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1. Quality

Quality can be described as an evaluation of the
condition of a product, such as good quality or poor
quality. Often the word quality is used by itself and
we assume it to mean high quality as in, “That really
was a quality meal!”

Quality management emphasises the importance of
organisations to seek never-ending improvements

in quality outcomes. Quality can be measured using
various key performance indicators. However, the
achievement of quality outcomes doesn’t just occur
automatically. Organisations have to strive to achieve
quality outcomes. To support this goal they will utilise
various performance management processes in
the workplace.

Quality outcomes are the hallmarks of an enterprise
culture. Employees who are enterprising are

more likely to be proactive and to be able to take
responsibility for the management of quality. N\

Total Quality Management

Total Quality Management (TQM) is a process whereby organisations (of all sizes)
aim to eliminate errors, waste and inefficiency in their production processes. TQM
focuses on the conr AIENIELPLISE: M@er&

Internal stakeholders are individuals, work teams, departments and units within an
organisation that rely on some other individual, work team, department or unit within
that same organisation to supply a product. So basically, mternal customers are

providing intermediate WIRGOIF recte@iid.raft szam organisation.

External stakeholders are th "Slzl'bjeCt “I e‘ rganlsation those who
receive the finished pr

TQM sees an orgamsaﬁ@ s[@ L@O@@Mependent

internal stakeholders who work tog @@ m’troduct It is the role of these
stakeholders to improve quality throughout all work tasks and work processes. If

quality standards arg s will produce
at 2@1 y a better

a better quality inter|

finished product for their ext[ﬁ I@@}D‘“ t and feedback related to
workplace pertaR A eWﬂi][l‘ @walliabli

The management of quality

The management of quality might involves hundreds of different quality processes
depending on the complexity of the organisation, the work settings, the workplace and
the associated work tasks.

Some organisations use the generic term Total Quality Management to refer to all of
processes they use to manage quality, while others refer to their quality processes by
an internal moniker, such as C.A.R.E. Others focus on a specific quality management
process such as quality control and quality assurance as part of their management
of quality.

So now it’s time to investigate how workplaces both monitor and improve workplace
performance.
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2. Measuring performance

When measuring performance the only true

way to evaluate whether something has been
successful is to compare the outcome to the
objectives. If the outcome equals or exceeds the
objectives then it is successful. But if the outcome
fails to meet the objectives, then the endeavour is
unsuccessful.

Organisations set broad objectives such as profit
levels, sales turnover (or revenue), growth and
expansion, market share and other quantitative
methods. However other more qualitative
methods may be used to judge success including
such things as public relations profile, corporate
image, environmental concern and benefit to the
community.

An organisation may set internal objectives
focusing on internal stakeholders such as

employees, managers and departments or
business units. Performative measures such
as productivity, labour turnover, job satisfaction, participation in training
programs and reduction in waste levels may be used to measure whether
oblectives are beinqeglieett mel Enfierprise: ATAR 12
An organisation may also measure the achievement of external
objectives such as customer satisfaction, delivery time, export sales and
other broad concepts.

In essence, workplace HEJQ@ERECIRE Gl ISt ®
or a work-team meeting their ﬁg%l[\?wr@ﬁfves will align
0 clN@fE

and coalesce with the broader obje

of the organisation. ForlE@[ﬁ] [@ﬂﬂ omn

iciency’(and effectiveness)

d??g;mer;t storre htfls Setr?: Obje?t m@ﬁ @) iciency is a broad term that relates to
° o Sales growth over the year, the how productively an enterprise uses its

a smaller work-team objective might be resqurces ta achieve its objectives. That

the expectation that |2} ’E@Uﬂ[@”ﬂ@l}ﬂ BN 204U0) is outputs from the

department also achieves 1[??”@@'}[‘ _ ippagium amount of resource inputs?”
S e

- thereby contributing to and sharing i.¢. viuti®factor productivity.)

overall e'VelrS I,@ n a] lW:I I.I Organisation
setting and achieving appropriate goals
and objectives. That is; "Are its objectives

the most appropriate objectives, and is it

In essence, measuring employee
performance focuses on both the efficiency

and the effectiveness of employees in achieving these objectives?”
achieving their goals and objectives. e.g. A shoe retailer might be very efficient
Key performance indicators can then with two staff members servicing its

20 customers a day. But what if its

closest like-for-like competitor services

50 customers a day with its two staff
members? In this scenario the first retailer

be used to set and measure performance
against specific productivity targets. When
assessed in combination, these KPls can

then be used to determine multi-factor is not very effective. Perhaps it should
productivity. revise its objective to try and gain more
customers!
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Productivity

U Productivity is a measure of the ratio of

inputs required to generate a given amount
of outputs.

Productivity is commonly measured in:
time/units, worker per units or units/dollar
(expressed as an input ratio) or in units/
time, units/worker or units/dollar (expressed
as an output ratio).

e.g. A carpenter might take 25 hours (inputs)
to complete the vertical frame on a 100
square metre unit (outputs). 25 hrs/100m? =
0.25hr/m? (or 15min/m?)

If more products are being made with fewer
employees and/or employee-hours and/or
less dollars, then productivity is likely to be
rising (and vice versa)!

Productivity growth (or decline) from one
period of time to another can be measured
as a percentage

change.

e.g. A nailgun might
save the carpenter 60
minutes out of a 10-
hour day, each day. All

Multi-factor productivity

The factors of production are those that
are used in the production process; land
(natural resources), labour, capital and
enterprise. Multi-factor productivity aims
to improve efficiency in the use of each of
these productive resources.

This might mean reducing or eliminating
waste in the use of natural resources in the
production of goods and services for both
cost and sustainability reasons.

This might also mean improving the
efficiency in the use of labour of employees
in the production process.

This might also mean ensuring that capital
invested into the organisation is used in the
most efficient way.

This might also mean ensuring that
management structures, style and processes
are developed in the most enterprising
way in order to make best use of the other
three factors of production.

e.g. In order to measure multi-factor
productivity, the carpenter will need to
assess Whether the saving in labour time

else being equal, thERTEET anel ENtar [il 27 he nailgun. The
uld

carpenter’s productivity
(time) has increased
by 10%; (60 min/600
min).

carpen take into account
other issues associated with the use of the
new nailgun such as safety, quality, waste,
accuracy and so on.

Uncorrected drett seample.
Subject to cheng®
[For preview [;O)ering performance A

Reflect on your own work-related eyour supervisor or manager talks with

you about your performance what aspects do they mention or focus on?

ﬁ@n“ 20!.7 @@l‘mn[l yur

eversion master also will be eveallable
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Key performance indicators

Key performance indicators (KPls) are used as

an assessment tool in order to measure whether
objectives are being met. KPIs include quantitative
measures such as financial and non-financial
indicators, as well as qualitative measures.

As a personal KPI example, your teacher could use a
set of criteria to measure performance on the internal
assessment tasks. This will give an indication of your
ongoing performance level. If you are organising,
using and managing resources effectively, hopefully
you will get high marks.

In the exam at the end of the year, an exam assessor
will measure your performance based on your

written answers and you will be graded compared

to the performance of everyone else in the state. If
you have been able to solve-problems effectively
then you will be more likely to gain a good mark by
answering the exam questions appropriately.

In December, your performance across all subjects
will then be compared and ranked against everyone
else in the State in order to determine your ATAR
score. If you have w er-
for your actions during the year, you are likely {o be
happy with your final ATAR score.

Financial KPIs

Financial KPIs are those that can
easily be quantified (or expressed
in numbers) and which directly
measure financial aspects of an
organisation’s performance such as:
net profit

gross profit

sales revenue/turnover

sales by product

profit margin

profitability

industry benchmarks

financial ratios e.g. debt, asset
earnings per share

share price

market capitalisation

budget variance

cost per worker

cost per dollar of investment
cost per unit of input

fixed costs

variable costs

v overheads/expenses

AN N N N N N N N N N N N N NN

ffse: ATAR 12

Uncorrected drat semple.
Non-f' b] EET @@cators
Non-financial KPIs are p UEE1O 0OSES © hey may be

measured quantitatively or q
performance such as:

and Indirectly influence an organisation’s financial

= Quantitative = Qualitative

[ e ool g be pUBISITET NS

v

v employee morale surveyi?@l]’ 7 S@yge

7 eboursaplyEySion mester elso Wl el
v employee absenteeism employee involvement
v" number of rejects v message retention

v customer complaints v/ community involvement
v % of employees in training v" environmental e ~
v achievement against timeframe involvement

v" productivity per worker v commitment to

v' productivity per unit of input education

v industry ratios v quality of packaging

v" industry benchmarks v employer of choice

v' measurable quality standards v achievement of

v number of accidents objectives
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Key performance indicators

You have been contracted to help some organisations come up with suitable KPls in
order to measure performance. For each of the following scenarios:

a. ldentify a major KPI that they should u

se.

b. Outline whether this is a financial or non-financial KPI.

Explain why this KPI would be a useful

medsure.

d. Suggest another KPI that they could use, stating why.

1. A soft-drink manufacturer wants to
become the market leader in fruit juice drinks.

2. An airline changes its name in order to
reflect a more modern corporate image.

3. A mining company aims to decrease the
number of workplace accidents.

4. A hospital is aiming to improve the ratio of
nurses to patients.

and Entempriss: ATAR 12

Uncorrectsed

drett semple.

Sulject ﬁ:p @[h]@ﬁn@@

5. A fast-food ch
ascu‘;fon:e:l;: reVIeW rove | s e

anuchiurer is trying to
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7. A local café wants to increase profit.

8. A pizza chain wants to reduce home
delivery times.
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3. Self-assessment

An important part of performance management is self-assessment. It's one thing to have
your performance reviewed by managers, colleagues and even customers. But it's an
altogether different thing to undertake regular and honest self-assessment. Self-assessment
as part of reflection and review is an enterprising approach to improving work performance.
Enterprising workers who are able to self-assess demonstrate initiative, problem-solving

and adaptability. They show that they can accept responsibility for their own performance
and then make decisions so as to better achieve their goals and objectives.

Throughout your studies of Career and Enterprise you
have been encouraged and expected to self-assess. So
let’s just get you to undertake some self-assessment
right at this moment by answering a number of
questions related to your success in developing your
career pathway and in relation to your work-related
performance.

0

Self-assessment

How well am | doing in respect to achieving my How well have | performed in work-related
career pathway goals? situations?

and Entempriss: ATAR 12

What have | done to ﬂS[m -2‘@16 eed fo do?
for 2017 school Yeer:
eversion measter also will be availeble

What steps will | need to take, as part of an action plan, to better achieve my goals?

72
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When organisations assess and review employee performance they often ask their
employees to self-assess as part of the review process. This self-assessment might relate
to the extent to which the employee believes they are achieving the KPIs associated with
the goals and objectives they have been set. If employees either significantly overstate or
understate their own performance in relation to KPls, it can indicate that an employee is not
very self-aware, and that they may need guidance, support and training.

At times, an even more instructive type of employee self-assessment, occurs when
employees review their own performance in relation to qualitative key performance
indicators (that might indicate levels of emotional intelligence). Key areas include effective
working in teams, showing initiative, problem-solving and developing one’s own career.

KPls: Self-assessment

Why is self-assessment an important part of measuring workplace performance?

2. Provide examples of both quantitative and qualitative KPIs that could be used for self-
assessment for an occupation in a workplace you are familiar with. Use these KPIs to
self-assess your

e S kA NUNENLEY prise: ATAR 12
3. Switch your point-of-view to that of a manoer |ne er suvitable KPIs that the

manager might expect employees to use for thelr own self-assessment. Use these to

assess your own performance.

Workplace:

Employee: Self-assessment KP| | A
[For E@@W I}O)Ml
Do not copy

‘ éEmployee: Self-assessment KPI

only

Book tio be published [&iis 2
ftor 2017 sehool yeer.
eversion mester alse will be evalileble

Self-assessment KPI set by Self-assessment KPI set by Self-assessment KPI set by
manager manager manager
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4. Performance management

Workers are employed by organisations to fulfil the roles and responsibilities associated
with their job description and job specifications. All workers are expected to work

both efficiently and effectively in order to achieve their work-related goals and objectives.
Individual workers, work teams, work units or departments are monitored and evaluated as
to their success in meeting goals and objectives. The whole process is called performance
management. Effective performance management is achieved by using a clearly structured
and communicated performance appraisal system.

Performance appraisal

Employee performance needs to be reviewed to determine whether employees are
effectively and efficiently carrying out the tasks, activities and responsibilities related to their
positions. Performance appraisal is a system or process that assesses whether employee
performance is meeting the goals and objectives of the organisation. Performance
appraisal allows an organisation to investigate employee performance in terms of its KPls.
Performance appraisal may consist of:

= quantitative appraisal which uses numerical indicators, or
= qualitative appraisal, using non-numerical or behavioural indicators.

For example, production or service staff may have to meet a daily, weekly or monthly
quota. A machine operator might have to produce a certain number of products a day, or
a call-centre operator might have to achieve a set number of calls per day. These are daily
productivity targets, and they are measured numerically.

A sales representatjg may have to fll ¢ t@@ ale ant a production
supervisor may hav Al @. v SfLE éﬂ %I ucts per month.

These are monthly quotas and are also measured numerically.
A customer service supervisor might have to measure monthly sales targets and monitor

5

working hours for her te Ising-ouantita Der gement KPIs. She may
also need to evaluate how'e eudﬂ 3 dlraﬁt er and solving problems.

