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	Trainer/Assessor’s name
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	Outcome for task
	☐ Satisfactory
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	Trainer/Assessor’s comments
	




Students must complete all tasks as outlined in the following pages.

	Hints:   - The following hints will assist when preparing reports for submission

	Report format:
Executive summary 
An executive summary is a very useful tool in communicating your information to busy people. It is essentially a short summary (often no more than a page) of the report objectives, findings, and conclusions.
Contents 
Any report over three pages in length should have a list of contents. A list of contents not only helps people find their way around the report but it also gives an indication of what is in the report and the structure.
Introduction 
The introduction should set the scene for the report by concisely describing the reason for the report and the background or history relevant to the report.

Body 
The body should address the main information including: 
• objectives of the review; 
• how the review was conducted, who was consulted, etc.; and 
• results of the review and key issues identified. 

Summary/Conclusions/Recommendations 
Your conclusions should be clearly justified with reference to the results of the review. Your recommendations should be made twice, briefly in the opening summary or Executive Summary and then in more detail in the recommendations section.

	Useful links to assist with assigned tasks.   






This information is to be handed to each student to outline the assessment requirements. 
Assessment due date:        This will be aligned to Session Plan



Instructions
CA City Scenario: CA City Department Store 
The CA City Department Store is a one-stop shop for style and fashion. Our wide range includes Womenswear, Menswear, Childrenswear, Beauty, Footwear, Handbags, Accessories, Fragrance, and Home and Food. 
We also create homes that inspire. Our modern Australian-made homewares and competitively priced electrical goods are hard to leave the store without. Great deals can be found both in store and online. Our strong brand is built on our great customer service and ability to provide quality products at low prices. Making happy customers is what we do. 
You are Joan Brown, Sales Manager at CA City Department Store, you are responsible to provide first level of leadership to others for their work and performance within your organisation.  You are required to follow and implement appropriate organisational values and standards to meet organisational goals and objectives effectively. You report to Hans Konig and manage your team of ten department managers. Your main responsibilities based on your job description and the CA City Retail Group Operational Plan are:
· to increase revenue through targeted marketing campaigns to achieve this you will be working with the marketing department to produce the advertisements and plan the campaigns
· maintain superior product 
· maintain excellence in service quality standards.
An excerpt of the CA City Retail Group Operational Plan as it applies to the Department Store follows.
	Operational objective
	Activity/ Strategy
	Approved Resources
	Responsibility
	Timelines
	Performance Measures

	Strategic direction as per the business plan  - Increase revenue through targeted marketing campaigns

	Marketing objectives
1. To position CA City Retail Group as a provider of a superior product and customer service provider
2. Increase foot traffic across all stores from 3000 customers to 7000 customers per day
	Marketing plan completion
	Budget
$3,000
	Marketing department
	By end of financial year
	Numbers of customers

Percentage brand recognition

Percentage of market recognition of ethical and environmental responsibility

	
	Television advertising
	Budget pa
$200,000 
	Marketing department
	AM and PM primetime spots
	

	
	Monthly Direct Mail (DM)
	Budget pa
$50,000 
	Marketing department
	First Sunday of each month
	

	
	Website maintenance
	Budget pa
$10,000 
	Marketing department
	Weekly
	

	
	Social Media campaign 1
	Budget
$20,000
	Marketing department
	First half of financial year
	

	
	Customer surveys and analysis
	Budget
$7,000
	Marketing department
	Bi-annually
	

	
	Sales analysis
	Budget
$75,000
	Guaranteed Results Marketing Research Co. GRMRC
	Quarterly
	

	Strategic direction as per the business plan  - Maintain superior product and service quality standards

	Objectives
1. Maintain superior product quality
2. Maintain superior service standards
	Conduct product satisfaction survey
	Budget pa
$7,000 
	Joan Brown and purchasing department
	Quarterly
	Score satisfaction survey on parameters of product
Score on mystery shopper checklist
Individual employee scorecard ratings (linked to company strategic directions)

