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This guide is part of a learning programme that assists learners to obtain the Further Education and
Training Certificate in New Venture Creation - ID 66249 on NQF Level 4.
Services SETA holds the intellectual property and copyright of this Learning Programme. None of the
documents in this learning programme pack may be reproduced or used in any form or by any
means, graphic, electronic or mechanical, including photocopying, typing or information and
retrieval systems, without permission of Services Seta.
To ensure the quality of delivery, this learning programme must be offered by an Accredited Training
Provider with Services Seta. No individual can deliver or offer to deliver this learning programme
without being directed to do so, in writing, directly by an Accredited Training Provider.
Please contact Services SETA ETQA Department if you are in any doubt about what may or may not
be copied and/or reproduced.
This guide is part of a series of guides that assist learners to obtain the Further Education and
Training Certificate for New Venture Creation.
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Section 1: Introduction to Learning Programme
1.1. Why are we here?

Welcome to this Learning Programme, it will provide you with broad knowledge;
skills and values needed to start a new venture and secure your own future. This
programme will assist you to obtain a national certificate registered on the
National Qualifications Framework (NQF).

Title:

Further Education and Training Certificate: New Venture
Creation

ID:

66249

NQF Level:

4

Qualification Type:

Certificate

Credits

150

This qualification is registered on NQF Level 4 in the Further Education and falls into the FET
Band on the national qualifications framework. This qualification will award you with 150 credits
in total.

1.2. Purpose of the Qualification
The purpose of this Qualification is to develop the appropriate skills and knowledge required by
a person for the establishment and development of a small to medium business venture, and
address the economic, administrative and behavioural (psycho-social) barriers that contribute to
success in starting and sustaining the venture.
You will be able to:






Demonstrate an ability to identify and create a new venture.
Demonstrate knowledge of interpersonal skills required in a business environment.
Demonstrate an understanding of basic economics within an market economy.
Manage a new venture by applying business principles and techniques.
Demonstrate an understanding of the role of leadership and management.
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1.3. Exit Level Outcomes of this Qualification
At the end of the programme you the learner will be competent in the following listed
outcomes.

Specific theoretical learning outcomes
(Associated Assessment Criteria)

Exit level outcomes

2.1
2.2
ELO 2:

Demonstrate knowledge
of interpersonal skills
required in a business
environment

2.3
2.4

1.1
ELO1:

Demonstrate an ability
to identify and create a
new venture.

1.2
1.3
3.1
3.2

ELO3:

Demonstrate an
understanding of basic
economics within an
market economy.

3.3
3.4

5.2
5.3
5.4

ELO4: Manage a new venture by
applying business
principles and techniques.

An understanding is demonstrated of the importance of a
paradigm shift from a job-seeking attitude to a business
opportunity seeking attitude.
Business opportunities are identified and evaluated in terms of
its potential viability.
Problems-solving techniques and principles are applied within a
business start-up and operation context
An understanding is demonstrated of new venture financing
sources and opportunities.
An understanding is demonstrated of the principles of micro
and macro economics.
Potential threats and opportunities within the economic
environment are identified for future business decision making.
An understanding is demonstrated of business competitiveness.
Range: Business competitiveness includes but is not limited to
factors such as inflation, exchange rates, interest rates,
economic indicators and competition

5.1
ELO5: Demonstrate an
understanding of the role
of leadership and
management

An understanding is demonstrated of the concept of group
dynamics.
An understanding is demonstrated of the characteristics of
effective team work.
An understanding is demonstrated of various networking
principles and techniques.
Potential personal limitations, abilities and expectations are
identified for self developmental purposes.

4.1
4.2

Knowledge is demonstrated of how management and
leadership principles are applied to improve business
effectiveness and efficiency.
Knowledge is demonstrated of the differences between
leadership and management in terms of managing a business.
Knowledge is demonstrated of leadership and management
styles in relation to their impact on business performance.
Leadership and management principles and techniques are
applied in order to enhance business performance.
A business plan for a new venture is developed using strategic
planning principles and techniques.
Guidelines for the implementation and monitoring the
strategic action plan are formulated in terms of milestones
and timeframes.
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4.3

4.4
4.5

4.6

Financial management planning principles and techniques are
applied in order manage the business in an efficient and
effective manner.
Production and/or operations management is applied in a
chosen business opportunity.
Sound human resources management techniques are applied
in order to set up a productive and motivated workforce for a
business.
Administrative principles and procedures are applied for
sound administration and record-keeping.

1.4. What is a Qualification?
A qualification is therefore a structured combination of unit standards consisting out of
fundamental, core and elective components, and has a specified amount of credits that must
be achieved by the learner in a period of time:
 Fundamental: Literacy, numeracy and communication standards
 Core:
Occupational/Vocational standard generic to the whole occupation
 Elective:
Standards that allow a learner to specialize in certain areas

Fundamental

Unit
Standards

Core

Unit
Standards

Elective

Unit
Standards

Every qualification is registered on the national qualification framework (NQF)

1.5. What is the NQF?
The South African Qualifications Authority Act (1995)
created a new framework for education and training in
South Africa by:
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The NQF is a framework on which qualifications, courses, and learning programmes are
registered.
Achievements obtained by learners are recorded and recognized nationally. It is therefore
an integrated approach towards education and training.

1.6. The NQF Framework
The structure of the NQF is outlined below:
NQF Level

Band

10

Higher

9

Education

8

and

7

Training

6

Qualification Type



Post-doctoral research degrees
Doctorates





Masters degrees
Professional qualifications
Honours degrees



National first degrees




Higher diplomas
National diplomas
National certificates



5

Further Education and Training Certificate (FETC)

4

Further
Further Education Certificates

3

Education

2

and
Training
General Education and Training Certificate (GETC)
Grade 9 | ABET Level 4

1

General
Education
and
Training

GET National Certificates
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Qualifications and unit standards are registered at the specified level of the NQF with a number
of credits allocated to it.
This means that a learner could accumulate credits for successful completed unit standards
towards a qualification making learning more
flexible to meet learner needs.
South Africa has implemented a new
Qualifications Framework is broadly structured
into three bands, and 10 levels of education
and training:

HET
FET
GET

Higher Education Training
Levels 5 - 10
Further Education and Training (vocational training)
Level 2 - 4
General Education and Training (entry level – schools and ABET – Adult
Basic Education and Training
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1.6.1. The Occupational Qualification Framework (OQF )
The NQF has been reviewed and the new Occupational Qualification Framework (OQF) is
implemented as illustrated in the following diagramme.

This framework provides learners with more qualification and skills development routes.
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1.7. The different Role-players in Education System

DoE

DoL

NQF
SETA’s

SAQA

ETQA’s

SGB’s

KEY:
DoE
SAQ
A
SGB

Department of Education
South African Qualifications
Authority
Standard Generating Bodies

DoL
SETA

Department of Labour
Sector Education Training Authority

ETQA

Education & Training Quality
Assurance body

1.8. About the New Venture Qualification
This qualification is registered on NQF Level 4 and falls into the FET Band on the national
qualifications framework. This qualification will award you with 149 credits in total.
In this qualification the credits are allocated as follows:

Fundamental
Fundamental
56
56Credits
Credits

Core
Core
82
Credits
82 Credits

Elective
Elective
11
11Credits
Credits

The credit value of a unit standard acts as a guide to how long it should take you to
complete it.
One credit is considered 10 hours of learning. It could
take longer or less time, it acts as a guideline.
1 credit

=

10 hours

For example, if a standard is 4 credits, it would take 40
hours to complete – a workday consists out of 8 hours – therefore one week to complete
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the standard.

The Fundamental Component consists of Unit Standards in:



Mathematical Literacy at NQF Level 4 to the value of 16 credits.
Communication at NQF Level 4 in a First South African Language to the value of 20
credits.
Communication in a Second South African Language at NQF Level 3 to the value of
20 credits.

The fundamental unit standards in the FETC qualification are presented in 2 languages:
The learner can choose any 2nd language. Your training provider will provide you with the most
suitable option. The 2nd language should be selected based on the business language of the
region and should not be restricted.







Afrikaans
Zulu
Xhosa
Tswana
Sotho
Tsonga

According to the SQA Policy on FETC, Clause 5 of Executive Summary: 1
The 20 compulsory credits in Language and Communication must be
obtained in one of the eleven official languages provided for by the SA
Constitution of 1996 (Act 108 of 1996) at level 4. All holders of an FETC will
have achieved the same outcomes as indicated by the 20 compulsory credits
but these may be achieved in any one of the eleven official languages.
To address the need to develop citizens who can participate effectively in a
multi-lingual society, a further 20 credits in Language and Communication
must be obtained in a second official language at a minimum of level 3.
All holders of an FETC will have achieved the same outcomes as indicated by
the 20 compulsory credits but these may be achieved in any one of the
eleven official languages.

1 www.saqa.org.za Policy FETC
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The following unit standard will be presented in 2nd Language of choice
Picture

US Title

119472

Accommodate audience and
context needs in oral/signed
communication

3

5

119457

Interpret and use information from
texts

3

5

119467

Use language and communication
in occupational learning
programmes

3

5

Write/present/sign texts for a range
of communicative contexts

3

5

119465

Level

Credit
s

NLRD

1.9. Understanding Unit Standards
Unit standards are the building blocks of a qualification.
A unit standard describes the learning outcomes to be achieved
by the learner, as well as the assessment criteria against which the
student’s performance will be judged. These unit standards are the minimum levels of
competency as agreed by an entire industry.
A learning outcome is what a student will know and be able to do when they have
completed their qualification and have been judged competent. These outcomes will be
recognized through national standards and qualifications.

1.9.1. List of Unit Standards from New Venture Qualification

Type

ID

UNIT STANDARD TITLE

NEW LEVEL

CREDITS

Apply innovative thinking to the
development of a small business

OLD
LEVEL
Level
4

Core

114600

NQF Level
04

4

Core

263455

Apply the principles of costing and pricing to
a business venture

Level
4

NQF Level
04

6

Core

263356

Demonstrate an understanding of an
entrepreneurial profile

Level
4

NQF Level
04

5

Core

263514

Demonstrate an understanding of the
function of the market mechanisms in a new
venture

Level
4

NQF Level
04

5

Core

120389

Explain and apply the concept, principles and
theories of motivation in a leadership
context

Level
4

NQF Level
04

6

Core

114584

Finance a new venture

263534

Implement an action plan for a new venture

Core

263474

Manage finances of a new venture

NQF Level
04
NQF Level
04
NQF Level

5

Core

Level
4
Level
4
Level
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Type

ID

UNIT STANDARD TITLE

NEW LEVEL

Negotiate an agreement or deal in an
authentic work situation

OLD
LEVEL
4
Level
4
Level
4

Core

114805

Manage general administration

Core

13948

Core

263434

Plan and manage production/operations in a
new venture

Level
4

NQF Level
04

6

Core

263456

Plan strategically to improve new venture
performance

Level
4

NQF Level
04

4

Core

114592

Produce business plans for a new venture

114596

Research the viability of new venture
ideas/opportunities

NQF Level
04
NQF Level
04

8

Core

Level
4
Level
4

Core

116394

Implement and manage human resource and
labour relations policies and acts

Level
5

9

Fundamental

119472

Accommodate audience and context needs
in oral/signed communication

Level
3

New Level
Assignment
Pend.
NQF Level
03

Fundamental

119457

Interpret and use information from texts

119467

Use language and communication in
occupational learning programmes

NQF Level
03
NQF Level
03

5

Fundamental

Level
3
Level
3

Fundamental

119465

Write/present/sign texts for a range of
communicative contexts

Level
3

NQF Level
03

5

Fundamental

9015

Apply knowledge of statistics and probability
to critically interrogate and effectively
communicate findings on life related
problems

Level
4

NQF Level
04

6

Fundamental

119462

Engage in sustained oral/signed
communication and evaluate spoken/signed
texts

Level
4

NQF Level
04

5

Fundamental

119469

Read/view, analyse and respond to a variety
of texts

Level
4

NQF Level
04

5

Fundamental

9016

Represent analyse and calculate shape and
motion in 2-and 3-dimensional space in
different contexts

Level
4

NQF Level
04

4

Fundamental

119471

Use language and communication in
occupational learning programmes

Level
4

NQF Level
04

5

Fundamental

7468

Use mathematics to investigate and monitor
the financial aspects of personal, business,
national and international issues

Level
4

NQF Level
04

6

Fundamental

119459

Write/present/sign for a wide range of
contexts

Level
4

NQF Level
04

5

Elective

119671

Administer contracts for a selected new
venture

Level
3

NQF Level
03

10

Elective

113836

Apply basic computer technology

123258

Foster and maintain customer relations

Elective

120392

Apply the concept and principles of
knowledge management to leadership

NQF Level
03
NQF Level
03
NQF Level
04

11

Elective

Level
3
Level
3
Level
4
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Type

ID

UNIT STANDARD TITLE

OLD
LEVEL
Level
4
Level
4

NEW LEVEL

CREDITS

Elective

242872

Conduct international market research

NQF Level
04
NQF Level
04

6

Elective

13952

Demonstrate basic understanding of the
Primary labour legislation that impacts on a
business unit

Elective

242655

Demonstrate knowledge and application of
ethical conduct in a business environment

Level
4

NQF Level
04

4

Elective

13945

Describe and apply the management of stock
and fixed assets in a business unit

Level
4

NQF Level
04

2

Elective

117156

Interpret basic financial statements

242819

Motivate and Build a Team

Elective

114593

Tender to secure business for a new venture

Elective

115857

Explain marketing for SMMEs

NQF Level
04
NQF Level
04
NQF Level
04
New Level
Assignment
Pend.

4

Elective

Level
4
Level
4
Level
4
Level
5

8

10
5
6

1.10. The NVQ Learning Programme Structure
To make learning easier all the unit standards were clustered into skills programmes. Each skills
programme deals with specific topics.
This qualification is divided into 15 Skills Programme, each with sectional sub-divisions, based
on the exit level outcomes and related assessment criteria.
Each skills programme deals with specific skills and is aligned to particular unit standards.

