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Getting Started

At the beginning of this course, you need to visit our website

www.sts-training.com

Click on WHERE TO START WITH MY COURSE
Then follow the links to Diploma of Management

The main text for this qualification is MGMT, your trainer will supply this text to you.

[image: image8.wmf]MGMT: Asia-Pacific Edition , 1st Edition

Chuck Williams; Alan McWilliams
Textbook ISBN-10: 0-17-018310-6
Textbook ISBN-13: 978-0-17-018310-9 

Instructions for using the text are provided for each unit.
Additional online study tools including videos, podcasts, audiovisual chapter summaries, flashcards and online quizzes can be found at www.cengage.com/sso
The activities online are to assist you with your learning.  They are not compulsory.

Assessments for each unit are included in this guide.

If you would like to apply for Recognition of Prior Learning (RPL) please discuss this with your trainer, an RPL guide can be supplied for your information.
National Course Code: 
BSB51107

Course Description:
Diploma of Management

This qualification reflects the role of individuals who are engaged to manage the work of others or to add value to or review management practices. Their role may be in any industry or organisational setting. Typically people in these roles will have considerable experience in their respective industries or vocational areas and couple an informed perspective of the specific work requirements with their managerial approaches.
The BSB51107 Diploma of Management requires a sound theoretical knowledge base and managerial competencies to plan, carry out and evaluate your own work and/or the work of a team.

Job Roles

Job roles and titles vary across different industry sectors. Possible job titles relevant to this qualification include:

Manager.

Qualification Pathways

Prerequisite requirements

· There are no prerequisite requirements for individual units of competency.

Pathways into the qualification 

Preferred pathways for candidates considering this qualification include:

· after achieving the BSB40807 Certificate IV in Frontline Management or other relevant qualification/s 

or

· providing evidence of competency in the majority of units required for the BSB40807 Certificate IV in Frontline Management or other relevant qualification/s 

or

· with vocational experience but without formal supervision or management qualification.  Examples of indicative job roles for candidates seeking entry based upon their vocational experience include:

· Coordinator

· Leading Hand

· Supervisor

· Team Leader

This breadth of expertise would equate to the competencies required to undertake this qualification.
Pathways from the qualification

After achieving the BSB51107 Diploma of Management, candidates may undertake the BSB60407 Advanced Diploma of Management, or a range of other Advanced Diploma qualifications.
Licensing, Legislative, Regulatory or Certification Considerations

There is no direct link between this qualification and licensing, legislative and/or regulatory requirements. However, where required, a unit of competency will specify relevant licensing, legislative and/or regulatory requirements that impact on the unit.
	Qualification Rules – What do you need to do to complete this qualification

	To gain the Diploma of Management – you need to complete a total of 8 units
5 core units from the core units listed below plus
3 elective units

The 3 elective units may be selected from the core or elective units listed below, the BSB07 Business Services Training Package or any other currently endorsed national Training Package. If not listed below, 1 unit may be selected from either a Certificate IV or Advanced Diploma qualification.

Elective units must be relevant to the work outcome, local industry requirements and the qualification level.

Units selected from other Training Packages must not duplicate units selected from or available within the BSB07 Business Services Training Package.


	Core Units – select 5 units from this list

	Customer Service

BSBCUS501A
Manage quality customer service

Financial Management

BSBFIM501A
Manage budgets and financial plans

Information Management

BSBINM501A
Manage an information or knowledge management system

Learning and Development

BSBLED501A
Develop a workplace learning environment

Management

BSBMGT502B
Manage people performance

BSBMGT515A
Manage operational plan

BSBMGT516A
Facilitate continuous improvement

Occupational Health and Safety

BSBOHS509A
Ensure a safe workplace

Project Management

BSBPMG510A
Manage projects

Risk Management

BSBRSK501A
Manage risk

Workplace Effectiveness

BSBWOR501A
Manage personal work priorities and professional development

BSBWOR502A
Ensure team effectiveness


	Elective Units – select 3 units from this list or you can select up to 2 units from other Diploma level qualifications and 1 unit from a level 4 qualification.

	Compliance

BSBCOM503B
Develop processes for the management of breaches in compliance requirements

Customer Service

BSBCUS501A
Manage quality customer service

Financial Management

BSBFIM501A
Manage budgets and financial plans
Franchising

BSBFRA502B
Manage a franchise operation

Human Resource Management

BSBHRM402A
Recruit, select and induct staff

BSBHRM503A
Manage performance management systems

BSBHRM504A
Manage workforce planning

Learning and Development

BSBLED501A
Develop a workplace learning environment

Management

BSBMGT502B
Manage people performance

BSBMGT516A
Facilitate continuous improvement
Sustainability

BSBSUS501A
Develop workplace policy and procedures for sustainability

Workplace Relations

BSBWRK509A
Manage industrial relations


Employability Skills Summary

BSB51107 Diploma of Management

The following table contains a summary of the Employability Skills required by industry for this qualification. The Employability Skills facets described here are broad industry requirements that may vary depending on qualification packaging options.

	Employability Skill
	Industry requirements for this qualification include

	Communication:
	communicating with business contacts to promote the goals and objectives of the business

obtaining feedback from colleagues and clients.

	Teamwork:
	leading, planning and supervising the performance of team members to develop team cohesion and to foster innovative work practices.

	Problem solving:
	accessing and assessing information for accuracy and relevance 

developing strategies for minimising risks.

	Initiative and enterprise:
	identifying networking opportunities and developing operational strategies to ensure the viability of the business

instigating new or different work practices to improve productivity or service delivery.

	Planning and organising:
	allocating work to meet time and budget constraints 

developing plans and schedules.

	Self‑management:
	prioritising tasks.

	Learning:
	participating in professional networks and associations to obtain and maintain personal knowledge and skills

systematically identifying learning and development needs.

	Technology:
	using business technology to access, organise and monitor information.


Collecting Evidence of Assessment

Throughout your course, you will be developing new skills in the workplace and gaining recognition of the skills you already use with confidence in the workplace.  

When your trainer comes to visit and verify your skills, you will need to show them how you can complete the tasks.   Assessment is done through discussion with you, observation of your performance in the work place, looking at work samples, and through questioning and discussion.  

If you complete a task at work which you feel demonstrates a competency, make a copy of this, and show it to your trainer when they visit next.  An example of this may be a word processing document that you have created, a work plan, or an action plan, you may be responsible for the OHS within your workplace and you have created new policies and procedures to be implemented by your team, these can all be used as evidence of your skills.

If you are involved in an unusual activity at work that you would like to record please document the activity at the back of your training record book.  Examples of this include;

*
any other training you attend;

*
seminars and workshops you attend;

*
fire and evacuation exercises you participate in;

*
trade shows you go to;

All training providers go through a quality review process with Training Queensland, when DET come to audit and randomly check on student activities, they will look at the types of evidence that we have collected to prove that you do have the skills.

If you have any questions about assessment, please talk with Jenny Field on 07 55430066.
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BSBCUS501A

Manage Quality Customer Service
Introduction: What is Quality Customer Service?
REFERENCE: http://www.changefactory.com.au/articles/article_092.shtml

Customer service is not customer satisfaction as reported by customer satisfaction surveys. Customer service, like a brand, is what the customer perceives and remembers of the service they received. 
What a customer perceives is the service they receive is not necessarily the service they actually receive.
Several published studies reveal that the mood of the customer has a significant impact on the perception of the service received.
For example, if a customer has been waiting for a long time in a check-in queue, the perception of the friendliness of the person at the check-in desk deteriorates. Conversely, studies have shown that people waiting a long time for elevators due to the slow speed of the elevator have a better perception of the experience of waiting if there is some distraction such as a mirror in the elevator lobby.
Golfers who have had a bad day on the course are likely to have a worse perception of the service at the clubhouse than those who have had a good day.
What a customer remembers about a service is not just dependent on the usual suspects of first and last impressions. It is dependent on the “moments of truth”, a phrase coined by Jan Carlson from Scandinavian Airlines.
For an organisation in the service industry, there may be twenty or thirty moments of truth in its provision of service. A moment of truth is when an interaction occurs between a customer and the service provider that can leave a lasting positive or negative impression on a customer.
Moments of truth in the hospitality industry, for example, will undoubtedly include, but not be limited to, booking the room, check-in, check-out, dinner reservations, dinner ordering, dinner presentation, eating (quality and quantity of food) and laundry receipt.
Understanding the moments of truth that are important to an organisation’s customers by segment is the key to understanding what is good customer service.
Completing customer satisfaction surveys is not a reliable way of determining moments of truth for two reasons.  Firstly, the design of most satisfaction surveys is usually poor. They ask a series of questions which request an opinion on how well the service provider performed. The opinion is prompted by a question similar to, “The booking was handled with efficiency and attention to my needs” and the answers range from totally disagree to totally agree on a five point scale. 
Surveys designed this way give a misleading view as they do not ask a question which seeks to understand the importance of the particular services prior to the request for an opinion. A request for a response to a statement such as, “The booking process was very important to my level of enjoyment during my stay”, prior to, “How well did we perform?”, will at least make it clear whether the service we provided really mattered or not, independent of whether we provided the service well, or not. In most cases, only three or four of the “services” provided in a list of ten questions will actually be important.

The second reason why customer satisfaction surveys are unreliable is that even if they are designed well, satisfaction surveys tend to condition the recipients to give a response.
In a study reported in the Harvard Business Review in 1995, Jones and Sasser noted that customer retention levels of around forty percent correlated to an average rating of “satisfied” and did not reach 80% until the average rating reached very satisfied.
Mercer reported in a separate study that eighty percent of customers who churned from an internet service provider had responded that they were satisfied or very satisfied with their service.
Relying on customer satisfaction surveys to determine what good customer service is and how well an organisation has performed is risky at best.

Understanding what good customer service is begins with mapping a generic customer’s experience and determining the moments of truth. 

It is insufficient, however, to only have a generic organisational view of the map. To make use of the map to improve customer service, the view of each significant target segment must be understood to ensure that appropriate service is given at appropriate moments.

Surveys of customers’ actual experiences, asking them what has frustrated them in the past are an acceptable way to gather information. Using customer satisfaction surveys which only ask, “How well did we do?”, are not.

Customer complaints are a source of extra material but given that only a small percentage of customers who are dissatisfied actually fill them out, they cannot be the sole source of information.

The employees of an organisation are also a good source of information to determine the moments of truth. Employees see first hand the body language, the tone and pace of voice and the circumstances that surveys will never see and that customers will sometimes not realise is happening.

What segmentation is used is naturally dependent on the nature of the organisation, its goal and the level of data it can collect. However, its ability to detect a particular segment and offer a differentiated service during the day-to-day course of business is the most important determinant of the nature and level of segmentation to use. 
Determining, at each moment of truth, for each segment, what impacts on the customer’s perception and memory of the service is the key to providing good service.

For example, in the hospitality industry, research by Liljander and Mattson revealed three personal factors (and the general environment) impact on perception of service. The personal factors are: 

· The level of concern shown for the individual customer

· The level of friendliness shown towards the customer

· The level of civility shown towards the customer

Having someone wait in line at check-in can cause a negative impression. Showing genuine concern at the length of their wait and helping to make the next interaction after check-in easy in a friendly and helpful manner can reduce that negative impact to zero.
By understanding what each target segment requires at the moments of truth relevant to the segment enables organisations to develop and execute plans to improve the perception and the memory of the interactions that are important.
Customers are then more likely to be genuinely satisfied and return. 
	To manage quality customer service strategies in your workplace you need to be able to:
· Plan to meet internal and external customer requirements

· Ensure delivery of quality products and/or services

· Monitor, adjust and review customer service

Using your management skills, you will demonstrate a high level of communication, you will provide mentoring and coaching support to your colleagues and you will be able to use your problem-solving skills to deal with complex and non-routine difficulties.

Expanding on your skills and knowledge

(: using the text – MGMT – Complete chapter 17 – read page 359 to 378
As you read the text, think about your workplace, your team and your customers.

Points to think about include:

· techniques for solving complaints including the principles and techniques involved in the management and organisation of:

· customer behaviour

· customer needs research

· customer relations

· ongoing product and/or service quality

· problem identification and resolution

· quality customer service delivery

· record keeping and management methods

· strategies for monitoring, managing and introducing ways to improve customer service relationships

· strategies to obtain customer feedback.
Need to revise your skills before you attempt the assessment - Go to MGMT website to complete additional learning activities.  (this is not compulsory)



To complete this unit – you must complete both Part A and Part B of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Report
BSBCUS501A – Manage Quality Customer Service

Part A: 
Analysis and report – customer service analysis
This analysis is to be based on your current workplace.  If you are not currently employed, then discuss a suitable scenario with your trainer.
Scenario: A new senior manager has recently joined your company.  They are keen to find out how customer service standards are perceived within the organisation, and also how customers view the organisation.  You have been asked to prepare a report and present your findings.

Your report should include at least the following:

· Provide a short profile of your customer base 

· Identify and assess the needs of your customers?
· Briefly describe how you have used the information identified in the planning processes for customer service delivery.

· Outline the characteristics of a product, system, service or process that meet the requirements of customers and interested parties in providing quality

· How has the business plan of your organisation influenced the delivery of products and/or services to your customers

· Outline strategies that can be used to monitor the team performance towards quality customer service

· Indicate and reference any plans, policies or procedures that are used within your organisation for the delivering quality customer service
· Briefly describe the benefits of keeping existing customers

· What strategies can you use to retain your existing clients

· Outline how you monitor the changing needs of your clients and how you respond to or how you should respond to these needs

· Using tools, such as surveys, questionnaires and interviews identify an area of your customer service strategy that could be improved.

Part B: 
Plan – Providing mentoring and coaching to your team

As a manager, you have identified an area that needs improvement which will enhance the quality of your customer service.
You are now required to design a mentoring, training or coaching program that could be implemented within your workplace.

Your Plan will include the following:

· Outline of identified area needing improvement

· Training and development activities (outline only).

· Suggested strategies for mentoring and/or coaching within the team.

· Agenda for meeting with team members to discuss and plan improvements

· Evaluation checklist or other tools to be used to monitor the effectiveness of the change

· Strategies to be used that will give ownership to your team.

BSBINM501A

Manage an information or knowledge management system
Introduction: What is an information or knowledge management system

This unit applies to managers who have responsibility for seeing that key information and corporate knowledge are retained, accessible to others and improve business outcomes.
The unit does not address the requirement to select the technical system (software or hardware), which is seen as the role of an information technology specialist, although in some smaller organisations this may be a part of the manager’s role.. 
Reference: http://www.records.nsw.gov.au/recordkeeping/news
To understand knowledge management, it is important to understand what knowledge is. However, knowledge is one of the most difficult concepts to define. One definition for knowledge taken from the Australian Standard for Knowledge Management AS 5037-2005, Knowledge Management – A Guide is:

A body of understanding and skills that is constructed by people and increased through interaction with other people and with information. (AS 5037-2005 Definition 1.3.4)

Knowledge can further be defined as a culmination of values, experience and outside information which provide a framework within an organisation that evaluates new experiences and information. Knowledge is often contained not only in documents or repositories but also in organisational processes, procedures and norms.
Therefore knowledge management may be seen as a process that uses particular techniques to organise, capture and make available a collective experience of an organisation. The most important aspect of knowledge management is the capture and recording of all types of knowledge within an organisation to enable a knowledge sharing environment. This knowledge can include facts, developments of strategies, technological activities or simply the knowledge of the organisation and associated processes found within the cognitive actions of an employee.
The Australian Standard AS 5037-2005 further defines knowledge management as:

A trans-disciplinary approach to improving organisational outcomes and learning through maximising the use of knowledge. It involves the design, implementation and review of social and technological activities and processes to improve the creating, sharing and applying or using of knowledge.
Knowledge management is concerned with innovation and sharing behaviours, managing complexity and ambiguity through knowledge networks and connections, exploring smart processes and deploying people-centric technologies. (AS 5037-2005 Definition 1.3.7)

It is widely accepted that there are two types of knowledge which can be loosely labelled as ‘tacit’ and ‘explicit’.

Explicit knowledge refers to knowledge that can be codified and communicated. There can be many different methods of communication including verbal, mathematical expression, manuals and so forth.
Tacit knowledge refers to not only the physical skill sets that are learned through practice but also the cognitive skills obtained by an individual or organisation that are learned through experience and implicit learning. Tacit knowledge is often difficult to articulate with formal language. In many ways tacit knowledge is assumed knowledge.

The act of sharing knowledge requires that one possesses the knowledge (tacit) or knows where to obtain the knowledge (explicit). It is for this reason that knowledge management is concerned with the organisation, use, capture and availability of both types of knowledge.

How does knowledge management relate to records management?

The best way to differentiate between knowledge management and records management is to examine the aims of each discipline. Knowledge management’s main objective is to enable sharing of knowledge while records management is about capturing and maintaining evidence of and information about business activities and transactions in the form of records [1] . Hence knowledge management and records management are different yet complementary activities.
According to AS 5037, there are a variety of ‘enablers’ or tools and techniques that are used to implement knowledge management initiatives. The enablers taken from AS 5037 can be loosely placed within three different programs:

· human resource management

· information and communication technology

· knowledge management

It is important to note that not all enablers will be found in all organisations. Enablers may also fall outside the above mentioned programs depending on the structure of the organisation. While most organisations will have a human resource management program and an information and communication technology program, knowledge management as a program is a relatively new addition and is slowly being introduced into organisations.
Records management itself is a related area of practice to knowledge management, however within the different programs mentioned, many aspects of records management can be found. Often records management is a stream within the information and communication technology program. 
However in other organisations records management stands alone and occasionally records management will appear under the mantle of knowledge management.
 A table has been constructed that groups some of the enablers listed in AS 5037 within the programs mentioned in this guideline. This list is not exhaustive but can be used to demonstrate some of the various tools and techniques used to leverage and share knowledge within organisations. For a full list of enablers please consult AS 5037:2005, Knowledge Management – A Guide. 

	 

Programs 
	 

Human resource management 
	Information and communication technology

(including records management)

 
	 

Knowledge management (specific)

	
Examples of ‘enablers’ of knowledge management
	after - action reviews

business process mapping and redesign

champions and advocates

change management

critical incident technique

leadership, learning and development

mentoring and coaching and rewards and recognition

communities of practice and interest

strategic conversations 
	content management

document management

environmental scanning

information auditing 

leveraging information repositories

taxonomies and thesauri 

technologies for communication and sharing

technologies for discovery and creation

technologies for managing repositories

technological integration
	knowledge auditing

knowledge mapping

knowledge literacy
 


Records management ensures that records are created, captured, controlled and accessible to the organisation. As such, records and records management are a fundamental building block for any successful organisation. Records are an important source of explicit knowledge that can be used again and again within the knowledge management cycle.

Records managers are aware of many of the enablers of knowledge management – for example, in the development of taxonomies and thesauri or audits of records in an organisation. Through the development and implementation of these enablers records managers play a key role in the management of knowledge.
As the above table outlines, people gain knowledge from many different sources of information, some of which can be found within an organisation’s records. This knowledge can then be interpreted in a new way or aligned with other information, thereby creating new knowledge. This new knowledge may be documented in various forms, such as reports, records, conference papers, and publications or in more collaborative roles such as project blogs or wikis. Some of this knowledge is then captured as a new record. This use of records to aid knowledge management indicates a circular relationship between records and knowledge.
Records are an important source of knowledge because they are unique to an organisation and relate directly to the business context. Good records management enables staff in organisations to quickly and easily access information that can provide answers to a wide range of questions such as-

· What is our policy on out-sourcing? 

· What does a project plan look like?

· Has anyone else worked on this topic?

· Have we tried this before? If so, did it work?
The implications of knowledge management for records managers

Knowledge managers and records managers are joined in their mission to protect information assets. As has been mentioned, the records of an organisation may be used as a source to leverage knowledge. As such, records management and knowledge management enjoy a special relationship.
As more and more organisations realise the benefits of knowledge management, it is important for records managers to be involved with any knowledge management project. Records managers need to be involved so that knowledge may successfully be recorded. Records managers need to intervene early in any knowledge management project in order to set up appropriate capture mechanisms and points. 
However the relationship between records management and knowledge management is reciprocal. As records managers need to be involved in knowledge management initiatives, so too should knowledge managers seek out records managers in order to benefit from their expertise. Records managers are a useful source of information in regards to gathering knowledge about an organisation. Records managers can help with the identification of knowledge assets through their own understanding of:

· collecting, capturing and managing information 

· classification 

· regulatory requirements 

· risk management, and 

· managing the disposal of records.
Summary of challenges for records managers

There are many challenges for records managers within the world of knowledge management.
Knowledge management challenges records professionals to be aware of the human issues in developing recordkeeping systems, to consider the multiplicity of ways in which records and their contents can be re-used to serve different purposes and to encourage this use.
Another challenge for records managers is the widespread adoption of ever-changing technology that is encouraged in knowledge management. As knowledge management projects begin to incorporate more varied techniques and technologies, including but not restricted to person to person knowledge through databases and intranets, blogs, wikis and communities of practice (see list of enablers), records managers must make their presence felt in order to achieve the goals of records management. It is important for records managers to remember that while the method of capturing records may change, the methodology of records management will remain the same. Records managers need to be flexible and innovative in capturing appropriate records in the current changing technological environment.

