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ABSTRACT 

This dissertation paper deals with the development and limited implementation 

of a Strategic Plan for Carpentaria Community Services (CCS). CCS being a 

non profit, community service organisation based at Tiwi in Darwin's northern 

suburbs. 

The process associated with the development and implementation of the 

Strategic Plan, and the chosen components of the Plan, included: 

. The investigation and evaluation of the organisation and its current 

situation within the particular business/industry environment. 

. The development of a SWOT Analysis as a result of those investigations 

and evaluations. 

. The identification of the organisation's core responsibilities. 

. A review of relevant literature on the various component subjects. 

The rationale and methodology associated with the practical application 

of training programmes, database design, development and introduction, 

management of change and product identification. 

Staff and leadership surveys as a means of identifying management and 

leadership styles, training needs assessment and problems within the 

organisation. 

The development of a dedicated "Operator Manual" for CCS's database. 

As an addendum to the paper, the Dissertation Team has also included a 

booklet covering the development and dynamic interaction of the team 
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members throughout the duration of the study. This booklet is presented 

under a separate cover, but as an integral part of the Dissertation paper. A 

section of this booklet is dedicated to the personal action learnings of the 

Team members as a result of undertaking the MIM Course and this study in 

particular. 

The paper includes an overview of achieved outcomes, recommendations and 

conclusions. Significant among these topics are the achieved outcomes which 

have been developed and incorporated into the workplace as practical 

strategies for CCS. 

09/16/96 



Develop & Implement a Strategic Plan for CCS ri, 

ACKNOWLEDGEMENTS 

The Strategic Management Dissertation Team members wish to extend 

sincere thanks to all those people that have assisted us during the course of 

our studies and in particular the development, preparation and presentation of 

this paper. Special thanks to: 

Mr Rod Salzman Supervisor and Mentor 

Ms Sue Stanway Information Technology Specialist & Typing 

Mr Garry Russell Information Technology Specialist 

Mrs K Forster Typing and document compilation 

Ms K Gore Typing 

MrsCTurner Typing 

09/16/96 



Develop & Implement a Strategic Plan for CCS 10 

STUDENT DECLARATION 

We, the undersigned, hereby declare that the work included in this dissertation 

paper, entitled "Developing and implementing a Strategic Plan for CCS", to be 

original work and entirely of our own doing. The paper contains no material, 

part or whole, that has been previously submitted to any University for award, 

degree or diploma, nor does it contain any material previously published or 

written by other persons, other than where acknowledged and referenced 

within the text. 

SIGNED: 

Louise McKenna 

Gregory Dawkins 

Norman Cramp 

DATE: /c 

30/05/96 



Develop & Implement a Strategic Plan for CCS 11 

DISSERTATION PROPOSAL 

This is a group dissertation on the topic: 

"Develop and implement a Strategic Plan for CCS" 

Our Strategic Management course, presented by Rod Salzman, required a 

group analysis of a workplace environment requiring a strategic audit of the 

organisation. Our Team members chose CCS as an organisation suited to 

such an analysis, and due to serious, and valued, support from the Executive 

Director we have proposed to the Board of Management that our initial report 

be followed through more formally with the intent to assist in the actual 

implementation of a structured action plan of change into the organisation. 

The board has accepted our offer and understood that the process will be 

documented as a dissertation project. 

Greg Dawkins, Norm Cramp and Louise McKenna are the participants who will 

document the background to the project, a history of why CCS requires a 

Corporate Plan and the theoretical basis of strategic management playing a 

potentially important part of any organisation's development process. 

The current situation within the organisation under analysis will be outlined 

with detail on the current corporate structure and there will be emphasis given 

to the Human Resource Management (HRM) and interpersonal relations 

involved in establishing relationships between our team and the new Executive 

Director and his board. 

We will show how the long term process of evaluation and eventual 

implementation of the new strategic plan for CCS essentially revolves around 

not just the methodology and theory of Strategic Management Analysis but 

also the interpersonal relationships between the Proponents, the Executive 

Director and the Board Members such that the board have significant input 

into each of the suggested action plan objectives identified in the proposal. 
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In fact the current Executive Director sees our suggested Corporate Plan as a 

spring board of ideas which will be the basis for a concerted team building 

process of staff development as they analyse, and are given ownership over a 

period of time, of the new strategies for the development and survival of CCS. 

A most important part of the dissertation is to also follow through the corporate 

plan suggestions in close consultation with the Board such that agreed upon 

strategies are actually formally implemented in the workplace. Two 

important areas relating to a co-ordinated career path development plan for 

staff and computerisation of records are examples of such outcomes of the 

analysis already identified in our study. 
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DISSERTATION PROJECT OUTCOMES 

As a result of the development of the original Strategic Plan for CCS, refer 

Appendix 1, and the subsequent dissertation project undertaken by the Team, 

the following outcomes have been achieved within CCS. 

• Development and implementation of a Client Services Information System 

(database). 

• Development and production of an Information System Operators Manual 

specifically designed for CCS. This manual is now being utilised, with minor 

changes, by other organisations that are operating "Access" software and, 

as such, has become a market product. 

• Development and implementation of a staff training and development plan 

for CCS. 

• Establishment of a Business Plan development team (chaired by Marian 

Cox). 

• Employment of a Human Resource Manager. 

• Computer training for CCS staff on new computer software. 

• Introduction of "Planning Days" within CCS at which time staff members at 

various levels can have input to CCS's future plans. 

• Identification of CCS's "core responsibilities". 
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Introduction 

The identification, proposal, and later acceptance, of the dissertation project to 

develop a strategic plan for CCS (CCS), and to implement certain components 

of that plan, grew from the team's initial syndicate project in Lecturer Rod 

Salzman's Strategic Management Unit in 1995. It was also identified, at a very 

early stage, as being a project that would have a significant impact on CCS, 

given that the organisation had not previously developed a corporate, or 

strategic plan, had no mission statement to identify its "reason for being" and 

as such had not developed or implemented any forward planning programmes 

for clients, staff or the organisation per se. 

The team's work on the unit project rated highly in terms of academic 

development, and subsequent submission, as well as highlighting the 

shortcomings within CCS. From this beginning came the realisation of the 

potential to bring about not only an academic assessment of the situation 

within CCS and the forward planning requirements but a practical application 

of the theories, and processes, related to strategic management. 

The development of the original Strategic Plan for CCS included an External 

Factor Analysis Summary (EFAS) and Internal Factor Analysis Summary 

(IFAS), reproduced at Figures 5 and 6 (refer page 47) which in turn lead to the 

development of the Strengths, Weaknesses, Opportunities and Threats 

(SWOT) analysis. From the SWOT analysis the quadrants identifying the 

individual strategies dealing with Strengths and Opportunities (SO), Weakness 

and Opportunity (WO), Strengths and Threats (ST) and Weakness and 

Threats (WT) was developed as reproduced in Figure 1. 
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SO STRATEGIES WO STRATEGIES 

• Develop public awareness • Define career paths 
campaign • Restructure of career paths 

• Centralise fund-raising • Implement base entry level 
activities criteria 

• Employ Project/Publicity • Implement incremental 
Officer salary system tied to 

• Implement fee for service qualification/experience 
(user pays) • Access to existing training 

• Extend corporate base programmes (NTHS) 
• Focus on core services • Refocus on core services 
• Rationalise administration • Further develop multiskilling 

resources tied to wage incrementation 
Develop access to role 

I rotation system 
ST STRATEGIES WT STRATEGIES 

• Focus on core services • Identify and focus on core 
• Implement client focus services 

funding system • Implementation of 
• Additional submissions to Corporate Plan 

government on client focus • Ongoing monitoring and 
funding analysis evaluation of Corporate 

• Develop client database Plan 
system (STATS) • Ongoing Board of Directors 

• Implement client number support and endorsement 
threshold policy of Corporate Plan 

• Extend corporate base to • Out sourcing of non core 
incorporate like responsibilities 
organisations • Develop an asset 

• Develop client induction/ management plan 
information package (operational environment) 

• 'Networking' system to • Develop and implement 
support organisational long term staff development 
goals plan 

Figure 1 CCS SWOT Matrix 

Given the time, resources, and constraints facing the dissertation team, it was 

agreed that each member of the team would address selected and individual 

components of the various strategies with a view to further development and 

implementation. Such strategies would assist CCS Management to move 

toward full plan implementation and subsequent goals, and objective 

achievement. This decision was based on the realisation and acceptance that 

certain components of the overall strategic plan, and indeed the SWOT 

analysis were long-term initiatives that would require the introduction of the 

short term initiatives to better ensure success of the plan. 

With this rationale as a basis, the project team decided to approach the project 

with Greg Dawkins addressing the quadrant covering WO Strategies, Louise 

McKenna the WT Strategies and Norm Cramp the ST Strategies with team 
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members comparing the progress in these areas to the SO Strategies that 

CCS Executive Management would be addressing in the longer term. To 

expand further on that rationale, Greg Dawkins would work on the Human 

Resource aspect of the WT Strategies, via the compilation of a staff training 

and development plan, Louise McKenna on the identification of CCS's core 

responsibilities and product identification, while Norm Cramp would address 

the design, and implementation, of a client data base incorporating client cost 

focus and networking facilities. 

A review of the Leadership currently within CCS, as well as the concepts and 

models for the successful implementation of the Management of Change 

process, was also to be addressed by Norm. Such a review, and the 

consequent recommendations on the most applicable styles and model, was 

considered necessary as a part of the overall plan, given the importance of 

both leadership and the management of change within organisations. 

The focus of the team's individual project areas was to be the continual linking 

of those developments and outcomes to the SO Strategies. This would 

necessitate the revisiting of the components encapsulated in the SO 

Strategies on a regular basis in order to maintain the direction of the project 

and its development as well as to provide, through the evaluation process and 

consultation with CCS Executive Management, the milestones of achievement 

as the team moved forward. 

The following pages then, reflect the team's approach to the project as set, 

and agreed upon. The paper provides the direction and processes for CCS 

management (which we had previously developed and evaluated in our 

Strategic Management Unit, refer Appendix 1 for full process and details) to 

move the organisation from the Environmental Scanning position through to 

the Evaluation and Control position as a means of strategic development as 

personnel Hunger and Wheelen's (1994:56) Strategic Management Model 

reproduced in Figure 2. 
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Strategic Management Model 

Societal 
Environment 

Task 
Environment 

Structure 
Culture 

Resources 

Feedback 
Figure 2 - Hunger & Wheelen's Strategic Management Model 

In order to provide suitable background information to the situation within CCS 

at the time this project commenced it is necessary for the reader to understand 

that CCS as an organisation was "bogged down" at the Mission and Objective 

stage of the model. Through the development of the strategic plan and the 

implementation of those selected programmes, the team has assisted in 

moving CCS to the Programme section of the model. 

CCS has recognised that 

"The formulation of strategic goals is the first step in long 

term planning" (Shughart, Chappell & Cottle 1994:336) 

and has determined its objectives for the future which centre around being 

financially viable and hopefully financially independent. This is achievable if 

CCS takes a long term 3-5 year view and successfully head- hunts a human 

resource manager who is given clear direction on the re-focusing platforms 

that must drive the firm on into the year 2000. 
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Each of the eight strategic managerial goals identified in Peter Drucker's book 

The Practice of Management (1994:65-83) are equally applicable to CCS as 

they are to a conventional product priced and market selling firm. Through its 

new Strategic Corporate Plan driven by a supportive Board and competent 

Director, CCS has with its EFAS and IFAS matrix analysis, quarantined and 

prioritised strategies to strengthen the eight strategic managerial goals listed 

by Druker: 

market standing innovation 

productivity physical and financial resources 

profitability managerial performance & development 

public responsibility worker performance & attitude 

Standard management practice of addressing a whole range of goals through 

strategic analysis and planning does compliment and parallel a firms singular 

objective of maximising the value of the firm. In CCS's case, it delivers its 

services because the economic theorist singular approach requires a manager 

to address the whole gambit of interrelated decisions where: 

"A strategic plan supplies a useful framework for 

organising these decisions". (Shughart, Chappell & Cottle 

1994:337) 

The paper covers all aspects of the identification of CCS's products, clients 

and core responsibilities, the development of a staff training plan along with 

the design and implementation of a dedicated database and accompanying 

operator manual. Furthermore, the paper clearly identifies the dissertation 

project as being much more than an academic exercise. 

That is to say, the paper clearly articulates the rationale and methodology 

applied to the subject and the subsequent practical application of those areas 

covered into a real workplace environment. It also identifies the pitfalls and 
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potential failings of Strategic Planning and Management given the impact of 

the various internal, external and human factors. 
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Background Information 

CCS (previously known as the Northern Territory Spastics Association) is a 

non-profit, community organisation established in 1973 to provide services to 

children with multiple disabilities in the Top End of the Northern Territory. The 

organisation was established by parents of children with multiple disabilities 

and other interested persons, as an outcome of a series of public meetings, 

where it was agreed that specialist services were required. Initially the 

"major objective of the organisation was to support and where 

necessary supplement the work of government, and other 

voluntary agencies in the provision of facilities and services for 

disabled children" (CCS Management Committee Minutes 

1975). 

Discussions and a series of meetings with the Northern Territory Health 

Department and Education Department and voluntary agencies enabled the 

organisation to identify those areas of service delivery for which it would be 

responsible. The organisation would provide counselling and family support 

services to families who were experiencing the trauma and grief associated 

with having a child with a disability, physiotherapy and educational services for 

children up to the age of 4 years, and respite care for children during family 

emergencies. 

Following incorporation in 1973, the organisation was given observer status in 

the Miss Australia Quest. Essentially this meant that a fundraising branch was 

established with the Miss Australia Quest being one of the organisation's 

major fundraising activities. 

The Department of Lands and Housing provided the organisation with land in 

Tiwi on which facilities could be built. As an outcome of fundraising, private 

donations and a grant from the Department of Social Security, the organisation 

was able to commence building the premises in 1977. In March 1978 the 
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premises, known as the Harry Giese Centre, became operational. At this time 

the major source of income was through grants from the Health and Education 

Departments for salaries and equipment, with some additional monies raised 

through fundraising. The Centre initially employed a physiotherapist, nurse, 

speech therapist and social worker, who operated under the guidance of a 

paediatrician who was made available through the Health Department. The 

Centre also employed a General Manager and receptionist to take care of the 

administrative functions of the organisation. There were also numerous 

volunteers who fulfilled various functions such as fundraising, organising busy 

bees and making equipment for the service. 

The facilities and services were extended in 1979 to include two cottages 

which were used for a Day Care Facility and Accommodation Facility for 

families visiting from remote areas. Funding for the extension of facilities was 

provided from grants received from International Year of the Child Program. 

These services became operational in 1980. 

From 1980-1982 the organisation continued to grow and prosper both 

operationally and financially. Professional and support staff positions were 

increased at the Early Intervention Service, the number of creche staff was 

increased proportionally, and the numbers of clients requiring services 

continued to grow. There seemed to be an abundance of government funding 

for a variety of different projects that the organisation undertook and the 

fundraising ventures appeared to be quite prosperous. 

By early 1983 the organisation's financial situation appeared to take a turn for 

the worse. The Management Committee Minutes of May 1983, indicate that 

the organisation found itself with an operational deficit of $40,000. Although 

additional fundraising activities were arranged to meet this deficit, there was 

generally a lack of appreciation that this was the first indication that the 

organisation had financially overextended itself. The deficit continued to grow 

and it was necessary for the organisation to seek an overdraft from the bank to 

meet its operational expenses. The Committee of Management sought the 
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assistance of an Accountant who expressed some deep concern about the 

organisation's financial record system and the financial practices of the 

General Manager. A statement by the accountant, Mr X, encapsulates the 

situation at the time: 

"In view of the current financial situation and the methods 

used to ineffectively manage the accounts, I have requested 

the attendance of Mr Y to tonight's meeting. No doubt Mr Y will 

have much to say on the inherent problems, however, I would 

now, after having experienced difficulty in identifying any 

accounting material of value to the management of this 

Association, place my formal request before the Executive for 

an immediate audit of financial transactions" Business 

Manager's Report, CCS, Association Records 1983. 

Although the organisation attempted to manage its financial situation 

appropriately, there were a number of factors which impeded its attempts: 

mismanagement of finance, lack of financial experience amongst board 

members, the rapid increase in the size of the organisation and the 

fragmented development of services. By 1988 the organisation had debts 

amounting to $250,000 when in fact it had budgeted for savings of $181,000. 

The organisation was no longer in the position where it could avoid facing the 

financial difficulties it was experiencing as it was verging on the point of 

bankruptcy. On the basis of this the main funding bodies were approached 

and advised of the situation. 

A major investigation into the organisation's affairs was conducted by a task 

force convened for this purpose. The task force made a number of 

recommendations which resulted in substantial cuts to services and staffing. 

The organisation was advised to focus its activities in the Darwin area only and 

to continue to concentrate on intervention rather than assessment or 

diagnosis. The organisation's financial accounting systems were also found to 
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be inadequate and financial assistance was provided to establish a charter of 

accounts and a computerised financial system. Program budgeting was also 

implemented, which resulted in each of the program areas having greater 

financial accountability. The task force also recommended that the 

organisation develop a corporate plan and mission statement as a means of 

defining its responsibilities and key service areas. 

The Committee of Management was also forced to review the appointment of 

the CEO, who resigned before the completion of the Task Force Review. In 

late 1988 a new CEO was appointed who had come from private enterprise 

and had a considerable financial background. As the result of the 

concentrated efforts of this CEO the organisation was brought out of its 

financial quagmire and by 1990 was once again in a financially viable and 

responsible situation. The organisation's major services during this period 

were Early Intervention Services and Respite Care, which were provided to 

persons living in the Darwin/Palmerston area only. 

During 1990 the CEO made a recommendation to the Board to extend its 

services to include a fundraising department, which would be managed by an 

experienced fundraising manager. Until this time the fundraising functions of 

the organisation had been the responsibility of the CEO and the Board's 

fundraising committee. This proposal was accepted by the Board and the 

fundraising department came into operation. Initially this Department only 

employed a manager. However, eventually grew to a Department which 

employed three full time staff. The fundraising Department developed its own 

business plan and had a range of goals it would meet over a five year period. 

The major fundraising activities which were developed by the fundraising 

Department were the Walkabout and the Harley Davidson Lotteries. These 

events not only helped the organisation financially, but were also seen as fairly 

major annual events in Darwin, which were supported by a wide cross section 

of the community, and therefore assisted with the organisation's public profile. 

During this period the organisation was also approached by the 

Commonwealth Department of Health and Community Services and asked to 
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sponsor an employment and community access program for adults with 

severe disabilities. This was the beginning of the organisation's move into the 

area of adult service delivery, all services up until this point had been directed 

towards children and adolescents. 

The Early Intervention Service was marked by a fairly protracted industrial 

dispute during this period, which was precipitated by a disagreement between 

the Manager of the Service and the CEO as to an appropriate model of service 

delivery as well as access to resources. The ensuing industrial action saw a 

major walk out of all therapy staff and the resignation of the manager. 

At the end of 1991 the CEO resigned for personal reasons and a new CEO 

was appointed. The new CEO was characterised as an agent of change and 

was given the responsibility of seeing each of the services through the 

implementation of the Principles and Objectives of the Disability Services Act 

NT. This required that services be moved off the Tiwi site and relocated into 

the Community, this included the relocation of Administrative Support (Head 

Office) into rental accommodation in Darwin CBD. All services underwent 

review which resulted in substantial changes to services and organisational 

structure. Where there had previously been four divisions, two were created 

by amalgamating services. Managers became Directors and were given a far 

greater level of responsibility in both the Administration and Operation of 

Services. There were also substantial cuts in staffing which coincided with the 

introduction of the Disability Services Award (NT). The CEO took over the 

responsibility for running the Fundraising Division which resulted in the gradual 

reduction of fundraising activities and the eventual demise of this Division. A 

joint fundraising venture was attempted in 1994, with the Handicapped 

Persons Association. However, after 12 months operation this was deemed to 

be unsuccessful for both organisations and the business was dissolved. CCS 

continued to employ a staff member to run the Harley Davidson lotteries. 

However, the lack of volunteer support and inadequate resource allocation 

resulted in the termination of this project, as costs were not recovered on a 
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number of occasions. From 1995 until present CCS has not been involved in 

any organised fundraising activities. 

As part of the Corporate Planning process, the current CEO is interested in 

developing a Marketing Division within the organisation and has approached a 

number of persons in the community who have a background in marketing to 

form a marketing committee. This committee has been set the task of 

assisting CCS in developing a marketing strategy which will generate funds 

and thereby enable the organisation to have a degree of financial 

independence. 
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ORGA NISA TIONA L STRUCTURE A ND SER VICES IN 1995/96. 

CCS currently employs a total of 120 staff, the equivalent of 65 full time staff. 

Carpentaria services and supports some 200 clients with multiple disabilities. 

Adult Services and Children's Services operate from premises located in the 

suburb of Tiwi, which are owned by Carpentaria. The Administrative Support 

Services, or Head Office, operates from rented office space in the MLC 

Building, Mitchell Street, Darwin. Both Adult and Children's Services and 

Darriba Nurri (Aboriginal Community Options) pay rental to Carpentaria for 

accommodation. 

CCS is managed by a board consisting of eight members. (Refer 

Organisational Chart Figure 3.) The Board members have varied professional 

backgrounds and include an Accountant, Lawyer, Paediatrician, Psychologist, 

Teacher, Businessman, Secretary and Engineer. Many of the Board members 

are also parents of children or young adults with multiple disabilities who are 

current or past users of Carpentaria's services. 

CARPENTARIA COMMUNITY SERVICES - ORGANISATIONAL CHART 

Board of Management 

Executive Officer 

Support 
Services 

Early Client Administration 
Intervention I  Services I  & Finance 

I I I 
Lifestyle 
Options 

I  Isupported 
Accommodation 11 Personal Care & 

jHome Support 
I Respite 
Services 

Speech 
Therapy 

Occupational 
Therapy 

Music 
Therapy 

Psychology 

Figure 3 Organisational Chart 
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The Board meets monthly, and working committees such as the Finance 

Committee and Children's Services committee also meet monthly. Directors of 

Services are active members of working committees and usually have 

responsibility for following up and compiling reports on the committee's 

activities. Working committees report directly to the Board with 

recommendations which require Board approval before being actioned. 

The organisation employs a CEO who is responsible for all corporate matters, 

including negotiations with funding bodies. The CEO reports directly to the 

Board in relation to the organisation's activities including, service development 

and review, employment of senior staff, grievance issues, development and 

review of policy, funding and all industrial relations matters. The current CEO 

has been with the organisation for 9 months and can be described as a 

manager who has a systematic and visionary approach to organisational 

development. Although having worked in the disability field previous to his 

employment with CCS, this is his first experience in the area of multiple 

disability and children's services. His management experience was gained in 

larger and more complex organisations than Carpentaria where he had 

minimal involvement in direct service delivery issues. He also has substantial 

experience in the delivery of consultancy services having run his own 

successful consultancy firm for a number of years. During his nine months 

with the service, the CEO has overseen the development of an operational 

policy and practices document, the purchase and development of a private 

home for 4 women with multiple disabilities, the recruitment of an Adult 

Services Director, and has brought considerable funds into the organisation, 

from corporate sponsorship of one off projects. He is currently involved in the 

development of a Corporate Plan for CCS, part of which includes the 

establishment of a Marketing Committee. 

The Divisions within the organisation are Adult Services, Children's Services, 

Client Services and Administrative Services. All but Client Services is 

managed by a Service Director. The Adult Services Division is the largest 

09/16/96 



Develop & Implement a Strategic Plan for CCS 28 

Division within Carpentaria and is comprised of a number of service areas 

including, Attendant Care, Respite (Adult/Children), Supported 

Accommodation, Community Access, and Adult Day Leisure Program. (The 

Club). Each service area is supervised by a Program Co-ordinator, who 

reports to the Director of the service. The Children's Services Division within 

Carpentaria is an Early Intervention Centre and is a prof essionalised service. 

The Centre is run in co-operation with the Northern Territory Education 

Department whose Early Intervention Service staff are co-located at the Tiwi 

premises. The Early Intervention Centre has a centre based program Co-

ordinator who is one of the therapists. The Service Director is responsible for 

co-ordinating all other aspects of the service. The Administrative Division has 

responsibility for managing all financial affairs of the organisation and for 

providing administrative support services to the other Divisions. The 

Administrative Division also provides an administrative management service to 

other small non-profit organisations, for example, Mental Health Association, 

and charges a fee for this service. The service is managed by a Director who 

has a staff of three. The smallest Division within CCS is the Client Services 

Division which employs a Senior Co-ordinator to run the service. Client 

Services is responsible for ensuring that all services to clients are co-ordinated 

and it manages all referrals for services, except those for the Early 

Intervention Centre. The management of a service data base is also a major 

component of this Division. 