Take Note:
Skills Programmes 1-6 are compulsory programmes in order to obtain the
full qualification.

SkillsProgrammes
Programmes
Skills
Compulsory

1-6
1-6

Please note, you cannot replace any programme in compulsory section
with a programme from the optional cluster.
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The optional skills programmes can be clustered in any other way and is listed just to show
learners their developmental options.

16(sandile@startupmzansi.org.za)
Downloaded by Sandile Shabangu

lOMoARcPSD|14694108

The next table provides the breakdown:
SKILLS PROGRAMME 1
START AND RUN A NEW VENTURE
SKILLS
PROGRAMME

TITLE OF UNIT
STANDARDS

ELOs

Apply innovative thinking
to the development of a
small business
Research the viability of
new venture
ideas/opportunities
Produce business plans for
a new venture
Start and Run a
New Venture

ELO
1,3

Implement an action plan
for a new venture
Demonstrate an
understanding of an
entrepreneurial profile
Demonstrate an
understanding of the
function of the market
mechanisms in a new
venture

Contact /
Facilitation Days
Theory

12 DAYS

Practical

28 Hours

65 Hours

US ID
No.

US
TYPE

CREDIT
S

114600

C

4

114596

C

5

114592

C

8

263534

C

4

263356

C

5

263514

C

5

US ID
No.

US
TYPE

CREDIT
S

119471

F

5

119462

F

5

119469

F

5

CREDITS
PER
MODUL
E

31

Workplace Application Days
27 DAYS
SKILLS PROGRAMME 2
BUSINESS WRITTING

SKILLS
PROGRAMME

ELOs

TITLE OF UNIT STANDARDS

Business Writing

ELO 2

Use language and
communication in
occupational learning
programmes
Engage in sustained
oral/signed communication
and evaluate
spoken/signed texts
Read/view, analyse and
respond to a variety of
texts
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Write/present/sign for a
wide range of contexts

119459

F

5

Manage general
administration

114805

C

4

Contact /
Facilitation Days
Theory

9 DAYS

Practical

22 Hours

50 Hours

Workplace Application Days
21 DAYS

MODULE 3
BUSINESS COMMUNICATION 2nd LANGUAGE
SKILLS
PROGRAMME

Business
Communication 2nd
Language

Contact /
Facilitation Days
Theory
Practical

ELOs

ELO 2

TITLE OF UNIT STANDARDS
Accommodate audience
and context needs in
oral/signed
communication
Interpret and use
information from texts
Use language and
communication in
occupational learning
programmes
Write/present/sign texts
for a range of
communicative contexts
Demonstrate knowledge
and application of ethical
conduct in a business
environment

US ID
No.

US
TYPE

CREDIT
S

119472

F

5

119457

F

5

119467

F

5

119465

F

5

242655

E

4

CREDITS
PER
MODUL
E

24

9 DAYS
50 Hours
22 Hours

Workplace Application Days
21 DAYS
SKILLS PROGRAMME 4
HUMAN RESOURCE MANAGEMENT

SKILLS
PROGRAMME
Human Resource
Management

ELOs
ELO 4

TITLE OF UNIT STANDARDS
Demonstrate basic
understanding of the
Primary labour legislation
that impacts on a business
unit

US ID
No.

US
TYPE

CREDIT
S

13952

E

8
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Implement and manage
human resource and labour
relations policies and acts
Contact /
Facilitation Days
Theory

8 DAYS

Practical

19 Hours

44 Hours

116394

C

9

US ID
No.

US
TYPE

CREDIT
S

263434

C

6

263456

C

4

Workplace Application Days
18 DAYS
SKILLS PROGRAMME 5
MANAGE A NEW VENTURE

SKILLS
PROGRAMME

Manage a New
Venture

ELOs

ELO
4,5

TITLE OF UNIT STANDARDS
Plan and manage
production/operations in a
new venture
Plan strategically to
improve new venture
performance
Explain and apply the
concept, principles and
theories of motivation in a
leadership context
Negotiate an agreement or
deal in an authentic work
situation

Contact /
Facilitation Days
Theory

8 DAYS

Practical

19 Hours

44 Hours

CREDITS
PER
MODUL
E

21
120389

C

6

13948

C

5

Workplace Application Days
18 DAYS

SKILLS PROGRAMME 6
MANAGE FINANCE IN A NEW VENTURE
SKILLS
PROGRAMME
Manage Finance in
a New Venture

ELOs
ELO
3,4

TITLE OF UNIT STANDARDS
Finance a new venture
Apply the principles of
costing and pricing to a
business venture
Use mathematics to
investigate and monitor the
financial aspects of
personal, business, national
and international issues
Manage finances of a new
venture

US ID
No.

US
TYPE

CREDIT
S

114584

C

5

263455

C

6

7468

F

6

263474

C

6
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Represent analyse and
calculate shape and motion
in 2-and 3-dimensional
space in different contexts
Apply knowledge of
statistics and probability to
critically interrogate and
effectively communicate
findings on life related
problems
Contact /
Facilitation Days
Theory

12 DAYS

Practical

30 Hours

9016

F

4

9015

F

6

Workplace Application Days
29 DAYS

69 Hours

The following table shows how the optional elective standards can be clustered
into skills programmes. Clustering should be done according to the needs of
learners and training providers.
Please take note that the learning pack does not include these programmes.

Elective – Specialised Programmes
Optional

Skills Programme
7*

Skills Programme
8*

Skills Programme
9*

Skills Programme
10*

Skills Programme
11*

Stock
Management

Motivate a Team

Knowledge
Management

Computer
Technology

Customer
Relations

E13945

2

Total

2

E242819

10

E120392

10

8

E113836

11

8

E123258

11

10
10

Skills Programme
12*

Skills Programme
13*

Skills Programme
14*

Skills Programme
15*

SSME &International
Marketing Research

Tendering
Process

Financial Management

Administrate Contracts

E242872
E115857
Total

6
6
12

E114593

5
5

E117156

4
4
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1.11. Learning Programme Delivery
1.11.1.

Training Provision

This qualification should be presented over a period of at least 12 – 18 months – during this period the
learner will be required to attend formal contact sessions, complete assessments and workplace
activities by him/herself and in a learning set, and spend time in the workplace practicing your newly
acquired skills.
The basic process of delivery for each skills programme is illustrated in following flow diagram:

Classroom
Classroom

Self-study
Self-study

Workplace
Workplace

Assessment of
Assessment of
completed
completed
activities
activities
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Below is a more detailed roll out plan for delivery for your qualification – please note that your training
provider may make some changes based on operational requirements.

Learners
attend a
workshop

Learners
complete
activities to
reinforce
knowledge
and skills

Learners are
continuous
assesses and
evaluated
during the
process

Learner
apply
knowledge
and skills in
a simulated
and/or a
workplace

Learners
receive
support from
the training
provider

Learners
complete all
skills
application
activities

Learners
receive
support from
facilitator in
simulated
environment

Learners
submit all
evidence of
application

Assessor
assesses the
portfolio of
evidence

Learner
spend some
time in
workplace
Learners have
library for
reference
materials as
support

Learners have
access to
internet to
obtain more
information

Typical
Assessment
Activities:
 Self
Assessment
 Peer
assessment
 Assignments
 Tests
 Presentations
 Role-plays
 Case Studies

Learners
receive
support from
coach in
workplace
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1.11.2.

Different Role players in Delivery Process
For Moderator use only

For Assessor use only

For Facilitator use only

For Learner use only

1.11.3. Learning Material
For each skills programme you will receive a Learner Guide and a Workplace Guide.
The Learner Guide is a resource guide, providing you with all the knowledge you need. The
Learner Guide also contains Formative and Summative Assessments. The Workplace Guide is full
of different types of activities that require you to practice your skills and knowledge.
The Workplace Guide also include all the assessment reports required for assessment.
All workplace guide activities must all be completed. All the completed workplace guide
activities provide evidence of your competence, and all together they act as a “Portfolio of
Evidence”.
See the illustration below.
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Different Types of Activities you can expect to be included in the Workplace Guide
To accommodate your learning preferences, a variety of different types of activities are included
in the workplace guide, it will assist you to achieve the outcomes and it should guide you
through the learning process, making learning a positive and pleasant experience.
The table below provides you with more information related to the types of activities.
Types of
Activities

Description

Purpose

Skills
Application
Activities
(Workplace)

You need to complete these
activities in the workplace

These activities require you to
apply the knowledge and skills
you have gained in the workplace

Natural
Occurring
Evidence
(Workplace)

You need to collect information
and samples of documents from
the workplace.

These activities ensure you get
the opportunity to learn from
experts in the industry.

Collecting examples
demonstrates to you how to
implement knowledge and skills
in a practical way

Each type of activity is associated with an icon to make it easier for you follow the learning
material.
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The table below provides you with a summary of all the types’ activities and related icons.

Types of Methods Used

Observe & Record

Group Discussion
CCFO Working together

Project

Research

Design & Develop

Case Study

Analyse & Apply

Debate
Negotiate

Plan & Prepare

Present

Teamwork
CCFO Contributing

Summarise
Key points

Recall Information

Review
Information

Listen & Record

Take Notes

Self Assessment

Self Reflection

Application
Presentation

Peer Assessment
CCFO Working
together

Compile a Report

Interview

Role-play

CCFO
SCIENCE

Investigate
CCFO TECH

Problem Solving
CCFO

Communication
CCFO

CCFO
Evaluate

Important
Information on
Internet

Brain Storming

Research
Information

Analyse
CCFO

Compare

Collect Information
CCFO

Calculate

Additional
Resources

Compile

Complete

Describe
Explain

I
nsert Evidence
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1.12. The Assessment Process

Purpose of
Assessment

The purpose of assessment is to determine if you have an understanding of the
identified outcomes and if you are able to apply the skills in a simulated
environment, as well as the workplace.

An integrated assessment approach is followed.

Assessment
Approach

This implies that a variety of assessment methods are used, and unit standards are
assessed in an integrative manner to avoid unnecessary duplication.
The assessment practices include the following:






Self-Assessment
Continuous Evaluation of Learners Performance
Formative Assessment
Summative Assessment
Final Integrated Summative Assessment

Formative Assessment
Mainly formative tasks and activities validated by
the facilitator.


Classroom Activities

Summative Assessment
This assessment looks at the learner’s overall
ability to apply skills, knowledge, and to show
reflective competence. Evidence are generated
through a series of activities:




Knowledge Activities
Skills Application
Natural Occurring Evidence

All activities are designed in such a way that it will ensure that learners produce sufficient and valid
evidence against the specific outcomes for each unit standard.

Assessment
Methods

Assessment Methods

Assessment Tools

Self Assessment



Questionnaire with a rating
scale

Continuous Performance Evaluation of
Learners



Progress Report with
ratings developed against
all the Critical Cross Fields
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Assessment Methods

Assessment Tools

Formative Assessments
During the delivery of the programme,
learners attend training sessions, part of
learning process involves activities such
as:















Knowledge questionnaire
Case studies
Role-plays
Debates
Summarise
Questioning and Answering
Evaluate
Observation
Demonstrate
Analyse
Describe
Explain
Calculate
Investigate

Assessment Methods







Classroom Activities Learner
Progress Report
Coaching report
Peer assessment sheets
Self Assessment sheets
Individual assessment tools
dealing with specific skills,
mostly-Observation Checklist

Assessment Tools

Summative Assessments
Assessment Report for
Knowledge Activities
Assessment Report for Skills
Activities
Additional Assessment
Instruments

This assessment takes place once the
learner has completed all the activities
that required workplace application.
The activities are mainly skills application
activities which involve:












Research
Design
Development
Reports
Investigations
Evaluations
Observations
Interviews









Assessment Tool for Reports
Assessment Tool for
Research
Assessment Tool for
Business Plan
Assessment Tool
Promotional Design
Assessment for
Fundamentals
Assessment Report for
Natural Occurring Evidence
Summative Report per Skills
Programme
Summative Report for the
Qualification
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All assessment reports and assessment tools are included in the Workplace
guide to ensure that all the evidence are organised and stays together.
All reports are clearly marked and will
indicate who should complete the
report.

For Moderator use only

For Assessor use only

For Facilitator use only

For Learner use only
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Context of
Assessment

1. Self-assessments are conducted by the learner before and after each learning unit
to monitor and evaluate their own progress
2. Peer assessments are conducted by fellow learner for simulated workplace
activities
3. Continuous performance evaluation of learners take place during contact time
4. Learners are expected to complete formative activities and submit to facilitators for
formative assessment
5. Learners are expected to complete the activities in the workplace
6. The activities will guide learners through workplace application and will allow them
to gather actual evidence in a simulated environment as well as in the workplace.
The evidence will be compiled into a portfolio that will be used for summative
assessment purposes.
7. A final integrated summative assessment will be conducted by a qualified and

registered assessor.

Assessment
Process

The Assessment Process is as follows:
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1.12.1.

RPL Assessment

This qualification has an RPL option available for learners that have previously been in the
Industry, and who do not wish to attend all training sessions.
As RPL is based primarily on historical evidence, the option of RPL assessment is available on
assumption that the learner has met the minimum literacy and numeracy requirements,
preferably holds a senior certificate (insert qualification entry requirement) and has spent time
in the any industry.
You may apply for RPL against any of the Learning Units, whether in the Fundamental or Core /
Elective component. The RPL option is based on the same structure as this learning programme
– your application will therefore be based on all the unit standards in each of the Skills
Programmes.

1.12.2.

Fundamentals Assessment - CAT
CAT
CAT is the acronym for “Credit Award Transfer”, and is based on a model
developed by SAQA that will be used to determine whether CAT (Credit Award
Transfer) will be implemented to recognise school / FET qualifications and
sector qualifications.