A third challenge for records managers is to participate in knowledge management projects within their organisations. By actively participating in knowledge management projects, records managers are ensuring that records are created as well as possibly saving time and money for their organisation by not ‘re-inventing’ the wheel. Much knowledge can be gleaned from recordkeeping systems and tools. 

Questions to ask of current recordkeeping practice may include:

How can existing recordkeeping systems support the development and sharing of knowledge? 

If new knowledge is being created, will this be captured in systems with recordkeeping functionality to support accountability and re-use? Will it be linked (perhaps through classification schemes) to existing sources of knowledge? 

Can existing classification and disposal tools be used to help manage explicit knowledge? 

Do person-to-person knowledge initiatives require the creation and capture of supporting records? Consideration must be given to the risks of losing this knowledge if it is not documented. This is becoming increasingly important with the proliferation of wiki and blog use. 

How can knowledge existing in current records and recordkeeping systems be better used? 

For more information

· Australian Standard AS 5037–2005, Knowledge management – a guide

· ‘AS 5037 – 2005: knowledge management blueprint for Australian organisations?’ by Stuart Ferguson in The Australian Library Journal, Vol 55, No. 3 (2006)

· Australian Standard HB 189-2004, Knowledge management terminology and readings – An Australian guide

· ‘Records management and the capture of tacit knowledge’ by Martin Sanderson in Records Management Journal, Vol 11, No. 1 (2001)

· Footnotes

· [1] AS ISO 15489:2002 Records Management Part 1 Clause 3.16

© State of New South Wales through the State Records Authority, 2003, revised February 2009.


	Expanding on your skills and knowledge

(: using the text – MGMT – Complete chapter 16 – read page 338 - 357

As you read the text, think about your workplace, your team and the information that you use to do your job.

Points to think about include:

· legislation, codes of practice and national standards, for example:

· privacy and confidentiality legislation

· freedom of information legislation

· AS 5037:2005 Knowledge management – A guide
·  organisational policies and procedures, for example:

· records management

· information management

· customer service

· commercial confidentiality

· organisational operations, and existing data and information systems.
Need to revise your skills before you attempt the assessment - Go to MGMT website to complete additional learning activities.  (this is not compulsory)



To complete this unit – you must complete both Part A and Part B of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Case Study & Short Answers 
BSBINM501A – Manage an information or knowledge management system
Part A: 
Case study – How you manage data within your organisation.
You are to write a report of between 1500 and 2000 words that describes an information system used within your workplace.

Analyse the strengths and weaknesses of the system and report on the suitability of this system for a particular job.
Indicate how this system impacts on your work tasks.

Indicate any relevant legislation, codes of practice and national standards that must be complied with.

Identify the learning needs of the users of the system

Outline the learning activities to be completed by the users

Design an evaluation form that can be used to monitor the effectiveness of the learning activities

Seek feedback from users, and then review the recommendations, and put forward a list of recommendations that could be made to improve the system, the policies or the work practices

Part B:
Short Answers

1. Briefly describe how you have determined the information needs for your job role?
2. Create a mind map or flowchart or other tool to demonstrate the information flow that affects your job.

3. How is information captured, that helps you in your job?
4. List Information or Knowledge Management Systems that you have used or currently use within your workplace.

5. Briefly outline the strengths and weaknesses of at least one information or knowledge management system/s that you are familiar with.

6. What strategies could be used to validate the information used within your system?

7. What risks exist to your data?
8. List relevant legislation, codes of practice and national standards that need to be considered when managing a Knowledge Management System.

9. What are the advantages to sharing information within your workplace?

10. What are the disadvantages of sharing information?

11. What is a firewall?

12. What is data encryption?

13. How can you protect your data from virus attacks?

14. If your knowledge management system is electronic, and the server goes down, what impact will this have on your business?  Outline strategies that could be put in place to minimise the downtime.

BSBMGT502B
Manage People Performance
Introduction: Getting the best performance from individuals and teams
This unit describes the performance outcomes, skills and knowledge required to manage the performance of staff who report to them directly. Development of key result areas and key performance indicators and standards, coupled with regular and timely coaching and feedback, provide the basis for performance management.
This unit applies to all managers and team leaders who manage people. It covers work allocation and the methods to review performance, reward excellence and provide feedback where there is a need for improvement.

The unit makes the link between performance management and performance development, and reinforces both functions as a key requirement for effective managers.

This is a unit that all managers/prospective managers who have responsibility for other employees should strongly consider undertaking
Setting the scene

Reference: http://www.changefactory.com.au/articles/article_024.shtml
Competing in ever globalising markets, organisations need to improve both the quality of their products and services and their productivity in producing and supplying them. This applys to both the private and public sectors. Performance Management Systems need to be implemented or reviewed to help drive the required improvements in quality and productivity. 

Many managers and supervisors shirk their duty to manage the performance of their subordinates to the detriment of both employee and organisation performance. They do so out of a feeling of discomfort about assessing another human being's performance and that often comes from a lack of skill. They deprive their subordinates of the opportunity to understand what is expected of them and to develop the behaviour skills and knowledge required to achieve what is expected. 
In its simplest form, performance management requires the supervisor to think and determine what the Key Result Areas (KRAs) are for a particular role, set standards of performance for similar roles and targets of performance for individuals. Once that hard work is done, measuring and discussing performance in most cases is simple. Performance management only gets hard when there are no standards or targets of agreed KRAs. 

Care needs to be taken in framing KRAs. Many supervisors do not think clearly enough about this step. A supervisor needs to ask “Given the objectives of the organisation, what are the few key results we need from this role which will drive us to our objectives?” The trick in developing a good KRA is to be specific and to articulate a result. 

A KRA should contain no verbs as the KRA is not about an action. It should not contain words, which describe a direction or measurement. If words such as “develop”, “reduce”, “improve” appear in a KRA, then the manager has not understood the purpose of a KRA and their approach to performance management is already compromised. 

Consider a marketing role. Market share is an unlikely KRA as a team including marketing, sales and logistics roles is likely to be responsible for market share. A marketing role however, can have responsibility for brand awareness or advertising spend or reach and frequency of advertising. These are appropriate KRAs. 

Identifying KRAs helps individuals clarify their roles and prioritise their activities aligning them with the organisation's strategic plan. It is mandatory that all KRAs can be measured numerically. If it can't be physically measured either invest in the ability to measure it or change the KRA to something which can be measured. 

For similar roles in a large organisation e.g. a sales team, standards of performance for each KRA need to be agreed with the team. A sales KRA may be the ratio of successful sales visits over the total number of sales visits. The standard of performance for all sales people may be one in ten. This is the standard below which no sales person would be expected to perform. 

Individuals in the team however, may have different competence based on skills and knowledge gained from further years of experience or a behavioural trait which makes it easy for customers to build a rapport with them. A new sales person would not be expected to have the same sales success as a sales person with five years experience. One might expect the experienced sales person to achieve a success rate of one in eight. This then becomes that sales person's personal target. 
Setting agreed KRAs and standards of performance for like roles and targets for individuals is a simple process which gives clarity to the roles of individuals and their personal performance requirement in a team. 

Having set KRAs, standards and targets, it is relatively easy then to have a regular conversation about performance. Conversations about performance can and should take many forms including a formal process review and coaching sessions. However, studies show that the performance review itself is often the weakest link in performance management. 

Supervisors tend to perform reviews which only emphasise results and this is insufficient to improve performance. Best practice performance management systems also include a review of competence, the behaviour skills and knowledge required to achieve a result. Supervisors need to be trained to perform reviews and have their ability tested. 

Coaching sessions are a powerful addition to a performance management system. Coaches need not be the supervisor as not all people have good coaching skills. Having an experienced mentor coach developing people in how to do things is an age old practice that continues to reap rewards for positions from CEO to new recruit. 

Implementing the simplest form of performance management described above will improve productivity. To be certain that they are extracting the maximum productivity they can, those organisations who have a performance management system should review the objectivity of their system and the skills of their supervisors in performing reviews and coaching their subordinates. 
Reference: http://www.changefactory.com.au/articles/article_024.shtml
Learn more about the performance appraisal process by visiting the following sites:

www.businessballs.com/performanceappraisals.htm
www.lifecoachingstudio.com/acom14.htm
http://www.pte.idaho.gov/PerformanceManagement/AppraisingPerformance.html
http://www.commbank.com.au/business/betterbusiness/managing-staff/managing-poor-performers/
	Expanding on your skills and knowledge

(: using the text – MGMT – Complete chapter 11 – read page 218 – 254

Additional readings – chapter 1,5,7 & 14

As you read the text, think about your workplace, your team and the information that you use to do your job.

Points to think about include:

· communication skills to articulate expected standards of performance, to provide effective feedback and to coach staff who need development 

· risk management skills to analyse, identify and develop mitigation strategies for identified risks

· planning and organisation skills to ensure a planned and objective approach to the performance management system.
· relevant legislation from all levels of government that affects business operation, especially in regard to occupational health and safety and environmental issues, equal opportunity, industrial relations and anti‑discrimination

· relevant awards and certified agreements

· performance measurement systems utilised within the organisation

· unlawful dismissal rules and due process
· staff development options and information 
Need to revise your skills before you attempt the assessment - Go to MGMT website to complete additional learning activities.  (this is not compulsory)



To complete this unit – you must complete both Part A and Part B of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Evidence Portfolio 
BSBMGT502B – Manage People Performance
Part A: 
Knowledge Quiz
You are required to write short answers to the following questions.  

1. Explain the purpose of the performance appraisal

2. List 3 ways that you are able to assess performance

3. Describe the benefits of properly managed formal performance appraisals.

4. Describe the benefits of holding informal regular reviews.

5. Describe four strategies that managers can use to discuss underperformance with a team member.

6. Describe key characteristics of a performance appraisal.

7. Define the following acronyms:

a. KPIs

b. KRAs

8. Once identified, how can a performance gap be filled?

9. “Diversity makes good business” – explain this in more details.

10.  Outline how 360-degree feedback can improve performance

Part B: 
Critical description and analysis report
You are required to research the performance management system within your enterprise.  Write a critical description and analysis report of the performance management system.

Your analysis report should include:

· A brief description of your enterprise

· An overview of the relevant awards and/or certified agreements relevant to your enterprise.

· Conditions of employment, resignation and termination.

· Examples of performance indicators used for 1 or more roles within the organisation.
· Description of the performance management system
· Techniques for providing feedback to and from the participants
· Strategies for providing and documenting mentoring and coaching for improvement
· Strategies for ongoing review

· Techniques for documenting results

· Processes for termination of staff

· Your analysis of the effectiveness of performance management within your workplace.

BSBMGT516B
Facilitate continuous improvement
Introduction: What is Continuous Improvement?

Continuous Improvement is both a mind-set and a range of techniques to review and evaluate work processes. As a mind-set, it is a way of approaching work so that a culture of innovation and creativity is encouraged. As a range of techniques, Continuous Improvement includes approaches such as Benchmarking, Re-engineering, Quality Management, Organisational Reviews, Performance Management etc.
This unit describes the performance outcomes, skills and knowledge required to lead and manage continuous improvement systems and processes. Particular emphasis is on the development of systems and the analysis of information to monitor and adjust performance strategies, and to manage opportunities for further improvements.
This unit applies to managers who take an active role in managing the continuous improvement process in order to achieve the organisation’s objectives. Particularly where managers are closely associated with the creation and delivery of products and services, they play an important part in influencing the ongoing development and betterment of the organisation.

At this level, work will normally be carried out within complex and diverse methods and procedures which require the exercise of considerable discretion and judgement, using a range of problem solving and decision making strategies.
Continuous Improvement – Reference http://www.profitec.com/cont_improv.htm
The goal of a Continuous Improvement Program is to improve business and reduce waste.
“My business is running just fine. Sales are right where I want them. My blood pressure is as stable as my work force. But ... I know the operation could run a little more smoothly. Could run better. If only I could put my finger on where to start!!”

Do you ever have these thoughts? One solution is to look at how your processes are carried out. How much time is taken to accomplish the tasks associated with your business?
What's that? Look at the processes and the time? Yes! 
Anywhere from 75 to 85 per cent of any process is consumed by wasted time. How often have you been asked for an estimate to complete a task, and you invariably add a little extra padding? We all say "Well, you know Murphy!" And Murphy does raise his ugly head from time to time. We depend on co-workers to complete a task only to have them call in sick or take a vacation. Your delivery date has just slipped!
Another bit of information: 65 per cent of the businesses in America deliver their products or services on time. The means a third of the time, deliveries are late. Every market is wide open to those who improve their processes and eliminate waste! In order to become more competitive, we need to look at the steps involved with improving any process.

Processes 
A process is defined as a series of actions which repeated come together to transform your inputs into value-added outputs for a customer. One way continuous improvement happens is to analyze your processes and the time it takes to accomplish work. Continuous improvement keeps your business very competitive and adds more to your bottom line.

Everything we do is a process. Some typical processes in a business include payroll, accounts payable, selling, purchasing and accounts receivable. Processes around the home might include cutting the grass, cooking dinner and washing the car. You get the idea.

The continuous improvement process, or time-focused management, involves identifying waste by focusing on time as a common denominator. Special emphasis is placed on the power of the people involved in an operation to identify the opportunities for change and then drive toward the goal of theoretical best.

Select A Work Process 
Be sure to pick an initial project that will yield success quickly. This way, you and your employees will see the value of eliminating waste.

Document The Work Process 
Gather the people together who perform the process (work) to define all current activities. List all work process activities in sequence. This helps you put all of what I call "tribal knowledge" on paper so that everyone can understand.

One tool that works especially well for this activity is to make a flowchart of the tasks using Post-it Notes.™ A flowchart is nothing more that a pictorial representation showing all the steps of a process.

Have the participants go through the complete flowchart and verify the flow, taking care every step is included. Make sure that all decision points are identified.

Analyze The Work Process 
Prepare process worksheets that list all of the steps in the process. Have your team record the amount of time each step takes on the worksheet. Next, identify the value-added and non-value-added steps.

You and your team will now have a clearer picture of where the non-value-added tasks are located. Remember, a process is a series of actions that transforms inputs into value-added outputs. Now you will have an appreciation of where the time goes for that particular process.

Implement The Improvements 
Rank the non-value-added tasks in order and have the group tackle the largest time offender first. The most important part of this whole exercise is the implementation. If your team identifies big time wasters and management does nothing, the entire improvement process will die and so will the morale of the employees. The worst thing a manager can do is to encourage improvement efforts and then not implement the changes.

After the priority list is set, begin working until that particular process is improved. Once you have removed all of the non-value-added tasks, look closely at the value-added activities for additional improvement.

Repeat the continuous improvement steps until you have gone through all of your processes. A project has a beginning, a middle and an end. A process continues forever.

Expanding on your skills and knowledge

(: using the text – MGMT – Complete chapter 1, 5, 7, 11 & 14

(Note: You may have already completed some readings in other units)

As you read the text, think about your workplace, your team and the information that you use to do your job.

· Communication strategies that you can use in your workplace

· Mentoring and Coaching

· Short-term and long-term plans within the enterprise that will factor in opportunities for your team

· Performance planning

· Reward and recognition programs that exist in your workplace

· Training and development activities that form part of your continuous improvement model

· Opportunities for input from your team, forums, meetings, newsletters, reports, blogs

· Policies and procedures within your workplace

· Continuous improvement processes including cyclical audits and reviews of workplace, team and individual performance

· Evaluations and monitoring of effectiveness

· Feedback from stakeholders

· Operational processes

· Workplace and team goals

· Customer Service indicators
· OHS indicators

· Productivity gains

· Group success

· Records and reports that document work term performance

To complete this unit – you must complete both Part A and Part B of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Evidence Portfolio
BSBMGT516B – Facilitate continuous improvement

Part A:
Research project
Using the Internet, you are to research the following tools and terms for continuous improvement – and write a short description for each.
· Benchmarking
· Ishikawa fishbone diagram
· Pareto analysis
· Flowchart
· Histograms

· Check sheets

· Scatter diagrams

· Kaizen
· PDCA cycle

· OODA loop
· Six sigma

Part B: 
Continuous improvement report

Investigate the continuous improvement approach within your organisation.
1. Prepare a briefing report that could be presented to your manager:

· Briefly describe the approach to continuous improvement within your enterprise and comment on its effectiveness.  

· In your description, comment on the objectives, analysis, quality tools, measures and conclusions that you have investigated.

· Outline the advantages of the process approach adopted by your enterprise

· Outline any disadvantages of this process

· Draw a flowchart of the process and clearly label the flowchart

· Explain why quality is important

· Discuss how continuous improvement has an impact on your employees and clients
· Put the process into action.

· Review an area of operation within your organisation – what activities could you undertake to review quality.

· Using the process outlined above, identify areas for improvement

· Include at least 2 recommendations for improvement.

· Include examples of any tools used to collect and analysis data

· Explain how the operation has been improved

· Explain how other team members were involved in the process

BSBRSK501A
Manage Risks
Introduction: What is Risk?

What is risk?

Risk can be defined as the combination of the probability of an event and its consequences. In simple terms risk can be seen as a combination of the chance that something may happen and the degree of damage or loss that may result if it does occur.
What is risk management?

Risk management is the process of recognising risk and developing methods to both minimise and manage the risk. This requires the development of a method to identify, prioritise, treat (deal with), control and monitor risk exposures. In risk management, a process is followed where the risks are assessed against the likelihood (chance) of them occurring and the severity or amount of loss or damage (impact) which may result if they do happen.
This unit addresses the management of the risk across the organisation or within a business unit or area. It does not assume any given industry setting.

This unit applies to individuals who are working in positions of authority and are approved to implement change across the organisation, business unit, program or project area. They may or may not have responsibility for directly supervising others.  The unit has been designed to be consistent with AS/NZS 4360:2004 Risk management.

No licensing, legislative, regulatory or certification requirements apply to this unit at the time of endorsement.

This unit describes the performance outcomes, skills and knowledge required to manage risks in a range of contexts across the organisation or for a specific business unit 

Note:
	After 5 years of development, the Risk Management Standard, AS/NZS 4360:2004 has been superseded by   AS/NZS ISO 31000:2009, Risk management - Principles and guidelines.
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  AS/NZS ISO 31000:2009 can help you achieve:

	organizational resilience;

proactive management;

stakeholder confidence and trust;

reliable decsion making and planning; and

more certainty in today's market conditions.
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 AS/NZS ISO 31000:2009 vs AS/NZS 4360:2004

	Elements of Risk Management Standards
How AS/NZS ISO 31000 builds upon AS/NZS 4360:2004
Application of framework for risk 
management

Expands the framework and further develops the 2004 framework

Principles for managing risk

Far more clear and explicit

Enhanced risk management attributes

New addition included in the Annex

Guide to establishing and implementing effective risk management process

New addition included in the Annex compared with previously supplied in HB 436:2004

Risk management context

Also applicable across all industries to any entity implementing organizational objectives which may involve uncertain outcomes

 

 


How do you assess risk levels? 

Risk levels are categorized in a numbered format. Each hazard is given a rating and this is multiplied by the probability that these hazards will occur, as shown in the following equation. 

Risk level = Hazard severity x Likelihood of occurrence 

Step One 

Give each hazard a severity marking as indicated in the table below: 

	Risk Level 
	Effect of hazard 

	5 
	Fatal injury 

	4 
	Permanent disabling injury 

	3 
	Disabling injury 

	2 
	Injury causing time off work 

	1 
	First aid only 


 

For example: 

If slipping on the stairs (hazard), could result in death or disablement, then it must be given a rating of 4 or 5. 

Step Two 

The next step is to consider how often each hazard is likely to occur as indicated in the table below 

 

	Risk Level 
	Likelihood of occurrence 

	5 
	Certain 

	4 
	Near certain 

	3 
	Very likely 

	2 
	Frequent 

	1 
	Seldom 


 

For example: 

If slipping on the stairs (hazard), was very likely to happen, then it must be given a rating of 3. 