Funding for services comes mainly from the Northern Territory Health 

Department and the Commonwealth Department of Community Services and 

Health. Other sources of income include Territory Insurance Office for clients 

covered by Health and Medical Insurance, Fee for services which includes 

client and consultancy services, one-off grants from service clubs or corporate 

sponsors and monies raised from rents and administrative fees. The 

organisation had a total operational budget of $2.3 million for the 1995/96 

financial year. Carpentaria's 1994/95 Annual Report put operational expenses 

for that year as being $2.2m. 
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The organisation also has assets to the total of $3.2 million as of 31 March 

1996. These comprise of 2 hectares of land at Tiwi and 4 purpose built 

buildings on the site, a fleet of eight vehicles, office requisites and equipment, 

and investment and accrual accounts. The Adult and Children's Services 

Divisions are the only Divisions which receive government funding for 

programs. 

Head Office and Client Services are funded by charging each Division a fee 

for service as well as rental monies and through revenue raised outside the 

organisation. Applications for funding of Client Services through the 

Commonwealth and Northern Territory Government's have been unsuccessful 

to date. 

The organisation's corporate culture is based on its commitment to provide 

services responsive to the individual needs of families. This was the original 

intention of those families who were responsible for the conception of the 

organisation, and it continues to be a feature of all of the organisation's 

operations. From the time a client is referred to a service until the time they 

exit a service the needs of the whole family are considered. Families are also 

actively involved in program decision making and evaluation, as well as in 

corporate decision making through membership on the Board. 

Services are also provided in a variety of settings as requested by the family. 

This may include the family home, schools, community organisations and 

clubs. Most services are provided at no cost or at minimal cost to families. 

Services such as Respite Care are means tested, allowing for equitable 

access by all families irrespective of income. Provisions are also made for 

those families not in the position to pay for services. 

CCS does not have a high public profile within Darwin save within the context 

of referring agencies and other disability services. This is primarily an 

outcome of Carpentaria's inattention to the development of public promotions 

and community education strategies. Although Carpentaria does have a 
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service brochure, its distribution is limited and the brochure is dated. In 

1994/95 a budget allocation of $20,000 was identified for use in publicity. 

However, this sum was not spent. The primary reason given for this was the 

identified need to develop an organisational mission statement, values and 

core services which would then be used in any promotional materials. As this 

task had not yet commenced the organisation was unable to embark on any 

promotional activities. 

As of October 1995 the organisation commenced developing its Corporate 

Plan and it is anticipated that this plan will be the blue print for development 

over the next five years. Stakeholders have been actively involved in the 

development plan to date. Stakeholders are identified as families, service 

users, funding bodies, staff members and members of the Board. CCS is 

committed to innovation and development and its willingness to participate in 

this current study is certainly indicative of its progressiveness. 
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Identified Problem 

In disability services as in all other service organisations today, nothing is 

more predictable than that tomorrow will be different. Change is the central 

feature of current organisational life and successfully directing change is what 

management of change is mostly about. The reasons for this have to do with 

changes in both disability services, and in the wider political, social and 

economic environments. 

To succeed in this changing environment, members of boards, such as CCS, 

need to be innovative thinkers who can take in the 'big picture'. The board and 

management are required to have the capacity to anticipate and manage 

change in the areas of policy development, funding arrangements, 

organisational structure and management styles, the more so since these 

areas have become increasingly important in competing for funds in an 

economically constrained environment. 

Until recently CCS has moved along a development path which has been 

forged by circumstances and needs rather than one forged through 

management practices involving long range planning and development. During 

its entire period of operation CCS has not developed a strategic management 

plan or document, which articulates its core business and raison d'etre. 

Furthermore, there are no board or management documents which may be 

considered to be a future development plan, nor are there any records which 

reflect that such a plan may have been discussed in detail. This, however, is 

not atypical of the non-profit sector as noted by Wheelen and Hunger, 

"most non-profit organisations have not used strategic 

management because its concepts, techniques and 

prescriptions did not lend themselves to situations where 

sponsors, rather than the marketplace, determined revenue." 

(Wheelen and Hunger, p389, 1995) 
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This, however, is a path which CCS can no longer afford to take if it is to 

continue to operate and provide disability services into the 21st Century. 

In a climate of greater accountability and competitiveness for the public dollar, 

organisations such as CCS are being forced to take an approach to their 

business which increasingly resembles that of a commercial enterprise. No 

longer can the catch cry "We are a non-profit community organisation, 

interested in the welfare of others not dollars", suffice in an age where 

government services are being rationalised and where a greater level of 

service or the same level of service is required for a static dollar. 

In Australia, the 1990's has been a time when those non-profit organisations 

dependant on Government funding have been required to demonstrate a far 

greater level of accountability than has previously been required. No longer 

are Government funding bodies prepared to allocate funds unless they are 

assured that allocated funds are directly tied to client and service outcomes. 

The development of Service Agreements, which were implemented by the 

Northern Territory Government in 1990 are a direct indication of the push for 

non-profit, Government funded services to demonstrate their effectiveness 

and to clearly articulate the services they will provide, as well as the outcomes 

to be achieved. Future allocation of resources will depend upon adequate 

demonstration of positive outcomes for clients within the services, as well as 

the organisation's ability to develop services which reflect the principles and 

objectives, of the various pieces of legislation which govern the funding of 

such services eg. Northern Territory Disability Services Act, the 

Commonwealth Disability Services Act 1986 and the Anti-Discrimination and 

Equal Opportunities legislation both Commonwealth and Northern Territory. 

This paper is in part a demonstration of the commitment of the Board of CCS 

to the provision of services to people with disabilities within the Darwin area. 

The Board has recognised that in order to fulfil its commitment to people with 

disabilities it has to invest resources and time in strategically managing the 

organisation and its future direction. In 1995 the Board employed a CEO with 
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considerable experience in strategic management and organisational 

development. The CEO was set the task of developing an organisational 

business plan, which involved all stakeholders. The development of such a 

document and plan commenced after the initial project undertaken by the 

dissertation students. It is intended that a final document be produced by 

June 1996 and this document will be the blue print for planning the 

organisation's activities over the next 5 years. ( CCS Implementation Plan 

Appendix 2) 
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The Aim of the Project 

The aim of the project was multi-fold, in that the group set out to develop a 

strategic plan for CCS as a means of identifying the current position of the 

organisation in comparison with the strengths, weaknesses, opportunities and 

threats within the organisation's environment and those which may have an 

impact on the organisation's viability and progress. As well as developing the 

strategic plan, the overall aim was to implement certain components of the 

plan in order to illustrate the validation of Strategic Planning as an effective 

means of facilitating organisational change and development. 

The development of the strategic plan would also demonstrate the necessity 

for such a plan as a "blueprint" for the future direction, and operational goals, 

of the organisation. The plan documents the potential impact at both the 

operational and interpersonal level within the organisation as well as providing 

guidelines for the management of the necessary change. 

Another aim of the project was to provide CCS with the most appropriate 

strategic plan process suitable to a non-profit human services organisation 

based upon academic research. The objective was also to provide the 

organisation with the mechanism for identifying staff training and development 

needs, the development of a client cost focused data base, a long term 

financial plan and future development needs. 

As an academic exercise, the aim was to not only develop the plan but to 

challenge the argument for and against strategic planning, by assessing 

various models and implementation styles and presenting that argument in 

order to better understand the fundamental philosophy of strategic planning, 

its merits and demerits. 

In tandem with the above processes was the studied aim to also evaluate the 

human relations environment which developed between the dissertation team 

members themselves and also with the various staff of CCS in recognition of 

the vital role that interpersonal relationships and group dynamics play in a 
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project involving a wide range of people with differing views and organisational 

status. 
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Anticipated Outcomes 

The NTU team undertakes to: 

• Establish an agreement with CCS such that the NTU team can formally 

assist in the strategic development and implementation of proposals for 

appropriate change strategies within CCS. 

• Develop strategies incorporating fundamental principles of effective 

communication and HRM strategy, which ensure that all staff are involved in 

the process of change and have ownership of the method and outcomes. 

• Suggest strategies that are supported by the director of the board such that 

they will be implemented and supported by management within a 

reasonable time frame. 

• Ensure the Strategic Plan as developed by the NTU group for CCS will act 

as a springboard of discussion and comment by CCS staff and 

management resulting in ongoing refinement of the Plan. 

• Implement for CCS a strategic choice of a range of practical segments of 

the whole plan which may be successfully put into place within an 

organisation given full support from management and total co-operation 

from staff. 

• Establish that CCS will work through a planned process which is 

management driven to: 

enhance a culture of trust, openness and commitment 

=> develop distinctive problem solving skills for all staff 

=> have the strategies owned by all staff within CCS 

sustain an appropriate reward system related to the new job 

• Ensure that the four major implementation projects will result in: 
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=:> a comprehensive personalised Training Plan programme 

=> computerised information system related to Client Data and Cost 
Analysis 

product identification of what core business CCS is about 

=> applied organisational leadership strategies 

• Demonstrate to NTU management that Strategic Planning can be more 

than just a theoretical exercise when carefully planned for implementation. 

• Develop prime evidence of four major projects that the "team" is supporting 
CCS to successfully implement. 

• Fully document our activity within the organisation (CCS) during group 
meetings, individual discussion, staff meetings, formal instruction and use 
of other professional experts within training, computing and organisational 

analysis. 
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ORGANISATIONAL LEADERSHIP & MANAGEMENT OF 

CHANGE 

Literary Review - Organisationa! Leadership 

The development of a strategic plan for an organisation is often the least 

difficult part of the overall strategy. That is to say, the development 

component is more an academic exercise in planning and environmental 

assessment that shows the way to a more viable, productive and profitable 

future than that currently being achieved within the organisation. Arguably the 

most difficult component is the implementation of the plan and the 

management of change within the organisation, both of which require deft 

leadership and leadership skills. 

Recognised authorities on the subject, such as Blanchard et. al., Tramel and 

Reynolds and later Dunphy and Stace, for example, list the various type of 

leadership styles, and associated skills. Such styles and skills are discussed 

in more detail further into this paper. 

In order to identify the capacity, or shortfalls, within the organisation to 

facilitate the plan's successful implementation, it is first necessary to assess 

the make up of the Board through a process of leadership style analysis. 

However, the first step in the analysis of the leadership, and leadership styles, 

within any organisation, including CCS, is to analyse the meaning of 

leadership and leadership styles. 

What is leadership? What is an effective leader? Are there varying leadership 

styles? If so, what are they, and how are they applicable to the management 

of people and organisations. 

The general consensus on leadership, and leadership styles, is that a variety 

of styles exist and that effective and skilled leaders often move from one style 
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to another dependant upon the situation, the employee, or client, or the 

desired outcome. The four leadership styles recognised by Blanchard et. al. 

(1985:30) are Directive, Coaching, Supportive and Delegative, while Tramel 

and Reynolds (1981:51) recognise only three types, being Tight Control, Team 

Approach and Free Rein. Dunphy and Stace (1992:77) on the other hand 

identify four different types of change leadership being, Collaborative, 

Consultative, Directive and Coercive. 

Blanchard et. al.'s chart, reproduced at Figure 4, gives an indication as to how 

leaders can move through the different styles and how the styles can blend 

and often overlap. 

In assessing the differences of the various styles, Dunphy and Stace 

(1992:77) are of the opinion that: 

"Collaborative involves employees having significant formal 

or informal power to influence both the goals and means of 

change". 

For example, a service provision industry may have a standards section where 

skilled and experienced professionals and/or technical employees may be 

involved in deciding what products are to be produced, how they should be 

utilised in the systems and so on. In the operational areas, the decisions are 

more in line with actually installing, operating and maintaining the products or 

equipment. Such decisions generally being made centrally by supervisors 

and foreman. 

Of the consultative style, Dunphy and Stace report: 

"Consultative places power more firmly in the hands of 

managers, but involves managers consulting widely among 

employees and being open to influence from employees about 

how change is effected" 
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An example of this style is the manager that conducts regular section, or 

branch, meetings with employees to canvas opinion and provide feedback on 

current situation or difficulties that may be expected to require change within 

the foreseeable future. 

Of the non participative leadership styles Dunphy and Stace argue that: 

"Directive leadership involves the use of legitimate authority to 

bring about organisational change" 

Organisations such as mining and construction companies, for example, often 

utilise this type of change leadership due to the ever changing environment in 

which they operate. 

Of the last style covered by Dunphy and Stace we see that: 

"Coercive leadership involves the use of explicit, or implicit 

force between managers and employees and an autocratic 

process of decision-making by management, or other key 

stakeholders." 

Examples of this leadership style are frequently reported in the media 

following companies dismissing staff, or introducing large scale restructuring, 

at very short notice and without any process of discussion or negotiation with 

stakeholders and recipients. 

Given the above definitions and examples, effective leadership then could be 

best described as the appropriate behaviour leaders, or managers, adopt in 

certain situations to achieve certain outcomes. Blanchard et. al. (1985:46) 

support this view on leadership style when they state: 
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"Leadership style is how you behave when you are trying to 

influence the performance of someone else. Leadership style 

is a combination of directive and supportive behaviour." 

The model chart (Blanchard 1985:68) reproduced in Figure 4 supports the 

view that leaders, and managers, move through certain styles at various times 

to achieve certain outcomes. 

SITUATIONAL LEADERSHIP II 

THE FOUR LEADERSHIP STYLES 
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Figure 4 Situational Leadership 

If it is agreed that leadership is a behavioural manner adopted by individuals to 

influence others, then what constitutes an effective leader? What makes them 

"effective"? The general view of effectiveness, or effective individuals, is that, 

or one, which accomplishes things, has an impact upon things or brings things 

into operation. An effective leader could be described as a goal setter, a 

motivator, a catalyst to mention but a few. 

On the question of what constitutes an effective leader, Tramel and Reynolds 

(1981:75) are of the opinion that: 

(High) 

09/16/96 



Develop & Implement a Strategic Plan for CCS 42 

"The effective leader is one who is insightful and has empathy 

for both the follower, and the situation, and chooses the 

leadership style for each employee, in each situation, that will 

most likely have the desired results" 

while Gibb, (1986:124) is of the opinion that: 

"the most effective leader is the one who acts as the catalyst, 

a consultant, and a resource to the group. His (sic) job is to 

help the group to grow, to emerge and to become free" 

Modern psychology presents the view that a leader, in order to be effective, 

must not only focus on the "business" environment in which the organisation 

operates, they should also be mindful of the human resource aspects, the 

people issues, of the need for change and the implementation thereof. 

Dunphy and Stace (1992:179) support this view when they suggest industry 

should: 

"look beyond the current practices in HRM to consider how 

HRM could make its fullest potential contribution to the 

strategic repositioning of enterprises. In doing this we are not 

only responding to current trends but also creating a vision of 

a more significant role for HRM than is currently being 

demonstrated in any single organisation" 

Leadership then, and effective leader's personal attributes, are essential to the 

productivity, viability and longevity of any organisation. Different leaders 

have, or choose, different styles of management to not only suit the particular 

circumstance but also the style that is natural to their personality. For 

instance, Fielder (1988:84) holds a view that there are various leadership 

models such as his Contingency Model of which he states: 
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"this theory postulates two main types of personality attributes 

to leadership performance. These attributes are the primary 

motivation to accomplish tasks or the motivation to develop 

and maintain close relations with others" 

and that 

"task motivation leaders perform best in situations of very high 

or relatively low control; relationship motivated leaders perform 

best in situations of moderate control". 

There are, of course, other change models such as Dunphy and 

Stace's Situational Model. Of this model and its area of application they 

state: 

"Turbulent times create varied circumstances and demand 

different responses according to the needs of the situation. 

What is appropriate for one organisation may not be 

appropriate for another. So we need a model of change 

which is essentially a situational, or contingency, model". 

The literature researched, whilst indicating several types of leadership style 

exist, and are often interwoven in the desire to achieve the required outcomes, 

it is generally accepted, and agreed, that no one particular style is correct or 

incorrect - right or wrong. What the research literature does support, is that it 

is the situation and the need for change that will dictate the leadership style 

required to bring about that change. Also that the leaders need to be aware 

of the impact of the change on the recipients and the work environment and 

lead accordingly if the best results are to be achieved with a minimum of 

disruption and objection. 
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The findings from the research into leadership styles and suitable applications, 

and the potential impact of those styles on CCS is evaluated and reported 

upon in the following "Rationale", section of this paper. 
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Literary Review - The Management of Change 

It is widely accepted that change within organisations is ongoing, if not 

constant, and very few managers, or stakeholders, would not have 

experienced change. As Kanter et. al. (1992:9) report: 

"There can be very few managers today who haven'l 

somewhere been exposed to Heraclitus's famous dictum: 

Nothing endures but change". 

What is of greatest importance to organisations, managers and change 

recipients, is how radical the changes are to be and how the programme is 

managed. 

With respect to change within an organisation, and the management of it, 

Dunphy and Stace (1991:65) raise two important issues when they question: 

"How radically must the organisation change to survive and 

seize the opportunities that will provide it with the critical 

competitive advantage?" 

and 

"What kind of leadership is needed to manage the transition?" 

Along with the views of the various leadership requirements, and 

considerations, goes the need to understand, as well as the ability to assess, 

the forces driving the change. Why is the change necessary, what effect will 

no change have on the organisation, if change is implemented, how broad and 

far reaching should the change be, and to what effect should the change be 

expected to have in terms of the recipients and the organisational 

environment? 
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Various views have been articulated over the years regarding the forces of 

change and obviously the forces, or the need for change, could be endless. 

Lovelock (1992:2) for example is of the opinion that: 

"Many factors underlie the ongoing transformation of service 

management, and service provision, that is taking place in 

both developed and developing nations. They include, 

changes in both government regulations and professional 

standards, privatisation, technological innovation, the growth 

of franchising and the pressure on public and nonprofit 

organisations to act in a more businesslike manner". 

Strebel (1992:86), on the other hand, refers to three separate forces of 

change. Those forces being: 

"1. Establishing the trends in socio-political, economic 

technological and competitive environments. 

Use the basic cyclic pattern to identify limits 

Assess the timing of the next turning point" 

In the case of CCS all three aspects of Strebel's model have been explored, 

and developed, as is evidenced in the External and Internal Factor Analysis 

component of the strategic plan presented in Figures 5 and 6. The EFAS and 

IFAS provide a means whereby organisations can identify alternative ways to 

utilise, and capitalise on, its specific strengths to create greater opportunities, 

as well as turning threats and weaknesses into strengths and opportunities. 
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EXTERNAL STRATEGIC FACTOR ANALYSIS (EFAS) 

EXTERNAL STRATEGIC FACTOR WEIGHT RATING WEIGHTED COMMENT 
SCORE  

OPPORTUNITIES 
Raise funds .1 4 .4 

Raise Public Prof ite .05 3 .15 

Focus on Core Responsibility .5 5 2.5 

Increase Community Support .05 3 .15 

Increase Government Support .05 4 .20 

Improve Efficiency & Effectiveness .1 4 .4 

Become Industry Leader/Best Practice .1 3 .3 

Extend Corporate Base .5 3 .15 

1.00 4.25 TOTAL 

THREATS 
Lack of Guaranteed Funding .5 5 2.5 

Demand V Resources .1 5 .5 

Stakeholder Expectations .1 3 .3 

Political Pressure .025 3 .075 

Competition .025 2 .05 

Technological Expertise .05 2 .1 

Age of Population .05 3 .15 

Lack of Long Term Demographic Information .1 4 .4 

Societal View of Disability .05 3 15 

1.0 TOTAL  33  

Figure 5 ccs EFAS 

INTERNAL STRATEGIC FACTOR ANALYSIS (IFAS) 

INTERNAL STRATEGIC FACTOR WEIGH RATING WEIGHTED COMMENT 
T  SCORE  

STRENGTHS 

Defined Roles of Responsibility .125 3 .75 

Organisational Commitment .5 5 2.5 

Commitment to Corporate Plan .75 3 .225 

Organisational Structure .05 3 .15 

Quality of Service .1 4 .4 

Multiskilling .05 4 .2 

Small Personaliued .1 3 .3 

TOTAL 1.00 4.1 

WEAKNESSES 

Career Path & Training .2 4 .8 

Staff Induction .05 3 .15 

Replacemenl Staffing .05 3 .15 

Size V Function .2 4 .8 

Potential Excessive Staff Turnover .025 4 .1 

Residential Body of Knowledge .025 3 .075 

Operational Environment .1 4 .4 

Access to Resources .3 5 1.5 

Multiskilling .05 3 .15 

1.0 TOTAL 3.8  

Figure 6 ccs IFAS 
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The rationale behind the IFAS and EFAS is to identify those areas of most 

significant importance to the organisation's operation, to allocate those 

areas/items with a weighting in terms of their importance, such a rating being 

in a percentage of an overall weighting of one (1.00). Also, a priority rating 

ranging from one to five, with one (1) being the least important and five (5) 

being of most importance is allocated. These ratings are then multiplied to 

provide an overall assessment of the situation and to assist in developing the 

strategic priorities. 

From the IFAS and EFAS information a Strategic Factor Analysis Summary 

(SFAS) is developed, the CCS model of which is reproduced in Figure 7. This 

matrix provides the manager with the relevant and up to date information that 

is required to set priorities and manage strategically. As Hunger and 

Wheelen (1995:173) report: 

"This method lends itself to brainstorming to create alternative 

strategies that management might not otherwise consider. It 

forces strategic managers to create both growth and 

retrenchment strategies". 

The outcome of this analysis was to clearly identify the need for change in 

areas such as: 

• Human Resources, in terms of staff development and training 

• an identification of, and return to, core responsibilities 

• product identification and marketing 

• developing the organisation's profile 

• the requirement for further developing of the existing information systems 

• and career pathing 

to mention but a few. 
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INTERNAL 

FACTORS 

(IFAS) 

EXTERNAL 

FACTORS \ . 
\ 

(EFAS) \• 
OPPORTUNITIES (0) 

• Raise funds 
• Raise public profile 
• Focus on core 

responsibilities 
• Community support 
• Increase government 

support and awareness of 
services and roles 

• Improve efficiency and 
effectiveness 

• Industry leader/Best 
practises 

• Extend corporate base 

THREATS (T) 

• Guaranteed funding and 
lack of external funding • 
sources (ie non- 
government) 

• Demand V Resources 
• Stakeholders expectations 

and influence . 
• Political pressure 
• Competition from other 

agencies 
• Maintaining Technological 

expertise 
• Age of population 
• Lack of long term • 

demographic information 
• Societal view of disability . 

STRENGTHS (S) 

Clearly defined roles and 
responsibilities of staff 
Organisational 
commitment 
Board 
CEO 
Staff 
Development of and 
commitment to Corporate 
Plan 
Organisational structure 
Quality service provision 

SO STRATEGIES 

Develop public awareness 
campaign 
Centralise fund-raising 
activities 
Employ Project/Publicity 
Officer 
Implement fee for service 
(user pays) 
Extend corporate base 
Focus on core services 
Rationalise administration 
resources 

ST STRATEGIES 

Focus on core services 
Implement client focus 
funding system 
Additional submissions to 
government on client focus 
funding analysis 
Develop client database 
system (STATS) 
Implement client number 
threshold policy 
Extend corporate base to 
incorporate like 
organisations 
Develop client induction/ 
information package 
"Networking" system to 
support organisational 
goals 

WEAKNESSES (W) 

• Career path and training 
• Staff induction and training 

courses 
• Replacement staffing 
• Organisation size V 

Function 
• Potentially excessive staff 

turnover 
• Residential body of 

knowledge with some 
individuals 

• Operational environment 
• Access to resources 

WO STRATEGIES 

Define career paths 
Restructure of career paths 
Implement base entry level 
criteria 
Implement incremental 
salary system tied to 
qualification/experience 
Access to existing training 
programmes (NTHS) 
Refocus on core services 
Further develop multiskilling 
tied to wage incrementation 
Develop access to role 
rotation system 

WT STRATEGIES 

Identify and focus on core 
services 
Implementation of 
Corporate Plan 
Ongoing monitoring and 
evaluation of Corporate 
Plan 
Ongoing Board of Directors 
support and endorsement 
of Corporate Plan 
Out sourcing of non core 
responsibilities 
Develop an asset 
management plan 
(operational environment) 
Develop and implement 
long term staff development 
plan 

Figure 7 CCS SFAS 

The literature utilised to research the management of change supports the 

view that the rationale should first be to establish the need for change, the 

severity and impact of change required to rectify the current situation, and 

equally the impact of no change taking place, the need to assess the current 

and short term positioning of the organisation and to determine the pace with 

which the change should take place. The actual management of that change 
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will then be dependent in many respects on the leadership type and skills 

within the organisation, the acceptance of the change, the short term results 

achieved as well as the flexibility of the plan to mention but a few. 

