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[bookmark: _Toc305663882][bookmark: _Toc449526101]Assessment – BSBSMB405: Monitor and manage small business operations
Please complete the following activities and hand in to your trainer for marking.  This forms part of your assessment for BSBSMB405: Monitor and manage small business operations.
Name: 		_____________________________________________________________
Address:	_____________________________________________________________
		_____________________________________________________________
Email:		_____________________________________________________________
Employer:	_____________________________________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below;
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed.  We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________


[bookmark: _Toc305663883][bookmark: _Toc449526102]Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as;
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



Learner is deemed: 		COMPETENT		NOT YET COMPETENT    (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor Signature:		________________________________________________________
Activities
[bookmark: _Toc449526103]Activity 1A
	[bookmark: _Toc305663885]Estimated Time
	20 minutes

	Objective
	To provide you with an opportunity to develop an action plan to provide a clear and coherent direction, in accordance with business goals and objectives

	Activity
	1. Select three areas of operational strategy from the list in your learner guide, and apply your thoughts to the aspects of a forward action plan detailed below.

	Action
What are we going to do?
	Who is Responsible
How are we going to do it?
	When will we know we have achieved our objective?
	How long will it take?

	1





	
	
	

	2





	
	
	

	3





	
	
	



Answers will vary according to the learner and their organisation.






[bookmark: _Toc449526104]Activity 1B
	Estimated Time
	20 minutes

	Objective
	To provide you with an opportunity to identify work health and safety (WHS) and environmental issues, and implement strategies to minimise risk factors

	Activity
	Describe in your own words, the answers to the following questions.

1. What is the information that needs to be communicated?

· To make a report, first copy all unfinished items from the previous report on the new report. Then write down the observed unsafe condition and recommended methods of control. 
· Enter the department or area inspected, the date and the inspection team's names and titles on top of the page. 
· Number each item consecutively, followed by a hazard classification of items according to the chosen scheme.
· Management should be able to understand and evaluate the problems, THEN assign priorities and quickly reach decisions. 
· Respective staff would then take immediate action as needed. When permanent correction takes time, take any temporary measures you can, such as roping off the area, tagging out equipment or posting warning signs.

2. Who needs this information?

· Make management aware of the problems in a concise, factual way. 
· In most organisations, there is a reporting structure of departments, supervisors, team leaders, managers and staff.
· Each organisation will likely have a version of this structure to follow the receipt of reports.

3. How can it be communicated?

· Students experienced in workplace incidents should provide valuable information to the class.
· An atmosphere should be established in which employees feel confident to bring managers’ attention to any occupational health and safety concerns that they may have.  
· The response to reports of hazards should be positive and timely, with effective follow-up.

4. What limitations may exist for this communication?

· Administrative controls rely on appropriate human behaviour to be effective so staff training and safe working procedures are important.
· The way in which processes are carried out can also be redesigned or re-organised.





[bookmark: _Toc449526105]Activity 1C
	Estimated Time
	30 minutes

	Objective
	To provide you with an opportunity to develop a quality system for the business in line with industry standards, compliance requirements and cultural criteria

	Activity
	1. Define quality materials, quality applications and quality plans.

Quality materials - The information used within an organisation to assist a Project Manager improve quality in the project e.g. Templates, Standards, Checklists.
Quality applications - How the "Quality Materials" are applied to a project. They are the activities undertaken using "Quality Materials" to validate the quality of the project.
Quality plan - A plan as to how and when "Quality Events" and "Quality Materials" are applied to a project.





[bookmark: _Toc449526106]Activity 1D
	Estimated Time
	30 minutes

	Objective
	To provide you with an opportunity to develop performance measures and operational targets to conform to the business plan

	Activity
	1. Complete the following table for a performance measurement in your organisation.

	
Performance measure name: 


	Definition
	Your comments/suggestions

	Qualitative or quantitative?


	

	Attributes that make up the performance measure

	

	Rationale
	

	What is the rationale for the performance measure?

	

	Context in which it is to be measured with regard to national, state and regional resource management programs
	

	Geographic scope


	

	Monitoring requirements
	

	Monitoring location (scale)


	

	Monitoring frequency


	

	Data measurement method


	

	Data collation/calculation method


	

	Data analysis and interpretation


	

	Robustness or quality assurance


	

	Reporting products
	

	Graphical, spatial, tabular, index, modelled, etc.

