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	Icons
	Descriptions
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	Practice activity 
Learning activities are the tasks and exercises that assist you in gaining a clear understanding of the content in this workbook. It is important for you to undertake these activities, as they will enhance your learning.
Activities can be used to prepare you for assessments. Refer to the assessments before you commence so that you are aware which activities will assist you in completing your assessments.
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	Collaboration 
Whether you discuss your learning in an online forum or in a face-to-face environment discussions allow you to create and consolidate new meaningful knowledge.
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	Self-check
A self-check is an activity that allows you to assess your own learning progress. It is an opportunity to determine the levels of your learning and to identify areas for improvement.
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	Readings (Required and suggested)
The required reading is referred to throughout this Student workbook. You will need the required text for readings and activities. 
The suggested reading is quoted in the Student workbook, however you do not need a copy of this text to complete the learning. The suggested reading provides supplementary information that may assist you in completing the unit.
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	Assessment task 
At different stages throughout the workbook after you have completed the readings and activities you will be prompted to complete one or more of your assessment tasks.

	[image: ]
	Video 
Links to videos will give you a deeper insight into subject matter discussed in this workbook. If you use the student workbook in a digital format you will be able to click on the link to the video. If you are working from a printed version you will need to look these up using the URL provided.





Topic 1
Establish personal 
work goals


[bookmark: _Toc30588492]Topic 1: Establish personal work goals
[bookmark: _Toc30588493]Introduction 
In this topic you will:
Serve as a positive role model in the workplace through personal work planning.
Ensure personal work goals, plans and activities reflect the organisation’s plans, and own responsibilities and accountabilities.
Measure and maintain personal performance in varying work conditions, work contexts and when contingencies occur.au/Employee-entitlements/hours-of-work-breaks-and-rosters/breaks.
[bookmark: _Toc30588494]Serve as a positive role model in the workplace
[bookmark: _Toc30588495]Serving as a positive role model
Leading by example and serving as a positive role model to your team is one of the first rules of management. By working to the best of your ability, by being punctual and bringing your ‘A-game’ to every task, you set the standard for the rest of your team to attain.
Effective management also involves observing your organisation’s policies and procedures and ensuring that other team members do too. This means ensuring they know exactly what is expected of them, that their behaviour and approach to work tasks is appropriate and uniform, and that they follow your example at all times.
[bookmark: _Toc30588496]Personal work planning
As well as arriving on time, working hard and supporting your team, you can also serve as a positive role-model through effective personal work planning.
Personal work planning is the process of prioritising work tasks according to importance, complexity and available time and resources. To achieve personal and organisational success, it is vital that you and your colleagues engage in work planning.
Personal work planning involves:
Setting achievable goals.
Breaking goals down into manageable tasks.
Creating a list of tasks.
Prioritising tasks.
Organising your time.
Using a reminder system.
Avoiding procrastination.
Setting achievable goals
This means setting goals that you can realistically achieve within a certain time-frame. You may set targets that are achievable given your current skill level, experience, and resources or you may set targets that require a certain—realistic—amount of training and/or investment of new resources to achieve.
The goals you set should also be specific and clearly-defined. For example, you might say, ‘I want to increase profits by 10% over the course of three months.’
Develop SMART Goals
A competent person understands work goals and objectives and is able to negotiate with others the requirements to meet these goals.
Goals give a focus, purpose and direction to activities, so it is useful to keep in mind the SMART approach. 
SMART states that effective goals have five characteristics. See the table below with an example.
	Goal: To develop a customer service ‘Best Practice Manual’ in 6 weeks

	Specific
	The goal relates directly to the organisation’s strategy of delivering exceptional customer service by providing the team with a tool to reference best practice procedures for customer service.

	Measurable
	Increase in customer service satisfaction, measured by survey, decrease in customer complaints statistics. Measured by the % of sales increased

	Appropriate
	The resources are available to achieve the task, such as time, technology, support staff and relevant information. The goal supports the overall business goals.

	Realistic
	The goal is realistic for the company as the business plan aims to provide a high level of service to customers and clients

	Timely
	The goal is bound to a set time frame to be achieved in 3 months. This is realistic given the information and resources required.  




Advantages of goal setting
Goal setting has the following advantages:
Focusses to end result
Confusion is avoided
Activity is productive
All involved recognise individual activities contribute to end results
A systematic method to maximise productivity
Breaking goals down into manageable tasks
Once you have established your goals, the next step is to break them down into smaller, manageable tasks. Think about the tasks you will have to undertake to reach your goals. For example, to increase profits by 10% over three months, you may have to hire new staff members, in which you’re your smaller goal would be to hire a certain number of employees within three weeks. Alternatively, you may decide that the best way to increase profits is to trim your workforce and ask the remaining employees to work longer hours. In this case, your new, smaller goal would be to conduct staff assessments within a certain time to figure out who you can afford to let go.
Be sure to record your new goals and, as with your overarching targets, define them clearly.
Creating a list of tasks
By recording your goals and creating a list of tasks to complete, you will be much less likely to forget what you have to do. You’ll feel more focused, more in control and have a better grasp of the bigger picture. This is vital for sustaining motivation; you will enjoy ticking tasks off your list when they’re complete, and this will spur you on.
Creating lists and ticking off tasks will also serve to provide you with a record of your achievements to date.
Prioritising tasks
With your list complete, it is time to prioritise each task. The way to do this is to first think about when each task needs to be completed and then allocate your time accordingly. If you have deadlines looming over you, allocate the majority of your time to hitting these but, wherever possible, try to leave as much time as you can for each task so that you do not feel too pressured further down the line.
Prioritising tasks is one of the most important aspects of management.


Organising your time
This is about making the most of your time at work. It is about developing a regular routine, working efficiently and not leaving everything to the last minute. Fundamentally, the most important thing to remember is not to waste time.
Perhaps the best way of organising your time is to use a diary. This way, you can divide your time by the hour, or half hour, and amend your schedule as and when necessary. Using a diary will also allow you to log everything you do in detail. This way, you can always refer back to your diary to remind yourself what you have done, or to find evidence that you have completed a task should anyone have cause to doubt you.
Identify and handle time wasters
Time wasters are common to most people, however, causes and solutions are up to you.   The three main categories include:
1 human nature
2 environmental factors
3 poor management skills
Time wasters prevent you from achieving your specific goals.  By removing time wasters, more time is available to complete priorities. 


Examples of time savers and time wasters are below:
	Time Saver
	Time Waster

	Time saving technologies
	Tyranny of the urgent

	Time saving products
	Telephone and email overload

	Having a clear desk
	Poorly designed work space

	Keeping a time log
	Demands and interruptions

	Being able to reschedule
	Going slow and worrying

	Setting priorities
	Too much pressure

	Creating objectives 
	Lack of objectives

	Saying ‘no’
	Conflicting demands

	Completing everything on the list
	Junk mail

	Being prepared to cancel and reschedule if necessary
	Handling paper and emails more than once

	Combining tasks
	Doing instead of delegating

	Having regular breaks
	Doing something else

	Doing it now
	Poor filing procedures

	Doing the little tasks
	Duplicated effort

	Using action plans
	Confused lines of authority

	Communicating clearly
	Indecision and procrastination

	Delegating
	Inability to use technology well




Strategies to improve use of time
Use the right strategies and develop good habits to improve the way you use your time. Practical strategies include:
sorting tasks into categories and ordering by degree of importance
preparing diaries and lists
use response time well, 
use discretionary time to think and plan
set goals, prepare action plans, schedule and manage conflicting priorities
question why???
critically evaluate ways of doing things
Avoiding procrastination
Procrastination affects everyone, and it is almost impossible to eradicate altogether. To deal with procrastination, therefore, you simply have to try and keep it to a minimum. There are several ways to do this.
The best way to minimise procrastination is to identify the reasons why you are procrastinating. Are you afraid of tackling a certain task because you fear you will fail or are you procrastinating because merely the very thought of the task is boring? It is usually one reason or the other. What you have to realise is that the fear of the task is usually much worse than the task itself.
It also helps to remember that the best time to do anything is the present. The sooner you complete the task, the sooner it is over, and you can think about something else.