As is the case with the various leadership styles and applications, the impact 

of the management, or mismanagement, of the implementation of the change 

process at CCS will have a significant impact on the organisation per Se, the 

successful long term introduction of change and the achievement of stated 

outcomes. 

The implications for CCS, and the success of the change processes are 

detailed more fully in the following "Rationale", section of this paper. 
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Rationale - Leadership Style and Change Management 

Organisational Leadership & Management of Change 

Leadership Style to Manage the Process of Change Within CCS 

The purpose of this section of the paper is to clearly demonstrate that the 

leadership style within organisations, and that which is directly responsible for 

planning and implementing change, has a significant impact, potentially both 

positive and negative, in the ultimate outcomes. The section is also designed 

to demonstrate that the leadership role is an intrinsic part of strategic planning 

and plan implementation and as such is interwoven with, and has a vital role to 

play throughout, the entire strategic management process. 

For example, the four strategy quadrants of the EFAS and lFAS reproduced in 

Figure 8, include those particular programmes that were chosen for 

development and implementation by the dissertation team. 
SO STRATEGIES WO STRATEGIES 

• Develop public awareness • Define career paths 
campaign • Restructure of career paths 

• Centralise fund-raising • Implement base entry level 
activities criteria 

• Employ Project/Publicity • Implement incremental 
Officer salary system tied to 

• Implement fee for service qualification/experience 
(user pays) • Access to existing training 

• Extend corporate base programmes (NTHS) 
• Focus on core services • Refocus on core services 
• Rationalise administration • Further develop multiskilling 

resources tied to wage incrementation 
Develop access to role 
rotation system 

ST STRATEGIES WT STRATEGIES 

• Focus on core services • Identify and focus on core 
• Implement client focus services 

funding system • Implementation of 
• Additional submissions to Corporate Plan 

government on client focus • Ongoing monitoring and 
funding analysis evaluation of Corporate 

• Develop client database Plan 
system (STATS) • Ongoing Board of Directors 

• Implement client number support and endorsement 
threshold policy of Corporate Plan 

• Extend corporate base to • Out sourcing of non core 
incorporate like responsibilities 
organisations • Develop an asset 

• Develop client induction/ management plan 
information package (operational environment) 

• "Networking" system to • Develop and implement 
support organisational long term staff development 
cioals I plan 

Figure 8 CCS SWOT 
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In order to more effectively assess the potential for successful implementation 

of those programmes it is first necessary to determine if the leadership style, 

and skills, are currently resident within the organisation. This consideration is 

based on the acceptance of the concept that all successful campaigns, or 

programmes of change, are the result of good, sound, and often visionary, 

leadership. 

Given an understanding of the different types of leadership style and 

leadership skills, and the various change models, it is possible to analyse the 

decision making style/s of the CCS Board members and Directors which then 

provides an insight to the relationship, and interaction, between the Board of 

Directors, the Executive Director, Directors, line management and 

stakeholders. From that analysis it has become possible to identify the types 

of management currently in place at CCS and the need for managers to 

recognise their strengths and weaknesses, with respect to the manner in 

which they naturally manage change and (if necessary) the need to educate 

the work group, or "team" on the range of required situational managerial 

styles in order to better facilitate the management of change within the 

organisation and to provide the vision, direction and motivation that the 

organisation will need for its long term development. 

The project and dissertation team have implemented such an analysis of the 

decision making styles of the members of the Board and Directors of CCS, 

and Executive Management staff as an identifiable outcome of the submitted 

strategic plan. The analysis provides an insight as to the theoretical type of 

Board currently at CCS, that is, in a comparison of the Phantom type to the 

Catalyst type of board as per Wheelen and Hunger's chart (1994:28). 

Wheelen et. al's. view of those particular boards being: 

"Phantom - Never knows what to do, if anything; no degree of 

involvement. 
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Catalyst - Takes the leading role in establishing and modifying 

the mission, objectives, strategy and policies. It has a very 

active strategic committee". 

What type of board does CCS currently have? By utilising the assessment 

previously mentioned, and referring to Rowe et. al's. (1992:271) Cognitive 

Decision Style Model (reproduced in Figure 9) it appears the Board and 

Executive Management lean toward a Catalyst type. Given the task ahead it 

would be hoped the organisation will continue to be directed by a Board, if not 

totally Catalystic, then one at least predominantly that way inclined. 

Left hemisphere Right hemisphere 
(logical) (relational) 

Analytic Conceptual 

Enjoys problem solving Is achievement-oriented 
Wants best answer Has a broad outlook 

Wants control Is creative 
Uses considerable data Wants independence 

Enjoys variety Is humanistic/artistic 
Is innovative Initiates new ideas 

Uses careful analysis Is future-oriented 

Directive Behavioural 

Expects results Is supportive 
Is aggressive Uses persuasion 
Acts rapidly Needs affiliation 
Uses rules Is empathetic 

Needs power/status Communicates easily 
Uses intuition Prefers meetings 

Is verbal Uses limited data 

Task/technical People/organisational 

High 
(ambiguity 
tolerated) 

Cognitive 
complexity 

Low 
(structure 
needed) 

Thinking 
(ideas) Leader 

Proactive 
(change) 

Action Manager 
(doing) 

Reactive 
(maintenance) 

Figure 9 Expanded cognitive decision style model 

This assessment allows us to better evaluate the activity type of the current 

Board and Executive and the amount of input/control it has in the managerial 

dealings of CCS. As Wheelen et. al. state (1994:28): 

"As types, boards range from phantom boards with no real 

involvement to catalyst boards with a high degree of 

involvement". 
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Given the role of a board is generally perceived to be one of monitor, control 

and direct, or as Wheelen et. al. (1994:26) put it: 

1. Setting corporate strategy, overall direction, mission and 

vision 

Succession-hiring and firing CEO and top management 

Controlling, monitoring, or supervising top management 

Reviewing and approving the use of resources 

Caring for shareholder interest" 

the analysis provides further assessment of whether the current board is 

suitably equipped to execute the role and responsibility of the change process 

required. 

Based upon the research, and the indicators as discussed in this section of 

the paper, the leadership for the implementation and management of the 

change process within CCS would need to be of the collaborative and 

consultative nature. The rationale being that the organisation has the time to 

develop the necessary strategies, discuss the imperatives of change with the 

recipients, plan the implementation by way of consultation with all 

stakeholders and implement the change process gradually with staff support in 

order to avoid disruption and opposition to the programme. 
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Rationale - Implementation and Management of Change 

Implementation and the Management of Change Within CCS 

Having identified the need for change by utilising the analytical approach of 

environmental scanning, the need then arises to address the issue of 

managing the change in order to ensure, as far as possible, the desired 

outcomes are achieved. The management of change is not only concerned 

with the organisation and its environment, it encompasses other issues such 

as human resource matters, funding and budgeting to facilitate the change, 

altering the "culture" of the organisation, setting achievable goals over an 

acceptable timeframe, all of which are significant factors in the need to 

manage the process of change and the implementation of new programmes. 

Kanter et. al. (1992:16) put forward the view that there are three action roles 

in the management of change. Those roles being: 

The concern for the connection between the organisation 

and its environment 

Responsibility for the microdynamics of the change effort 

itself 

Consideration for the recipients, those who are strongly 

affected by the change and its implementation, but without 

much opportunity to influence it." 

This view supports the preceding points that the management of change is of 

utmost importance in the change process being effective. The process of 

successful change implementation needs to take into consideration the 

communication and education components, facilitation and support of 

employees' training/career counselling, negotiation, co-opting individuals into 

key and decision making roles and coercion in the event resistance to change 

cannot be overcome. 
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Research on this subject indicates, and as previously stated, certain models 

are applicable to certain applications. For instance, the directive, coercive 

model is more suited to a situation where broad ranging action is required 

almost immediately, while the situational/contingency model is suited to a 

gradual introduction generally resulting in less resistance and interruption to 

the operation. 

Several such models have been assessed and discussed within the 

Dissertation group with Dunphy and Staces's (1991:68) Situational Model 

being chosen as one model suited to the CCS application. Firstly, this model 

has been developed within Australian organisations and is ideally suited to the 

unique Australian management culture. Also, the model is quite 

comprehensive and lends itself to the situation within CCS, whereby the 

organisation has the time, and the opportunity, to develop and implement a 

long-term plan through the process of consultation, education, career path 

development and restructuring the organisation in order to achieve optimum 

benefit from human, financial and asset resources. 

The model calls for an assessment of the work group's activities, resources 

available and/or required, review of the services and levels of service 

provided, and expected, by clients, a comparison of like organisations to 

identify the threats and opportunities that may exist. This process has been 

completed as evidence in the Strategic Plan attached at Appendix 1. Based 

on the findings of this analysis, the decision to implement the change 

programme needs to be made at the most senior levels of the organisation, in 

this case, the Board of Management Executive Director and branch Directors. 

However, the decision making process is only the first step in the process and 

efforts need to be made to insure the recipients of the change don't view the 

process as coercive in the first instance, unless of course that style is called 

for in the situation. Once the decision is taken to implement the change, 

action should be taken immediately to initiate discussions with stakeholders 

(recipients) regarding the change, the necessity for change, the scale of the 
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change as well as to seek the stakeholders input to, and ultimate ownership 

of, the programme. Otherwise, stakeholders could well develop the view that 

the process is coercive and react accordingly. Dunphy and Stace (1991 :67) 

are of the opinion that: 

"The strategies of change adopted in these situations are 

often top down, and are achieved by dictates from company 

boards (or in the case of government departments, from 

Ministers) or chief executives. While the change is ultimately 

introduced, it is generally less effective than anticipated or 

required". 

The rationale behind the management of change in this situation should be 

one of consultation, co-operation and, whilst being planned and implemented 

"at the top" to a large degree, ultimately driven from the "bottom" by articulating 

the imperatives of the change, the direction on which the change will take the 

organisation (ie increased security, greater job satisfaction through client 

satisfaction, self development, greater financial independence, more 

autonomy) by achieving employee and other stakeholder support. 
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Methodology - Leading the Change Process 

Organisational Leadership & Management of Change 

Methodology of Leading the Change Process Within CCS 

The starting point in the analysis of the CCS Board per Se, and its current 

members, was to conduct a Decision Making Style inventory A Methodical 

Approach. This analysis identified the various types of decision making styles 

of the current Board members and managers of CCS. This in turn reflected 

the overall managerial style currently prevailing within the organisation. 

The survey sheets, attached at Appendix 3, and the subsequent Decision 

Making Style Graph, adapted from Rowe et. al. (1992:273) and reproduced in 

Figure 10 indicate a predominance of the Conceptual type decision makers 

which may create an imbalance within the group. As only two of the twelve 

Board members and/or Senior staff responded to the survey, it is difficult to 

provide a complete overview of the decision making situation. However what 

has been identified by anecdotal feedback is that the two people that did 

respond are known to be the motivators, leaders and decision makers within 

CCS at this time. 
Average Score 

DIRECTIVE 

ANALYTIC 

CONCEPTUAL 

BEHAVIORAL 

__
1Z• 

 

_WA VA EMMMEN  

Style -:U!J-- Dominant 

JLyIC 

Figure 10 Decision Making Style Graph 

The lack of Analytic type decision making people within the group could cause 

a functional and/or philosophical imbalance which in turn may create 

difficulties in implementing the correct or appropriate change. That only two 
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responses were received, and those from achievement oriented, creative and 

futuristic Board members may provide some insight as to why CCS has not 

moved forward, or put in place any strategic plans in the past. 

As the analysis has identified the Board as predominantly a Catalyst type, 

according to Wheelen and Hunger's chart (1994:28), this could, theoretically, 

have an impact on the Board's functional capability overall due to the 

perceived "lack of balance". Also while the organisation is fortunate in having 

a visionary/conceptual Executive Director and Chairperson, this attribute may 

be negated by the lack of support, understanding, initiative and motivation by 

the remainder of the Board members. 

Given the managerial structure at CCS, and the leadership make up of the 

individual Board members, it may come to pass that any significant drive 

toward the implementation of the strategic plan could well come from 

stakeholders such as funding bodies, employees and clients. That is to say 

the impetus for change may be "bottom up" - as opposed to the generally 

accepted "top down" version. Having identified, at least in a theoretical 

sense, that the current Board of CCS is predominantly of the Catalyst type, 

and therefore more likely to identify the need for change and drive the required 

changes, it becomes necessary to address the management of change and all 

it encompasses. 
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Methodology - Implementing and Managing Change in CCS 

Implementing and Managing Change Within CCS 

One example of the directive/coercive model is the implementation of 

recommendations of the Northern Territory Government's Estimates Review 

Committee (ERC) in 1991/92. Those recommendations, which included a 

significant restructure of the NT Public Services (NTPS) and the redeployment 

and redundancy of large numbers of public servants, were implemented 

without consultation, without prior training of staff to be redeployed or 

agreement on restructuring. 

Although many agreed in principle with the changes, nonetheless, this type of 

change management style resulted in resistance from staff and long term 

resentment and suspicion toward management. 

Another more recent, and broader ranging, example of the directive/coercive 

style of change management is the Kennett Government's restructuring of the 

Victorian Public Service. 

As was the case in the Northern Territory, this major change appears to have 

been implemented with very little, if any, consultation with the recipients (ie; 

Public Servants and in some instances the public in general as services were 

effected) and had the consequential effects of ongoing industrial disputes, loss 

of morale, reduced productivity, loss of vision and, perhaps most importantly, 

loss of key people and the expertise they possessed. 

This style of change management is directly opposed to the Dunphy and 

Stace (1991 :67) Situational model that indicates effective managers should: 

"make organisational changes gradually, and (2) involve all 

employees in planning and implementing the change process" 
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This Model has the leader and/or manager addressing two critical dimensions. 

Of this model, Dunphy and Stace (1991:68) require the leader/manager to 

assess: 

"the scale or degree of change needed, and the style of 

leadership required to bring about that change" 

An example of the application of the Situational Model, and participative 

change leadership, is the Ford Motor Company in Australia. As reported in 

April 1993 edition of Training magazine, the Ford Company developed and 

implemented a process of change with respect to the training and 

accreditation of its supervisory and trainee/apprentice staff, in order to 

overcome a foreseeable shortfall in technical expertise, human resource 

management in the production areas as well as to provide a more product 

specific service support, improved client support and after sales service. 

As Filipczak reported in that article, Ford faced the: 

"often repeated maxim that we need to upgrade the skills of 

the work force because the abilities we'll need tomorrow will 

be markedly different from the ones needed today" 

Carolyn Jones in the Australian newspaper edition of 20th August cited Ford's 

need to change as being: 

"designed to improve productivity, customer satisfaction and 

international competitiveness by upgrading the skills of 

workers and supervisors" 

Having identified the potential problem and need for change, Ford, in 

conjunction with Deakin University, set about developing courses for 

supervisory staff, additional training courses in the latest automotive 

technology (on board computer systems, smart systems and so on) for 
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trainees and apprentices and customer support training for franchised dealers. 

This additional training was a significant change in Ford's operational 

philosophy and impacted on hundreds, if not thousands, of employees and 

agents. Such a change had the potential to create major problems within the 

employee ranks as the accreditation was to be compulsory and was to be 

implemented within a given timeframe. 

The programme has been successfully implemented through a consultative 

process between the company, employees, unions, agents and of course, the 

Deakin University. The change has been achieved with minimal disruptions to 

production, loss of employment, and/or income, to staff and is hailed as one of 

the most successful corporate changes in Australia's industrial history. 

Regardless of the model chosen to manage the change, and the actual 

implementation of the programme - be it supportive or coercive, the reaction of 

the recipients will vary from individual to individual and to various degrees of 

acceptance and resistance. That is to say, some will embrace the change as 

a positive step forward, others will view it with some suspicion and concern 

regarding their security and the long-term impact, while others still may resist 

and reject the change. 

These reactions are considered commonplace by experts on the subject and 

relate to standard human behaviour in such situations. Elkinds (1988:129) 

identifies the stages of change in the chart, reproduced in Figure 11, as being 

Denial, Danger, Opportunity and Commitment with the flow going from Denial 

to Commitment and Past to Present. The effective leader would be well 

served to be aware of the existence of such behavioural patterns and make 

allowances for them in the change programme's implementation plan. 
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THE STAGES OF CHANGE 

Focus on 

external environment 

DENIAL COMMITMENT 

(A concern with loss) 

Shock Implementation 

PAST FUTURE 

Focus 
on 

internal 
self 

Adapted from F Elkind (1988) "Managing the Human Side of Change" 

I 

Withdrawal Planning 

Apathy Testing 

DANGFR OPPORTuNITY 

Self doubt Limited acceptance 

Anger Learning 

Frustration Questioning 

Negativity Passivity 

RESISTANCE EXPLORATION 

Develop & Implement a Strategic Plan for CCS 63 

Figure liThe Stagesof Change 

From this research, it has been identified the change agent's role is to 

implement the programme of change with the least possible interruption to the 

operation of the organisation and with the least resistance from the recipients. 

This would entail a consultative process, over a period of time, with open 

discussion between the change agent and the recipients and as such, the 

coercive style should be avoided unless absolutely necessary. 

If we are to accept Elkind's (1988:129) view of the Stages of Change 

reproduced above and the movement of recipients through those stages, it 

can be readily identified that the most preferable option would be to have the 

recipients move from the Denial Stage to Commitment as quickly as possible, 

but without undue haste. 
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In a summary of the recommendations from various writers on this subject, 

leaders and managers of change would be well advised to be aware of, and 

adhere to, the principles of Dunphy and Stace (1992:150) in that: 

"executives must do more than scan environments and 

develop strategic direction for organisations. They also have 

to manage the process of change within the organ isation itself. 

This involves setting priorities and re-allocating resources - but 

more importantly it involves redirecting the activities of 

different people". 

and of Elkind who in 1988 developed the twelve dangers of change and 

presented them in the chart reproduced in Figure 12. The chart identifies the 

"do's" and "don'ts" of managing change and although the view was developed 

some eight years ago it is as relevant now as it was then. The chart provides 

the manager with additional information and a ready use guide to the pitfalls of 

change and the management of its implementation. 
DANGER SOLUTION 

 Managers have immediate tasks to perform and don't Appoint transition manager to pay attention to the 
take time to focus on the transition and how well process. 
communication _is_going.  

 Communication is haphazard and erratic. Have communication plan - say things repeatedly. Be 
sure communication is two-way. Have rumour forums. 

 People feel anxious about uncertainties and won't Have schedule of regular briefings and dialogues so 
commit themselves while managers wait for definite people know when they'll be informed. If there are no 
answers before telling people. answers, say so. 

 Values about participation involvement and concern Leave room for people to make some choices and avoid 
for people seem to disappear. instant decisions. 

 Management loses credibility because of the shock Make short term tangible, achievable promises and keep 
of the crisis, them. 

 People left behind' are neglected. Meet individually and tell them why they are being kept. 
Provide strokes' and recognition. 

- 

 Because of uncertainty staff become passive. Establish short term goals and tasks for everyone and 
recognise achievements. 

 People become so task focused that they neglect Set up regular facilitated sessions where people can vent 
emotional reactions. People start 'acting out'. their feelings. 

 People hear about things indirectly. Manage the communication and ensure staff hear it first. 
 Management communicates with staff but not with Perform a constituency analysis and devise a plan to be 
other key constituencies. communicated with them. 

 Good people leave or are lost. Establish a pool of internal staff who can be called on for 
special assignment. 

 Everyone is preoccupied with gloom and feel guilty Listen and emphasise a positive vision and steps to 
I avoid recurrence. 

Adapted from R.M. Kanter (1988) Managing traumatic change Public Sector Management Course papers 1994. 

Figure 12 Avoiding The Twelve Dangers Of Change 
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Given the current situation within CCS the methodology to be applied is clearly 

one of gradual implementation following consultation and articulation of the 

plan on a broad basis to all stakeholders and recipients. 
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Project Outcomes 

Management of Change 

The outcomes related to this component of the project, effective management 

of change with minimal disruption, have been both successful and 

unsuccessful. Positive results and goals were achieved in the Human 

Resource Management (HRM) area, by way of the implementation of the staff 

development and training programme, and in the Client Services area through 

the development and introduction of the Client Information System (CIS). 

In the general administrative area the results were not as successful as 

anticipated, in terms of the manner in which the strategies were implemented 

and the change process managed. For example, the methodology of a 

consultative, participative approach was identified, and recommended, as 

being the most appropriate for CCS in its current situation and was 

implemented in the beginning of the project. However a change of direction 

took place early in February 1996 with the Executive Director adopting a more 

coercive approach. On more than one occasion the Executive Director issued 

instructions that certain actions would take place without prior consultation with 

either the staff of CCS, or the Dissertation Team. This approach was not 

welcomed by those involved and a quiet resistance to the implementation 

became noticeable. 

This change of "style" was explained away as being due to time constraints 

and the need for progress to be made and results achieved. It was, however, 

viewed by many as the Executive Director directing the project to achieve 

certain objectives set either by himself, or the Board of Directors, as well as to 

reflect a more catalytic approach to overall plan development. 

While this "change of philosophy" had a detrimental, albeit limited, impact on 

the project outcomes and to a lesser degree the Team members, overall the 

implementation of the change process ran according to the consultative, 
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participative approach. In the areas of HRM and the Information System, the 

methodology was adhered to and positive results were achieved in a 

remarkably short period of time, particularly with respect to the introduction of 

the CIS. 

The project outcomes are many and are generally positive and purposeful to 

the organisation, its clients and staff. The major outcomes are the 

development of a training plan, which will result in a better trained staff who 

will provide a better service to clients. They will be more highly motivated, 

due to career pathing and further self development opportunities and rewards, 

as well as more confident and secure given the CCS management's support of 

the programme. 

The organisation has achieved via the Product Identification component of the 

project, the identification of its core responsibilities and has developed and 

commenced to implement strategies to better meet those responsibilities in the 

future. The organisation also has in place a database information system that 

can easily be augmented to provide organisation wide networking facilities as 

well as staff trained in its utilisation in its current form plus the ability to further 

develop the system in house. 

All of this has been achieved by a scientific and systematic approach to 

researching the organisation's problem areas, identifying goals and objectives 

and developing a strategic plan to turn weaknesses to strengths and threats to 

opportunities. Most importantly it has been achieved by identifying the most 

appropriate change management style given the circumstances and 

introducing the necessary changes by adopting that style. 

09/16/96 



Develop & Implement a Strategic Plan for CCS 68 

HUMAN RESOURCES MANAGEMENT (HRM) 

Literary Review 

According to Graeme Salaman (1993:22) the Human Resource movement 

began in the 1940's-1950s and progressed to organisational development and 

change models in the 60s and 70s (Strauss:1986) and now is essentially a 

HRM organisation wide philosophy which: 

"no longer ignores external economic variables" 

In 1979 Kolb, Reubin and McKintyre indicated the need to shift from managing 

people (soft HRM) to managing the 

"work perspective" 

Blunt (1989:9) indicates that the conventional view of HRM is as an activity 

which makes the best use of human resources in pursuit of organisation 

goals: 

"makes no allowance for the powerful effect of an 

organisation's internal and external environments on the 

nature of HRM" 

He indicates that the contingency theory where HRM techniques can be 

adapted to circumstances as they arise, may not always be applied cross-

organisationally within national boundaries let alone in a cross-national 

context. 

Helireigel, Slogum and Woodman (1989) indicate that the contingency theory 

of management practice can be appropriate since it allows each situation to be 

analysed separately. 
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While pre 1990 methodologies of managing the work perspective and the 

contingency theory are potentially useful for a HRM strategy, they are not 

in themselves a total answer, not the answer, but factors which must be 

taken into account to understand the historical development of the 

current HRM position where Personnel Management has been integrated 

into a Strategic Focus on overall Organisational Effectiveness, where 

efficient and effective systems are recognised as the major reason why 

organisations perform effectively. This is what I consider is Strategic 

HRM for the 1990's. 

However, given these restrictions, if HRM is approached with the contingency 

method, then the first prong in dealing with organisational malaise is through 

diagnostic and strategy with a second necessary prong of attack as indicated 

by Blunt (1986:9): 

"aimed at designing systems for the prevention of such 

symptoms in the future" 

He describes the need for a 'short run' and a 'long run' analysis. 

Nankervis, Compton and McCarthy (1995:13) indicate that Australian 

HRM practice has developed from Personnel Management to HRM where 

the integration of personnel functions, strategically focused on overall 

organisational effectiveness and that Australian developments 

corresponded with those in the US and Britain. However our preferred 

model of Strategic HRM has been enhanced: 

"by recent industrial relations changes, including award 

restructuring and enterprise agreements. Increasing 

employment legislation, and economic realities such as 

declining trade with Britain and Europe and increasing 

opportunities in our own region" 
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Nankervis et. al. (1995:13) go on to say that this has really resulted in a 

process called Strategic HRM which: 

"represents the integration of personnel management and 

industrial relations into a coordinated and strategic approach 

to the management of an organisation's employees." 