The rationale for the above separation of the fundamentals standards from the core and elective
standards is to accommodate the credit recognition policy that SAQA has presented to SETA
ETQAs, and to allow for entry level options for candidates in terms of an option of CAT, RPL or
training and assessment option. It also allows providers to outsource the fundamental training
option to providers specializing in fundamental provision
Self Reflection:
All qualifications require that every learner must do at least 56 credits in
fundamental standards, of which 20 credits must be in a 2 nd language if the
qualification is al level 4 or above – update according to level of qualification, if
not FETC
It is acknowledged that many of the learners will have come from different
backgrounds and with different scholastic achievements already in place – it is
therefore appropriate that prior scholastic qualifications be recognised. SAQA
recognises that candidates may have prior learning in literacy and numeracy
that may be recognized through a process of Credit Accumulation Transfer
(CAT).
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Check the table below – do you qualify for CAT?
If so, you may apply for credit recognition for the fundamental unit
standards – that means you do not have to re-do the training or
assessment for the above standards!
The following is the model proposed by SAQA:
Literacy /
National Qualification
Communication

Numeracy /
Mathematics
Level 3
Level 4
Yes
Yes

2nd
Language

Level 3
Yes

Level 4
Yes

Grade 12 without
Mathematics
Grade 11 with Mathematics

Yes

Yes

No

No

Yes

Yes

No

Yes

No

Yes

Grade 11 without
Mathematics
Grade 10 with Mathematics

Yes

No

No

No

Yes

No

No

No

No

No

Grade 10 without
Mathematics
Grade 9

No

No

No

No

No

No

No

No

No

No

Grade 12 with Mathematics

Yes

You will therefore be able to receive credits towards all or portions of the
fundamental unit standards, depending on the scholastic match they have to the
proposed model above.
Learner Note: CAT
Should a learner qualify for CAT (Credit Award Transfer) for one or both of the
fundamental Learning Units, the notional hours and roll out plan for structured
learning on the qualification may be shortened proportionately by up to 70 days.

1.13. Learner Support
Please remember that this learning programme is based on outcomes based education
principles which implies the following:
You are responsible for your own learning – make sure you manage your study, research and
workplace time responsibly.
Learning activities are learner driven – make sure you use the Learner Guide and Workplace
guide in the manner intended, and are familiar with the workplace requirements.
The Facilitator is there to reasonably assist you during contact, practical and workplace time of
this programme – make sure that you have his/her contact details.
You are responsible for the safekeeping of your completed PoE.
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If you need assistance please contact your facilitator who will gladly assist you.
If you have any special needs please inform the facilitator

1.13.1.

Learner Code of Conduct

As a learner you are responsible for your own learning. Remember your code of conduct.











I take responsibility for my own learning.
My behaviour and attitude reflect the professional image of the institution I represent.
I am open for new ideas, willing to experiment and to broaden my horizons.
I constructively contribute to the learning process, assisting my peers where needed, tactfully
voicing my opinions and constantly seeking more information from the facilitator.
I adhere to time frames, meet deadlines and encourage other learners to do so.
I strive towards improved relationships with all the people I meet during training.
I abide by the rules given by the facilitator.
I give constructive inputs for enhancement of the learning process.
I am honest when I complete assignments; undergo assessments and when I provide
information about myself and my competence.

Your attitude and motivation directly will influence the value that you get from this learning
programme.

"Far and away the best prize that life offers

is the chance to work hard
at work worth doing." –
Theodore Roosevelt
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Section 2: Participating in the Learning Programme
2.1. Introduction
The rest of this learner guide is devoted to preparing you for a positive learning experience.
The following section will be addressing issues such as:









Participation in class
Dealing with your fellow learners
Managing your time
How to listen and take notes
Study Skills
How to present yourself in the workplace
Guidelines on completing all the activities
Research Techniques.

This section covers one of the fundamental unit standards as the table below shows

Related Unit Standards

Unit
Standards

Type

ID

Title

Level

Credits

4

F

119471

Use language and communication in
occupational learning programmes

5

Critical Outcomes
As a learner you take responsibility for your learning. You need to always reflect on the critical cross
field outcomes.

Yes/No

Self Reflection
Assess yourself by asking yourself : “ Am I able to do the following?”
UNIT STANDARD CCFO IDENTIFYING
Identify and solve problems: using learning programme material and learning tasks to
solve problems.
UNIT STANDARD CCFO WORKING
Work effectively with others and in teams: using interactive speech/sign and roles in
activities, discussions and projects.
UNIT STANDARD CCFO ORGANISING
Organise and manage oneself and one's activities responsibly and effectively: through
organisation of learning materials and evidence.
UNIT STANDARD CCFO COLLECTING
Collect, analyse, organise and critically evaluate information: through application of
information processing skills in study .

33(sandile@startupmzansi.org.za)
Downloaded by Sandile Shabangu

lOMoARcPSD|14694108

Yes/No

Self Reflection
Assess yourself by asking yourself : “ Am I able to do the following?”
UNIT STANDARD CCFO COMMUNICATING
Communicate effectively using visual, mathematical and/or language skills in formal
and informal learning situations.
UNIT STANDARD CCFO SCIENCE
Use science and technology effectively and critically: using electronic media for
learning.
UNIT STANDARD CCFO DEMONSTRATING
Reflect on and explore a variety of strategies to learn more effectively.
UNIT STANDARD CCFO CONTRIBUTING
Explore education and career opportunities.

2.2. Your Career and Learning Path

Learning is your own choice and so is choosing your future and career. All that this learning
programme adds to your already existing experience is additional knowledge and skills you will
find useful for the rest of your life.

To be an entrepreneur you need to be open minded and develop a spirit of innovation. Allow
yourself the freedom to be creative.
1.

Creativity - is “the ability to bring something new into existence. This definition
emphasizes the “ability”, not the “activity”, of bringing something new into existence.

2.

Innovation - is the process of doing new thing.
Innovation, therefore, is the transformation of creative ideas into useful applications, but
creativity is a prerequisite to innovation.

Entrepreneurs need ideas to pursue, and ideas seldom materialize accidentally. Ideas usually
evolve through a creative process whereby imaginative people, germinate ideas, nurture them,
and develop them successfully.
Various labels have been applied to stages in the creative process, but most social scientist
agree on five stages that we label as:






Idea Germination
Preparation
Incubation
Illumination
Verification
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The diagram below illustrate a model of the creative process as a learner apply the same model to
your learning experience:

Idea Germination:
The seeding
stage of a
new idea
Recognition

Preparation:
Conscious
search for
knowledge
Rationalization

Illumination:
Recognition of
ideas as being
feasible
Realization

Incubation:
Subconscious
assimilation of
information
Fantasizing

Verification:
Application or
test to prove
ideas has value
Validation

Innovation and Entrepreneurship
The difference between invention and innovation is:
1.
2.

Invention - is the creation of new products, processes, and technologies not previously
known to exist.
Innovation - is the transformation of creative ideas into useful applications by combining
resources in new or unusual ways to provide value to society for or improved products,
technology, or services.

Elements in the Innovation Process
1.

Analytical Planning - to identify: product design, market strategy, financial need

2.

Organizing Resources - to obtain: materials, technology, human resources, capital

3.

Implementation - to accomplish: organization, product design, manufacturing, services

4.

Commercial Application - to provide: value to customers, reward of employees,
revenues for investors, satisfaction for founders
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2.3. Participation
Your experience will depend on your participation in all the types of activities. We all learn
differently, however we must respect the fact that some things we like and other doesn’t
appeal to me as a person. The importance is to continue with the process and learn as much as
you can.

Guidelines on acceptable behaviour
 Keep your language and conversation topics appropriate.
 Don't curse or talk about bodily functions and such.
 Keep your area clean and organized. Wipe off tables, throw away garbage, and leave
as little evidence that you were there as possible.
 Don't laugh, point, or make faces at people for being different (weight, hair, etc.) If it
is something you wouldn't want them to hear, then you probably should keep it to
yourself.
 If somebody is being disruptive, say "excuse me" and politely ask them to tone it
down. Do not complain about their behavior-you are being obnoxious when you do
that.
 Remember to say "please," "thank you," and "you're welcome." When speaking to
adults, address them by "sir" or "ma'am."
 Be considerate of others. Give people their personal space. Hold open doors for
people. Allow the elderly, pregnant women, and those with small children ahead of
you in the line for the restroom. The elderly and pregnant women have a harder time
controlling their bladder, and when a child says he/she needs to go to the bathroom
it is most likely an urgent need.
 Keep electronic equipment at a low volume. In libraries and movie theaters, your
phone should be off or on vibrate.
 Don’t use cell phones or electronic devices in classroom
 Outside class use headphones when listening to music, and make sure nobody can
hear what you are listening to with headphones on.
 If you do keep your cell phone ringer on, make sure the music playing is appropriate.

2.3.1. Respect fellow Learners
The definition of respect is the acknowledgement that someone or something has value.
 Be attentive to what they are saying. Make eye contact with them when they are
talking and don't be day dreaming. Eye contact is the best way to show interest.
However be sensitive to cultural differences.
 Be fair toward the other person. Many times we unfairly judge another person or
their views and don't show them the respect they deserve.
 Give them time to say what it is they want to say. One of the best ways to show no
respect whatsoever is to rudely cut in while the other person is speaking. Allow them
their time and you are likely to get yours as well.
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 Be sensitive to their thoughts and feelings. Just as you would want others to show
some sensitivity toward the things you feel strongest about, you must do the same
to others.
Showing respect!
Showing respect can mean different things however be aware of the following:
1. Listen harder. We already know that proactive listening should be your first social skill. We
know this because we love when people listen to us, so we find it safe to assume that
other people love when we listen to them.
2. Be considerate. Once you’ve listened, it’s time to act accordingly. If there was anything
about the persons tone of voice or body language that gave a hint as to how they were
feeling, use that information in your interaction.
3. Keep your promise. By keeping your word to someone, you not only establish yourself as a
person of integrity, but make the other person feel as though you value them.
4. Be on time. Another way to demonstrate that you value someone, is by treating their time
as though it is valuable. Nothing says this better than being punctual
5. Have manners. This is pretty simple. Do not interrupt a conversation, be polite and watch
your ‘please’ and ‘thank you’. By showing manners towards someone, you make them feel
valuable.
6. Encourage. Sometimes when we hear a silly idea, it’s easy to shoot down someone’s hopes
and dreams, or otherwise make them feel unimportant. Genuinely encouraging someone
could be very empowering and liberating.
7. Be fair. We often find ourselves in a position of power over someone else; to some extent.
Having power enables the opportunity to be corrupt. Avoid corruption, give people what
they earn-deserve, and they’ll appreciate it.
8. Go out of your way. You don’t have to always do the bare minimum. If you want to show
someone that they’re valuable, and that you respect them, go the extra mile without
expecting a reward.
9. Preserve dignity. When wronged, mistreated, or otherwise upset in some way handle the
dispute with finesse. This means approaching the person in such a way as to preserve their
dignity. The best way to handle it is via a calm and private conversation, as opposed to a
public screaming match.
10. Do Not Assume. So don’t assume anything about a person based on their race, income
level, or gender. Start off each interaction by thinking of the other person as your equal.

37(sandile@startupmzansi.org.za)
Downloaded by Sandile Shabangu

lOMoARcPSD|14694108

2.3.2. Working in Groups
You will be working in groups during the contact sessions. Keep in mind that you will be part of
a team when you are in workplace. As an entrepreneur you are depended on others.
The rules of respect are the foundation for all group activities Be a team player and practice to
take different roles in a team.
Remember a team is as good as its weakest member.

These types (or 'roles') were defined by Dr. R. Meredith Belbin after studying teams at Henley
Management College. Make sure you take the role of each as listed in table.
Overall

Doing / acting

Thinking /
problem-solving

People / feelings

Belbin Roles

Description

Implementer

Well-organized and predictable. Takes basic ideas
and makes them work in practice. Can be slow.

Shaper

Lots of energy and action, challenging others to
move forwards. Can be insensitive.

Completer/Finisher

Reliably sees things through to the end, ironing
out the wrinkles and ensuring everything works
well. Can worry too much and not trust others.

Plant

Solves difficult problems with original and creative
ideas. Can be poor communicator and may ignore
the details.

Monitor/Evaluator

Sees the big picture. Thinks carefully and
accurately about things. May lack energy or ability
to inspire others.

Specialist

Has expert knowledge/skills in key areas and will
solve many problems here. Can be disinterested in
all other areas.

Coordinator

Respected leader who helps everyone focus on
their task. Can be seen as excessively controlling.

Team worker

Cares for individuals and the team. Good listener
and works to resolve social problems. Can have
problems making difficult decisions.

Resource/investigator

Explores new ideas and possibilities with energy
and with others. Good networker. Can be too
optimistic and lose energy after the initial flush.

Teams work best when there is a balance of primary roles and when team members know
their roles, work to their strengths and actively manage weaknesses.



To achieve the best balance, there should be:
One Co-ordinator or Shaper (not both) for leader
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A Plant to stimulate ideas
A Monitor/evaluator to maintain honesty and clarity
One or more Implementer, Team worker, Resource investigator or Completer/finisher to
make things happen

Group Discussions
These group discussions are meant to enhance learning, give you an opportunity to share
your knowledge and experience.

Ask lots of questions

Questioning Techniques











Use questions to elicit answers
that provide you with useful
information.
Use questions to test the other
person, checking their honesty of
testing what they know.
Use questions to involve people,
retain their interest and
encourage them to like you.
Use questions to get other people
to think and discover things for
themselves.
Use simple stock questions to
start a conversation.
Use tag questions (e.g. ...,aren't
you? ...,isn't it? ...,won't they?) to
turn statements into questions.