Step Three 

Multiply the two scores together and you will get the risk level. This figure should be entered into the risk assessment form. 

For example: 

5 (hazard) multiplied by 3 (occurrence) = 15 

Step Four 

The following bullet points are guidelines to help you gauge how quickly you need to put the controls in place, so dates will vary from office to office. 

Where any hazard is given a risk ranking of 22-25 then action must be taken immediately to reduce that risk. 

Where any hazard is given a risk ranking of 16-22 then the line manager must be informed before the end of that working day. 

Where any hazard is given a risk ranking of between 1 and 15, then action needs to be taken at the earliest opportunity, as soon as it is reasonably practicable to do so, taking into account local circumstances. 

Employers must ensure that risks are reduced to the lowest extent reasonably practicable. 

The legal definition of 'reasonably practicable' is 'any measure which can be reasonably carried out having regard to technical knowledge and acceptable expense'. 

Administration 

The Risk Assessor should retain completed Risk Assessment Forms and a copy must be held on site. 

Risk Assessments must be made available to all relevant personnel and they must be kept up to date. 

. 

Expanding on your skills and knowledge

(:Research in the workplace – locate any policies and procedures that exist in your workplace – that refer risk management.  Locate a risk management plan that has been used in your workplace.

Discuss risk management strategies with your supervisor.

(: using the Internet – read the following document

http://www.eventstasmania.com/uploaded/73/318006_05risk_management_toolkit.pdf
http://en.wikipedia.org/wiki/Risk_management_plan
http://www.wikihow.com/Develop-a-Risk-Management-Plan
http://www.vicsport.asn.au/Assets/Files/VicSport%20-%20Guide%20to%20Developing%20Risk%20Management%20Plans%20for%20Sport%20and%20Recreation%20Organisations.pdf
You may find additional readings by searching on keywords of:

“risk management”

“risk management plan”

“how to write a risk management plan”

As you read the text, think about your workplace, your team and the information that you use to do your job
To complete this unit – you must complete both Part A and Part B of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Evidence Portfolio
BSBRSK501A – Manage risk
Part A:
Knowledge Quiz

You may use the Internet, text and other resources to support your answers.

1. Briefly explain what constitutes a risk and the types of risk you are likely to come across in a workplace

2. Explain who has responsibility for managing the risk.
3. List what information should be included in a risk management plan

4. Draw a flowchart and label it, with the sequence of actions needed to manage risk.

5. Create a template for a risk matrix

6. What is a SWOT and when could it be used

7. What are risk levels

8. How does risk management benefit your organisation?
9. How would you describe the risk culture of your organisation?

10. What are the main risk factors in your industry?

11. What is their likelihood of occurring and what might be their consequences if they do occur? 
Part B: 
Risk Management Case Study
You are to complete a risk analysis for your workplace.

Select an event or activity that has occurred or is likely to occur in your workplace.

Create a risk management plan which includes a detailed stakeholder analysis.  Include an explanation of the following:

· risk context, 
· critical success factors, 
· identified and analysed risks, 
· treatments for prioritised risks

In a short report detail the monitoring arrangements for the risk management plan and write an evaluation of the risk management plan’s efficacy in treating risks.
BSBMGT515A
Manage Operational Plan
Introduction: Operational Plans are the day-to-day plans developed and implemented by lower level managers, for producing or delivering  the organisation’s products and services usually over a 30 day to six-month period.
This unit describes the performance outcomes, skills and knowledge required to develop and monitor implementation of the operational plan to provide efficient and effective workplace practices within the organisation’s productivity and profitability plans.

Management at a strategic level requires systems and procedures to be developed and implemented to facilitate the organisation’s operational plan.

This unit applies to people who manage the work of others and operate within the parameters of a broader strategic and/or business plan. The task of the manager at this level is to develop and implement an operational plan to ensure that the objectives and strategies outlined in the strategic and/or business plan are met by work teams. However in some larger organisations operational plans may be developed by a strategic planning unit.

At this level work will normally be carried out within complex and diverse methods and procedures, which require the exercise of considerable discretion and judgement, using a range of problem solving and decision making strategies.

Setting the scene – notes on how to write an operational plan

Reference: http://www.business-plans-guide.com/operational-plan.html

The operational plan is an essential component to your business plan and it tells the reviewer how you are going to get your product/service out to market. That is, how are you going to get your product out of the production stage to the doorstep of you target customer. 

The operational plan may seem mundane but it will outline some very important answers to such fundamental questions such as: 

· Who is doing what? 
·  What are the day to day activities? 
·  How will the suppliers and vendors be used? 
·  Who are the suppliers? 
·  What are the labour requirements? 
·  What are the sources of raw materials? 

Why is this section so important? First off, it will outline to the reader how you are going to carry out the delivery of your product or service. What's the use of having a product or service if you don't have a way to get it from the development stage to the consumers home? 

Believe me, a business plan reviewer gives this section a lot of weight because she wants to know what you and your employees are doing to get your product/service out to market. 

How you keep track of inventory or what type of equipment you need may seem obvious to you, but remember, the reader doesn't know this. 

These activities may seem like the kind of details that take care of themselves but these are fundamental and critical for your business success. Why? This is where you translate theory into the... 

“Real World” 

It is important that you understand why this section is important. It's because you are now dealing with practice and not theory. 

You see, there's a far greater chance that a business will fail because fundamentals aren't handled properly than because the basic business concept is faulty. 

The fundamentals being the core of your business such as the operations. If your assuming that the operations are going to take care of themselves, you'd better think again. 

Business plan reviewers know the importance of a well thought out operational plan and place considerable weight on this section since it can mean the success or failure of a business. 

As an internal planning document, the plan should be a detailed, in-depth operational plan. This will give the entrepreneur an opportunity to work out many potential problems on paper prior to commencing operations. 

However, if you are using your plan to potentially leverage additional funds, remember not to get too complicated. Understand that the reader wants to know that you have worked out your operations and how your product or service fits into the “big picture”. 

Don't leave your reader sitting there scratching their heads trying to figure out every detail. Keep it simple and remember, you want to convey to your reviewer that you have everything under control. 

If you are planning to present your plan to a third party reviewer, ask yourself these two questions: 

1. Will the reviewer understand the content? 

2. How important is the content to the overall understanding and appreciation of the business plan? 

The relative importance of an operational plan will depend on the nature of the business. A production facility will probably require significant attention to operational issues. 

On the other hand, most retail businesses and some service businesses will probably have less operational complexity. However, don't get the impression that an operational plan is not needed because it is. 

“What Should An Operations Plan Cover?” 

I'd like to point out that an operational plan should be specific to your business. Not all businesses require the same level of complexity when it comes to the operational plan. The topics that I cover here will not all apply to your particular business. 

In your own plan, you do not necessarily need to address each topic. Rather, limit your operations section to those issues that are needed and considered essential to the nature and success of your business. 

If your business is a manufacturing business in which product distribution is often a major difficulty, you may want to include a couple of paragraphs clarifying your company's approach to improve this difficulty. However, if your business is a retail operation, distribution may not be a problem and you might not have to discuss it. 

On the other hand, if you business is an operation that develops or relies on a lot of new technology, you need to explain those aspects thoroughly. You need to explain who will be using that technology and what the implications are. 

Basically, you want to explain to your reader how you are going to deliver your product. What are you and/or your employees going to be doing on a daily basis from the time you open up to time you close. This is what your reader wants to know. 

Some issues often addressed in an operational plan include: 

· Production or manufacturing 
· Facilities 
· Inventory 
· Distribution 
· Maintenance and service - Order fulfillment and customer service 

Production or Manufacturing 

Every manufacturing business has a production process - the way it goes about fabricating a raw or component material and creating an item with greater usefulness or desirability. However, even if your business is a service or retail operation, you have to use a method of “producing” something of value for your customers. 

Integral to the overall understanding of a production oriented business is an appreciation of how the company will manufacture its products. One straight forward way of conveying such information is to examine this activity in terms of resources, processes, and output. 

Resources may be characterized as those elements the firm must utilize in an effort to manufacture a desired product. Typically, these include manufacturing facilities, machinery, equipment, materials and related assets, and labour. Depending on their relative importance, attention might be focused on each of these elements. 

In the case of a production facility, it is important to discuss the process by which a company will manufacture its products. This usually involves some description of the plant, equipment, material, and labour requirements. 

What techniques and processes are going to be used in combining these resources, such as assembly lines and robotics; and the capability of the business in terms of production rates, critical constraints such as productive capacity, or quality assurance programs. 

The operational plan might include a profile of the facility, that will be used, including comments regarding size, location, and related specifications - clearance, loading docks, and proximity to other outlets such as railways and airports. 

There should be some comment as to the nature of the machinery and equipment being used or acquired. Also, sources of raw materials or components availability, price volatility, and key supplier relationships are often worth mentioning. 

The number one question being asked here is how you are going to implement the techniques and processes to get your product out the door. What sort of machinery are you going to be using and who's going to be using it? 

Take the time to evaluate your production process and assess the plan to see if you can enhance efficiencies and improve the quality of the finished product. 

In doing so, you may find little gaps here and there that may serve impede the bottom line - profit. Look at the various stages involved in creating your product or service, can these stages be shortened? 

Remember, you must use your judgement in deciding how much detail should be offered in the operational plan. Just remember that you want to convey to your reader that you have covered all of your bases when it comes to production. 

Here are some points you may want to consider when putting your operational plan together: 

Capacity 
Capacity is the measure of how much work your facilities, labour force, and equipment can handle. Does your production process have the capacity to keep orders up? Do you have too much capacity? Not enough capacity? 

Productivity 
Productivity measures how long and how many people it requires to produce your product or service. If you can produce more goods in less time, you can improve the bottom line from every dollar spent on equipment and operating costs such as salaries and rent. 

Labour 
What kinds of and how many employees do you require to produce your product or service? How are you going to use them? Are you going to be using seasonal workers? Full time? Casual? 

Quality Assurance 
How are you going to keep consistent and maintain the same standards with each product or service? Such activities include regular inspections throughout the production process, occasional testing or sampling of goods. 

Facilities 
In business, the location of your facilities can prove a critical factor for your success. If your business is going require a large outlay of capital assets at the onset, you will need to make sure the facilities are adequate and are positioned properly. 

What's the use of setting up a manufacturing facility in a rural setting with no transportation mechanisms? You will need to decide how you are going to get your product to your consumer and position your facility that will be both cost effective and efficient. 

When evaluating your facilities, examine those aspects most important for your particular business. Do you need to be close to certain transportation facilities? Do you need to be close to key suppliers? Do you need to be downtown? 

Keep these points in mind when you are completing your operational plan for facilities: 

Location 
Include the location of company headquarters, retail store (s), branch offices, additional plants, and others. Describe the size and how each will be allocated. Mention why you are located at your particular location and the benefits associated with it. 

Describe access to parking and transportation; air, rail, and surface shipping access, and loading docks, warehouse, and other facilities. 

Improvements 
What improvements are needed to get the building in working condition and how much will it cost to fix it up. 

Lease/Rent 
Are you leasing? This is very important and make sure you understand all aspects of the lease. You don't want to be stuck in a 5 year lease if your business fails after the first year (I've seen this happen - a few times). Can you sublet? What restrictions are in the lease? Can you get out early if things go sour? 

Maintenance 
What are the operational costs associated with the building? Include the cost of gas, water and electricity. What are the costs for janitorial, trash removal and other operational costs. 

Inventory 
Different businesses will have different inventory requirements. Of course, a large retail operation will have much more inventory than an engineering consultant so remember to use those points that apply to your business. 

Most of the retail operations I deal with overlook the importance of inventory management. An effective inventory management process can make all the difference in the world when it comes to making a huge profit. 

On the other hand, a poor inventory management plan can take you right out of business - I've seen it happen. What happens if you sink a large portion of your operations budget to your inventory and have no way of monitoring the process? Disaster. 

How much money you have tied up in supplies or finished product sitting in your warehouse makes a direct impact on your bottom line. Every box of raw material is not just taking up space, it's costing your hard cash and it's money sitting around - losing value. What about too little inventory? 

If you don't have sufficient inventory, you occasionally can't make the sale. Every business dreads the possibility of receiving large orders but can't seem to fill them because of the lack of inventory. 

How do you keep inventory on a level and consistent basis? Develop systems that increases the flow of information from the sales point to the production and purchasing units. The most important thing to remember is to know how your sales are going - At all times. 

Distribution 
Here's a some advice if you rely on goods or materials for your business; Keep up a good relationship with your suppliers. You see, most businesses will experience different levels of difficulties at different parts of the year. 

So it's important to work at developing excellent relationships with your suppliers and distributors; You want them to feel that you are in a partnership together so that they will try to do everything possible to meet your needs. Believe me, there will be a time when this relationship will be invaluable to your business. 

It's also important that you try not to be too dependent on just one supplier or distributor. The reason? Your business' financial future will be too vulnerable if they fail you. Imagine a supplier going under who is your only supplier during your peak season. Always have back ups. 

Use suppliers that understands the needs of your business. Look for companies that can deliver on time, and have excellent customer service. Don't make the mistake of using a supplier based on price alone. 

Select suppliers with whom you can communicate well; make certain they understand your specifications and can consistently meet your standards. 

Maintenance And Service - Order Fulfillment And Customer Service 
In some instances, it is important for a company to define the services and support it will provide. Specifically, the plan should address the level of support a company will provide after a customer has purchased a product or service. This is particularly important in the case of new or technical product. 

The service and support of a company's goods are often critical to the business's success. As a consequence, they often merit attention in the business plan. The need to include such a description is dependent on the nature of the company's products. Some goods are sufficiently simple or inexpensive not to need service and support. 

In other cases, such as technical or new products, support may be necessary if a customer is to use and maintain properly the company's products. A company can benefit in two ways from providing quality customer service. 

First, a company can preserve and enhance its reputation and its relationship with customers by providing guidance and support after a sale. This support may range from simply providing an operating manual to having a staff of service people on call, ready to address customer problems. 

Second, this activity may prove to be an additional source of revenue. This is the value of a lifetime customer. By keeping in touch with your customer on a regular basis and providing them with quality information and special deals, you give them a reason to trust you. People only buy from people they trust. 

Customers are constantly demanding better and better service. The expect to get what they want, when they want it, and to be treated graciously and fairly in the process. 

So, it's your job to make certain customers have little reason for complaints. Build sufficient flexibility into your policies so that you can easily handle unusual or difficult requests. 

Also look at your order fulfillment process. Often, orders are not communicated clearly or quickly to the processing department, and valuable time is lost due to inadequate internal communication. Assess the methods by which you prepare goods for shipping and deliver good to customers. 

Careful planning in the operational area can bring you meaningful rewards. Analysing the day to day operations of your business will pay off in the form of increased profits as you find ways to reduce costs and improve productivity. 

“Reviewers Thoughts” 
In this section, you want to convey to your reader that you can effectively get your product or service out to the market. Business plan reviewers want to know how you are going to deliver your product to the market, so show them how you are going to do it. Remember not to get too complicated. You want to make sure they understand but don't leave them scratching their heads in confusion. 

Let's see an operational plan sample using our fictional company: Terra Engineering 
Sample - Operational Plan - Terra Engineering

The following section will identify the proposed operational plan for Terra Engineering. Included are the general operating procedures, human resources, insurance, and working capital requirements of the business. Also included is a table outlining the office space requirements, asset acquisition and an outline of Terra Engineering's operational workflow. 

General Operating Hours 
Terra Engineering intends to operate Monday thru Friday from 9 am to 5 pm. Terra Engineering will be operational year round. 

Human Resources 
Mr. Johnson and Mr. Smith will be the sole employees of Terra Engineering for the first two years of operation. When additional human resources are needed, Terra Engineering has identified the persons qualified and able to assist on a contract basis for the same rate as the owner. They include: 

Mr. Wes Aaron, and environmental engineering technician will be sub-contracted to complete work as needed. It is estimated that Mr. Aaron will eventually be hired full time by Terra Engineering once demand warrants growth. 

Mrs. Leanne White holds a Masters in Environmental Engineering and will also be sub-contracted to perform work for the company. Eventually, Terra Engineering intends to hire Mrs. White full time. 

Mr. Charles Pearson holds a Bachelors of Science Degree in Environmental Engineering and has a vast technical experience base in the environmental assessment area and will be retained when needed. 

Once the business reaches 60% of its operational capacity this will represent 1300 hours, Terra Engineering will offer the above environmental professionals full time positions. Also at this time, an administrative assistant will be sought. 

A professional user of Auto Cad will be sought to perform various jobs for the company. It is unknown at this time who will fill this position, however, job advertisements will be put in the local papers and organizations to attract a good pool of respondents. 

Once hired, all employees will be covered by the Workers Safety and Insurance Board and covered for Employment Benefits. 

Insurance Requirements 
Terra Engineering will have to incur costs for business liability insurance. The estimated cost for this requirement is $4,000 per year. 

Operating Capital Requirements 
Due to the demands imposed at start up, Terra Engineering will require that the business have sufficient working capital to meet all operational responsibilities of the business for the first three months. 

It is estimated that the business will need approximately $20,000 in working capital to sustain and ensure the business meets all opening and on-going financial obligations. 

Also, throughout the year there tends to be periods of low activities. Consequently, the company will experience financial pressures during these months. While much of this time will be spent developing proposals and marketing strategies, there will be a need to maintain sufficient working capital to cover these periods. 

A long term strategy to maintain a positive cash flow during these periods will be to diversify the company and develop environmental training programs for certain communities. These training programs will be given during these months. 

Office Requirements and Asset Acquisitions 
Terra Engineering will lease office space on located at: 

459 Duncan Avenue, Suite 1003 
Detroit, Michigan 

The office space is leased and will accommodate the necessary office equipment such as computers, fax machine, photo copier, and other engineering equipment. This facility will require an estimated $5,000 to renovate in a style that is aesthetically pleasing to the clients as well as the owners. 

These facilities will be leased at $500 per month. In addition, Terra Engineering will require specialized environmental equipment. These are the estimated costs associated with those investments: 

· Office Renovations $5,000 
· Office Equipment and Furniture $6,000 
· Specialized Field Equipment $27,000 
· Specialized Software $10,000 
· Total Capital Costs $48,000 

The above noted capital purchases will increase work effectiveness, enhance professionalism and will prepare the business for the forecasted demand for services. Further, the equipment may be leased out to partner associates during times of low activity. 

Operational Workflow 
As with any consulting firm, the operational workflow for the business is quite uniform and simple to follow. The following is a step by step outline of how contracts are completed on a regular basis: 

Step 1 Terra Engineering will respond to a request for proposal (RFP) with a professionally prepared proposal for service; 

Step 2 At this point, the potential contract is awarded to either Terra Engineering or other companies which submitted proposals for services. Therefore, communication is made by the contract to the successful consulting firm. If Terra Engineering is successfully selected to perform the work, the contract is then triggered to begin; 

Step 3 Terra Engineering will collect a deposit from the client and will begin the project. Deposit values vary depending upon the size and location of the project; 

Step 4 Terra Engineering will go ahead and start the project while keeping communication with the client. Once the project reaches 60% - 70% completion, funds will be given to the business by the client to complete the rest of the work; 

Step 5 Once the work is completed to the satisfaction of both, Terra Engineering and the client, the final payment for the contract will be made. 

The above operational workflow is very standard, easy to understand and within industry's norm. 

Terra Engineering will accept cash, cheque and visa payments. These payments are well within industry standards. The business will provide credit to larger account holders. 

It is estimated that the length and terms of payments are net 30 for all clients. This will allow the business to avoid cash flow problems. Late payment charges are 2% of the projects outstanding balance. 
Reference: http://www.business-plans-guide.com/operational-plan.html
Expanding on your skills and knowledge
(: Research in the workplace – locate any policies and procedures that exist in your workplace .  Locate and become familiar any of the following documents:
1. Organisational policies and procedures

2. Standard operation procedures

3. Action plans, strategic plans and contingency plans relevant to your work area

4. Mission and vision statements of the enterprise

5. Value statements of the enterprise

6. Key performance indicators or other tools to measure organisational performance
(: using the text – MGMT – Complete chapter 5 – read page 84 to 105

( Look and listen in your workplace
You will need to talk to your manager and find out where the operational plan for your enterprise is located.

· Who has access to this document?

· How does the operational plan impact on your job?