This introduces some qualltatl Ml. by their very nature, harder to
judge! For preview purpeses only
not copy

Quantitative performance appraisal Qualitative performance appraisal
Quantitative performa B— 2 '.i i [f@l]ﬂ 2@]!6 ce appraisal
focuses on evaluating @ !‘ [@uﬂ S \a.'te AN the performance
of employees based on numerlmym'? S@[IL'D'?[F VEaly based on non-numerical

be

performance |nd|cators thaﬁ can easil Herformance ipdica trs that reflect
measured such £VEISIOM aSte ellso Wiilllhax avalla (Sorkplace

V" productivity measures per unit relationships. For example.
v meeting production targets v effective teamwork
v" minimising faults and rejects v interpersonal communication
v meeting deadlines V' appropriate customer contact
v" achieving quotas v' participation in training
v meeting set internal benchmarks v professional development
v employee absenteeism v contribution to organisational planning
v labour turnover and policy
v m|n|m|5|ng costs v" use of problem—solving
v" maximising revenue v" demonstrated initiative
v' measurement against external or v' sustainability initiatives
industry-wide standards or benchmarks. J and many other ‘behavioural’ aspects. )
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RerformanceyAppraisal

1. Establish the key goals and key objectives
Clearly know what it is you are trying to measure and ensure that this matches the
goals and objectives of the organisation, department, unit or level being appraised.
e.g. A ??? sets the objective of a 10% increase in sales across the board over the next 12
months, with no extra spend on staffing or advertising.

J

2. Allocate appropriate objectives and targets to the employees.

Assign achievable goals to the appropriate department or task, or job description.
Strongly consider including employees in the process of assigning their objectives.
e.g. Department managers are then asked to communicate these targets to employees
at a sales meeting. Employees are asked for input into

7

3. Communicate to employees the required performance standards and the
KPIs that will be used to assess these.

Let those employees who have the responsibility know just what is expected of them
and how they will be assessed.

eg.

7
[SaneEgandgENLEORISES mk'j%“a"e place.
a &8 U] tm all relevant stake

Determine a realistic tlmeframe and e ure that holders are made
aware of the timeframe.

e.g.

U[mc@@n’ @Ilrdt nmgo)[l@.,

p p S0M
Include activities and opportunltles W|t IIow discussion,

questioning and modification.

eg.

Book to be published lete

for 208.7 school Yeer. J
eversiondmeastear.also.wilkbewwvailable

Reward successful employees using recognition, promotion or some other method in
line with organisational policy.

eg.

7. Provide support for non-achievement

Provide training and support for employees who don't reach the goals. Help them to
reach the required level by the next review.

e.g.

J
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5. Quality control

Quality control refers to the monitoring and evaluation of processes and products to
ensure that they meet acceptable standards and benchmarks. Organisations of all types
and all sizes use quality control processes to check and evaluate that their products (goods
and/or services) meet acceptable quality standards. Quality control relates to the production
of goods, such as meat pies, as well as to the provision of services, such as restaurant
meals.

Quality control should not be an end-result or separate process occurring after the product
is finished. Rather, quality control, as part of a TQM approach to the management of quality,
should be inbuilt and incorporated ‘organically’ within an organisation’s systems.

Quality control is used by organisations to ensure that external stakeholders, their
customers and clients, receive finished products that meet the quality standards that they
are expecting. Quality control also aims to ensure that internal stakeholders, such as other
departments and divisions (both downstream or upstream) are provided with intermediate
products that meet expected quality levels.

Some organisations achieve external quality assurance certification which acts as a quality
control ‘guarantee’ that the organisation’s processes and procedures meet acceptable
industry practice guidelines. However, many organisations have their own internal quality
control department, as well as having quality processes, such as quality audits built in to
the whole production process.

Employee respon

sibility
Quality manageme@ll[@ A:I-AR 1.2- encourage

employee responsibility for quality control. This means that employees will need to initiate

ideas, make decisions and solve-problems.

ibili it tcome i heir day-to-day roles and
also responsibility for assess g @E’Dndards. This means that
they will be self-assessing a :—@E ERKEKERd quality control KPIs.
When employee respor|Zj[ft DISVIGW PUARE@ [ﬁ]ﬂy a workplace’s

performance management syste et an he higher motivation, greater
involvement, and increased job sat|t|n y}

However, employee responsibility must be supported by proper training in how to manage
quality control proc[}@v[;@i nd feedback.

Many organisations use aut 2AASE OlWiEE I:sponsible for meeting quality
outcomes. This helps contribute to better qua S. -
And most sma@@ ATy ﬂ@

meeting outcomes related to quality control directly on the worker, with
instant feedback.

Employees can be give

“So ‘bye,’bye

Some of you might work for organisations with . ; X
in an Aussie meat pie.

well-developed quality control procedures, Took my risk and
e.g. supermarkets and fast-food restaurants. gnawed the brisket,
Indeed some of you might even be responsible now my tail is gone, fried.

And quality control

for quality control of the products that your watched extra protein slip by...
employers sell to the public. If so, are you Singing this will be the day
accepting responsibility as an effective quality 1 won't try,
controller, or does someone else take on that To keep the standard up

o on our pies...”
responsibility for you?
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Quality inspections throughout the entire production process in order to
ensure all components and products produced by internal stakeholders for
other internal stakeholders meet required standards.

Weighing of products to ensure Measurement against set benchmarks;
that they meet minimum weight these may be industry-wide or a
requirements, e.g. biscuits, bread and businesses’own benchmarks.

other food items.

. ) , Specialist technical and industry-related
Testing cIothlng, so that dyes don't run, training for employees about current
material doesn't stretch and that the legal requirements.

quality of finish is suitable.

. . Test-runs of a product to ensure that it
Testing electrical products to ensure operates as planned, e.g. motor vehicle
that they perform as expected, e.g.ICT proving ground.

equipment and consumer items.

o . li i i
An inbuilt process of continuous Qu? ty audits and appomtment of
. . quality assurance officers to improve
improvement that regularly audits . .
. Q quality processes throughout the entire
production processes and makes ua I |t o
4 D organisation.

improvements. c.ontrol

Visual evaluation of products to ensure Pr@C’esseS
that they satisfy aesthetic quality

requirements.

Employee feedback systems to identify
quality concerns.

Simulation testing of products so that

priend Enterprises ATAREE s nincwin

certified quality assurance.

7

Sampling and testing
and raw materials to en
standards of a supplier organisation’s

product meets benchmarks.
Sourcing of materials, components,

Testing and smelling pr{d] ﬂ'@'@rectled ra'ft ractors and so on from

to ensure that they satisfy the isations that are quality assured.

organisation’s standards. &ﬂbﬂ ﬁ@ @h@mg@
clrf L@@W [;O)Ml kplace health and safety

Application for,and approvai systeffis that prevent accidents.
relevant QA certification standard. m@ﬁ @@[;O)y
- Government occupational safety &
Focus-group testing of new products

health reaulatory i tions.
among potential ({SBO@ K {0 [;@ﬂﬂ[b)l]ﬂ@[m IateZ@l@ s nEpecions
Over-engineering so that the pr[ft 7 §©|}D|] ysmme’ complaints systems

- t encoyragr feedback about an

0. th '
yersion-mester else will be eiellieblis

Prototype development and testing
prior to large-scale production.

exceeds minimu

Customer feedback surveys

Safety testing to ensure that products
satisfy legal requirements, e.g. electrical
components, hydraulic equipment,
clothing, food and hygiene.

Life-simulation testing of a product to
imitate potential use and misuse, as well
as lifespan of a product; e.g. batteries,
door handles, pens, chairs.

Offering warranties and guarantees. Re-engineering waste.

Accepting that the responsibility for quality control is the responsibility of
the whole organisation. Fewer errors, rejects, defects or faults throughout the
whole production system will result in higher levels of customer satisfaction.

77
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E Quality control

1. Choose 8 of the examples of quality control processes on p.77. Describe how each
applies to a workplace, or workplaces, with which you are familiar.

2. Ouitline the specific roles of employees in relation to these quality control processes.

QC process

e.g. Weighing
products

Application in workplace Role of employees

As a part of an in-built quality control
process the team leader performs this
function on a set number of products per
day. Employees are also encouraged to
report any discrepancies they might notice
for testing.

On the biscuit line at Crumblor’s Sweets
biscuit packages are randomly pulled
from the conveyer and evaluated to ensure
that they meet minimum weight levels as
specified on the packaging.

and Entempriss: ATAR 12

Uncorrectsd drat semple.
Sulbject to chang®
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not copy
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Quality control in action

Discuss each of these scenarios of quality control in action and then complete the table by
outlining key points and issues. Add a quality control scenario of your own.

i. TBC

Quality control issue:

Quality control process being used:
Role of employees in QC:

How are KPls being used:

Suggest improvement to manage QC better:

Uncorrected
Subject &

iii. TBC

Quality control issue:

Book to [be pub

Quality control proces H
E2VERS

Role of employees in QC:

How are KPls being used:

Suggest improvement to manage QC better:

for 2067 seho: |
wnfestegalSoptilfiveiavailahie

ii. TBC

Quality control issue:

Quality control process being used:

Role of employees in QC:

How are KPIs being used:

and Entemprise: ATAR 12

Suggest improvement to manage QC better:

elrett semple.
0 cheng®

[For preview purmoeses enly
not copy

Quality control issue:

[ished letie 2016
hool Yeer:.

Role of employees in QC:
How are KPIs being used:

Suggest improvement to manage QC better:
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6. Rating scales

Rating scales are a useful tool that can be used to assess workplace performance as part
of performance management. You have probably been exposed to rating scales yourself as
part of a quality feedback survey process. And you yourself might actually have had your
performance ranked by someone using rating scales.

So how useful do you feel rating scales are?

I ! ! I 1

not at all rarely sometimes quite very
useful useful useful useful useful

Or perhaps we should ask you, what level of importance do you think managers place on
rating scales?

T 1 I 1 1

very low low moderate high very high

Or it might be more appropriate to ask you to reflect on how important it is for you to get
timely feedback from your employer?

1 I I ! !

strongly
disagree

strongly
disagree

But what about if o@ar e.er =0 '[H@I‘:[D;I‘ A@@st) that clients or

customers would give you based on your service levels?

I |

1 5

(lowest) 2 gm[@ﬂ.ct i 10 @ﬂn@[m@@ 4 (highest)
But what if you had to rﬁﬁaa{% @ gren @,@uy

| most prefer a rating scale that: @ [m @@[;@ykunk 1-6

Uses a number scale from 1 to 5.

ee - Papka o puilshed int ¢
ses ratings related to the degr

Focuses on my level of agree JE g[l y“r

asks me 10 BVEISIOR-MESEEN-elseWill be availeble

Requires me to assign a score or level of performance.

disagree neutral agree

And finally, what about assigning a score (or a rating) to a particular item?

Assign a score from 1 (lowest) to 10 (highest) based on your Rating
importance of rating scales in relation to being able to:

Complete a survey quickly.

Complete a survey online.

Calculate average scores.

Identify areas of strengths.

Identify areas needed for improvement.

Provide honest and timely feedback.

Being able to add responses as examples.
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Rating scales

1. How might rating scales be a useful workplace performance management tool2

2. Describe the types of rating scales have you come into contact with in work-related

situations.

3. Which rating scales do you prefer using and why2

Uncormecteel clreltt sample.

S0 Ject HONEH Cmg@

4. Justify which types of rating scol[mwmend for the following situations.

Asking fast-food customers to

evaluate serwce [Kﬁ"@ qte 'u@hd at.e
ffor 2 20!.7 @@Hnu[l Ve
eversion mester also will e

Asklng employees to

Asking shoppers to rate their

reference for a brand of
cola.

ewealleble

Written by Michael Carolan. Copyright © 2016 DELIVER Educational Consulting and its licensors. All rights reserved
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7. Management by objectives

Management by objectives (Peter Drucker) refers

to a process whereby organisations establish and
communicate key objectives that employees and work
teams are expected to achieve.

These objectives, including both quantitative and
qualitative KPlIs, are clearly communicated so that
employees are aware of what they expected to
achieve. With management by objectives it is highly
recommended that managers and employees work
together to establish acceptable objectives within a
more consultative framework.

In essence, all employees in all workplaces, are
expected to achieve objectives. But in a strict
definitional sense, management by objectives refers
to when the prevailing approach to task achievement
is aligned to setting, monitoring and evaluating
workplace performance according to pre-determined
(SMART) objectives.

Analysis and application

Management by objectives

. Determine and set broader

overall strategic objectives.

. Break these down so as to

be translatable to employees
by developing SMART goals/
objectives.

. Communicate specific objectives

to employees and involve
employees in the process of
setting these specific SMART
golas/objectives.

. Monitor progress related to

achievement of these SMART
objectives.

. Evaluate progress of employees

in achieving their SMART
goals/objectives. Reward if
appropriate and/or provide
support if needed.

It can be argued that management by objectives utilises more of a task-oriented approach in
that the key aim is achievement of objectives, i.e. the outcome, rather than the process used
to achieve those obEETEENAIR) SNERPLISE: /AIAIRIZ: ommunication of
expected levels of performance. Employees understand what they are expected to do given
that management reviews performance on an ongoing basis. In some cases daily reportage
is used (using automated feedback systems). Employee development and career growth

can be monitored and a{ldfREGE)EEEAGIE0I0 MEIRUS ievement of SMART goals.

Management by objectives ca St bjec‘-:t I~ |@|‘m ~ e cholders to common objectives.
It can also enable empl ees and wark teams to Jnder nd the value of the role they play
as part of a bigger pict It MIIJ @)S ' S [mnSﬁly and clearly articulated

review, such as feedback from rat| @)t 00 ”ldual productivity measured against
KPls.