Watch the following video on How to set and achieve better goals.
	[image: ]	Watch
[bookmark: _Toc11228379][bookmark: _Toc30588497]Video: Define your goals
Watch “Define your goals” on LinkedIn Learning (duration 3:30) 
[image: ]
https://www.linkedin.com/learning/successful-goal-setting/define-your-goals?u=57684225
	[image: ] 	Practice activity
[bookmark: _Toc30588498]Activity 1.1: Work planning
What is ‘personal work planning’?




List three aspects of personal work planning.



Applying a SMART formula
· Make a list of your personal or work priorities for the coming week.
· Write a sentence starting with “I want to … “ for each of the listed priorities
· Rank the priorities in order of importance, with 1 for the most important
· Write a goal using the SMART formula for at least 3 priorities
· Do you think you can achieve these goals?
Give reasons for your answer.



 For each of the 3 goals you have developed using the SMART formula, identify the skills and knowledge you will need to be able to achieve each goal. 
Complete the following table.
	Goal
	Skill/Knowledge
	Current Level
	Priority

	
	
	Unsure
	Fair
	Good
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	





Create a list of the most common interruptions you experience at work
· Organise the interruptions into two  (2) columns
· Those caused by yourself, and external interruptions
· Identify each as either an unexpected crisis (U) or a routine interruption (R).
· Break down the routine interruptions into two (2) groups, those that could be handled immediately (I) and those you can handle later (L).
· Brainstorm with your class the different interruptions and discuss strategies for controlling or minimising the number of routine interruptions on your lists.
[bookmark: _Toc30588499]Ensure personal work goals, and activities reflect the organisation’s plans
[bookmark: _Toc30588500]Setting appropriate personal work goals, plans, and activities
When setting personal work goals, plans, and activities, it is vital that you only set targets that reflect your organisation’s plans, as well as your own responsibilities and accountabilities. It cannot be understated: your priorities must align with those of the organisation as a whole.
To ensure your personal goals, plans and activities are in sync with your organisation, you should:
Always keep in mind your organisation’s goals.
Prioritise tasks, make plans and organise activities according to organisational goals,
the organisation must come first.
Check that tasks, plans and activities fit into your organisation’s wider schedule.
Set deadlines for tasks, plans, and activities that benefit your organisation.
Measure personal progress using standardised performance indicators.
Always consider whether the actions you want to take will benefit your organisation,
if your organisation is unlikely to benefit, you should only take these actions outside of the workplace.


[bookmark: _Toc30588501]Observing work policies and procedures
It is also important to observe your organisation’s policies and procedures, as well as any relevant legislation. This means acting in accordance with your organisation’s vision, ethos, and brand, observing protocol and working in line with social and working in line with specific state/territory and federal laws.
To ensure you are aware of such policies, procedures and legislation, you could:
Check with senior authority figures before you act.
Consult relevant departments,
e.g. HR, Accounts, Personnel.
Familiarise yourself with state/territory and federal legislation.
Seek advice and recommendations from external individuals and organisations,
e.g. trade unions, charities, employee advice bureaus.
Failure to work within the requirements of the organisation and/or failure to observe the law could land you and your organisation in big trouble.
Prior to preparing your workplace goals, you need to understand your organisations goals.  Many organisations have 3 levels of organisational planning. In recognising this, you are able to create successful goals for yourself.
	Level
	Purpose

	Corporate or strategic planning
	This plan is holistic to the organisation and covers the values, mission and vision over a longer period of time.

	Departmental planning
	Goals are aligned to the goals of the overall strategic plan, however are specific to the department.  Operational plans specify clearly resources and finances required to meet departmental targets.  These are also over a medium term.

	Workgroup or individual planning
	These contain specific objectives, acknowledge realistic workloads, prioritise activities within specific timeframes and allow time for contingencies.  These are over a short time frame.



	[image: ] 	Practice activity
[bookmark: _Toc30588502]Activity 1.2: Goals
In this activity will provide you with an opportunity to ensure personal work goals, plans and activities reflect the organisation’s plans, and own responsibilities and accountabilities.
1. List three ways to ensure your personal goals, plans and activities are in sync with your organisation.



2. What does it mean to observe work policies and procedures?



3. Review the Position Description Key Account Manager in the Plan2go website. 
· Referring to the Plan2go Strategic Plan find 3 organisational goals that you could directly link to as a Key Account Manager
· Using the skills you developed earlier using the SMART formula, create 3 goals for this position description that align with the Plan2go goals.





4. With your class members, review the organisational goals selected, and the goals created.  Discuss whether the goals created align with the organisational goals. 

[bookmark: _Toc30588503]Measure and maintain personal performance in varying work conditions
[bookmark: _Toc30588504]Identify Key Performance Indicators (Areas)
Key performance Indicators (Areas) (KPI/A), are the units of measure for your job role which you need to deliver results against.
Go to the Mindtools website and read about Performance Management and KPIs (https://www.mindtools.com/pages/article/newTMM_87.htm)
To better understand your responsibilities in a job role, it is helpful to analyse the role and identify the areas requiring and key performance indicator. 
Think about what the aim of your job is, what you need to achieve, and then list the KPI’s required to help you achieve it. 

[bookmark: _Toc30588505]Measuring personal performance
To perform effectively in management, you have to be able to keep track of your personal performance at all times. You need a strong understanding of when you are, and when you are not, performing to the required level. Otherwise, you will lose your focus and fail to achieve your short-term and long-term objectives.
The most important aspect of measuring personal performance, besides knowing what your targets are and comparing your output to those targets, is settling on suitable and insightful performance indicators. This means identifying a variety of units of measurement (or ‘performance indicators’) that you can use to assess your output objectively.
Units of measurement include (but are not limited to):
The number of hours worked.
The number of sales made.
Income, expenditure and profit in $.
The number of reports and documents filed each week.
The number of items produced.
The average level of employee and client satisfaction, represented in numerical form, reported in surveys and other types of feedback forms.
You should always choose units of measurement (or performance indicators) that are:
Easy to collect.
Available.
Accurate.
Easy to interpret and represent in a variety of ways.
[bookmark: _Toc30588506]Self-evaluation
As well as measuring performance through units of measurement, you can also conduct a self-evaluation.
Self-evaluation is the process of assessing your strengths and weaknesses and identifying areas that require improvement. This process is integral to your personal and professional development and therefore your overall chances of achieving success.
Although self-evaluation can be a solo undertaking, it should, wherever possible, take place in collaboration with peers. This is important for several reasons.
Firstly, it will give you a chance to highlight or remind your peers of your strengths and achievements, your importance to the team and the overall success of the business. Secondly, it will give you the chance to express and talk through any problems, anxieties or frustrations you may have regarding your ability to perform your role.
[image: ]
Photo by Glenn Carstens-Peters on Unsplash under Creative Commons CC0
[bookmark: _Toc30588507]Ensuring self-evaluation is successful
Employees and managers often think of self-evaluation as a pointless activity, a gimmick that simply needs ticking off as part of the overall performance activity, and therefore do little more than go through the motions.
But not only does this achieve nothing, it’s also a big waste of time and ultimately detrimental to the organisation’s profits.
Thankfully, there are a number of ways to ensure that the self-evaluation process is both meaningful and successful.