(: using the Internet – read the following document

You are required to find at least 5 sites, where you can read additional information relating to operation plans and planning.  
Using the Internet, continue to research the following:


“What is an operational plan”

Additional websites

http://www.palsnet.info/about-pals/policies-plans-reports/operational-plans/OpPlanAdministration.pdf/view
http://www.localgovernment.qld.gov.au/LocalGovernment/Councilstoolbox/PlanandDeliver/Stage4Developtheoperationalplanandbudgets/tabid/347/Default.aspx?skinsrc=[l]skins\dlgqsportreclocalgov\localgov_printfriendly
http://www.birnbaumassociates.com/implementing-strategy.htm
To complete this unit – you must complete both Part A and Part B and Part C of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Evidence Portfolio
BSBMGT515A – Manage Operational Plan
Select a work-task that you have completed over the last couple of weeks, or that you will be completing over the next couple of weeks.  Your task is to develop and implement an operational plan around this task and monitor the performance of the operational plan in your work area.  (see task A)
You are to submit the plan to your trainer.

You will also need to submit supporting documentation including the resource acquisition list and a flow chart of the performance monitoring processes which you have established for this plan.

You are to complete a reflective journal and also submit this to your trainer.  Ideas on how to write a reflective journal can be found on the Internet - http://www.clt.uts.edu.au/Scholarship/Reflective.journal.htm
(A reflective journal is a place to capture your thinking, brainstorm, and reflect)
Task A  Develop an operational plan 

In consultation with other managers and colleagues you are to develop an operational plan. You may report on an existing operational plan that you have already implemented and you should note your role in its development and implementation and monitoring. 

This plan should include: 

·  objectives 
· responsibilities and reporting processes 
· outcomes—e.g. targets, quality standards, profits, productivity levels
·  procedures/methods used
· timelines for its implementation 
· safety requirements 
· relationship to the organisational strategic/business plan. 

Prepare a proposal outlining the resources required to implement the plan. 

Include in this proposal: 

· budget required and how this budget will be allocated 

· additional personnel required to implement the plan, any training required for these personnel, induction needs, etc. 

· additional resources required, e.g. equipment, materials, space 

· processes to be followed to acquire additional personnel and resources. 

Task B  
Prepare a brief report outlining the monitoring of the performance of the plan. 

Include in this report: 

· what is to be monitored, e.g. resource usage, productivity, quality 

· systems and processes to be used to monitor the performance of the plan 

· responsibilities for monitoring 

· corrective actions taken to address underperformance 

· any changes made to original plan to ensure achievement of outcomes. 
· Using a Gant chart as a tool, document the life cycle and scheduling dependencies of the operational plan.
Task C  
Reflection exercise

Think of a situation in the workplace, where you have been involved in the development of a plan.  Break down the plan into the following six steps, then critically analysis your time and effort – was it worth the effort of planning, and outline what you would change next time.

	Name of the plan
	

	Step 1.  Establish realistic goals
	

	Step 2. List activities and responsibilities – who will do what?
	

	Step 3. Sequence activities
	

	Step 4. Communicate your plan to others
	

	Step 5. Implement your plan
	

	Step 6. Monitor – check your progress
	

	Comments – critical review of the plan against a work task that you have recently completed.
	


BSBPMG510A
Manage projects
Introduction: Project management – one step forward towards success
Reference: http://www.projectmanagement.net.au/project_method_training
Project failures are all too common - some make the headlines, the vast majority are quickly forgotten. The reasons for failure are wide and varied. Some common causes are...

· Lack of co-ordination of resources and activities 

· Lack of communication with interested parties, leading to products being delivered which are not what the Customer wanted 

· Poor estimation of duration and costs, leading to projects taking more time and costing more money than expected 

· Insufficient measurables 

· Inadequate planning of resources, activities, and scheduling 

· Lack of control over progress so that projects do not reveal their exact status until too late 

· Lack of quality control, resulting in the delivery of products that are unacceptable or unusable.
Quoted: -  Rod Hutchings www.projectmanagement.net.au
Setting the scene
The following example will walk you through a project management life cycle with a limited scope. This means that you are working in a project that has its own set of boundaries and responsibilities, but you are not responsible for the project as a whole.

For instance, you may be the project manager looking after the construction of a radio documentary, or a video sequence that will be incorporated into a CD-ROM, or a web site development for a small business. In this case, you will be working with another person within the organisation - a manager, director, producer, accounts manager - who you will ultimately be responsible to. However, you will be responsible for the management and outcome of your particular part of the production. 

This example will take you through the skills and knowledge required for you to manage a successful project. 

Project management lurks somewhere between an art and a science. It is in this location because a project manager needs both 'soft' and 'hard' skills to do their work. 

Soft skills

The 'soft' skills are those that deal with people -and let's face it - a large degree of the project manager's role is people-based. This is because productions in film, television, radio and multimedia are all designed and created by teams of people with specialised skills

The project manager's role is to bring these people together into a productive, cooperative and creative unit.

There are many factors that influence the workings of the team - personalities, styles and methods of work, incentives, motivation, experience, jealousies, and so on. 

The project manager has the difficult task of reaching beyond the team dynamics to keep the production on time, within a set budget and to reach the objectives and outcomes of the project itself.

Hard skills

The 'hard' skills are those that relate to the planning, control and management of the project - primarily budgeting and scheduling.

All productions have a defined budget (mostly less than comfortable) and set timelines (when the project is to be completed). There is a direct relationship between the resources (money, staff, facilities), timelines (how long it will take) and the quality of the outcome. In fact, these aspects are related and known as the "triple constraints of project management".

If the timelines are shorter than expected, more resources will be required to meet those timelines. If there is additional product requirements (affecting quality outcomes), more resources and probably more time will be necessary. 

Managing the 'triple constraints" is a real balancing act where the project manager is the intrepid juggler. Fortunately, there are tools and techniques available to make this process easier to control. 

We could summarise and say that the project manager's job is: setting priorities, solving problems and getting quality outcomes. 

Let's take them one by one. 

Setting priorities

In a production, not only do things have to be completed on time, but in a particular order. 

For example, the sets need to be constructed before the filming begins; the graphic elements of a web site need to be designed before the site is built, and so on. So, people, and resources and equipment have to be arranged and used in the right order, otherwise people will be standing or sitting around waiting for other work or equipment to arrive - messing up the flow of the production. 

Setting priorities is the name of the game.

Solving problems

Despite the best planning and scheduling, unforeseen things will happen and force a new course of action. In project management, this is inevitable.

It could be the weather, or an illness, or a team member finding a new job. It may be the result of equipment failure, or an argument between team members. 

The production manager will be required to solve the problem, work out a new schedule, find a new person to take the place of the team member who has left, find a new piece of equipment, and so on. 

If it is understood that what can go wrong will go wrong, and this is accepted as part of the process, the project manager will be more likely to address problems in a calm and collected manner.

Quality outcomes

The product outcome is what everyone is striving for. It needs to be the best - award winning. 

There will be pressure and expectations about the outcome. The project manager will be seen as responsible (not the specialised team members) for this outcome. So, with this sense of responsibility, it is the project manager's task to make quality outcome a reality.

Qualities of a good project manager

What sort of person can do this? The project manager is like a chameleon - transforming into different roles at different stages in the production cycle. These roles will include:

Leader and visionary - the person who keeps the big picture of the production up front and in view for all the team members. 

Advocate - the person who bats for more resources to assist the production staff. 

Team coordinator and communicator - making sure the work process and practice are effective, and that everyone in the team is well informed and doing the right thing. 

Manager and administrator - keeping track of where things are, and where they should be, and how much is spent. 

Controller - being in charge when things go wrong, and making definite decisions about what to do next. 

In fact, a project manager will adopt different styles and guises throughout the production. 

At some stage they will need to be directive. They need to take the responsibility to make clear and quick decisions, and resolve issues that sometimes step on the toes of team member. 

At other stages, a more consultative style will be necessary, particularly in the planning phase when they will need specialised information from team members. 

Then collaboration will be required, to work just as part of the team, contributing with the level of performance that is expected of each team member, and setting an example of good working relationship with other team members, socialising and having fun. 

And finally, there will be times to delegate the responsibility to other team members - having them make important decisions.

To be a successful project manager, we need to understand the phases in project management, whether it is engineering, building or film and multimedia. These phases are not necessarily linear in that they go step by step through to completion. In fact, in multimedia, the phases are iterative. In other words, the design and production process goes through a repeated cycle that can be represented graphically as a spiral rather than a straight line.

There are different terms that describe the phases in production management, but the ones used here are: 

Define 

Plan 

Implement 

Control 

Close 

The rule we can suggest for this management cycle is this: the more time spent defining the project, the better the plan, which will make the implementation and control more effective and produce a better closure.

The example will look in some detail at each of these phases:

We will deal with defining or scoping the project.

Example  two with planning. 

Example  three with implementing and controlling. 

And example four with closing the project.

As we work through each of the examples, think about your workplace and the projects relevant to you.

Defining responsibilities

Successful project management requires careful definition of various responsibilities, including: 

· Tasks

· Decisions

· Budgets

As the manager of a project with a limited scope, you will be most likely working within a larger project. This will mean carefully defining, with the person responsible for the larger project, where the lines between projects are drawn. 

What is the project you are managing? If, for instance, it's to create the video for a multimedia production, you will need to work out, with the producer of the CD-ROM, who is providing the script for the video production and who is expected to digitise and compress the video. At both ends, the script and digitisation could be yours or the larger project's responsibilities. It's defining the line that is important. 

It will also be necessary to work out who in the larger project is making the decisions and what way should these decisions be communicated. It may be the producer of the CD-ROM (following the above example) and it may be best to meet face-to-face on a weekly basis through the production cycle.

There will be many points of intersection between the projects that effect you - schedules and timelines, and perhaps even access to production staff that may also be tied up in the larger project.

Budgetary considerations are also important to resolve. Will you have responsibility over the way people and resources in the team are paid - when and how much? What happens if there is a delay in the payment from the client - who covers the shortfall?

All this information is used to define the limits of your responsibilities and requirements. And making sure that nothing falls between the two areas, as you may be blamed for the end result, or having things at the last moment thrown your way when you haven't budgeted or scheduled them in.

A written document for the Project Brief 

Requesting a written document or brief that specifies the relationship is an important way to ensure there is no misunderstanding about the limits of responsibility. The document will be a relationship builder as well as a focal point for discussions with the other project manager or client.

The essential components of this document would include:

· Project purpose

· Project aims

· Project outcomes

· Audiences

· Content areas

· Timelines

· Budget

· Deliverables

· Technical specifications 

· Project management procedures

· Resources

· Scoping 

Scoping is the first step in preparing the project brief. 

Project scoping defines in detail the nature, size and scale of the project.

This may well be achieved in the process of defining responsibilities (described above), when you are managing a smaller project within a larger one, generally within the same organisation. However, it may be that you are provided with a rough brief from a client. You will therefore need to go through the process of "scoping the project". 

It will require meeting with the client or other decision-maker and discussing each of the following points in detail:

· Project purpose

· Project aims

· Project outcomes

· Audiences

· Content areas

· Technical specifications

· Deliverables

· Timelines

· Budget

Project purpose

This normally can be defined quite simply, and will describe the "product". For example, "to produce a radio documentary on the rampaging wombats on Wilson's Promontory, or "to build an education website on Australian artists in the 1950's".

Project aims

The project aims may be organisationally related or product related. For instance, the documentary may aim to "expose the deficiencies of wildlife funding", or "pick up on the new interest in Australian 1950's artists". In the latter case it may be that 1950’s artists are now being studied at VCE level in art subjects.

Project outcomes

Whereas aims are more generalised statements, outcomes state exactly what the project will accomplish - educationally, socially, economically, politically. The more specific you can make your outcomes, the easier it will be to stay on track throughout your project. It may be that the radio program is to highlight government failure to adequately fund the parks and wildlife department, and this needs to be publicly exposed. 

Or, it may be that the web site on Australian artists is a business venture by a publishing company, to attract students to other resources it has developed: the outcome is both educational and promotional. In this case, the outcome may be a website which includes:

The work of [list of specific 1950’s artists]

A biography of each artist

Links to related publications by the same company, including information on how to purchase these resources

Outcomes will be easier to achieve (and to evaluate) if you clearly state a standard of quality for each. One way to do this is to compare your proposed outcome with an existing product. For example, it may be that the web site on Australian artists is to be produced to the same quality standard as those on the publisher’s existing website. 

Audiences

No media product will be produced unless there is an audience interested. So, the audience in this project needs to be clearly specified and understood as it will determine so much of the product design and construction. 

Is it for a particular audience - primary school children, or politicians? or

Is it for a general audience?

Again, state the characteristics of your audience as clearly as possible. This will help you to stay on track throughout the project.

Content areas

In scoping a project, content is a critical area for consideration. Unfortunately, it is often overlooked. The content relates to text, graphics, animation, video, sound, illustrations, maps and so on. It is important to consider where the content will come from. Is it copyright free or licensed? 

It may be as simple as a company logo on a web site, when the unspoken assumption is that your production team is to create a new logo as part of the deal. Or, it could be that the music is provided by the larger project.

However, since it was not discussed in the scoping phase, it turns out the music is copyrighted. Such additional costs would then need to be shared by the project areas (including of course, yours). It is therefore much safer to take possible copyright costs into account during the scoping phase.

An inventory of content requirements needs to be established as part of the scoping exercise, to specify what media elements are required, and where the source of these will be (licensed, provided or produced). If there are certain unknowns, it is best to assume that the elements will be designed and produced by your production team.

Technical specifications

The technical specifications need to be clearly established as these will have a large bearing on engaging specialist staff and consequently, on the budget. For instance, the proposal may be for a web site, but it involves a database construction. Or, an audio visual production that requires being screened at a launch digitally projected onto a large screen. Clearly establish and state the technical requirements of your project during the scoping phase.

Deliverables

This is the form in which the product will be delivered to the client or manager. It may be that the deliverable is one gold master CD-ROM, or it may be the replication of 10,000 copies. The budget difference is significant. Be sure that the deliverables are made clear in the project brief.

Timelines

Timelines establish the commencement and completion dates for the project. It may be that within these extremes, milestones are inserted that document the stages in the design and production process that can be clearly identified and locked off. The milestones often relate to scheduling of invoices and payments. 

For example, you may have an Action Plan which outlines:

	 

Relevant

Outcome/

Outcomes 
	Action 
	Who is responsible 
	Approximate

completion

date 
	Payment 

	  
	 
	 
	 
	 


The timelines (as discussed in the "triple constraints") have a large bearing on the successful outcome of the project. 

Are the expected timelines realistic?

How much flexibility is there, for lengthening or shortening them?

What will happen if your production team goes over time?

Will penalties apply?

Do you have the staff and resources to meet these timelines?

What are the likely quality compromises if the timelines are to be met?

These are some of the considerations that will need to be made when scoping the timeline.

 

Budget 

As with timelines, the budget will have a critical bearing on the product quality and outcome.

The budget provided for the costs of production may be already fixed by a contractual agreement with the client or laid down by the Manager. 

If you have been provided with a fixed budget, then it’s a matter of developing a rough budget overview to make sure that what is expected by the client or Manager can be met by the budget. 

A dollar value should be put on each aspect of the production. Such budget categories may include: 

Concept development $

Project management $

Research $

Writing $

Direction $

Design $

Graphic Design $

Photography $

Content development $

Programming $

Video production $

Animation $

Art work $

Photography $

Sound $

Music $

Actors $

Sets $

Testing $

Administration $

Duplication/replication $

While it is important to try to predict every potential cost, it is also a good idea to include an amount in the budget which can be made available for unforeseen costs.

To create this budget, you will need to have some idea on the cost structures for each. Some people are paid per hour, others a fixed fee and so on. All of this information is readily available from sources such as the Media Arts Entertainment Alliance and management agencies. 

Effective project scoping is a very detailed process, forming the basis of a clear written brief, which outlines the project. Such detail is well worth the initial investment of energy, as it can save an enormous amount of time (and heartache) in the long term. If you have clearly defined the scope of the project, you will know exactly what you need to do to complete it. You will also be aware of any unusual items that may have a significant impact on budgets and timelines. 

It is now necessary to define the resources that will need to be brought together in order to complete the project.

· Resources

· Finance

· Personnel

· Equipment and materials

· Finance

Presumably, you have carefully checked the budget to ensure that it will cover the costs you will incur. But how are these payments to be made? Is this something you will have control over, or will it be the responsibility of the manager? Assuming this has been resolved with your manager, the issue is one of budget responsibility. 

Often, as we mentioned above, the payments will be made at certain project milestones. Therefore, there will always be a delay between receiving the payment and when the milestone is completed. It is important to factor this into the cash flow management, or at least inform the person managing the cash that this will happen at these times throughout the project. To overcome this difficulty, many production organisations negotiate a payment on commencement, but this does not always solve the cash flow situation.

Personnel

Who will you need on your production team? This was scoped to some extent in developing the budget, but it now needs closer scrutiny. If you are part of another larger production, the people you expect to be working in your team may also be working in the larger project. Their availability to meet your schedule and timelines may be not as clear-cut as you would have liked. 

Secondly, the number of people in specialist fields may increase depending on the timelines - the shorter timelines, the more staff required. Because of the nature of the project of limited scope, it may be that people you want on your team are freelance, and the timeframe proposed in the brief does not quite meet their professional schedule. All these personnel factors will need to be carefully explored.

Equipment and materials

Availability of equipment, especially specialist equipment (For example, if it is to be hired in) may also be a factor in your timelines. 

 This lesson covers the following topics: 

Develop a plan for the limited project or section of the larger project including: timeline, milestones, deliverables, 

Build the reporting requirements into the plan 

Clarify resource requirements and where resources can be obtained 

Specify timeline and what is to be achieved by each deadline 

Consult with team members and take their views into account when formulating plan 

Inform the team members and other interested personnel of the project, the deadlines and how it is to be organised 

Planning is at the core of project management.

If the planning is conducted comprehensively, it is likely that the outcomes of the project will be successful. Planning takes time and effort, and there is every reason to make time to do it. 

Of course, every well-laid plan is fraught with difficulty and failure (part and parcel of project management), so part of the planning process is to establish 'contingency plans'. What are the best and worst scenarios that could happen? If the worst case scenario should happen, then the project manager is well prepared in advance.

    

The planning process 

The project manager who adopts a systematic approach to planning will avoid the terrifying prospect of "crisis management". Nothing is more frustrating than a project that runs from crisis to crisis - and this is for the client, manager, project manager and the project team. Steps can be taken in planning to avoid this kind of project management 'technique'.

Planning requires an intimate knowledge of the field that you are intending to manage. If it is a video project, you will need to know the process used in video production: the production phases - pre-production, production and post-production and the different specialist roles within the team - what these people do and how they go about it. 

People often ask: "What does a project manager need to know? " The easy response is: "Everything!" Well, not quite everything, but enough to know the detail of what components and techniques come together to create the product. The project manager does not, for example, have to be a camera operator. But they would at least need to know; the conditions that a camera operator needs to work in, the range of equipment required, the responsibility of the operator within the production team, the assistance they need to carry out their job well, the way they set up for a shoot; and how long it may take to accomplish their task.

It is well to remember that the production process involved in each of the media is different. 

Multimedia, for instance, is much more cyclic in its process than film. At each stage in multimedia production, user trials and tests are conducted to ensure the product meets the user requirements. Changes are made right through the 'post-production' stage in multimedia that would not be acceptable in film or television production. Knowing these production phases is an essential ingredient to successful project management.

The Gantt Chart as a planning tool

Project managers adopt various tools and techniques to manage their projects. Perhaps the most useful is the Gantt Chart. This is a table that shows a list of to-do tasks, broken down into a logical order set against the time it takes for each of those tasks to be done. It provides a clear graphical representation of the work-flow.

The illustration below is a Gantt Chart that was constructed using Microsoft "Project". This is a very useful tool. There are other software applications and ‘freeware’ or ‘shareware’ available from the Internet, and any budding project manager would be advised to purchase such a project management tool. 

The advantages of these applications over using software tables ("Excel" or "Word") is that they automatically create the graphical representation of the time scale as the data is entered into the appropriate column. They also do many other things that make planning life easy - link the tasks, enable resources and costs to be allocated against tasks, and provide a basic budgeting instrument.

Be sure to back up all of your files relating to the project. You should have a routine for backing up the work - storing it on the server and on a dat or zip disk, or burning weekly work onto a CD-ROM is a good idea.

Gantt chart 
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A work breakdown structure 

Planning begins with a very humble process called a "work breakdown structure" (WBS). This system was devised for large engineering projects, and has application across all projects. 

