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Organisational values are influenced by things like:  

 the owner’s values 
 the manager’s values 
 the vision, mission and goals of the organisation. 
Values can be either explicitly stated—in printed information or communicated verbally—or they can 
be implied or understood. Sometimes they are unwritten rules and standards that outline particular 
conduct or behaviour as well as practices or ways of doing things. For example, it would be 
considered unethical for a sales representative to poach or take a client from a colleague. 
Behaving ethically is also one of the ways an individual is assessed in the workplace. Acting with 
integrity or behaving ethically involves:  
 telling the truth 
 doing what you say you will do 
 challenging inappropriate or unethical behaviour in a colleague 
 treating both customers and colleagues with respect. 

Unacceptable behaviour includes: 

 cheating customers 
 lying to customers or colleagues 
 bullying other members of staff 
 breaking rules set by the organisation. 

Codes of Conduct 
Many organisations and groups develop their own set of rules or Codes of Conduct that outline the 
types of behaviour that are acceptable and those that are not. Codes vary from company to company 
and group to group. For example, a customer sales service department may have a Code of Conduct 
that includes acceptable dress or clothing, while a sporting club may not regard a dress standard as 
necessary. 

 

 

Exercise 1: Workplace ethics or values for learners who are working 

Submit the completed exercise as instructed by your trainer. 

 

1 List three values that you think are important in your organisation. 

2 Does your workplace have a written or unwritten Code of Conduct? List three rules 
that you are required to observe. 

  

For learners who are not working 

1 Think about an organisation that you are familiar with and list three values that you 
think might be important to it. 

2 List three rules that you think belong in a written or unwritten Code of Conduct. 
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Business and performance plans  

Formal plans  

Planning is a long-term management tool. It helps to determine 
how resources will be used most effectively and efficiently. On an 
organisational level, it involves the setting of goals and objectives as 
well as methods of measuring achievements against these goals 
and objectives. In turn, business units or departments, teams and 
individuals develop plans that become part of the overall 
organisational plan.  

A plan also helps to identify gaps in performance so adjustments can be made accordingly. For 
example, there may be a gap in performance, which indicates that staff may need training to update 
their skills.  

While some small companies may rely on verbal plans, written plans can help clarify tasks and 
provide an opportunity to measure performance against the plan. A written plan also:  

 encourages more organised thinking and reduces the chance of misunderstanding  
 provides an opportunity for self-examination which uncovers strengths and weaknesses 
 helps generate new ideas. 

Planning is an ongoing process with goals and targets continually being updated. A business or 
business unit usually makes an annual plan and, flowing on from this, makes more detailed plans on 
a monthly, weekly and daily basis. Performance can then be measured against each of these plans.  

Business plans  

An organisation—no matter how large or small—needs some form of business plan that charts its 
future. For new businesses it is a prerequisite for attracting financing because it indicates whether 
the business is likely to succeed.  

A business plan is a way of communicating, both internally and externally, the direction and 
aspirations of a company. It shows how a company or organisation will be run and how it will grow 
over a period of time. There are four essential questions to answer when developing a business plan: 

1. Who are we? 

2. Where are we now? 

3. Where do we want to be? 

4. How will we get there? 

For example, a small window-cleaning company of two people that 
currently cleans house windows may have an objective in its 
business plan of expanding within a year to clean local shop 
windows, and within three years to clean office-block windows in 
the city.  

  

To be effective is to achieve a 
result. 
 
To be efficient is to achieve a 
result with a minimum amount 
of energy and resources by 
using your skills and 
knowledge. 

 

 

It is said that there are 
two fundamental reasons 
for creating a business 
plan—to ‘know yourself’ 
and to ‘sell yourself’. 
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The functions of a business plan include:  

 clarifying business objectives which makes it easier for all the 
parts of the organisation to focus on and commit to them  

 providing a picture of the environment in which the business 
operates  

 identifying existing and potential problem areas, which 
encourages pro-active planning  

 providing a written description of the business which can be 
reviewed, adapted and used to monitor performance against 
targets  

 identifying areas of activity and growth, including new products and markets  
 providing an historical perspective which helps form a business image and identity. 

A business plan helps reduce risk by addressing changes in the environment by identifying strengths 
(to build on) its and weaknesses (so their effects can be minimised). A business plan is also a useful 
way of evaluating performance and progress because results or outcomes can be measured against 
the plan. It is a living document that needs to be kept up to date so that it remains relevant. 

 
 

 

Exercise 6: Business plans for learners who are working 

Submit the completed exercise as instructed by your trainer. 