You should:
Be honest
if you’re not honest, you’re wasting your time.
Ask yourself tough questions
tough questions yield useful answers.
Stay positive
90% of comments should be positive while 10% should relate to areas requiring improvement,
avoid criticising colleagues and bosses.
Document your achievements
provide specific examples, with evidence, of your achievements.
Consider your long-term career plan and voice your ambitions.
this can make expectations more real and tangible.
If needed, ask for direction, coaching and mentoring
this will prompt your organisation to commit to your development.
[bookmark: _Toc30588508]Maintaining performance 
As explained in Topic 1, leading by example and serving as a positive role model to your team is one of the first rules of management. By working to the best of your ability, by being punctual and bringing your ‘A-game’ to every task, you set the standard for the rest of your team to attain. And if you maintain a high level of performance in varying work conditions, work contexts, and when contingencies occur, you will inspire your team to do the same.
To maintain your performance:
Be proactive and try to anticipate the ebbs and flows of work before they happen.
Pay close attention to performance indicators.
Adapt working practices when necessary.
Maintain close and effective communication with all relevant parties.
Remain calm and assertive.
Regularly remind yourself of your short-term and long-term goals.
Maintain consistent expectations for all members of your team.
Seek assistance when you need it.
Conduct performance appraisals with staff members when necessary.
Stay up-to-date with new and emerging developments in your industry.
Take care of yourself and try to strike a healthy work-life balance.
Remember, also, to make yourself available to all team members. Make sure they know that if they have any problems, queries or concerns (be they personal or professional), you are there to help.
[bookmark: _Toc30588509]Adjusting for contingencies
There are many different crisis that could contribute to your organisation suffering losses.  The usual natural disasters are always thought of first, however, other situations such as your major supplier going bankrupt, a whole work team within your organisation suffering illness at the same time, or the organisation’s website being damaged could also contribute to your business suffering. 
A good contingency plan assists you, your team and/or organisation.  It enables decisions to be made in a high risk situation that could assist your organisation from not “going under”.
Consider situations that may occur within your team or organisation, that would impact the smooth running of it.  Map out scenarios and the steps that could be taken to minimise the impact. Try to include triggers that might bring a plan into action.  Finally, record responses to a situation, so that others might be able to follow a plan if necessary. Include information such as who to contact, how to contact and key responsibilities to ensure all employees understand the situation and their role in it.
While contingency planning is a great response to a risk, there are other ways to tackle situations if necessary, such as investing in new equipment, or purchasing an insurance policy, even just managing a lower priority situation as it happens. 
Go to the Mindtools website and Read about Developing a Good Contingency Plan. (https://www.mindtools.com/pages/article/newLDR_51.htm)


	[image: ] 	Practice activity
[bookmark: _Toc30588510]Activity 1.3: Performance
In this activity will provide you with an opportunity to measure and maintain personal performance in varying work conditions, work contexts and when contingencies occur.
1. Why is it important to measure personal performance?



2. Review the Position Description Key Account Manager in the Plan2go website. 
· Identify the key performance indicators for this role and list them below.
· For each KPI, identify a measure to self-assess against.
	KPI
	Measurement

	
	

	
	

	
	

	
	

	
	

	
	

	
	





3. How well do you manage your time?
	I am able to:
	Easily
	Mostly
	With Difficulty

	Achieve goals I have set
	
	
	

	Manage my mobile phone use
	
	
	

	Utilise a clean and clear office environment
	
	
	

	Use a planning tool
	
	
	

	Set priorities
	
	
	

	Review my goals and plans
	
	
	

	Manage my emails
	
	
	

	Handle work place interruptions 
	
	
	

	Delegate tasks to others
	
	
	

	Say “NO”
	
	
	

	Divide my time between work and leisure
	
	
	

	Avoid feeling stressed
	
	
	

	Have blocked out interruption free time
	
	
	

	Combine tasks
	
	
	

	Prepare for meetings
	
	
	

	Express myself openly
	
	
	

	Audit my time use effectively
	
	
	

	Score
	E _____________
	M _____________
	D _____________

	How to score:

	Easily = 3 Points
	Mostly = 2 Points
	With Difficulty = 1 Point

	Total score - E + M + D = ___________________

	How do you rate as a time manager?
<=10  - Unsatisfactory, 11 - 20 - Satisfactory, 21 - 30 - Very Good, 31 - 40 Outstanding




[image: ]	Watch
Watch Understanding the Johari Window (on LinkedIn Learning) for information on how self-awareness can influence your performance as a manager.
[image: ]
https://www.linkedin.com/learning/search?keywords=johari%20window&u=57684225
You can also read an article on the “Business Balls” Website on the Johari Window model and free diagrams (https://www.businessballs.com/self-awareness/johari-window-model-and-free-diagrams/)


Topic 2
Set and meet own 
work priorities


[bookmark: _Toc30588511]Topic 2: Set and meet own work priorities
[bookmark: _Toc30588512]Introduction
In this topic you will:
Take initiative to prioritise and facilitate competing demands to achieve personal, team and organisational goals and objectives.
Use technology efficiently and effectively to manage work priorities and commitments.
Maintain appropriate work-life balance, and ensure stress is effectively managed and health is attended to.
[bookmark: _Toc30588513]Take initiative to prioritise and facilitate competing demands
[bookmark: _Toc30588514]Taking initiative to prioritise and facilitate competing demands
Taking initiative means getting on the front foot; it means being proactive, assuming responsibility for decisions and making those decisions confidently. As a supervisor or manager, it is vital to take initiative to prioritise and facilitate the competing demands of the workplace to achieve not just personal success but also team and organisational goals and objectives.
To prioritise and facilitate competing demands:
Create a list of tasks.
Regularly review workload.
Set realistic deadlines for completing tasks.
Set aside time for interruptions and unforeseen events.
Avoid getting bogged down in emails.
Avoid multitasking if possible.
Record each task you complete.
Create a list of tasks
As described in 1.1, by recording your goals and creating a list of tasks to complete, you will be much less likely to forget what you have to do. You’ll feel more focused, more in control and have a better grasp of the bigger picture. This is vital for sustaining motivation; you will enjoy ticking tasks off your list when they’re complete, and this will spur you on.
Creating lists and ticking off tasks will also serve to provide you with a record of your achievements to date.
Regularly review workload
It always pays to review your workload; to re-allocate more time to the tasks that take longer than others, to identify areas of inefficiency and to re-assess your priorities.
Set realistic deadlines for completing tasks
Setting realistic deadlines is essential if you are to work efficiently. Not only will it help you to focus, but it will also help you to divide your time more effectively. The trick is to try and strike a balance between being ambitious and giving yourself enough time to complete tasks so that you don’t panic. Be honest with yourself, and your team, about what you can achieve in one day, week or month.
Set aside time for interruptions and unforeseen events
It is rare that a working day passes without at least one or two hiccups, without unforeseen events occurring and siphoning away your attention. This is just the reality of work.
With that in mind, be sure to set aside a certain amount of time for dealing with interruptions and distractions. This does not mean setting aside a particular hour in the day because, of course, you never know when interruptions may occur. Rather, it means allowing yourself 5, 10, 15, or however many extra minutes for each task, just in case you need it.
Avoid getting bogged down in emails
No one likes to see the number of unread emails in their inbox mount up. Indeed, it’s perhaps one of the most significant irritants in the modern workplace. But although it’s important to stay on top of your emails, you should try to avoid getting bogged down in replying to them. Otherwise, you risk falling behind on more pressing tasks.
One of the best ways to avoid getting bogged down in emails is to avoid checking your inbox every time a message arrives. Turn off or mute the alert system and set aside a certain amount of time each hour for reading and answering emails. Then, when that time is up, go back to your ordinary work tasks (if possible).
Avoid multitasking if possible
Multitasking might seem like a good idea when you’re under pressure to complete several tasks in a short space of time, but you should try to resist it if possible. If working on several tasks at once, you will not be able to give your undivided attention to any of them. In fact, you risk creating more problems for yourself because you will likely make mistakes.
If you have many tasks to complete in an hour, apply the same principles you would for prioritising tasks in a working day and try to focus on one task at a time. 
Record each task you complete
Recording each task you complete will help you keep track of what you have achieved and therefore enable you to plan and prioritise tasks more effectively going forward.
	[image: ] 	Practice activity
[bookmark: _Toc30588515]Activity 2.1: Prioritise tasks
This activity will provide you with an opportunity to take initiative to prioritise and facilitate competing demands to achieve personal, team and organisational goals and objectives.
1. List three ways to prioritise and facilitate competing demands.