Example






What are you looking for? (gathering information)
Do you come here often? (starting a conversation)
Would you believe that? How stupid can you get? (rhetorical question)
You're ready, aren't you? (statement plus tag question)

Discussion
Whereas the primary purpose of questions is to gain answers, they are often used for other
purposes.
Socratic questioning is a traditional method of using questions to get people to think for
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themselves. Socrates was a famous Athenian teacher who seldom directly told his pupils
anything.
Stock questions usually signal that you are being friendly. Their meaning is unambiguous and
they offer the other person an easy answer.
Rhetorical questions are not intended to be answered. They are, in effect, statements.
Using tag questions creates an element of surprise that can lead people to agreeing to things
with which they otherwise might not agree.

Asking questions is a fundamental part of finding information and for subtle (and otherwise)
persuasion.
Here are various types of questioning:
•

Chunking questions: Chunk up and down for more or less detail.

•

Clear questions: That are simple and unambiguous.

•

Double bind questions: Whichever way you answer, the result is the same.

•

Funnel questioning: Seeking more detail or more general information.

•

Group questioning: Tips for asking questions of many people at once.

•

Interrogation questions: Questions that lead to answers.

•

Leading questions: That may or may not be a good thing for you.

•

Open and Closed questions: yes/no or long answer.

•

Positive questions: Deliberately leading the other person.

•

Probing questions: Specific questions for finding detail.

•

Responding to questions: Turning questioning to your advantage.

•

Rhetorical questions: Questions without answers.

•

Selling with questions: how to sell by asking instead of telling.

•

Socratic questioning: Socrates' method of questioning in order to elicit learning.

•

Tag questions: Some questions encourage agreement, don't they?
and...

•

The power of questions: How questions are just so very useful.

Communicating in Class
Effectual communication is the key to learning and career success
There are mainly three types of communication skills, expressive skills, listening skills and skills
for managing the overall process of communication. The basic fundamental of all these types
of communication is emotional skills.
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Expressive skills are required to convey message to others through words, facial expressions
and body language.
Listening skills are skills that are used to obtain messages or information from others. These
help to clearly understand what a person feels and thinks about you or understand the other
person closely.
Skills for managing the overall process of communication help to recognize the required
information and develop a strong hold on the existing rules of communication and interaction.
Importance of communication skills can never be ignored or neglected
Good communication skills are special qualities that every human should possess. The modern
world of corporate, technology and learning has laid strong emphasis on basic communication
skills.
Every human has a misconception that like other qualities, even this quality is in built in human
nature, something that is by birth but that’s not so. At any stage of life you can build these
qualities within you.
Now, the question waves, how to develop good communication skills?
Below are some of the steps you can follow for effective communication skills :

Stay In Tune with Your Body Language
Body language speaks a lot what you don’t speak, much more
than the words of mouth. So, try to maintain a balance
between what you say and what your body says. Be aware of
what your body is saying.
A simple example to this can be experienced when you are
giving a speech or consoling a friend. During a speech your
words may convey that you are keen to help people in all ways
for but if you stand with your arms crossed, your body conveys
disinterest and reluctance to communicate. Whereas, when
you are consoling your friend for any loss or depression,
standing with your arms free on your sides convey that you are
easily accessible.

Speak Loudly
When you speak loudly, it gives a feeling of confidence. The
people whom you are in conversation with have the feeling
that you mean what you say. An appropriate volume, tone and
confidence ensure listeners hear exactly what you are saying.
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Practice
This is one such quality that can be practiced. You can daily practice these skills according to
different settings from being social to professional. You can also attend some courses for
developing these skills and explore new communication opportunities

Here are some steps to improve your communication skills
•
•
•
•
•
•
•
•

Try to expand and develop your voice with softness.
Slow down your speech to avoid showing that you are nervous.
Avoid a monotone and use high pitch and soft sound to communicate.
Don’t mumble while speaking, pronounce each word clearly. People will judge your
capabilities through your vocabulary.
Use the words you know. Don’t use any word, if you are not sure of the meaning. Improve
your English speaking skills
Make eye contact as this will help you to be more confident and people will show interest
in you.
Use body gestures to show your interest in the conversation.
Make sure that your words, body gestures, facial expression, message and tone all match
with one another

Listening Skills

Listening provides much useful information, yet good listening skills are not that common. Keep the
following in mind.
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Active listening:
All types of listening:
Bad listening habits:
Depth of listening:
Dialogic listening:
Environmental factors:
Good listening habits:
High-integrity listening:
Listen to the inner person:
Listener preferences:
Listening styles:
Types of listening:
Why you should listen:
Why people do not listen:

Building relationship by listening.
A comprehensive and linked list.
Ways not to listen.
False, partial, full and deep.
Seeking true understanding.
Sensory and physiological factors.
To cultivate and use.
Combining open listening and honest responses.
Identify their deep drivers.
Preferences people have when listening.
According to Barker and Watson.
From discriminative to dialogic.
You can achieve a lot just by listening.
If you know these, you can address them.
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Develop your listening skills
Developing listening skills are very important for an Auctioneer, not only for assisting with
learning on a training programme like this but also at in the workplace and in your everyday
life. We just assume listening is a natural ability, but it’s a real skill to be an effective listener.

Benefits of being a good listener
When you listen to the other person with full attention, it shows that you are giving
respect to the person. By giving the person respect, you gain his or her respect as well.
In the business environment today, being respected is one of the key elements to success.
Good listening skills will improve relationship with people in business.
Good listening skills help with conversation skills, and can avoid many confusions,
misunderstandings and conflicts

Guidelines to become a good listener
The first step is to develop the willingness to be a
good listener.
Respect the other person
Focus completely on the speaker, on what is being
said rather than thinking or composing your own reply, otherwise you will miss many of
the things the speaker is saying. Face the speaker, nod your head and provide visual cues
that you are paying attention to him/her.
Don’t interrupt:
Let the speaker finish his statement before you reply. If you want to interrupt the speaker
or raise a point, be patient till you get a chance.
Give oral encouragements like "I see", "I understand", "I agree" etc. which
will send signals to the speaker that you are really listening to him or
her.
Summarise the key points of the conversation:
Occasionally summarize and repeat back in your own
words what you understand of what they’re saying so
that they know you’re hearing them and also to prevent
any misunderstandings and confusion.

Summarizing what you have understood of the other person can
help in confirming that you have got the message correctly, or else
- if you had misunderstood the message the other person can correct
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his/her stand immediately.
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The illustration below shows how easy messages can be misunderstood.

Repeat what you heard:
If you wish to remember a certain piece of information which the speaker is saying, repeat
it back immediately and aloud. Then, as soon as possible, write the information down that
you need to remember.
Take notes:
While at a meeting or conference, take notes. This will help you in remembering key
information. The notes can also be helpful for discussions at that meeting.
Silence is golden:
Even if the speaker becomes silent for some time or is thinking of something, don’t try to
rush and fill up the silence. Give the speaker a chance to compose his/her thought.
Ask questions:
It is a very effective way of showing that you are paying attention. It also helps in keeping
the conversation alive and can provide opportunity for further discussions on a particular
topic.
Be relaxed:
Whether you are standing or sitting, try to be relaxed and comfortable so that you can pay
better attention to the speaker. If you feel discomfort, then it is likely to distract your
attention.
Give proper feedback:
People sometimes would be interested in your opinion about a topic. Provide an
honest feedback whenever you are asked or where it is appropriate.
Develop interest in the other person:
Become curious about the person with whom you are talking. Being curious about another
person helps to validate that person as interesting.
Showing indifference will give the impression that the speaker is uninteresting and boring.
By becoming curious about the other person, you will find that most of the above
mentioned listening tips come automatically to you.
Don’t ask more than one question at a time:
While asking questions, try not to ask more than one question at a time. Give him/her
chance to respond to one question before throwing another one at him/her.
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When Should You Stop Listening?
Having good listening skills does not mean that
you allow others to waste too much of your time,
or encourage them to indulge in useless gossip,
running down other people or complaining of
life's problems etc. You have to know when to
stop encouraging the person if he/she crosses
reasonable limits.

Listen and take notes:
o
o
o
o
o

Listen actively. You note-taking skills can be improved by working on your listening
abilities.
Try to identify the speaker's pattern of organization and identify the main ideas.
Watch for the speaker’s gestures.
Listen for changes in the speaker’s voice.
Listen especially carefully at the beginning and end of the interview.

Dealing with disagreement
There will always be some agreement among people. Here are some steps to follow to resolve
conflict and disagreement
1. Control your emotions and remain calm.
2. Cushion, show empathy and/or apologize in order to diffuse customer hostility or
frustration.
3. Express genuine concern and the desire to better understand and resolve the matter.
Express shock or surprise if you were unaware of the situation. Thank them for
drawing the matter to your attention. Let them know of your desire to resolve the
issue. Ask them if they would be willing to discuss it further and provide you with
details regarding the situation.
4. In a sensitive manner, ask for an explanation, work towards gaining their perspective,
feelings about the situation and the facts regarding the issue. Use open-ended
questions to get them to open up and provide as much detail as possible.
5. Listen and apply needs assessment and questioning skills. Paraphrase, confirm,
expand, acknowledge and gain a full understanding. Also pay attention, use your
observations skills to read between the lines and pick up on hidden meanings and
innuendo.
6. Isolate the problem(s), ask if there is anything else. Repeat the process outlined above
until you have all the concerns, emotions, perspectives and facts out on the table.
7. Summarize and recap your understanding of what you have learned. Separate the
primary source (root cause) of conflict when secondary issues are present. Secondary
matters will often automatically be resolved by rectifying the primary concern. Gain
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acknowledgment of your assessment to ensure that you have clearly understood the
matter and that you are on the same page as the customer.
8. If there is a legitimate, justifiable explanation then offer the explanation, answer,
address or even hypothesize to help the them better understand. Do not make
excuses, direct blame or deflect responsibility.
Ask for acceptance or acknowledgement of your explanation and whether or not this
resolves the matter. Sometimes when you talk it out with people in this manner they
realize that it isn't as bad as they initially thought (blew it out of proportion) or that
they had some degree of fault in the situation. Once you have explained, confirm that
the matter is resolved to the customer's satisfaction or closed.
9. If you are unable to resolve up to this point, then ask, within reason, what they would
like to have done to resolve the matter. Gain a very clear understanding of what they
are asking for before agreeing to anything.
10. Resolve the conflict if the person’s request is reasonable or acceptable. You may still
have to apply some negotiation tactics to ensure that you don't leave the door open
for them to ask for more.
11. Negotiate if possible, if necessary or if you are able to. This would apply if the
customer is asking for more than what is considered to be reasonable or acceptable

2.3. Managing your Time
Good time management means defining priorities and scheduling activities.

What Are the Rules for Effective Time Management?










Don't create impossible situations.
Define priorities.
Avoid distractions and lack of focus.
Don't Create Impossible Situations.
Don't get trapped into doing too much.
Don't try to work full time and take a full load.
Don't take too many lab classes.
Use time to create success, not failure.
Be realistic about training . For most classes, plan to study 2 hours for every 1
hour of class.
Make time your friend not your enemy.
Identify your first priority classes and do whatever it takes to succeed. Drop
second priority classes or reduce work hours if necessary.
Define Your Priorities Using the 3-List Method.
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All time management begins with planning. Use lists to set
priorities, plan activities and measure progress. One approach is
the 3-list method.
List #1 - The weekly calendar.
Create a weekly calendar. Make it your basic time budgeting
guide.

Plan your work,
then work your plan

List your courses, work, study time, recreation, meals, TV, relaxation, etc.
Plan to study first priority classes when you work best.
Be flexible, adapt your schedule to changing needs.
Keep your schedule handy and refer to it often. If it doesn't work, change it.
List #2 - The daily "Things to Do".
Write down all the things that you want to do today. Note homework due or tests or
subjects you want to emphasize. Include shopping and personal calls, etc.
This list is a reminder. Use it to set daily priorities and to reduce decision-making and
worry. If time is tight, move items to your long-term list.
Rewrite this list each morning. Use visualization to help you focus on what to do. This
list is also a measure of your day-to-day success.
Check off items as you finish them and praise yourself for each accomplishment.
List #3 - Goals and other things.
This can be one or two lists, a monthly list and or a long-term list. Put down your goals
and things you have to do. What do you want to accomplish over the next month or
year? What do you need to buy?
Use this list to keep track of all your commitments. If you're worried about something,
put it on this list. The purpose of this list is to develop long-term goals and to free your
mind to concentrate on today.
Avoid Distractions and Lack of Focus.
Time is precious. Yet many people waste time by getting stuck in one or more of the
following habits.
Procrastination - putting off important jobs.
Crises management - being overwhelmed by the current crisis. No time for routine
matters.
Switching and floundering - lack of concentration and focus on one job.
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Television, telephones and friends - these are all ways of avoiding work.
Emotional blocks - boredom, daydreaming, stress, guilt, anger and frustration reduce
concentration.
Sickness - getting sick and blowing your schedule.
In all of these cases, the first step is to recognize the problem and resolve to improve.
Use priority lists to focus attention.
Try positive self-talk.
To avoid distractions, find a quiet place to study, the library or a study hall. Get an
answering machine.

Source: With permission Donald Martin, How to be a Successful Student
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2.4. Learning Strategies and Study Skills

Learning and studying involve a variety of things, from listening in class, reading, taking notes,
summarising information to memorising. However, studying is mostly about the ability to
implement the knowledge and skills.
Remember Learning is a lifelong event

2.4.1. Reading Strategies and Techniques
As learner, be aware of all the different types of resource you can use to expand your
knowledge

Types of Resources
There are many resources available for research. Below is a list of different types of resources
that can be used for learning, developing skills for the workplace and keeping up to date with
information in the Industry.

Primary


Conferences – Workshops and seminars related to specific topic in a Industry,
delivered in different formats



Books - Extensive and detailed discussions of a particular topic or set of topics.



Journal articles – Research conducted and journaled



Lab reports - Experiments, observations, etc.



Historical documents - Official papers, maps, treaties, etc.