However, an exclus “tm aate potential problems.
Employees can actlg !&nfﬁ'&% a 2@16 et their objectives. For
example, a cIothlng store sa@@@.'ls.guota of customers per day,
rather than foqasigrenaiof frieEel ellso Wl & eweileble

The process can also lead to dlsunlty whereby employees start to privilege their own
objectives over the broader team goals, or even ethical considerations. For example, a

home electrical salesperson might use high-pressured sales techniques to get customers to
buy big-ticket items, using credit contracts that are unlikely ever to be able to pay back.

Management by objectives can also foster a culture of over-assessment whereby each work
task is timed, monitored and reported on, reducing employees to feel like they are simply
‘units of work’. Management by objectives can also be inappropriate within organisations
that are facing rapidly changing or evolving operating conditions. The objectives might
quickly become inappropriate or outdated, resulting in workers being unable to meet their
pre-determined objectives. Management by objectives can also lead to a situation whereby
workers become specialised at their own tasks but unable or unwilling to problem-solve or
make decisions about bigger picture or complex situations.
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Management by objectives  H

1. What is management by objectives?

2. Discuss 3 strengths of management by objectives. Use examples related to your own ﬂ
work-related experiences to support your discussion.

anc Entempriss: ATAR 12

3. Discuss 3 weaknesse{Ul) c@Eaciacy clieiivseimn |.'_nples related to your own ﬂ
work-related experiences Tﬂml“ S@t[ﬁ]sul
Uil figs
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8. 360° feedback

360° feedback is a multi-dimensional feedback tool that
enables employees to receive feedback from key internal
stakeholders within a workplace including colleagues,
managers, subordinates, and at times external
stakeholders such as customers or clients, contractors
and even, potentially, suppliers.

Stakeholders typically complete a hard copy or digital survey

that makes use of open questions, closed questions, rating

scales and other performance appraisal tools. The

questions and response formats will be aligned with

the key goals and objectives that the organisation is

aiming to achieve. For example, if the organisation is

encouraging the development of self-managing work

teams then the questions will be designed to reflect the

assessment of key skills and attributes related to teamwork, Rt
cohesion and synergy.

Many organisations prefer to keep respondents anonymous so as to foster openness,
honesty and to elicit true feedback and review without fear of repercussions. Although
anonymous surveys are a good tool to encourage honesty they can also lead to skewed
answers based on resentment and ‘payback’.

Purpose
The most common (@EPEEPERGIMERESDMHISE: ATAR 162 feedback
assessment tool are to determine the respondents’ Common categories of performative

perceived strengths and weaknesses of the person assessment that might be assessed
being surveyed. When a higher number of people using 360° feedback include:

are being surveyed the [HREEREEIET0R! Sempl@grsonal skills
quite similar meaning that ave ae v!hb |ntrapersona| skills
more reflective of the true peﬁmﬂm @[m@[m( unication skills
However, this highlightd O {FEVIEWALD {PUMOSES @ e skills

types of surveys is better when the@@[@y = responsibility skills
respondents. = Ieadershlp skills
Vile;

Reporting and giving direct feedbgck of str N
and weaknesses anh. h E@Fﬁﬁ ﬁﬂ“ @t 2 fAarodTeal skills

asielssment V:“th average sdfgp 201Fusehool yrnlng skills, as well as
o Tl oI aﬁfﬂ S oo will beravellebie in many

professional lear relevant areas.
of weaknesses J

gement skills

Team skills

>
[o]
o
o
o
=
-
o]
=

good very good excellent
Is aware of own strengths and weaknesses.
Encourages and supports team members.
Communicates effectively with team members.
Responds positively to feedback.

Uses feedback to improve performance.

Puts team goals ahead of personal agendas.

O0OO00O0O0O0O:
OO0O00O0O00O
OOO00O0OO00O
OOO0OOO0O
OOO0O0OO00O
OO0O00O0O00O

Treats co-workers fairly.
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360° feedback

1. What is 360° feedback?

2. Discuss 2 work-related situations where the use of 360° feedback would be an effective
performance management tool.

anc Entenpriss: ATAR 12

@ﬂm@“{k -related situations that
o e rbrﬁ se t to get feedback on your

3. Describe how you co
you have experienced or ar

performance from each of S :

Situation 1:

k b b| h Supervisor
for 2047 school ear
eversion mester else will be avallable

Situation 2:
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9. Digital work performance

“This call may be monitored for quality assurance
purposes...”

You've probably heard that before when phoning for
assistance from an organisation, and usually after being
on hold for a long time! The monitoring and assessment of
digital work performance is not a new phenomena. Nor is it
necessarily effective for all stakeholders.

Many work tasks can be monitored using digital means with information fed back

to employees and supervisors in real-time. This process can even support remote
management. Examples include nursing (recording patient response times), driving
(monitoring fatigue), transport and warehousing (using RFIDs to track movement),
manufacturing (barcode monitoring of throughput in a CAM process), sales (log-on, log-
off and sales call times) and many more examples of digital methods to monitor work
performance. These are closely related to management by objectives.

However, as many service operations of the commercial world becomes even more
digitised, with information essentially a key commodity to be traded, the use of digitised work
performance methods has evolved.

As a result, digital work performance challenges methods of performance management and
offers innovative solutions. In essence digital work performance management focuses on
the use of performance management tools, sometimes generally called metrics, that are
able to deliver the following characteristics and functionality.

= Immediate (Us/CETGEREMNC FisEn ATARA Zeily basis, with under-

performance communicated immediately.)

= Analytical (Most often expressed quantitatively in ratios, percentages, graph form and
other methods.)

= Outcomes-driven (J@@@E EQ°10 Pro

per/worker, clicks per campS(U] b:j ECLIEONE: G

= Reportable (Can review PUrPoses only
0

numerical and visual data

Gamification

rm, [RgSd-Lop Pﬁ
& e - ..
and review statements, notifiabld(@se[;@y Gamification can refer to two distinct

. : but related digital work performance
to employees in real-time.

) ractice t are becomin
o at 2 g more
= Transparent (Di{BO@ 't®o p:U:b‘l [AreEX2016 kplace environments.
monitoring process are ¢ -" : w 100 ;_.1 signing digital work tasks,
and understood, with Ieﬁ@%’e SCh@@ Fgeciall cHinpleasant or voluntary
performati _)@] Wﬂl]l] Ia‘bl“e ke games,

aASt
= Adaptable (The tools can be easily changed thereby encouraging workers

and modified depending on the service or

service-provider being monitored). )

A key issue with digital work performance
measures is that they hearken back to time-and-
motion studies, breaking each task down into a
numerically-driven and therefore numerically-
focused output measure. This results in a skewed
focus on ‘quantities of outcomes’, rather than on
‘quality of outcomes’ (such as service). It also
reduces employees to a mere unit of work!

to complete these tasks as ‘fun
activities'.

. Designing and reporting

performance management

metrics and goals so that they
resemble digital gameplay

(rather than cold KPIs). The aim

is to encourage productivity and
foster competitiveness related

to meeting objectives. Gamed-
performance might even be shown

against other employees or teams.
Py

Career and Enterprise: ATAR 12 draft
Written by Michael Carolan. Copyright © 2016 DELIVER Educational Consulting and its licensors. All rights reserved



Digital work performance

Outline examples of more traditional or 'non-digtial’ work tasks that can be monitored
effectively using digital work performance tools.

Outline examples of contemporary or ‘digitial’ work tasks and how they might be
monitored effectively using digital work performance tools.

Why digital?

Consider these 2 veryJife@MracE0! ‘r‘lo you agree more with,

and why? Su bJ A5t 10 @[m@[m@@
Fai prevics PUIPOSES Gl iz ke ik

ﬁﬂ@ﬁ @@[;o)y aren't cut into funny faces for me

to eat. So why turn my work output
perfnrmanne into a game? You can
‘monitor’ my perfnrmanne without

o S "I'm not a child you know. | don't
Its' cool because my job is so-

o-0 boring but this way | know | a
doing well when | earn starpoints.
I'm now at level B - ‘Sales Fleet
Crusader’. When | get to level 10 - |
think there is a prize of a download

voucher! Can't wait to post t".. ﬁ@ El][@ﬂﬂ@[m“ [l Etgndmg it's all some game!

Image: 222/ Image:Mike Watson Images/

iStock /Thinkstock ﬁ@['[: “:7 @@l}ﬂ”ﬂ y“r e A |

Go online and find examples of gamifaction being used in organisations. Share
examples and discuss how you think you would respond to this type of performance
monitoring.
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K | Workplace performance - Action plan

Determine 10 work-related actions, skills, competencies or experiences that you should
develop over this year in order to enhance your career pathways opportunities.

For each one explain a performance measure (from this section as well as other measures)
that could be used to review your performance. Get the appropriate stakeholder to review
your performance. Self-assess as well.

Work-related action Performance measure Evaluation Self-assessment

Carear ane Enterrise: ATAR 12

@@
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Glossary: Performance Management

There are many key words and terms highlighted throughout this section.
1. List these and provide a definition for each.

2. For each one give an example that relates to your own experience; or alternatively list
some other information or a resource that relates to this term.

3. Your teacher might add some other key words/terms for you to complete.

Word/term Definition Example/information/resource

and Entemprise: ATAR 12
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Summary: Performance management

Quality management emphasises the importance
of organisations to seek never-ending improvements
in quality outcomes. Quality can be measured

using various key performance indicators. The
achievement of quality outcomes doesn’t just

occur automatically organisations have to strive

to achieve quality outcomes. To support this goal
they will utilise various performance management
processes in the workplace.

The management of quality might involves hundreds
of different quality processes depending on the
complexity of the organisation, the work settings,

the workplace and the associated work tasks.

Total Quality Management is a process whereby
organisations aim to eliminate errors, waste and
inefficiency in their production processes. TQM
focuses on the concept of internal and external
stakeholders.

When measuring performance the way to evaluate
whether something has been successful is to
compare the outcomes to the objectives. If the
outcome equals or exceeds the objectives then it

is successful. But if the outcome fails to meet the
objectives, then the endeavour is unsuccessful.

An organisation may set internal objectives
focusing on stakeholders such as employees,
managers and departmenjz
such as productivity, labo
satisfaction may be used. An organisation may also
measure the achievement of external objectives
such as customer satisfaction, delivery time, export

Qra

sales and other broad concept mAR2gen)s
Measuring performance focust[E t'e'd Cd] alflt J I

EecIsREN NS CANIZRY

Performance appraisal is a system or process that
assesses whether employee performance is meeting
the goals and objectives of the organisation.
Performance appraisal allows an organisation
to investigate employee performance in terms of
its KPls. Performance appraisal may consist of
quantitative appraisal and/or qualitative appraisal.
Quality control refers to monitoring and
evaluation of processes and products so that they
meet acceptable standards and benchmarks.
Organisations use quality control processes as part
of a TQM approach. Ideally these processes should
be inbuilt and incorporated ‘organically’ within an
organisation’s systems.
Quality control is used by organisations to ensure
that external stakeholders, receive finished
products that meet the quality standards that they
are expecting. Quality control also aims to ensure
that internal stakeholders are provided with
intermediate products that meet expected quality.
Rating scales can be used to assess workplace
performance as part of performance management.
They are commonly used as part of quality feedback
survey processes.
Management by objectives refers to a process
whereby organisations establish and communicate
key objectives that employees and work teams
th quantitative and
communicated so that
employees are aware of what they expected to
achieve. Managers and employees work together to
establish objectives. In a strict definitional sense,
iectives refers to when the
B task achievement is aligned

and effectiveness of employees in ac ﬁ@t%@@itoring and evaluating workplace
erfo

goals and objectives. Eﬁicienc% broad ter!

n that
relates to how productively an eV

dl L2K

rmante according to pre-determined (SMART)

PUFRESES O

resources to achieve its objectives. Producﬂi 3 aedback is a multi-dimensional feedback tool
DI} Iniort 0[N

measure of the ratio of inputs required to ge
given amount of outputs.

Key performance indicat
set and measure performa

Bo@lk

ke publishEs

2iles employees to receive feedback from
key internal (and at times, external) stakeholders.
only used to determine the respondents’
I-.a’t € 2@16 eaknesses of the person

productivity targets. When assessecﬁ@ @[@ a an Reporting feedback on strengths
er| i&o -lW] @ u y ea‘r

these KPIs can then be used to det

&' can be used to consolidate

factor productivity @/E&FSIon Mester alsewill-oe availeelesional leaming

KPIs are an assessment tool to measure whether
objectives are being met. Financial KPIs are those
that can easily be quantified and which directly
measure financial aspects of an organisation’s
performance. Non-financial KPIs are not directly
measurable in dollar terms. They may be measured
quantitatively or qualitatively and indirectly
influence an organisation’s financial performance.
Self-assessment as part of reflection and review
is an enterprising approach to improving work
performance. Enterprising workers who self-assess
can accept responsibility for their own performance
and make decisions to better achieve goals and
objectives.

program to help address areas of weaknesses.
Many work tasks can be monitored using digital
means with information fed back to employees
and supervisors in real-time. Closely related

to management by objectives digital work
performance management focuses on the use
of performance management tools, sometimes
generally called metrics, As service operations
become more digitised the use of digitised work
performance methods has evolved and in some
cases has lead to gamification of employee
performance. Digital work performance measures
can skew the performative measurement focus
towards quantity of output rather than quality of
service.
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Review: Performance Management
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Performance Management
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Assessment Task 3 - Performance Management

Name
Tasks qt?l?ed Due by Done Teacher

Part A
= v

[ v

i v
iii v
iv v
vi v
= Present draft to your teacher for checking. v

Part B:
| end Enterprise: A‘T 12

iii v

Uncorrected dreit samples

) Sumb)ﬂoct fto @[h]@ﬁn@@

i [For preview purpeses ofuly

i Do net cepy @ v

Book te b MII@I][I@HDO‘ I]

= Present draft to your teqc}f@tﬁr ok

= Finalise your information cmd mcorporqte feedchk

= Prepare/submit final written report in suitable format. v

= Give presentation report to the class (if required).

