA, MAA and DfT 
CK3.4 Describe DfT threat levels: critical/severe/substantial/moderate/low 
CK3.5 Describe the requirements for compliance in the aviation environment 
CK3.6 Explain which procedures must be followed to ensure compliance 
CK3.7 Explain the impact of not following procedures and ensuring compliance 
CK3.8 Describe the impact of the aviation operation on the environment 
CK3.9 Describe environmental controls in the aviation operation 
CK3.10 Describe how to ensure team members are aware of and adhere to compliance and legislation requirements 
CK3.11 Summarise the actions to take in the event of non-compliance 
CK3.12 Describe the impact of aviation operations on the environment and measures which can be taken to reduce the impact 

 

Communication 

CK4 Understand how to manage communications with users, staff and external agencies, selecting appropriate methods and language 
CK4.1 Describe principles of effective communication 
CK4.2 Outline relevant aviation guidelines, procedures and standard phrases 
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Resource Management 

CK5 How to identify and procure sufficient, suitable resources (e.g. finance, staff, equipment, supplies) within the organisation, in line with 
budgetary and organisational requirements 

 

Airport Operations 

CK6 Understand the importance of cohesive airside operations and how each specialist function links with each other. Understand the 
importance of agencies, contractors and visitors remaining compliant with procedures and adherence to requirements 

 

SLA/SOPs 

CK7 Understand the agreed levels of performance and SOPs within own area of responsibility 
CK7.1 Explain principles of standard operating procedure design 
CK7.2 Describe the importance of ensuring standard operating procedures are adhered to 

   

Disruption, incidents & emergencies 

CK8 Understand how to manage staff and resources to ensure compliance with procedures to mitigate disruption, incidents and 
emergencies in their area of responsibility 

CK8.1 Explain how to identify, analyse and accurately describe problems in the aviation environment relating to incidents and 
 emergencies 

CK8.2 Explain the importance of selecting the most appropriate methods to deal with incidents and emergencies, including time 
 plans 

 
 



 
 

AVOM 1.1  7  
 

Staff Performance 

CK9 Understand the rights and responsibilities of staff, and the organisation’s systems and procedures for ensuring effective management 
of staff, including: 

• recruitment  
• performance reviews  
• learning and development  
• discipline  
• grievance  
• industrial relations 

CK9.1 Describe principles of leadership 
CK9.2 Describe principles of management 
CK9.3 Outline principles of staff recruitment, performance management, training needs analysis, discipline, grievance and industrial 

 relations 
CK9.4 Explain how to motivate staff to achieve team and organisational objectives 
CK9.5 Explain how to recognise, address and reduce conflict within the team 
CK9.6 Explain how to keep competence up to date 
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Specialist function 1: Aircraft handling manager 

Payload and zero fuel weight (ZFW), weight & balance/Aircraft documentation 
AHK1 Understand the maximum utilisation of the available payload, and the importance of correct zero fuel weight calculation and 

constitution. 
Understand the fundamentals of correct aircraft weight and balance 
Understand the procedures and processes to plan effectively the necessary resources to ensure sufficient unit load device 
availability 
Understand requirements for, and importance of, all documentation systems/processes related to aircraft handling operations 

AHK1.1 Describe aircraft handling certification, regulation and legislation 
AHK1.2 Describe maximum utilisation of available payload, the importance of correct ZFW calculations and constitution 
AHK1.3 Summarise the fundamentals of correct aircraft weight and balance 
AHK1.4 Describe the requirements for aircraft load utilisation 
AHK1.5 Detail the processes relating to aircraft departure and arrival documentation 

 