First-person accounts - Diaries, memoirs, letters, interviews, speeches, oral history



Recordings - audio, video, photographic



Newspapers - Some types of articles, e.g. stories on a breaking issue, or journalists
reporting the results of their investigations.



Government publications - Census statistics, economic data, court reports, etc.



Internet - Web sites that publish the author's findings or research



Manuscript collections - Collected writings, notes, letters, diaries, and other
unpublished works.



Archives - Records (minutes of meetings, purchase invoices, financial statements,
etc.) of an organization/institution /business, or other group entity
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Ads/Broadsides - Billboards, magazine inserts, and posters.



Laws, Inventories, Birth/Death certificates, Wills, Photographs



Charts: Additional information to explain information of to visually support
information for better understanding



Books - Extensive and detailed analyses by subject matter experts providing
criticisms, commentaries, and interpretations of primary ideas and findings.



Journal articles - Brief, specific analyses, criticisms,
commentaries, and interpretations of particular aspects of
primary ideas and findings.



Newspapers - Articles which report on earlier findings, or
offer commentary or opinions.



Internet - Web sites that comment on earlier findings or research



Magazines- specifically available for Industry



Encyclopedias - Articles providing introductory or summary information; coverage
can be general



Dictionaries - Definitions or brief summaries of terms, ideas, etc.; coverage can be
general (e.g. Webster's, Random House) or subject-specific



Almanacs - Good for concise factual information, e.g. statistics, lists



Directories - Lists of people or organizations, with addresses, affiliations, etc.; useful
guides to finding primary source material



Indexes - Lists of sources on a subject or set of subjects; once you have some key
terms for your topic, use indexes to find secondary and primary sources.

Secondary

Tertiary

51(sandile@startupmzansi.org.za)
Downloaded by Sandile Shabangu

lOMoARcPSD|14694108

Internet Source:
Please review this information on the Internet

Important Information on
Internet

http://www.thefreeauction.com/board2
http://www.collectoronline.com/manage
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Videos
Using video as method to teach and train is the next best method to
having a technical person sitting at your desk or attending training
programmes
How videos can help
With all the new technology it as easy as having access to the Internet .
The internet has a variety of teaching, and information video for a variety of skills
required.
How does this work?
Spend some time on the internet searching for the right video for your questions. You can
use You Tube and similar sites or websites that specialise in the subject you are looking for.

The choices are endless so be sure to be specific with your search criteria. Once you have
found the right video, there will be no stopping you!
Videos vs Training Courses
Most people don't have the time to attend numerous courses. When attending course you
often find in a group of people who all work at different places and like to learn in different
things and in different ways. Courses are often expensive too.

Below is an example of a search for teaching and training videos for example someone is
investigating an auctioneering business.

Google

en

Teaching Videos for Auctioneers

Search

Results 1 - 10 of about 71,200 for Teaching Videos for Auctioneers. (0.35 seconds)
Sponsored Link

1. teaching videos javascript:void(0)

javascript:void(0)

www.JustThink.org Resources for Teachers & Parents Free Information & Downloads
Search Results

1. Neal Davis Auctioneers,Structuring Your Chant,Training Video javascript:void(0)
javascript:void(0)
Auctioneers Training Video. Welcome to Neal Davis Auctioneers.com ... "The content in this
teaching series will change your life!" ...
www.nealdavisauctioneers.com/ - Cached - Similar

2. THE PARANORMAL CASEBOOK: VIDEO: JEANE DIXON'S BELONGINGS GO TO AUCTION
javascript:void(0)

javascript:void(0)

VIDEO: JEANE DIXON'S BELONGINGS GO TO AUCTION .... Most of my day is spent teaching
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myself all of the things I failed to learn through the years and I am ...
alienufoparanormalcasebook.blogspot.com/.../video-jeane-dixons-belongings-go-to.html Cached - Similar

2.4.2. Skimming and Scanning Information
Skimming
2

Skimming is used to quickly identify the main ideas of a
text.
When reading the newspaper, you're probably not reading
it word-by-word, instead you're scanning the text.
Skimming is done at a speed three to four times faster than normal reading. People often
skim when they have lots of material to read in a limited amount of time.

How to Skim








Read the title.
Read the subtitle or introductory by-line.
Read the headings.
Read the first sentence of each paragraph.
Read the key words.
Read the title or legend of graphics.
Read the last paragraph or summary.

Skimming Textbook Chapters
Focus on:
 Chapter objectives and introductions.
 Headings and typographical aids.
 Graphic and visual aids.
 Review and discussion questions.
Skimming Reference Sources
Skim for the:

Date.

Organization of the source.

Topical index.

Skimming Newspaper Articles
Read the:
2 Reference:

http://www.ablongman.com/mcwhorter
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Title.
Opening paragraphs.
First sentences of remaining paragraphs.

Skimming Magazine Articles
Read the:

Title/subtitle/by-line.

Opening paragraphs.

Photograph/captions.

Headings/first sentences.

Last several paragraphs.
Skimming Nonfiction Books
Read the:

Front and back cover of the book jacket.

Author’s credentials.

Table of contents.

Preface.

First and last chapters.

Scanning
Scanning is a technique you often use when
looking up a word in the telephone book or
dictionary.
You search for key words or ideas. In most cases, you know what you're looking for, so
you're concentrating on finding a particular answer.
Scanning involves moving your eyes quickly down the page seeking specific words and
phrases.
Scanning is also used when you first find a resource to determine whether it will answer
your questions. Once you've scanned the document, you might go back and skim it.
When scanning, look for the author's use of organizers such as numbers, letters, steps, or
the words, first, second, or next. Look for words that are bold faced, italics, or in a different
font size, style, or colour. Sometimes the author will put key ideas in the margin.
Reading off a computer screen has become a growing concern.
Research shows that people have more difficulty reading off a computer screen than off
paper.
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2.4.3. Techniques to Summarise Information
A summary is a shorter version of a longer
piece of writing. The summary captures all
the most important parts of the original, but
expresses them in a shorter space to use
and/or do something with that information
Once you've got the information you need,
do something with it!





Read, watch, learn from the information you have found.
Organize your information - taking notes, or using an outline is always a good idea.
Present your information, usually in the form of a report, essay, paper, presentation,
etc.
If your information need was a personal one, make that decision, or make that
purchase

The summarization process in writing usually involves the following steps:
Read and think about the information.
Delete unnecessary information.
List main information or events
Identify the topic sentence or invent a topic sentence.

Hints for summarising written text


3



Be aware that sometimes you might have to 'read between the lines' in order to pick
up 'hidden' information.



Use a dictionary or ask someone who knows to help you find the meaning of any
unfamiliar words.



Underline or highlight the main points of the text, ignoring any unnecessary facts,
descriptions or opinions. Make a note of the most important details - you could even
draw a diagram or use pictures if this helps.



Summarise by linking together the key points using sentences or paragraphs as
appropriate. If images provide additional meaning then these can also be included in
your summary.

Read the original text thoroughly to make sure that you understand its overall
meaning.

3 Reference: http://www.bbc.co.uk/skillswise/words/reading/summarising/factsheet.shtml
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If you are shortening a very long text then it may be useful to summarise under
headings or sub-headings.



Read your draft to make sure that you haven't lost the overall point of the original
information. Make amendments to your draft as necessary.

Remember!


A written summary should be a brief, 'easy to read' version of a longer piece of
writing.



It must contain the main points of the original text and it should be written in your
own words. Don't just copy out 'chunks' of the original version.



You should write your summary using correct grammar, punctuation and sentences.



A summary does not need to contain information, descriptions or opinions that do
not support the general meaning of the text

2.4.4. Using Mind Maps to summarise or plan
A mind map is a diagram used to represent words, ideas, tasks, or other items linked to
and arranged around a central key word or idea.
Mind maps are used to summarise, generate, visualize, structure, and classify ideas, and as
an aid in study, organization,
problem solving, decision making,
and writing.
Mind Maps are also useful for:






Summarizing information.
Consolidating information
from different research
sources.
Thinking through complex
problems.
Presenting information in a format that shows the overall structure of your subject

A mind map or mindmap is a multicoloured and image centered radial diagram that
represents semantic or other connections between portions of learned material. For
example, it can graphically illustrate the structure of government institutions in a state.
Once a mind map is well-structured and well-established, it can be subject to review
The uniform graphic formulation of the semantic structure of knowledge may help
reconsolidation of memories. This can make memories more stable and long lasting and
may increase motivation] to work on a task.
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Mind mapping guidelines
These are the foundation structures of a Mind Map, although these are open to free
interpretation by the individual:
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.

Start in the centre with an image of the topic, using at least 3 colours.
Use images, symbols, codes and dimensions throughout your Mind Map.
Select key words and print using upper or lower case letters.
Each word/image must be alone and sitting on its own line.
The lines must be connected, starting from the central image. The central lines are
thicker, organic and flowing, becoming thinner as they radiate out from the centre.
Make the lines the same length as the word/image.
Use colors – your own code – throughout the Mind Map.
Develop your own personal style of Mind Mapping.
Use emphasis and show associations in your Mind Map.
Keep the Mind Map clear by using Radiant hierarchy, numerical order or outlines to
embrace your branches.

Example of Mind Map

An

Example Mind Map on Time Management
Here are the step as they were followed for the example above :
1.

Write the title of the subject you're exploring in the center of the page, and draw a
circle around it. This is shown by the circle marked 1 in example above.
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2.

3.

4.

As you come across major subdivisions or subheadings of the topic (or important
facts that relate to the subject) draw lines out from this circle. Label these lines with
these subdivisions or subheadings. These are shown by the lines marked 2 in
example.
As you "burrow" into the subject and uncover another level of information (further
subheadings, or individual facts) belonging to the subheadings above, draw these as
lines linked to the subheading lines. These are shown by the lines marked 3 in
example
Finally, for individual facts or ideas, draw lines out from the appropriate heading line
and label them. These are shown by the lines marked 4 in example

Improving
your
Mind
Maps
Once you understand how to make notes in the Mind Map format, you can develop your own
conventions to take them further. The following suggestions may help to increase their
effectiveness:


Use single words or simple phrases for information:
Most words in normal writing are padding: They convey facts in the correct context,
and in a format that is pleasant to read. In your own Mind Maps, single strong words
and meaningful phrases can convey the same meaning more potently. Excess words
just clutter the Mind Map.



Print words: Joined up or indistinct writing can be more difficult to read.



Use colour to separate different ideas: This will help you to separate ideas where
necessary. It also makes your Mind Map easier to remember. Colour also helps to
show the organization of the subject.
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Use symbols and images: Where a symbol or picture means something to you, use
it. Pictures can help you to remember information more effectively than words.



Using cross-linkages: Information in one part of the Mind Map may relate to
another part. Here you can draw in lines to show the cross-linkages. This helps you
to see how one part of the subject connects with another.

Key points:
Mind Mapping is an extremely effective method of taking notes. Mind Maps show not only
facts, but also the overall structure of a subject and the relative importance of individual
parts of it. They help you to associate ideas and make connections that you might not
otherwise make.
If you do any form of research or note taking, try experimenting with Mind Maps. You will
find them incredibly useful

2.4.5. Note-Taking Techniques
Note taking is an important skill for all occupations.
Note-Taking System
4

Choose a Note-taking System such as the Six Steps Cornell Method
1.

Record -

2.

Reduce - Fill in gaps in notes and reduce the information to keywords for the recall
column.

3.

Recite -

Read each cue word out loud, and state in your own words the
information in the right hand column.

4.

Reflect -

Think and apply the facts you have learned.

5.

Review - Do steps 3 and 4 frequently.

6.

Recapitulate - Summarize your notes at the bottom of the page

Take notes in an appropriate format in right hand column.

Organising Notes

How to organize notes:



A loose-leaf notebook is recommended to allow you to insert handouts into your
notes, and so you can move notes around.
Draw a vertical line down your notebook about two inches from the left margin.

4 Reference: Learning Assistance Center
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Use only one side of the page.
Avoid using a formal outline, but use a style appropriate to the lecturer's style.
Use short telegraphic sentences and phrases.
Phrase most things in your own words.
Listen, interpret, then write.
Use the left hand column as a recall column. After editing your notes, write key
words or questions in the margin and use these key words as a study aid to test your
knowledge.
Use the bottom of the page to summarize information.

Example to organise your notes:

 Review notes and keywords



Record your notes in this column

 Summarise the information

You can apply the same technique when you are conducting and interview.

Fact checking










Edit/revise your notes as soon as possible after the interview or observation
Fill in the gaps
Add words to clarify your ideas.
Add any missing information.
Add any additional details to help to clarify points.
Check for accuracy.
Reorganize/Rewrite your notes.
Reorganize your information to help analyzing information.
Organize your notes using concept maps, diagrams, charts, matrixes, etc.
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2.4.6. Memorising Techniques
5

Here are some techniques you can use to remember information. You need to practice each to
be effective. The methods are:
 Association
 Image word
 Acronym
 Storytelling
 Loci
 Names and Faces
 Mnemonics
Association
Example: The External Ear
The pinna is the part of the ear which funnels the sound
towards the inner ear.
Pinna could remind you of a pin. Imagine someone wearing
a safety pin as an earring.
By creating this type of association between a pin and your
ear, you increase your chances of remembering that the
external part of the ear is the pinna.

Image Word Technique

Using the Image-Word Technique is great for learning scientific terminology and foreign
languages. Using this technique forces you to pay close attention to the words and
their structures. Then, by having to create images to go with them you are forcing
yourself to tap into your experiences and make the new information meaningful.
Example: Your biology exam will contain words and definitions. Here's one of them:

Lipids (fats): Organic molecules that are soluble in fat solvents such as ether.

How could you remember
this?
Answer: Put some fat solvent on
your lips. Ouch. Feel those organic

5 Source: http://www.howtostudy.com/how-to-study/p0630.htm
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molecules dissolve.