-

Additional information:
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IPP Workplace performance plan
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1. Nature of work

As the commercial world continues to evolve you will find that nature of work will
undergo continuous change. As you embark on your future career pathway you will
have to develop suites of work-related, technical, interpersonal and intrapersonal
skills to be able to both fit in with existing workplace cultures as well as being able to
adapt to more enterprising new, and evolving, workplace cultures.

Let's say you plan on doing a 3-4 degree next year (provided you achieve a suitable
ATAR score and satisfy relevant course pre-requisites). This is a common step for
young people wishing to embark on professional career in commerce and business,
in health care and nursing, in education, in engineering, in social work, professional
writing or in many other occupations.

And then what if you find that because the economy is evolving, with over 50% of
the population undertaking bachelor level degrees, you might require further post-
graduate qualifications of one-two years? Then you take a gap year to recover from
all your study (!) and perhaps take on an unpaid internship or two.

It might be seven years hence before you even start your career (that's assuming you
secure an entry-level position in your chosen vocation). Seven years! If we look at
the nature of work just seven years ago things have certainly changed. Most people
commuted to their workplace, sat at desktop computers and used landlines for most
business calls. People tended to use their phones to send texts and make calls;

(and not to pay all their bills, do their shopping, track their pizza delivery or catch a
Pokemon or two, and nor to take selfie after selfie). Change is happening so fast - and
this is just one area@EPEEFERIENERIET RS ErRANTARS| 22 like in your
future - and what about for your kids!

The nature of work is evolving in line with changing commercial modes of operation.
Technological innovation, stakeholder convenience and global capacity are just

three of the factors drivi{lJ[iE@RTEEIEESE/fEliE SEN® @nue to influence the

structure of organisations as wal as the qranag N and skills required of
=\ = { =
contemporary 21st workers. (R _.Llle@Ct t %ﬁﬁ@@s
@@u&zanges in how

Workers, more than evma PRENMIEW

information is collected and commty organisations need to run their
workplaces with an eye to both ethical management of information as well as meeting

increasingly complex legal requirements rﬁ ating fo information mapnagement.
Organisations, due pu.bl.@t.‘? tors), have to

develop more effective humii@B2AVi/rS@h [LW o

physical resougsa eI riEtREr el W s eelleble

capabilities. This requirement applies equally for large
organisations with more than 100 employees, medium-sized
organisation of 20-100 workers, small organisations up to 20
employees and even to micro enterprises of between one to
five workers (but is usually just one)!

Added to this the expectation that organisations will be
responsible corporate citizens and develop and follow
principles of corporate social responsibility.

So let’s go an introductory journey into the nature of work in
relation to these and other issues. And perhaps at the end
of this journey you will be able to paint more of a picture of
your own place in an evolving commercial world. \_
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Key concepts e

In examining the nature of work we need to clarify key
concepts including productivity, multi-factor productivity,
efficiency (and effectiveness), labour-intensive production,
capital-intensive production and sustainability. You
investigated productivity, multi-factor productivity and
efficiency (and effectiveness) in the last section. These,
along with the concepts of labour-intensive production,
capital-intensive production and sustainability will be
used extensively throughout the next three sections of this
book. So it is important that you:

= have a clear understanding of their meanings

= are able to apply these to your own work-related _

experiences, and

= are able to analyse how issues surrounding these impact on the nature of work, work
skills and your own potential career development.

Labour-intensive production Capital-intensive production
0 Labour-intensive production refers to O Investment in new technology is a
using a greater proportion of employee move towards a more capital-intensive
effort in the production process. method of production. Capital basically
0 In Western countri@aAarapeinis) [Entia a%nvested into the
the cost of modern [rng A‘T"R ners or operators of
innovations is falling, while at the same an enterprise.
time, labour costs are constantly rising. U Innovation is enabling enterprises to
This is leading to a shift away from invest more readily in technological

labour-intensive produc@ﬂ_ﬁ]@@[i‘ @ﬂ Ikggw(cresse ;;]rodgctlivliaty

O However, some industry sub-s@§piik C|ency rather than in labour-
still quite labour-intensive. Thi@@it to ©[m e processes). This is a shift
especially to high vaIu@ﬁW [;o)m]capltal—lntenswe
manufacturing where human skill a oft roduction processes.
care is needed (such as with designe O [ ©@[;0) lg. For example, a farmer may invest
clothing). Also small specialised goods $250,000 to purchase a new and more

producers that service niche markets powerful tractor. A mining company
are often quite Iab .[;@Eﬂ[@ﬂﬂ@[fﬂ Bl AV 1o a new loading
expertise in these crafts is stﬁ@ﬁp'? S@[ﬁ]ﬂ e a onstruction firm might invest

to mass production. : new graders. A beverage
0 senvice indus@VETSION. ERESTET Else Will-be-erelleld]®st ssom on
child-care, health and community a new automated bottling plant and

services are also quite labour-intensive. facility. And an electricity supplier might
invest billions into a new power station!
A

Sustainability

U Sustainability relates to the use of finite natural resources in a more environmentally friendly
and efficient manner. All physical resources are sourced from, or manufactured using, natural
resources, even man-made resources such as plastics (petro-chemicals).

U Sustainable resource use not only generates positive environmental outcomes, it can also result
in significantly reduced waste and costs.

0 Sustainable resource use complements the use of renewable resources. e.g. If we use more
solar power then we can sustain our fossil fuels as the demand for these will fall.
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Nature of work @

. What is labour-intensive production? Give an example.

. What is capital-intensive production? Give an example.

. Outline examples of work practices that you think are more likely to become capital-

. What is sustainability?

intensive in the future. How might this impact on you?

'Veéuﬁ@ﬁ’o& tto @l}n@m@@
[FoT preview pumposes omnly

v g RO BRI

your own workplqce experiences.
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2. Managing information

As the nature of work continues to evolve it raises a myriad of legal
and ethical issues surrounding how to appropriately collect, use,
store, protect and share information, both internally and externally.
In essence, this issue involves both the management of others’
information, as well as the management of an organisation’s own
information. At times these two issues can and do overlap.

When collecting information you must disclose how it is going

to be used. On e-platforms this is usually communicated in a
privacy and/or terms of use policy. There are also restrictions
on how organisations can go about collecting information including
exploitation of minors and other marginalised stakeholder groups.
But be aware, some organisations are purely in the business of
information and data collection so as to onsell this data - that’'s how they make a living!

As you know, you cannot disclose the personal information of a customer or client to a third
party without explicit and clear consent (there are some legal exclusions to requests for
information including requests from government agencies). This also extends to dealings
with those clients and customers including confidentiality agreements, contract terms
(including employment contracts) and non-disclosure arrangements.

You must store information safely. This is becoming an ongoing and challenging issue in

the face of growing data hacking, as too with many remote cloud-based storage platforms.
Protocols and processes for data and records deletion is also another key issue.

You also cannot usi[ib@grﬁ@f copyright laws.
This includes material that many people think lives in the ‘public domain’ on the internet (it
doesn'’t - public domain has a much different legal definition). An example is information
collected, compiled and written by another organisation which you cannot pass off as your

own, such as product sfEJiE@F rev@tedraft. Salm @uexample is the protection
of trade secrets and policies gyrourding.what emplovees can and can not disclose about
kS Ui EEWioRehiEhIE

the internal operations of the ore=apout ‘can not’).

t
Managing information pr.QVJ [DCLI @QE within an organisation.
Do you make every employee priv @@py goings-on of the organisation?
Internal data and financial security must be managed to limit privileges to employees

according to their leyel of seniority and respansibility. Do you want a temp to be able to
access the Penske UJ. S ha'te 20116 mp might be working
at Penske next week? ffor 2017 school Vear

eversion mester elso will be evaileble

Legal considerations Ethical considerations
0 Privacy laws O Conflicts of interests
0 Insider trading O Exploitation of marginal stakeholders
O Legal durations for maintaining records - Publishing sensitive data
0 Non-disclosure agreements 0 Non-disclosure of intended use
O Disclosures to ATO & WorkSafe 1 Pillow talk
O Copyright, trademarks, patents, U Social media use and policies
intellectual property and trade secrets U Public relations campaigns
U Online and data security management O Buying or selling information
U Whistleblowing U Workplace referees

100
Career and Enterprise: ATAR 12 draft

Written by Michael Carolan. Copyright © 2016 DELIVER Educational Consulting and its licensors. All rights reserved



Managing information u

1. Why is information management a complex issue? Give an example.

2. Use examples to distinguish between issues related to managing an organisation’s own
information as compared to an organisation managing others’ information.

3. Research a .@'.are.e‘rA‘R_l_Z worker). Outline ﬂ

the information management issues they have to deal with. Describe any policies,
processes, protocols, guidelines or even laws they follow and implement.

Workplace: Uncorrecied créiftsemple.
Information managemenSuijCt toc hﬁam'g"ey deal with this and why?
[For preview purposes enly
not copy

Book to be published lete
ftor 2017 school yeer.
eversion mester also will be evaileble

7N

Discussion and investigation

There is a growing incidence of online ‘job’ portals that encourage job-seekers to sign
up and access job opportunities. In actuality these are not job portals but rather an
information collection enterprise that then onsells this data to private course providers.

Is this illegal, unethical, both or neitheré How do you feel about this¢ Do you reckon a firm
would try to do this in Australia. Why /why not2 Do some research to find out if any of

these practices do happen.
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3. Managing resources

Resource management refers to maximising multi-factor
productivity in the use of inputs in order to generate the
most efficient mix of outputs. Resource management focuses
on managing human, physical, financial and technological
resources. So let’'s have a bit of revision on managing
productive resources as part of the transformation process.

Inputs and outputs

Inputs are the productive resources that an organisation uses
to make its goods and services and can be grouped in four
categories. N

= Land: Raw materials and physical components.
= Labour: Human effort, skills and expertise.
= Capital: Investment in equipment, machinery and technology.

= Enterprise: The ability to combine and manage the other three factors of
production.

An organisation uses these inputs (resources) and combines them together to
produce an output.

Outputs may be goods, services or even a combination of a good/service. Some
organisations produce goods that are sold as final products to consumers (e.g.

a frozen chicken in a supermarket ), while others make producer goods (e.g. bulk
chickens) that are ng.t_lhAWﬂge g. a fast-food
chicken franchise). Note The same ch|cken ‘fa mer’ might supply both for the retail
and industrial markets.

Some organisations produce services that are soId as a final service to consumers
(e.g. an accountant doinyEE)R i ed Sam:p ers produce services

that are sold to other producer I@ t;® C han @e (e.g. an accountant
preparing annual returns for a ame accountant might
provide both personal dROBRGEV “c@ﬂﬂ p@SES @[ﬁ]

The operational set-up of different )} greatly depending on whether
they produce goods, services, or a combination of goods and services; and on

whether those goods are s Id as final prod rmed| t products.
Transformation pri&! h E@uﬂﬁ)ﬁﬁ@o&ndﬂf

The transformation processﬁ?[@@h"ﬂt [S2Uon better be described as
the organisati@\ERSOMN MESEET qM[H] BiereneElielke manage

their resources efficiently so as to generate the highest return on each of these
physical, human, financial and technological investments.

Production processes vary significantly from industry to industry. But in essence all
organisations are involved in production. They all ‘make’ something, whether it be a
good or a service.

inputs: outputs:
materials J\ _r goods
inputs: Transformation outputs:
M process services
inputs: . outputs:
capital goods/services ‘
~ capital goods/services |
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Human resource management Financial resource management

U People are the most important resource U Organisations of all sizes must manage
in any organisation. their financial resources in order to

O Effective people management relies on remain solvent.
planning the best way to use employees’ O Financial resources consist of capital
skills, experience, time, enthusiasm, invested in the enterprise, loans
quality, service and productivity. to finance operations, revenue,

U Some key human resource management expenditure and cashflow.
issues relate to recruiting, training, 0 Effective budgeting and forward
remunerating and deploying (and re- planning is vital for all organisations
deploying) human resources as part of regardless whether they are operating
any production process. for profit or as a not-for-profit.

A , b
Physical resource management Technological resource management

O Physical resources include buildings, U Technological resources drive
premises, grounds, equipment, fixtures production, enable communication and
and fittings used to produce goods and may be customised to an organisation’s
services (and are usually fixed costs). requirements.

0 Raw materials, components and stock 0 Capital-intensive production represents
are also physical inputs that get used up an investment in efficiency and any
or consumed as part of the production expenditure must generate a suitable
process (and are often variable costs). return.

O All physical resources must be managed U Increasing complexity and ongoing
both effectively and effectively in order costs of technological resources creates
achieve a return o@EREEREEANEC] [E ﬁ‘ﬂ@rﬂ'}__['e@agement issues.

b

Uncorrested drealt L@l]clmzlglng resources
Use an examples of a goods pl@lﬂ[@ﬂ @'h:ange of a service provider to
describe the Transformqtm rENiEiv m OSESPOR sformation and outputs
that are likely to be involved. P ﬁﬂ(gbﬁ [;@y ﬂyh

o6 avelleble

OF 200L7 SChoO! YEET-
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4. Human resource management

People are the most important resource in any organisation. Australian organisations spend
about 55c¢ in every dollar on wages and salaries which is more than all of the spending, on
all of other resources and stock combined. Some service industries even spend up to 85%
of all their expenditure on wages and salaries.