	
	Conduct spot checks on quality of products and service
	Mystery shopper program
Budget
$5,000 pa 
	Joan Brown and GRMRC
	Monthly
	

	
	Conduct spot checks on environmental practices at stores
	
	Store Manager
	Bi-weekly
	


The risk of not achieving these objectives will vary but for the purposes of this assessment we can consider the risks to be financial and reputation based. 
Not maintaining superior product and service standards for example will result in financial and other targets affected and loss of sales and reputation. Other issues could include faulty goods leading to compliance issues and loss of sales or expensive warranty claims. 
Standards that fall under your direct responsibility include:
· teamwork
· honesty
· excellence
· commitment
· recognition
· customer service
· professionalism
· accountability
· personal development.
You may follow the scenario through the assignment questions, or alternatively, if you would like to use your own organisational example, answer questions in relation to your own workplace.


Task 1
Question 1
1a	Each organisation has standards, values and requirements especially with regard to performance and behaviour? Where could you expect to find the standards in your organisation? Complete the following table providing at least five examples include at least two examples that could be implied.
	Source of information
	How does this inform your team?
	Is this implied or stated?  How would you know this? How does this impact on the organisation?

	Example
Vision/mission.
	Short statement explaining the main vision for the organisation. Helps keep the focus.
	Stated. This is a statement to motivate and communicate main focus to the team. 

	Code of conduct
	This is a set of rules for the organisation include ethical positions
	Stated – this is provided when the employee signs their contract agreement and would be included during induction 

	Corporate/organizational cultures 
	These could be included in mission statements but also reinforced at pre-starts/toolboxes. 
	Implied & Stated. These can be provided by statement or by local knowledge and behavior. This impacts on the morale of groups and belonging to an organization 

	Business Image and reputation
	How the suppliers and customers perceive your staff and business. 
	Implied. This is from feedback from management/relationships with third parties. This could impact future transactions/contracts with the business. 

	Employment Contract 
	These set out standards and values provided by the business and signed by the employee.
	Stated. This is provided before the employee commences their position within the business and violation of these can have serious consequences. 

	Confidentiality, privacy, secrecy 

	Basic courtesy and legislative requirements to protect customers and staff
	Stated. This is included the code of conduct as this what the business has to do to follow the legislation and to provide professional conduct. 


1b	How would you be sure you and your team’s management style including behaviour and performance meets the requirements of the organisation? Explain at least three skills you must use. 
· Positive role model behaviour - to be seen as an ethical and trust worthy team member, but fair and firm with decisions for the benefit of the organisation.
· Clear communication – providing direction and guidance, implement change effectively, 
· Managing performance - influencing employee to be proactive and identifying training to develop potential
1c	How could you evaluate your own behaviour and make necessary changes to achieve the standards               expected? Provide two examples and explain how they could apply. 
· Performance Review /Plan for your own personal development, analyse your weaknesses and create opportunities for advancement. 
· Give and receive feedback and act on any need for improvement. 

Question 2
2a	What do you understand by being a positive role model in an organisational context?
· An effective leader will be a positive role model and actively display the qualities, values and behaviours that others should adapt to improve their performance. You must be seen as a person with a sound ethical and trustworthy principles, but fair and firm with decisions for the benefit of the organisation.
2b	How would you make sure you and your team demonstrate positive role model behaviour? Suggest at least three ways you would implement this practice in your team.  Explain your answer. 
· Demonstrate – leading by example, respecting and value diversity and contributions of the team
· Instil confidence – by managing the potential of employees and identifying positive attributes of each individual. This will encourage team to perform and work better as a team. 
· Do not Judge – evaluate - People managers must manage each individual separately: keep background, behaviour, attitude and aptitude in mind
Question 3
3a	How would you determine the goals and objectives of your organisation? Explain a minimum of two sources of information and provide two examples of goals and objectives that would be suitable for your role.
· We would determine the goals and objectives for the organization through the company’s business objectives and which are then reflected in the individuals KPIs.  