Acronyms
The Acronym Technique consists of making up a word or
sentence from the first letters of the items to be learned.
This is something everyone has done at one time or another.
A classic example of this is the acronym Roy G. Biv which
represents the colours of the rainbow (or spectrum): red,
orange, yellow, green, blue, indigo, violet. You could add an
image of a person climbing on the rainbow if you think you
might forget where the colours are from.

Acrostics
You have an acrostic when you create a sentence from the first letters of the words.
Example:

The British Royal House Families can be remembered like this:
No Plan Like Yours To Study History Wisely

This translates into:
Normandy, Plantagenet, Lancaster, York, Tudor, Stuart, Hanover, Windsor

The Hide-Write-Compare Cycle
When memorizing, you must continuously monitor your progress by hiding the original
information and trying to reproduce it. You repeat this hide-write-compare cycle over and over
again during the initial learning sessions and also during later repetitions.
This technique should be used along with others. During repetition sessions, it is often best to use
the technique with the mnemonic sketch, trying to reproduce your hidden sketches and
comparing until you have them right.
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Storytelling
Storytelling consists of creating a small story involving all of the elements to be memorized.
Let's pretend we are taking an Earth Sciences class and have to learn the three different stages of a
volcano. They are: Extinct, Dormant, Active

How would you memorize this information?

Analogy Technique

For example: In marketing courses, you learn that a product's life cycle has five phases:






Introduction
Growth
Maturity
Saturation
Decline

FIVE PHASES OF THE PRODUCT LIFE CYCLE:
1. Introduction
2. Growth
3. Maturity
4. Saturation
5. Decline
Imagine your business is growing flowers (your
product).To do this you:
1) Plant a seed (Introduction).
2) Watch it begin to grow (Growth).
3) Tend it to maturity (Maturity).
4) Watch it become saturated with pollen (Saturation).
5) Then watch the flower fade away (Decline).

Mnemonic Sketch
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Then there is the Mnemonic Sketch Technique which we have already
discussed. As a quick reminder, here is a review:
The Mnemonic Sketch Technique consists of making a freehand
drawing of our associations in order to help us remember.
TIP: You should always make a sketch of difficult materials and keep
the sketch with your course notes.

Name and Face Association
The Name and Face Association Technique is used to associate names to
faces. It is also used when you must identify an object by its name after
a visual inspection. It can be used to remember peoples names, plant
names, rock names, artists' names, etc.

Here is a picture of an animal cell. Our assignment is to learn the different parts of this cell.
Here are some good ideas on how you can make this easier.

Lets start with the VACUOLE. Picture yourself putting your finger on the vacuum
hole (vacuole). Feel the suction.
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Ribosome. Can you see the Ribs?
Centriole. Looks like cents. Pretend you are inserting a penny in the long, thin shape (like a coin
slot).
Nuclear Envelope. Envelopes the nucleus. Might explode!
Chromatin. See the words chrome and tin. Picture this area is shiny like chrome (you could even go
so far as to touch a chrome surface and imagine yourself transferring the colour to this area.)
Next time you see the picture of the animal cell, just looking at the parts will suggest
their name.

Loci

Loci is an ancient technique which was used by
Greek orators to deliver lengthy speeches. It is
still considered an excellent technique for
people who must deliver speeches and make
presentations.
History tells us that Publius Cornelius Scipio
knew every citizen of Rome by name.
Themistocles knew everyone in Athena
(population 30,000) by name.

Cyrus knew the name of every soldier in his army, by name. Senecca could repeat 2,000
random words after having heard them only once! These incredible memories were the result
of intensive training in the art of memory, a well known subject at the time.
Ancient Greek orators used to give speeches lasting more than 30 hours with unfailing
accuracy. The speeches would be learned, idea by idea, by using memory systems. The
individual would first envision his home, a place he knew well, and would associate the first
element to the door, the second to the fireplace, the third to the table and so on until he had
the entire speech covered. When it came time to deliver the speech, he would mentally take a
walk in his own home. The door would remind him of the first idea, the fireplace of the
second, the table of the third and so on until the end of the speech. It is from this method we
get the timeworn expression: "in the first place".

Repetition
Even if it has been abused in the past, Repetition can be a good way to memorize information.
The important thing here is not to make it a mechanical process. Only when we can
intelligently reactivate the learned material following certain scientific rules can it be
considered a technique.
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2.5. Completing Activities
All the activities you are required to complete are related to specific outcomes of unit
standards.
The knowledge and information you need to complete these activities are included in the
learner guide. Make sure you use your learner guide as a reference.
However it is important to not just copy the information by to explain things in your own
words. You can add to the information by doing research on the topics.

How to complete each section

Section B

Skills
Applicatio
n

Once you completed summative assessments you are
ready to test your understanding, and apply your
knowledge and skills in different situations in a real
environment.
These activities lead to application of skills in a
simulated environment as well as in the actual
workplace
Typical activities are:
 Use a concept in a new situation
 Apply what was learnt in the classroom into
situations in the work place
Key Words used: applies, changes, computes, constructs,
conducts. demonstrates, modifies, operates, predicts,
prepares, produces, relates, shows, solves, uses, compile
Key Words used: categorizes, combines, compiles,
composes, creates, devises, designs, explains, generates,
modifies, organizes, plans, rearranges, reconstructs,
relates, reorganizes, revises, rewrites, summarizes, tells,
writes.

Natural
Occurring
Evidence

These activities require you to collect evidence in the
workplace. Collecting examples, samples and seeing
experience and professionals in action will add value to
your own confidence in the industry.
The evidence collected add additional information to
your Learner Guide and will be very useful once you are
in the workplace.
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Key Words used: analyzes, break down, compare,
contrast, draw diagramme, differentiates, discriminates,
distinguishes, identifies, illustrates, infers outlines,
relates, selects, and separates.
Key Words used: Appraises compares, concludes
contrasts, criticizes critiques, defends, describes,
discriminates, evaluates, explains, interprets, justifies,
relates, and summarizes, supports.

Journal or
Daily Log

This section requires you to keep a journal or daily log of
all activities related to the topics and learning outcomes
of the programme.
Log what you are doing and learning in the workplace.

Section C
This will be applicable to learners on a Learnership or
any learner doing an internship or vocational or
temporary learners working to gain experience in the
workplace

Self
Reflection
and
Review

Section D

This section requires you to evaluate your own progress
and reflect on your knowledge and skills.
This section also requires you to review the learning
process and to give you an opportunity to suggest more
effective ways to make the learning experience more
valuable.

2.6. Conducting Research
2.6.1. Scope a problem
Determine the Scope of a Research Project
Any organization can decide to conduct research.
Research varies from small market research to big
comprehensive economical, political and social
studies.

The organization's/institute’s management decides what the research goals should be.
These goals are normally defined from questions or problems related into the industry that
requires analysis and possible solution or improvements.
An organization planning to do research, will typically ask the following questions.
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Identify why and what is the "information need?"
What exactly does the business want to know?
Is this research for the business only or related to the industry?
Who will have access to the information?
How will the information be reported?
What consequence will the outcome and results of the research have?

Any research project has one starting point, it start with a question.
Example:
How does the recession influence the Industry?
What is the public’s opinion of business?
The appointed project team will analyse the “problem/ question” and determine the:











Context and scope of problem
Research approach
Research process
Type of information and data required
Research methods that will be most suitable and effective to collect the type of
information
Type of resources and equipment required
Size, spread and representation of the sample
How data will be recorded, captured, stored , organized, analyzed and interpreted
How data will be validated and evaluated
Results will be represented

In the planning stages consider the following key questions when designing your
research plan:
1.

For what purposes is the research being done, i.e., what do you want to be able to
decide as a result of the research?

2.

Who are the audiences for the information from the research, e.g.,
auctioneers/public/funders /bankers, upper management, employees, customers,
eta.

3.

What kinds of information are needed to make the decisions you need to make
and/or to enlighten your intended audiences, e.g., do you need information to really
understand a process, the customers who buy certain products, strengths and
weaknesses of the product or service or program, benefits to customers, how the
product or service or program failed some customers and why, etc.?

4.

From what sources should the information be collected, e.g., employees,
customers, groups of employees or customers, certain documentation, etc.?

5.

How can that information be collected in a reasonable fashion, e.g., questionnaires,
interviews, examining documentation, observing staff and/or clients in the program,
conducting focus groups among staff and/or clients, etc?
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6.

What type of data will you have? In what format must the results be?

2.6.2. Research Process
Once the research proposal and plan has been completed and approved the actual process
starts, it involves the following steps:


Design data collection forms and questionnaires



Collect the data



Analyze and interpret the data

Research normally includes a business analysis a typical process for this type of analysis can be
illustrated as follows:
Situation Analysis

Research Strategy

Research Methods

Implementation & Control

2.6.3. Research Plan
Compile a basic research proposal.
Once the analysis was done the next step is to compile a research proposal.
The purpose of a research proposal is to provide more information about the planned
research. The proposal describes the intended outcome of the research project is, as well as
the terms and conditions under which the research will be conducted.
A typical research proposal will include the following:


Define the scope and the context for the research project,



Describe the research approach,



List and describe the research methods that will be used.



Define the size of the research sample



List the constraints and assumptions made



List the logistics and resources required
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Breakdown of the research team and their responsibilities



Proposed costing and budget

The following table summarises the questions, steps and key elements of getting the
information to compile a research proposal.
Questions to ask

Steps to follow

What is the problem and why
should it be studied

Selection, analysis and
statement of the research
problem

What information is available?

Literature Review

What is the purpose of the
research? What does the
business hope to achieve?

Formulation of research
objectives

What additional data is
required to meet the research
objectives?
How will the additional data
be collected?

Research Methodology

Who will d what and when?

Research Action Plan

What resources are needed to
carry out the research plan?

Budget

How will the research project
be administered?
How will the results be
ensures?
How will the process be
monitored?

Plan for research project
administration and validation
of the results

How will the results and
outcome be presented?
Who will receive the final

Research Proposal

Key points and purpose of
each step
 Problem identification
 Prioritising problems
 Analysis
 Justification

 Literature
 Any other information
available

 General and specific
objectives
 hypotheses

 Variables
 Type of study
 Data collection
techniques
 Sampling
 Plan for data collection
 Plan for data processing
and analysis
 Ethical considerations

 Research Project Plan
 Work break down
structure

 Material support and
equipment and money

 Administration
 Monitoring
 Validation of Data


Briefing session
Negotiation
Agreement
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report?

6

Below is a typical outline for a Research Proposal:
Action Research Proposal Outline
I.

Introduction

A.
B.
C.
D.

Problem Statement
Context
Research Question(s) – the relationship between the independent and dependent
variables that you wish to examine in this research
Summary description of intervention and research method.

II.

Literature Review

A.
B.

Relevant literature that you have reviewed
The particular perspective that you will use in this action research.

III.

Method

A.
B.

Sample, i.e., with whom will you conduct your intervention/evaluation
Research Questions
1.
Data sources that you will use, and
2.
Data collection procedures that you will use
Describe the intervention in detail, i.e., how will you manipulate the independent
variables
Data Collection – Describe in detail (so that someone else could do it if you went on
vacation and they would not have to call you with questions-you classmate can help
with this) how you will collect the data, explain why you chose those procedures
with APA style references.
Data Analysis – explain how and why (with APA style references) you will analyze
and present each type of data that you collect.

C.
D.

E.

IV.

Results _ this section will be outlined

A.

Research Question 1
1.
2.
3.
4.

B.

Describe the results of the analysis of the data from Data Source 1
Describe he results of the analysis from Data Source 2
Describe the results of the analysis from Data Source 3.
Answer Question 1

Research Question 2
1.
2.
3.
4.

Describe the results of the analysis of the data from Data Source 1
Describe he results of the analysis from Data Source 2
Describe the results of the analysis from Data Source 3.
Answer Question 2

6 Reference: www.actionresearch.net
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V.

Conclusions

A.

Were the results consistent with what the literature predicted or not – explain
carefully.
What are the implications for your own teaching and what are the implications for
others
What are the implications for additional research, i.e., what type of additional
research should follow-up on the results of your study

B.
C.

Develop a Basic Implementation Plan for Research
The Research Plan is the most important document in the research project, it acts as
roadmap ahead, and it help with keeping track. The plan details the action and the
objectives and it outlines how these objectives will be met.
A typical research plan will include the following:





Identify all of the phases, activities and tasks related to the research
Sum up the effort and resources needed to complete the research
List the planning assumptions and constraints
Create a detailed research planning schedule

Criteria a research plan
A research plan should meet the following requirements:

Clear

All statements must say exactly what is to be done.

Quantified

The predicted outcome of each activity should be quantified; this will
ensure that performance can be monitored.

Realistic

The planned activities should be focused, realistic and achievable.

Agreed

Agreement and commitment must be obtained that the plan is achievable.

The plan should become a working document.
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The researcher could choose to use the typical project management plan as a research
proposal and implementation plan.

Research Project Action Plan
What needs to be
done

How will it be
done

Resources
Required

Who will
do

Where

When

2.6.4. Research Techniques
Situation Analysis
In the any Industry a thorough analysis of the situation is required
The situation analysis will evaluate and review the external and internal environment of
the business.
The external environment can be described in terms of macro-environmental factors that
broadly affect many industries, and micro-environmental factors closely related to the
specific situation of any business.
The situation analysis should include past, present, and future aspects. If the situation
analysis reveals gaps between what buyers and sellers want and what currently is offered
to them, there may be opportunities to introduce different products , different auctioning
methods to satisfy all parties.
The situation analysis should be a summary of problems and opportunities. The Business
owner should be able to match its own capabilities with the opportunities.
There are several frameworks that can be used to add structure to the situation analysis:
5 C Analysis :

The basis of this analysis is to look at responses of each of the following
factors:






Company
Customers
Competitors
Compliments

Business owner
Sellers and Buyers
Auction Houses,
Any other business selling the same items
Climate
Culture or environment in which
items maintain relevance in a changing environment

PEST Analysis – is analysis of the macro-environment

P

political factors
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E
S
T

economical factors
sociocultural factors
technological factors.