Blunt (1986:12) indicates that there is no singular best way to approach HRM 

problems, rather he sees: 

"The circumstances or contingencies surrounding the HRM or 

set of problems should be the primary determinants of the 

manner in which problems are tackled". 

Rudiger Pieper (1990) uses a broader term to define HRM which indicates that 

Strategic HRM may focus on personnel strategies which can be broken down 

into recruitment, personnel development and evaluation strategies. He feels 

that strategies should be developed on the basis of existing human resources. 

Helireigel, Slogum and Woodman (1989) indicate that they see five major 

components of organisational behaviour which must be recognised throughout 

an organisation. Namely individual processes, interpersonal and group 

processes, organisational processes, interaction of individual, group and 

organisational processes and individual and organisational change. 

The US literature also discusses the need for a strategic focus on HRM, as 

Salaman (1993:23) states, with a: 

"complimentary relationship between the internal HRM 

strategies of individual organisations and their external product 

market or larger business strategy" 

Thus there is ideally a linkage between business planning and HRM planning. 

09/16/96 



Develop & Implement a Strategic Plan for CCS 71 

Since Blunt (1986) indicates that there is no one best way to approach 

HRM problems appropriate to all situations, our strategy of developing a 

Training Plan for CCS incorporates a contingency reaction in an 

appropriate Training Development Plan for CCS staff. 

Snape, Redman and Bamber (1994:77) argue that: 

"performance of managers is critical to the performance of 

organisations." 

Since many managers have little formal training, these managers need a 

strategic approach to their management and Devanna et. al. (1984) argue 

that the various elements of HRM should fit together as a coherent whole in a 

cycle of selection, appraisal, development and rewards. 

This same cycle can be applied to the implementation of a Training Plan for 

CCS for the professional development of staff, as it relates to 'soft' 

developmental humanism (Hendry and Pettigrew's 1990) where they define a 

model of HRM which treats employees as valued assets. 

However our approach is not necessarily incompatible with the 'hard' model of 

HRM as Storey (1995:34) puts it, with its: 

"close integration of HR policies, systems and activities with 

business strategy", 

since: 

"most of the normative statements of what constitutes HRM 

(see Legge 1989) contains elements of 'hard' and 'soft' 

models" (Storey 1995:35) 
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Storey (1995:37) argues for a more strategic management of the 

organisation's culture as a central activity for senior management rather than 

personnel management. He indicates that HRM strategies have a challenge 

to: 

"show a link between policy, practice and organisational 

outcomes that is meaningful to the corporate board and 

beyond" 

thus to: 

"make a considered contribution to identification and 

development of particular HR strengths." 

Storey (1995) really does epitomise the HAM strategy we are pursuing with 

CCS since we are firstly focusing on the organisation's culture, its vision, 

mission statement, the SO (strengths and opportunities) of the SFAS (see 

page 48) as a central activity for senior management linking the policy, the 

practice, the outcomes with systems and qualified motivated staff who can 

work with and within those SO Strategies. In fact what is essential is the 

requirement of the development of a strategic plan to also refocus the 

organisation on the core activities. CCS requires its Chief Executive to be 

strategically orientated. 

A Training Plan can identify and develop significant staff skills and knowledge 

and improve performance capability. 

Storey (1995:37) is of the opinion that: 

"In a nut shell HAM represents the discovery of personnel 

management by (strategically oriented) chief executives." 
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Our process preferred to use the Strategic HRM model to ensure that 

through a Training Plan analysis process the organisation will have the 

correct numbers, types and skill mixes of employees at an appropriate 

time and cost to meet the present and future requirements of CCS. 

Thus, through strategic analysis, the operational levels of the organisation are 

developing action plans to meet the needs of the organisation, whereby, at the 

functional level, the practitioners can carry out the many activities using skilled 

employees at the right place, time and cost. The Training Plan (refer Figure 

14 for a typical example) will ensure that well chosen staff are skilled to be 

productive, satisfied and motivated to contribute to organisational growth and 

development. 

WO STRATEGIES 

• Define career paths 
• Restructure of career paths 
• Implement base entry level 

criteria 
• Implement incremental 

salary system tied to 
qualification/experience 

• Access to existing training 
programmes (NTHS) 

• Refocus on core services 
• Further develop multiskilling 

tied to wage incrementation 
• Develop access to role 

rotation system 

Figure 13 Extract from CCS's SWOT Matrix: WO Strategies 

This is the WO section of the SFAS which has directed us to focus on the 

Weaknesses and Opportunities to address career path development for staff 

also again necessitating a redirection to core services' focus and multiskilling 

within the CCS workforce. 

Rather than haphazard training there will be a "serious approach" similar to 

that mentioned by Nankervis, Crompton and McCarthy (1996:257) which 

emphasises: 

• formulating instructional objectives 
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• developing learning experiences to achieve those objectives 

• obtaining evaluation information 

The model presented consists of four phases: assessment, training, 

development and education, evaluation and training goals. Our proposed 

Training Plan for CCS incorporates all of these phases of professional 

development. It achieves this through a competency based training approach 

which determines the skills, knowledge and attitudes required of people on the 

job. 

During the development of the training process and evaluation of training 

needs to develop specific career paths for staff we systematically assess the 

SFAS analysis (see p  49) in particular the S (Strengths) and 0 (Opportunities) 

presented within CCS. 
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INTERNAL STRENGTHS (5) 

FACTORS . Clearly defined roles and 
responsibilities of staff 

(IFAS) • Organisational 
commitment 

• Board 
• CEO 
• Staff 
• Development of and 

EXTERNAL commitment to Corporate 
Plan 

FACTORS • Organisational structure 
• Quality service provision 

(EFAS) • Multiskilling 
OPPORTUNITIES (0) SO STRATEGIES 

• Raise funds • Develop public awareness 
• Raise public profile campaign 
• Focus on core • Centralise fund-raising 

responsibilities activities 
• Community support • Employ ProjectlPublicity 
• Increase government Officer 

support and awareness of • Implement fee for service 
services and roles (user pays) 

• Improve efficiency and • Extend corporate base 
effectiveness • Focus on core services 

• Industry leader/Best • Rationalise administration 
practises resources 

• Extend corporate base 

Figure 15 Extract from CCS SWOT Matrix 

viol 
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Rationale 

Human Resources Management 

in 1979 Kolb, Rubin and McIntyre (1979:5) identified the need for a shift of 

Human Resource Management (HRM) from management of people and the 

social/motivation techniques of management style to a: 

"management of work perspective. This perspective 

considers the whole person as he or she adapts to the work 

environment" 

Thus work is depicted as socio-technicai system where job content and 

management process is considered. 

The most recent writings in organisation psychology add to and support Koib 

et. aL's analysis of management. They also see HRM shifting from the 

management of people to management of the work perspective. This 

encompasses the whole person, such that each is considered within the 

context of jobs where work is a socio-technicai system and not just looking at 

training individuals. 

For example: Hellreigel - Slogum and Woodman (1989:20) discuss the 

"contingency approach". Based on the belief that no one set of rules can be 

applied to all situations such that: 

"each situation must be analysed separately and then 

managed accordingly." 

An advantage of this managerial approach is the recognition that an 

organisation's environment is constantly changing and managers must put in 

place strategies to recognise and adapt to change occurring both inside and 

outside the organisation. 
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A career development perspective is an integral part of management. The 

skills and knowledge required for the job content, trends within the market 

place like multiskilling, rapid organisational change and career mobility 

requiring new skills and talents from all workers have to be considered. The 

evaluation and requirements of training to fill gaps in skills and 

knowledge required by the workplace can be developed through a 

careers path analysis of individual staff (perhaps by using an informal 

feedback process tied to a Training Plan) and a practical Training Plan 

Analysis of the workplace environment. Every worker, by sections, 

develop with their first line managers an appropriate developmental training 

plan for all individuals within the unit. 

A formal Training Plan analysis format was developed by American HRM 

strategists in the early 1940s for the British due to many British factories 

having inexperienced supervisors as a result of the "experience drain" to the 

war effort. This came about because many of the experienced supervisors 

had joined up for military service. This Workplace needs analysis format was 

a part of a management programme titled Training Within Industry for 

Supervisors (TWl). It was an integral part of the Workplace Instruction 

module used to determine what the training needs of a unit were before 

appropriate instruction was given in the workplace to meet the identified 

training needs. 

This format is the basic format that is still used in many organisations. It is 

compressive, yet simple to follow. It develops with the input, and ownership, 

of staff who are involved through using the Training Plan, in structuring their 

own professional development programme. 

This Training Plan programme is offered to CCS as a tool for the analysis of 

their staff training and professional training. 

The strategy for successful implementation of a Training Plan Analysis (refer 

Figure 16) and Implementation Programme is to: 
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LEGEND 
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• Inform the Board of Directors of CCS of its process, and potential, and get 

their approval to proceed. 

• Have the Director of CCS present it to the Management Board and staff 

managers as an important outcome of the strategic plan proposal, 

previously developed as a discussion document, for CCS by the Strategic 

Management Team from NTU. 

• Identify a co-ordinator within CCS for the Training Plan development 

programme. 

• Involve staff at an individual level in the development of a Training Plan for 

each section within CCS, by doing so it is expected all staff will have 

ownership of the training programme. 

• Ensure that each section presents their proposal, with estimated costings 

and time frames, for implementation to management for assessment and 

approval. 

• Ensure that management seek further fine tuning of the proposals, by the 

proponents, after responding to the suggested training proposal packages. 

The implementation process reinforces the importance of management 

managing change within an organisation and being responsible for, and 

accepting of, the job function of management not to just actively manage 

change. (Which pre-supposes an understanding of change methodology). 

They must also be responsible for implementing professional programs of 

"needs analysis" and staff training development packages as a strategy for 

skilling and training the workforce, to ensure greater capacity for more 

professional performance, safe working practices and productivity 

improvements. Action research methodology as proposed by Kurt Lewin 

resulted in his dictum: 
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"if you want to understand something, try to change it." 

But Koib Rubin and McIntyre (1979:6) would move the emphasis from action 

oriented involvement to an emphasis on research reversing Lewin's Dictum: 

"If you want to change something, try to understand it." 

Our dissertation is oriented to a practical analysis of CCS who are an active 

community service provider in the NT to assist in developing, and actually 

implementing, strategic change. This project, to develop and implement a 

Training Plan Development Programme for staff, demonstrates the practical 

implementation and support process we offer which we document as our 

dissertation project. The project also addresses the concerns of 

organisational psychologists, who have in the past decade, added to human 

personality studies of social/motivational aspects of human behaviour, and 

emphasis on cognitive processes of learning, problem solving, decision 

making and planning. 

In fact this project incorporates, and assumes, that the five major components 

of organisational behaviour are recognised, valued and enhanced throughout 

the organisation. These are described by Hellreigel - Slogum and Woodman 
(1989:30) as: 

"individual processes, interpersonal and group processes, 

organisational processes, the interaction of individuals, group 

and organisational processes and individual and 

organisational change" 

In this project, we support the concept of viewing the management of 

workers in a more holistic framework where humans functioning within 

organisations can expect management to support essential training, 

related to job content, as one important aspect of managing the work 
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environment by practising foreword planning of training programs. For 

this project to be successful there must also be a workplace culture of trust, 

management vision, team cohesiveness, a strategic plan and appropriate 

reward systems. 

Gareth Morgan (1986:44) says that: 

"in managing or designing any kind of social system, whether it 

be a small group, an organisation or a society, the 

interdependence of technical and human needs must be kept 

firmly in mind." 

The development of this Staff Training Plan analysis requires each staff 

member to be involved in work groups to solve the important business problem 

of how best to determine training priorities and meet the training needs of the 

staff and the organisation. There is a distinct need for CCS to enhance this 

climate of trust, support and team consciousness, as well as management 

recognising the need for staff to have ownership of projects, to recognise, 

actively seek and value their input. Ralph Kilman (1987) proposes, for today's 

complex business environment, a model for successful change called 

"Integration" which is a sequential five step process of moving organisational 

members and the organisation itself through a fundamental maturation 

process of developmental organisational change. 

Such a model may be appropriate to CCS because the development of a 

Training Plan for staff is not a simple task in that it does not stand alone nor is 

it developed in isolation, thus it is a part of a complex process which needs a: 

• Culture of trust openness and commitment 

• Managers with problems solving skills 

• Team Building Skills where ownership of problems belong to the group 

• A Corporate Plan of strategies and structures 

• A reward system to sustain high performance and morale. 
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Essential to the usefulness of the above five steps Integration Programme is 

that it be developed sequentially, and in total, with management and staff 

recognising that their environment exists in a very complex world requiring a 

more non isolationist "holographic approach to change". As Ralph Kilman 

(1987:13-14) says: 

"We must be willing to see the world in new ways - as a 

complex hologram. This new perception will allow us to sort 

out dynamic complexity into more integrated categories." 

A practical developmental training plan for staff within CCS is to be presented 

to the Board of Directors CCS (B of D) by the Strategic Management Team as 

a component in the process of actioning the overall strategic plan. The team 

has the skill and capacity to present, formulate and assist in the 

implementation of the plan throughout CCS, if the plan meets the current 

needs and strategic development processes of the organisation. G Dawkins 

presented an overview to the Board of Directors on Wednesday 27 November 

1995 of how a Training Plan analysis project is developed, what it can offer an 

organisation and what outcomes it may achieve in terms of managed training 

for staff development. 

The handout reproduced in Figure 17 was prepared for the Directors of CCS 

as a background to and justification for, the importance of Staff Development 

in the HRM process particularly the use of a Training Plan to evaluate and 

monitor staff training. 
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Klob A. Rubin I. McIntyre J. "Organisational Psychology" an experiential approach" Prentice 

Halt 1975:5 

Early approaches to management of people was called "Participate Management" where 

people are involved in decision making, but there is now a shift in perspective from the 

management of people to: 

"a management of the work perspective" 

is perspective considers the whole person as he or she adapts to the work environment. 

management now considers the content of the jobs as well as the management I 

process. 

n important addition to this emerging trend in HRM involves the addition of career 

velopment for all staff: 

increasing career mobility 

rapid change within organisations 

new skills required due to multiskilling practices 

means we need systems and mechanisms to efficiently manage the skill evaluation, acquisition 

and development of staff. 

The Training Plan evaluation programme demonstrated to you today is one way of assessing, 

managing and delivering staff training needs. 

Figure 17 Handout The importance of Staff Development 

This handout, given to the directors at a meeting on the 29 November 1995, 

was accompanied by an overview of the staff development. The Training 

Plan process, presented with completed examples from other Public Service 

Authorities refer Appendix 4 Pages 1 to 5. 

Following a 30 minute presentation of how the needs analysis process 

identifies training gaps within an organisation, and allows the systematic 

recording and planning of future training according to the needs of CCS, it was 

decided that the programme be presented to the full Board of CCS with a 
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suggestion that Louise McKenna (Director Early Prevention Unit) use her 

section of CCS as a pilot programme. If the Board approved the concept of 

implementing an analysis and proposal for staff development, through the 

Training Plan pilot within her unit as an initial programme, it be on the basis 

that the pilot programme be part of a potentially wider implementation of the 

Training Plan strategy into all CCS departments. 

As outcomes of the presentation staff had: 

• A recognition that the Plan can evaluate the staff and develop a career path 

programme for each staff member. 

• The understanding that initially all duty statements may need to be revised 

so that they accurately reflect the actual duties and requirements that the 

employer has of staff. 

• The knowledge that the process is a team building exercise and that the 

input and ownership by staff of the Training Plan development process is 

essential. 

• Recognition that the development of the Training Plan process, as 

demonstrated to the organisation, was a valuable process, and technique, 

of identifying training needs, recording progress and developing a formal 

plan for training within CCS. 

• A recognition of the possibility of having the Training Plan process computer 

based. It may be possible to use the dissertation team's computing project 

team, to computerise the Training Plan process, as a computer 

development programme to have the training records of staff development 

computer based. 

• A clear understanding that this programme of staff development, through 

identified training programs, was an initiative from the dissertation group, to 
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met the training needs of CCS, and that it was a concrete outcome of the 

original strategic plan. That part of the plan being to identify the need for 

CCS to focus on the professional development of its staff to ensure that 

they gave the highest possible standards of service, and had identified 

career training to enhance their self esteem, and morale, through intense 

management interest in their ongoing professional development. 

(While this may be obvious to the Executive Director it may not 

necessarily be obvious to other important stakeholders within the 

organisation at this point in time. Not only does it need to be stated as 

the obvious but it also needs to be communicated throughout CCS. I 

think this raises the issue of how we detail in the dissertation the 

process that we engender and require such that the whole project has a 

greater chance of success, ie; how do we sell it to the organisation and 

what have we as expectations of the Director as he manages the 

implementation of this whole new strategic process.) 
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Training Plan Development Process: 

At a one hour review of the presentation with CCS's Executive Director and 

the Director Early Intervention on 14 December 1995, the concept of 

developing a training needs analysis as a pilot programme for the Early 

Intervention unit was modified to concentrate on developing an analysis of the 

skills and knowledge needed for employees of CCS to move from a level two 

payment and operational level to a level three stage. It was agreed that the 

Adult Day Programme (ADP) unit would best fit this type of pilot programme. 

This proposal has widened the scope of the initial Training Plan development 

as now it will pilot an analysis for the whole of CCS such that employees will 

know exactly what skills and knowledge they need to achieve to move up the 

pay and responsibility scale from current level two positions to level three 

positions. This will initially involve the input from the ADP staff members and 

the Director ADP will incorporate three major areas as Core Corporate Skills, 

Work Specific Skills and Personal Professional Development. 

At a meeting with the full board of CCS on Thursday 25 January 1996, the 

meeting relating to implementation of the development of a training needs 

analysis which was to take 30 minutes of presentation time, went for 75 

minutes due to the interest and support for the project shown by the board. 

They were given a comprehensive overview of how the needs analysis audit 

would operate and shown completed examples of its relevance in other work 

places. A three stage skills audit format for CCS was shown (refer Appendix 

4 Page 6) and this elicited much discussion and approval from the board who 

saw the format also as a very valuable tool to present to funding bodies the 

specific training and skills needs of CCS when requesting funding for training 

and development. 

A further refinement of the proposal determined that the pilot programme 

would begin with the Adult Day Programme unit of about fourteen employees 

headed by Ms Cynthia Rowe. It would still incorporate the three major areas 

of skill assessment but would focus on the group at their level of operation of 
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the unit, leaving the development of a skills audit for knowledge and skill 

requirements specifically at level two & three positions to be a specific 

separate project that CCS could begin, using the same training needs audit 

programme presented to the board. 

A further meeting with CCS's Executive Director to discuss the process of 

developing the Training Plan for ADP and the relationship expected between 

dissertation student Greg Dawkins, Director Adult Day Programme and CCS's 

Executive Director and who is to be accountable and responsible for what was 

held on 31 January 1996 with the following outcomes: 

• The Director Adult Day Programme would co-ordinate and develop in 

consultation with her staff, CCS's Executive Director and dissertation 

student Greg Dawkins the Basic information required for the "Training 

Plan" format for Lifestyle Options for her unit within CCS (refer Appendix 4 

Page 7) 

• The development of this Training Plan will be recorded by the Information 

Technology Project Team (IT) in sequential steps with a Training Plan chart 

which is progressively developed and recorded. (refer Appendix 4 Page 8) 

In fact at this initial meeting with the Director Adult Day Programme much 

time was spent on the essential characteristics of the TP chart to the degree 

that level two and three positions would be able to be incorporated in the 

plan as such staff are evident within this unit. The basic structure of the 

Training Plan as presented in Appendix 4 Page 9 is interesting since the 

Director Adult Day Programme has actually modified the format to 

incorporate the essential skills and knowledge of both level two and three 

positions within the one Training Plan schedule. 

• The detail, once it has been discussed and agreed upon with staff within 

her unit, will be presented to CCS's Executive Director and the Board after 
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liaison with dissertation student Greg Dawkins for final input and 

development by the end of January. 

• The second draft to be developed would concentrate on adding further 

detail related to the actual training gaps identified, details like the training 

needs and delivery; how, when, by whom, where and at what cost. This 

developmental process of the Training Plan would be sequential and done 

in a number of bite sized presentations with staff seeking their valued input 

and ownership over the next couple of months in the following process: 

Identification of skills and knowledge required for the tasks along 

the top of the chart and names of staff down the side. (Two 

meetings required) 

= Identification of the skills of individuals on the chart as individual co-

operation discussion between the Director Adult Day Programme 

and each staff member with consensus gained on what skill level 

each staff member had at each skill. Where there was no capacity 

for consensus then the Director had the final say in assessment of 

the skill attained. This process would identify gaps in training and 

thus the potential training needs. 

=> The completed chart would then be presented now to all staff for 

their input and discussion on the following: 

- Ideal capacity 

- Training required 

- Priority of training 

- Internal or external provision 

- Costs 

- Operational requirements impacting on the training priorities 
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=> The third draft to be developed would include "operational 

requirements" and total cost of training within the section with a 

formal memo to the Board of CCS seeking approval to proceed. 

Continuing development of the Training Plan specifically for ADP's unit with 

the Director Adult Day Programme as the developmental leader is detailed in 

the Methodology and outcomes section of HRM within this dissertation 

document. 

It is important to note that even at this stage of the initial development of the 

Pilot Training Plan, our model of successful change process through 

integration involving trust, openness, team building and staff ownership of the 

programme coupled to a definitive corporate plan structure using managers 

who have good problem solving skills is actually requiring that the ADP unit 

and its leader practice these skills in a serious, non haphazard but very 

structured approach to skill analysis and staff training development 

requirements. 

Our Strategic HRM Model is already bearing fruit in that not only the 

board but also the pilot group within CCS is supporting and involved in 

the development of a training plan analysis process which strategically 

weighs the needs of the individuals with the organisational needs and 

operational requirements as well as available finance to measure and 

define a strategic training plan proposal for the professional 

development of this particular unit within CCS. 

This same process can potentially apply to all units within CCS and thus the 

whole organisation. 

Finally the board not only fully supports the Training Plan model, but also 

recognises that the model as presented and developed is potentially a very 

valuable tool of representing to Government funding bodies the specific needs 

of the organisation matched to the actual measured skills present and skills 
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staffing needs required such that they, the board after the presentation of this 

model have given unqualified support to the future employment of a Human 

Resources Manager to oversee and follow through on the strategic outcomes 

of the overall planned development of CCS of which this Pilot Training Plan 

development is an essential ingredient. (Refer Appendix 5 CCS Board 

Minutes.) 

Continuing development of the Training Plan specifically for ADP's is detailed 

in the Methodology and outcomes section of HRM. 
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Methodology 

Human Resources Management 

Story (1995:94) indicates that fragmentation of the personnel function which 

Millward (1992:39) refers to as 'balkanisation' is occurring such that: 

"many key personnel activities, it seems, are being undertaken 

by non specialists or by other groups such as training 

departments." 

CCS has no traditional training department and thus the methodology of 

training needs assessment is that of an 'external constancy' where three NTU 

students are undertaking the assessment and delivery of personnel 

development strategies. 

This acceptance by CCS of, in effect, an external consultancy in the area of 

training and development is following the general current trend of increasing 

specialisation where there is a trend to externalising HRM activities using 

consultancies to deliver specialised services. Specifically in relation to 

training and development Figure 18 Storey (1995:96) indicates that with UK 

training and development there is a move towards many organisations using 

alternative methods. 
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Figure 18 Comparison of organisations 

Regardless of the many models for HRM that abound, Story (1995:97) 

indicates that there is: 

"an emphasis on the key role of strategy and the need to 

integrate the management of human resources into the 

strategic management processes." 

Our strategy has, from a Strategic Management Analysis, identified that 

Career Path Analysis for staff is an essential need within CCS and we 

intend keeping the Executive Director, the Board and all levels of 

management intimately involved in the process of developing a 

personalised Career Path Training Plan for all staff. 

Although our plan has been derived from a 'hard' business like strategic HRM 

analysis, its implementation also incorporates the 'soft' version of HRM which 
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traces its roots in the human-relations school: it emphasises communication, 

motivation and leadership. Our methodology incorporates within a practical 

plan the socio-technical system of job content and workplace specific training 

which melds with strategic management process. 