	

	Data custodian
	

	Who collects and manages the data?


	

	Data storage and management requirements
	

	Links to other indicators
	

	Are the indicators relevant to other natural resource management plans?

	

	Format in which aggregated information is to be put forward


	

	Future project or program development
	

	Further information sources
	

	References, other projects, etc.
	



Briefly record for each performance measure that will be monitored:
Definition or brief outline of the program. Rationale or summary of the current understanding of the project/program/theme that underpins why the work is being undertaken, possibly with a brief outline of the history and why the information is being gathered. 

Monitoring requirements or an outline of the monitoring or information collection program. Reporting products where detail of frequency of reporting requirements and format of reporting information is recorded. Data custodian arrangements: who is responsible for collecting and managing the data?

Data storage and management requirements, including where the information is stored, information sharing arrangements and, if required, natural resources data directory requirements. Links to other indicators or where the information collected can be used to inform other targets, projects or evaluations. Information on future development of the project or program if planned or anticipated. Further information sources, such as other projects, references, tools.




[bookmark: _Toc449526107]
Activity 1E
	 Estimated Time
	20 minutes

	Objective
	To provide you with an opportunity to develop strategies for innovation, including utilisation of existing, new or emerging technologies, where practicable, to optimise business performance

	Activity
	1. Conduct a SWOT Analysis of the existing technologies used within your business to identify areas for optimisation of business performance.

Answers will vary from one learner to another but should contain information that addresses a selection of the following:

· Strengths
· Weaknesses
· Opportunities
· Threats
· How new strategies will:
· improve the efficiency and effectiveness of current business processes
· assist in the management of employees
· develop existing products/services
· develop new products/services
· improve customer service
· improve budgetary performance
· improve/change working conditions
· improve the business’s social corporate responsibility
· improve decision making
· How new strategies align with business goals and objectives.






[bookmark: _Toc449526108]Activity 2A
	Estimated Time
	20 minutes

	Objective
	To provide you with an opportunity to implement systems and key performance indicators/targets to monitor business performance and customer satisfaction

	Activity
	1. The Key Performance Indicator (KPI) Plan helps you define the primary success indicators for your industry. KPIs are predetermined measurements that reflect the critical success factors of an organisation. 

KPIs differ by organisation, industry, and even by department. 
[bookmark: _Toc323819470]Use this template to identify the KPIs for your business.

	1.
	

	2.
	

	3.
	

	4.
	

	5.
	


[bookmark: _Toc323819471]
Examples of Key Performance Indicators:

KPI example for Market Share
1. Market share of the company compared with the entire market:
The percentage of sales turnover of the company compared with sales of the entire sector.
2. Relative market share:
That is comparison about sales turnover of the company with competitors strongest. It let you know your position of company in the market.
3. Compare market share to growth rate.
The company should compare the rate of growth to the increased market share of other companies. Sometimes, the company increased market share, but the growth rate of less than other companies, the company needs to review.



[bookmark: _Toc449526109]
Activity 2B
	Estimated Time
	20 minutes

	Objective
	To provide you with an opportunity to implement systems to control stock, expenditure/cost, wastage/shrinkage and risks to health and safety in accordance with the business plan

	Activity
	1. What are the advantages and disadvantages of increasing the stock level?

Advantages
· Can meet sudden changes in demand
· Less chance of loss of production time because of stock outs
· Can take advantage of bulk buying economies of scale

Disadvantages
· Costs of storage – rent and insurance
· Money tied up in stocks not being used elsewhere in the business
· Large stocks subject to deterioration and theft

2. What are the advantages and disadvantages of keeping lots of stock?

Advantages
· Easy to manage
· Low management costs
· You never run out
· Buying in bulk may be cheaper

Disadvantages
· Higher storage and insurance costs
· Certain goods might perish
· Stock may become obsolete before it is used
· Your capital is tied up

3. What are advantages and disadvantages of keeping little or no stock and negotiating with suppliers to deliver stock as you need it?