A PEST analysis can be used as the "climate" portion of the 5 C framework.
The following table shows the issue that can be analysed.
(insert subject for PEST analysis - Market, Business, Proposition, etc.)
POLITICAL FACTORS

ECONOMIC FACTORS














Ecological/environmental issues
Current legislation home market
Future legislation
European/international legislation
Regulatory bodies and processes
Government policies
Government term and change
Trading policies
Funding, grants and initiatives
Home market lobbying/pressure groups
International pressure groups
Wars and conflict
SOCIAL FACTORS














Home economy situation
Home economy trends
Overseas economies and trends
General taxation issues
Taxation specific to product/services
Seasonality/weather issues
Market and trade cycles
Specific industry factors
Market routes and distribution trends
Customer/end-user drivers
Interest and exchange rates
International trade/monetary issues
TECHNOLOGICAL FACTORS















Lifestyle trends
Demographics
Consumer attitudes and opinions
Media views
Law changes affecting social factors
Brand, company, technology image
Consumer buying patterns
Fashion and role models
Major events and influences
Buying access and trends
Ethnic/religious factors
Advertising and publicity
ethical issues















Competing technology development
Research funding
Associated/dependent technologies
Replacement technology/solutions
Maturity of technology
Manufacturing maturity and capacity
Information and communications
Consumer buying mechanisms/technology
Technology legislation
Innovation potential
Technology access, licensing, patents
Intellectual property issues
Global communications

SWOT Analysis
A SWOT analysis can be used to analyse:










problems in a business
possible opportunities
Situations related to decision-making
business strategy
marketing strategy
business process
a position and direction of business
a method of sales distribution
a product

Using a SWOT analysis is very simple, and can easily be used in a meeting situation.
SWOT analysis also works well in brainstorming and teambuilding sessions.
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How to use SWOT Analysis

Subject of SWOT analysis: (define the subject of the analysis here)

STRENGTHS

















Advantages of proposition?
Capabilities?
Competitive advantages?
USP's (unique selling points)?
Resources, Assets, People?
Experience, knowledge, data?
Financial reserves, likely returns?
Marketing - reach, distribution,
awareness?
Innovative aspects?
Location and geographical?
Price, value, quality?
Accreditations, qualifications,
certifications?
Processes, systems, IT,
communications?
Cultural, attitudinal, behavioural?
Management cover, succession?

WEAKNESSES

















Disadvantages of proposition?
Gaps in capabilities?
Lack of competitive strength?
Reputation, presence and reach?
Financials?
Own known vulnerabilities?
Timescales, deadlines and pressures?
Cash flow, start-up cash-drain?
Continuity, supply chain robustness?
Effects on core activities, distraction?
Reliability of data, plan predictability?
Morale, commitment, leadership?
Accreditations, etc?
Processes and systems, etc?
Management cover, succession?

OPPORTUNITIES

THREATS

The table below provides an overview of the types of methods used the purpose and the
advantages and challenges any research will have to deal with:
Method
Questionnaires,
surveys,
checklists

Overall Purpose

Advantages

When need to quickly  Can complete
and/or easily get lots
anonymously
of information from  Inexpensive to
people in a non
administer
threatening way
 Easy to compare and
analyze
 Administer to many
people
 Can get lots of data
 Many sample
questionnaires already

Challenges

 Might not get careful
feedback

 Wording can bias client's
responses

 Are impersonal
 In surveys, may need
sampling expert
 doesn't get full story
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exist
Interviews

Documentation
review

Observation

Focus groups

When want to fully
 Get full range and depth
understand someone's of information
impressions or
 Develops relationship
experiences, or learn
with client
more about their
 Can be flexible with
answers to
client
questionnaires
When want impression  Get comprehensive and
of how program
historical information
operates without
 Doesn't interrupt
interrupting the
program or client's
program; is from
routine in program
review of applications,  Information already
finances, memos,
exists
minutes, etc.
 Few biases about
information
To gather accurate
 View operations of a
information about how program as they are
a program actually
actually occurring
operates, particularly  Can adapt to events as
about processes
they occur

 Can take much time
 Can be hard to analyze
and compare
 Can be costly
 Interviewer can bias
client's responses

 Often takes much time
 Info may be incomplete
 Need to be quite clear
about what looking for
 Not flexible means to get
data; data restricted to
what already exists

 An be difficult to
interpret seen behaviours

 Can be complex to
categorize observations

 Can influence behaviours

of program participant
 Can be expensive
 Quickly and reliably get  Can be hard to analyze
Explore a topic in
responses
common impressions
depth through group
discussion, e.g., about  Can be efficient way to  Need good facilitator for
safety and closure
get much range and
reactions to an
depth of information in  Difficult to schedule 6-8
experience or
people together
short time
suggestion,
 Can convey key
understanding
common complaints,
information about
etc.; useful in
programs
evaluation and
marketing
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2.6.5. Categorising Information
Types of Data
Collecting data from a can be
time-consuming and
expensive. It is necessary to
have a plan and a systematic
collection method that get
maximum information at
minimum cost.

There are two types of data:

Primary Data

Primary data is collected by
Primary data is collected by
a variety of methods:
a variety of methods:
simple observation,
simple observation,
personal interview selfpersonal interview selfenumeration, check sheets,
enumeration, check sheets,
electronic data capture,
electronic data capture,
experiments simulated on
experiments simulated on
a computer, and controlled
a computer, and controlled
laboratory or field
laboratory or field
experiments.
experiments.

Secondary Data

Secondary data is collected
Secondary data is collected
by someone else and is
by someone else and is
available in published
available in published
sources. Quarterly profits
sources. Quarterly profits
published in the Finance
published in the Finance
Week are secondary data.
Week are secondary data.
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There are several criteria that one should use to evaluate secondary data.



Whether the data is useful in the research study.



How current the data is and whether it applies to time period of interest.



Errors and accuracy - whether the data is dependable and can be verified.



Presence of bias in the data.



Specifications and methodologies used, including data collection method, response
rate, quality and analysis of the data, sample size and sampling technique, and
questionnaire design.



Objective of the original data collection.



Nature of the data, including definition of variables, units of measure, categories
used, and relationships examined.

Primary Data
Often, secondary data must be
supplemented by primary data originated
specifically for the study at hand. Some
common types of primary data are:
o

demographic and socioeconomic
characteristics

o

psychological and lifestyle
characteristics

o

attitudes and opinions

o

awareness and knowledge - for
example, brand awareness

o

intentions - for example, purchase
intentions. While useful, intentions are
not a reliable indication of actual future
behaviour.

o

motivation - a person's motives are more stable than his/her behaviour, so motive is a
better predictor of future behaviour than is past behaviour.
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Organising Data

Classification of Information
7

Good internal classification has

three key objectives:
1.

To organize the document in
such a way that maximizes its
ability to communicate
knowledge.

2.

To allow the reader to quickly find specific parts of the document.

3.

To allow the reader to extract specific parts of various documents, and in so doing
create a new document.

Classification experts tend to focus on organizing complete documents, books, music and
other content. They classify for two reasons:
1.
2.

To organize the content so that it can be found quickly.
To place the content in context so that it becomes part of a cohesive body of
knowledge.

Here are some general rules of classification. They are useful whether you are classifying
your emails, your content on your computer, or the content on your website.
1.

Establish clear objectives. What do you want to use your email software for? Is it for
personal use, for business use, or for both? Your objectives will frame the type of
classifications you require.

2.

Design classification like it will be 'written in stone.' You don't want to be changing
your classification every six months. This will mean a lot of work and will create
confusion.

3.

Design for the total content environment. Don't just design for the content you have
today. Try to have a long-term perspective. This will result in a much more robust
classification.

4.

Be practical. Your classification should be lean and mean. Overdoing classification
can be as bad as not doing it at all.

5.

Avoid duplication. Creating two classifications that are essentially the same leads to
confusion.

7 Reference: Gerry McGovern
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6.

Test. You should do as much testing as possible. Get feedback, particularly where
you are creating a classification that you want other people to use.

7.

Take your time. Speed is the enemy of quality classification. Don't rush.
The following table is an example of Data Classification

Statistic type

Description

Count Statistic

Represents a running count of a given value.

Average Statistic

Represents a simple average. Keeps track of total, count, min, and
max. The average can be derived by total and count. (This type is Web
Sphere extension to J2EE Performance Data Framework)

Time Statistic

Same as Average Statistic, except that the unit of measure is
milliseconds or seconds.

Range Statistic

Represents a time-weighted average. Keeps track of current, low
water mark, high water mark, time-weight total, and integral.

Bounded Range
Statistic

Same as Range Statistic, with lower bound and upper bound.

2.6.6. Validating Information
A business strategy and research result
depends greatly on the validity of the
information obtained.
Review and find out as much as you can
the various sources and confirm your
findings with your support team, allies at
prospect's company and printed materials from your research.

about
the

Once you have found some information, you must decide if it answers your question?
 Does it "meet your information need?"
 Is the information valid?
 What type of source is it coming from, and
 Can you believe it?
In other words, you need to evaluate it.
Here are some guidelines
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Authority: Where did the information come from? Did it come from an authority in the
field? Is the publisher a reputable publisher?



Reliability: How reliable is this information source? Can you trust and believe it? Does the
information seem accurate and is it well documented?



Currency: How old is this information? Is there newer information available?



Scope: Is the information complete or is it just a summary of another work? What level is
the information? Who is the intended audience for the material?



Relevancy: Does the information source answer your questions? Does it "fill your
information need?"

Criteria to Evaluate Information

There is no one test which you may use to judge your information's value, but there are a
number of clues or criteria, you should use to base a judgment.
There are five basic criteria to consider.






Authority
Reliability
Currency
Completeness
Relevancy

Different Types of Data Validation
There are several types of data validation.
Double entry

This means that a different person keys the data a second time
so that it can be compared, then cleaned

Verification

This is where a different person keys the data a second time
but can choose whether to override the first person's data or
use the original

Batch data checking

Where the checks are specified in some way then run on a
batch of data - the output would be a report that allow the
user to correct data

Interactive data checking

Where the checks are specified in some way so that errors are
displayed interactively for correction
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Checking & fixing

Errors are reported, changes are made with some interface
and then the data is re-checked, usually automatically

2.6.7. Present Findings
Different Types of Reports
8

The table below provides you with a breakdown on the types of reports in business and
what should be in a report.
Meeting reports






Group/date/place
Chart of follow-up actions and persons
responsible by
date
Those present (those absent*)
Agenda items
Discussion of each agenda item
· Background
· Discussion
· Action plan
Next meeting and proposed agenda

Research reports









Progress reports
 Projects completed
· Final against plan (data)
· Learning to be shared
Projects in process
· Status against plan (data)
· Issues/concerns
Recommendations/implications

Executive summary
Purpose/problem
Background
Research methods: design/activities/
costs, etc.
Research findings/results
Implications of these results
Conclusions/recommendations
Appendices (data, graphs, tables, charts,
etc.)

Trip reports





Date of trip/destination
Purpose of the trip
Background
Details
· Who
· What
· Findings/results
· Implications
 Conclusions/recommendations
 Follow up
 Attachments

8 Reference: Contributed by Deane Gradous, Twin Cities consultant
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What Report Readers want in Research Reports
1.

Do I need to read your report? Does the title indicate a subject that is relevant to my
responsibilities? Is the title accurate and descriptive? Does your report look
interesting and readable?

2.

Give me a quick overview? Does your report have an executive summary so I can
decide whether or not I need to read the whole thing?

3.

Why did you undertake this research/activity? Fill me in on the context and the
background. Explain the relevance of your research/activity to our larger
organizational goals.

4.

What purposes or accomplishments did you aim for? What were the major
objectives and sub-objectives of your research/activity? What questions did you ask?

5.

What methods, processes, and procedures did you use? Because I and other may
need to make decisions on the basis of information in your report, I expect to see a
detailed description of what you did to obtain your results/findings. What obstacles
and surprises did you encounter in the process?

6.

What are your results/findings? I don't want to know everything you know about
your research/activity. I do want to know what you discovered/accomplished. I hope
you have included negative as well as positive results, so I and many others can learn
from your research/activity.

7.

How do you interpret your results/findings? Your facts are interesting and
important, but they also require some heavy thinking to interpret. Don't leave all of
the difficult, interpretive work to me. Give me tables, lists, charts, and/or graphs and
point out the patterns in the data. Turn the data info information.

8.

What are the implications of your results/findings? What do your results/findings
mean in terms of others' activities? Turn your information into knowledge. Go
beyond your interpretation to explain the significance of these results/findings. Do
also express the limitations of these results/findings.

9.

What follow-up research/activities do you recommend? Because you have studied
and explored the context, the background, and the results/findings in some detail, I
look to you to offer recommendations on related decisions and future
research/activities

Contents of a Research Report -- An Example
Ensure your research plan is documented so that you can regularly and efficiently carry out
your research activities. In your plan, record enough information so that someone outside
of the organization can understand what you're researching and how. For example,
consider the following format:
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1.
2.
3.
4.
5.

Title Page (name of the organization that is being, or has a product/service/program
that is being, researched; date)
Table of Contents
Executive Summary (one-page, concise overview of findings and recommendations)
Purpose of the Report (what type of research was conducted, what decisions are
being aided by the findings of the research , who is making the decision, etc.)
Background About Organization and Product/Service/Program that is being
researched
a.
Organization Description/History
b.
i.
ii.
iii.
iv.
v.

Product/Service/Program Description (that is being researched)
Problem Statement (in the case of nonprofits, description of the community
need that is being met by the product/service/program)
Overall Goal(s) of Product/Service/Program
Outcomes (or client/customer impacts) and Performance Measures (that can
be measured as indicators toward the outcomes)
Activities/Technologies of the Product/Service/Program (general description of
how the product/service/program is developed and delivered)
Staffing (description of the number of personnel and roles in the organization
that are relevant to developing and delivering the product/service/program)

6.