Effective human resource management relies on planning the best way to use employees’
skills, experience, time and enthusiasm so as to achieve quality and efficiency.

One of the key issues related to human resource management is finding the right people.
This means recruiting people who have the appropriate industry-specific skills for the job
as well as suitable interpersonal skills to fit in with the workplace culture. Another issue
involves training those people, firstly by inducting them into the organisation and them by
supporting their growth and development throughout their career.

Remuneration such as appropriate wage and salary levels is a key consideration related
to human resource management. Offering too much, or too little can lead to ineffective
recruiting, poor performance and inefficiencies.

Organisations also have to consider redeployment of people in line with growing workplace
flexibility, changing goals and objectives as well as the impact of ongoing evolution in the
commercial trading environment.

The best way to understand recruitment as a part of effective human resource management
is to consider the employment cycle of employees within organisations. The employment
cycle reflects the stage of development of an employee within an organisation. This

development cycle can also be compared to the cgncept of career development.
Cealreer ane Enterrise: TAR iZ
The Empleyment Cyde

Needs analysis

rlncorrectsd Ceitsamples,,.

resigning

semars SUbJlECR T 02,

=
= retrenchin
=

=l preview PUMResSEs. Oy, ..o,
= shortlisting
FINIS m@ﬁ @@J}DI\XING = interviewing

= checking & testing

= choosing
Taeeooms " /1BoOK tte 0@ published &l 2008 ...,
= appraising introduci
- profesionaliing ffor 2017 school Yeer:. - famiaring
= promoting - p_nreparing
eversion mester glse will be evelleblE
FAMILIARISING
Rewart:.iing
= payin ini
= ferﬁur?erating gagzill.l:gg
o . .
epprasing FULFILLING s
Training Rewarding
= multi-skilling = paying
= upskilling. = remur?e.rating
z rper—od;zlt(i)z/;ng Career establishment ~ appraising

= enhancing
= training

= appraising
= promoting
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The employment cycle

Briefly outline 2 key issues related to each of the finding, familiarising and fulfilling phases

of the employment cycle based on your own knowledge and experiences at this stage of

your learning. For each issue, describe how an organisation you are familiar with deals with w
this issue, or how it could deal with this issue.

Example

and Enterrise: ATAR 12

Uncorrected dratt semple.
Sulbject to chang®
[For preview only
not copy

Familiarising

Book to be published et
for 2017 school Yeer:.
evversion master alse will be aveailable

Fulfilling

Find ‘em, make ‘em familiar, fulfill them and then be respectful when they finish.That's
how you manage human resources #CAEATAR12
4.04 PM Feb 1 via 722 from ???
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5. Recruiting

Staff! You've got to find the right people, train them, utilise their skills and expertise, develop
them to become better them and hang on to them. So how does an organisation go about
this complex and vital human resource recruiting process? Read and analyse this article and
consider how this process might apply in workplaces that you might come into contact with
as part of your own career pathways development.

The recruitment process

Staff recruitment the firm is after. By analysing the facts leading
Finding the right staff can be a tricky process. to the 'need’ (i.e “what do we need and why?”)
But just like any area of business it is just the process of recruitment and selection will
simply a matter of solving a problem. Here's help find recruit the "who".

how an inbound call-centre may go about Many positions have job descriptions. These
sourcing some more staff. are prescriptive statements that outline the key
= Identify the problem. functions and roles expected of a particular
“We need more customer service staff.” employee. Job descriptions are important

= Analyse the cause. because they:

"We are expanding rapidly - new contracts!” v outline the tasks expected of an employee

= What are some solutions? for that role

"Approach a temp firm, or go through an v' allow the organisation to target and recruit

employment agency, or advertise for some employees to fill those roles, ar.1d. N
full-timers or hire some trainees.” v set out clearly defined responsibilities and

o Select the best solution accountability for that role.

in a hurry!” ) :
Many firms outsource the recruitment of

= Monitor the solution eaff 0 labour hire fi q | ;
“Check to see if the staff are performing as >ttt to fabour hire firms and emproymen
consultants. However,some organisations,

expected.” Uneorrected dreiiisamplesms sili i
. . iected raft Sam:p:l still like to handle their
= Adjust to make refinements. itment of staff themselves and meet with

“Give a little more training to the «S‘u.b;j'ect ﬁ@ e B
buddy them up with exper[Ss SiiGviENy PURPOSES.@RlYmployees requires

Recruitment stages

Qpsing the most effective recruitment media
The first stage of staff recruitment invo noft

. e " ’ potential applicants. The organisation
identifying needs. “What's the problem? (lack must choose the media that is most likely to

of staff) and what do we need to fix it? (hire in i evant s suiabl didates.
some expertise). [k ﬁ@ [@ﬂﬂ[@”ﬂé@ﬂap € candidates

i ) ) ) osition might be
D.|fferent staffing needs.W|II be 7 SIE ho@ iye, through LinkedIn, in a print
different levels of planning. A short-term ne ac.andin andnd or trade journal.
vacancy or repla@GWVERSQR: FNESUET .a‘V_aLle whether they

next week. In this case it might be best to might be able to recommend any potential

contact a temporary staffing agency. candidates. On the other hand, a casual
However, a firm might want to introduce a vacancy might be advertised in the local paper,
new staff member over the longer term and online or through a social media callout.

train them in specific tasks for their role. This
might fill a mid-term need.

Internal recruitment sources candidates from
within the organisation. It provides clear

Alternatively, the organisation may need skills advantages in time and money and means
that match a future strategic direction or that the organisation is already aware of
change. This may require a more intensive, and the performance, skills and background of
expensive, longer-term labour-hunt. applicants.

Needs analysis Internal recruitment helps foster a positive
A needs analysis can help identify just what work environment as employees see that
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there is scope for career development within
the organisation which can boost motivation.
Methods include:

= in-house emails, memos, and intranet

= staff development programs

= staff recommendations

= internship programs.

External recruiting can allow an organisation

to cast a wider net, introduce new skills and
expertise and bring in fresh ideas to the
organisation. Recruitment methods include:

= online websites and job boards

= LinkedIn network portal

= organisation’s own website recruitment
process/portal

government's jobactive network

social media callouts

print media

recruitment agencies

industry specialist recruitment agencies
industry and trade journals (print and digital)
poaching/headhunting

graduate training programs

bulk call-ups/cattle calls.

Selection process
Most organisations still rely on interviews

the key selection determinant when recruiting
staff. However, there is a growing emphasis on
pre-selection tests (in parti f
testing) as well the use of pr

scenarios. Testing might also occ )
interview stage and also p tog olect]
iZoshelE

Some critics of interviews

4802323233808 438730

will enable them to be able to and identify the
type of person needed to fill that position.

The position

Accurately defining the position can make

it easier to determine just what it is that's
required of the applicant as well as the best way
to discover this about the applicant. Consider:

=

44134830

the level and seniority of the position
remuneration level

the number of potential applicants
any necessary qualifications
transferable skills and competencies
relevant experience

whether skills-based and psychological
testing can help in screening.

The person

Employees are people, first and foremost!
Knowing what is required of the person to fill
the position will effectively drive the recruitment
and selection process. Consider:

=
=
=
=

@Jm@fl

=

training, qualifications and experience
attitudes and values

fit with the workplace (corporate) culture
people skills (i.e. emotional intelligence)
FiSERATTARKIER

team skills

willingness to grow.

The process

nCpiEpentdpA selection process should
eetify the most suitable
DERGI@ will add the most value to the

isati ilerations involve:
OSENUIVA olve:
bne-on-one, parwel or group interviews

hire someone who is good at interview{D)@ RO G@BIYS of the process

necessarily good for the job. However, a key
strength of an interview is meeting a candidate

face-to-face and asses@ﬂﬂ[@ﬂ%ﬂﬂ te

suit the workplace culture.
What to look for

understanding of the requirements and
specifications of the position to be filled. This

=

=
=

length of overall process
int i applicants
Arewets per applicant

Neq

()

ﬁ@ﬁ‘ 2 0)il ¥4 gﬂtterviews including remote
When selecting, @VErsien-mestier elso {illbe avelleble

ction panel
legal requirements
equal opportunity and anti-discrimination.

Effective recruitment

In pairs or teams prepare a report and present to the class summarising the key issues and
advice in this article. Use examples from relevant organisations to give clear and accurate
evidence of how they have approached these issues.

Conclude by offering advice as to how young people at your stage of career development
could utilise the insight gained from this article, your own research and your report to
enhance their chances of securing employment and developing their career pathway.
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6. Induction

Once employees have recruited and selected employees they
must then train them in order to ensure that their investment in
human resources pays off. The first stage of employee training
as part of the familiarisation stage of the employment cycle is
induction.

Organisations spend thousands of dollars and many hours
carefully recruiting and selecting the most appropriate employees.
An induction process can ensure that the new employee enjoys as
smooth an introduction as possible to the organisation.

Induction involves familiarising employees with their new work
environment and workplace culture. This is essentially a series
of introductions. The employee is introduced to the organisation S )
and the organisation is introduced to the employee. New

employees are usually introduced to the organisation’s staff, the workplace environment and
the workplace culture.

All people require some settling-in time. Depending on the level of seniority of the appointee
and the responsibility and complexity of the task, the settling-in time can vary from a few
hours to a few months. Effective induction aims to reduce the settling-in period and create
workplace efficiency as soon as possible.

Effective induction
The effectiveness of different induction techniques. depell n the el and complexity of
BehE AR

the tasks required FAnee o” ERntenrplt ARG atlon has made or is

making in the employee.

Higher level employees in management roles may undertake extensive induction programs
which may last up to 18 nths This could I@ﬁ Udi Eraduate Ecrwtment programs that
involve the recruit worki n 0 rre@‘ﬁ af ‘ecome familiar with
aspects of the organisation’s S\ 0f| &G {0 @[m@[m@@

On the other hand, sho F@I’I‘eV‘I ew- t get a quick tour, guided
through the safety exits, first-aid s

’ S0
“ T@@% proce ufes and get shown the
toilets and the coffee machine and
Staff induction v o Eﬁ]a Multural induction
This type of induction .”Ikﬁ@ w b |-| @4‘1 ers need to be

should involve introductions ﬁ@[ﬁ/ TalS Ch@@l introduced to the

to:

e ulture through:
== SRS Sib
= senior manag".s on aster alrS@) wﬂ |] .' aval m duction
= direct managers = WHS safety issues and programs
= WHS safety reps processes = corporate videos
= fellow workers = stafffg;ilities and = company literature
= other work units amenities = policies and protocols
= subordinates = emergency procedures = social media policy
) and exits = advice (both f ™
= buddies/mentors advice (both forma
. = other departments informal)
= suppliers/contractors o f fl
actory-floor tours = meet & greets
= customers .
= tours of other locations = staff functions
b A /
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Effective induction E]

. What is induction?

. Why is induction important? Describe an example related to each of the three types of
induction.

. Outline examples of induction you have experienced in work-related situations (or are w
likely to experience). Comment on the effectiveness of these.

. Choose an occupatiol JRCOTFECIEM raﬁp| of your career ﬂ
pathway. Outline the possiblatymeas ofinduction traipina that employees might likely
SRR L

undertake. You can interview are current wor earchl]cy enterprise to provide

real work-related rEVI [@uﬂ @
not copy

Book e be pulblished leie

oI 2007 SCInool YEelT-:
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7. Training

Workers don’t arrive at their job as fully functioning units of excellence! They have

to be trained in how to apply their existing skill-sets to the job. They also have be
trained and developed as part of career growth, functional flexibility and career
development. These of course form part of ongoing professional development (refer
p.???) Employees may be given a chance to request areas of specific professional
development training or these may be chosen by supervisors or managers according
to needs identified by them.

We can classify training (formal or informal depending on the type of training) and
workplace learning as either taking place directly on-the-job or off-the-job.

On-the-job training and workplace learning usually happens at an employee’s
worksite and might be built into the day-to-day tasks that the employee has to
perform. e.g. An office assistant might be expected to use the ‘help’ or an online
tutorial to work out key functions of word-processing software. Alternatively they may
be instructed by a more knowledgeable staff-member.

Off-the-job training and workplace learning usually happens away from the
worksite and may involve study for a formal qualification. e.g. The office assistant
might undertake a short course in the use of Microsoft Word. Alternatively they
may be undertaking a TAFE certificate in a related field such as Business -Office
Administration.

Flexible learning

Increasingly many training courses are being designed to be flexible so as to better
suit the needs of trd VRS Entersp AR e.

Flexible training methods also allow for varied topic choices, completion timeframes,
learning styles and training approaches. This can involve customising learning and
training programs as well as customised d thods to

eliv ne it an individual’s
noode. COIMTECIS0 Qe Semple.
Flexible methods of delivery j\e@t— EQeGIREN (0f=nce education and open

learning, increase ‘p‘l”@Vi'@W prp ses iceships and other
competency-based training cah (withj Cﬁil]’t' dfojlyes) operate within a flexible
Self-paced learning

timeframe.
Self-paced learning [BEOK {i©) |-i?Swh ecflate) )
training where the trainee wt th@‘ﬂﬂ y
activities at their own page. e.qg. through a : .

el elsio Wil be eveaileble

workbook, a mghAS IO/

Although self-paced learning doesn’t necessarily follow a
structured completion timeline there is still usually a set
end-date. The trainee has to plan and organise their study
times according to their own work/life schedule.