Advantages
· Efficient and flexible - you only have what you need, when you need it
· Lower storage costs
· You can keep up to date and develop new products without wasting stock

Disadvantages
· Meeting stock needs can become complicated and expensive
· You might run out of stock if there's a hitch in the system
· You are dependent on the efficiency of your supplier





[bookmark: _Toc449526110]Activity 2C
	Estimated Time
	30 minutes

	Objective
	To provide you with an opportunity to maintain staffing requirements, where applicable, within budget, to maximise productivity, and carry out provision of goods/services in accordance with established legal, ethical cultural and technical standards

	Activity
	1. What may staffing requirements include?

Staffing requirements having the right number of employees to run a business is a major issue for all employers.

2. What legislation may affect contracts?

Legislation may include:

· Racial Discrimination Act 1975 
· Sex Discrimination Act 1984 
· Fair Work Act 2009 
· Anti-Discrimination Act 
· Fair Trading Act 
· Workers Compensation Act 
· Commerce Act 1986 
· Fair Trading Act 1986.






[bookmark: _Toc449526111]Activity 2D
	Estimated Time
	30 minutes

	Objective
	[bookmark: _Toc323819496]To provide you with an opportunity to provide goods/services in accordance with time, cost and quality specifications, and customer requirements and apply quality procedures to address product/service and customer requirements

	Activity
	1. Indicate how you would address the following, assuming they are not happening in your organisation.

Goods/services in this business are NOT being provided in accordance with:

	Area
	Suggested rectifications

	Time



	

	Cost



	

	Quality specifications


	

	Customer requirements



	



The comments in this activity are contained in the notes and should be able to be interpreted by the students.






[bookmark: _Toc449526112]Activity 3A
	Estimated Time
	30 minutes

	Objective
	To provide you with an opportunity to regularly monitor and review achievement of operational targets to ensure optimum business performance, in accordance with business plan goals and objectives, review systems and structures, with a view to more effectively supporting business performance, investigate and analyse operating problems to establish causes and implement changes as required, as part of the business quality system and amend operational policies and procedures to incorporate corrective action.

	Activity
	1. What may business performance include?

Answers may include:

· Business plan goals 
· Review systems and structures
· Supporting business performance
· Analyse operating problems 
· Identify causes and implement changes 
· Recognise business quality system
· Amend operational policies and procedures
· Take corrective action.

2. Give examples of general objectives?

General objectives include:

· Identifying any gaps in operational targets to ensure optimum business performance, in accordance with the business plan goals and objectives
· Identifying other impacts such as systems and structures, business changes etc
· Investigate and analyse operating problems to establish causes and implement changes as required as part of the business quality system 
· Amend operational policies and procedures to incorporate corrective action in GAPS or other identified areas.
· The impact on stakeholders and initial recommendations on change management initiatives.





[bookmark: _Toc449526113]Activity 4A
	Estimated Time
	30 minutes

	Objective
	To provide you with an opportunity to review and adjust business plan, as required, to maintain business viability, in accordance with business goals and objectives.

	Activity
	1. What adjustments may you need to make to the business?

Adjustments may include:

· Staffing levels
· Operating procedures
· Sales and Marketing
· Plant and equipment
· Strategies.

2. What areas of business may you need to assess? 

These may include:

· Advertising agreements
· Insurance policies
· Lease agreements
· Renewals of contracts.



[bookmark: _Toc449526114]
Activity 4B
	Estimated Time
	20 minutes

	Objective
	To provide you with an opportunity to clearly record proposed changes to aid future planning and evaluation

	Activity
	1. Explain what information you would need to record about the proposed change.

This may include:

· Scope the change
· Personnel in the business it includes
· Scope of changes.
· Describe the current situation in the organisation
· Describe the problem
· What is the cause?
· Define the context and challenges surrounding your initiative.
· What the future change will bring
· What it will feel like
· What it will look like
· What you will see people doing /saying
· What will be done differently
· What roles will be affected in the organisation and how
· What will improve.






[bookmark: _Toc449526115]Activity 4C
	Estimated Time
	20 minutes

	Objective
	To provide you with an opportunity to undertake ongoing research into new business opportunities and adjust business goals and objectives as new business opportunities arise

	Activity
	1. Suggest the action for each area as detailed in the table below.

	Area
	Action

	Target analysis
	Accurately documenting the facts of each and every target





	Current method of operation
	Would that be used in a new business opportunity or changed?





	Potential product market 
	These could include new, old, existing, off shore.





	Target period
	1 year or more? 5 year plan?




	Relationships
	Would a new opportunity impact on current relations hips?