Operational Objective – maintain a high level of safety in the workplace 
Activity - Conduct a safety work method audits (SWIMS)
Responsibly – Kotoni Kei (All foreman) 
Timeline – monthly 
Performance measures – score satisfaction required on quality of audit 

Operational Objective – participate on toolbox talk  
Activity – to participate and lead a toolbox talk meeting with all staff on site
Responsibly – Kotoni Kei (All foreman) 
Timeline – weekly  
Performance measures – scored by planned vs completed ratio
Hint: 	Joan’s responsibilities have been outlined in the scenario.
3b	What is a performance plan and why are they necessary for successful business? Minimum 50 words.
· Performance plans provides information for all parties involved where set tasks and activities that are agreed upon need to be completed to reach operational objectives of the business. This provides measurements/key performance indicators (KPI) to understand when tasks are required to be completed, what support is required and what each individuals role is and who has the responsibility to accomplish which tasks. This is to ensure that the role for each individual employee is building towards the overall objective/strategic goal of the business. 
Question 4
4a	You need to establish Key Performance Indicators for your team in order to be able to evaluate the results. Why this is so important and what steps could you take to ensure they are meaningful and realistic? Provide four steps and a brief explanation of why these are important. 
· KPI’s are required to be set for the team are important to ensure performance evaluations and productivity improvement. These are used to measure all aspects of the organization and should be set and reviewed at regular intervals. 
1. What needs to be achieved – specific values are placed on outcomes with set timeframes 
2. Consult with team(s) - to gain agreement on goals and to gain team buy in 
3. How to measure results – specific results will be broken down to a daily/weekly goal that can be reported. Regular catch ups to discuss progress/issues and if support is required
4. Monitor results – this is to ensure individual/teams KPIs are being met and if not what corrective action should be taken.
 4b	Complete the following table to prepare a performance plan in accordance with the identified strategic objectives for the Department Store (or your own organisation). 
	Example Performance Plan CA City Department Store 

	Strategic Goal: 
Increase revenue through targeted marketing campaigns

	Operational Objective:
 To position CA City Retail Group as a provider of a superior product and customer service provider

	Task/Activity
	Date
	Responsibility
	Resources
	Risks
	Key performance indicator (evaluation method)

	Marketing plan completion
	By end of financial year
	Marketing department
	Budget $3,000
	The marketing plan informs the rest of the process if it is not completed then there may be financial implications and lack of direction for the rest of the team.
	Numbers of customers to increase by 5000/week by end of May 20XX





	Performance Plan CA City Department Store

	Strategic Goal:  Increase revenue through targeted marketing campaigns

	Operational Objective: 
 To position CA City Retail Group as a provider of a superior product and customer service provider

	Task/Activity
	Date
	Responsibility
	Resources
	Risks
	Key performance indicator (evaluation method)

	Conduct product satisfaction survey
	Quarterly 
	Joan Brown & Purchasing department 
	Budget $7000.00
	Not maintaining superior product and service standards for example will result in financial and other targets affected and loss of sales and reputation
	Score Satisfaction survey on parameters of product to ensure our superior product quality is met 

	Conduct spot checks on quality of products and service
	Monthly 
	Joan Brown & GRMRC
	Budget $5000pa
	Not maintaining superior product and service standards for example will result in financial and other targets affected and loss of sales and reputation
	Score on mystery shopper checklist to increase and have positive results towards increase in reputation 