Due to technological advancements self-paced learning
is evolving into eLearning using online portals and cloud-
based applications supported by remote tutoring support
and sophisticated ICT systems.
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Competency-based training

Competency-based training (CBT) refers to learning based
on demonstrating achievement of learning outcomes by
performing specified tasks. Competency-based training is
used in qualifications offered through vocational training,
apprenticeships and traineeships via the Australian
Apprenticeship system as well as other forms of both on-
the-job and off-the-job training.

In order to successfully complete a competency-based
training package, a trainee must satisfy the learning
outcomes of that training package. Each qualification
under a training package consist of a number of units of
competence. Under competency-based training there is no
fixed or set time for completion. Competency-based training
is in essence, self-paced. As the trainee completes a unit S )
of competence this is ‘ticked-off’ on the job by a workplace

assessor or off the job by an instructor/assessor at an RTO.

Re-deploying

Re-deployment is the movement of an employee from one job task within an organisation
to another. It is more effective to have employees who are able to multi-task and perform
a variety of functions. There are many specific work arrangements that help support re-
deployment through{@aIEEfEREHER t!er’I‘i &1f2 an emphasis on a
teams-based approach to completing work tasks. Hence functional flexibility.

Re-deployment might be desirable for a number of reasons including:
= part of a process of upskilling and muI -skilling

= changes in technolo@m @Trﬂ “m@ﬂ@“

= deployment on specialised gﬁ]@[@rk team
= replacement of em"u @[mﬂy

= changes in the operations of them “"Ig both expansion and contraction
(downsizing).

Training employee of;skills all ax X deployment across
tasks, enables re- de' aﬁ&iﬁ@ﬁé@d teamwork. Because
workers can be rotated throh[ﬁ“ﬂ@@l"‘ﬂ “l‘s N
work to be sh qf :

EVEIC O S mnﬂowalru@

been trained to mpe n In arange o

Workplace learning encourages workers to be adaptable. As
workers develop new skills they can be deployed to take on

a wider variety of tasks by being multi-skilled. For example, a
functionally flexible nurse in the Health and Community services
industry can deal with a variety of patient-care issues in varied
work settings. This complements learning, communication and
problem-solving.

This functional flexibility aims to increase employee efficiency
which is one key aspect of multi-factor productivity.
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E Effective training

wea, 1. Describe an example of each of the types of training that is used in workplaces with
which you are familiar. Add one of your own. Draw on examples from both formal and
informal training as well as both on-the-job and off-the-job training.

2. For each example explain how this training is an example of effective human resource
management for 2 different stakeholders.

Training Example Stakeholder 1 Stakeholder 2
e.g.
Self-paced

learning
Competency-
based training

Career and Enterprise: ATAR 12
Ontine Uncorrected dreft semple.
earning

Your choice:

Book o be published lefie 2016
ftor 2017 sehool yeer.
eversion mester elso Will be evallelble

Extension: Application
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8. Remuneration

One of the most challenging and complex
human resource management functions
involves issues related to paying employees,
i.e. their remuneration package. So let’s look at
three key issues.

i. Whether the enterprise can afford employees.
This ties into the appropriate time to recruit and
select employees and whether the enterprise
has the ongoing cashflow to pay regular wages
or salaries and other remuneration costs.

ii. How much employees must be paid. The
modern award system, enterprise agreements
and the annual national minimum wage
decisions set key rates and conditions

such as penalties, casual loadings, etc., for
various firms, industries and occupational
classifications. These minima must be met - by
law!

iii. How much should employees be paid.

In this case it is about how much to reward
employees to attract and retain the best staff
to suit the organisa{QE =) -
less, but they can pay more! So should they'?
Will higher incomes motivate workers? Or is
it better to run a bread shop by staffing it on
Sundays with schoolkidm I"TéCt*
A growing concern throughoutas
enterprises is the trend towards e
workers as sub-contral 7@ p-reV‘

workers are not ‘employees’, but self-managing
micro enterprises who provide a service for

cdfcliafs
J[eCt @ @[m.'m@/e $2 per garment; or someone

T gtp EARal B B A S0 B g Lo

=

Main types of remuneration

Wages: Income amounts paid for an
employee’s labour determined on

an hourly basis. Commonly used for
trades, para-professional, clerical and
service industries.

Salaries: Income amounts paid to pro-
fessionals and higher-skilled employ-
ees. Salaries are calculated (but not
paid) on a yearly (annual) basis.

Commission: An incentive payment
usually based on a proportion of sales,
fees or revenue. Often used for people
in sales roles and real estate.

Fringe benefits: Items paid in lieu of
cash income. e.g. such as company
cars, allowances (fuel & rent), devices,
school fees, health insurance and oth-
er benefits. The employer pays fringe
benefits tax on these; so the employee
receives a lower ‘income’ to reduce
their tax, but still gets the benefit!

Payment in kind: Non-monetary pay-
ments given in return for labour. e.g, a
nanny mlght receive food and accom-

[i‘ SEMARFHATR fi2rn for a lower wage.

Piece-rate: Payment used when a
person (often a sub-contractor) is paid
depending on the amount of items
(or un|t ey produce. For example,
wmg garments might

|ver|n amphlets might receive

e PUMOSESs @
a new phenomena either!) In essemt o)

WAllowance Payments given to offset

the cost of workplace necessities such
as uniform cIeaning and meals associ-

their ‘employer- sudB@OLEtEDEBUIDIISIEE i 2O <o e o for

couriers delivering restaura

consumers using app-b agg |
Usually the WOR ﬁéﬁ T@@ m_aster dﬁ .
(lower than minimum wage) plus a piece-rate
per delivery. The ‘employer’ argues that their

deliverers can earn more than set minima. The
workers argue that they are being underpaid.

fOIF 2

This is a question of definition (what is an
employee?), of law (what rates apply?) and of
ethics (is exploitation occurring?) So what do
you think about this? Some of these cases are
currently being played out in industrial courts.
Keep an eye out for the rulings by searching
online.

1%/ ghﬁ}n ear g, tools of the trade or other
regating toqls ..l] 7

equwements

c workp

CI i
-ava Tounts paid under

Iaw by employers (9.5% of an em-
ployee’s income as at 2015/16) that
become available at retirement.

= Dividend: Amount earned on shares

=

as part of a company’s profit (a divi-
dend is paid at a rate per each share
held).

Profit: The net result (or gain) of a
business after all expenses and costs
have been accounted for. In smaller
enterprises it can be extracted by the
owner as drawings.

b
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Remuneration

1. Discuss each of these scenarios related to appropriate remuneration. Consider the
implications of each decision on affordability for the enterprise, and legal issues that
might apply and how their decision might impact on the motivation levels of the workers.

Remuneration Affordability Legal implications Motivation

A large
supermarket chain
decides to let
their registered
agreement lapse
(EBA) and instead
revert fo award
wages and
conditions.

A clothing retailer
decides to mainly
employ younger | CaViaET end Entenrise: ATAR 12
casual workers to

fill weekend shifts.

A cut-price pizza reCt'e 9 @ﬂ I;O)l]@u
chain engages all &ﬂbﬂ i®) @[mam@@

delivery drivers

as sub-contractors F(@IT eW [;O)uﬂ @[mﬂy

rather than
employees.

e e Bookk to be publlished lete
school yeer.

best applicants ﬁ@[r 7
to fll o vacared verslon mester else will be aveaileble

management ES
that they may have
to pay more.

Extension: Application
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9. Financial resource management

Financial resource management is the key support
function that enterprises, of all sizes, need to master. It
doesn’t matter how good a product is, how motivated
employees are, how many sales an organisation has,
how big a market share it has carved out - and not even,
in what might surprise you - how big a profit it makes!
Although these all help an enterprise to function more
efficiently and effectively, and to look good on paper,
they won’t make a business successful in the long-term.

Long-term financial success comes from managing
financial cashflow so that the enterprise can, on an
ongoing basis, service its expenses and debt repayments, by raising income through
sales, revenue, commissions or fees. This means properly managing all the financial
resources of an enterprise including the timing of collection of income and payment of
expenditures.

Image: wildpixel /iStock /Thinkstock

Four key areas of financial resource management involve the following:

Capital financial management: Related to financing the enterprise such as owner’s
equity (contribution of their own funds), external finance such as business loans, share
financing, servicing loans through interest, repayment of principal, paying dividends on
shareholdings, drawings (profit extracted from the business) or retained earnings (to
grow the enterprise) and more.

Trading financial Van'd form of sales,
revenue, fees and commissions, sales ratios, gross margins (gross profit ratio),
inventory (stock), materials inputs, cost of goods sold, cost of sales ratios, managing
variable costs and more.

Operational financial IYR@OTFECHSEkEIRETSEMNBIEenses involved in
running the enterprise such asrﬂ *r@[m‘urances utilities, admin
f an

costs, interest, advertisi -- aIIoca I ixed costs undrecﬁsyof other potential

expenses. W [;O)Ml

Legislative financial managemet (GO 0tion and payment of GST,
income tax, income tax withholdings, licensing and registration industry compliance,

WorkCover, superansa 2 ‘ nithhaldi 3 iaI issues, that
must, by law, be de w be mﬂn§m 2@1 Udlly take priority
over other financial issues. ﬁ@l]’ 2017 school y“r

version mester elso will be evelleble

Fixed and vari ab e costs

The relationship between fixed and variable costs is an important element for the success of

an enterprise and a key element of financial resource management.

A fixed cost is the cost incurred in production regardless of how many products you

produce. For example:

= factory: Rental/lease, establishment costs, research and development, legals, insurance
wages and salaries for minimum staff, tools, equipment machinery for fit-out, etc.

= milk bar: Rent/lease, cash register, fittings, insurance, legals wages for minimum staff,
etc.

= tradesperson: Rent (if applicable), motor vehicle cost, tools and equipment, licensing and
registration, opening stock of materials, base wages, etc..
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A variable cost is a cost incurred per unit of production. For

example:

= factory: Cost of materials, supplies and stock, wages and salaries
for production staff, electricity and other utilities, freight, storage
and warehousing, etc.

= milk bar: Purchase of stock, wages for extra staff at busy times,
electricity for longer working hours, freight for extra stock, etc.

= tradesperson: Materials and inputs for each job, travel expenses,
extra wages, etc..

Essentially a fixed cost won't alter regardless of how many products a

business sells or the amount of clients it has (unless they significantly scale up and expand).
Variable costs change depending on the volume of production and service levels. Variable
costs usually go down per unit as volume is increased due to cost savings and other
efficiencies achieved through economies of scale. However, with service providers this
might not necessarily be the case.

In business you have to be aware that an enterprise must cover all of its fixed costs.
Regardless of how many products they sell, they will always have to first meet these fixed
costs. These might include initial establishment costs and also rent, basic payments such as
overheads just to stay open including wages and salaries and other expenses.

Then the enterprise has to cover its variable costs, hopefully by having an appropriate
margin on its sales and services. Then if there is anything left over, after taxes, the owner
might record a profit,

and Entemrise: ATAR 12

Fixed and variable costs

= Total fixed costs should be calculated on a weekly basis.

= For example, a new res]E!W e ehe 6 Sarharaikancluding rent, equipment
and other basic expenses hre regardless of How well it is doing! So this
Sub hh

equates to $5,000 per week. j o € @[I"D@@

= The restaurant might He WLy e hich includes
ingredients, extra staff,rI?t po) 0 p@) @[ﬁ]ﬂy\/

= If the average spend per customer %s that they have an average

variable margin of $10 per sale. In order to cover their fixed costs over the year they will
need to service 25,000 customers ($25 eekly basis that is $5,000/$10 = 500
customers. That is (TOROE Shed (IT A0HS50 weeks. Just to
cover costs! A tough gig! ﬁ@ﬁ‘ 7 §©[h]|] yn

eversion mester elso will be eveilelble

| | Fixed and variable costs
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10. Budgeting

A budget is a forward planning tool to help

an enterprise plan spending more responsibly
and gain control of financial management.
Budgeting on an annual, quarterly and monthly
basis, and even breaking this down into weekly
units can enable an enterprise to forecast
when expenses are likely to fall due and when
revenue is likely to cycle through the business.

Budgeting 101

A budget is an important financial
management planning tool. A budget
lists all of the forecasted revenue and
expenses over a period of time. A
budget allows an enterprise to forecast
if it expects to have more money coming
in (a surplus) or more money going out
(a deficit).

= Revenue can refer to business income

The size of an enterprise will influence both the
responsibility and accountability for meeting
budgetary outcomes. Smaller enterprises
might see budgeting being the responsibility
of the accountant or finance manager. In micro
enterprises, the owner operator is likely to
have full responsibility for short-term, mid-term
and long-term budgeting in order to predict
their operational performance and manage
their cashflow.

Large organisations might allocate
responsibility for strategic budgeting to a
Chief Financial Officer (CFO). The CFO'’s
team will prepare @_r
budgets for longer-term strategic goals
and then communicate these throughout
the organisation. The CFQ’s team will then

break the budget into m -- P '.é

A CYEREEN [i‘@@;"’

dretit semple.

from sales, fees, commissions, service
provision and any other income
sources such as interest. Sometimes
revenue might simply be called
income or incomings.

Expenses can refer to the costs
incurred by an enterprise such as
wages, materials, utilities, stock,
inputs, equipment and many other
expenses. Sometimes expenses might
simply be called costs or outgoings.