	S.W.O.T.
	Strengths, weaknesses, opportunities and threats of new opportunities






	Budget
	Current status and potential for change to both revenue and expenditure.  Capital equipment purchase plan.






	Human resources
	Training plans and budget, industrial relations forecasts, educational needs.













[bookmark: _Toc415147233][bookmark: _Toc449526116]Skills and Knowledge Activity
	Estimated Time
	2 Hours

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Reading
· Writing
· Oral Communication
· Numeracy
· Navigate the world of work
· Get the work done
· Summarise relevant industry codes of practice
· Explain methods for implementing operation and revenue control systems
· Summarise methods for monitoring performance and implementing improvements
· Outline work health and safety (WHS) responsibilities and procedures for managing hazards
· Identify relevant principles of risk management, including risk assessment
· Clarify quality system principles and methods
· Summarise relevant performance measures
· Discuss the role of innovation
· Outline systems to manage staff, stock, expenditure, services and customer service
· Identify technical or specialist skills relevant to business operations

Answer each question in as much detail as possible, considering your organisational requirements for each one.

All answers will vary depending on the learner and the organisation they work for but the learner should be able to answer each question competently.

1. Produce a presentation that contains information about the following strategies and procedures within your business, and where possible present it to the group:

· Business goals and objectives
· WHS issues and compliance
· Environmental considerations
· Risk management
· Quality management
· Performance measures
· Innovation and continuous improvement.

Answers will vary from one learner to another and according to their type of business and the industry sector.

They may relate to:

· Business goals relate to the organisation’s short and long-term objectives.
· WHS issues relate to keeping employees and other personnel safe within the business.
· Environmental considerations relate to how the orgnaisation minimises its impact on the environment in accordance with legislation, ethics and social responsibility
· Risk management relates to how dangers are identified, assessed, prioritised and dealt with to prevent injury or damage.
· Quality management relates to the processes used to ensure levels of quality in products/services.
· Performance measures, such as KPIs, are used to assess the performance of individuals, processes or the organisation as a whole.
· Innovation is the continuous implementation of new processes to drive quality.

2. For each of the following aspects of your business, carry out a SWOT analysis and document your results:

· Stock control systems
· Staffing
· Compliance with legal, ethical, cultural and technical standards
· Provision of products/services in terms of time, quality and cost specifications

       Answers will vary from one learner to another.

· Stock control systems should include information about:
· expenditure
· waste/shrinkage
· software for managing stock
· inventory
· sales
· ordering
· receiving
· warehousing
· rotation
· health and safety
· Staffing should include information about:
· having the appropriate number of employees to run the business
· salaries in relation to budget
· maximising productivity
· contracts
· hours of work
· holidays
· rotas
· management of staff
· roles and responsibilities
· training
· Compliance will vary from one learner to another but should include:
· Racial Discrimination Act
· Sex Discrimination Act
· Age Discrimination Act
· Disability Discrimination Act
· Australian Taxation Office (ATO)
· Australian Competition and Consumer Commission (ACCC)
· Australian Securities and Investments Commission (ASIC)
· WHS legislation
· Workers Compensation Act
· Fair Work Act
· Time, quality and cost specifications should relate to the terms and conditions of contracts and consequences if conditions are not met.

3. Use the tables below to evaluate the performance of your business and identify gaps in order to adjust your business plan.

	Business goals and objectives
	Current State
	Gap
	Future 

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	




	Systems and structures
	Current State
	Gap
	Future 

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	

	Systems and structures
	Current State
	Gap
	Future 

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	




Answers will vary from one learner to another.

Identifying any gaps in operational targets to ensure optimum business performance, in accordance with the business plan goals and objectives. Amend operational policies and procedures to incorporate corrective action in gaps or other identified areas.

Identifying and recognising a Gap exists within the captured analysis which will impact on business, processes etc. 

The analysis/monitoring identifies the difference between current performance and targets and then you will need to identify the extent of the impact on business, processes etc.


4. Using the evaluation data above, identify areas within your business plan that need adjusting and document the necessary changes.

Answers will vary from one learner to another.

Changes may include:

· Policy
· Process
· System
· Job role.

You may need to document:

· Scope of change
· Personnel in business it affects
· Training needed
· What effects the change will have.