Task 2
An important part of showing leadership is to continually enhance the image of your organisation.  Joan is aware of the importance of her and the team presenting the best face to customers and to other members of the Department Store team.  Answer the following questions regarding enhancing the image of your business. 
Question 1
As a leader how would you use the standards and values of your organisation when operating your business?
· Leaders will use the organisational standards and values; they represent what your business stands for and provide direction for management and employees to follow. Successful businesses have strong standards and values which they clearly communicate and demonstrate. Ensuring all employees understand and endorse the organisational standards and values can be empowering and build a collaborative workforce. Values are the essence of corporate culture, they drive the way things are done and should be embedded in everything that we do in the workplace.
Question 2
2a	One of the standards in place for your team is causing problems for you and the organisation. You are concerned about the negative impact of such a standard. How could you question the standard within the organisation?  Explain seven steps you could take. 
1. Identify Problems/issues – be courteous, ask questions and listen. What is the risk of not acting on the issue? Make sure to report and make notes about the concerns. 
2. Define the problem and determine the root cause 
3. How do we address the issue? Consult the appropriate/affected team and others. Generate ideas and possible solutions through meeting/email correspondence. 
4. Select the most effective solutions – use clear and concise communication 
5. Implement the complete solution
6. Communicate with stakeholders’ through meetings/email 
7. Evaluate the outcome through meetings/email 
You may not always be able to resolve an issue satisfactorily. If this occurs you could work with a more senior member of staff within the organisation or enlist external help (e.g. government agencies, legislative alternatives). Leaders need to gather information, be fair and informed to maximise chances of resolution. 
It is important to remain within the established lines or channels of communication.
Hint: Consider established communication channels and appropriate communication methods in your response.
2b	Identify two examples for behaviours and performances that can cause damage to an organisation? 
· Disrespect involved in gossiping 
· Production – taking longer lunch breaks/leaving early 
Question 3
Your team member Mandy Panitz has been having some trouble with her team and is struggling to deal with her issues. Explain the concepts of integrity and credibility and provide her with two strategies to help her with her own performance and that of her team?
Concepts of integrity and credibility – 
· establish set of values for your organisation 
· implement and follow yourself these values 
· promote these values 
· build these values in every aspect of organisation to achieve integrity 
Two strategies to assist Mandy are:
· Speaking the truth – always represent what is true and correct
· Giving credit where it is due – acknowledging the employee idea/completed work. Remember to thank and acknowledge other parties	Comment by Kotoni Kei: 

Task 3
Scenario:	
It is six months later and your objective of maintaining service quality standards is not reaching the KPIs you indicated in your performance plan. The results of the Mystery Shopper from the external contractor GRMRC have been variable over the past 6 months (one set of results per month are available mystery shopper results) and there have been poor comments provided to Joan Brown by department staff from customers. 
Question 1
Explain methods of relevant information collection and organisation for the problem under consideration. What information would you need to analyse this particular situation? Provide three sources and explain how this information would be useful. Complete the table. 
	Information source
	Explanation of usefulness
	How could you organise this information?

	Example
Formal staff interviews
	Why are there issues with service? The staff will have insight from dealing with the customers directly. 
	Order of Importance
Comparison and Contrast


	Performance report records 
	This will show historical issues on the employees’ behavior. 
	Order of Importance
Comparison and Contrast


	Sales and Purchasing records 
	This can be broken down per department, maybe show if there is an issue with a specific department within the Department Store. 
	Geographic organization
Order of Importance 

	Employee Records
	Timesheets could show the hours/days worked, could demonstrate the employee’s behavior. (having longer lunch break/leaving early)
	Chronological Order: in date order 


Question 2
2a	How will you involve your team in decision making processes? Explain at least two ways to facilitate their involvement and why this is important.

· Identify the problem. 
· Identify important decision criteria to solve the problem. 
· Allocate weight to each criteria on the basis of importance. 
· Develop a list of alternatives that could solve the problem. 
· Analyse alternatives on the basis of strengths and weaknesses 
· Choose the best alternative according to your organisational goals, objectives, and requirements.
· Implement the chosen course of action (alternative).

 2b	Explain Tuckman’s theory on group behaviour and describe why it is important to take it into consideration. Minimum 100 words.