2. Explain why it is best to avoid multitasking.



3. Review the Position Description Key Account Manager in the Plan2go website 
· Prepare a task list for a week at Plan2go, include meetings with other staff as well as the day-to-day requirements of the job role.
· Prioritise the list




4. Melbourne has been hit my major rainstorms and flooding.  As Plan2go’s main office is in Melbourne, there has been major disruptions to the office environment. There has been flooding to the office, and staff have not been able to attend to their work commitments. Other staff are not able to arrive to the office, as their homes have been cut off by flood waters.  
·  Review your task list for this week, taking into account additional tasks that would be required due to the office flooding. 
· Re-prioritise your list.
· Discuss your task lists with other class members to identify if you have similar or different task requirements.



















[bookmark: _Toc30588516]Use technology efficiently and effectively
[bookmark: _Toc30588517]Using technology to manage work priorities
Managing personal and team priorities requires a huge amount of skill, knowledge, and experience, not just concerning organising tasks but also concerning technological understanding. Indeed, technology now plays a huge role in the management of work priorities and commitments, so it is essential to get to grips with all new and emerging technologies and to apply these technologies whenever possible.
Specifically, you can use technology to:
Streamline working practice.
Improve workplace communication.
Manage information.
Manage contacts.
Manage human resources.
Streamline working practice
Although technology struggles with intellectual, ethical or non-binary decisions, it is especially useful for streamlining repetitive actions and tasks. You should, therefore, try to look for areas of working practice—repetitive tasks and functions—that would benefit from technological assistance.
Improve workplace communication
Whether it’s online instant messaging systems, Bluetooth headsets or conference call systems, technology is great for improving the speed and ease of workplace communication. Indeed, no matter how large or small your workforce, there will always be new technologies out there that can help you communicate more effectively.
Manage information
From statistics and data to anecdotal evidence, information is a vital commodity in business. Indeed, to make effective decisions, you need a constant flow of accurate and insightful information relating to all areas of work. It follows, therefore, that you also need systems capable of managing that information.
Such systems are known as management information systems (MIS) and they are specifically designed to help input, organise, summarise, interpret, retrieve and communicate information in an efficient manner.


Manage contacts
As well as management information systems, you should also look to make the most of contact management systems (CMS). These systems help businesses to collect, organise, communicate and retrieve the details of business contacts in an instant. Although you will often have to manually input contact information, CMS systems are vital in business because they drastically cut the amount of time you potentially waste through looking for specific information.
Manage human resources
One of the trickiest and most time-consuming aspects of management is the allocation of employees to shifts and tasks and the handling of employees’ performance. Although people are paid to perform a certain task in a set amount of time, everyone is different; each employee has their own personality, their own goals and their own personal lives outside of work. It is therefore often quite difficult to harness the power of a workforce efficiently without encountering problems such as low morale, disagreements over process and tension between employees.
Of course, the way you manage human resources will depend largely on your skills and experience, but there are technologies available to help you in this endeavour. You may, for instance, use the internet to advertise jobs and add to your team. You may use online rota systems to organise shifts, you may use technology to help train staff and illustrate how best to tackle certain tasks, and you may use monitoring systems to keep an eye on workplace performance and punctuality.
[bookmark: _Toc30588518]Knowing when to adopt new technology
Obviously, you will not always be able to adopt and make the most of certain technologies because there will always be a cost-to-benefit question associated with their use. A conference call system, for example, may help you to free up time in the long run but if it is going to cost you many thousands of dollars to purchase, install and train others in its use (busting your budget in the process), it may not be worth it in the short-term.
The key is to be honest with yourself and your accounts department. When weighing up whether to adopt new technology, ask yourself how desperately you need the technology. Can you cope without it for the time-being?
It is also important to do your research. Read trade journals, magazines and blogs for information on workplace technology and make sure you know what exactly it is you want to buy, why and how much it will cost. A failure to conduct sufficient research could result in a big loss for your organisation. You might, for instance, invest in a particular technology only to then find its use is limited or that a new, cheaper and more effective model is about to be launched on the market.
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[bookmark: _Toc30588519]Activity 2.2: Technology
This activity will provide you with an opportunity to use technology efficiently and effectively to manage work priorities and commitments.
1. List three ways you can use technology to improve workplace performance.



2. Review the Position Description Key Account Manager in the Plan2go website 
1. Identify and list all of the technology this job role is required to utilise. 
1. Select one of the technologies identified that you have not utilised before and that you would benefit learning about.
1. Connect with LinkedIn learning, complete a short course on your selected technological gap.












3. Research online task managers or apps.  
1. Select one that suits you. (preferably a free one)
1. Transfer all the tasks you identified in Activity 2.1.3 to the online task manager.
1. Print a copy or take a screen shot. Show this to your teacher.
1. Discuss with your class the different task managers available.  How is one different to another?  
1. Why did you select this program? List the reasons below.












[bookmark: _Toc30588520]Maintain appropriate work-life balance and stress
[bookmark: _Toc30588521]Maintaining appropriate work-life balance
When you think about the various threats to achieving work success, one of the last threats you’re likely to think of is stress and an uneven work-life balance. But such threats are serious and very real. According to the Australian Psychological Society, 35% of Australians in 2015 reported experiencing a significant level of stress in their lives, 26% reported experiencing moderate to severe levels of depression, and 26% reported above-normal levels of anxiety. In fact, reports of anxiety symptoms in 2015 were the highest they have been in five years.
While these figures appear to show that the majority of people have managed to strike a healthy work-life balance, the minority who are experiencing difficulty is sizeable, and it is inevitable that these difficulties will in some way be impacting work performance.
It is, therefore, vital to maintain a healthy work-life balance and to manage stress effectively and to attend to your overall physical health. You should also encourage your team to do the same.
This is all essentially about self-care, which is something we all do. It is about the choices we make every day, like brushing our teeth, eating healthily and exercising, as well as how we cope with states of wellbeing, such as stress, anxiety or illness.
It is important to look after yourself because otherwise you will begin to feel tired and run-down and your personal and professional life will suffer.
Sometimes, however, self-care becomes difficult and additional support is required. In this case, it is vital to know where to turn.
General tips for taking good care of yourself include:
Eating healthy food.
Getting a good night’s sleep.
Exercising regularly.
Meditating.
Limiting your consumption of alcohol (specifically, taking at least two days off from alcohol each week).
Avoiding over-working.
Making arrangements for help if you have special requirements,
e.g. if you have a back problem, arrange suitable seating.
Making time to relax.
Seeing friends and family.
Maintaining a good posture.
Indulging interests and hobbies.
[image: ]
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[bookmark: _Toc30588522]Activity 2.3: Work/Life Balance Self-Assessment
Questionnaire for Self-Assessing Your Work-Life Balance 
This document is part of a Neal Whitten eLearning course called “Achieving the Elusive Work-Life Balance” and was developed by Neal Whitten in partnership with Velociteach® (Velociteach.com). Copyright © 2017 The Neal Whitten Group, Inc. Not-for-sale copies are permitted. 	