Constructing a WBS involves the following:

· Listing tasks 

· Setting milestones 

· Building in reporting requirements 

· Estimating time 

· Linking tasks 

· Assigning resources 

Listing tasks

Firstly, we create a list of all the things that need to be done in the project. Everything! It does not matter at a first draft to go overboard on the list. It's better to include than to neglect. 

In creating the list, try to do it in some logical order. Part of the art of creating the list is, knowing and arranging what comes before or after what. It's called prioritising tasks. Then, when it comes to implementing the plan, things should arrive at the right time.

The beauty of using a computer software program to construct this list is that we can easily edit and re-arrange the list if we believe the order is not quite right, and it is likely that we won't get it right first off. Project Management Software will also automatically create a Gantt Chart when you enter timelines (Resource 16a) at the next stage in the planning process.

The example below provides a brief example of a script and design work breakdown structure for the development of a web site.

· Script and design

· Set/Brief list

· Script first draft

· Design first draft

· Script second draft

· Design second draft

· Write final draft

· Content edit final draft

· Check final draft edit

Check sources

Write user’s guide/manual

It is sensible to write the task list in an active language; for example "Write final draft" and as briefly as possible. This gives the list an active dimension, and reminds the project manager that each task is a 'doing' task. 

Note that the task list is written from the point of view of the project manager only - not the individual team members. For instance, in the fourth item in the list above, the writer writing the first draft would have their own task list - research, find resources, sketch out structure, etc. It is not necessary for the project manager to provide this amount of detail. They only want to know when the various components of the work will be completed, and only that which impacts on other members of the team.

The task items can be grouped under common production phase headings - write, design, build, test, etc. This will identify the production phases clearly when the time comes to work out how many days, weeks or months each phase takes to complete. 

As they say in the trade, "creating a work breakdown is a sure way of avoiding a nervous breakdown".

Setting milestones

The project manager needs to set milestones in the work breakdown structure. Milestones are tangible end-points or outcomes made at various times during the design and production cycle. As discussed in Lesson one, they will most likely become stages to which project payments are tied. Milestones give the manager or client a sense of where the project is at - to make sure that it's on track (rather than waiting until the end of the whole project). 

Milestones need to be tangible. Physical evidence should be shown of the project's progress. A script, a design, a concept, a story board, the result's of a user test, a treatment, a flow-chart or a prototype may be some of the deliverables that can be used as project milestones. In demonstrating this, the client or manager will have confidence that the project is running on track because they can see it and not just be told it.

These milestones should be written into the work breakdown structure.

Meetings and reports 

Regular project meetings, and meetings with the manager or client should also be set in the work breakdown structure. This formalises the planning approach and provides clear goals and incentives for certain stages or components of the product construction. Of course, as we will see in the next Lesson, other meetings with members of the project team will need to be organised.

Both the client and Manager will require formal reports. Often these will be linked to the completion of agreed milestones. A report detailing where the project is in relation to the schedule and timelines; the plans and ideas that have been discussed by the project team; major issues arising from the production; changes in direction and procedure and a budget summary are some of the aspects required in the Report. Keeping project documentation and using a computer-based planning tool like Microsoft "Project" help when reports are due.

Estimating time

Returning to the work break down structure as our major planning technique, it is time to ascribe every work task with an estimated completion time. This may vary from hours, to days and weeks. 

How does a project manager know how long it takes to do a specialised task? By asking the people in the project team. Consultation is necessary at this stage. Every member of the project team (even if the actual team has not been formalised) should be involved in determining the actual work schedule. If something takes longer than anticipated in the initial project scoping (Lesson one) it will mean using additional staff for that component. If you are not satisfied with the team member's response to their time estimate (too long or short) ask someone else in a similar position. 

Estimating time is a difficult task, and should not be shirked. The consultation with specialist staff is an important exercise, as its starts to draw them into the project.

In a software project management tool, entering the timelines for each task will automatically create the Gantt Chart. The line will represent the exact time showing when the task commences to when it is completed. See the illustration below.

In this project, the first draft for the competency was estimated to take 10 days.

Linking tasks

Of course, tasks in work breakdown structure do not all begin at the same time. There are some tasks that need to wait until another task is completed. Sometimes, tasks can begin at the same time, or staggered just in front or behind another. The linking of tasks, or 'setting precedents' as it is called in some software programs, is an essential planning tool. In effect, what we are doing is not only getting the order of the tasks, but the sequence. It tells us what has definitely to be finished before we can move to the next stage of production. This will ensure a more exact schedule and times when tasks must begin for another to also commence on time.

The illustration shows on the Gantt chart the links between tasks. It demonstrates the complexity of these links. Here we see two processes running in tandem (parallel paths), where each task can only begin when the preceding task is completed.
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Assigning resources

Using the work breakdown structure, the project manager needs to assign the resources: who is going to do it, who needs to be there and what materials and equipment is required to do it. This applies to every task and meeting, so that quick scan of the plan will provide personnel, equipment and materials inventory. It will also be an opportunity to create a contact book of phone numbers, postal and email addresses for each of the project team members and equipment/material purchase and hire organisations.

With materials and equipment, factor in their actual availability. Maybe a computer for testing can only be hired on a weekend. Check with the actual organisations, to find out for instance, how long it takes to replicate a CD-ROM (don't just guess). 

Creating a Budget 

In Lesson One, we scoped the budget in broad terms. Using the time estimates that you have developed for each task, and the resources (labour, materials or equipment) you have assigned, it is possible to create a more accurate and detailed budget. 

Labour will be based on an hourly or weekly figure. Equipment hire is based on an hourly, daily or weekly charge, and materials a fixed cost.

The budget costs centres are calculated: $/ hour (day, week) x by the number of hours (day/weeks).

Use a software package like Microsoft Excel to do the calculations and additions.

 

PERT analysis 

As a final check on your planning schedule, conduct a "PERT analysis" (Program Evaluation and Review Technique). Using Project Management software, project managers can perform a what-if analysis on their schedule to estimate a task’s duration. After specifying the optimistic, pessimistic, and expected duration of the tasks in their schedule, the software will calculate a weighted average of the three durations and determine a single duration estimate.

You can also perform a PERT analysis without using software. This means simply playing around with the schedule and providing pessimistic, optimistic and expected time lines. Identify where you imagine the hitches to be. For instance, in a multimedia project, never underestimate the design phase. Like planning in project management, it is preferable that the design phase is not rushed. The more discussion and thinking and testing that goes into the design of the product, the easier will the build phase be. 

The PERT analysis also provides an opportunity for a 'reality check'. For instance, you may have factored in that a particular task overall will take 2 days to complete. But the person who will do the task, works freelance, and is available only for 3 hours each morning. Thus the time to complete the task will actually take therefore, 4 days. 

The pessimistic and optimistic scenarios are for your use only. They are your fall back positions. Ideally you aim for the optimistic plan, put everything into position that will avoid the pessimistic one, and hopefully, end up meeting the expected. 

The expected plan is the one that should be circulated.

 

Circulate the plan 

Having completed your plan, circulate it to the manager or client (as this informs them -and impresses them - of the completion times of certain phases of production). Remember that plans sometimes founder not because of your planning, but the client's or manager's own timelines. Seeing you plan alerts them to their responsibilities in being prompt with decisions and phase sign-off, so that you can get on with the next phase of the project.

Of course, the project team members should also be provided with a plan, so that they can see how they fit into the overall structure, and when they will be expected to contribute to the work process, and how long they have to do it in. 

This lesson covers the following topics: 

· Provide detailed information on roles and responsibilities to those involved in the project 
· Clarify aim, purpose, product, outcome of project for personnel involved 

· Support those involved in the project. 

· Check on progress toward deadlines 

· Complete reporting requirements 

· Implement and monitor financial control plans 

· Monitor human resources issues 

· Adjust plan and roles and responsibilities as required 

· Introduction 

Having so carefully planned the project, we are at the stage where we need to implement, monitor and control it.

The plan itself - the Gantt chart or the schedule - is your working tool. It is the document against which to measure the progress of the project as it rolls out. But, don't let it dominate your view of the real project. The plan is there for you to follow (preferably, to be ahead of ), but the primary role for you will be organising, talking, cajoling, supporting, encouraging, discussing, meeting and negotiating. 

Do not imagine you can hand out the project plan to the members of the team, then sit in a back office and think the project will progress. It won't! The project team members will expect to see you, and discuss with you, issues involved in the project development. They will see you quite rightly as the leader of the team.

It’s a team thing 

Once the planning is completed, the success of the project will be in the hands of the specialist team members. It will be their skills and creative talents that will come together to make the product a success. It is your role to facilitate the working environment and the creative context for members of the team to achieve their best performance.

The work schedule

Obviously, they will need to know the way you organised the work schedule. The project manager consulted with them on the plan anyway, so they should already have a rudimentary knowledge of it. They will want to know, in detail, their part in it - when they can expect the work to arrive, where it will be located (if it’s a shoot), who they will be working with and so on. 

It’s a good idea that an individual schedule is written for each person involved in the team, with these details clearly provided. This should be provided well in advance, so that they can arrange the times in their busy schedules. Don't forget that if there are changes in dates, etc. to let each team member know. 

Keeping electronic copies of the schedules makes revisions simpler, and email is a very immediate and practical way to let people know of changes.

Team members expect that the project implementation will be based on the plan. 

The objective

It is a good practice to define an objective for the project. It's your role to articulate this objective, and to hold it in view through the ups and downs of the project cycle. You need, in the first team meeting, to focus on defining this. 

A team objective can be defined quite simply - fame, fortune, an Award, personal recognition, helping the company financially, ensuring future contracted projects, or whatever. 

The team objective should be measurable, and possibly not so far beyond the grasp of the team - that is, set realistic goals. Team members should agree with the objective and all feel that it includes them. 

Individual responsibilities

Team members should be aware of their own individual responsibilities. This is best worked out privately with the individual team members when they are invited into the team. 

Team meetings, conducted by you as the project manager, should be open and frank, where each member contributes their point of view about the whole of the project. But once they leave this meeting, they go back to their specialised role. It's no good having a programmer who really believes he is the graphic artist, and is continually disgruntled because that's what he would prefer to do. A lot of unnecessary conflict will be resolved if the team member roles are well defined.

Supporting the team

A lot of the project manager's work will involve critical encouragement. Every member of your team will want support and encouragement. This is confidence building, and great work should result. On the other hand, if work output is not satisfactory, and the quality of the work is poor, then as project manager you will be expected to say something about it, as other team members will be affected by it. 

The best team is one where the individual egos are put to one side and work can be discussed honestly and frankly, without team members feeling defensive or offended. Try to encourage your team to take this attitude. It depends on shared values of respect, confidence and sensitivity.

There will be creative and personal differences between team members. These need to be dealt with extremely sensitively. 

Difference of opinion is healthy, and in a creative environment, strong views should be encouraged. It is when they head in a negative direction - when someone feels undermined or threatened that the project manager needs to resolve the differences. Never speak to another team member negatively about someone else in the team. 

The project manager champions the skills and creative ability of each and every team member publicly and in team meetings, whilst privately may be engaged in seeking a better individual performance.

Meetings

Team meetings are essential. However, they should be arranged when necessary, not as a routine, otherwise they may be viewed as an intrusion and interruption to work. Once a meeting is called, a clear agenda should be set, with all team members receiving an agenda and any attachments before the meeting. 

The meetings need to be purposeful and short. All decisions need to be documented - indicating what was decided and who is responsible for implementing each decision. This meeting report needs to be circulated to all team members promptly after the meeting because in many cases the decisions will be work instructions.

Documentation 

The project manager is responsible for collecting and filing all documents relating to the project. This will include research material, contacts, draft designs and scripts, meeting reports, correspondence, contracts, licenses, permissions, invoices, backups, product versions and archive material. 

It will be necessary to develop a logical file system - both in digital and hardcopy forms. Proper documentation and filing will make reporting so much easier.

Communication 

There are many ways to communicate: the choice of appropriate means is the crucial factor. 

On many occasions, the project manager will speak face-to-face and one-to-one with team members. This is the quickest and most direct way to work with someone, and a problem can be resolved quickly and effectively, especially if it concerns a visual issue - the design of an interface, a shot or a photograph. A phone call, however, may be just as effective if someone wants to have immediate assistance. 

Sometimes, though, oral communication is not sufficient when complex instructions are involved, and in this case it is better to use a written form. Email is becoming very effective for this purpose. Email also provides the advantage of digitally storing the communication for future reference, and documents can be attached that may contain detailed instructions: designs, plans, drawings, scripts, etc. 

For the project manager, communication never ceases during the project.

Reports 

Managers and clients will require reports on the progress of the project. These should always be provided when requested, and on time. Even if the project is running behind schedule, it is better to provide a report on time than wait until the schedule catches up before doing so. The delay in providing the report may antagonise a Manager or client more than the news of delay in the project itself.

A report will usually include: 

· work to date 

· approvals required 

· estimate of timelines against the schedule plan 

· time to complete 

· significant production issues 

· variations in designs 

· budget implications. 

You may require reports from team members on their progress. Most often, this information can be sought verbally. However, if it is required to be in a written form, provide a template or form which the team members can simply fill out. Information may include: 

· work to date 

· approvals required 

· time to complete 

· updated designs, scripts or samples 

· production issues. 

· Monitoring progress 

At any stage, using your Gantt chart plan, you should be able to tell whether the project is ahead, on, or behind schedule. 

In developing the Gantt chart in the planning phase, the timeline for each task was estimated. So, finding out where you are at any time simply requires asking the person responsible for that task what stage they have reached, and how much longer they anticipate it will take to complete. 

Well, not quite as simple as this! Use your own observations in addition to team member reports, as the person providing the report may be colouring their response more optimistically than is the actual case. 

Depending on your observations and inquiries, your Gantt chart can be adjusted accordingly. Software programs (like Microsoft "Project") have an advantage over other systems of control as they provide a baseline from which any timeline variation can be measured. In other words, when making changes to your Gantt chart based on the real progress in the project, keep the original plan intact as a continual reference. 

When things don’t go according to plan... 

If in your monitoring, you find the project is on or ahead of target, well and good. However, if it is behind schedule, you will need to do something about it, quickly and decisively. This is especially important if the delay is in a crucial area that will impact on other work (and other timelines) - called a 'critical path'. What to do about it is the question. 

Finding out about a project delay early is always an advantage as you may have identified it before it becomes a seemingly insurmountable problem. Nonetheless having discovered it, step back and undertake a clear analysis of why it is behind schedule. Ask around. 

Always ask open-ended questions in a calm and rational manner. What problems have been encountered? Why has this been the case? 

From this investigation, you may be able to frame some questions that suggest solutions. Is too much being expected of one person? Were there outside factors - weather, equipment supplies or just bad luck? Was the design or script too ambitious? Is someone not capable of the work assigned? 

Most importantly, do not panic or make accusatory remarks about why the project is behind schedule. Think clearly about a solution, based on your investigation and analysis. Will the design or script need to be changed? Will extra people need to be brought in? Will the shoot need to be brought indoors? Don't be afraid to bring the whole team in to find a solution. Seek a number of options. Don't accept the first proposition. 

Armed with a number of options, you will be able to go away and carefully consider the best alternative. Measure the consequences - against the schedule, against the budget and against the quality outcomes (remember the triple constraints).

If the solutions have serious budgetary implications, look to other parts of the project that may be ahead of time and where less resource is required. Then, rather than requesting more funds to cover the extra costs (which will not be looked at very favourably by the manager or client), resource can be re-allocated within the project budget. This is the best possible outcome.

Most solutions will lie in one or several of the following:

· Devise more tasks that can happen at the same time. 

· Shuffle the team. 

· Add extra resources - more staff or equipment. 

· Propose incentives (speed up performance). 

· Buy in help. 

· Narrow the scope of the project. 

· Renegotiate timelines and/or budget. 

Monitoring a project does not mean waiting for a problem to arise, and then doing something about it. Rather, it means regularly meeting and discussing progress with team members (without over doing it), so that any issues are discovered before they emerge as problems. 

Checking budgets 

As this is a limited scope project, you will most probably not have control over the finances. However, you do have responsibility for the budget, as any change in the project will have budgetary consequences.

It will be likely that team member invoices will be sent in to the Manager or accountant. These need to be checked regularly, and against the global budget you created in the scoping analysis.

The budget needs to be measured against the schedule - work in progress, work completed and work yet to be done.

For each major budget area or each task, you can draw up a simple table as illustrated below (using a computer software package such as "Excel" will enable you to make edits and revisions.)

	Budget as at 30/11/2000

	Area/task 
	  % completed
	budget
	invoiced to date
	expected costs
	above or below budget

	Scriptwriting
	50%
	$5000
	$3000
	$6000
	-$1000

	Editing
	100%
	$7000
	$5788
	$0
	+$1212


In the example above, the scriptwriting is over budget. However, before you set out to make sure the second half of the work comes well under budget, check your overall budget target which may well be on track. In the example provided above, the editing cost much less than expected, and will compensate for the over-run in the scriptwriting budget. 

Moving cost centres around in this way is a legitimate practice for project managers to adopt. However, the actual figures must always be transparent to the Manager and the client. 

In the end, time management is the best budget manager. In the planning stage, you calculated the budget on the estimated timelines for each item. If the schedule is on track, so will the budget. 

Expanding on your skills and knowledge
(: Research in the workplace – locate any policies and procedures that exist in your work environment .  Locate and become familiar any of the following documents:
7. Organisational policies and procedures

8. Standard operation procedures

9. Project plans, action plans, strategic plans and contingency plans relevant to your work area

10. Mission and vision statements of the enterprise

11. Value statements of the enterprise

12. Key performance indicators or other tools to measure organisational performance

(: using the text – MGMT – Complete chapter10 – read page 199 – 217

(Particular attention is drawn to page 206&207

(: using the Internet – do the following research

“What is project management”

“How to manage a project”

Additional websites

http://www.ictknowledgebase.org.uk/whyprojectmanagement
http://en.wikipedia.org/wiki/Project_management
http://blogs.zdnet.com/projectfailures/?p=868
http://www.cio.com/article/101505/When_Bad_Things_Happen_to_Good_Projects
To complete this unit – you must complete both Part A and Part B and Part C of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Evidence Portfolio
BSBMGT515A – Manage Projects
If you are also completing the unit – Manage Operations, you may decide to combine both assessments using the same project.

Task A  Manage a Project

In consultation with other managers and colleagues you are to develop an project plan. You may report on an existing project that you have already implemented and you should note your role in its development and implementation and monitoring. 

This plan should include: 

·  Short description of the project
· responsibilities and reporting processes of your team
· outcomes—e.g. targets, quality standards, profits, productivity levels
·  procedures/methods used
· timelines for its implementation 
· budget of the project

· safety requirements 
· relationship to the any other organisational plans. 

Prepare a proposal outlining the resources required to manage the project. 

Include in this proposal: 

· budget required and how this budget will be allocated 

· additional personnel required to implement the plan, any training required for these personnel, induction needs, etc. 

· additional resources required, e.g. equipment, materials, space 
· identify any legislation that will have an impact on this project
· processes to be followed to acquire additional personnel and resources. 

Task B  
Prepare a brief report outlining the monitoring of the performance of the project. 

Include in this report: 

· what is to be monitored, e.g. resource usage, productivity, quality 

· systems and processes to be used to monitor the performance of the plan 

· responsibilities for monitoring 

· corrective actions taken to address underperformance 

· any changes made to original plan to ensure achievement of outcomes. 
· Using the Internet, research tools that can be used to monitor the project.  List at least 3 examples of monitoring tools, and demonstrate the use of at least one of this tools to monitor the progress of the project.
· Draw a flowchart that demonstrates the life cycle of the project

Using the Internet – research the term: PMBOK

· In your own words, describe PMBOK

· List the steps associated with PMBOK

Task C  
Reflection exercise – Score card
Using the project that you have just managed, rate your own involvement with the project.
	
	Always
	Sometimes
	Never
	N/A

	My projects come from a business need
	
	
	
	

	I get my customers and team involved early
	
	
	
	

	I take the time to plan out the project
	
	
	
	

	I document everything, meetings, instructions, goals
	
	
	
	

	I use open communication, and allow people to approach me without reprisal
	
	
	
	

	I address all issues immediately and look for a resolution
	
	
	
	

	I am not afraid to replace bad people in the project
	
	
	
	

	I lead by example
	
	
	
	

	I value input from all of the team
	
	
	
	

	I maintain focus on the project
	
	
	
	


Comments:
BSBSUS501A
Develop workplace policy and procedures for sustainability
Introduction: The need to promote sustainability yet remain profitable can sometimes lead to a delicate balancing act.
ustainability Policy?