Our strategy is to ensure that management and personnel specialists are both 

present when the issues of training and development are discussed especially 

as there is the use of external consultants involved in designing an appropriate 

Training Plan. We also insist that the Board be involved in the early planning 

stages of the process and proposal. Figure 19 Story (1995:98) shows that in 

the UK no more than two in five workplaces have specialist personnel function 

representation on the board. And Story (1995:97) states: 

"if Personnel specialists are not even present when key 

decisions are taken, this effectively means that personnel 

issues (like training) will almost inevitably be condemned to 

second order status" 

Representation of the personnel function on the board, by size of organisation, 1980, 1984 and 1990 (percentages) 

All Size of organisation 
Establishment 25-499 500-1999 2000-9999 10,000 or 

s more 

Any representation on 
board 
1980 71 59 71 76 79 
1984 73 66 68 68 85 
1990 69 61 65 70 74 
Specialist representation 
1980 42 11 39 46 64 
1984 43 8 40 49 70 
1990 40 10 21 43 60 
Base1: trading sector establishments that were part of multi-establishment organisations 
Unweighted 1271 140 85 158 474 
Weighted 1039 250 83 107 351 

1 Only 1990 bases are given, for presentation reason. 
Source: Millward et. al. 1992:49 

Adapted from J Storey (1995) "Human Resource Management A Critical Test" 

Figure 19 Representation of the personnel function 

The deliberate, ongoing consultation and involvement of management and 

staff of CCS in the initial proposal to begin a pilot Training Plan needs analysis 
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It has taken another two months of very close consultation with staff from her 

section for the Director Adult Day Programme to redistribute and transfer the 

skills lists onto a Training Plan Format. This has four major skills and 

knowledge segments as follows: 

• Core skills 

• Interpersonal skills 

• Work Specific skills 

• Personal and Professional Development 

The Training Plan also identifies the trainees by name and has spaces beside 

each skill area where the current skill status and projected training can be 

entered. It has also taken the Director ADP and her team some time to 

identify which skills belong to the support worker two and three levels and 

these are shown on the Training Plan (refer Appendix 4 Page 12). 

This process has been quite traumatic for some of the less qualified and older 

workers within the unit as they unfortunately perceive the process as one of 

assessing their capability for the job rather than an assessment of their skills 

for identification of upgrading and professional development. In fact, the 

process has reinforced the fact that many of the current Support Workers 

within CCS are not formally qualified to do the tasks they are delivering. 

Now that the skills required for two specific position types have been identified 

(Support Worker one and two), the Training Plan is being computer developed 

with Excel 5.0 and the next step is for the staff and management to carefully 

identify the levels of competence of each staff member against the listed skill 

and knowledge areas. This will identify the skill gaps, training needs and allow 

a comprehensive training development programme to be developed for each 

staff member. 

Within this next step to be completed, is a reassessment of the skill and 

knowledge suggestions for each worker level and identification of who 
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specifically will deliver both the internal and external modules of training. Also 

there will need to be close attention given to the availability of courses through 

local providers which meet the development needs of CCS. Dissertation 

student Greg Dawkins is preparing lists of providers and the courses they 

currently deliver for CCS to evaluate. This will give an idea of the cost 

involved and availability of courses locally. 

Finally, not everyone can be trained at once, and the total training plan must 

be prioritised for each individual person so that the key people requiring 

training have their needs met first with other staff and operational 

requirements being taken into account. This is a substantial foreword strategic 

planning process for just the six staff from the ADP and if this pilot programme 

is applied throughout CCS then it is indicative of the intensity of planning and 

application of time and financial resources needed to implement this long term 

project successfully. 

Thus, at this point, the dissertation team has been able to identify a pilot group 

within CCS to work on a professional development training plan. The plan is 

ready for input onto computer spreadsheets, has its skill and knowledge areas 

clearly defined and is being used to identify the training gaps for individual 

staff members and thus the specific training needs of the ADP staff. 

It will rapidly become apparent that the development and delivery of both 

internal and external skill and knowledge courses suited to CCS will need a 

substantial commitment of funds, time off work, resources of internal staff to 

deliver, monitor and evaluate the programme and co-operation from staff who 

should perceive this programme as one they own and which is targeted to 

deliver for them substantial upgrading of their skills and significant 

development of their professional expertise. It is after all a Career Path 

Development Programme for Staff. 
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Project Outcomes 

Human Resources Management 

The strategy to develop and implement a Training Plan to essentially identify 

the training needs of staff within CCS has become a complete strategic 

analysis of the professional development of staff through a pilot project with 

the ADP unit. This strategic use of only an initial pilot group first has been 

important in allowing the process to be clearly defined to the Board and to a 

targeted group within CCS. 

The initial limited introduction of such a Plan has quarantined to a degree the 

potential impacts and change directions to manageable levels without being 

too restrictive, yet giving staff potential ownership of the process and allowing 

them to see the possible strengths, weaknesses and impacts of a fully planned 

and carefully orchestrated professional development process available 

potentially for all staff at CCS. This pilot project has also kept the process 

constrained within reasonable financial and time, work release commitments 

for CCS. 

In fact, the project has expanded to actually work through the following 

sequential process: 

• Obtain support from Management and the board for needs assessment 

• Identify that the Training Plan really required a reassessment of: 

= career paths of staff 

=> core responsibilities of CCS 

duty statements for staff 

=> core skill requirements for workers levels two and three 

= ideal capacity requirements for all skill levels 

= Who owns the Training Plan? 

= Is the Training Plan more than just a needs analysis? 
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=Are we developing a Professional Development Programme and 

needs analysis Training Plan in the one package? 

• Ensure that the process made use of the enhanced IT proposals put up by 

other dissertation group members. 

• Evaluate the strategic importance of this process as it relates to team 

building, change processes within an organisation, effective management, 

leadership and product identification of core responsibilities to ensure that 

staff feel rewarded, supported with available professional training, future 

self development opportunities and identified Career Paths. 

The total support from CCS management from the top down has been 

carefully nurtured from the outset as a strategic requirement basic to this 

project having full support and being prioritised against very real limiting 

factors due to operational commitments within the unit and staff shortages. 

This deliberate process, coupled with the pilot project status of the 

programme, has allowed the dissertation group to maintain the focus of CCS 

to clearly defined processes. 

CCS now has the foundation of a completed Career Path Professional 

Development Training Plan package developed and articulated in a format 

which enables staff to carefully identify their training needs, follow their 

progress and prioritise training and the costs according to the core 

requirements of CCS. 

Management needed to make a decision as to what resources and what 

strategic time frame is to be in place for the delivery of this programme across 

all staff within CCS and the employing of a Human Resource Manager is 

fundamental to this programme being fully implemented across the board. It is 

pleasing to note that the Executive Director CCS has, in early May 1996, been 

successful in employing a person for this role. We feel that our Dissertation 

projects have, due to their very practical nature given the HRM for CCS a 

wealth of opportunities in redirecting CCS to be a financially viable and highly 

trained professional service deliverer within the Northern Territory. 
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PRODUCT IDENTIFICATION 

Literary Review 

Strategic management literature presents diversity of opinion when discussing 

issues of strategic decision making and strategies which will lead to 

organisational success. The literature does however, appear to indicate a 

degree of consensus as to the importance of an organisational mission 

statement and the definition of core business to an organisation's success. A 

mission statement has been defined as 

"the purpose or reason for the organisations existence". 

(Wheelen and Hunger p.  9, 1995) 

or alternatively 

"the overall aim of the organisational mission is to encapsulate 

the whole purpose and philosophy of the organisation, as well 

as to provide broad indications of direction" (David. 1986). 

The mission statement then, is either a statement or formal explanation of the 

nature of the business in which an organisation participates. The mission 

statement helps to indicate to both the general public and staff of the 

organisation, the organisation's reason for being. It also helps to identify those 

aspects of the organisation which sets it apart from other organisations in the 

same business. 

King and Cleland (1979) have listed a number of key reasons as to why a 

mission statement is important. Greenly (1986) also discussed the aims of 

having an organisational mission statement, these aims are: 
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• Unanimity of purpose 

• Resource utilisation 

• Company climate and philosophy 

• Long-range vision 

• Business domain specification 

• Market-base orientation 

• Motivation of personnel. 

Greenly argues, that by specifying the broad areas in which the firm may 

participate, direction is given by the nature of the business and, although for 

some organisations this will mean no change from a single business area, for 

others it may mean business potential in other areas. Therefore by 

incorporating this aspect into the mission statement all staff and managers can 

be made aware of the organisation's intentions. 

He also suggests, that once the nature or purpose of the organisation has 

been established, it is then possible to obtain an initial overview of the 

directions in which resources will be used. The impetus may be provided to 

either consolidate the use of resources in certain areas, or it may provide the 

motivation to obtain additional resources to enable other ventures to be 

pursued. Greenly also contends that the mission statement provides a starting 

point for the ethos of the organisation. That is it needs to reflect the values, 

beliefs and guidelines that are to be the business culture and which will 

regulate the behaviour of the organisation. The social responsibility and 

business policy of the organisation should also be reflected in the mission 

statement as these will indicate the organisation's approach to both the 

internal and external environment. A mission statement is said to provide a 

starting point for long term thinking, that is, it allows those within the 

organisation to look to the future and to the new opportunities which may 

present themselves. 

There are some authors (Abell 1980) who advocate that the mission statement 

should be a short concise statement which describes exactly what the purpose 
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of the organisation is. A statement of this nature is said to lead to less 

confusion for both the organisation's staff and the wider public. Others 

however, are of the opinion that a concise statement at this point in the 

strategic process may in fact be too restrictive and may result in lost 

opportunities. David (1986) for example, has suggested two main reasons 

why the mission statement needs to be broad. Firstly, a broad statement 

allows for greater scope and flexibility to develop alternative strategies and 

objectives and to particularly allow for several alternative growth opportunities. 

Secondly, it allows for the satisfaction of the needs of many groups of people 

who are involved with the organisation. 

The market-base orientation of the mission statement provides an initial and 

overall focus on the customer. In order for the total organisation to develop an 

orientation towards satisfying client requirements, clients need to be put at the 

centre of the business. Moore and Pessemier in their book 'Product Planning 

and Management' (1993) state that: 

"Marketplace success is achieved by continually delivering 

superior value to customers". 

Customers are the focus of the organisation and without customers the 

organisation would have no reason to exist. 

The motivational aspect of a mission statement, calls for mission statements 

to be presented in a format which not only encompasses the nature of the 

organisation's business, but is also readily available to and understood by 

personnel at all levels of the organisation. Motivational literature indicates that 

when staff understand the direction that a company is taking and in particular 

the way in which their roles relate to this overall direction, then motivation is 

encouraged. 
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Once an organisation has completed its mission statement and defined its 

purpose it must then focus on setting its objectives. Organisational objectives 

as defined by Wheelen and Hunger (1985), 

"are the end results of planned activity. They state what 

should be accomplished by when and should be quantified if 

possible. The achievement of corporate goals should result in 

fulfilment of the corporate mission". 

Strategic objectives then, define the primary results the organisation wishes to 

achieve. They specify whether the organisation should attempt to grow, 

maintain its position, or harvest (divest itself of particular programs or business 

units). Similarly, objectives should state how aggressively a new program or 

product should be pursued. Strategic objectives also identify those programs 

and products which are no longer competitive and therefore can be sacrificed 

for an emerging or new product or program. 

Having determined the organisational objectives which will be pursued, the 

next task to be undertaken is the identification of the strategies which will be 

utilised to meet the objectives. Strategy as defined by Wheelen and Hunger 

(1995) 

"is a comprehensive plan stating how the corporation will 

achieve its mission and objectives, It maximises the 

competitive advantage and minimises the competitive 

disadvantage". 

Strategies may be developed at several levels within an organisation, and are 

referred to in the literature as the hierarchy of strategy; these are commonly 

referred to as: corporate strategy, business or competitive strategy and 

functional strategy. In order for an organisation to be successful each of these 

levels of strategy must interact closely and constantly. A difference in strategy 
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at one level will affect that occurring at each of the other levels of the 

organisation. 

At the business or competitive level of strategy an organisation is concerned 

with improving its competitive position with respect to products or services 

within a particular industry or market segment. The competitive strategy is 

well illustrated in strategic management literature and a number of different 

typologist exist. Michael Porter (1980, 1985) has developed one of the most 

systematic prescriptive treatments of competitive business strategies. He 

has suggested three generic competitive strategies for dealing with the 

competitive forces facing the organisation. These are "cost leadership, 

product differentiation and focus". In choosing one of these strategies, an 

organisation needs to examine its strengths and weaknesses against its 

competitors and the number of strategic choices besides minimising costs. 

Another well known prescriptive typology is that of the Boston Consulting 

Group (Wheelen and Hunger 1995). Four types of competitive business 

strategies are suggested corresponding to different combinations of the 

market share and growth held by an organisation. This approach advocates 

that an organisation needs to maintain a balanced portfolio of business if it is 

to remain competitive. 

Mintzberg in his paper "Generic Strategies: Toward A Comprehensive 

Framework" presents the view that many of the models of strategy make the 

presumption that there is 

"a priori hierarchy, that certain strategies are inevitably more 

important than others" (Mintzberg. p.  868, 1988). 

Mintzberg's model advocates that organisation in fact have "families" of 

strategies which are widely represented in organisations generally. He is also 

of the view that the popular lists which separate corporate from business level 

strategies and from functional strategies is far too limited as there is a need for 

corporate strategies to identify the core business in the first instance. He also 
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advocates that business strategies also need to be divided into those that 

describe the core business and those which elaborate the core business. A 

category of strategies which seek to reconceive the organisation's business or 

overall portfolio of businesses is also suggested by Mintzberg. 

An indepth analysis of the arguments relating to the choice of strategies used 

by an organisation at any one time is beyond the scope of this paper, suffice 

to say that to be successful and to remain operational an organisation needs 

to define quite clearly the business that it is in, it also needs to work on 

identifying its objectives and the strategies which will be utilised in achieving 

these objectives. However as Mintzberg warns 

"while a framework of generic strategies may help an 

organisation to think about positioning itself, use of a pat list 

may put it at a disadvantage against competitors that develop 

their strategies in more creative ways". (Mintzberg. p.910, 

1988). 
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Rationale 

Product Identification 

The background information presented on CCS indicates that although the 

organisation has been operational since the early 1970's, it has never 

developed a Corporate Plan. There have been discussions at various stages 

as to the necessity of such a plan however such a plan has never been 

developed. It may be argued that the absence of a corporate plan has 

influenced the way in which the organisation and its services have evolved to 

date. Initially the organisation's core purpose was to provide disability services 

which complemented rather than duplicated those which were already 

available through the government and non- government sector. Services were 

directed towards young children with disabilities and their families and 

consisted of therapy and respite services. To augment the funding which was 

received from the government sector, the organisation developed a 

fundraising and marketing service as a secondary business. During the past 

five years, the organisation has extended into provision of services to include 

adults and has a number of programs which cater for this client group. It no 

longer focuses on providing those services unavailable elsewhere and in fact 

has a number of services which are duplicated by other government and non-

government agencies eg. accommodation services, residential care, adult 

respite. These services have been developed as an outcome of client 

demand rather than as a result of strategic planning, and in a number of 

instances without the appropriate resources. Currently, it does not have a 

fundraising or marketing service and is dependent upon government funding 

to 89 cents for every dollar. 

CCS has reached the point in its development where it has become necessary 

for the organisation to pay serious attention to future planning particularly if it 

is to remain viable and responsive to its client group. The organisation has a 

history of inappropriately managing its resources, and while this is not 

currently the situation, the risk of overextending itself is high. The realisation 

of the importance of developing a corporate plan, has in part, come about as a 
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result of the increased demands for services in a climate of fiscal restraint. 

The organisation has been advised that there are no additional funds available 

from government sources for service expansion or development. As the 

organisation has no independent source of funding it is unable to develop 

services to meet increasing demands. 

A further reason for developing a corporate plan may be explained by the 

changes which have occurred in the disability sector in the past few years. 

There has been an increased demand for service accountability with respect 

to client outcomes. This has required not only a review of what services a 

client receives but the way in which services are delivered. Organisations have 

also been required to demonstrate how the various elements of legislation are 

reflected in service delivery. 

It has become apparent within CCS that in order to effectively respond to 

these demands the organisation needs to define its reason for being in the 

1990's. It also needs to identify the services/products it provides and the 

features of such products. Additionally, the organisation is in the position 

where an assessment of future direction is required, not only, if it is to continue 

to meet the needs of the multiply disabled in the Darwin region over the next 

five years, but also, and more importantly, if it is to continue to meet the needs 

and requirements of its funding source. 

The WT (weaknesses and threats) quadrant of the CCS SWOT Matrix, which 

had been compiled by the dissertation group, indicated that the organisation 

should give priority to developing a corporate plan and identifying the 

organisation's core services. This information was presented to the Executive 

Director of CCS, who then agreed to give priority to developing the corporate 

plan. 

The literature recognises that while many of the techniques or concepts of 

strategic management do not lend themselves easily to the non-profit sector, 

(Wheelen and Hunger 1989) there are certain elements which can be applied, 
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namely, the development of a mission statement, identification of objectives 

albeit that these may be difficult to quantify, and the strategies which will assist 

in achieving the objectives. 

CCS was assisted in the process of identifying and developing its mission 

statement, key objectives and strategies by applying the techniques outlined in 

the strategic management literature. A process of consultation was used 

throughout the development stage and ensured that both internal and external 

stakeholders took ownership of its development. While the plan has yet to be 

completed, the key elements have been developed and will assist 

management and others who have a vested interest in the organisation to 

continue to develop and modify the plan to meet the changing needs of the 

disability sector. 
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Methodology 

Product Identification 

In September 1995, CCS was presented with a strategic planning document, 

developed by Greg Dawkins, Norm Cramp and Louise McKenna. The 

document was a requirement of the Strategic Management Unit conducted by 

Rod Saltzman. This document precipitated the organisational development of 

a formal strategic plan. An action plan and schedule of activities (Appendix 2) 

were drafted by the CEO who presented them to the Directors for discussion. 

Following ammendments to the document, it was accepted by the Board of 

management in December 1995. 

Prior to the development of the action plan the CEO and Directors had 

commenced working on the articulation of the organisation's Mission 

Statement and the identification of the key values and core services. From 

August to September 1995 senior management dedicated time to completing 

this task and held a number of meetings for this purpose. The original 

document included a series of draft mission statements which assisted 

Directors to focus their discussion on the key elements involved in the 

development of the organisation's draft mission statement. 

By September a draft document (Appendix 6) had been completed in which a 

Mission Statement, Key Values and Core services were detailed. This 

document was then circulated to all staff and other key stakeholders for their 

input. To ensure maximum involvement in the development of the document, 

the CEO convened a number of consultative meetings which involved staff at 

all levels and service users. The draft document was also featured in the 

weekly Staff Bulletin and Monthly Newsletter with readers being invited to 

direct comments, ideas or concerns to the CEO by the end of October 1995. 

Board members and Directors were also invited to attend a morning workshop 

to discuss the draft document and put forward their ideas. The consultation 

process took place over a period of two months and was completed by 
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December 1995. A final draft was presented at the March Board Meeting 

where it was unanimously accepted. (Appendix 6) 

Once the organisation had identified its Mission Statement, Core Values and 

Key Services, it then set itself the task of ascertaining those features of service 

delivery considered important by its membership. This information was viewed 

as essential since it would provide the basis for developing future services and 

would assist in identifying resource requirements and staff training needs. 

After considerable discussion with senior management the CEO determined 

that the most appropriate means of obtaining the required information was 

through the use of a postal survey. Over the course of three weeks a survey 

was drafted and circulated to Directors for input. The initial draft was very 

lengthy and required considerable modification. Two further drafts were 

written prior to the completion of the final product. Reservations still existed in 

regard to the questions used in the survey and to the value of the information 

that the analysis of such questions would yield. In spite of this the CEO used 

the final document to survey the membership. (Appendix 6) 

Members were defined as those persons who were financial members of the 

organisation, and all current service users and their families. Funding bodies 

and other community agencies were also represented in the membership 

group. Staff were not included in the survey as it was planned to develop a 

modified version of the questionnaire at a later date and distribute this to staff 

members. The survey was "not" designed to provide review data on current 

service provision. Rather, its purpose was to elicit information with respect to 

service features considered to be important to the target groups. 

A total of 250 surveys, accompanied by a letter, were posted. (Appendix 6). 

The letter detailed the purpose of the survey and invited respondents to attend 

focus groups, which had been scheduled for two weeks after the posting of the 

survey. The purpose of the focus group was to provide service users with an 

opportunity to discuss each of the services, and the current issues within each 

service, in a shared forum. Separate focus groups were held for Adult and 
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Children's Services and were conducted by the Service Directors. Provisions 

for child care had also been arranged to encourage attendance at each of the 

focus groups. In addition, respondents were given the opportunity to contact 

the Directors of each Service, if they wished to discuss the survey in person or 

if they required assistance to complete the survey. Postage paid, return 

envelopes were provided as it was felt that this would maximise the survey 

return rate. Respondents were given a period of four weeks within which to 

return the completed survey. Anonymity, was assured, however, respondents 

were also able to include identifying information if they chose to do so. 

As can be seen in Figure 21, the survey targeted four specific areas of 

information. These were: membership status, identifying information, service 

details and fundraising. 

Targeted information and number of questions. 

Figure 21 Targeted information and number of questions 

The style of questions used to elicit information varied within and between 

information categories. For example, the three questions designed to elicit 

information on qualities of service, qualities of staff and suggestions for 

improvements to the organisation consisted of two ranking-style questions and 

one open-ended question. Closed and forced-choice type questions were also 

featured. 

As the return rate for questionnaires was very slow, it was necessary to extend 

the cut off date a further two weeks. Administrative staff in each service area 
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assisted in the process of retrieving the surveys by telephoning service users 

and reminding them to return their completed surveys. 

Once surveys had been completed they were returned to CCS Head Office 

and viewed by the CEO. The surveys were then collated and analysed using 

the SPSS+ PC package. 

On the completion and collation of the survey, the next task to be approached 

was that of developing the organisation's goals as well as the objectives and 

strategies which would be utilised to meet these goals. In order to ensure 

ongoing commitment to the development of the strategic plan through the 

process of consultation it was determined that the most efficacious way of 

achieving this next task would be to organise a planning day to be attended by 

the organisation's key stakeholders. It was also agreed that the numbers of 

attendees would be limited to twenty as it was felt that a larger group would 

make it difficult to get through the agenda which had been set for that day. A 

considerable amount of effort was put into discussing the structure of the day, 

the items to be covered and the information that was to be elicited. (Appendix 

7) 

An outside consultant, experienced in assisting organisations to develop 

strategic plans, was used as a facilitator. This strategy was adopted for two 

reasons. Firstly, it was felt that the facilitator should be an objective person 

who had no vested interests in the outcomes and, secondly, by using an 

outside facilitator all senior staff would be free to be full participants in 

activities rather than having to juggle the responsibilities of facilitation and 

participation. 

The planning day was held at a venue away from CCS facilities, lunch as well 

as morning and afternoon teas provided. By using an outside venue staff did 

not have to concern themselves with work related disruptions, it was also 

possible for discussion to continue over coffee and during lunch, which may 
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not have been the case had the day been held at one of the organisation's 

meeting facilities. 

The use of a consultant and outside facilities also helped to reinforce the idea 

of the importance of the day in the minds of those in attendance. This was of 

particular relevance to the organisation's staff who are accustomed to such 

tasks being undertaken with the minimum of resources. 

The planning day was attended by Board Members, (which consisted of 

service users), Service Co-ordinators, Directors, Northern Territory 

Department of Health, and other key staff members. The planning day was 

organised to elicit the maximum input from all in attendance, and as such a 

variety of group work techniques were used, including large group 

brainstorming, small focus groups, presentations by Directors and a 

representative from the Northern Territory Department of Health. The group 

established the rules of conduct which would be adopted for the day, and 

these were written down on a white board at the front of the room for ease of 

reference. The adoption of formal rules of conduct included a discussion on 

the possible impediments to communication and it was agreed that all views 

were of equal value and validity. (Appendix 7). The day ended with the group 

identifying and agreeing upon a number of key objectives and strategies which 

would form part of the strategic plan. (Appendix 7) 

RESULTS OF SURVEY AND PLANNING DAY. 

Of the 250 surveys distributed, a total of 44 surveys were returned. This 

reflects a return percentage of approximately five percent. The surveys were 

input onto a Lotus data base and sorted into 39 variables. Variables were 

classified according to their descriptive characteristics and four descriptive 

variables were obtained, Product, Future Output, Fundraising and Membership 

(Refer to Figure 22). Descriptive variables were then analysed using the SPSS 

PC+ statistical package. 
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Definition of Descriptive Variables 

Figure 22 Definition of Descriptive Variables 

Product was denoted as the type of CCS service or services respondents 

were using at the time of the survey. These types were: Accommodation, 

Respite, Early Intervention, Lifestyle Options, No Services, and More than one 

Service. 

Future Output related to those attributes that were considered to be 

associated with a good service product. Respondents were asked to rate a 

series of questions about the qualities of service, and the qualities of staff. 