The purpose of this assessment instrument is to heighten your awareness of the behaviours that are affecting your work-life balance. The quiz will also provide a means to rate your collective behaviours and present a score that can give you insight into your effectiveness in achieving work-life balance. 

Here’s how to use this assessment questionnaire. For each question, circle the number that best describes your answer. If you don’t have an opinion or you feel you do not have sufficient data to draw an opinion then mark “0” (No comment). 

How reliable is your score? 

Your score is not precise and obviously incorporates subjectivity since it is self-perception based. There is no guarantee that the test nails the issues you could be experiencing or that your overall score accurately reflects your true state of affairs with your work-life balance. However, the quiz can offer many benefits such as these four: 

1. The first benefit is raising your awareness of the work-life balance issues that may be haunting you. Just taking the quiz puts the topic of work-life balance front and centre and shows many actions that you take or don’t take that can have an impact. 

2. The second benefit from taking the quiz is encouraging you to be more proactive in dealing with any work-life balance issues you may have. The quiz infers behaviours that can be adopted to improve your work-life balance. In fact, you might even be excited to begin changing some of those behaviours so your overall life can benefit. 

3. The third benefit is providing you a baseline score from which to measure your progress over the coming months and years if you choose to periodically retake the assessment. Even if the score cannot be judged to be 100 percent accurate for everyone taking the quiz, it does represent a numerical value whose change over time reflects the impact of your changing behaviours and actions. 
4. And the last benefit to highlight from taking the quiz is providing you a great tool that can be used for discussion with the people who mean the most to you. Although you are the principle player who must initiate any change, there are people in your life whose support and understanding can significantly help you in your journey to satisfactory move your life to a more welcomed balance. 
	No
	Question
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	1
	Do you feel that you are wasting your time if you are not accomplishing something?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	2
	Do you feel that you never have a chance to catch your breath before you have to move on to the next project/crisis?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	3
	Do you take at least one consecutive full week of vacation each year?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	4
	Do you use all of your vacation days and personal days each year?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	5
	Do you frequently delegate work to others?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	6
	Do you work more than one hour per day while on vacation?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	7
	Do you look forward to starting your day each morning?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	8
	Do you feel boxed in; that is, you do what you do because others depend on you for support?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	9
	Is your work satisfying and rewarding?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	10
	Do you feel burnt out, exhausted and unable to give your all to any area of your life?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	11
	Do you feel that you are reasonably in control over your work day?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	12
	Are you impatient and short with your co-workers or your family?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	13
	Do you dedicate time to having lunch each day (versus multitask while you eat or skip lunch)?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	14
	Are you satisfied with where you are at this point in your journey of your business life?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	15
	Do you reserve at least 30 minutes of “me time” each day?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	16
	Do you start your day tired?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	17
	Do you feel you are missing out on the things that mean the most to you?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	18
	Do thoughts of work interrupt a good night’s rest?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	19
	Do you bring work home with you?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	20
	Do you reply to texts while in the company of others?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	21
	Are you satisfied with where you are at this point in your journey of your personal life?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	22
	Do you have a hard time saying “no” to requests at work?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	23
	Do you miss special family events?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	24
	Do you feel you don’t have time for yourself or for your family and friends?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	25
	Do you prioritize your to-do list each day and especially focus on your highest priority items?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	26
	Do you feel that your personal needs are secondary?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	27
	Is clutter building in your office and at home?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	28
	Do you feel you spend too much time reacting and too little time thinking?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	29
	Do you feel stressed out most of the time?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	30
	Do you feel guilty because you can’t make time for things outside of work?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	31
	Do you hire people in your personal life to handle some of your chores such as yard work and other home tasks?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	32
	Do you squeeze every bit of productivity you can out of each day?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	33
	Do you lose sight of who you are and what you’re doing?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	34
	Do you experience actions at least monthly that allow you to de-stress and rebuild your energy?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	35
	Do you spend too much time doing things you don’t want to do or spending time with people you don’t want to?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	36
	Do you feel overwhelmed and over committed?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	37
	Do you find it hard to relax and just do nothing, even when you are away on holiday?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	38
	Do you frequently feel anxious or upset because of what is happening at work?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	39
	Are you satisfied with your work-life balance?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	40
	Do you take time off from work and do fun activities?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	41
	Do you work more than you think is reasonable?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	42
	Do you read and finish at least one book for pleasure every 6 months?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	43
	Do you find time to exercise, eat properly and keep yourself healthy?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	44
	Do you feel relaxed and comfortable when you are at home?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment

	45
	Do you get adequate sleep most nights?
	1
Always
	2
Almost Always
	3
Sometimes
	4
Seldom
	5
Never
	0
No Comment


Determining your score 
	There are 45 questions. After taking the questionnaire, add all the numbers circled. 

Then divide by the total number of questions that did not receive a response of “0.” 

For example, if you did not mark a “0” for any of the 45 questions then divide the added numbers by 45. 

If you had marked two questions with a “0” then divide the added numbers by 43 (45-2=43). The suggested meaning for your final number, or work-life balance score, is described below. 

This score can fall within a very wide range of values from 0 to 5.



	4.0-5.0
	Good 
	Your life is in good balance. Continue to consciously focus on maintaining that balance. 

	3.0-3.9
	Borderline 
	Your life balance is borderline. Now is the time to take action before things have a chance to fester and get further out of control. 

	0.0-2.9
	Poor 
	Your life is out of balance. You need to take significant and immediate action to move towards your desired balance. Delaying making the needed changes will only make things worse 



Understanding your score 
The first group of scores is in the range 4.0 to 5.0. This denotes “Good.” Your life is in good balance. Continue to consciously focus on maintaining that balance. 

The next group represents scores in the range of 3.0 to 3.9. A score in this range signals “Borderline.” Your life balance is borderline. Now is the time to take action before things have a chance to fester and get further out of control. 

The last group represents scores in the range of 0 to 2.9. A score in this range is considered “Poor.” Your life is out of balance. You need to take significant and immediate action to move towards your desired balance. Delaying making the needed changes will only make things worse. 
Whatever your score, the over-riding factor is you and how satisfied you are with your work-life balance. For example, a low score does not necessarily mean that your work-life balance is unsatisfactory to you. You could be that proverbial scientist working into the wee hours every night on the hunt for a cancer cure—and loving your life. 

You also have a strong sense of whether the state of your current work-life balance is temporary or represents something longer term. Over your lifetime, you can expect the integration of your work and non-work life to fluctuate widely. There may be times when those work-life balance speedbumps may, in fact, be okay with you and in your best interest at the time of fluctuation. Or the opposite, when work-life balance changes are not welcomed and your wellbeing significantly suffers. 
[bookmark: _Toc30588523]Finding additional support
Occasionally, circumstances mean you will require additional support in your personal and professional life. When this is the case, there are a number of sources you can go to for help.
You could:
Speak to your boss.
Attend counselling sessions.
Speak to mentors and buddies.
Arrange meetings with HR staff.
Take a leave of absence.
Structure ‘back-to-work’ programs.
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[bookmark: _Toc30588524]Activity 2.4: Work-life balance
This activity will provide you with an opportunity to maintain appropriate work-life balance, and ensure stress is effectively managed and health is attended to.
1. Why is it important to maintain a healthy work-life balance and to manage stress effectively?