1 Does your organisation have a business plan? If you can, get access to a copy of it. 
Read through it and identify four objectives. Name the organisation and list the 
four objectives you have identified. 

OR If your organisation does not have a business plan or you cannot get access to it, 
think about some objectives it might include and list them. 

  

Alternative Exercise 6 for learners who are not working 

Submit the completed exercise as instructed by your trainer. 

 Think about an organisation you know and what kind of business plan it might 
have. Identify the type of business it is and list two likely objectives. 
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Quality and continuous improvement processes and standards/systems  
All organisations—whether they are large or small, public or private—aim to deliver products or 
services that meet their customer or client needs. To do this, they develop a framework of processes 
that can be measured against widely accepted standards to determine their effectiveness. The 
effective processes are the organisation’s strengths and their weaknesses are areas identified for 
improvement. By continuous improvement, organisations work towards good or best practice. 

Organisations use quality management systems on a continuous basis to analyse and improve the 
way they operate and deliver products and services. They measure the quality of: 

 planning and evaluation 
 management and leadership, which establish direction and purpose 
 involvement of staff at all levels of the organisation 
 continuous improvement of overall performance 
 knowledge of the clients/customers and the degree of customer focus 
 the work environment 
 progress towards achieving good or best practice. 

Procedure manuals and quality assurance 
Organisations have systems to identify tasks that need to be carried out in the delivery of a product 
or service. A sequence of tasks or activities is known as a process. For example, a simple description 
of the editorial work process in a magazine publishing company might be: 
 commission journalists to write stories and photographers to illustrate them 
 receive the stories, then check and edit them 
 receive the photographs 
 send the stories and photographs through to the magazine design department 
 decide the layout or order of the stories in the magazine 
 get pages back from the magazine design department for proofreading and checking 
 approve pages and magazine layout 
 send finished product to the printer or upload to the internet. 

The magazine design department, for instance, plays just one part in the process. It will have its own 
process and outcome, which involves designing the pages of the magazine and preparing pages for 
proofing. The individual designer, too, will have her or his own process and outcome. It helps to 
make a job more meaningful if employees understand how the overall tasks and processes fit 
together.  
An organisation’s systems are documented in policies and procedures manuals, which explain and 
describe particular tasks. These reference tools are a way of making sure that tasks are carried out 
correctly and consistently and that they reach the standard or level of quality set by the organisation. 
Examples of procedures include: 

 how to answer telephone calls 
 how to respond to requests from customers 
 how to respond to complaints from customers. 

The systematic measurement and monitoring of tasks and processes against standards is called 
quality assurance. 
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Exercise 9: Processes for learners who are working 

Submit the completed exercise as instructed by your trainer. 

1 List a set of your work tasks that link together to make a process. 

2 What is this overall process of your section, department or organisation? 

  

Alternative Exercise 9 for learners who are not working 

Submit the completed exercise as instructed by your trainer. 

 Describe the set of tasks you complete when you are preparing for an assessment 
or an exam. 
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Continuous Assessment against Unit Competencies 

Element Performance Criteria Relevant Exercises  

1. Organise and 
complete own 
work schedule 

1.1 Ensure that work goals, 
objectives or KPIs are 
understood, negotiated and 
agreed in accordance with 
organisational requirements 

 Exercise 1: Workplace ethics 
or values 

 Group Activity 2: Identifying 
discrimination 

 Exercise 3: Identifying goals, 
objectives and targets 

 Exercise 4: Competencies, 
KRAs and KPIs 

 Exercise 6: Business plans 

 Exercise 7: Policies, 
procedures and guidelines 

 Case study 1: Workplace 
health and safety 

 Exercise 8: Ergonomic 
checklist 

 Exercise 9: Processes 

 Exercise 16: Job description 

 

1.2 Assess and prioritise 
workload to ensure tasks 
are completed within 
identified timeframes 

 Exercise 11: Urgent and 
important tasks 

 Exercise 12: Prioritising 

 Exercise 13: Developing your 
work schedule 

 Exercise 14: Time log 

 Exercise 15: Estimating time 

 

1.3 Identify factors affecting the 
achievement of work 
objectives and incorporate 
contingencies into work 
plans 

 Group Activity 1: Your work 
environment 

 Group Activity 2: Identifying 
discrimination 

 Exercise 5: Factors that 
affect work performance 

 Group Activity 4: Factors 
outside your control 

 Exercise 16: Job description 

 Exercise 17: Problem solving 

 

1.4 Use business technology 
efficiently and effectively to 
manage and monitor 
scheduling and completion 
of tasks 

 Exercise 18: Business 
technology 
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