Airside Ramp Operations 
AHK2 Understand all facets of ramp operation and management, including the wider organisation’s links to, and reliance upon, the aircraft 

handling department 
AHK2.1 Describe how to exceed customer expectations 
AHK2.2 Summarise emergency contingency planning and exercise 
AHK2.3 Describe the importance of tool control 
AHK2.4 Describe effective management of the maintenance of ground service equipment 
AHK2.5 Describe effective management of environmental matters and issues 
AHK2.6 Describe the process of reporting serviceability issues of equipment on or around the aircraft 
AHK2.7 Describe management of bulk and/or ULD load on and off aircraft 
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Aircraft Movements 
AHK3 Understand the procedures and processes for the safe movement of aircraft within own area of responsibility, including how to 

schedule and handle aircraft to maintain flow and meet required operational standards of performance 
 

Manage and coordinate airside handling team members, assets and vehicles - air cargo handling 
equipment (ACHE) 

AHK4 Understand how to identify and procure sufficient, suitable resources (e.g. finance, staff, equipment, supplies) within the 
organisation in line with budgetary and organisational requirements 

AHK4.1 Explain how to lead and delegate complex aviation tasks to include disruptions 
AHK4.2 Describe responsibility and accountability for the operation 
AHK4.3 Describe how to maintain and improve performance standards 
AHK4.4 Explain service level agreements and financial implications 
AHK4.5 Summarise all aspects of the ramp operation including third-party service level agreements 
AHK4.6 Describe effective management of on time and ground time performance 
AHK4.7 Describe safety practices and procedures 
AHK4.8 Describe the management of air cargo and associated equipment 
AHK4.9 Describe the management of organisational PPE 
AHK4.10 Explain accident and incident investigation and reporting relating to aircraft handling 
AHK4.11 Describe effective people management and training 
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Specialist function 2: Aircraft movement manager 

Manage the airside movement of aircraft and or vehicles 
AMK1 Understand the procedures and processes for the safe movement of aircraft and/or airside vehicles within own area of 

responsibility. 
Understand the requirements of the aviation environment in accordance with standard operating procedures to meet those 
requirements 

AMK1.1 Describe rules applying to aviation conditions including, runways, taxiways, apron, roadways, adverse weather conditions, 
 surface water, ice, slush, snow, presence of birds and wildlife, presence of foreign objects and obstructions 

AMK1.2 Describe the use of aviation systems including, lighting systems, marking systems, landing systems, power systems and 
 emergency equipment 

AMK1.3 Understand civil and military licensing and inspection procedures 
AMK1.4 Explain relevant legislation for aviation within your area of responsibility 
AMK1.5 Understand the dangers of airside hazards: vehicles striking people, inappropriate manual handling, slips, trips and falls, falls/ 

 working at height, moving aircraft, live aircraft engines, noise, machinery, hazardous substances and inadequate/poor 
 lighting 
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Manage an airside movements team 
AMK2 Understand the procedures and processes to plan and allocate the necessary resources to ensure safe and successful operation of 

airside movements according to the type of aircraft and aviation environment required 
AMK2.1 Know how to assess human factor risks 
AMK2.2 Define the different methods of communication and when to use them within the team 
AMK2.3 Explain when it is essential to communicate with others in the team 
AMK2.4 Outline the purpose and benefits of work goals and plans 
AMK2.5 Describe how to schedule activities and resources for the team 
AMK2.6 Explain the situations in which team members might need support and how to provide this 
AMK2.7 Define the purpose of work assessment 
AMK2.8 Explain how to assess the work of teams and team members 

 

Facilities Management 
AMK3 Understand the complex equipment, tools and facilities required for safe, efficient operation of an airport. 

Understand relevant modern practices that can support effectiveness and efficiencies. 
Understand the principles of supervision, organisation and administration 

AMK3.1 Describe what emergency equipment is available and your organisation’s procedures for ensuring serviceability including fire 
 categories 

AMK3.2 Explain your organisation’s procedures for clearing airfield surfaces including winter operations 
AMK3.3 Describe standard safety and working practices in relation to airfield operations including cleaning or sweeping, snow 

 clearance, ice clearance, surface repairs, systems and equipment, installation and repairs, marking operations, putting up and 
 maintaining signs and building works 

AMK3.4 Know how to carry out risk assessments 
AMK3.5 Explain the situations in which supervision of others can achieve positive outcomes 
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Interpersonal Skills Management 
AMK4 Understand the requirements for promoting strong interrelationships with other airport users. 