· Tuckman’s theory has 5 stages, Forming – Storming – Norming – Performing – Adjourning. This theory of team development and behaviour helps us to understand the various stages and behaviours involved in group behaviour.  I believe this is important as a team leader to understand the stages below to effectively manage the teams behaviour. 
Forming - Transition from individual to member - strangers to group. Create a common understanding (Feelings of excitement, finding group norms, Where do I fit in?)
Storming - Group structure and patterns of interaction developed. Lack of participation. Conflict and competition. (Feelings resistance to tasks, defensive/argumentative, How do they think we will ever achieve this task?)
Norming - Members enact roles, direct efforts towards goal attainment and performance, are engaged and supportive. (Feelings of Reconciliation and lowered anxiety, Friendliness, cohesion, How can I help other team mates and how can they help me? 
Performing – Teams function well and produce measurable outcomes. (Feelings of pride with team progress, work through problems and How can we go about making these changes? 
Adjourning - Completion - the break-up of the group, task being completed (Feelings of Acknowledge change. Apprehension. Shift from task to process.  Recognition of team and individual efforts.)

Scenario
Hanz Konig, your immediate manager has advised that there is only a very small budget at this stage for your project. He urges you to try low cost solutions first until the next budget cycle when the budget can be increased if needed. Something must be done immediately but the budget is not negotiable at this time. 
You have discussed the poor results from the GRMRC with your team noting their ideas and analysing the information gained via the Mystery Shopper results. The following suggestions have been generated by you, your team and management:


	Issue
	Possible solution/objective
	Advantages
	Disadvantages

	Lack of product knowledge
	Increase training for all floor staff.

	Allow for improved performance.
Overdue and needed especially for new staff and trainees. 
	Expensive and time scheduling issues. 

	Poor customer recognition on first entry. 25% of customers leave without seeing any staff members. 
	Change visibility within the store to avoid customers being ignored
	Easy to achieve and can return immediate results. Low cost. Staff have been lazy and need to be motivated to approach customers to provide service.
	None

	Poor morale and lack of understanding of the job in the team. 
	Hold regular meetings/team building activities. 
	Easy to achieve and can return immediate results. Low cost.
	None. 

	Poor morale and lack of understanding of the job within the team.
	Increased supervisor presence and on job training.
	Easy to achieve and can return immediate results. Low cost.
	None. 


Question 3
Now it is important to look at the options and assess the risks that may affect your ideas. 
3a	What steps could you take in assessing the options and risks? 
· Identify – identify by looking at the risk management & then to identify the risk itself. Using a risk register/matrix. 
· assess – how bad the risk is, estimate the probability which is how likely the risk is to occur and its impact (high/medium/low)
· plan – this is to think through all possible responses to risks before deciding a response 
· implement – to ensure chosen plan is carried out
· communicate risks – status of risks are monitored and communicated through the use of regular reports 

3b	Which of the suggestions would be the least suitable option at this time? Explain your answer. Minimum 25 words.
· The least suitable option at this time would be to implement - Increase training for all floor staff, as Hanz has advised us to try and implement low cost solutions first. This is due the disadvantage of being expensive and scheduling concerns. 
Question 4
4a	You have assessed all relevant information and made decisions regarding the poor performance.  What must you do now?
· Put together a communication plan for each of the three suitable options to all key stakeholders (employees, managers/supervisors/management. 
· Head of Operations/Director – this will be communicated immediately by verbally & through electronic communication to set out three options being implemented and to show status of risks/progress 
· All department managers/all sales assistants/trainees – immediately set up regular scheduled team meetings, ensure regular electronic communication as an overview of changes or discussion points. Request ideas of team building activity 
· Department Managers - electronic communication to be sent out advising of change of visibility in store and increased presence and on job training. 
Hint: 	How you would communicate with your team and the timeliness of your decisions must factor into your answer. 
4b	Draft an email to your team explaining the results, your decisions (including feedback on their suggestions) and what you propose to do about this at this time. 
Hi Team, 

We have had some feedback on our current performance from our customers. Unfortunately, some of the feedback wasn’t positive but the goods news is, is that some of these are easy wins for the team. 