2. List five tips for taking good care of yourself.





3. List three ways of finding additional support.








Topic 3
Develop and 
maintain 
professional 
competence


[bookmark: _Toc30588525]Topic 3: Develop and maintain professional competence
[bookmark: _Toc30588526]Introduction
In this topic you will:
Assess personal knowledge and skills against competency standards to determine development needs, priorities and plans.
Seek feedback from employees, clients and colleagues and use this feedback to identify and develop ways to improve competence.
Identify, evaluate, select and use development opportunities suitable to personal learning style/s to develop competence.
Participate in networks to enhance personal knowledge, skills and work relationships.
Identify and develop new skills to achieve and maintain a competitive edge.
[bookmark: _Toc30588527]Assess personal knowledge and skills against standards
[bookmark: _Toc30588528]Assessing personal knowledge and skills
To develop and maintain your professional competence, it is vital that you regularly assess your knowledge and skills and compare them to the standards expected of you in your role. By doing so, you will gain a clear understanding of the skills, knowledge, and experience you need to acquire to go on to the next level in your professional life. It is also important to develop your professional competence because doing so will maximise your team’s productivity and, by extension, boost your organisation’s profit margins.
But assessing personal knowledge and skillsets is not always easy. Indeed, management figures often find it difficult to take a step back and identify what it is about them exactly that enables them to perform their job role effectively. However, with a little time, common sense, and patience, it is possible.
To assess personal knowledge and skills:
Set aside a sufficient amount of time for self-reflection.
Collect relevant resources, such as your CV, records of workplace achievements, previous self-evaluation notes.
Use a word processor or pen and paper for making notes.
Consult authority figures and the colleagues who know you best.
Be honest with yourself.
Ask yourself specific questions to yield specific answers.
Specifically, you should ask yourself questions including:
How effective am I in this role?
Why am I good/bad at my job?
What skills do I have that enable me to perform well?
What skills do I lack, which, if I had them, would enable me to perform to a higher standard?
What knowledge do I have that enables me to perform well?
What knowledge do I lack, which, if I had it, would enable me to perform to a higher standard?
What experience do I have that enables me to perform well?
What experience do I lack, which, if I had it, would enable me to perform to a higher standard?
For extra clarity, an effective way to think about your knowledge and skills is to imagine two different workers, one who would be very bad at your job and one who would be excellent at your job, and consider the differences between the two. Why would the poor worker struggle? Why would the excellent worker exceed? What does the excellent worker have that the poor worker does not?
Remember, the point of self-analysis is to clearly identify your development needs, priorities and plans, so try to keep that in mind at all times. Try to avoid spending too much time criticising yourself or focussing on your weaknesses. Instead, try simply to be dispassionate and objective about what you can and cannot do.
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[bookmark: _Toc30588529]Activity 3.1: Assess knowledge and skills
This activity will provide you with an opportunity to assess personal knowledge and skills against competency standards to determine development needs, priorities and plans.
1. Why is it important to regularly assess your knowledge and skills and compare them to the standards expected of you in your role?



2. List three ways to assess personal knowledge and skills.



3. Go to the site training.gov.au
a. Select the National Register of VET button.
b. In the Quick Search look for the unit BSBSUS501 Develop workplace policy and procedures for sustainability by typing in the unit code and pressing search.
c. Download the Unit of Competency and the Assessment requirements documents.
d. Analyse the unit of competency and document your current capabilities to the unit using the table below.
e. Discuss your outcomes with a class member.  
f. What are your skills gaps?


	Element
	Performance Criteria
	Do I have this skill?

	
	
	Yes
	No

	1. Develop workplace sustainability policy
	1.1 Define scope of sustainability policy
	
	

	
	1.2 Gather information from a range of sources to plan and develop policy
	
	

	
	1.3 Identify and consult stakeholders as a key component of the policy development process
	
	

	
	1.4 Include appropriate strategies in policy at all stages of work for minimising resource use, reducing toxic material and hazardous chemical use and employing life cycle management approaches
	
	

	
	1.5 Make recommendations for policy options based on likely effectiveness, timeframes and cost
	
	

	
	1.6 Develop policy that reflects the organisation’s commitment to sustainability as an integral part of business planning and as a business opportunity
	
	

	
	1.7 Agree to appropriate methods of implementation, outcomes and performance indicators
	
	

	2. Communicate workplace sustainability policy
	2.1 Promote workplace sustainability policy, including its expected outcome, to key stakeholders
	
	

	
	2.2 Inform those involved in implementing the policy about expected outcomes, activities to be undertaken and assigned responsibilities 
	
	

	3. Implement workplace sustainability policy
	3.1 Develop and communicate procedures to help implement workplace sustainability policy
	
	

	
	3.2 Implement strategies for continuous improvement in resource efficiency
	
	

	
	3.3 Establish and assign responsibility for recording systems to track continuous improvements in sustainability approaches
	
	

	4. Review workplace sustainability policy implementation
	4.1 Document outcomes and provide feedback to key personnel and stakeholders
	
	

	
	4.2 Investigate successes or otherwise of policy 
	
	

	
	4.3 Monitor records to identify trends that may require remedial action and use to promote continuous improvement of performance
	
	

	
	4.4 Modify policy and or procedures as required to ensure improvements are made
	
	

	Am I able to;

	Reading
	Identify, analyse and evaluate complex textual information to determine legislative and regulatory requirements, trends and outcomes?
	
	

	Writing
	Research, plan and prepare documentation using format and language appropriate to context, organisational requirements and audience?
	
	

	Oral Communication
	Present information and seek advice using language appropriate to my audience?
Participate in discussions using my listening and questioning skills to elicit the views of others, as well as to clarify or confirm understanding?
	
	

	Numeracy
	Interpret and use mathematical equations to calculate numerical information relating to time durations and costs?
	
	

	Navigate the world of work
	Develop, monitor and modify organisational policies and procedures in accordance to legislative requirements and organisation goals?
	
	

	Interact with others
	Select and use appropriate conventions and protocols when communicating with internal and external stakeholders to seek or share information?
Play a lead role in consulting and negotiating positive outcomes with a range of stakeholders?
	
	

	Get the work done
	Plan, organise and implement work activities to ensure compliance with organisational policies and procedures as well as legislative requirements?
Sequence and schedule complex activities, monitor implementation and manage relevant communication?
Use systematic, analytical process in complex situations, set goals, gather relevant information as well as identify and evaluate options against agreed criteria?
Evaluate outcomes of decisions to identify opportunities for improvement?
	
	

	Can I demonstrate I can;

	PE 1
	scope and develop organisational policies and procedures that comply with legislative requirements and support the organisation’s sustainability goals covering at a minimum:
minimising resource use
resource efficiency
reducing toxic material and hazardous chemical use 
employing life cycle management approaches
continuous improvement
	
	

	PE2
	plan and implement sustainability policy  and procedures including: 
agreed outcomes 
performance indicators
activities to be undertaken
assigned responsibilities
record keeping, review and improvement processes
	
	

	PE 3
	consult and communicate with relevant stakeholders to generate engagement with sustainability policy development, implementation and continuous improvement
	
	

	PE 4
	review and improve sustainability policies
	
	

	Do I know how to;

	KE1
	outline the environmental or sustainability legislation, regulations and codes of practice applicable to the organisation identify internal and external sources of information and explain how they can be used to plan and develop the organisation’s sustainability policy
	
	

	KE2
	explain policy development processes and practices
	
	

	KE3
	outline organisational systems and procedures that relate to sustainability
	
	

	KE4
	outline typical barriers to implementing policies and procedures in an organisation and possible strategies to address them
	
	




Creating a Personal Development Plan
[image: ]	Watch
Once you have identified things which you do not know or can’t do you need to undertake some personal development.
Watch Creating a Personal Development Plan on LinkedIn Learning to learn how to do this.
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https://www.linkedin.com/learning/how-to-develop-your-career-plan/create-a-personal-development-plan?u=57684225
[bookmark: _Toc30588530]Seek feedback from employees, clients and colleagues
[bookmark: _Toc30588531]Seeking feedback
Analytics and data can provide all kinds of insights into how your organisation is performing, but sometimes it’s just faster and more fruitful to cut to the chase and ask your employees, clients and colleagues for their feedback.
Feedback from employees, clients and colleagues goes further than simply demonstrating what’s happening. It can help you to understand why something is happening, what you might be able to do about it and when.
Matching feedback with what you see in your statistics will create a much clearer picture of what’s really going on. It will help you to solve problems, plan for the future and look out for the right opportunities.