[bookmark: _Toc415147234][bookmark: _Toc449526117]Major Activity								
	Estimated Time
	1 Hour 30 Minutes

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – you should let the learners know whether they will complete it during class or in their own time.
Completed answers should be attached to the workbook.
They must individually, answer the following questions in full to show their competency of each element:
1. Develop operational strategies and procedures
2. Implement operational strategies and procedures
3. Monitor business performance
4. Review business operations

1. What should be contained in an action plan?

· Operations plan which includes:
· logistics of the organisation
· responsibilities of the management team
· the tasks assigned to each division/department or sector within the company
· capital and expense requirements related to the operations of the business
· mission and vision
· period covered by the plan
· differentiation
· Operational strategy to include:
· business premises
· management and administrative systems and procedures
· industrial relations climate and quality assurance considerations
· methods/techniques/technology
· purchase or leasing
· operational targets
· environmentally sustainable principles of business operation
· use of existing, new and emerging technologies
· product selection processes
· physical and natural resources
· delivery processes
· Business goals and objectives such as:
· Customer needs/marketing projections
· family or community benefits
· financial projections
· goals, objectives, plans, systems and processes
· lifestyle issues
· proposed size and scale of the business, market focus of the business
· short, medium or long-term goals
· social responsibility.

2. What issues must be considered in terms of work health and safety and the environment?

· Controls, which may include instructions to workplace personnel concerning site hazards and controls, material safety data sheets, use of personal protective equipment, vehicle access, signs and barricades, traffic control, outside contractors
· Establishment and maintenance of procedures for assessing and controlling risks
· Establishment and maintenance of procedures for identifying risks to health and safety
· Environmentally sustainable purchase and supply of goods and services
· Waste and by-products.

3. What might be included in the following aspects of a quality assurance system:

· Quality system
· Quality assurance
· Quality control
· Quality management?

Quality system:
· Manual or computer quality control systems
· Quality assurance/management approaches
· Random inspections and assessments of goods and services against predetermined standards
· Random inspections and assessments of processes against predetermined standards
· Random sampling and follow-up of customers.

       Quality assurance:
· Project finalisation process to capture lessons learned and to enable continuous improvement
· Systematic review of the project management process to ensure compliance with organisational policy and guidelines

       Quality control:
· Inspections and audits in compliance with guidelines
· Monitoring conformance with the specification
· Recommending ways to eliminate causes of unsatisfactory performance of products or processes
· Regular inspection by the individual or the monitoring of inspections by internal or external agents
· Reporting of variances

       Quality management:
· Undertake work
· Work under delegated authority
· Objective: implement quality assurance.

4. Give an example of a performance measure for your business that include the following categories:

· Effectiveness
· Efficiency
· Quality
· Timeliness
· Productivity
· Safety.

Answers will vary from one learner to another but should be based upon the following criteria:

· Effectiveness - a performance measurement indicating the degree to which the process output (work product) conforms to requirements
· Efficiency – a performance measurement process indicating the degree to which the process produces the required output at minimum resource cost
· Quality – a performance measurement indicating the degree to which a product or service meets customer requirements and expectations
· Timeliness - a performance measurement that indicates a unit of work was performed correctly and on time
· Productivity – a performance measurement demonstrating: productivity = value / time
· Safety – a performance measurement demonstrating the overall health of the organisation and the working environment of its employees.

5. What are the benefits of embracing new web-based and on-demand technologies within your business strategies?

· This type of technology is extremely user friendly and does not require tech support and expensive software upgrades
· If an in-house automated system is used for performance management, the process selected should be built around industry best practice, easy to operate/complete, efficient and consistent across an organisation that may use a network
· Data retrieval and analysis using technology must also support accountability and comply with organisation and other standards, e.g., Accounting
· In addition, technology generally enables companies, managers and employees to address many additional areas of business performance review that may otherwise be left out of a manual system due to time restraints or unwillingness to put in the extra effort
· When selecting existing, new or emerging technologies for performance management solutions make sure sound and objective research is conducted
· Some technology based solutions offer nothing more than an electronic assessment form which can be replicated on Excel or Word or some other manual format.

6. Document each of the KPIs for your business and explain the following for each one:

· Objective/aim
· Measurement
· Target
· Personnel responsible/accountable.

       Answers will vary from one learner to another and may address the following 
       areas:

· Financial performance
· Business development
· Product and service range
· Provision of and the delivery of professional services
· Personnel relationships within the organisation.