Demonstrate knowledge of local and national regulations and the need for compliance with all regulations including health and 
safety 

AMK4.1 Understand CAA and local guidance on Airside Safety Management 
AMK4.2 Understand the relevant UK laws that apply to aviation in your area 
AMK4.3 Explain the role of the regulatory bodies such as Civil Aviation Authority (CAA), Health and Safety Executive (HSE) and 

 Department for Transport (DfT) 
AMK4.4 Describe the purpose and benefits of working with other person(s) to achieve agreed goals and objectives 
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Specialist function 3: Fire service watch manager 

Manage an on-duty fire service watch 
FSK1 Understand what information must be given/received when handing over/taking over duty. 

Understand the principles of leading teams/individuals and providing feedback. 
Understand what the minimum amounts of resources are to run different category fire stations 

FSK1.1 Identify the legislation and external regulations and requirements that impact your work when managing a duty watch at an 
 operational incident, training event and daily workplace activities 

FSK1.2 Identify hazards, risks and control measures affecting people within the workplace and the environment 
FSK1.3 Identify the legal requirements for maintaining a healthy, safe and productive work environment and how to monitor work 

 conditions to ensure they meet health and safety requirements 
FSK1.4 Describe principles and requirements of how to make and apply decisions based on the assessment of risk and apply control 

 measures 
FSK1.5 Describe the requirements for planning, monitoring, assessing and providing feedback of work activities 
FSK1.6 Explain how to provide feedback to watch members 
FSK1.7 Explain how to ensure safe work activities for watch members 
FSK1.8 Identify capabilities and limitations of personal and equipment 
FSK1.9 Explain the principles and requirements of evidence preservation 
FSK1.10 Describe the principles of the Incident Command System and scene management 
FSK1.11 Describe roles and responsibilities within the Incident Command System 
FSK1.12 Describe roles, responsibilities and limits of authority of self, others and other agencies in the workplace 
FSK1.13 Describe the requirements and principles for motivating and encouraging Watch members 
FSK1.14 Describe how to monitor work activities and take corrective action to ensure requirements are being met 
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Manage a multi-appliance aviation fire & rescue incident 
FSK2 Understand the requirements, procedures and processes for resolving multi-appliance aviation fire and rescue operational 

incidents. 
Understand how to close down and hand over a multi-appliance aviation fire and rescue incident 

FSK2.1 Describe principles of effective communication when managing a duty watch at an operational incident, training event and 
 daily workplace activities 

FSK2.2 Describe the requirements for planning prioritising and setting objectives at an operational incident, training event and daily 
 workplace activities 

FSK2.3 Describe the requirements of regularly reviewing work at an operational incident, training event and daily workplace 
 activities 

FSK2.4 Explain how to solve problems make decisions and plan for contingencies 
FSK2.5 Describe the principles of fair and objective assessment of an operational incident, training event and daily workplace 

 activities 
FSK2.6 Describe the principles and requirements of confidentiality at an operational incident, training event and daily workplace 

 activities 
FSK2.7 Identify how to plan and prioritise work, including time management of an operational incident, training event and daily 

 workplace activities 
FSK2.8 Identify sources and availability of information at an operational incident training event and daily workplace activities 
FSK2.9 Describe the requirements for availability, operational readiness and response of human and physical resources 
FSK2.10 Describe the requirements for conducting debrief, and review of performance 
FSK2.11 Describe the requirements for ensuring yours and watch members records are in the agreed format, accurate, complete, 