[bookmark: _Toc30588532]How to obtain feedback
There are a number of ways to obtain consistent and high-quality feedback.
These include:
Surveys.
Feedback boxes.
Speaking directly to employees, clients and colleagues.
Customer analytics.
Usability tests.
Social media channels.
Surveys
Surveys are easy to set up, easy to send out and easy to analyse. They produce quantifiable data which can be presented and viewed easily in the form of graphs and charts.
There are two types of survey: long surveys, which you can send out to employees, clients, and colleagues, and short surveys, which you can post on your organisation’s website.
Long surveys aim to yield more information and therefore usually take around 15 or 20 minutes to complete. They are sent out in the hope that each one is returned in a few days.
However, long surveys are often tedious; their length can cause respondents to rush through their answers, and they are sometimes set aside and forgotten about. Very rarely do they return the kind of in-depth feedback they are designed to capture.
To tackle these problems, organisations have started to limit the size of their long surveys to 5 or 10 essential questions. It is also a good idea, with your first survey, to include open-ended questions as scales and multiple choice questions will produce only a limited range of answers.
Short surveys, meanwhile, can be very useful when posted on the company website, Facebook page or Twitter account. These surveys are best kept to one or two closed questions which tackle a specific subject.
Websites such as Qualaroo.com and Kwiksurveys.com can help you to build these short surveys.


Feedback boxes
Organisations often include feedback boxes at the foot of website pages, or in a delivery package.
They usually ask questions such as:
How easy was it to buy from us?
How happy are you with the service we provided?
How well did we understand what you wanted?
The point of a feedback box is to obtain information about little things—often things that the respondent probably would not think of themselves. For this reason, feedback boxes need to be as simple and as user-friendly as possible. They are more likely to be effective if the user knows that inputting information will only take a few moments of their time.
Speaking directly to clients
If you really want to understand an issue, speak to people. It’s a bonus if you can do this in person. Try to arrange meetings, working lunches and conference calls to speak to employees, clients, and colleagues directly. Even a quick, informal phone call can prove invaluable. Explain to respondents that you’re trying to get to the bottom of a problem and would greatly appreciate their help. Most people will be more than willing to help.
Customer analytics
Using customer analytics allows you to know which features and which sections of your website are working the best. Customer analytics show how often, and for how long, each individual is using specific functions. Knowing this, you can then tailor your online strategy accordingly.
The media exploit customer analytics with great success. BuzzFeed, for instance, share and promote their articles on social media at certain times, usually between 8am and 10am, 12pm and 2pm and 5pm and 7pm. They do so to appeal to commuters during rush hour.
Usability tests
Usability tests allow you to watch someone use your product or website. You can see what sections they’re drawn to, what catches their eye, and where they get confused. 
There are services available that do this for you. First, you choose the task that you want someone to complete. Then the company will record a random person completing that task and send you a recording of them doing it.
This process used to cost thousands of dollars but is now reasonably affordable.
Social media channels
The ‘like’ buttons and comment boxes on social media offer businesses the chance to engage with customers, organisations and other relevant sources instantly. Nowadays, there is no excuse for not having a presence on social media. It is a cheap and easy way to reach out to clients and gain honest, succinct feedback.
[bookmark: _Toc30588533]Questions to ask
There are many questions you could ask to obtain feedback. It’s important, however, that you only ask questions which will generate relevant information. Do not waste the participant’s time. You might also want to consider offering an incentive for providing the feedback, especially if your response rate is low.
Questions to ask employees include:
Are you enjoying your job role?
if so, why? If not, why not?
How would you assess your levels of performance?
Is there anything you need to improve performance?
Is there anything management can do to make your job easier?
Do you have any ideas how we can improve work processes?
Questions to ask clients include:
Why did you choose us as your service provider?
What service did we perform for you?
How would you rate the service you received? (provide a rating scale).
In what areas did we meet or exceed your expectations?
In which areas can we improve?
Would you recommend us to others?
[bookmark: _Toc30588534]Reflecting on feedback
It is important to use feedback to help you improve your product/service over time and identify trends in your business.
While reflecting on feedback:
Remind yourself of exactly what it is you want to learn.
Ask yourself what you most want to improve.
Remember to keep your results in perspective,
be mindful that some feedback will be misinformed, irrelevant and overly-negative.
Focus on comparative data to understand results in context.
Use feedback to inform self-assessment,
identify areas of growth,
reflect on areas for improvement.
Thanking people for their feedback
Be sure to thank people for their feedback. It’s also a good idea to send them follow-up emails, detailing how their feedback helped you to improve your business.
If you've implemented suggestions based on feedback, you may seek follow-up feedback from those who made those suggestions. This is a good way to check that you've met their expectations, and ensure you have correctly addressed their need or want.
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[bookmark: _Toc30588535]Activity 3.2: Feedback
This activity will provide you with an opportunity to seek feedback from employees, clients, and colleagues and use this feedback to identify and develop ways to improve competence.
1. List three methods for obtaining feedback.



2. List three questions to ask clients to yield specific and insightful answers.


3. Record the feedback you have received in your previous exercises. What value to you was the feedback you received?





[bookmark: _Toc30588536]Identify, evaluate, select and use development opportunities
[bookmark: _Toc30588537]Learning styles
There are different ways people learn and when you decide on a development opportunity you should have an understanding of your preferred method of learning.
[image: ]	Reading
Go to Kolb’s Learning Styles on the BusinessBalls Website and read about different learning styles. The same website has an article on VAK (Visual-Auditory-Kinesthetic) learning styles, this is another commonly referred to style. Readig these articles will help you to identify what sort of development opportunities are appropriate for you.  For example if you are a visual learner, you may be happy watching someone demonstrate a skill, if you are a kinaesthetic learner you will prefer to do the skill in order to learn it.
[bookmark: _Toc30588538]Development opportunities
In business, as in life, you should always seek to better yourself, to improve your knowledge, understanding, and wisdom, and to enhance your expertise whenever possible. As described in Topic 3, self-evaluations and soliciting feedback from employees, clients and colleagues will help you to spot the holes in your skillset, knowledge, and experience. The next step is to identify the opportunities that will help you to develop your workplace competence and to evaluate and select these opportunities according to your personal learning style.
Development opportunities include:
Training days, seminars and workshops.
Lectures, conferences and network events.
Shadowing people with the skills, knowledge, and experience you want to acquire.
Reading trade journals, magazines, blogs and websites.
The particular solutions you choose will depend on the specific performance problems, whether they are related to personal or professional matters, or if they are internal or external to the workplace.
[bookmark: _Toc30588539]Expanding expertise
Regardless of which development opportunities you identify, you should always seek to expand your expertise at all times.
Identify the experts
Ask yourself:
Who is really good at what you want to do?
Which experts are held in high regard by their peers and immediate supervisors?
Whom do you want to emulate?
Assess the gap between the assessments and yourself
This requires an honest self-assessment. Ask yourself how much work it would take to bring yourself up to the level of the experts you’ve identified and whether you’re prepared to take this work on. Remember that with every forward step you take, the gap between yourself and the expert shortens.
Studying on your own
Whatever your skill level, taking things forward and closing the skills gap will always involve self-study.
Persuade people to share their expertise
Most experts will be glad to share what they know, especially if you’ve done your homework and can show them that you have potential. Those who resists, however, merely need some persuading. Focus on how helping you can benefit them. For instance, you could offer to take over some of the more mundane parts of their job but which might be new to you.
Absorb knowledge at every opportunity
Train yourself to absorb knowledge whenever you can. Pay attention to those you want to learn from and watch and listen to the way they do things. Don’t just expect experts to reveal their most valuable knowledge at the drop of a hat.
It is also worth remembering that two of the most important questions you can ask in your pursuit of knowledge are:
Why?
Can you give me an example?
Shadow experts and take part in their activities
As mentioned, it is always a great idea to shadow those people who have the skills, knowledge, and experience you want to acquire. Ask the experts if you can sit in on meetings, accompany them to conferences and workshops and pick their brains as you do so.
When observing their behaviour, ask yourself:
Why did the expert do what they did?
What was the effect?
Would I have done it differently?
Arrange work experience
Whatever your skill level, it is always worthwhile identifying opportunities to experience the environments, situations or roles that have led to the expert achieving such knowledge and success. Any experience that gives you a greater understanding of how they make judgments and decisions is going to be invaluable to your development.