We want you to know that we appreciate your efforts, there will be some new ideas being piloted to increase sales and boost team morale. 
· We want to increase visibility within the store upon the customers first entry
· Regular team meetings will be held to ensure clear communication and understanding 
· We will be increasing supervisor presence to assist with any customer queries and employees on the job training
· We will be looking to hold regular team building activities with everyone’s input 

We would love to hear your feedback, so please whether it’s by email, having a chat to your manager or anonymously we want to hear from you as to how we can improve. 

Thanks 
Kotoni Kei
Question 5
Based on the above decisions and the urgency of this issue, complete the following plan and make sure all relevant individuals and teams are in agreement.
Hint: 	You have permission to work with the external contractor GRMRC to test the success of your suggestions. Month one results could be tailored to assess the success. The improved results could form the Measures of performance.


	Implementation plan 

	Plan type
	Change visibility within the store to avoid customers being ignored 

	Time frame
	1 month 

	Issues
	Comments

	1
	Poor customer feedback for recognition on first entry and 25% of customers leave without seeing any staff members

	Future

	No.
	Objectives
	Measures of performance

	1
	Ensure that customer is being acknowledged and greeted when they arrive through the door
	To have the external contractor GRMRC come back with more positive results from mystery shoppers. 

	2
	Ensure the customers are approached while within the store
	This can be shown in the retail conversion rate with an increase number of sales and average purchase values

	Agreement 
	I, 	  agree with the plan as written. 
Date: 


Question 6
You have completed the first month with your new initiatives in place. What feedback processes can you use to assess the success of your implementation and decisions? Provide examples of three feedback systems or ideas you could use and how these would demonstrate effective leadership.  Complete the following table.
	Feedback processes 
	Benefits
	Monitoring methods possible

	Toolbox meetings
	Employee’s needs and expectations can be aligned with company goals 
	Maintain minutes to keep track of ideas, with previous minutes used as action items 

	Suggestion boxes 
	Customer engagement 
	Informal and anonymous, but are recorded and tracked 

	Complaints and compliments procedures
	Client satisfaction and retention levels 
	Recorded as part of continuous improvement and performance reviews 


Question 7
7a	Briefly discuss three different leadership styles and concepts which could be useful in this situation. 
· Three leadership styles and concepts that are useful are Democratic, laissez-faire and autocratic. 
Democratic – this is where employees are given a participatory role in the decision making process. 
Autocratic -this is where the leader individual has authoriy and control over all choucde and minimal input from staff. 
Laissez-faire – this is where leaders are laidback and delegate responsibity and allow group memenber to make decisions

7b	What leadership style would you prefer and why?
· I would prefer democratic style, where the employees are involved in the decision-making process. This can result in the higher productivity and superior contributions form their employees. 
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Appendix B risk management
	
Risk Rating Matrix

	Risk Rating
E: Extreme 
M: Medium
H: High 
L: Low
	Likelihood 

	
	Rare
	Unlikely
	Possible
	Likely
	Almost Certain

	Consequence (Impact)
	Severe
	Medium
	High
	High
	Extreme
	Extreme

	
	Major
	Medium
	Medium
	High
	High
	Extreme

	
	Moderate
	Low
	Medium
	Medium
	High
	High

	
	Minor
	Low
	Low
	Medium
	Medium
	High

	
	Insignificant
	Low
	Low
	Low
	Medium
	Medium




Standard risk likelihood scale
	RATING
	DEFINITION
	SCALE

	Almost certain
	Will definitely occur or will occur on an annual cycle
	5

	Likely
	Similar events have been experienced several times 
	4

	Possible
	May occur once 
	3

	Unlikely
	Occurs from time to time
	2

	Rare
	Occurrence is possible but highly unlikely
	1


Standard risk consequences scale
Consequences represent the possible impact of the risk on project outcomes, if it does occur.
	RATING
	DEFINITION
	SCALE

	Severe
	Most objectives cannot be met
	5

	Major
	Some important objectives cannot be met
	4

	Moderate
	Some objectives impacted but may still be met
	3

	Minor
	Minor effects that can be remedied
	2

	Insignificant
	Almost no impact on objectives
	1
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