They were also asked to provide suggestions of ways in which the 

organisation could improve. 

Fundraising delineated those fundraising activities which the respondents felt 

the organisation should pursue and the respondents preferred method of 

assisting the organisation in its fundraising endeavours. 

Membership was that information contained in the survey which identified 

members from non-members, as well as information on the respondents who 

were interested in becoming members of the organisation. 
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Respondents' Characteristics 

A simple frequency analysis was carried out as a means of obtaining 

information on the characteristics of the respondent group. This was of 

particular importance given the low percentage of returned surveys. It was 

necessary to establish whether the return sample adequately represented the 

service user group or whether it was biased towards other members of the 

organisation. If the survey had successfully targeted service users then the 

information contained therein could be considered to be of particular value for 

future service development. We would know what service users considered to 

be the key elements of future service delivery. As can be seen from Figure 23 

the main response group were the families or carers of those receiving 

services. 

Figure 23 Number of Returned Surveys 

Given that the population serviced by CCS are individuals who have multiple 

disabilities, including in many instances intellectual disabilities, the return trend 

is not unexpected. Families or carers are usually responsible for advocating 

on behalf of their disabled family member and for ensuring that appropriate 

services are provided. Ensuring the needs of family members and carers are 

met is also considered to be central to CCS service delivery. The next most 

represented group are service users themselves, that is those individuals who 

are the clients of the services. Other stakeholders were the least represented 

group in the survey. It may be concluded therefore that the information 

extracted from the survey directly reflects the views and opinions of those 

directly or indirectly in receipt of CCS services. 
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Accommodation 2 

Respite 10 

Lifestyle Options 9 

Early Intervention 5 

More than one 15 

None of the above 3 

Figure 24 Number of Returned Surveys 

Further analysis of respondent characteristics indicates that those who used 

more than one of CCS services were the group most highly represented in the 

response group. (Figure 24) While the lowest response rate came from those 

involved with Accommodation Services. It could be conjectured that for those 

involved in more than one service the motivation to respond was greater for 

these individuals because they had a higher level of investment in services, by 

the mere fact they used more than one service. There are a number of 

postulations that can be put forward to explain the low level of response in the 

Accommodation Service. Firstly, the size of the Accommodation Services 

client population is quite small compared to that of other services and, for that 

reason, we would have expected this group to represent only a small 

percentage within the total group. Secondly, because this service caters on a 

fulltime basis for adults with high support needs, the level of involvement of 

parents or carers in the day to day operation of the service is minimal. Given 

this, families or carers may have felt that they had little to contribute by way of 

the survey. It could also be explained, as the families and carers having 

selected the Accommodation Service on behalf of their member with disability 

in the first instance, are satisfied and confident about the choice they have 

made and do not feel the need to complete the survey. Of course it would be 

necessary to carry out a post survey interview with all those who did not 

respond to the survey to obtain accurate information for non-response. 
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A correlation analysis was conducted on the Membership variable to ascertain 

whether this influenced return trends or types of responses. There was no 

statistical difference found between the response rate or type of responses of 

those who were financial members of CCS and those who were not financial 

members. 

Future Output 

Two of the questions which were grouped under the descriptive variable 

Future Output, asked respondents to rate a series of statements according to 

their level of importance. A ranking of 1 was given to the most important 

statement with 12 the least important. The questions pertained to qualities of 

service and of staff. Responses were analysed using a comparison of means 

for each response. (Figure 25 and Figure 26) 

As can be seen from Figure 25, availability of service was considered to be the 

most important feature of a quality service (Mean 3.82). Respondents wanted 

services to be readily available when they required them. They also wanted to 

be able to approach staff and have their issues or concerns dealt with quickly 

(Mean 5.15). Respondents also considered it important that services were co-

ordinated and that work with other agencies was carried out for the benefit of 

the client. The organisation's profile, or public image, within the community 

was not considered to be an important feature of a quality service. In fact, a 

mean of 9.00 was obtained for this variable, indicating that a high proportion of 

respondents considered public profile to be of minor importance. Similarly, the 

results obtained for the importance of having limited paper work and 

bureaucracy indicated that this was not considered to be important to quality 

service delivery. 

Figure 26 provides an analysis of the qualities considered to be important in 

staff. Of the nine variables analysed, the level of staff training and job 

knowledge was the most highly rated variable. It was felt that staff should 

have a high level of training and a good understanding of their job 
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requirements. Respondents also wanted staff to value and respect each of 

the clients within the services and to treat them with dignity. Staff 

approachability, helpfulness and friendliness were important to respondents. 

Of least importance was the level of presentation or dress standard of staff. 

Respondents did not consider that high dress standard or presentation of staff 

were necessarily important characteristics of quality staff. 

Qualities of Service 

I -t1I M11J L11 1H1w 

o 3(l) 3.82 .40 2.62 

o 3(u) 7.32 .55 3.66 

o 3(iii) 7.32 .55 3.66 

o 3(iv) 8.80 .43 2.87 

03(v) 5.14 .32 2.13 

03 (vi) 6.77 .46 3.03 

03 (vii) 5.70 .32 2.12 

03(viii) 7.70 .50 3.32 

03(ix) 6.25 .38 2.51 

03(x) 8.30 .45 2.99 

03(xi) 9.00 .42 2.81 

03(xii) 6.36 .42 2.79 

Figure 25 Qualities of Service 
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Qualities Staff Should Have 

o 4(l) 4.23 .35 2.32 

Q 4(u) 2.91 .28 1 1.83 

04(iii) 8.39 .18 1.22 

04(iv) 4.52 .27 1.80 

o 4(v) 5.77 .29 1.92 

04(vi) 3.18 .35 2.30 

o 4(vii) 4.75 .33 2.22 

o 4(viii) 5.05 .29 1.89 

04(ix) 6.27 .29 1.93 

Figure 26 Qualities Staff Should Have 

RELATIONSHIP BETWEEN ATTRIBUTES 

In order to determine whether a relationship existed among the variables a 

multiple regression analysis was performed and correlation co-efficients of 

variables obtained. Figure 27 illustrates those variables for which there were 

significant positive correlations at the .01 and .001 level. 
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Positive Correlations for Staff and Service Qualities, 

Co-efficient Significance 

Q4(v) + 04(vii) .4236 .01 

04(i) + 03(u) A824 .001 

Q3(iv) + 03 (ii) .5109 .001 

03(viii) + 03(ix) .4174 .01 

03(xi) + 03(x) .4212 .01 

03(ix) + 04(ix) .3588 .01 

04(v) + 03(x) .4811 .001 

Figure 27 Positive Correlation's for Staff and Service Qualities. 

As can be seen from Figure 28 there are three key variables which were highly 

correlated with other variables (Variables which are correlated with other 

variables generally mean that they are measuring similar characteristics). This 

analysis suggested that qualities of service were measured or evaluated on 

three dimensions: Low Cost, Service Co-ordination and Flexible/Adaptable 

Services, Policies and Procedures. 

Low cost was positively correlated with the variables helpful friendly staff, and 

minimum paperwork. Therefore we would expect that those respondents who 

considered low cost as an essential feature of service delivery also wanted 

staff to be helpful/friendly, and the paperwork to be kept to a minimum. 

For those respondents for whom service co-ordination was important, so too 

was client empowerment. These respondents wanted clients to take more 

responsibility and become part of the community. They also considered it 

important for staff to be committed to their jobs and to the organisation. 
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Respondents who rated policies and procedures as being an important aspect 

of service delivery also recognised that having a positive public image was of 

equal importance. The same respondents also wanted services to be flexible 

and adaptable to meet their changing needs. Flexible service delivery was 

highly correlated with the idea that staff should be mature, responsible and 

reliable. 

Negative Correlations for Staff and Service Qualities. 

M-A 

M  

3~i~ 

0  

63 

03(u) + 03(viii) -.5563 .001 

03(iv) + 03(viii) -.4531 .01 

03(iv) + 03(ix) -.4154 .01 

Q3(x)+Q3Oii) -.4790 1 

03(xi) + Q3(i) -.4707 .01 

03(xi) + Q3(ii) .5202 .001 

04(u) + 03(u) -.3900 .01 

04(i)+03(x) -.4305 .01 

04(iv) + 04(vii) -.4148 .01 

Figure 28 Negative Correlations for Staff and Service Qualities. 

Those variables which have a negative relationship with one another can be 

identified as falling into six main groups. These are: Empowering Clients, 

Minimum Paperwork/Bureaucracy, Policies and Procedures, Public Image, 

Staff Training, Friendliness and Helpfulness of Staff. 

For those respondents who considered that the empowerment of clients made 

a quality service, the availability of services, cost of service and the amount of 

paperwork and bureaucracy involved in receiving services was considered to 

be of less importance. However, those who were of the opinion that a 
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minimum of paperwork and bureaucracy were important, were less concerned 

with co-ordination of services or the empowerment of clients. The availability 

of comprehensive policies and procedures had a negative correlation with the 

availability of services. This indicates that those who believed that having 

comprehensive policies and procedures was reflective of a quality service did 

not feel the same was true for service availability. However, those who 

considered that staff should be friendly and helpful did not feel that policies 

and procedures made a quality service. 

A negative correlation also existed between staff training, job knowledge and 

low cost of service. This indicates that those who considered that staff should 

be well trained and have a good overalt knowledge of the job, did not feel that 

a good quality service was necessarily one which was of a low cost. 

SUGGESTIONS FOR IMPROVEMENTS TO THE ORGANISATION 

A future dimension of Future Output related to respondents providing 

suggestions to improve the organisation. As this question was an open ended 

question, it was necessary to group responses according to categories. 

Responses fell into five distinct categories. These are: staff training, access to 

services, funding, more than one of the other suggestions and no suggestions. 

Using a frequency distribution and percentages it was possible to identify the 

number of responses in each specific category as depicted in Figure 29. 

Suggestions for Improvements to CCS. 

Figure 29 Suggestions for Improvements to CCS. 
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When asked to provide suggestions as to how the organisation may improve, 

40% of respondents had no suggestions to make. Of those suggestions which 

were put forward, improved access to services was the most frequent 

suggestion. It was felt that the organisation could improve the access to its 

services. However, it was also realised that funding was an issue and that 

there should be effort directed towards improving the organisation's funding 

base. 

FUNDRAISING 

In order for CCS to raise income to fund those programs which are not in 

receipt of Government funding, it needs to be involved with fundraising. The 

CEO was interested in ascertaining the types of fundraising events members 

felt the organisation should conduct and the ways in which members were 

prepared to support the organisation's fundraising endeavours. As can be 

seen from Figure 30, respondents considered that a special fundraising event 

such as a dinner or concert was the best means of obtaining more funding. 

They also felt that funds could be obtained from running lotteries. Marketing 

of merchandise developed by CCS was the least favoured fundraising choice. 

Fundraisinci Events 

Question Mean S.E. Mean Std Deviation 

I.ID 
I.I 

Figure 30 Fundraising Events 
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PLANNING DAY OUTCOMES 

As stated previously the purpose of the planning day was to assist the 

organisation to identify and develop objectives and strategies which would be 

contained within the Corporate Plan. The initial task which had been set for 

participants was the identification of the organisation's strengths and 

weaknesses. A comprehensive list of strengths and weaknesses was 

compiled by participants. (Appendix 7) The items contained within the list 

were then grouped, according to their commonality, under key headings. 

Participants identified the organisation's key weaknesses as staff training and 

development, funding, lack of public profile, policy and procedures, networking 

with other agencies and service providers, and an overly responsive service. 

The strengths of the organisation were, committed staff, focus on client 

independence, responsiveness to individual needs, reduced bureaucracy, and 

financial management. The strengths and weaknesses identified by 

participants are the same as those which had been identified by the 

dissertation students in their SWOT analysis. 

On completion of this first task, participants were then asked to use the 

information which had been elicited to identify the key organisational issues. 

There were five key issues considered to be of priority. These were: an 

individual plan for each client, staff development and training, sources of 

funding, establishing the organisation's identity and profile, and the definition 

and long term planning of services. 

These key issues were then taken up as the organisation's objectives. 

Strategies to achieve these objectives were identified by participants and were 

included in the Corporate Plan (Appendix 7). 
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DISCUSSION OF RESULTS 

The results obtained from both the membership survey and planning day, 

indicate that survey respondents and planning day participants have shared 

views with respect to those issues which are important to CCS service 

delivery. Both groups rated staff training and development as being a key 

factor in the provision of services to those with disabilities. As the main 

respondents to the survey were families and carers of persons with disabilities, 

it is not surprising that staff training and development were considered 

important. This is particularly so given that the client group serviced by CCS 

are persons with complex multiple needs. Many of the clients have varying 

degrees of intellectual disability and as such are dependent on others for 

support in meeting even their most basic needs. Some clients also have 

medical conditions, such as epilepsy, which are controlled through the use of 

medication. Families and carers therefore need to know that their family 

member with a disability is receiving services from an organisation which 

employs staff who are competent and skilled in caring for persons with high 

support needs. They also want staff to respect and value their family member 

with a disability. 

The importance of staff training and development to planning day participants 

can be explained by the fact that a high percentage of participants were 

service directors and co-ordinators. This group are responsible for the 

employment and ongoing training of staff within CCS and therefore are aware 

of the skills needed to provide services to clients with multiple needs. As with 

many organisations providing services to persons with disability CCS have 

difficulty attracting hands on staff who are highly skilled and qualified. Many of 

the staff who work at a hands on level, although experienced in working with 

persons with disability, lack a fundamental understanding of the philosophical 

basis underlying service delivery. This affects the way in which these persons 

provide services to clients. 
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Staff approachability and attitude were also seen as important by survey 

respondents and planning day participants. Survey respondents felt that staff 

should be approachable and that problems or issues should be able to be 

readily addressed. Planning day participants in fact rated this as being one of 

the organisation's strengths. They felt that staff employed by the organisation 

were committed to their work and had a good attitude towards clients and their 

families in the field of disability, service providers 

Survey respondents considered that the most important aspect of a quality 

service was that services should be available when required. Given that most 

families residing in Darwin do not have the benefit of having extended family 

on whom they can call to provide unplanned care or respite, there is a high 

dependence on organisations such as CCS to fulfill this role. In such 

circumstances one would expect that families and carers would consider it 

important for services to be readily available. 

Availability of services was seen to be both a strength and weakness by those 

who participated in the planning day. Participants felt that while it was 

important to have responsive and flexible services, the organisation also had 

to ensure that it had adequate resources to meet the demands for such 

services. It was recognised that at times the organisation was too responsive 

in meeting client needs and that this was detrimental to both the service and 

its staff. 

The co-ordination of services between agencies was considered to be a 

priority by survey respondents. Given that the multiply disabled are usually 

involved with a wide array of different service providers, co-ordination is 

important not only for continuity of service, but more importantly for ensuring 

that all those involved in providing a service to a common client are 

communicating in ways which ensure the client and his or her family 

experience the minimal amount of stress and frustration. Co-ordination of 

service delivery also ensures that services to clients are not being duplicated 

by the agencies involved. It also safeguards against decisions being made in 
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isolation of other factors. According to planning day participants co-ordination 

is in fact considered to be a weakness of current service delivery within CCS. 

It was recognised that co-ordination between CCS was not occurring at an 

optimum level and could be improved, particularly with respect to sharing of 

client information and programs. Although more work is still required to 

improve the level of co-ordination between CCS services and other agencies, 

it would appear that co-ordination at this level is more effective than that 

occurring between the organisation's own services. 

Interestingly, the organisation's public profile, although considered to be of 

less importance to service users than other features, was identified as being of 

major importance to the planning day participants. It would be expected that 

those persons in receipt of services from an organisation would be more 

concerned about those aspects of the organisation which impacted on their 

day to day contact with it, ie the availability of services, the approachability of 

staff and the skills and expertise of the staff. These aspects could be 

classified as being meaningful to service users because these are the aspects 

of the organisation which they experience in person. The organisation's public 

profile does not directly impact on the individual who is in receipt of services 

and therefore may be considered unimportant. The importance of the 

organisation's public profile to planning day participants may in part be 

explained by the composition of this group, professional persons, managerial 

staff, co-ordinators and board members. Persons working in such positions 

have to a greater or lesser degree a certain level of responsibility in ensuring 

that the organisation is well regarded. These persons may also have a 

professional interest in the organisation's profile, particularly its impact on their 

professional standing within the community ie; no-one wants to work for an 

organisation that is of ill repute. Planning Day Participants' concern for the 

organisation's lack of public profile may also rest with the fact that Participants 

recognise the importance of the work being undertaken by the organisation 

and want this to be promoted within the wider community. Developing a public 

profile was also considered to be an effective means of attracting funds from 
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the general community through fundraising events. Without such a profile, 

fundraising endeavours were considered to be redundant. 

09/16/96 



Develop & Implement a Strategic Plan for CCS 130 

Project Outcomes 

Product Identification 

The process which was undertaken to develop the critical elements of CCS 

strategic plan has possibly been far more important than the information which 

has been elicited. The process has given all of those with a stakeholder 

interest in the organisation the opportunity to come together to discuss and 

explore their concerns and aspirations. Those involved have discovered that 

irrespective of their stakeholder position ie; staff member, board member, 

service user or management, they share a common goal, which is the 

provision of quality services to clients with multiple needs and their families. 

The identification and subsequent articulation of this common goal into a 

mission statement, has not only assisted in defining the organisation's 

purpose, more importantly it has demonstrated that the organisation is 

genuinely committed to the process of consultation. Furthermore, those 

working within the organisation have for the first time, seen the organisation 

demonstrate a genuine commitment to planning, as indicated by the allocation 

of resources for this purpose. 

While CCS has identified its core services, it has yet to clearly define the 

boundaries of such services. This has been discussed at senior management 

level and it is acknowledged that this is a task which will be undertaken in the 

near future. 

It needs to be recognised, that while the information obtained from both the 

planning day and survey is useful with respect to service development, needs 

are not static, and as such, what may be considered important to staff and 

clients at this point in time may not have the same degree of importance in the 

future. With this in mind it is imperative that CCS recognise the importance of 

ongoing evaluation and review of their corporate plan and take the steps 

necessary to ensure its ongoing development. 
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Through the application of strategic planning techniques CCS has developed a 

number of documents which will be used as the basis of future planning and 

development. These documents are not only of relevance to the day to day 

operations of the organisation and its staff, they are also materials which can 

be accessed by current and future clients of the service. They clearly indicate 

the purpose of the organisation and its priorities with respect to service 

delivery. These documents may be used as the basis for future funding 

submissions as they clearly articulate the organisation's goals and directions 

within the disability field. They also provide a clear indication of the 

organisation's accountability not only to its funding bodies but also to the wider 

public. 
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INFORMATION TECHNOLOGY (IT) AND MANAGEMENT 

INFORMATION SYSTEMS (MIS) 

Literary Review 

Few managers would argue that Information Technology (IT) and the 

subsequent Management Information Systems (MIS) have not revolutionised 

the way in which businesses do business. The need to collect, store, retrieve 

and analyse information has always been of the utmost importance to all 

business - anywhere in the world. 

The world of business has undergone something of an "industrial revolution", 

or at least an "information revolution", in terms of the practices and 

methodologies with respect to the recording, retrieving and analysis of 

information. By virtue of that revolution the progress has been rapid in 

moving from the inefficient, costly and time consuming long hand method to 

the fast, efficient and cost effective methods that IT has to offer. 

Perhaps a starting point in the overview of IT and MIS, and as a precursor to 

the development of an MIS, for CCS, it is worthwhile to clearly define the 

terminology to which reference will be made throughout this paper. As one 

would imagine, IT is generally considered to relate to the overall technology of 

collecting, storing and retrieving information on a wide range of issues. 

Robson (1994:70) defines IT as a: 

"phrase which covers all the machinery and software that at 

one time was seen as belonging to individual technologies. 

Where once computing (or Data Processing), communication 

technologies, office automation and production automation 

were disparate they now converge so that IT describes any 

"kit" concerned with the capture, storage, transmittal or 

presentation of information. 
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This technology convergence has brought the separate 

disciplines into one management arena". 

Having such technology available has obviously provided the means whereby 

management can have an integrated view of the organisation, rather than a 

focused view of the technical and operational aspects of the organ isation. 

Given the definition of IT, it would seem obvious that MIS's, or Strategic 

Information Systems (SIS) or Information Systems (IS), are about the wide 

ranging, as well as the more specific, areas of the organisation's operation and 

position within the industry. Of MIS Robson (1994:70) is of the view that: 

"There are many definitions of MIS. Some chose to 

emphasize the word management and hence make the 

distinction between management and transaction activities." 

and 

"the term MIS represents the entire portfolio of computer-

based systems". 

The definition utilised for the purposes of this paper will be the development of 

a MIS which relates to the management of information with respect to the day 

to day operation, client cost focus and other strategic information considered 

vital to CCS's long-term planning and development. As such, the reference 

will be to a system that represents the whole computer based system. 

With the advent of IT and MIS, and the widespread implementation and 

acceptance of computer systems and databases, many would argue the 

business place is a much more efficient, effective and competitive 

environment. As early as 1982, the Commonwealth Department of Science 
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and Technology (1982:12) was sending the IT message to government 

departments, and small businesses, across Australia when it stated: 

"Information Technology (IT) is a key element in agencies 

delivering their programmes and improving the effectiveness 

and efficiency of their operations". 

Even at that early stage, the message was quite clear, in that IT was viewed 

as the business tool of the future. That which would bring about the 

necessary changes in the operational, and administrative, practices within 

industry and commerce to achieve a higher level of productivity, reduced office 

costs, reduced staffing levels, improved customer/client services, faster 

response times and generally achieve more with less - by working smarter, 

and later, through multi skilling. This development also lent itself to a greater 

potential for managerial control and direction setting with IT systems being 

utilised to its optimum in today's business environment as a strategic 

management tool. 

However, there were also some concerns being expressed about the 

introduction of IT systems and their impact on, and acceptance by, the 

workforce. These concerns generally related to the potential for lost 

employment, or reduced employment security. As the Commonwealth 

Department of Science and Technology (1982:34) warned: 

"The introduction of new information technology (or any new 

technology) can cause anxiety for members of your 

organisation. Most concern will, of course, be expressed by 

the people whose work will be directly affected". 

In the early stages of their development, information systems were generally 

mainframe computer systems directed at the reasonably simple operations, by 

present day standards, of word processing, accounts recording and production 

and general information storage. Most weren't "user friendly" and as such 
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required detailed and specific training which resulted in specialist positions 

being created as "word processor operators". 

This situation automatically negates one of the principles of implementation, 

that being to reduce costs through staffing levels, multi skilling and so on. 

The further, and present, development of IT and MIS has actually created a 

new industry of computer users, teachers, installers, repairers/servicers, 

salespeople and so on. 

The ideology of the "paperless office", as a result of the advent, and 

implementation, of IT, was also being articulated at this time by the more 

optimistic, or visionary, proponents of IT. However, there were also those that 

disagreed with the imminent emergence of such an office environment and of 

the immediate benefits of IT per se. 

Chorafas (1982:95), for instance, expressed his concerns regarding word 

processing, and its expected benefits, when he stated: 

"If I have great reservations about word processors and place 

them among tools in the second part of this book, rather than 

the first, it is exactly because of the risk they represent in 

contributing to the jungle of paper rather than its reduction". 

Although IT has had a significant impact on the business world, the paperless 

office has yet to arrive and many would agree with Choradas' argument today. 

Much has changed in the IT field over the thirteen year period since Chorafas 

and others made their thoughts on the subject known. An overall view of IT in 

its present state of development would suggest that the application of such 

technology could be, and should be, an intrinsic part of any strategic plan, and 

strategic management. This view is articulated on the premise that both 

strategic planning and strategic management are interwoven in the need for 

better service delivery through better management and long-term planning. 
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Such management and planning needs to be based on more reliable and up 

to date information, the ready access to the information and the ability to 

transfer the information across organisations at the touch of a key, as well as 

trending assessment through current information analysis. 

IT, and MIS in particular, have an ever increasing and important role to play in 

strategic management, by way of providing the necessary tools for managers 

to collect and analyse information relevant to its operation and environment. 

Such a view is supported by Robson (1994:25) who states: 

"Central to strategic analysis is an assessment of the 

economic operating environment and of the organisation itself. 

This part of the chapter introduces tools that help to identify 

the influences, assess the relative importance of those 

influences, and analyse the nature and degree of change in 

the environment" 

Robson (1194:62) goes on to say: 

"Since the speed of technology change is causing the strategic 

planning horizon to contract it is only right to consider the role 

of IT in allowing strategic management to cope with that 

contracting horizon" 

and that: 

"The essence of "good" strategic decision making process is 

one in which timely and integrated information is available to 

the senior manager when he (sic) needs it." 