Be patient
Developing expertise takes time. Be patient, follow the advice outlined above and be honest with yourself. If you work hard and take ever chance to extend and expand your expertise, then sooner or later people will be asking you to share your wisdom, knowledge, and experience.
Consider your learning style
Everyone observes, processes information and transfers information from short-term to long-term memory in a different way.
For instance, some people learn more effective by:
Doing.
Watching.
Listening.
Collaborating.
Trial and error.
Think about how you learn. What are the most effective methods of learning for you and how can you integrate these into development opportunities?
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[bookmark: _Toc30588540]Activity 3.3: Development opportunities
This activity will provide you with an opportunity to identify, evaluate, select and use development opportunities suitable to personal learning style/s to develop competence.
1. List three development opportunities.





2. List three questions you should ask yourself to identify the experts in your profession.







[bookmark: _Toc30588541]Networking to enhance personal knowledge, skills and work relationships
[bookmark: _Toc30588542]Participating in networks
These days, networking is an essential business practice. Not only does it help you to raise your organisation’s profile and identify useful contacts in your industry, but it also provides invaluable opportunities to help you enhance your personal knowledge, skills and work relationships.
Face-to-face networking involves gatherings of people or organised meetings, but it is not the only option. Other methods can be used to network.
For example, you can network via:
Business networking websites,
such as LinkedIn.
Phone.
Email.
Conference calls.
By making connections and building mutually beneficial relationships with people, you can promote not only your organisation, but also yourself. Networking is often used as part of a marketing strategy to gain access to an ever increasing pool of clients or knowledge.
Helping staff members with networking
Some staff members may not be familiar with networking and what can be achieved by it. You should try to encourage and support them in their efforts.
Help staff to start networking by:
Providing a short course or workshop.
Providing mentors for staff members.
Using role-play to develop confidence in face-to-face networking.
Giving a presentation on the benefits of networking.
Hosting a networking event.
Giving team members a fact sheet with helpful places to start, such as a list of websites that they can join.


[bookmark: _Toc30588543]Tips for networking
Introductions
Introductions are important. They are your opportunity to make a good first impression and to set the tone and agenda for discussion. You should look people in the eye, smile and introduce yourself politely. Body language is also important. You should try to maintain an ‘open’ stance, with your feet slightly apart and palms facing out.
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Tips for introductions include:
Preparing conversation starters, for example:
‘how did you get into this field/industry?’
‘what made you want to be a …?’
‘what are the major issues in your area at the moment?’
‘what ways help to promote your business?’
‘what are the most useful contacts for you?’
Engaging in small talk.
Remembering people’s names.
Asking thought-provoking questions that will encourage light debate.
Politely interrupting a group by joining their conversation at an appropriate pause.
Giving out a business card/asking for a card.
Following up with an email, call or note.
Maintaining the relationship
It is also important to maintain the relationships you build after the introduction stage and exchange of business cards. It is no good to simply create a list of contacts that you do not engage with. You need to try and sustain the relationship if you want to be remembered; this takes time, tact and tenacity.
To maintain a relationship, you could:
Give praise if they achieve something, send congratulations.
Invite the individual to lunches or events.
Remember the individual’s name.
Get up-to-date with trends in your industry and use those as a topic of conversation.
Connect other people.
Start a newsletter.
Offer to help at networking events.
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[bookmark: _Toc30588544]Activity 3.4: Networks
This activity will provide you with an opportunity to participate in networks to enhance personal knowledge, skills and work relationships.
1. Why is networking an essential business practice?





[bookmark: _Toc30588545]Develop new skills to achieve and maintain a competitive edge
[bookmark: _Toc30588546]Identifying and developing new skills
Having explored how to assess your personal knowledge and skills in Topic 3, you should already have a strong understanding of how to then identify which skills you need to develop to go to the next level.
The next step is to start thinking more carefully about those skills. Why exactly do you need to acquire them? By when do you need to acquire them? And how will you go about doing this?
For certain skills, such questions will be easy to answer. For instance, if you’ve identified a need to learn how to touch type at 100 words per minute, the likely reason is that you want to work more efficiently, you can easily set a time-frame for achieving your goal, and you can easily settle on a method for reaching your target (practising for 20 minutes a day).
Some other skills, however, will be more difficult to work on. For example, you may have identified a need to improve your people skills. Well, why do you need to do this? What does success look like? And how would you measure your progress objectively?
For each skill you identify, you should aim to be able to clearly articulate why that skill is important, how you intend to measure it, when you need to acquire it and any other relevant aspects of the skill development process.
Once you can do this, you need to identify the various methods for developing that skill.
Methods for developing skills include:
Setting aside a certain amount of time each day for practice.
Breaking down larger goals into smaller targets.
Assigning ambitious but realistic deadlines for achieving targets.
Enrolling on training days and courses.
Attending lectures, conferences, seminars and networking events.
Shadowing industry professionals who have the skills you want to acquire.
Subscribing to trade journals, magazines, blogs and websites.


[bookmark: _Toc30588547]Overcoming barriers to learning new skills
As fulfilling as learning can be, it is important to accept that it is not always plain sailing. Indeed, learning a new skill requires a great degree of patience, persistence, and self-belief, as there are many potential barriers to learning that you will have to overcome.
Barriers to learning include (but are not limited to):
Low confidence and self-esteem.
Fear of failure.
A lack of focus and motivation.
A lack of time.
A lack of money and other resources.
A lack of support.
Commitments and difficulties in personal life.
If you encounter a barrier when learning a new skill, know that it is completely normal. You are bound to face certain difficulties when trying to acquire a new skill and you will, from time to time, experience periods of low motivation. The key is to recognise it is all a part of the learning process. Try to pick yourself up, seek help and/or re-adjust your goals if necessary, and persist.
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[bookmark: _Toc30588548]Activity 3.5: New skills
This activity will provide you with an opportunity to identify and develop new skills to achieve and maintain a competitive edge.
1. List five methods for developing skills.





2. List three potential barriers to learning.
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2


Decide the KPI's
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Identify the activities for each KPI
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Set priority of values
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Develop SMART goals
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Take action
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