One of the first steps towards ‘sustainability’, is to develop an effective Sustainability Policy or a documented commitment to addressing sustainability in a business. A Sustainability Policy is a statement of intent that can be used to communicate to staff and customers a commitment to improving environmental and social sustainability over time.
Reference: Tourism Queensland website.

A formally documented sustainability policy expresses your sustainability aims, and can consist of three parts:

1. An official and public statement of your company's commitment to achieve sustainability objectives and protect the environment

2. Clear specification of delegated responsibilities, monitoring and reporting procedures 

3. A plan to guide your sustainability practices and provide continuity. The plan should include setting cost reduction targets, timetables and budgetary limits to achieve these aims, allocation of appropriate resources and annual review procedures

Experience from tourism operators is that the most effective approach is to have the policy expressed in a formal, written declaration of commitment, accompanied by a set of stated objectives, an action plan for achieving them and a clear specification of delegated responsibilities. A sustainability policy establishes an overall sense of direction. It sets goals regarding the level of responsibility and performance required of the company, against which all

subsequent actions will be judged.

Benefits of a Sustainability Policy

As soon as your policy statement has been written, it is imperative that it be formally adopted and ratified within your business, in this way a number of key benefits can be achieved.

· Gaining senior management support through formal process can ensure the appropriate time and resources are allocated to succeed;

· Ensuring that everyone has a share in the policy helps to build good relations across teams/departments within the company who can influence the implementation;

· Encouraging participation and cooperation by staff and management by having a formal

Policy should not be underestimated. Many barriers to change in environmental sustainability are people issues rather than technical ones;

· Ongoing motivation and education are keys to the success of your environmental sustainability program that can be reinforced through a Sustainability Policy;

· A formal policy can help to dispel misconceptions that environment sustainability measures result in loss of amenity to customers; and

· A policy should stipulate how you intend keeping staff involved in environmental sustainability activities and raising individual awareness of environmental issues. This will result in a boost to staff morale and pride as people are made to feel part of a solution.

Before writing a sustainability policy, take the time to consider responses to the following questions. Your answers will feed directly into the Sustainability Policy template provided below.
1. What is the name of the community your business is located in?

2. What is the name of your business (and the name of your parent company if relevant)

3. What type of business are you in?

4. Why is sustainability important to your local environment?

5. What steps are you already taking to address sustainability and what do you have planned?

6. In your own words, what would you like to have achieved 12 months from now?

7. Who is the main point of contact in your business who is driving this?

8. How will you communicate this to staff and get them involved?

Example of a Template for a sustainability policy

 (INSERT NAME) SUSTAINABILITY POLICY

Following consideration of the importance of environmental sustainability and a commitment to be a benefit to the (Q1-INSERT LOCAL COMMUNITY NAME) community, (Q2-INSERT ORGANISATION NAME) is committed to strive to achieve environmental and social sustainability for (Q3-BRIEFLY DESCRIBE SCOPE OF TOURISM PRODUCT).
(Q4-INSERT PARAGRAPH DESCRIBING LOCAL ENVIRONMENTAL SIGNIFICANCE, IF ANY NATURAL ENVIRONMENT NEARBY)

Example: Mahi Mahi Hotel is the resort town of Castilada, with the ski field on the alpine mountain of Castille. The local Lake has regional significance as a pristine alpine lake.
(Q2-INSERT ORGANISATION NAME) commits to continually improve the environmental and social sustainability performance.
(Q5-INSERT BRIEF DESCRIPTION OF ENVIRONMENTAL APPROACH)

Example: Mahi Mahi Hotel (a large organisation with an Environmental Management System) will implement and regularly update its Environmental Management System. OR Castilada Cableways (a small aerial cableway organisation) will implement our environmental action plan in accordance with the requirements of the Green Globe Company Standard).
(Q2-INSERT ORGANISATION NAME) will comply with all relevant legislation and regulations, we strive to achieve international best practice in (NOMINATE AN AREA FOR FOCUS).

We have appointed the (Q7-INSERT NAME OF CONTACT) as the Sustainability Coordinator, who has responsibility for ensuring ongoing environmental performance, identification of environmental risks, recording and monitoring of impacts and implementing environmental and social sustainability measures.

Special consideration will be given to employing and empowering the local staff and wherever efficient and environmentally sustainable, products and services will be sourced locally. We encourage staff to present our commitment to environmental and social sustainability and our status under the Green Globe programme to our guests, suppliers, contractors, agents and

wholesalers. (Q8- INSERT HOW YOU WILL INVOLVE STAFF).

SIGNED

(NAME, POSITION eg. Chairman of Directors, CEO)

(INSERT DATE)

NOTE: This policy is a public document to be on display, a copy may be given to anyone. The organisation invites staff, landowners, guests and the community to suggest ways to further achieve best practice environmental and social sustainability. This policy will be reviewed by the end of 2010 and subsequently each year. 
REFERENCE: Tourism Queensland

This unit addresses the knowledge, processes and techniques necessary to develop approaches to sustainability within workplaces, including the development and implementation of policy.
This unit applies to people with managerial responsibility who undertake work developing approaches to create strategies within workplaces, including the development and implementation of policy and includes:

· communicating with relevant stakeholders

· developing and monitoring policies

· reviewing and improving policies.

A person who demonstrates competence in this unit must be able to provide evidence of the ability to develop and implement integrated sustainability policies and procedures within an enterprise. The review of the policy after implementation will also need to be evidenced.

The context of the unit applies to all sectors of the business industry; it may be applied to all sections of an organisation, including the office, the factory floor, or work area. With such a broad application, the unit will need to be contextualised as it is applied across an organisation and across different industry sectors.
Case study – Brisbane Airport Corporation
The four pillars of sustainability
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BAC is committed to long-term cultural change to ensure that Airport operations are sustainable, creating opportunities for the future in an

environment that balances the demands of development with our principles of sustainability.

 

The four pillars of sustainability identified for airports are:

 

Economic sustainability 
 

As a privatised airport, shareholder value creation is a primarydriver of business decisions. By continuing to deliver strong financial results and investing in the future, the airport will boost regional wealth and employment.

Innovation and continuous improvement in all activities also allows Brisbane Airport to build revenues and contribute to the region’s economy.

 

Operational sustainability 

 

The safe, secure and continuous operation of the airport is both a goal and a necessity.  For Brisbane Airport, business continuity is tied to maintaining regulatory compliance and ensuring that the necessary capacity and critical assets are available to operate and expand the airport.

BAC strives to maintain excellence in service delivery in terminals and across the airport.

 

Environmental sustainability 
 

BAC is committed to an active response to the long- term impacts of climate change and minimising adverse environmental impacts of aviation and property development activities. BAC’s sustainability goals are to maximise energy, water and waste efficiencies, manage noise impacts, balance the built environment and biodiversity values and achieve best practice in urban and built design.

 

Social sustainability  
Corporate social responsibility and partnership building have been long-standing philosophies of BAC. Primary goals are to foster and respect diversity, promote health and safety on airport and a work life balance.

BAC will continue to improve airport amenities, access and connectivity.

BAC supports sustainable transport solutions of which a key element is to encourage growth of public transport.
BAC is committed to ongoing stakeholder engagement.

Reference:  http://www.brisbaneairport.com.au/four-pillars-sustainability
When you are ready to start developing your workplace sustainability policy, it is important to define the scope of the sustainability policy.

Scope of workplace sustainability policies may include:
· addressing sustainability initiatives through reference to standards, guidelines and approaches such as:

· ecological footprinting

· Energy Efficiency Opportunities Bill 2005l

· Global Reporting Initiative

· green office program

· green purchasing

· Greenhouse Challenge Plus (Australian government initiative)

· ISO 14001:1996 Environmental management systems life cycle analyses

· life cycle analyses

· product stewardship

· supply chain management

· sustainability covenants/compacts

· triple bottom line reporting

· integrated approach to sustainability which includes environmental, economic and social aspects, or a specific approach that focuses on each aspect individually

· investigating particular business and market context of the industry/organisation

· meeting relevant laws, by laws and regulations or best practice to support compliance in environmental performance and sustainability at each level as required (such as Environmental Protection or Biodiversity Conservation Act):

· international

· commonwealth

· state/territory

· industry

· organisation

· parts of the organisation to which it is to apply, including whether it is for the whole organisation, one site, one work area or a combination of these
You and your team will be able to catch information from a range of sources, helping your plan and develop the policy.

Sources of information may include:

· regulatory sources

· relevant personnel

· organisational specifications
Searching the Internet will provide you with up-to-date information both relevant to Australia and the International marketplace.

Stakeholders may include:

· individuals and groups both inside and outside the organisation who have some direct interest in the organisation’s conduct, actions, products and services, including:

· customers

· employees at all levels of the organisation

· government

· investors

· local community

· other organisations

· regulators

· suppliers

· key personnel within the organisation and specialists outside the organisation who may have particular technical expertise
When developing the workplace sustainability policy, you will include strategies that cover all stages of work within your organisation including:
· minimising resource use, 
· reducing toxic material and hazardous chemical use
· and employing life cycle management approaches
Take a consultative approach in your workplace, consider the recommendations that you have come up with, think about the likely effectiveness, timeframes and costs associated with these policy options.  

Strategies to promote the policy might include:

· promotional activities

· raising awareness among stakeholders

· training staff in sustainability principles and techniques.

Communicate your ideas within your workplace and also to your key stakeholders.  You may find that there are commercial advantages of embracing sustainability within your workplace.

Take the time to inform everyone who is involved in implementing your workplace sustainability policy. Incorporate the use of the policy in KPI’s.

Implement the policy, and also implement a continuous improvement strategy for resource efficiency in the workplace.  Track your approaches and record your results.

After investigating the successes or otherwise of the policy, monitor your records, make changes as required, give feedback to key personnel and continue to modify the policy to ensure improvements as required.

 Expanding on your skills and knowledge
(: Research in the workplace – locate any policies and procedures that exist in your work environment .  Locate and become familiar any of the following documents:
13. Organisational policies and procedures

14. Recycling policies & Sustainability plans
15. Relevant legislation
16. Mission and vision statements of the enterprise

17. Value statements of the enterprise

18. Key performance indicators or other tools to measure organisational performance 

(: using the text – MGMT – Complete chapter 6 & chapter 3
(: using the Internet – do the following research

“What is sustainability” & “How to create a sustainable workplace” & 
“4 pillars of sustainability”

Additional websites

http://carrieanddanielle.com/what-is-constituted-in-a-sustainability-policy/http://en.wikipedia.org/wiki/Project_management
http://www.wisegeek.com/what-is-a-sustainability-office.htm
www.ourwaterfuture.com.au
www.awa.asn.au
http://www.dpi.wa.gov.au/travelsmart/14901.asp
http://www.wisegeek.com/what-is-carbon-trading.htm
http://www.emrgnc.com.au/Integral.Sustainability.Case.Studies-emrgnc.pdf
To complete this unit – you must complete both Part A and Part B of this assessment.  On completion, present your portfolio to your trainer for marking.  
Final Assessment Evidence Portfolio
Task A.  Developing workplace policy and procedures for sustainability
In consultation with other managers, colleagues and stakeholders you are to develop a sustainability policy for your work environment. 
You are to create a portfolio of evidence, a collection of data and documents, which demonstrates the following:

· Your involvement as a key person in planning, developing and implementing organisational policy and that the developed policy complies with legislative requirements

· implementation strategy, as part of the policy, that has been devised, implemented and reviewed showing a measurable improvement utilising the chosen benchmark indicators

· communicating with stakeholders to discuss possible approaches to policy development and implementation, and contributing to the resolution of disputes among stakeholders

· developing and monitoring policies for analysing data on enterprise resource consumption

· using software systems for recording and filing documentation for measurement of current usage and using word processing and other basic software for interpreting charts, flowcharts, graphs and other visual data and information

· reviewing and improving policies by identifying improvements and benchmarking against industry best practice and attempting new approaches continuously over time.

Part B:
Knowledge Quiz

You may use the Internet, text and other resources to support your answers.

1. Briefly explain the concept of Sustainability in the workplace
2. Explain who has responsibility for sustainability.

3. Identify a green product or service which you are currently aware of, and briefly explain how this could be used in your workplace.
4. In your opinion – will climate change have an impact on your industry?
5. List 4 activities, currently conducted in your workplace that have an impact on global warming.
6. Briefly describe what carbon off-set is?
7. How can your workplace save on electricity usage?
8. How can your workplace save on water usage?
9. How can your workplace save on travel?
10. How can your workplace use fewer resources?

BSBWRK509A
Manage industrial relations
Introduction: How to manage industrial relations?

BSBWOR501A
Manage personal work priorities and professional develop
Introduction: How do you manage your time and your skills?
This unit describes the performance outcomes, skills and knowledge required to manage your own performance and professional development.  Particular emphasis is on setting and meeting priorities, analysing information and using a range of strategies to develop further competence.

It is important for managers to be focused, organised and skilled, in order to effectively manage the work of others.  This is an important unit for most managers, particularly as managers serve as role models and have a significant influence on the work culture and patterns of behaviour of others in the workplace.

On completion of this unit, you will be able to demonstrate the ability to use systems and processes – either electronic or paper-based – to organise and priorities tasks, which show how work is managed.  You will also develop a personal development plan, with career objectives and an action plan to put this into place.  And lastly, it is important to be able to demonstrate knowledge of relevant legislation which has an impact on your work and work environment.

Establishing personal work goals

As a manager, people in the workplace will look to you, as a positive role model.  Think about the way people currently see you in the workplace – what do they see?

· Are you always on time?

· Are you willing to stop and listen to your co-workers?

· Are you organised?

· Do you have a good understanding of the products and services offered by your enterprise?

· Do you use appropriate language in the workplace?

· Do you take the time to mentor others?

· Do you have clear and concise goals?

· Do you have a good understanding of the roles of others in your workplace?

· Do you maintain an appropriate work-life balance?

· How do you handle stress – conflict – deadlines – change?

· Do you encourage others to excel in their job roles?

When establishing your personal work goals, you need to consider:

·  The expectations of workplace performance 
· Any outputs which have been expressed in the position description or duty statement

· Statements of conduct – outlining your individual responsibilities/actions/performance.

Take the time to reflect on your job description, have you created personal work goals?  

Goal Setting
Using the MGMT text book, you will read more about goal setting (chapter 5).  To set the scene, use the Internet to research more about effective goal setting.
Here are three sites to visit.

http://www.goal-setting-guide.com/goal-setting-tutorials/smart-goal-setting
http://www.topachievement.com/smart.html
http://www.settinggoals101.com/smart-goals.html
 Here are some basic rules to remember.
When you set your goals:

1. Set Goals that motivate you

2. Set SMART goals

3. Write down your goals

4. Make an action plan

5. Stick with it!

Here are some basic rules of time management

Parkinson’s Law


“Work expands so as to fill the time available for it’s completion.”

Pareto Principle – 80/20 rule

Applies to all facets of your life, the two most common applications of it in business being:

· 80% of your sales will come from 20% of your customers;
· 80% of your profit will come from 20% of your products.

If we relate this to your time management, it means that:

· 80% of your effectiveness comes from 20% of the things that you do.

Stop and think about this! 

If you completed only 20% of the things that you do in, say, one month, your level of productivity and effectiveness would be 80% of what it is now. Clearly it is important then, to choose the right activities that make up that 20% and to do them to the best of your ability.

Other suggestions to get things done
· Identify the sources and situations that produce stress in your life.

· Change as many of them as possible to reduce the amount of stress you experience.

· Choose effective ways of dealing with the stress that remains.

· Identify your time horizons

· Develop detailed plans for each significant project or goal.

· Use your calendar to alert yourself when action needs to be taken.

· Eliminate all unnecessary work you are now doing.

· Delegate all that you can to other members of your staff who have time to do the tasks.

· Prepare a list of things to do each day.

· Learn to say “no” when you reach your capacity to maintain quality performance.

· Organise your work are for greatest efficiency.

· When allocating tasks, consider the interests of those available and match the work to the employee interests as much as possible.

· Take time to let everyone know how you view their work, providing feedback both positive and negative.

· Be available to contribute your knowledge and experience to helping solve work problems.

Reference: Stepping up to supervisor – Marion E. Haynes

Complete the following SMART Goal Worksheet to review what your work or life goals are looking like.

	SMART GOAL WORKSHEET

	Today’s Date:
	
	Target Date
	
	Start Date:
	

	Date Achieved:
	

	Goal:
	

	Verify that you goal is smart

	Specific: What exactly will you accomplish?

	

	Measurable: How will you know when you have reached this goal?

	

	Achievable: is achieving this goal realistic with effort and commitment? Have you the resources to achieve this goal? If not, how will you get them?

	

	Relevant: Why is this goal significant to your life or work?

	

	Timely: When will this goal be achieved?

	


Setting and meeting your own work priorities
As a manager, you will need to take initiative to prioritise and facilitate competing demands to achieve your goals.  These goals will be:

· Personal goals;

· Team goals;

· Organisational goals.

Whilst juggling between personal and work goals, it is important to maintain a healthy work-life balance.  You need to manager your stress effectively and look after your health.
How well do you deal with stress?

Complete the following stress test – answer truthfully – there are no right or wrong answers here.

TEST YOUR COPING CAPACITY FOR WHEN THE GOING GETS TOUGH

1. You’re in the eight items or less express lane at the supermarket and you notice someone ahead of you has more than 12 items. You

A. Call the manager

B. Don’t let it bother you

C. Complain under your breath

2. You know exactly which situations make you feel stressed:

A. Always

B. Never

C. Sometimes

3. The amount of stress you experience I a difficult situation is influenced by:

A. Your thoughts and feelings

B. Your behaviour

C. All of the above

4. Your prepare for stressful situations by rehearsing how you handle them:

A. Always

B. Never

C. Sometimes

5. Your average day always includes time for exercise and fun:

A. Never – You don’t have the time

B. Always

C. Only on weekends 

6. Your boss tells you off. You are upset and:

A. Tell yourself you probably deserved it

B. Yell back

C. Wait till you both calm down and then talk to the boss about it

7. You plan a weekend away with a friend who rings at the last minute to cancel. You:

A. Hang up in a rage

B. Try and organise someone else to come

C. Drown your sorrows

8. When things go wrong you tend to think:

A. ‘ This is a disaster, I can’t cope’

B. ‘ This is a challenge I can meet’

C. ‘I’m out of here’

Scoring Key: give ten points to the following items: 1B, 2A, 3C, 4A, 5B, 6C, 7B, and 8B. Give seven points to the following items: 1C, 2C, 3A, 4C, 5C, 6A, 7C, and 8C. Give 0 points to the following items: 1A, 2B, 3B, 4B, 5A, 6B, 7A, and 8A.

What your score means:

0-20: you tend to bottle things up until you reach exploding point. Try to talk about you worries before they get too big to handle. Make more times in your life for relaxation and develop some strategies to let steam off constructively.

21-59: you talk about what’s stressing you out but often not to the person who can most help. Try rehearsing situations that are stressful and image handling them more confidently. Avoiding situations that you find stressful only works to a point. Take on achievable projects at home or work that will build your sense of confidence and achievement and develop your problem-solving and goal-setting skills.

60-80: you are a good stress manager. You know what your stress triggers are and you are able to handle them when they arise.

Source: Better Health Channel and the Australian Psychological Society,

P48 Weekend bulletin, February 1-2, 2003

More information on work life balance 

To research this topic further – visit the following websites:

http://www.afmw.org.au/index.php?option=com_content&view=article&id=147:work-life-balance&catid=76:leadership&Itemid=100008
http://www.safework.sa.gov.au/show_page.jsp?id=2480
http://www.health.wa.gov.au/worklifebalance/welcome/
http://www.webmd.com/balance/guide/5-strategies-for-life-balance
You can find more sites on the Internet by searching “Work Life Balance”

SIX-POINT STRESS BEATER by MELINDA GAINSFORD-TAYLOR

Reference:  Friday magazine/October 2000

It’s not always simple to take yourself out of a panic attack, so here’s a six-point plan which I try to apply whenever I feel stress getting me down.

1. Go for a walk. Spend time alone to reflect on exactly what it is that’s getting you down.

2. Write down all the negatives and positives of the situation and try to write a logical solution.

3. Speak to someone you can trust. It may be best to pay a professional with expertise.

4. Have faith.

5. Turn negatives into positives. It sounds trite, but it can make a real difference to your attitude.

6. Plan your attack. Set a timeframe, stick to it and be patient. If it doesn’t work in your specified timeframe, revise the plan. But never give up. There is always light at the end of the tunnel, no matter how bleak it looks at the time.