DeHayes et. al. (1994:82) are also of the opinion that IT has an important 

role to play in strategic management when they state: 
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"Since the mid 1980's there has been attention given to 

possible strategic and competitive advantages through the use 

of IT as an element of business strategy" 

And go on to say (1994:83) that: 

"Any organisation with vision and leadership (or a strong 

champion) can use IT wisely. The overriding theme in this 

and other examples is the use of IT must mesh with the 

strategic direction and plans of the organisation if significant 

gains are to be achieved". 

Regarding the value of, and need for, IT and the subsequent MIS, DeHayes 

et. al. are of the viewthat: 

"Strategic Information Systems are vehicles for implementing 

business strategy that use information, information processing 

and/or the communication of information. Frequently such 

systems extend beyond the bounds of the organisation itself to 

the customers or clients, suppliers and competitors." 

James Martin (1994:196) supports the same view by stating: 

"Future planning of information resources is vital in a 

corporation. Failure to do strategic planning with data 

processing (DP) has resulted in extremely expensive 

modifications and rebuilding, and has kept senior 

management from obtaining information they need." 

An objective of strategic planning is to make the pieces of 

information systems fit together where they need to." 
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Given the general agreement of the utilisation of IT, and MIS in particular, as 

being the most efficient and cost effective method by which business can 

operate and managers manage those businesses, our attention is then drawn 

to the development of a MIS within an organisation. Later in this paper the 

process of developing and implementing the MIS will be discussed in greater 

detail, however, it is first necessary to have a good understanding of the range 

of issues to be considered when developing a MIS. 

In order for any system to operate effectively, and thereby produce the 

required outcomes and gains, that system has to have been planned, has to 

be developed to suit the particular need of the organisation or operation, has 

to be cost effective and easily operated and maintained, as well as being 

capable of augmentation should that be required. The first step in the MIS 

development process, then, is to identify the requirement for the system. 

That is to say, what is it that needs to be achieved and is there currently a 

system in place? If so, does that system need to be replaced and why? What 

type of information needs to be collected, for whom and for what purpose? 

What skills do the potential users currently possess? Are they computer 

literate, semi literate or have no computer knowledge and skills at all? What 

type of system is best suited to the task? Is the system to be a Local Area 

Network (LAN), an Office Automation (OA) word processing system or a 

personal computer, disc driven system? What additional requirements (ie; 

augmentation) of the system, the operation or the organisation can be 

identified in the near to mid future? 

Another important issue to be addressed is that of placing the responsibility to 

develop the system. While it is widely accepted that computer systems are 

complex arrangements that require specialists to install, programme, repair, 

service and upgrade, it is first and foremost the manager and end users that 

need to have input into the system's design. This process of consultation, 

and input, will better ensure the achievement of a system that will produce the 
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required outcomes for both the organisation and management and one that 

will be accepted, and therefore more fully utilised, by the users. 

Regarding the developmental stages of MIS and responsibility for that 

development, De Hayes et. al. (1994:136) are of the view that: 

"Until recently the development of application systems was 

viewed as the responsibility of the IS organisation, but today 

companies are increasingly placing much of this responsibility 

in the hands of line managers. Today line managers are 

responsible for determining what systems will do and how it 

will interact with organisational processes, for managing the 

change involved in installing the new system and using it 

effectively, and for making sure that the promised benefits of 

the system are obtained". 

Martin (1994:137) expresses a view that systems and databases should be 

developed in conjunction with managers and end users to ensure the right 

system is developed for the specific purpose and advises that: 

"A data-base management system requires many properties if 

it is to be fully useful, such as security controls, concurrency 

controls, access optimisation, failure protection, check point 

restart, auditing features and so on". 

To Martin's list the system designer needs to add: 

• Cost effectiveness 

• User friendliness 

• Common type of software preferred (given the requirements are applicable) 

• Ease of training 

• Speed of operation and production 

• Networking facility 
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• Variety of application 

All of which are generally incorporated in readily available "standard" software 

packages currently being marketed to suit the ever growing PC user industry 

It can be seen a significant change has taken place with IT and MIS's over the 

years. A change that is not only an equipment evolution, but it also relates to 

the manner in which the information is utilised. For instance, in 1982 we saw 

IT being utilised, generally, through a mainframe system and primarily for word 

processing requirements. Such information was generated for internal 

purposes with little regard for the strategic value of the technology and the 

information it could capture. 

In 1996 we see IT systems continuing to change but with MIS's generally 

being PC driven, often networked through organisations and their clients' 

establishments, as a means of better service delivery. That is to say the 

information, whilst remaining intrinsic to any organisation's operation, is now 

more client focused and allows organisations to plan strategically and 

therefore be better positioned to deliver those client services. It could be 

argued then, that IT and MIS, in 1996 and the future, are all about strategic 

planning, empowerment through technology and better service delivery. 

As Axel Allen, writing in the November 1995 edition of OSR (Open System 

Review) computer client/server magazine says: 

"In the IT industry, change is a buzzword almost as prevalent 

as client/server. Change is consuming us. Changes in 

technology, changes in business requirements, changes in 

definitions." 

He goes on to say: 
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"in the market place of ideas, images products and services, 

consumption is the engine of change, while globalisation and 

information are its undercarriage. The consumer is rapidly 

becoming more sophisticated, more aware of alternatives to 

local markets, more demanding" 

This is true in all areas of business but perhaps has more impact in the service 

delivery industries. 

Allen writing in the November 1995 edition of OSR, regarding IT and 

networking in order to better provide the services offered, is also of the opinion 

that: 

"Contemporary (application) services must become 

transparent and responsive to their clients with respect to the 

rest of the computing infrastructure" 

The age of strategic planning via computers, modems, networking, smart 

cards and graphics software has arrived, and is with us probably for all time. 

For instance, it is not beyond reason that sometime in the future CCS clients 

may be issued with a smart, or swipe, card that will contain all relevant 

personal details, medical history, treatment history, special requirements and 

so on. 

This technology would allow for instantaneous input of data upon the client 

being provided a service. Information such as time, day, month, year, 

duration of consultation, name of practitioner and profession, clinic attended, 

cost associated with the visit based on a computed dollar by duration of 

consultation formula would be collected, analysed and stored within minutes. 

This method would negate the need for data entry, and data entry staff (or 

would reduce the workload of those staff that enter the data as part of their 

overall role) record updates, would speed up the process considerably and 
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would provide up to date information for practitioners and administrators to 

analyse as part of the on going planning process. 

Having previously identified the four important steps in IS development as the 

identification of the system requirements, the shared responsibility to develop 

the system's vision and architecture, the importance of input from managers 

into the system's design and the overall importance of IT/IS (computers) as a 

strategic management tool, the application of these steps, principles, as 

regards CCS is relatively simple. The implications for CCS are that the 

system will be, in a sense, a dedicated corporate design, while at the same 

time being flexible enough to allow augmentation, networking as well as the 

ability to draw on other IT systems. 

For example, the other IT development from which CCS and other 

organisations would gain much benefit is the Internet; the superhighway of 

information technology. Michael Aitken, writing in the February 1995 edition of 

the Australian Personal Computer magazine is of the view that: 

"The digital revolution is changing our lives. The Internet is 

the closest thing to an information highway we have." 

He goes on to say: 

"The past year has seen unprecedented growth in the 

commercial use of the Internet" 

While Simon Vandore, writing in the same edition of the Australian Personal 

Computer, makes reference to the Internet allowing companies, professionals 

and ordinary individuals to communicate around the world when he says: 

"there is now a massive infrastructure for data communication 

called the Internet which is here to stay. There are hundreds 

of thousands of people out there using it" 
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Among those hundreds of thousands of people are administrators, 

practitioners and clinicians engaged in the disability services industry that 

would have up to date information, views and experiences to exchange with 

their international colleagues. 

Vandore supports this view of interchange of ideas and experiences with 

people in like industries or circumstances through the Internet, when he writes: 

"able to use the Net (sic) to find people who are in similar 

circumstances (and industries) to himself. They discuss their 

difficulties and provide mutual support, exchanging tips based 

on experience." 

The future gains for CCS are possibly only limited by this writers' imagination 

but it can be clearly seen that an interface with the Internet system would have 

up to date practitioner techniques, histories, papers and analytical results in 

their office within minutes. 

Vandore in the Australian Personal Computer magazine also supports this 

view when he states: 

"Information wants to be free. Obtain a connection (to the 

Internet) and you, like everyone else, can offer something to 

the other users while gaining incalculably from what they offer 

you. 

What I mean when I say the Internet "empowers" individuals is 

that it brings them possibilities they would otherwise never 

have had". 

While the interlink with Internet is probably sometime away for CCS, 

nonetheless smart technology is available although there are some difficulties, 
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such as security, access to personal data, unauthorised utilisation, the 

perceived threat to civil liberties and so on, attached to its use at this time. 

As the most up to date information extracted from the Internet information 

library indicates, this technology, like that of smart/swipe cards, already exists. 

For instance, the Alladin Smartcard Environment (ASE) Internet "Homepage" 

gives an insight into the world of smartcard technology when it states: 

"In an increasingly wired world, thousands of profitable 

smartcard applications are just waiting to be developed ... in 

education, telecommunications, healthcare, banking, security." 

ASE is an integrated development environment that gives 

software developers (and users) an efficient, flexible and 

secure tool. 

The ASE system includes ASEsoft, a library of software 

interfaces and utilities, ASEDrive, a versatile read/write 

smartcard drive unit and ASECards, personalised smartcards 

of various types" 

While this type of technology is eminently suited to CCS's requirements, its 

application on a broad basis is still sometime in the future - particularly so with 

respect to CCS's present position and needs. 

What the organisation requires at the present time is a "user friendly", cost 

effective and efficient PC driven, database style MIS that will provide the 

wherewithal to better service delivery, record keeping and retrieving and faster 

interchange of information for all stakeholders. 

A review of past and current literature on the subject of IT and MIS suggests 

those systems are relatively easy to develop, and implement, given that 

certain guidelines are adhered too. The rationale for developing a MIS 

system for CCS is addressed in detail later in this paper, as is the actual 
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methodology. The literary review has been instrumental in progressing the 

theory of a MIS to practical application as required within the strategic plan for 

ccS. 
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Rationale 

Information Technology (IT) and Management Information Systems 

(MIS) 

Introduction of a MIS to CCS 

The rationale behind the development and introduction of a MIS to CCS was 

the need to provide the organisation with an electronic information system 

tailored to its needs. A system that would be user friendly, would capture, 

store and readily retrieve information vital to the organisation's current 

operations and future plans. In essence, the MIS was to provide CCS the 

wherewithal to better deliver services to clients through the utilisation of 

information technology. 

Through the processes of system requirements' identification, a shared 

responsibility to develop the system's vision and architecture, having 

managerial input to that design development and the overall importance of 

IT/IS to strategic planning, the CIS IS would allow for the required better/best 

service delivery. The design of the system was all important in the ultimate 

service delivery outcomes and as a strategic planning tool. 

The introduction of a MIS would also provide a better means of recording 

client information such as personal data, medical history and treatment history, 

disabilities and special needs (ie; dietary and equipment) as well as allowing 

for a client cost focus in order to determine additional resources, special care 

provider requirements and so on. 

As well as providing this information the MIS would enhance the linkage 

between Client, Practitioner and Administrator in order to deliver the services 

in the most effective, efficient and professional manner available. That 

linkage, which is arguably one of the most important components of CCS's 

operation, is clearly articulated in Robson's (1994:254) line diagram 

reproduced in Figure 31. 
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EXECUTIVE MANAGEMENT 

IS 

External 
Service Buying Service Provision or 

Internal 

Service Delivery Service Support 

Figure 31 Robson's IS/Services delivery linkage 

Lovelock (1992:393) views the interlinking of the organisation, employees and 

clients (customers) with the same importance but in a somewhat different light 

to Robson. Lovelock takes into consideration IT and the MIS as providing the 

organisation information on what the organisation is achieving, is capable of 

achieving, what its clients want and so on. Lovelocks' diagram, reproduced 

in Figure 32, clearly shows the manner in which all of these components are 

linked, and should be considered as such, in the interests of best service 

delivery and client cost focus. 

The Search for Compatibility 

What do we want? 

What do our What do our  
employees and 
suppliers 

customers 
want? 

What can we do? 

Adapted from 'Managing Services". C.H. Lovelock 1992 

Figure 32 The Search for Compatibility 
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Given the importance attached to the need for reliable, accurate and available 

information, the development and implementation of the MIS was identified as 

a "priority one"  in the Client Services Objective section of the original Strategic 

Plan developed for CCS by the Dissertation group. That section of the 

Strategic Plan is reproduced in Figure 33 for information purposes. 

ACTION PLAN: CCS 

CLIENT SERVICES OBJECTIVES  
STRATEGY & PRIORITY ACTION PERFORMANCE ACTION BY 

INDICATORS  

P1 Develop appropriate software Development & Out sources 
package implementation within 36 

Develop and Implement Update current client/service months Directors and Support Staff 
Data base System information Completion within 6 months Administration Manager 

Provide data input training Administration Manager & 
Develop updating procedures Completion within 6 months Directors 

Review on 6 monthly basis  

P2 Identify core responsibilities Completion & report Board of Directors 
submission within 6 months 

Develop Client Identify service role! Completion & report Board of Directors 
Induction/Information responsibilities submission within 6 months 
Package Develop service provision Completion within 12 Executive Director 

guidelines months 
Develop information package Administration Manager & 

Completion within 18 Executive Director 
months 

P3 Review current client Completion within 48 Administration staff 
numbers/ needs months 

Develop and Implement Refocus on core Board of Directors 
Client Number Threshold responsibilities Implementation within 6 Executive Director & 

Review Service V Resources months Directors 
situation Completion & report within Executive Directors & 
Identify alternate service 12 months Directors 
providers Immediate 

Figure 33 - Extract from CCS Strategic Action Plan 

The MIS, or database as it's referred to in the Strategic Plan, was designed by 

the Dissertation Team, the IS specialists and CCS employees to replace the 

current long hand, card index system that had been utilised at CCS since its 

commencing operations in 1978. The current system was seen by many as 

being time consuming to enter and/or retrieve information, not capturing all 

client information that is required within the organisation at this time, 

information prone to being lost by file misplacement or misdirection, 

information not readily available to authorised staff, cumbersome to 

operationally store and archive. 
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It was considered by the dissertation group, the Executive Director, Directors 

and Co-ordinators of CCS, that developing an MIS would overcome a large 

number of those issues mentioned, as well as developing individual staff 

member's skills, allow for more multi skilling, faster access to, and interchange 

of, information but most importantly, it would have a client cost focus on which 

the organisation could further develop its future strategies. 

The initiating of this client cost focus system would permit the practitioners and 

administrators to gather all relevant, and up to date, information regarding the 

cost of treating individuals. This information would then lend itself to closer 

analysis of the true costs associated with the provision of the care and provide 

vital strategic information to the organisation for future planning purposes. 

Having identified the operational and corporate, rationale for the MIS, the next 

step was to address the MIS's development rationale. That is to say, how 

was the system to be built. Mainframe, Local Area Network (LAN), or disc 

operated Personal Computer (PC) driven?. What was the system required to 

achieve, other than store and retrieve information? Was it to have 

alphabetical call-up, gender call-up, disability call-up and so on? Would it be 

required to provide graphics or cost analysis? All of these issues needed to 

be addressed prior to the system being designed and the software obtained. 

The underlying rationale of the system's design and development was adapted 

from Robson's (1994:406) chart version, reproduced in Figure 34. 

09/16/96 



Develop & Implement a Strategic Plan for CCS 150 

Common  Package ES 

system?  available 
SELECT A 
STANDARD 

L_ PACKAGE  
NO NO 

NO Software 
house 

'\interested? YES 

Any 
strategic _____________________________ END-USER 

impact? /No COMPUTING 
DEVELOPMENT 

YES 

IN-HOUSE IS TEAM 
DEVELOPMENT 

Figure 34 Rationale for IS Design/Architecture 

Other factors impacting on the system's development were as per the 

considerations identified within the Literary Review but also including, the cost 

of the software, current computer technology and equipment currently in place 

within the organisation, or at least that part into which this system was to be 

introduced, end user (operator) skill levels and the need for training and the 

associated costs, the production of a user manual for future staff members to 

mention but a few. 

The overall rationale for the design then was for the system to be: 

• User friendly 

• Cost effective to purchase 

• Utilise "off the shelf" software to avoid specialised systems 

• Cost effective in terms of training requirements 

• Compatible with existing computer equipment 

• Capable of further development 
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• Capable of networking throughout the organisation 

• Have in-built security in terms of password access, "read only" provision 

and so on. 

• Be simple in design and of appropriate technology 

• Have manager-user input to design and application 

Based on these considerations, as well as the fact that the development and 

implementation of the system would have a strategic impact, the decision was 

taken to convene an in-house MIS team, with assistance from computer 

specialists, to develop the system to the implementation stage. That team 

being made up of the Senior Co-ordinator Client Services, a volunteer 

computer specialist and dissertation student Norm Cramp with an overview, 

and input, from the Executive Director of CCS. This development group 

represents a manager-user input approach, designed to provide the 

consultative and participative opportunity to the system users. 

This approach is consistent with DeHayes et. al. (1994:323) who suggest 

that: 

"Managers must understand how their systems will work and 

how their people will interact with it to ensure that it does the 

job properly. To foster this understanding and to ensure that 

the new system design incorporates all user requirements, the 

IS specialists often conduct user walkthroughs, in which they 

present the preliminary system design in an atmosphere that 

encourages detailed critique of the system". 

DeHayes et. al. (1994:323) go on to say: 

"The system design is produced by IS specialist, but 

managers must be involved in the development of the 

procedures for people who interact with the system" 
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The message, and the view of the development team, regarding design is 

quite clear. Keep it simple, cost effective, user friendly, appropriate to the 

needs, have in-put from managers-users and allow the information to flow. 

This was the rationale applied to the methodology of the system development. 

Lovelock (1992:371) shares the dissertation team's MIS development 

rationale when he states: 

"Installing a system that works. Keep it simple and ensure the 

information flows both ways. 

No formula exists for applying technology to a growing 

company that will ensure success." 

and 

"there are costs of applying technology that can be 

overlooked." 

he also stresses another point when he says: 

"Using appropriate technology is more important than using 

technology" 

That the system has been designed and developed with this rationale in mind, 

and having adopted this approach, and has been implemented to a limited 

degree is evidence that the rationale was logical, suitable and that the 

objective was achievable. 
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Methodology 

Information Technology (IT) and Management Information Systems 

(MIS) 

Developing and Implementing a MIS at CCS 

The methodology applied to the development and implementation of the MIS 

for CCS was as per the readings on the subject and as per the rationale in the 

previous section of this paper. That is to say, the methodology was to identify 

the needs of the organ isation, the staff and clients in order to identify the most 

suitable, practical and appropriate database system available at a reasonable 

cost. 

To start the process, meetings were arranged with the Executive Director to 

seek Executive Management approval for the process to commence, followed 

by meetings with the Director responsible for the area into which the system 

was to be introduced. Initial contact with the Director Adult Services proved to 

be quite difficult to arrange due to her very busy schedule, the absence of 

some of her key staff, and the festive season holidays which further reduced 

the available time. 

At a meeting of the dissertation team in late January 1996, it was decided 

dissertation student Greg Dawkins would develop and implement the Staff 

Training Programme in the Adult Services branch of CCS. It was also agreed 

that the IS should be implemented within the Client Services branch as the 

database to be developed focused on the overall client services functions. In 

order to facilitate the development and implementation the first of many 

meetings was arranged with the Senior Co-ordinator and staff of Client 

Services. 

At that meeting, the requirements of the MIS were discussed at length. A 

sample database layout had been prepared for the meeting in order to show 

possible formats/layouts covering general client data, medical history and 

09/16/96 



Develop & Implement a Strategic Plan for CCS 154 

associated costs as well as to act as the starting point in the system's 

development. It became apparent at this time, that several matters 

concerned the Co-ordinator, however, some of those matters were not clearly 

articulated at the time. 

One matter of concern was the cost associated with the purchase of the 

software and the associated training. The Co-ordinator was assured the cost 

would be minimal, given a standard software package such as "Microsoft 

Access", "Paradox", "Approach" or "Q & A for Windows" were suitable to the 

requirements. It was explained at this point that the first step was to identify 

all of the requirements. Another concern raised was if the MIS was required 

at all. After all, it was explained, Client Services was a small unit with a 

limited number of clients and the current card system had always served the 

unit well. 

Another matter which was not discussed at the initial meetings was the fact 

that the the Senior Co-ordinator and her staff were only semi computer 

illiterate and as such had only a basic understanding of databases, their 

applications and potential benefits to be gained and felt embarrassed in front 

of their colleagues and staff. This situation only came to light in general 

discussion amongst the development team and other staff members. The 

methodology at this point was to turn the weaknesses into strengths and the 

threats into opportunities by managing the process of change in a gradual, 

consultative manner. 

The process was to proceed with identifying the requirements of the system so 

as to provide a cost analysis. From discussions with the Co-ordinator and the 

staff, the following fields of information were acknowledged as being those of 

most importance at the present time. 

. Personal details (Name/Age/Address/Gender/Contact Points) 

• Medical History 

• Treatment Required 
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• Specialised Requirements (Training Aides/Equipment/Additional Personal 

Assistance) 

• Dietary Requirements 

• Regularity of Visitations 

• Provide cost analysis 

• Alpha call-up 

• Disability call-up 

• System security (Password access/limited read access) 

Based on this information, it was recommended to the Executive Director, 

and Co-ordinator Client Services, that the "Microsoft Access" software 

would be suitable for the following reasons. The software package was 

compatible with the existing computer hardware in Client Services, the 

software was easily loaded onto the existing hardware, the package was 

very reasonably priced at $500, the software was known to be "user 

friendly" and staff training and an operator's manual could be arranged at 

minimum, if not nil, cost and applied reasonably quickly. 

A demonstration of the "Microsoft Access" software, with a suggested 

database format, on CCS's computer was arranged. The process being to 

demonstrate the ease of use, the flexibility of the software, the availability of 

additional information storage capacity and the potential to network the PC 

and the software to other parts of the organisation as well as to develop an 

atmosphere that encourages acceptance of the system. Following the 

demonstration, it was agreed by CCS management that the recommended 

software package be applied and that the required information fields be 

further developed in conjunction with Client Services staff. 

This process had overcome several of the concerns raised by Client 

Services staff in that the software wasn't expensive, was easily adapted to 

existing hardware and that the training required could be provided free of 

charge by the development team's computer specialist colleagues, who are 
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employed in the computer training field. A user manual for the software 

and the database would also be developed for CCS. 

The software package was purchased and the database format developed, 

as requested, with each information field being allocated a separate "page" 

in the MIS. A hard copy of the database is attached at Appendix 8 and a 

disc has been supplied for assessment and information. 

Discussions continued with the Co-ordinator Client Services on a regular 

basis whilst the database was being refined from that of the demonstration 

model to the operational model that would be applied. At this time, the 

strategy for managing the change within the work group was also 

formulated by the development team and the computer specialists. 

There still remained the matters of semi computer illiteracy amongst the 

staff, and the potential for resistance, albeit quiet, to change. The change 

being obviously the break from the card system to the embracing of 

computer technology. A strategy needed to be developed to overcome this 

situation. 

The strategy developed was to provide "one on one" training of the Co-

ordinator in order to have her familiar, and comfortable, with the system and 

thereby set the example for the MIS's utilisation. To further reduce any 

potential for embarrassment, the training would be offered after hours 

(evenings or weekends) either at CCS or another location. 

The strategy also took into consideration the theory that given professional 

training and an understanding of what the MIS could provide for the staff, 

the client and the organisation, the staff would be more likely to perceive the 

system as an opportunity, rather than view it as a threat. Also, the system 

would be seen as a more effective and efficient means of managerial and 

operational record keeping, data updating, service provision, a more 

09/16/96 



Develop & Implement a Strategic Plan for CCS 157 

defined client cost focus and information retrieval and transference 

processes, thereby turning system weaknesses into strengths. 

Further telephone discussions, and on site meetings, were held to bring the 

MIS programme to its final development and to bring the training strategy to 

the attention of the Director. After several meetings and the completion 

and presentation of the operator manual, it was agreed that training for the 

Director would commence in February 1996. The training would take place 

at the CCS offices within the Harry Giese Centre and would be conducted 

during after work hours/over weekend periods. 

The training was estimated to require 6 sessions of 1-10 hour duration to 

bring the new operator to an acceptable level of competency. This 

estimated timeframe was calculated on training market practices as applied 

by professional trainers within the Darwin area. The training not only 

consisted of "classroom work" it also included project work to be completed 

in the period between classes. The purpose being to assess the operator's 

skills development and progression by way of practical application and 

assessment. 