7. Document your business’s system for controlling stock in relation to the following aspects:

· Inventory control system
· Sales
· Ordering/receiving
· Stock management including expenditure cost, wastage and shrinkage
· Warehousing
· Health and safety and WHS requirements
· Criteria for stock rotation.

       Answers will vary from one learner to another. 

       Critical aspects of stock health and safety should include:
· Consistently applying policies and procedures, industry codes of practice, relevant legislation and statutory requirements in regard to health and safety  stock control 
· Consistently applying safe work practices in the manual handling and moving of stock according to occupational health and safety legislation/regulations/codes of practice 
· Interpreting and applying manufacturers’ instructions with regard to handling stock and using relevant equipment 
· Receiving and processing incoming goods and dispatching outgoing goods according to policies and procedures 
· Rotating and reordering stock and maintaining stock levels according to policies and procedures 
· Maintain good stocktaking and health and safety checks according to policies and procedures 
· Ensuring the processing of information is handled accurately and responsibly.

       WHS considerations and requirements may include:
· Boxes, cartons, packing materials, trolleys and other obstructions can be trip hazards. 
· Keeping the stock receiving area clean helps prevent goods becoming soiled (dirty) and stops staff becoming dirty. Dirty staff and dusty, grubby looking goods on the shelves look bad and create a negative impression for the customers. 
· A tidy receiving area means that when goods are delivered they can be easily identified, mistakes will be minimised and checking the deliveries is made easier. 
· Shelving should be kept tidy so that goods can be placed directly on them. Goods and cartons should not protrude where they can be knocked over or damaged. 
· If accidents occur, spills should be cleaned up straight away so that staff do not slip on them or walk the liquid into other parts of the store. 
· Equipment such as pallet jacks and trolleys should be stored safely when not in use.

8. What percentage of the costs of running your business is allocated to staffing requirements?

Answers will vary from one learner to another.

9. With which legal standards must you comply when carrying out the provision of your business’s goods/services?

Answers will vary from one learner to another according to their industry sector and may include:

· Trade Practices Act 
· Racial Discrimination Act
· Sex Discrimination Act
· Age Discrimination Act
· Disability Discrimination Act
· Australian Taxation Office (ATO)
· Australian Competition and Consumer Commission (ACCC)
· Australian Securities and Investments Commission (ASIC)
· WHS legislation
· Workers Compensation Act
· Fair Work Act.

10. Identify one of your products/services and answer the following questions in relation to your provision of that product/service in accordance with time, cost and quality specifications:

· Who is the contract between?
· The product/service is to be delivered at what specified time?
· The product/service is to be delivered at what specified cost?
· The product/service is to be delivered by what method?
· What are the agreed quality specifications?
· What are the consequences if the following are not met:
· quality specifications
· product/service description
· delivery method
· time scale?
     
 Answers will vary from one learner to another.

11. What aspects of your business should you monitor and review to ensure optimum business performance?

· Revenue growth
· Revenue mix
· Revenue growth products/services
· Revenue growth new customers
· Revenue growth and mix
· Revenue growth profitability
· Revenue growth unprofitable
· Cost reduction/productivity:
· revenue per employee
· cost reduction rate
· indirect expenses
· cost of sales
· unit cost per transaction
· Asset utilisation:
· research and development as a percentage of sales
· working capital ratio
· payback
· Market performance:
· economic value added
· stock price growth.

12. When reviewing the systems and structures of your business, what operating problems did you find?

Answers will vary from one learner to another.

13. What action did you take to correct these problems?

Answers will vary from one learner to another.

14. What aspects of your business plan may you need to adjust when you review it?

· Staffing levels
· Operating procedures
· Sales and marketing
· Plant and equipment
· Strategies and objectives
· Sales and projections
· Market you serve
· Competition
· Contracts
· Funding.

15. What information should you include when documenting proposed changes for future planning?

· Identify the situation that has brought about the change
· Identify the type, size, characteristics of the change
· Define the current state
· Define what the change future will look like
· Define the concepts
· Define the resources required for the changes
· Define the culture need for the changes.

16. What new business opportunities are available to your business?

Answers will vary from one learner to another and may include:

· New technology
· Expansion
· New premises
· Increased on-line presence
· New products/services
· Change in supplier
· Increase in staff
· Different market.
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