Are you making the most of technology to help you with your time management?

It is important to use technology to efficiently and effectively manage your work priorities and commitments.

Every workplace will be different – some workplaces will have very limited technology – others will be driven by technology.

Technology may include:

· Electronic diaries and calendars e.g. Outlook

· Computerised systems and software – databases, project management tools, word processing, online CMR’s

· Personal digital assistants (PDA)

Many people will use their mobile phone – setting appointments in their calendar, with alerts and alarms.

Think about the technology that is available to you, in your workplace.

How do you maintain your professional competence?

How often have you heard someone who says – “I know it all – I don’t need to do any more training?”

Do you think this is true?

Life-long learning is the concept that we will continue to learn new skills throughout our life.  Every day you have opportunities to learn something new.  It may be formal training or information learning.

You took the first steps towards your current learning, when you selected the units of study for this course.  

The process of giving and receiving feedback is one of the most important concepts in training and skills development. Through the feedback process, we see ourselves as others see us. Through feedback, other people also learn how we see them. Feedback gives information to a person or group either by verbal or nonverbal communication. The information you give tells others how their behavior affects you, how you feel, and what you perceive (feedback and self-disclosure). Feedback is also a reaction by others, usually in terms of their feelings and perceptions, telling you how your behavior affects them (receiving feedback).   This information can be collected in a Johari Window. Reseach the Johari Window on the internet for further readings.
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Complete the Johari window below, focussing on your attributes, qualities and skills as well as the areas in which you need to improve. The Johari window is divided into four quadrants, allowing you to place each attribute into one of the windows, based upon other people's perceptions of you.

In the first quadrant you record attributes that you know you have and that other people know you have.
In Quadrant 3 you record attributes that you know you have, but suspect that others don't know (for example, you might be good at negotiating, but because it isn't pat of your your current job role, no-one knows that this is something you are good at).

To complete Quadrant 2, you will need to consider compliments and criticism you have received, and perhaps ask others for help (if you have a mentor, this would be a good start), as this is where you record attributes that others see in you, but you don't consider you have. For example, you may dislike speaking to groups of people, but your colleagues and manager might think that you are very good at it. 
In Quadrant 4, you need to analyse the way you behave and the responses you have received from people over the years. This is the most difficult quadrant to complete, so you may not be able to enter much.
	
	Known to self
	NOT known to self

	Known to others
	Quadrant 1


	Quadrant 2



	NOT known to others
	Quadrant 3


	Quadrant 4




What have you learnt about yourself?

Finding the right training for your business needs can take time.

Each organisation must consider what type of training suits the situation best.

There is formal training – leading to a qualification, this training will be delivered and assessed through an RTO (Registered Training Provider) and the qualification will be nationally recognised.

There is informal training – where the training is in-house or delivered by a consultant, however it is not recognised within the national framework of training.

Other skills development activities will include coaching, mentoring, job shadowing, short courses, self study, professional development opportunities; skills gap training, testing and certification, and peer learning.

Formal Training – What are competency standards?

A competency standard is a standard which describes what individuals do in the workplace, and the standard to which they do it.

Competency standards cover skills, knowledge and attitudinal requirements for undertaking the job.
A training package is a set of resources that RTOs (registered training organisations) can use as the basis for developing training programs and course materials.
Training packages endorsed by the Australian Government comprise of nationally consistent competency standards, assessment guidelines and qualification levels, and titles for the Australian Qualifications Framework.

Training packages and competency standards provide a number of benefits. 
Individuals benefit because competencies are used and valued by employers and lead to nationally recognised qualifications.
The industry benefits because there is a national, industry-driven credentials system resulting in a better identification of overall skill levels.
Education providers benefit because there is a clear specification of industry requirements, with greater credibility of qualifications.
Organisations can benefit through an accurate mapping of employee competencies, and facilitating skills transfer and workplace change.
You can download training packages from the National Training Information System website – www.ntis.gov.au.

Activity:

Using the Internet – go to the website – www.ntis.gov.au
Click on Search courses & qualifications

Search for

 “management”

Search in – tick
Units of competency

Click on Search

A list of all competency standards relating to management will be displayed.  Click on a competency standard, and read through the description of the unit, look at the variety of information that is presented.  This information outlines the skills and knowledge required to perform at this level of competency.
Interesting sites to visit:

www.training.com.au

www.ntis.gov.au
http://www.workforce.org.au/
Other strategies to increase your skills in the workplace.

Formal learning is only one pathway to increasing your skills in the workplace.  Barriers to learning can include:

· Cost of training

· Time to do the training

· Motivation and reward for effort

· Interest

· Ability to practice

Today, with easy access to the Internet, people have a higher exposure to free learning and development.

Pick a topic that you would like to learn, and see if you can find a free tutorial on the Internet.

Try the search – “free”&”excel tutorial”

You’ll be surprised how many sites appear where you can learn excel for free.

Take the time to look at the following sites:

http://www.gcflearnfree.org/
http://www.free-computer-tutorials.net/
http://www.nailitnow.com.au/word/free/tocheadings.html
This will give you some idea of how much free training and skills development is available on the Internet.

Other strategies for learning include:

· Trade magazines

· Trade shows

· Conferences and seminars

· Membership of Professional bodies

A very cost effective strategy for ongoing learning in the workplace is to learn from others around you.  Everyone in your team will have skills, you need to think how these skills can be best utilised and how the knowledge can be shared with others.
Always think about the legislation that has an impact on your work

Whether you are developing goals, prioritising your time or developing a new skills set, legislation will always have an impact on your.

Think about what legislation, policies and procedures influences the way you do your work, why you do it and how you do it.

Expanding on your skills and knowledge
(: Research in the workplace – locate any policies and procedures that exist in your workplace.  Locate and become familiar any of the following documents:
19. Organisational policies and procedures

20. Standard operation procedures

21. Action plans, strategic plans and contingency plans relevant to your work area

22. Mission and vision statements of the enterprise

23. Value statements of the enterprise

24. Key performance indicators or other tools to measure organisational performance

25. Job descriptions and duty statements

(: using the text – MGMT – Complete chapter 5 – read page 84 to 93
(: using the text – MGMT – Complete chapter 11 – read page 218 to 253

Final Assessment Evidence Portfolio
To complete this unit – you must complete both Task A and Task B and Task C of this assessment.  On completion, present your portfolio to your trainer for marking.  
Task A  

Conduct a personal analysis of your strengths, areas for improvement, opportunities to further develop your competence, and identify any threats to achieving this (a SWOT analysis).  

To complete this task: 
· Create a SWOT analysis template, to include the subheadings Strengths, Weaknesses, Opportunities, Threats.  Under the appropriate headings:

· Record what you are good at (strengths).

· Identify areas where you feel you could improve (weaknesses).

· Suggest ways in which you could enhance your personal strengths and make improvements where necessary (opportunities).
· Identify potential difficulties that may exist that could prevent you from achieving your personal goals (threats).
Create a Skills Audit/Training Needs Analysis template with the following headings:
· Title for report – Skills and Knowledge required
· Skills and knowledge I have now

· Skills and knowledge I need for this job that I don’t currently have
· How I can develop the skills and knowledge I need for this job

· Other comments

Under the appropriate headings, analyse and record your current skills and knowledge against the requirements of the job (your job description) and suggest how any perceived skills or knowledge that you do not have at present can be obtained by you. 
Task B  
Answer the following questions and add to your portfolio of evidence.

· In order to enhance your personal knowledge and working relationships, you decide to join some professional organisations. How would you go about finding details of professional organisations?

· List three (3) professional organisations relevant to your industry and briefly describe why these could be of benefit to your professional development.

· Briefly outline how can you act as a positive role model to your team?

· Outline how you can ensure that your personal work goals, plans and activities reflect the organisation’s plans?

· What strategies can you put into place to measure and maintain the personal performance of your staff and yourself in order to meet the operational needs of your company?

· List five (5) ways in which you can demonstrate your initiative in prioritising competing demands to achieve your team’s organisational goals.

· Why is it important to maintain a work/life balance, and how can this be achieved?

· How can you ensure that the stress levels for you and your team is effectively managed and health attended to?

· What strategies can you put into place to assess the personal knowledge and skills of your team and yourself to determine professional development needs, priorities and plans are established?

· You want to identify ways to improve your competence and that of your team.  How can you do this?

· What is meant by a “personal learning style” and how can you use this knowledge to develop your competence?

· In what ways can you identify and develop new skills in order to achieve and maintain a competitive advantage?

Task C  
Reflection exercise

1. For five consecutive workdays, write down what you want to achieve the following day, using a photocopy of the table you are to create. Nine items is probably more than enough. If you have more than this, you will find it difficult to focus properly on any of them. Have a range of types of activities, such as telephone calls that you have to make, meetings to prepare for, reviews of work, etc. 

2. Think about items, rather than tasks. For example, one of your tasks might be to prepare a status report for your manager and this might require five hours of your time. Your items for a day might include 'gather all statistical information for status report' or 'work on status report for one hour'. 

3. At the completion of each day, before you prepare the next daily plan, place a tick in the right-hand column against the items that you have actually completed. Even if the task is not complete, if you achieved what you wanted to do (for example, spend one hour preparing for next week's presentation), then you have completed the item. 

4. Have you noticed anything about your level of achievement and your commitment to making a daily plan? Did it get easier each day? What benefits do you think there are in daily planning? 

5. Repeat Step 3 over and over until you have completed all ten items. 

Add this table and comments to your portfolio of evidence
BSBWOR502A
Ensure team effectiveness
Introduction: Ensuring team effectiveness

This unit covers the performance outcomes, skills and knowledge required to facilitate all aspects of teamwork within the organisation. It involves taking a leadership role in the development of team plans, leading and facilitating teamwork and actively engaging with the management of the organisation. 

This unit addresses the need for managers to facilitate work teams and to build a positive culture within work teams. The unit takes a systematic and planned approach to developing teams. It includes the soft skills as well as more structured approaches to the management of teams.
Activity – visit the following website and read the article – Working on Teams

http://web.mit.edu/hr/oed/learn/teams/art_stages.html
Survey: What Stage is Your Team in?

How to use this tool:

This survey allows a team to create a “snapshot” of its behaviors based on Tuckman’s four stages of team development (Forming, Storming, Norming, Performing). There are no right or wrong answers! The greatest value of the survey is in generating conversation on the team about how each member views the team.

Methods for completing and tallying the survey:

Distribute the survey to your team members then tally the responses and facilitate the discussion. 
Alternatively, do this survey as a group activity with your team.  Team members can complete the survey and post their individual results on one flip chart. This will allow the team to see the various responses across the team. The team can then discuss these responses. 

What should we discuss?

If most team members have identified the team as being in the same stage, you might discuss if this is the appropriate developmental stage for the team at this time. If not, what activities or actions can the team do to move from the current stage? If there is some divergence from the majority assessment, it might be helpful to discuss the minority viewpoint. Working to understanding the reasons for these differences of perspective can lead to a rich discussion.

If the responses show a range of viewpoints about which developmental stage the team is in, the discussion might focus on the perceptions that lead to that range of viewpoints. The survey’s answer key connects specific questions with each developmental stage. Discussion could focus on specific questions, or it might focus on the answers associated with each stage.

Remember – there are no right or wrong answers, just the variation in perceptions that can make teams a rich working environment. The point of any discussion is not to force an agreement about the team’s developmental stage, or to convince someone to change his or her answers, but to reflect as a team about the team’s development.

	Team Development Survey

After each question, indicate how rarely or often your team displays each behaviour. 



	1. We try to have set procedures or protocols to ensure that things are orderly 

and run smoothly (i.e. minimize interruptions, everyone gets the opportunity to have his or her say). 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	2. We are quick to get to the task at hand and do not spend much time in the planning stage. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	3. Our team members feel that we are all in it together and we share responsibility for the team’s success or failure. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	4. We have thorough procedures for agreeing on our goals and planning the way we will perform our tasks. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	5. Team members are afraid to ask others for help. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	6. We take our team's goals literally and assume a shared understanding. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5


	7. The team leader tries to keep order and contributes to the task at hand. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	8. We do not have fixed procedures; we make them up as the task or project progresses. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	9. We generate lots of ideas, but we don’t use many of them because we fail to listen carefully and tend to reject them without fully understanding them.

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	10. Team members do not fully trust the other members and tend to closely monitor others who are working on a specific task. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	11. The team leader or facilitator ensures that we follow the procedures, do not argue, do not interrupt, and keep to the point. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	. 12. We enjoy working together; we have a fun and productive time. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	13. We have accepted each other as members of the team. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	14. The team leader is democratic and collaborative. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	15. We are trying to define the team’s goals and what tasks need to be accomplished. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	16. Many of the team members have their own ideas about the team’s process; personal agendas are rampant. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	17. We fully accept each other's strengths and weaknesses. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	18. We assign specific roles to team members (team leader, facilitator, time keeper, note taker, etc.). 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	19. We try to achieve harmony by avoiding conflict. 



	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	20. The team’s tasks are very different from what we imagined and seem very difficult to accomplish. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	21. There are many abstract discussions of the concepts and issues; some members are impatient with these discussions.

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	22. We are able to work through group problems.

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	23. We argue a lot even though we agree on the real issues. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	24. The team is often tempted to go beyond the original scope of the project. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	25. We express criticism of others constructively 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	26. There is a close attachment to the team. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	27. It seems as if little is being accomplished towards the team's goals. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	28. The goals we have established seem unrealistic. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	29. Although we are not fully sure of the project's goals and issues, we are excited and proud to be on the team. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	30. We feel like we can share personal problems with each other whenever we need to do so.

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	31. There is a lot of resistance to the tasks at hand or to quality improvement approaches. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5

	32. We get a lot of work done. 

	Almost never
	Seldom
	Occasionally
	Frequently
	Almost always

	1
	2
	3
	4
	5


Scoring: Mark the score of each item at the appropriate place on the questionnaire. (The answer lines are not in strict numerical order.) When you have entered all the scores for each question, total each of the four columns.

Item Score

Item Score

Item Score

Item Score 

  1. ______

  2. ______

  4. ______

  3. ______

  5. ______

  7. ______

  6. ______

  8. ______

10. ______

  9. ______

11. ______

12. ______

15. ______

16. ______

13. ______

14. ______

18. ______

20. ______

19. ______

17. ______

21. ______

23. ______

24. ______

22. ______

27. ______

28. ______

25. ______

26. ______

29. ______

31. ______

30. ______

32. ______

TOTAL ___

TOTAL ___

TOTAL ___

TOTAL ___ 

Forming Stage
Storming Stage
Norming Stage
Performing Stage
 

Understanding the Scores

The lowest score possible for a stage is 8 (Almost Never) while the highest score possible for a stage is 40 (Almost Always). The highest of the four scores indicates which stage you perceive your team normally operates in. If your highest score is 32 or more, it indicates a clear sense on your part that your team is in this stage.

The lowest of the four scores is an indicator of the stage you believe your team is least likely to be in. If your lowest score is 16 or less, it is a strong indicator of your belief that your team is not in this developmental stage. 

If two of the scores are close, your team may be going through a transition phase. However, if you score high in both the Forming and Storming phases, then your team is likely to be in the Storming phase. If you score high in both the Norming and Performing phases, then your team is likely to be in the Performing stage.

If there is only a small difference among the four scores, this may indicate one of the following:

· that you have no clear perception of the way your team operates

· the team's behaviours are highly variable or

· that you are in the Storming phase (this phase can be extremely volatile with high and low points).
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Discuss your findings with your team.

Some suggestions:
· Study how the components of your team fit together – the work, the employees, the relationships, and the environment.

· Consider using outside help when you plan to reorganise.

· Consider ways to gain group support when you are going to introduce change

· Do not reorganise too often; it is unsettling and my develop resistance.

· Analyse the work you do to see what can be delegated to others

· Delegate as much as possible using the appropriate degree of delegation

· Strive to reach full delegation with your most capable staff members

· Remember, holding onto tasks stops you from going on holidays and promotional opportunities.  
· For a manager – delegating does not mean you are not doing your job.  It’s important for you to work on the business not in the business. 
Expanding on your skills and knowledge
(: Research in the workplace – locate any policies and procedures that exist in your workplace.  Locate and become familiar any of the following documents:
26. Organisational policies and procedures

27. Standard operation procedures

28. Action plans, strategic plans and contingency plans relevant to your work area

29. Mission and vision statements of the enterprise

30. Value statements of the enterprise

31. Key performance indicators or other tools to measure organisational performance

32. Job descriptions and duty statements

(: using the text – MGMT – Complete chapter 1 – read page 9 -10
(: using the text – MGMT – Complete chapter 1 & 2 – read page 10 – 42

(: using the text – MGMT – Complete chapter 10 – read page 198 – 217
(: using the text – MGMT – Complete chapter 16 – read page 366 - 367

Final Assessment Evidence Portfolio

To complete this unit – you must complete both Task A and Task B and Task C of this assessment.  On completion, present your portfolio to your trainer for marking.  
Task A  - Developing a team performance plan.
A performance plan may be an individual performance plan linked to team goals or team plans based on work assignments and responsibilities.  You are to develop a team performance plan for a task or tasks required to be completed.

The plan must include the following evidence:

33. Consultation with team members

34. Outline of team purposes, roles, responsibilities and accountabilities

35. Relationship of this plan to organisational goals, plans and objectives

36. Expected outcomes, outputs, KPI’s and team goals

37. Resources required to complete the task/s

38. Support required to complete the task/s

The performance plan should be detailed enough, so that a 3rd party who does not know your workplace has a good understanding of the actions and resources required to complete the tasks.

Task B - Report – a analysis and review of a performance plan.

Using the performance plan created in task A, you are required to write a critical review of the implementation and use of this performance plan.

Your report should include:

39. A brief description of your team

40. How you have developed team cohesion;

41. A list any policies or procedures that have been developed or changed as a result of the plan;

42. How you have encouraged and rewarded the team;

43. How you have managed time, cost and conflict whilst working on these tasks;

44. How you have supported the team;

45. How your actions have been that of a role model;

46. A list of communication strategies used – which ones have worked and which ones have not worked;

47. How you have engaged stakeholders in the process;

48. How you have obtained advice from outside the work team, and what this advice has been;

49. How you have kept the team focussed and on track

50. How you have evaluated the effectiveness of this plan;

51. What you would change next time.
Part C:
Short Answers

1. A group can be defined as one or more individuals interacting together to achieve certain objectives.  There are at least 4 stages of group development – being Forming, Storming, Norming and Performing.  Briefly describe each stage of development.

2. Research the 5th stage of group development – Adjourning – and briefly describe this stage of development.
3. In your own words – explain what teamwork is and how managers can improve team effectiveness.

4. Explain why managers need to liaise with management and other stakeholders to have an effective team.

5. Looking at your team, outline motivational factors that give your team satisfaction at work.

6. Looking at other managers in your workplace or with other stakeholders – identify characteristics of a manager who you consider to be a positive role-model.  

7. How should a manager respond to resistance, negativity or reluctance to change?

8. How can managers encourage open communication within the team?

9. What are the advantages and purposes of having team meetings?

10. When you work with a decentralised team, how can you encourage open communication and involve off-site workers in team meetings?

11. What strategies can a manager use to follow-up on actions identified at team meetings?
Add all tasks to your evidence portfolio
BSBLED501A
Develop a workplace learning environment
Introduction: Encouraging workplace learning
This unit covers the performance outcomes, skills and knowledge required to encourage and support the development of a learning environment in which work and learning come together.  Particular emphasis is on the development of strategies to facilitate and promote learning, and to monitor and improve learning performance.
This unit addresses the need for managers to play a prominent role in encouraging, supporting and facilitating the development of a learning environment in which work and learning come together.

Developing a flexible learning culture in the workplace.

Using the Internet – read the following article by Damon Wallace.  This article discusses how a model centred on the development of a Learning Opportunities and Outcomes Program (LOOP) provides a framework for staff to track and document the variety of flexible learning experienced in achieving their individual development goals, in this example – the focus is on the health industry.
http://knowledgetree.flexiblelearning.net.au/edition05/html/npra_damon_wallace.html
.

 Action learning activity.
There are many benefits to training your staff.  The Australian government has invested heavily to encourage workplaces to continue to develop and grow their workforce.

To help you become more familiar with the resources available to workplaces, you are to complete the following activities.