A surplus exists when anticipated
revenues are higher than anticipated
expenses. A surplus can lead to profit
or retained earnings or the ability to

= A de icit exists when anticipated

expenses are higher than anticipated
revenue. A deficit can lead to a loss
and more debt.

functional and/or divisional components
specific departments will therﬁ r“ an ¢€ ng budgetary goals related to

operational timeframes

their own operational[Zg)[f prewewo rp@ges [ﬁﬂy
hes

(such as quarterly budgets). C@ - ght also allocate responsibility for
budgeting further down the line to who are responsible for meeting
week-to-week operational budgetary outcomes

Given this budgetrr..*t@b‘r“[@ﬂﬂ@ A
operations and for varlous -- Iz t 2N exm
mid-term departmental ta !Gﬁ'f I’l\@@l

For example,3 RUSHD maSte -> alla materlals

inputs, running costs, wages and other expenses; as weII as the fixed costs just to be
in business. These beans might not be sold for six months! And then it might take even
longer to be paid!

Careful and timely budgeting can indicate

= financing issues and timing of funds

= cash flow needs surrounding working capital (re: short-term spending vs revenue)
= when enterprises need to source funds and how much they investment they require
= when they need to allocate funds to different work units and areas and the amounts
= when revenue is likely to flow in according to seasonal demand patterns

= the likelihood of longer-term projects being cost effective.

Career and Enterprise: ATAR 12 draft
Written by Michael Carolan. Copyright © 2016 DELIVER Educational Consulting and its licensors. All rights reserved

117



118

Effective budgeting

When budgeting it is important to be as accurate as possible and to list all of the expenditure
items that are likely to be encountered. Budgets should also make provision for ‘other’
expenses; some of these unknowns are likely to crop up unexpectedly.

An important aspect of budget review is to compare forecasted amounts with the actual
amounts to see how much variation has occurred. This helps to plan more accurately in

the future. Larger than unexpected expenditure outcomes can indicate under-estimating
and smaller than expected revenue inflows can indicate over-confidence. Both of these
inaccuracies threaten cashflow and undermine the stability of an enterprise. Steps will need
to be taken to make more conservative forecasts, otherwise the enterprise will quickly find it
itself in a struggle for survival. On the other hand, smaller than expected expenses or larger
revenues can indicate too much conservatism which might require a readjustment of key
goals and objectives.

Budgeting

You are required to prepare a business budget based on a new start-up; Hyip-Stah Style
selling imported personal grooming kits. Travagis has given you the following information of
anticipated revenue and expenses for the next year.

1. In your workbooks prepare a budget for the next 12 months.

= Sales of grooming kits = Rent $5,000 = Advertising $5,000

2500 units @ $40 each aes $25,000, = Vehicle expenses $3,000
= Purchase openilSEREEN \@3 Em: ENRILISES AT ﬂi

1,000 units @ $20 each o Taxes and fees 41 0,000

= Ongkoing purchase of = Admin expenses $5,000
stock based on orders . e
[=3
1,5 @ $2 Elec'rrlcny $5 000

U[m@;@[r Coflrdt t semple.
2. It seems as though Travegls I p055|ble expenses for this
e
type of business. List 4 o'rher ex gorl S should be budgeted for. Estimate
realistic amounts for E preV‘I eW UHD@SES s@mﬂys size.
3. Travegis also has not included qur potential expenses that might

occur. Make sure you include this in the budgef.

4. How do you feel' k- = Uil K e 2@1'6 does he need to sell
per week to achieve this¢ w might_you treat his esfimates?
(@[@o"ﬂt%m Fof the ﬂ/eara What could you

5. What is likely to be the b

recommendn@. @l]” Wﬂ [l b‘ @M‘I

6. At the end of the year Travegis comes to you and presents you with the following
information. Prepare the ‘actual’ column in the budget and calculate the variance.

= Sales of grooming kits: 1000@ $40, = Admin expenses were $3,000 more.
50@ $50 and 776@ $35. = Electricity was $2,000 more.

= Purchase of opening stock 1 units @ $20 = Advertising was 20% more.
occurr.ed. = Vehicle expenses were double.

= Ongoing purchase of stock based on was = Al the 4 other categories you suggested
1000 @ $15 (a discount). were 10% higher.

= Rent was actually $5,000. = The ‘other’ category amount has not

= Woages were $15,000. changed.

= Insurance was 10% more. = Also he forgot to include internet and

= Taxes and fees were 10% less. web design fees. Did you?
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Managing financial resources

Financial resource management is one of the most complex areas of the commercial work
environment. But it is one field in which you are likely to have responsibility for as you
career progresses, even if you don’t study business and commerce!

1. Discuss each of these financial management issues that careful, timely and accurate
budgeting helps support. Based on your own experiences, understanding and
observation explain how this might be important for enterprises.

2. Interview a business owner or manager and summarise their advice on each issue w
related to their own circumstances. Add one another important issue.

Your explanation Owner’s or manager’s explanation

Financing issues
and timing of
funds.

Cash flow needs
surrounding
working capital.

2 ATAR A2

When enterprises
need to source
funds and how

much they
investment they

require. Unecorrecied drelft semple.
When enterprises &ﬂbﬂ ﬁ@ ©[m@@
need to allocate Eolh [p)@ﬂg rp@)S @[mﬂy

funds to different

work areas or [m@ﬁ @@[@

tasks.

When revenue [Kﬁ@ [@uﬂ[@ungh [l 2‘@16
is likely to flow ﬁ@[i: 7 S@Ih[l ea

in according to

seasonal demq@yErsion mMester also Will be avallable

patterns.

The likelihood
of longer-term
projects being cost
effective.
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11. Physical resource management

Organisations have to effectively manage physical resources such as their premises,
buildings and grounds (which we will refer to generally as facilities) and their equipment.

All enterprises, regardless of their size utilise facilities in order to undertake their operations
(even home-based micro firms). These facilities are sometimes referred to the fixtures

and fittings that exist within the physical work environment. Some enterprises manage
extensive buildings and grounds depending on the size, scope and nature of the work that
they undertake.

These facilities might include both front-of-house facilities such as a retail shopfront, a
customer service area or a service area in a restaurant. Facilities also extend to back-of-
house operations such as warehousing, delivery bays, storage and many more services.
And of course there are also facilities requirements relating to all of the support services
needed to operate an enterprise such as finance, administration, HR, ICT, marketing, legal,
WHS, security and so on.

Larger organisations might have designated resource managers located in different
sections of buildings or grounds. Smaller organisations might try to juggle all of these
functions from smaller premises, or a ‘back-office’, or from even a home-office.

Facilities design, layout and management focuses on designing and establishing the
organisation’s facilities to best suit the needs of its users. This includes both internal
stakeholders (such as employees) and external stakeholders (such as customers/
clients, suppliers and the general public) - which leads to a lot of potential issues!

fand Ent-erp ise: ATAR 12
D Managementilssues

What products do we At what volumes do we What is the size of our

produce? Uﬁ]@@ﬁ: [P)I]@u workforce?

How much space do we Sﬂ] @ How much can we afford
need? | F@IT [;0) WI@S@ @[ml]y to invest?

Where are our suppliers @"ur From where do we draw

located? our workforce?

Where should we

located? hi.'lk ﬁ@ 5. Std at delivery facilities

do we need?
ffor 2 A©1 g@[mmg yur
What workmg fI ;
environment @VErsion mester elsowillbe ewellEBige e Pyl

uit ou
suit our em Io ees7 rocesses"

clients?
What is our balance ) What supporting What time span do we
b/w corporate and infrastructure do we rely e
. . need the facilities to be
operational functions? on? .
operational for?
What workplace safety What workplace safety Wh . |
issues do we need to issues do we need to at en;nronmentj
satisfy generally? satisfy specifically? pressures do we need to

deal with?

What community What special needs do
concerns do we need to P What are our security
we have to cater for?

address? needs and concerns?
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Managing [Reseumess

Managing space
Facilities require a significant
investment in rental costs, insurance,
maintenance and design so they need
to be cost-effective

Facilities must be designed and set-up
to best use equipment.

Facilities space must effectively allocate
and assign employees to their roles.

Facilities must neither be too big,
wasteful, nor too small, overcrowded.

Facilities such as buildings and
grounds must be designed to interact
appropriately with the external
environment; and in a sustainable
manner.

Managing work environments ana
Facilities should p @are@f =M t-erpATA

work workplace with safety hazards
minimised.
Facilities should provide for a positive

employee interaction Wt/ @recﬁed

physical environment.

Managing workflows

Facilities must support the flow of
materials including storage, work in
progress and finished products.

Facilities must allow work processes to
flow efficiently according to the type of
layout.

Facilities should minimise duplication
and travel distance.

Facilities must aim to minimise waste
and to use resources efficiently
Facilities should accommodate
information needs such as ICT
networks and communication systems.

Facilities should allow safe passage of
goods, employees and visitors.

ai gﬁtomer/clients
R rvice client ends as

efficiently as possible.

= Facilities should provide a welcoming

and comfortable environment for

dreit semmple.

o _FEacilities should cater for the needs of
Facilities should allow employgﬂbﬂ ﬁ@ ©[mrs, contractors, repairers and
maximise their produc{=gff rev| [;o)uﬂ 0SES ﬂy parties.
Facilities should promote employee Facilities need to promote safety for
not copyL,

pride and morale in their work
environment.

ternal parties.

= Facilities should support effective

Facilities should en 34 (1, A RPLOMjAL xfiesral capaguaication systems
interaction as per ts T@ﬂﬂ[@ﬂﬂ@l}ﬂ Iia'-t'e. 2‘@]"6 etworks and portals.

workplace culture.

for 207 schoeal Yeer:.

eversion master also will be eveallable

Managing flexibility and changeability

Facilities need to be designed to be responsive to customer and employee needs.
Facilities should reflect the organisation's current goals and objectives and be able to evolve

to suit an organisation's future goals and objectives.

Facilities need to be able to be modified to suit changing product, including service,

requirements.

Facilities need to be able to be upgraded to suit product & process enhancement.

Facilities need to be able to adapt to changing requirements related to sustainability.
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Equipment management

Large organisations can invest billions in capital-
intensive production processes and smaller enterprises
might devote a significant portion of their budget to
buying or leasing equipment. So equipment resource
management is a vital function.

It is important to analyse costs associated with the
equipment, such as its fixed cost (or how much it costs
to buy and install) as well as variable costs such as
the cost of electricity used to power the equipment.

With equipment management the following eight points
must be considered as part of planning, sourcing and
using appropriate and equipment in order to achieve
multi-factor productivity.

Equipmenmanagement;

1. Suitability

Resource managers must need to work out just what it is that they need. Most
technology and equipment is over-engineered and enterprises might pay for
functions that they never use. So what is its purpose?

2. Cost enc Entenprise: ATAR 12 purability

Is it better to hire or buy the Commercial-grade equipment
equipment and how will it be normally costs a lot more than
financed? Consider installation typical consumer items, because

costs, delivery costs, runni e hE =¥ @aynnitad@ade to last. What is the
costs and even maintenanlcu;ﬂ.m@(@[r raft oad of the equipment?
Sulbject to change
For preview pumpoeses only s, satety

4. Training noft @@[@y Everyone who uses the
All employees using the equipment must be trained
equipment will need to be to safely operate it. All
o itecively berors BOOK 10 (08 publlisined] [ERSBBMHE . 250 eure o
expected to use it. ﬁ@['l: 7 S@[ﬁﬂ y risk. Equipment must also be
eversion mester also will be&veiieble

6. Availability 7. Supervision
Appropriate users must have (New) users might need to
access to equipment when they be supervised when using
need it, so planning in advance equipment; and some equipment
might be needed to share or needs specially licensed
reserve equipment and facilities. operators.

8. Responsibility
Someone must responsible for the storage and safe keeping of the equipment.
This might mean maintaining an asset register and making sure that all
equipment is returned to its rightful owner/place.
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Managing physical resources B

1. Outline 2 physical resources management issues for each of these 5 focus areas.

2. Describe how workplaces you are familiar with have dealt with these issues. w

Managing... Issues Applied example

Space

Workflows

Work
environments

Customer/

clients enc Entemprise: ATAR 12

Flexibility /
changeability

Suﬂlbﬂoct 'E@ @l‘m@@
3. For a workplace you are fl@ cmmpm t they have recently w

acquired for use. Research or m'r{m yf‘nd out the considerations they took
into account (or should have) for each of these 8 areas.

1. Suitability B[K L@uﬂ[@ [|§U|] 4. Training
ftor 2017 school yeer.
eversion mester alse will be evailable

5. Safety 6. Availability 7. Supervision 8. Responsibility
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12. Technological resource management

One of the most complex specialist resources management areas is that of
technological resource management. Innovation in production techniques and
communication technologies is driving change. The switch to more capital-
intensive production techniques, for both goods and service producing industries,
continues. As a result organisations need to have specialist technology managers
to manage their goods-production systems, their service-provision processes and
their information and communication networks.

Technology is a tool used by humans in order to achieve a desired aim. In

an industry setting we can say that technology is a capital input in which an
organisation invests. This investment is aimed at using natural resources more
effectively, improving the productivity of labour and/or developing the process

of enterprise. So technology is an example of capital that is used to improve the
productivity of the other three factors of production so as to achieve multi-factor
productivity.