Overall Evaluation Goals (eg, what questions are being answered by the research)

7.

Methodology
a.
b.
c.
d.

Types of data/information that were collected
How data/information were collected (what instruments were used, etc.)
How data/information were analyzed
Limitations of the evaluation (eg, cautions about findings/conclusions and how
to use the findings/conclusions, etc.)

8.

Interpretations and Conclusions (from analysis of the data/information)

9.

Recommendations (regarding the decisions that must be made about the
product/service/program)

10.

Appendices: content of the appendices depends on the goals of the research report,
eg.:
a.
b.
c.
d.

Instruments used to collect data/information
Data, eg, in tabular format, etc.
Testimonials, comments made by users of the product/service/program
Case studies of users of the product/service/program
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2.6.8. How to Reference
WHAT IS REFERENCING?

Referencing is when you attribute the source of words, ideas and data you use to the
author(s) whose work you have read.
Referencing refers to other people’s work which you directly quote from and other
people’s work whose words you use less directly.

WHY IS IT IMPORTANT TO REFERENCE PROPERLY?

Many different sources are available to be used nowadays (books, journal articles, videos,
etc.). Authors whose work is not correctly referenced are more likely now than ever
before to bring legal action if they find out that their words have been used
improperly.





If you do not reference properly, you could be accused of intellectual theft.
Proper referencing encourages a good academic writing style.
Out of respect for other people.
Good referencing saves detailing in full the argument or information referred to.
This can save on the word count.
 People reading your work may wish to follow up, out of interest, references you
have used.
 You will be penalised if you do not reference properly.
WHAT IS PLAGIARISM?

Plagiarism is intellectual theft.
Plagiarism is when the words and ideas of another
author are used and the source is not
acknowledged.
Plagiarism most commonly happens when students
copy words (sentences or whole paragraphs)
and do not put them in quotation marks and do
not name the author and full reference.

EXAMPLE - HOW TO REFER TO SOMEONE ELSE’S WORK

The next few sections will illustrate how to refer to the following hypothetical original
text in different ways and which ensure that the source is correctly referenced.
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Repeat victimisation is both an effective crime prevention and crime reduction tool.
Crime prevention opportunities are evident because the location and timing of future
crimes can be predicted, by looking at the location and timing of past crimes. Crime
detection opportunities are evident because it is known that the same criminals may
return to a location which they have previously targeted (Jones, 2002, p.3).

WHAT IS THE CORRECT WAY TO QUOTE DIRECTLY?

Like this:
Repeat victimisation is a tool which can be used to predict crime. It has been suggested
that ‘Crime prevention opportunities are evident because the location and timing of
future crimes can be predicted, by looking at the location and timing of past crimes’
(Jones, 2002, p.3)*.
Or like this:
Repeat victimisation is a tool which can be used to predict crime. It has been suggested
that ‘Crime prevention opportunities are evident because the location and timing of
future crimes can be predicted, by looking at the location and timing of past crimes’
(Jones, 2002: 3)*.
* Both ways of referring to the page number are acceptable in any form of reference,
i.e. in all the examples in the rest of this Guide. Just be consistent. If you decide to use
the 2002, p.3 method, use throughout your piece of work. Similarly, if you decide to
use the 2002: 3 method, use it throughout.
location and timing of past crimes’ (Jones, 2002, p.3, emphasis added).

AN EXAMPLE OF PLAGIARISM

The following are examples of incorrect ways of using someone else’s words. The
problematic words have been underlined to show the reason why the format is
incorrect:
Like this:
Repeat victimisation is tool which can be used to predict crime. It has been suggested
that crime prevention opportunities are evident because the location and timing of
future crimes can be predicted, by looking at the location and timing of past crimes.
� The words which are underlined have been copied directly from the original source and
have neither been attributed to the author who first wrote them nor placed in single
quotation marks.

Or like this:
Jones (2002) states that repeat victimisation is tool which can be used to predict crime.
The author suggests that crime prevention opportunities are evident because the
location and timing of future crimes can be predicted, by looking at the location and
timing of past crimes.
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� Once again, the words which are underlined have been copied directly from the original
source and have not been placed in single quotation marks.

WHAT IS THE CORRECT WAY TO PARAPHRASE THE WORDS OF AN AUTHOR?

If you are not quoting directly (as shown above) you should avoid using the same
words as the original author and re-phrase using your own words and writing style.
You then need to reference the original source as follows:
www.internetjournalofcriminology.com © Shaw (2004) 5
Like this:
Research evidence has shown that repeat victimisation can be used as both a crime
prevention and crime detection tool (Jones, 2002, p.3).
WHAT IS THE CORRECT WAY TO REFER TO THE IDEAS OF AN AUTHOR?

Like this:
Evidence from research on repeat victimisation has shown that some criminals target
the same victim more than once (Jones, 2002).
If there are other authors whose work supports the same theme, their names and years of
publication should also be included, e.g. Evidence from research on repeat
victimisation has shown that some criminals target the same victim more than once
(Jones, 2002; Smith, 2000; Brown, 1998). The authors should appear in some order,
e.g. publication date order, authors in alphabetical order. Just be consistent throughout
the piece of work.

WHAT IS THE CORRECT WAY TO QUOTE WORDS FROM ONE AUTHOR WHICH ARE QUOTED
IN A DIFFERENT AUTHOR’S WORK (SECONDARY REFERENCING)?

Like this:
Repeat victimisation is a tool which can be used to predict crime. It has been suggested
that ‘Crime prevention opportunities are evident because the location and timing of
future crimes can be predicted, by looking at the location and timing of past crimes’
(Jones, 2002, p.3, cited in Brown, 2004, p.10).

WHAT IS THE CORRECT WAY TO WRITE A QUOTATION WITHIN A QUOTATION?

Like this:
From a repeat victimisation perspective it has been argued that ‘Crime prevention
opportunities can be increased by looking at where crime has previously been
concentrated and the “time course” of repeat victimisation’ (Jones, 2004, p.9).
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WHAT IS THE CORRECT WAY TO SET OUT A REFERENCE LIST?

� The References should include all the items you have referred to in the body of the
essay and entries should appear in alphabetical order, according to the author of the
publication. Do not separate different types of sources (e.g. books, videos) into
different lists.
� There should be a separate list (called a Bibliography) for items which you have read in
preparation for the essay but not used. In academic assignments, however, it is
advisable that you only use a reference list, as
www.internetjournalofcriminology.com © Shaw (2004) 6
all the sources you read should be selected because they are going to be directly useful in
writing an assignment.
� All references should follow the Harvard system.
� If the example above was from a BOOK, this is how the book should appear in the
reference list. Home Office publications and other reports should be written in the
same way:
Jones, M. (2002) Repeat Victimisation: Crime Prevention and Detection. London: Sage
� If the BOOK was authored by a number of authors, all the authors should appear in the
reference list:
Jones. M., Brown, K. and Smith, J. (2002) Repeat Victimisation: Crime Prevention and
Detection. London: Sage
You can use the following format in the body of the essay itself: Jones, M. et al (2002).
� If the example above was from a JOURNAL ARTICLE, this is how the journal article
should appear in the reference list:
Jones, M. (2002) ‘Repeat Victimisation: Crime Prevention and Detection’, British
Journal of Criminology, 20(1): 1-10
� If the example above was from a CHAPTER IN AN EDITED BOOK, this is how the chapter
should appear in the reference list:
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2.7. The Workplace and You
2.7.1. First Impressions lasting Impressions
Presenting yourself
First impressions are often the most lasting impressions, and
like it or not, sometimes without even knowing it, they often
rely on almost all of their senses – smell, sight, touch, hearing
- to form an assessment of a job candidate’s fit for a
particular role.
This means that when you go to the workplace you give a firm handshake, but not one that
says you’re trying to wrestle your interviewer to the floor.
Dress for the occasion it’s all about presenting your best self, but about presenting the best
part of yourself.
When we go about our daily work routines, we want to present ourselves professionally, but
we also want to be ourselves and be comfortable at work.
The presentation of you at work is a constant, never-ending journey that ultimately results in
the reputation you’re building and how you will be known and perceived by others. Your
reputation will be the lasting and most important commentary about you, your performance,
and how you present yourself.
Building a reputation at work is influenced by the way you treat others, in each of the little and
big one-on-one interactions you have everyday.
How we communicate with others is the presentation factor that will most influence the type
of reputation we build at work.
Our emails, phone conversations, and in-person interactions all speak to what kind of person
we are to work with, and tell our co-workers whether we’re understanding, trustworthy,
effective or competent.
So the next time you’re tempted to blast someone in an email because they’ve made an
inflammatory comment, when instead it would be better to address it firmly and calmly over
the phone or in person, ask yourself what kind of reputation you want to build.
How do you want to present yourself to the people you work with?
As a short-tempered person with a vindictive streak, or as an even-tempered professional who
knows how to address her frustrations with diplomacy and calm?
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Either way, your reputation is built, in part, on your responses to the frustrations that will
always be present in some form in your career. The challenge is determining how to manage
these frustrations, and at the same time present yourself in the best light.
A negative first impression is hard to undo, so take time to make sure your approach is the best
it can be. So here is how to:
Smile
A warm expression can make you appear approachable and friendly, which eases apprehension
during a first encounter.
A smile can be an effective icebreaker and should be used whenever you are introducing
yourself. Use a bright, teeth-showing smile without exaggeration. Your smile can be contagious
and may evoke a similar expression from the person you are meeting.
Eye Contact
Maintain eye contact when introducing yourself. Eye contact exudes confidence and also
indicates that you are being genuine. It's acceptable to look away for brief moments, but be
wary of appearing uninterested or preoccupied. While you do not want to stare at the other
person, maintaining four- to five-second periods of eye contact lets the other party know you
are interested in the conversation.
Handshake
Offer a firm handshake when introducing yourself. A limp or overly forceful handshake can be
off-putting and may distract the person from your better qualities. Extend your hand as you
introduce yourself and pump from your elbow rather than your entire arm. Allow the
handshake to last for two or three shakes, and then end it.
What to Say
Begin your introduction with a greeting such as, "Hi, it's nice to meet you," or "Hi, it's good to
see you." You can follow this by stating your first and last name.
For example, say, "Hi, it's nice to meet you. My name is Mark Smith." If the other person
introduced himself first, you can include his name in your greeting. For example, say, "Hi, John.
It's nice to meet you. My name is Mark Smith." You may also switch the placement of your
name and greeting if you prefer. In that case, your sentence would be similar to, "Hi, John. My
name is Mark Smith. It's good to see you."
When introducing yourself, you can include your work information or indicate how the two of
you will be related. For example, say, "Hi, John. My name is Mark Smith, and I'm the manager
of the sales department," or, "Hi, John. My name is Mark Smith, and I'll be working with you to
increase product sales over the next quarter."
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Time
Try not to dominate the conversation by spending an excessive amount of time talking about
yourself. Use between 30 and 60 seconds to introduce yourself and then allow the other party
to speak. Allow the dialogue to bounce between you and the other person so that you get to
learn about each other without feeling overshadowed. Show genuine interest in the other
person so that she will be more likely to keep the conversation flowing.
Source: Tips on Introducing Yourself Contributor By Marissa Willman, eHow Contributing Writer

How to dress for work

Here are some pointers for dressing for any type of work situation:
First and foremost, no matter what you wear, your clothes should be neat and clean.
Keep your shoes in good condition.
Your hair should be neatly styled.
For women: makeup should be subtle.
Nails should be clean and neat and of reasonable length.
Dress for the job you want. If you aspire to be a manager, dress like managers in
your company do.
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Rules for Casual Dress at Work

Although in theory most people love the idea of not having to wear a suit to work, they are
often confused by the casual dress policies some employers have instituted over the last few
years. Here are some simple rules:




Casual doesn't mean sloppy. Your clothing should still be neat and clean.
You can't go wrong with khakis and a sport shirt or a nice sweater.
If you are going to a meeting or making a presentation, professional attire may be in
order.

2.7.2. Participating in Workplace Activities
Here are different issues you need to
consider to make a good impression at
work.
Use Proper Office Etiquette
Using good manners will help you make a
good impression with your boss and also
your co-workers. Office etiquette includes
everything from the proper way to use
email to knowing when, where, and how
to use your cell phone while at work.
Know why you there and what to do
Face Up to Your Mistakes
When you make a mistake at work, which
everyone inevitably does at some point, face up to it. Don't ignore your error or place the
blame on others.
Take responsibility and come up with a solution to fix your mistake. Your boss may not be too
happy about it, but she will at least be impressed with your response.
Know When to Call in Sick to Work
Do you think coming to work when you are sick instead of staying at home will impress your
boss?
Reasonable bosses know that a sick employee not only isn't productive, he or she can spread
an illness around the office rendering everyone else unproductive. Call in sick when you need
to.
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Come Through in a Crisis
When the unexpected happens at work, which will make a better impression on the boss -- the
employer who wrings his hands and does nothing or the one who springs into action? Of
course it's the employee who deals with the crisis quickly and effectively.
Know What Topics to Avoid Discussing
Avoiding inappropriate topics may not help you make a good impression at work but it will
keep you from making a bad one. Subjects that do not make for good workplace conversation
include politics, religion, and health problems and other personal issues.
Manage Your Time Effectively
Your ability to complete projects in a timely manner will help you make a good impression on
your boss. You should demonstrate that you know how to manage your time effectively by
handing in projects when, or even before, your deadline.
Avoid Offending Your Co-Workers
Make a good impression or avoid making a bad one by not doing things that offend your coworkers. Always show respect towards your co-workers. The last thing a boss wants brought to
his attention is the uncivil actions of one of his employees.

Remember the Workplace is offering you an experience that is
very valuable.

Always respect that and enjoy your journey.

Learn as
much as you
can.

Good luck!
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