1. Using the website – www.training.com.au
a. Follow the link to Benefits of training
b. Using each link on this page, review the contents

i. Business benefits

ii. Business case helper

iii. Employee benefits

iv. ROI calculator

v. Staying competitive

c. Then click on the link – Assess your needs
i. Review the contents of each link

ii. Identifying business needs

iii. Identifying employee needs

iv. Skills recognition

d. Then click on the link – Employee training needs assessment (this is an example only – think about how you could create a form to be used in your workplace)

e. Follow the link to Creating a learning culture
i. Review the contents of each link

ii. What is a learning culture?

iii. Motivate your staff

iv. Advantages of a learning culture

v. Achieving a learning culture

vi. Vocational Education and Training and continuous learning

Adult learner principles
	Part of being an effective trainer involves understanding how adults learn best. Compared to children and teens, adults have special needs and requirements as learners. The field of adult learning was pioneered by Malcolm Knowles. He identified the following characteristics of adult learners: 

· Adults are autonomous and self-directed. They need to be free to direct themselves. Their teachers must actively involve adult participants in the learning process and serve as facilitators for them. Specifically, they must get participants' perspectives about what topics to cover and let them work on projects that reflect their interests. They should allow the participants to assume responsibility for presentations and group leadership. They have to be sure to act as facilitators, guiding participants to their own knowledge rather than supplying them with facts. Finally, they must show participants how the class will help them reach their goals (e.g., via a personal goals sheet). 

· Adults have accumulated a foundation of life experiences and knowledge that may include work-related activities, family responsibilities, and previous education. They need to connect learning to this knowledge/experience base. To help them do so, they should draw out participants' experience and knowledge which is relevant to the topic. They must relate theories and concepts to the participants and recognize the value of experience in learning. 

· Adults are goal-oriented. Upon enrolling in a course, they usually know what goal they want to attain. They, therefore, appreciate an educational program that is organized and has clearly defined elements. Instructors must show participants how this class will help them attain their goals. This classification of goals and course objectives must be done early in the course. 

· Adults are relevancy-oriented. They must see a reason for learning something. Learning has to be applicable to their work or other responsibilities to be of value to them. Therefore, instructors must identify objectives for adult participants before the course begins. This means, also, that theories and concepts must be related to a setting familiar to participants. This need can be fulfilled by letting participants choose projects that reflect their own interests. 

· Adults are practical, focusing on the aspects of a lesson most useful to them in their work. They may not be interested in knowledge for its own sake. Instructors must tell participants explicitly how the lesson will be useful to them on the job. 

· As do all learners, adults need to be shown respect. Instructors must acknowledge the wealth of experiences that adult participants bring to the classroom. These adults should be treated as equals in experience and knowledge and allowed to voice their opinions freely in class. 


Using the Internet – do further research on “Adult Learner Principles”. 

There are thousands of websites that explain the Adult Learner Principles.  Take the time to search for information that will help you as you develop a learning culture in your workplace.

	Motivating the Adult Learner
Another aspect of adult learning is motivation. At least six factors serve as sources of motivation for adult learning: 

· Social relationships: to make new friends, to meet a need for associations and friendships. 

· External expectations: to comply with instructions from someone else; to fulfill the expectations or recommendations of someone with formal authority. 

· Social welfare: to improve ability to serve mankind, prepare for service to the community, and improve ability to participate in community work. 

· Personal advancement: to achieve higher status in a job, secure professional advancement, and stay abreast of competitors. 

· Escape/Stimulation: to relieve boredom, provide a break in the routine of home or work, and provide a contrast to other exacting details of life. 

· Cognitive interest: to learn for the sake of learning, seek knowledge for its own sake, and to satisfy an inquiring mind. 

	Barriers and Motivation
Unlike children and teenagers, adults have many responsibilities that they must balance against the demands of learning. Because of these responsibilities, adults have barriers against participating in learning. Some of these barriers include lack of time, money, confidence, or interest, lack of information about opportunities to learn, scheduling problems, "red tape," and problems with child care and transportation. 
Motivation factors can also be a barrier. What motivates adult learners? Typical motivations include a requirement for competence or licensing, an expected (or realized) promotion, job enrichment, a need to maintain old skills or learn new ones, a need to adapt to job changes, or the need to learn in order to comply with company directives. 

The best way to motivate adult learners is simply to enhance their reasons for enrolling and decrease the barriers. Instructors must learn why their students are enrolled (the motivators); they have to discover what is keeping them from learning. Then the instructors must plan their motivating strategies. A successful strategy includes showing adult learners the relationship between training and an expected promotion. 


	Learning Tips for Effective Instructors
Trainers must remember that learning occurs within each individual as a continual process throughout life. People learn at different speeds, so it is natural for them to be anxious or nervous when faced with a learning situation. Positive reinforcement by the instructor can enhance learning, as can proper timing of the instruction. 
Learning results from stimulation of the senses. In some people, one sense is used more than others to learn or recall information. Instructors should present materials that stimulates as many senses as possible in order to increase their chances of teaching success. 

There are four critical elements of learning that must be addressed to ensure that participants learn. These elements are 

· motivation 

· reinforcement 

· retention 

· transference 

Motivation. If the participant does not recognize the need for the information (or has been offended or intimidated), all of the instructor's effort to assist the participant to learn will be in vain. The instructor must establish rapport with participants and prepare them for learning; this provides motivation. Instructors can motivate students via several means: 

· Set a feeling or tone for the lesson. Instructors should try to establish a friendly, open atmosphere that shows the participants they will help them learn. 

· Set an appropriate level of concern. The level of tension must be adjusted to meet the level of importance of the objective. If the material has a high level of importance, a higher level of tension/stress should be established in the class. However, people learn best under low to moderate stress; if the stress is too high, it becomes a barrier to learning. 

· Set an appropriate level of difficulty. The degree of difficulty should be set high enough to challenge participants but not so high that they become frustrated by information overload. The instruction should predict and reward participation, culminating in success. 
In addition, participants need specific knowledge of their learning results (feedback ). Feedback must be specific, not general. Participants must also see a reward for learning. The reward does not necessarily have to be monetary; it can be simply a demonstration of benefits to be realized from learning the material. Finally, the participant must be interested in the subject. Interest is directly related to reward. Adults must see the benefit of learning in order to motivate themselves to learn the subject. 

Reinforcement. 
Reinforcement is a very necessary part of the teaching/learning process; through it, instructors encourage correct modes of behaviour and performance. 

· Positive reinforcement is normally used by instructors who are teaching participants new skills. As the name implies, positive reinforcement is "good" and reinforces "good" (or positive) behaviour. 

· Negative reinforcement is the contingent removal of a noxious stimulus that tends to increase the behaviour. The contingent presentation of a noxious stimulus that tends to decrease a behaviour is called Punishment. Reinforcing a behaviour will never lead to extinction of that behaviour by definition. Punishment and Time Out lead to extinction of a particular behaviour, but positive or negative reinforcement of that behaviour never will. (To read more about negative reinforcement, you can check out Maricopa Center for Learning & Instruction Negative Reinforcement University.) 

When instructors are trying to change behaviours (old practices), they should apply both positive and negative reinforcement. 

Reinforcement should be part of the teaching-learning process to ensure correct behaviour. Instructors need to use it on a frequent and regular basis early in the process to help the students retain what they have learned. Then, they should use reinforcement only to maintain consistent, positive behaviour. 

Retention. Students must retain information from classes in order to benefit from the learning. The instructors' jobs are not finished until they have assisted the learner in retaining the information. In order for participants to retain the information taught, they must see a meaning or purpose for that information. The must also understand and be able to interpret and apply the information. This understanding includes their ability to assign the correct degree of importance to the material. 

The amount of retention will be directly affected by the degree of original learning. Simply stated, if the participants did not learn the material well initially, they will not retain it well either. 

Retention by the participants is directly affected by their amount of practice during the learning. Instructors should emphasize retention and application. After the students demonstrate correct (desired) performance, they should be urged to practice to maintain the desired performance. Distributed practice is similar in effect to intermittent reinforcement. 

Transference. Transfer of learning is the result of training -- it is the ability to use the information taught in the course but in a new setting. As with reinforcement, there are two types of transfer: positive and negative. 
· Positive transference, like positive reinforcement, occurs when the participants uses the behaviour taught in the course. 

· Negative transference, again like negative reinforcement, occurs when the participants do not do what they are told not to do. This results in a positive (desired) outcome. 

Transference is most likely to occur in the following situations: 

· Association -- participants can associate the new information with something that they already know. 

· Similarity -- the information is similar to material that participants already know; that is, it revisits a logical framework or pattern. 

· Degree of original learning -- participant's degree of original learning was high. 

· Critical attribute element -- the information learned contains elements that are extremely beneficial (critical) on the job. 

Although adult learning is relatively new as field of study, it is just as substantial as traditional education and carries and potential for greater success. Of course, the heightened success requires a greater responsibility on the part of the trainer. Additionally, the learners come to the course with precisely defined expectations. Unfortunately, there are barriers to their learning. The best motivators for adult learners are interest and selfish benefit. If they can be shown that the course benefits them pragmatically, they will perform better, and the benefits will be longer lasting. 


Reference: Stephen Lieb, Senior Technical Writer and Planner, Arizona Department of Health Services and part-time instructor, South Mountain Community College from VISION, Fall 1991
For more teaching Tips – visit

http://honolulu.hawaii.edu/intranet/committees/FacDevCom/guidebk/teachtip/teachtip.htm
Expanding on your skills and knowledge
(: Research in the workplace – locate any policies and procedures that exist in your workplace.  Locate and become familiar any of the following documents:
52. Organisational policies and procedures

53. Standard operation procedures

54. Key performance indicators required for staff within your team
55. OHS requirements within your workplace
56. Team competencies, roles and responsibilities
57. Currently learning opportunities within your workplace
58. Job descriptions and duty statements

You may have already read these chapters for other units.
(: using the text – MGMT – Complete chapter 1 – read page 9 -10

(: using the text – MGMT – Complete chapter 1 & 2 – read page 10 – 42

(: using the text – MGMT – Complete chapter 10 – read page 198 – 217

(: using the text – MGMT – Complete chapter 16 – read page 366 - 367

Final Assessment Evidence Portfolio

To complete this unit – you must complete both Task A and Task B and Task C of this assessment.  On completion, present your portfolio to your trainer for marking.  
Task A - Creating, Facilitating, Promoting and Monitoring learning in the workplace.
Your task is to evaluate the extent to which your work area or enterprise facilitates and promotes learning opportunities that meet individual, team and organisational needs. 

You are to submit the following:
· summary of the processes used to develop learning plans for individual team members that align with the learning needs of both your area/business unit and the organisation as a whole 

· summary of the strategies you have developed to facilitate and promote learning opportunities that meet identified needs 

· brief report and plan outlining the way in which improvements could be implemented to enhance learning effectiveness within your area/business unit and organisation. 

There are four steps involved in completing this task. 

1. Identifying learning needs 

Identify the learning needs of your individual team members, your area/business unit and your organisation as a whole. What processes or strategies have you used? How widely are such processes or strategies used across your organisation? If they are not used widely, how could you encourage their use? How do you resolve any conflicts between the needs of individuals and the needs of the team or organisation? Rank the learning needs in order of priority and give reasons for your ranking. 

2. Developing learning opportunities 

Investigate the options available for both formal and informal learning opportunities to address the learning needs you have identified as high priority. Develop criteria to determine which of these options best meet the needs of individuals, the team and the organisation. To what extent has your organisation used these sorts of options in the past? 

3. Facilitating and promoting the take-up of learning opportunities 

What strategies can you use to encourage staff to take up learning opportunities? What strategies can you use to promote a learning culture within the team and the organisation? To what extent are these strategies currently in place within your organisation? How could you encourage or enhance their use? 

4. Improving learning effectiveness 

What strategies can you use to determine the effectiveness of learning and training activities? How can you best determine and address any additional support which individual’s may need to maximise the success of learning and training activities? What processes could you use to identify and implement improvements which could be made to future learning and training activities? If your organisation does not currently use such strategies, how could you introduce them?
Task B – Practical task.
Using the information reported in task 1.  You are to create an opportunity for learning, promote the learning, facilitate the learning and then evaluate the experience with the learners and outline opportunities for improvement.
Your documentation to be supported will include:
· A brief description of your team

· Training Needs Analysis
· Promotion material to promote the learning to participants

· Outline of a training session to be delivered
· Learner evaluation forms
· Your critique of the experience, outlining what you would change in future sessions.
· Procedure for documenting the learning in the workplace
Part C:
Short Answers

1. List five adult learner principles.
2. List three appropriate types of training to address skills gaps in your workplace, and explain why these are most appropriate to your workers.

3. List three strategies that are used in your workplace to recognise and reward effort.

4. List five barriers to learning in your workplace

5. Briefly describe the difference between structured learning and work-based learning

6. Identify and outline an example of mentoring in your workplace

7. Identify an opportunity for coaching of staff within your workplace

8. Briefly describe how you will establish a learning culture in your workplace
9. What characteristics exist in a workplace which is conducive to learning

10. List the steps required to develop a learning plan

11. Your workplace has identified the need to provide training in Office 2010 – how would you find a training consultant to provide this training.

12. Why is it important to record and manage the learning activities of your workers?
Add all tasks to your evidence portfolio
BSBFIM501A
Manage Budgets and Financial Plans
Introduction: Undertaking financial management within your organisation.
This unit describes the performance outcomes, skills and knowledge required to undertake financial management within a work team in an organisation. This includes planning and implementing financial management approaches, supporting team members whose role involves aspects of financial operations, monitoring and controlling finances, and reviewing and evaluating effectiveness of financial management processes in line with the financial objectives of the work team and the organisation.

This unit addresses the requirement for managers to ensure that financial resources are used effectively. This is done by ensuring access to budget/s and ongoing monitoring expenditure against the budget/s.

Planning the financial management approach.

Improving and enhancing your financial management skills can improve your organisation’s ability to deliver services, budget accurately, improve income streams, monitor resource planning, monitor budgets, improve record keeping practices, comply with legislation and taxation requirements and produce financial reports.
Legislation and standards that you need to be aware of include:

· The Financial Reporting Council of Australia - overview of the Australian Accounting Standards. 

· Financial and Performance Management Standard 2009 (PDF 469 kB) 

· Financial Accountability Act 2009 (PDF 527 kB) 

· Financial Sector Reform (Queensland) Act 1999 (PDF 496 kB) 

· Financial Transaction Reports Act 1992 (PDF 336 kB) 

Locating the information in your workplace.
Budget plans and financial plans may include:

· Cash flow projections

· Long-term budgets and plans

· Operational plans

· Short-term budgets and plans

· Spreadsheet-based financial projections

· Targets or key performance indicators for production, productivity, wastage, sales, income and expenditure.

Select a project within your organisation, where you have access to budget plans and financial reports.  As you work through the exercises in the text, refer to these reports.

There will be people within the organisation who can provide a mentoring role to you, as you progress through this unit.  Relevant personnel who can clarify budget/financial plans will include:
· Financial managers

· Accountants and financial controllers

· Supervisors and/or frontline managers

When you are implementing your financial management approach, you will be required to provide support to other team members.  This support may include:

· Access to specialist advice

· Procedure manuals and processes

· Help desk support within the organisation

· Information sessions and in-house training

· Online help and Intranet-based information

· Mentoring and coaching.

You will need resources to be able to create and monitor financial reports.  These resources may include:

· Hardware and software including accounting software and spreadsheets
· Electronic or paper-based record keeping systems

· Specialist advice and/or support

You will also need access to financial data which may include:

· Bank statements and Credit card statements

· Financial reports and taxation records

· Cash flow data

· Quotes, Contracts and Job Costing reports

· Invoices and receipts

· Ledgers and journals

· Logs and timesheets

· Petty cash records

· Spreadsheets used for financial recording

· Debt collection records

· Purchasing and procurement records

· Wages and salaries information

· Asset registers

· Stock control records

· Customer account details

By reporting on assets, consumables, equipment, expenditure, income, stock and wastage you will be able to manage, monitor and evaluate your financial budgets more accurately.

Expanding on your skills and knowledge
(: Research in the workplace – locate any policies and procedures that exist in your workplace.  Locate and become familiar any of the following documents:
· Budget documents and financial plans
· Financial management procedures and standards
· Accounting reports – including ageing summaries

· Cash flow documents
· Petty cash reports
· Profit and loss statements
· GST reporting documentation
(: Using the text - 
Pearson publishing – Managing Finance, 4e
Ana Anandarajah, Al Aseervatham, Howard Reid
Textbook ISBN-9781442502680


Sound financial management can be the difference between making or breaking a business.
 

The fourth edition of this best selling text will assist those studying to be managers, who are not financial specialists, to gain a clear understanding of financial management principles. 

Part 1 covers the prescribed curriculum of Manage budgets and financial plans, including planning and implementing financial management approaches, monitoring and controlling finances, and reviewing and evaluating financial management processes. 

 

Part 2 covers additional supporting topics for the unit of competency, including financial mathematics and other techniques, financing sources and their mix, cash flow techniques for evaluating capital expenditure and techniques for financial analysis.

 
This user-friendly text includes many learning features which enable clear and concise understanding of financial management concepts, including:

· Worked examples illustrate concepts discussed in the text, and provide suggestions on how to apply the theory in the workplace 

· Review Questions help students check their understanding of the theory 

· Self Assessment Activities located at the end of each chapter, include multiple choice self quizzes, that help students consolidate and review the main points 

· Case Studies provide practical examples that enable students apply financial management principles. 

Other resources that you may find helpful include:
· Small Business Spreadsheet Factory - http://www.jaxworks.com/
· Starting & Managing a Business – Business Victoria http://www.business.vic.gov.au/BUSVIC/STANDARD.HTML/PC_62520.html
· Starting a business – Dept Employment, Economic Development and Innovation – QLD - http://www.business.qld.gov.au/dsdweb/v4/apps/web/content.cfm?id=6524
· Financial management - http://www.business.qld.gov.au/dsdweb/v4/apps/web/content.cfm?id=14105
Final Assessment Evidence Portfolio

To complete this unit – you must complete both Task A and Task B of this assessment.  
Task A – Review – your workplace budgets and financial reports
Short Answers
Select a project or contract delivery within your workplace and answer the following questions:

1. List the person or people responsible for developing and document the budget for this project?

2. Once the budget has been developed, list the people would need to be consulted and explain what their role will be in the consultation.
3. Briefly explain why it is important to gain input and seek feedback from a number of when developing a budget.

4. Within your organisation, who would have the final say over the financial plans and budgets – explain why?

5. Within your organisation, list who you would approach to gain approval for the following:

a. Additional staff members

b. Additional hardware and software

c. Capital expenditure (e.g. a new desk)

d. Leasing for motor vehicles

e. Accommodation and travel requirements

f. Stock for further sale

g. Consultancy services

h. Overdraft facilities
Part b:
Case studies
Using the text Manage Budgets and Financial Plans you are to complete the following case studies:
 
        Case study – developing budgets and financial plans - Page 99
         Case study – Clarifying the budgets and financial plans - Page 117
        Case study – Preparing contingency plans - Page 145
        Case study - Dissemination of budgets and financial plans - Page 166
        Case study – Support for competent performance - Page 193
        Case study – Monitoring processes for actual expenditure - Page 228
        Case study – Variance analysis - Page 255
        Case study – Implementing contingency plans - Page 276
        Case study – effectiveness of financial management processes - Page 294
        Case study – Improvements to financial management processes - Page 330
        Case study – financial mathematics and other techniques – page 356
        Case study – Financing sources and their mix – page 380
        Case study – Cash flow Techniques – page 414
        Case study – Techniques for financial analysis – page 443
 
All of the case studies will be added to your portfolio of evidence.  On completion of assessment tasks A and B, submit your portfolio to your trainer for marking.
This survey is copyrighted by Donald Clark (�HYPERLINK "mailto:donclark@nwlink.com"�donclark@nwlink.com�) as part of a Web site with sections on training, leadership and performance (�HYPERLINK "http://www.nwlink.com/~donclark/leader/leader.html"�http://www.nwlink.com/~donclark/leader/leader.html�). Created January 1, 1998. Last update - April 21, 2002.





Don Clark’s Note on Reliability and Validity: Since this survey is a training tool, it has not been formally checked for reliability or validity. However, since I have had a lot of feedback from various training classes, other trainers, and various sources, I feel that it is fairly accurate.





Any educational or training activity may make copies of any material on this site for instructional use, providing that no profit is made from the material and I am given some credit within the material.
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