Consider some of the tools used by humans to improve productivity and efficiency
in modern industry. You can clearly see how the appropriate use of technology
can make businesses and people more enterprising. From the simplest example
of a pen, hammer or screwdriver right through to advanced robotics and
sophisticated information technology systems, technology is an ever-present
and ever-evolving constant in our personal and working lives. Therefore effective
management of technological resources is both a vital and complex set of

responsibilities no @I m@g ATAR 12

Manufacturing technologies
There are many organisations that use highly sophisticated manufacturing

technology systems in [b rv‘ected E@ . These systems

represent a significant caplt t @ﬁg |nto hundreds of
ers and rely on highly-

millions of dollars or more. The

trained staff to operat[@@w [@ﬂﬂ S O

However, smaller goods-producin{D\OtdN@ & yse manufacture
technologies. And for these smaller operators the investment usually represents

a significant proportion o ihi capital inve T]ﬂ@rh ei
business. For exarl'BI.' I ."i
making pickles, conserves sch@@ y

to set up an ind

e—ver>3|
even bottled and sold one Jar!

department and V

Technology can be used directly in industrial
workplaces such as factories, mines, mills, smelters
and other manufacturing work environments and

to produce goods. These processes can involve
simple tools, equipment and machinery all the way
through to advanced technological systems such
as computer-aided design (CAD), computer aided
manufacturing (CAM), virtual manufacturing and
automated robotic systems.

N\
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Service-producing Industries

In the evolving commercial world service-industries
continue to dominate and technological use and
innovation is at the heart of the growth of services.
These service technologies might include information
systems, database management, ICT networks, tools,
equipment and testing products, transport equipment
and communications technology.

Direct service technology

Direct service technology includes the tools, equipment,
machinery and information and communication systems | )
used directly to provide a particular service. These

technologies are used by the service provider as essential

to undertake the core service being provided.

information technology

transport networks

equipment ~_ T o
teleccommunications | _ @ﬁﬁ@@ﬁ m _) point-of-sale
equipment HQIQ m equipment

medical equipment

construction and * industrial repair
trades eqmp ”@1 Eﬂ%’b@T @qmpment
networks

Indirect service technology

Indirect service technoIE Sam F)J,e their core operations and

often operates relies on equ Sl b:];eCt w@hat operate as infrastructure in
the baCkground W [;(D rp@ 5 @[m

There is a growing trend by Ia[rp ﬁ m ource some of these support or
‘non-core’ functions to specialist se ei@ .Q® e contractors bring in their expertise

and equipment to prowde th|s service.
Both direct and i p‘u:b is h e ns to a lesser or

greater extent. There is als r q use of service technologies
eh

to support the (back-end) ope 0 n 'F] as ﬁn facturers, miners,

farmers and tHSJVEIS @,.m[astn aI .'b

information technology

transport and devices software and

equipment applications
4 I

database manage- | ﬁm m s <:Iffice tools
ment systems nolog and equipment

maintenance/ > 4 > safety
cleaning equipment equipment
communications devices
and networks
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Workplace technology

Workplace technologies continue to evolve
placing huge responsibilities on enterprises
to effectively manage their technological
resources. Some areas to consider include
innovative production techniques, customised
software and evolving communication
technologies.

Goods-production

= Computer-aided design (CAD)

CAD is used to design products, prepare
drafting plans and design engineering
processes. CAD speeds up the design process
and allows designers and manufacturers to
play around with design specifications without
having to build a physical ‘'mock-up'.

CAD allows trial and error scenarios to be
played out and adjustments to designs can

be made immediately. CAD can be extended
to 3D prototype modelling, just like a 3D
printer! Almost every major manufacturer, and
engineering firm such as uses CAD production
techniques.

product developers and different engineers

to create a virtual prototype of their product

in order to determine design, component
specifications and aesthetics.

Virtual manufacturing is a bit like CGI used in
movie special effects. If the alien isn't scary
enough, then make his teeth sharper. How do
the headlights look on the new vehicle design?
If they seem a bit too round, change the shape
on the virtual design, there's no need to alter a
physical prototype.

Virtual manufacturing at firms such as Bosch
reduces the need for physical craftspeople to
build expensive models and relies upon high
level computer design and engineering skills.
Virtual manufacturing allows information to be
shared via the internet, so that design teams
can be located globally and all members of the
supply-chain can work with the virtual model.
= Robotics

Robots are used to undertake simple and

t|t|ve and ly deliver greater
= Computer-aided *areer En t-erp mcﬂé\ and accuracy.

CAM involves the use of computerlsed
processes and systems to control the
manufacturing process. Customised CAM

Robotlcs mlght involve hydraulic machines
performing repetitive tasks such as welding or
carrying out hazardous and dangerous work

software ptrct)grams cor:ttrrc:l NEORIECIE @ﬂr‘taf r;cempera’lcure cor;)ditions
equipment to carry out the opera ct r such as Boral use robotics
involved in manufacturing. témlb)ﬂm ﬁ@ Qﬁﬁm

anufacturing systems

CAM may focus on invent{S@p [Prlex reV| EW [;O)ﬂﬂ“l ©:1 |iy Systems operate by

labour scheduling, production schedull
of floorspace, management of through 5 -
systems and control of the supply-chain.
CAD/CAM combines <98}

and manufacturing pro ?
manufacturers such as SPC Ard

f©r

ol #” [p)ﬂﬂ[b)l]ﬂ

S entral computer system to coordinate
oMot EYEY: - ironn

facturing environment to produce
flexible or varied outputs.

Shiec leieRBmEnoe of varied
cust o |sed roductlon programs which are
S(@[m |ng on the product being

= Computer intayXAsoRfiESter @J]soa\wﬂﬂﬂth@s e finsiugt

Computer Integrated Manufacturing is
basically the inclusion of all the relevant
hardware, software and communication
technological systems at all stages of the
production process. to control of design,
supply, production and dispatch.

= Virtual manufacturing

Virtual Manufacturing involves the use of
advanced CAD & CAM technologies to create
a simulated or virtual manufacturing product
or environment.

Virtual Manufacturing allows designers,

the equipment and machinery to produce a
particular item.

The production environment is custom
designed to cope with all possible product

configurations and then

the FMS is used to produce
specifically what is needed,
when it is needed, without the
need to re-tool or reconfigure
the factory. Multi-product
manufacturers such as Arnott’s
rely on FMS.
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Service-provision

Although the newest technological processes
aim to improve service quality and reduce
costs, in some cases they might actually reduce
service.

Many day-to-day consumer services have
moved their communications and customer
service functions to online portals. Online
banking portals are an example of a quality
success, whereas online customer service
departments are generally associated with
declining service levels.

Many automated systems are designed to
homogenise the user experience and cannot
cater for varied customer needs. Process
breakdowns and malfunctions cause production
and service disruptions. Non-technologically
literate people cannot access these services,
many consumers experience long wait-times,
crashes and platforms that don't work on varied
devices and applications.

= Outsourcing

Across industry, many non-core functions,

such as ICT, have been outsourced, resulting

in a shift away from pd@BETEEMENO.
towards casual and contract employment.

As new technology becomes more specialised
and complicated, organisations have

Emit

eBay and online auctions changed the face of
the Retail Trade industry and altered the way
people shop. Some major industry players
such as The Good Guys are now using online
auctions to complement their normal retail
operations.

Cashless transactions will continue to drive
retail purchases with people now paying directly
from their mobile devices. This also means that
even more people are using credit to buy things
they cannot afford.

Computerised self-checkouts are proving very
successful and their use is maturing. But issues
do occur surrounding service, quality, ethics
and redundancies.

= B2B

The automation of the supply-chain will
continue, leading to the adoption of just-in-
time ordering systems between wholesale,
transport and retail industries. The back-end
of most enterprises utlises B2B systems that
involve customised ordering, procurement and
fulfilment software supported by sophisticated
real-time communication networks.

'S e@\g@gical systems are
programmed to talk to different processes
allowing all parties in the supply-chain to use
technology more efficiently to manage their

adapted by using specialistyaraEipAéahng CJRELR 'siarﬁ'pl
Information, Media and Telecommupnicatjons or example, pdrcel delivery-management

industry to advise on selection, cusSJY| bj (SE
installation and operation prve‘vi 7
However, this response can mea
experts that are actually employed wit
work setting who can problem-solve and make

0

BW P
a ac

exa

C ﬁ@y transport and logistics firms

Gl 170 .al@nngxpress allows clients to
bobk onlineand tratk the progress of parcels.

NOHCE [OV/ides a higher quality service.

Information

decisions if something aoes wrong. » snepdiafchaggainshe information sector
Also many information@@@ungj]i 2‘®16 d employees will
being outsourced overseas. .Ce.aI[ftW h;@@:ln Vel iously update their skills. The

processing and nate, trapscib arowing
export services frS SVE RS I\Q as;ter
would you like to switch phone carriers, and
would you be so kind as to tell me how much
Warner has made?”

el e R oo anc

difficulties with the law being able to keep up
with technological change. This is creating an
ethical divide between ‘what is legal’ and ‘what

= Retail

eCommerce is still growing and
evolving. High speed connections,
new devices (especially mobile-
integrated device) and specialised
software and apps are making it
easier for retailers to trade globally
and offer online services, portals and
e-catalogues.

is right’!

Advances in global communication
technologies are making it easier

and even faster to collect, store and
transfer huge volumes of data. However,
increased tech-data complexity is
opening up some firms to global hacking
and information stealing.

Career and Enterprise: ATAR 12 draft
Written by Michael Carolan. Copyright © 2016 DELIVER Educational Consulting and its licensors. All rights reserved

127



Technological resource management

e, Use workplaces you are familiar with, or your own current research and/or interviews to
complete the following tasks in the table.

1. Ouitline 2 specific work-related examples of each of these 3 types of technological
resources.

2. For each one explain an issue that impacts on the effective management of that
resource in that workplace.

3. Describe a strategy that stakeholders in that workplace use (or suggest suitable
strategies) in order to deal with issues surrounding effective use of these technologies.
Managing Examples Issues Strategies

e.g. At Brightway Getting work is based on | Except with urgent absences
supermarket extra casual seeing the text. Students in | fexts should be sent out 48
shifts are communicated to class are not able to get hours in advance giving
everyone via SMS and the these messages and are all workers ample time to
first to reply gets the shift. | missing the chance to work. access the message.
Commnication

technologies

and Entenprise: ATAR

Production

Uncorrected dratt semple.

technologies

Sulbject to chang®
[For preview purpeses omnly
De het copy

. Book to be p
Ceofrware. for 2067

iechnologiesn@[m Mmest@r

blished lefi® 2006

SCheO] YEEr:

elso Wil be avellable

ZIN

Discussion/Problem-solving

Who works in retail2 The strategy example in the table can still cause problems. What

might these be? How can this process be improved?é Can this e-process be made fully fair

for everyone? What about an ‘old-school

" process for rosters?

The immediate availability of information is analogous to many of the problem in industry.

Those who get first access to information get the opportunity. But does this mean they

are the best person for the role or task, or are they just switched onto technology - and

arguably not doing other more productive things with their time - such as working!

Career and
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Glossary: Inside the Organisation @

There are many key words and terms highlighted throughout this section.
1. List these and provide a definition for each.

2. For each one give an example that relates to your own experience; or alternatively list
some other information or a resource that relates to this term.

3. Your teacher might add some other key words/terms for you to complete.

Word/term Definition Example/information/resource

and Entemprise: ATAR 12

Uncorrected dralt semple.
Sulbject to chang®
[For preview purpoeses enly
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Review: Inside the Organisation E]

1. Understanding

anc Entenpriss: ATAR 12

2. Analysis

Uncorrected drett semple.
Sulbject to chang®
[For preview purposes enly
not copy

Book te be published l&i®
ftor 2017 school yeer.
eversion mester willl be ewvallebie

3. Application
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AT4 | Effective Resource Management

===, Investigation
For this task you will be required to undertake an investigation into the ways that a
wokplace with which you are familiar manages its resources.

Your teacher will instruct you to investigate one or more of these resource management
areas depending on your own situation and your school’s work and study program.

U Effective human resource management

U Effective financial resource management

U Effective physical resource management

U Effective technological resource management

Note: If you are only required to investigate a single area of resource management

then you will be expected to provide a wide array of examples and significant depth of
analysis. If you are required to investigate multiple areas of resource management then it is
natural that the expected depth of coverage of each one will reduce.

Required

To successfully complete your investigation into resource management you are required to
research, outline, summarise and evaluate how a workplace with which you are familiar
deals with issues surrounding resource management.

You are required to (SEFEEIT ERtel AW@ch area of resource

management you are investigating.

i. Describe at least 2 issues related to effective resource management in industry
generally.

ii. Explain why/how U‘m-@'@re-@t'ed .df.a'flt_Sar[ﬂ p for the workplace that
you are investigating. Use s EG't-t@‘@h'a‘m

iii. Outline the strq'regie[?c[@ T[ﬁ][wdertaken in this
workplace in order to effectivel D.@.)

iv. Summarise the role of key stakeholders in managing these resources.

v. Use evidence from your research to evalugie the effectiveness of this workplace (and/
or its stqkeholder[@g&a ﬁ 2016

ftor 2017 sehool yeer.
eversion mester elso will be evaileble
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Assessment Task 4 - Investigation: Effective Resource Management
Name: Final date:

Tasks qt?i?;d Due by Done Teacher

Effective human resource management
i
ii

iii

iv

v

Effective financial resource management
i
ii

iii

iv

v

Effective physical resource management
i and Entemprise: ATAR 12

v Uneorrected drett sample.

Effective technological resource m “W@j@@'t @ € @m@@
i [For preview purmoeses emly

i not copy

iv Book te be published lefie 2016
v ftor 2017 sehool yeer.

Preparing my rep@yErSion Master also Will be avallleble

= Present drafts to teacher for checking.
= Finalise information and incorporate feedback
= Prepare/submit final written report in suitable format.

= Present report to the class.

Additional information:
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IPP Accessing job opportunities
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