 legible and available to authorised users 
FSK2.12 Describe how to assess current working conditions/practises and identify possible areas for improvement 
FSK2.13 Describe how to collect and check the validity of information 
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Design and develop a multi-appliance training scenario 
FSK3 Demonstrate knowledge of the considerations and requirements to plan a multi-appliance training scenario, including resources 

required and health and safety requirements that must be met to develop team/individual performance 
FSK3.1 Describe team and organisational constraints which influence the planning of development activities 
FSK3.2 Describe the principles and requirements to develop realistic and achievable training scenarios for teams and individuals both 

 in the short, medium and long term 
 

Deliver and monitor a multi-appliance training scenario 
FSK4 Understand the organisational requirements and processes for the delivery and assessment of training scenarios, including 

organisational safety requirements to conduct a multi-appliance training scenario. 
Understand how to review and provide appropriate feedback for a multi-appliance training scenario 
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Specialist function 4: Flight operations manager - Air traffic control (ATC) 

Manage Flight Operations - ATC 
FAK1 Understand the procedures and processes for the safe movement of aircraft both airborne within designated airspace and when on 

the airfield, within own area of responsibility 
FAK1.1 Identify aviation hazards including moving aircraft 
FAK1.2 Describe airside PPE 
FAK1.3 Describe airside accidents and emergencies including cause and effect 

 

Manage a flight operations team - ATC 
FAK2 Understand the procedures and processes to plan the necessary resources to ensure safe operation of the department. 

Understand the procedures and processes to allocate the necessary resources to ensure safe and successful operation of the 
department 

FAK2.1 Describe how to lead, communicate and motivate a team effectively 
FAK2.2 Explain the benefits of developing the individual to enhance the team 
FAK2.3 Describe the purpose and benefits of working towards agreed goals 
FAK2.4 Describe how to incorporate feedback into the work of the team and its benefits 
FAK2.5 Describe how to allocate activities and resources according to the strengths, abilities and potential of the team 
FAK2.6 Describe the purpose of agreeing quality measures in work assessment and its benefits 
FAK2.7 Describe situations in which team members might need support, problems and disagreements which may occur and how to 

 resolve them 
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Driving 
FAK3 Understand rules and regulations for driving specialist vehicles on an airfield, including specific requirements in designated zones, 

airside and landside 
FAK3.1 Describe organisational and regulatory standards for the operational condition of vehicles 
FAK3.2 Describe authorisation and licences needed to drive vehicles on the airfield, including currency management 
FAK3.3 Identify airside areas in relation to licence categories 
FAK3.4 Describe types of airside vehicles 
FAK3.5 Describe airside security procedures and regulations in relation to driving 

 

Airfield administration 
FAK4 Understand the legal and administrative requirements to enable the safe flow of air traffic 

FAK4.1 Describe environmental conditions which affect the airfield, as well as systems used to maintain control over the airfield 
 including driving 

FAK4.2 Describe civil, military and local procedures 
FAK4.3 Describe methods of communication including those relating to airfield serviceability 
FAK4.4 Demonstrate knowledge of conformity with the Department for Transport National Aviation Security programme 
FAK4.5 Describe standard safety and working practices in an airfield environment 
FAK4.6 Explain relevant legislation including Air Navigation Orders and Regulations 

 

 

 



 
 

AVOM 1.1  18  
 

Specialist function 5: Flight operations manager - Operations 

Operations room administration 
FOK1 Understand the requirements for the coordination of air space management 

FOK1.1 Describe relevant legislation in relation to flight control operations including referencing sources for compliance with national 
 and international rules along with their military equivalent 

FOK1.2 Describe navigation and landing aids including visual and decision heights 
FOK1.3 Describe aviation meteorology and its effects on flight operations 
FOK1.4 Explain how to monitor, maintain and update aviation reference sources both internal and external as well as regulatory 

 requirements 
FOK1.5 Explain operational standards and the role and function of government and international agencies 
FOK1.6 Describe operational information on factors which can have an effect on flight operations, including maintenance and 

 planning 
FOK1.7 Identify relevant parties and the governing legislation involved in flight operations 
FOK1.8 Identify reference sources for compliance with national and international agencies including ICAO, IATA and CAA 
FOK1.9 Describe relevant legislation in relation to flight operations control and aeronautical facilities 
FOK1.10 Describe navigation and landing aids including DME, VOR, GPS and ILS 

 

 

 

 

 



 
 

AVOM 1.1  19  
 

Manage Flight Operations 
FOK2 Understand the procedures and processes to ensure the safe movement of aircraft within their own area of responsibility 

FOK2.1 Explain the importance of systems and procedures such as communications, information processing, documentation, 
 reference sources, handover procedures and quality assurance 

FOK2.2 Explain the principles of change management 
FOK2.3 Explain flight control operations including all factors to be considered 
FOK2.4 Describe weather conditions in relation to aircraft landing minima, decoding of formatted weather information including 

 airport equipment, ground procedures and equipment 
 

Planning 
FOK3 Understand both the need and processes for flight planning and contingency arrangements to enable the efficient flow of air traffic 

FOK3.1 Describe route planning and the factors to be taken into consideration 
FOK3.2 Explain diversions and selection of alternates including diplomatic clearance procedures 

 

Manage a flight operations team 
FOK4 Understand the procedures and processes to plan the necessary resources to ensure safe operation of the department. 

Understand the procedures and processes to allocate the necessary resources to ensure safe and successful operation of the 
department 
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Specialist function 6: Passenger operations manager 

Travel documentation 
POK1 Understand the requirements for travel documentation, implications and consequences for not controlling documentation, and 

how to source up-to-date information on regulations and legislation. 
Understand what information will be communicated from external sources and how to communicate this to staff and passengers 

POK1.1 Describe processes relating to aircraft departure and arrival documentation 

 

Check in 
POK2 Understand how to manage check in to meet passenger, operator and local requirements, regulations and agreed levels of service, 

including passenger compliance requirements for security and dangerous goods 
POK2.1 Describe the fundamentals of correct aircraft passenger head counts 
POK2.2 Describe procedures relating to health and safety regulations and the commercial implications of noncompliance with 

 baggage and cargo regulations 
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Operational performance 
POK3 Understand how to manage passenger facilities to maintain customer experience. 

Understand procedures for managing incidents in the terminal, on an aircraft and on the ground. 
Understand the potential implications for internal and external stakeholders of decisions that are made which affect the aviation 
operation 

POK3.1 Explain how to lead and delegate complex aviation tasks including disruptions 
POK3.2 Describe passenger handling certification, regulation & legislation 
POK3.3 Describe responsibility and accountability for the operation 
POK3.4 Describe emergency contingency planning and exercises 
POK3.5 Describe how to achieve maximum utilisation of seat availability and the relevant cost implications 
POK3.6 Explain how to oversee all aspects of the passenger operation including third-party service level agreements 
POK3.7 Describe management of passengers with reduced mobility and additional needs 
POK3.8 Describe management of organisational PPE 
POK3.9 Describe accident and incident investigation and reporting relating to passenger handling 
POK3.10 Explain how to handle security breaches 
POK3.11 Describe effective management of the maintenance of passenger handling equipment and IT systems 
POK3.12 Describe effective people management and training 
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Service performance 
POK4 Demonstrate knowledge of the performance service standards for their department and how these should be managed in their 

own area of responsibility. 
Understand their organisation’s procedures and requirements for addressing media outlets, maintaining brand and operational 
standards. 
Understand how local regulations, travel advisories and geo-political climates may impact upon aviation operations 

POK4.1 Describe how to maintain and improve performance standards 
POK4.2 Describe how to exceed customer expectations 
POK4.3 Explain service level agreements and financial implications 
POK4.4 Describe effective management of on time and ground time performance 
POK4.5 Describe safety practices and procedures 
POK4.6 Describe effective management of environmental matters and issues including waste management 

 