Following the training programme's successful application and completion, 

training was then provided for selected Client Services staff, again on a 

"one on one" basis. The same process and timeframes were applied to 

this programme with the results again being completion to the required 

competency levels within the estimated timeframe. More intense, and in 

depth, training was provided to the Senior Co-ordinator, who not only 

displayed a "natural" understanding for computer systems but a desire to 

become more computer literate, in order to establish a working level 

programme expertise within the work group as a working reference and 

training resource for the future. An overview of the meeting and training 

process is attached at Appendix 9. 
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The training process had achieved a significant amount, not only in the 

individual's and the work group's skills training and development, but also in 

terms of changing attitudes and cultures within the workplace. The style of 

managing the change (ie; consultative, supportive and gradual) has also 

had a positive impact on the group's acceptance of these changes. The 

natural resistance to change was gradually overcome and turned into a 

positive acceptance by way of explanation, demonstration, consultation, 

participation, support and flexibility. 

That the system has been developed and introduced to the workplace is 

evidenced by this record of methodology and further supported by the hard 

copy of the MIS, and disc versions, attached. However, this is probably 

only the starting point for CCS, its staff and clients on the full development 

and utilisation of the MIS's, and IT in general, potential in client cost 

focusing and service provision. One recalls Lovelock's (1992:393) 

comment, referenced earlier in the dissertation, that: 

"No formula exists for applying technology to a growing 

company that will ensure success" 

and that 

"Using appropriate technology is more important than using 

technology" 

and interprets those references to include both the success of the company 

as well as that of the IT system installed. 

In essence, Lovelock is saying that there is much, much more to utilising 

information technology than just selecting a software package, purchasing, 

and installing that software and training operators/users in its use. What is 

required to make systems work is the commitment of management and 
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operator staff to the system, and the processes developed and the purpose 

of its being. 

The management and staff of CCS have been provided with the most 

modern strategic tool yet developed by industry. The strength of the 

organisation in the future will be in many ways dependent upon that 

strategic tool being utilised to its optimum benefit for all stakeholders. 
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Project Outcomes 

Information Technology (IT) and Management Information Systems 

(MIS) 

The development and implementation of the MIS for CCS has been much 

more than an academic exercise in leadership, management of change and 

the understanding of Information Technology. It has been a practical 

experience in all of these fields - and experience that has proven rewarding for 

the dissertation team, the organisation, its staff and clients. 

The process has allowed the team to research the latest advances in the IT 

field and, from that research, recommend and apply the most appropriate 

technology to the application at hand. It has also allowed the team to gain 

valuable knowledge regarding human resource management and to apply 

those learnings in a practical and positive manner in a real work environment. 

The future of IT, within CCS, is probably (hopefully) one of standardising of 

computer hardware (at present each Division is operating from different PC 

hardware much of which is incompatible) then progressing to networking all 

computers throughout the organisation. This application, it is expected, would 

further increase the efficiency and effectiveness of the operation through 

better information transference and access provision, which ultimately relates 

to be better service and resource utilisation. 

As previously mentioned access to the Internet would be of significant benefit 

to the professional practitioners employed by CCS in terms of keeping abreast 

of advances within the disability services industry and the almost 

instantaneous interchange of information, views, experiences and practical 

application in this very specialised professional field. 
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CONCLUSION 

In conclusion, it's considered fair to say that both the academic exercise of 

developing a strategic plan and the practical application of components of that 

plan have been an overall success. The dissertation project has not only 

identified areas of shortfall/lack of direction within CCS's administration and 

operation, it has also provided practical, logical and applicable solutions to 

many of those problem areas. 

The positive outcomes achieved by the project team are many. Those 

outcomes include; 

• The development and implementation of a strategic plan that has the 

potential, and flexibility, to take the organisation forward to the year 2001 

and beyond. This strategic plan is both broad ranging yet specific in its 

detail identifying areas requiring development. 

That the strategic plan is already having an impact on CCS's modus 

operandii, and future direction, is evidenced by several actions to date. For 

instance, the active articulation of the Corporate plan via the CCS 

newsletter (copy of selected sections attached at Appendix 10), the 

formulation of a Business and Marketing Plan development team chaired by 

Marian Cox, as well as the fuiltime employment of a Human Resource and 

Marketing Manager, an Executive Assistant and a resident Caretaker and 

Maintenance person (copy of position advertisements are attached at 

Appendix 11) are but a few initiatives. 

• The identification of CCS's core responsibilities and product development 

has had, and will continue to have, a significant impact on CCS's business 

improvement, organisational profile and longevity. The Board of CCS has 

initiated action regarding further product development and administrative 

procedure as a direct result of the outcomes of the management/staff/client 

survey conducted by the Dissertation Team. 
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These developments have lead to the conducting of regular "planning days" 

within CCS at which time staff members, at various levels of the 

organisation, can and do have input to the organisation's future plans and 

direction. 

• The development and implementation of a staff training plan and 

programme. A plan that has been implemented within certain sections of 

CCS with satisfying results to CCS's management, staff and the 

Dissertation Team. The plan is adaptable to all managerial, professional, 

administrative and operational areas of CCS because of its broad ranging 

and long term view. 

• The development and implementation of a client focused, computerised 

database for the Adult Services Unit. This database has been specifically 

designed for CCS but utilises a "shelf" software package in order to avoid 

totally specialised equipment and software. The database system, whilst 

localised at present, has the flexibility and connectivity to allow full 

networking via Local Area Network (LAN) and Wide Area Networking 

(WAN) in the future. 

• A computer software, and database operation, training programme was also 

developed and delivered to selected staff members of CCS. A 

comprehensive Operators Manual specific to CCS's database was also 

developed. A copy of the Operators Manual is attached at Appendix 12. 

This manual has now been sold to other Computer Training Organisations 

and "Access" software uses as a marketable product in its own right. 

Whilst the matters mentioned above are the tangible, practical outcomes of 

the project there are other outcomes not so readily identifiable, but 

nonetheless important. Those outcomes to which we refer being the 

realisation and acceptance of the fact that the theoretical views, on the range 
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of issues addressed within the dissertation paper, have been proven to work 

when applied in a "real life" work situation/environment. 

For example, the literature indicates that the development of an organisations 

mission statement has the potential to draw various stakeholders together as 

they become more aware of the purpose, core responsibilities and overall 

direction of their organisation. It has certainly been evident in the day to day 

operation of CCS that management, co-ordinators and staff are working 

together in a unified way and appear to have clearer understanding about the 

direction in which the organisation is moving. Through the use of consultation 

and collaboration, staff and management from disperate services have worked 

together to discover the commonalties which exist between services. Having 

articulated these commonalties it has been possible to establish clear goals for 

future service development. While there is still much to be done by way of 

defining and identifying the boundaries of services the organisation has 

established foundations from which such discussion can emanate. 

Also, it has been proven that the various views of the theorists on matters 

related to leadership and the management of change are equally relevant and 

true in the "real working world". For instance, Dunphy and Stace's Situational 

Model has been utilised within the "change areas" of CCS with satisfactory 

results. This particular model takes into account the scale or degree of 

change needed and the leadership style required to facilitate that change, as 

well as identifying the time factors related to the change taking place. 

The process of implementing, leading and managing the change within CCS 

has, to date, been generally the consultative style (as was identified as the 

most appropriate style in this situation) which has brought about the desired 

results, with a minimum of resistance from the staff. This leadership style, in 

conjunction with the understanding of the "stages of change" principle, and the 

Manager's role therein, has proven most effective in the change management 

process. 
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In the area of Human Resource Management, and in particular the staff 

training and development programme, it has equally been proven that the 

theoretical view and application has through the progressive use of strategic 

processes, enabled CCS to accept and support the appropriateness of 

implementing and applying a Professional Development Training Plan for each 

staff member as a pilot project within the Adult Day Programme Section of 

CCS. 

The management and Board of CCS have been able to view this project as a 

carefully developed package which has been incorporated within the new 

strategic plan and Corporate Development Programme of CCS such that it 

supports team building, uses an IT approach, involves staff in ownership of 

their own professional development, provides management with good 

performance management opportunities and reevaluates the core 

responsibilities and skills requirements of staff. 

This Resource Management activity has been a real hands on affair with all 

levels of staff and management having involvement, responsibility and 

ownership of the programme. The development of this Professional 

Development Training Plan for staff is prime evidence of the practical nature of 

the dissertation project which has impacted directly in a positive manner for 

the ongoing development and professional enhancement of this important 

Northern Territory Service Provider. 

With respect to the development and implementation of the computerised 

database, the practical process applied was in keeping with the theoretical 

view of identify needs and boundaries via consultation, design with end 

user/managerial input and consultation, build, consult, trial/present, consult, 

train, implement and support through "help desk" application, follow up training 

and consultation. 

That the system was designed, constructed, trialled and implemented, with 

staff training, in a matter of months is considered practical evidence that the 
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applied theories have proven most successful. The system has also been 

implemented with very limited cost to CCS, mainly by adhering to the theorist 

view that 

"using appropriate technology is more important than using 

technology" 

and that, when: 

"installing a system that works - keep it simple". 

Given the above results, and the experience gained throughout the duration of 

the project's life, it is generally agreed that strategic planning is the most 

appropriate way for organisations, such as CCS, to move toward the twenty 

first century. That is not to say, however, that strategic planning is the alpha 

and omega of all things within the organisation's business environment. Nor 

that strategic planning, in itself, is any guarantee of the organisation's success, 

or longevity. 

What has been shown, and proven, is that it is vital for organisations to be 

aware of their business and competitive environment, to analyse that 

environment in terms of Strengths, Weaknesses, Opportunities and Threats 

and to plan for the future with a view to maximising the benefits to be gained 

from manipulating that environment. The other, and arguably most significant 

outcome of this project, was the confirmation of the importance of the human 

factor/element in all organisations. 
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RECOMMENDATIONS 

Obviously the implementation of CCS's Strategic Plan has been quite limited, 

and in many ways that limited application has not been fully completed at this 

time. It could be argued that the plan is still in its infant stage and, as such, 

needs to be nurtured and developed before it will achieve its full potential. The 

Dissertation Team certainly agrees with this view, 

Equally, much remains to be done within CCS if the organisation is to reach 

its full potential. The major recommendation coming from this project then, is 

to continue with the gradual, yet timely, implementation of the overall plan, 

while at the same time further developing those parts that are already partially 

or fully implemented. 

For instance, it is recommended that CCS management move to standardise 

on all computer hardware, and software, and that the system be networked 

across all locations and disciplines. Also, that the staff training and 

development plan be introduced across all CCS work units in order to clearly 

identify CCS's management support of staff, career paths, areas requiring 

further attention and so on. 

In the area of product identification it is recommended that having identified 

the organisations core responsibilities (services), there is now the need to 

clearly define the boundaries of each service. By defining the boundaries of 

each service the organisation will be better placed to develop procedures and 

guidelines which can be used by staff, management and clients on a day to 

day basis. This will not only result in better clarity within the organisation, but 

will also enable the general public to have a much clearer idea of the actual 

services provided. 

Given these, and other issues listed within the original Strategic Plan (attached 

at Appendix 1), are addressed to finality, it is considered CCS's future within 
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the disability service industry area will be successful, rewarding and beneficial 

to all stakeholders at all levels. 
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EAECUTTVE 6UMMAQY 

The Carpentaria Community Services organisation has reached a critical point 

in its development and provision of services to the disabled 'Mthin the 

community. 

This has necessitated the setting of new corporate goals aimed at improving 

our long term performance whilst maintaining financial viability. Our 

Corporate goal is to achieve greater financial independence 'Mthin the next 

five years 

In many respects this Corporate Plan represents the consolidation and 

evolutionary development of previous plans, both formal and informal. The 

document is quite simple in its layout while including all of the elements 

necessary to guide the organisation well into the future. 

The Action Plan is somewhat extensive due to its incorporating a greater level 

of detail 

During the preparation of the Plan, several workshops were held in order to 

incorporate the various considerations of both staff and Management. The 

level of participation and positive input to these workshops was very high, 

reflecting an increasing awareness of the importance of strategic and 

corporate planning to the organisation. 

Each Directorate of Carpentaria Community Services should now take the 

process one step further by implementing those Action Plans specific to its 

role and responsibility. 

The future of this organisation, and indeed many of our clients, is in our 

hands. 

M Wallis-Smith 
Executive Director 
Carpentaria Community Services 

September 1995 



A MI&ilON STATEMENT AND COQ[)OQATE 

COAL FOQ CAI)ENTAQIA COMMUNITY 
OSEQVICEOS  

MISSiON STATEMENT 

TO PROVIDE SUSTAINABLE QUALITY CARE AND 

SUPPORT TO DISABLED MEMBERS OF THE 
COMMUNITY WHILE DEVELOPING AND 
ENCOURAGING PARTICIPATION IN ALL 
ASPECTS OF COMMUNITY LIFE. 

TO DEVELOP FINANCIAL INDEPENDENCE FOR 
ON GOING PROGRAMME PROVISIONS BY 2001. 
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COQPOQATE 05JEC'EVE&  

. FINANCIAL 

Carpentaria Community Services will provide quality care and support 

through cost effectiveness and efficiency while working toward further 

development of current and proposed programme delivery. 

. EMPLOYEES 

Carpentaria Community Services will provide a safe, satisfying and fair 

working environment that will develop harmonious working relationships, 

and provide career development and job satisfaction. 

. CLIENT SERVICES 

Carpentaria Community Services will provide quality care for all clients in 

keeping with minimum levels as set by the Disabilities Services Act. 

Carpentaria Community Services will also provide client care and support 

through adopting best practice methodology, state of the art technology 

and the provision of appropriate human, financial and material resources. 

THE CORPORATION 

The corporation will develop and implement a Corporate Plan that will 

reflect the Mission and values of the Corporation as well as providing the 

framework for a more efficient and effective Corporation. 

THE OPERATION 

Carpentaria Community Services will develop and maintain the highest 

levels of professional and technical expertise and ability. The highest 

quality care and support is to be the goal and measure of the 

organisations effectiveness. 
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CARPENTARIA COMMUNITY SERVICES 

CURRENT CORPORATE STRUCTURE 
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EXTERNAL FACTORS ANALYS1S SUMMARY 

CARPENTARA COMMUNITY SERVICES 

ECONOMICS • Commonwealth funding 
• Northern Territory Government funding 

=> Department of Health & Community 
Services 
Department of Education ("one off' grants) 

• Service Clubs 
• Donations of work 

Correctional Services 
Department of Transport and Works 

LEGAL/POLITICAL • Commonwealth and State Disability Acts 
• Associations Incorporation Act 
• Carpentaria Community Services Constitution 
• Insurance 

Public liability 
Staff liability 

• Ministerial accessibility by clients 
• Other government and non-government disability 

agencies 
• Unions 

TECHNOLOGICAL • Industry best practice 
• Service provision 
• Equipment development 

Aides 
• Staff skilled in utilising technology appropriately 

(training) 

SOCO-CULTURAL • Population growth 
= Armed forces relocating to Darwin 

• Age of population 
=> population of Darwin getting older 

• Family formations and required support 
• Career expectations 

outside agencies expected to provide 
• Societies expectations of disability services 
• Remote area service provisions 
• Productivity 
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INTERNAL FACTORS ANALYSIS SUMMARY 

CARPENTARIA COMMUNITY SERVICES 

• Client and family expectations of service 

• Funding bodies expectations of service 
• Community expectations of service 
• Board V Staff expectations and goals 

=> Structure 
culture 

=> Resources 
• Unions 

= Award conditions 
Enterprise agreements 

• Work conditions 
=Value of staff 

Career paths 
Financial rewards 

=> Other 
• Referring agencies 

=> Appropriate V Inappropriate referrals 

• More services with less resources 
• Diversification of service delivery 

Accommodation service 
Recreation service 
Community access 
Early Intervention 
Community services 
Respite 

• Staffing demographics 
Manual 
Professional 
Managerial/Administrative 
Stability 
Remuneration 
Roles and responsibility 

• Training 
Professional development 
Career paths 
Availability and cost 

• Funding 
= Reserves 
= Operational 

• Operation facilities 
• Occupational Health and Safety 
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CAI2INTAQIA COMMUNY[{ &VICE& 

A TIATECIC AUDIT 

THE 650CIETAL ENYIPONNENT 

EXTERNAL 

OPPORTUNITIES I
THREATS 

• Raise funds • Guaranteed funding and lack of 

• Raise public profile external funding sources (ie 

• Focus on core responsibilities non-government) 

• Community support • Demand V Resources 

• Increase government support • Stakeholders expectations and 

and awareness of services and influence 

roles • Political pressure 

• Improve efficiency and • Competition from other 

effectiveness agencies 

• Industry leader/Best practises • Maintaining Technological 

• Extend corporate base expertise 

• Age of population 

• Lack of long term demographic 

information 

9 Societal view of disability 
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A cSTPATEGIC AUDIT 

THE INTENkL ENYIPONtff NT 
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INTERNAL 

STRENGTHS 

• Clearly defined roles and 

responsibilities of staff 

• Organisational commitment 

Board 

=CEO 

=Staff 

o Development of and 

commitment to Corporate Plan 

• Organisational structure 

• Quality service provision 

• Multiskilling 

• Small and personalised 

WEAKNESSES 

• Career path and training 

• Staff induction and training 

courses 

• Replacement staffing 

• Organisation size V Function 

• Potentially excessive staff 

turnover 

• Residential body of knowledge 

with some individuals 

• Operational environment 

• Access to resources 

• Multiskilling 
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OPPORTUNITiES STRENGTHS 

• Raise funds 
• Raise public profile 
• Focus on core responsibilities 
• Community support 
• Increase government support 

and awareness of services and 
roles 

• Improve efficiency and 
effectiveness 

• Industry leader/Best practises 
• Extend corporate base  

o Clearly defined roles and 
responsibilities of staff 

• Organisational commitment 
=> Board 
=CEO 
=Staff 

• Development of and 
commitment to Corporate Plan 

• Organisational structure 
• Quality service provision 
• Multiskilling 
• Small and personalised 

WEAKNESSES 
THREATS 

• Guaranteed funding and lack of 
external funding sources (ie non- 
government) 

• Demand V Resources 
o Stakeholders expectations and 

influence 
o Political pressure 
• Competition from other agencies 
o Maintaining Technological 

expertise 
• Age of population 
• Lack of long term demographic 

information 
• Societal view of disability  

• Career path and training 
• Staff induction and training 

courses 
• Replacement staffing 
• Organisation size V Function 
• Potentially excessive staff 

turnover 
• Residential body of knowledge 

with some individuals 
• Operational environment 
• Access to resources 
• Multiskilling 
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INTERNAL 

FACTORS 

(IFAS) 

EXTERNAL 
\ 

FACTORS 
\ 

(EFAS) 

OPPORTUNITIES (0) 

Raise funds 
S Raise public profile 
0 Focus on core 

responsibilities 
S Community support 
S Increase government support 

and awareness of services • 

and roles 
Improve efficiency and 
effectiveness 

S Industry leader/Best 
practises 
Extend corporate base 

STRENGTHS (S) 

Clearly defined roles and 
responsibilities of staff 
Organisational commitment 

= Board 
CEO 
Staff 

Development of and 
commitment to Corporate 
Plan 
Organisational structure 
Quality service provision 
Multiskilling 
Small and personalised 

SO STRATEGIES 

Develop public awareness 
campaign 
Centralise fund-raising 
activities 
Employ Project/Publicity 
Officer 
Implement fee for service 
(user pays) 
Extend corporate base 
Focus on core services 
Rationalise administration 
resources 

WEAKNESSES (W) 

Career path and training 
Staff induction and training 
courses 
Replacement staffing 
Organisation size V Function 
Potentially excessive staff 
turnover 
Residential body of 
knowledge with some 
individuals 
Operational environment 
Access to resources 
Multiskilling 

WO STRATEGIES 

Define career paths 
Restructure of career paths 
Implement base entry level 
criteria 
Implement incremental salary 
system tied to 
qualification/experience 
Access to existing training 
programmes (NTHS) 
Refocus on core services 
Further develop multiskilling 
tied to wage incrementation 
Develop access to role 
rotation system 

THREATS (T) 

Guaranteed funding and lack 
of external funding sources 
(ie non-government) 

0 Demand V Resources 
I Stakeholders expectations 

and influence 
Political pressure 
Competition from other 
agenes 

S Maintaining Technological 
expertise 

S Age of population 
S Lack of long term 

demographic information 
Societal view of disability 

ST STRATEGIES 

Focus on core services 
Implement client focus 
funding system 
Additional submissions to 
government on client focus 
funding analysis 
Develop client database 
system (STATS) 
Implement client number 
threshold policy 
Extend corporate base to 
incorporate like organisations 
Develop client induction/ 
information package 
"Networking" system to 
support organisational goals 

WT STRATEGIES 

Identify and focus on core 
services 
Implementation of Corporate 
Plan 
Ongoing monitoring and 
evaluation of Corporate Plan 
Ongoing Board of Directors 
support and endorsement of 
Corporate Plan 
Out sourcing of non core 
responsibilities 
Develop an asset 
management plan (operational 
environment) 
Develop and implement long 
term staff development plan 



EXTERNA. 3TRATEGIC FACTOR ANALYSIS FAS) 13 

EXTERNAL STRATEGIC FACTOR WEIGHT RATING WEIGHTED 
SCORE  COMMENT 

OPPORTUNITIES 

• Raise funds .1 4 .4 

• Raise Public Profile .05 3 .15 

• Focus on Core Responsibility .5 5 2.5 

• Increase Community Support .05 3 .15 

• Increase Government Support .05 4 .20 

• Improve Efficiency & Effectiveness .1 4 .4 

• Become Industry Leader/Best Practice .1 3 .3 

• Extend Corporate Base .5 3 .15 

TOTAL 1.00 4.25 

THREATS 

• Lack of Guaranteed Funding .5 5 2.5 

• Demand V Resources .1 5 .5 

• Stakeholder Expectations .1 3 .3 

• Political Pressure .025 3 .075 

• Competition .025 2 .05 

• Technological Expertise .05 2 .1 

• Age of Population .05 3 .15 

• Lack of Long Term Demographic Information .1 4 .4 

• Societal View of Disability .05 3 .15 

TOTAL 1.0 3.3 



INTERNAL STRATEGIC FACTOR ANALYSIS AS) 14 

INTERNAL STRATEGIC FACTOR WEIGHT RATING WGUTED 
SCORE 

COMMENT 

STRENGTHS 

• Defined Roles of Responsibility .125 3 .75 

• Organisational Commitment 
2.5 

• Commitment to Corporate Plan .75 3 225 

• Organisational Structure .05 3 .15 

• Quality of Service .1 4 .4 

• Multiskilling 
.05 4 .2 

• Small Personalised .1 3 .3 

TOTAL 1.00 4.1 

WEAKNESSES 

• Career Path & Training .2 4 .8 

• Staff Induction 
.05 3 .15 

• Replacement Staffing .05 3 .15 

• Size V Function .2 4 .8 

• Potential Excessive Staff Turnover .025 4 .1 

• Residential Body of Knowledge .025 3 .075 

• Operational Environment .1 4 .4 

• Access to Resources .3 5 1.5 

• Multiskilling 
.05 3 .15 

TOTAL 1.0 3.6 
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ACTION PLAN: CARPENTARIA COMMUNITY SERVICES 

FINANCIAL OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

P1 • Attract Corporate sponsorship • Develop duty statement for Project • Administration Manager 
• Employ Project/Publicity Officer Officer within 6 months 

• Centralise Fund Raising • Submissions for additional • Prepare submissions to Corporate • Executive Director 
Activities Government funding Bodies within 9 months 

• General fund-raising activities • Develop Fund-raising events • Board of Directors 
calendar within 12 months 

P2 • Develop Software database • Installation of database package • Administration Manager 

• Develop and Implement package within 12 months 
Client Focus Funding • Collect relevant data • Collection and input of data within • Relevant Staff 
System 18 months 

• Input relevant data • Data Entry Personnel 

P3 • Analyse Client Funding Data • Data analysis within 24 months • Branch Directors and 

• Submissions to Director of Finance 

Government for • Prepare submission and follow- • Submission preparation within 24 • Administration Manager 
Additional Funding Based up interviews months and Executive Director 
on Client Focus Funding 
Analysis  

P4 • Identify frequency and agencies • Monitor/analyse CCS staff • Administration Manager 
utilising CCS Professional staff consultancies over 12 months 

• Implement Fee for Service • Review Client services • Review of consultancy work • Directors 
(User pays) contribution levels revenue within 12 months 

• Develop staff "out sourcing" • Develop calendar within 12 months 
calendar • Review within 6 months 

• Identify costs to CCS from 
I consultancy_activities  



ACTION PLAN: CARPENTARIA COMMUNITY SERVICES 

EMPLOYEE OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

16 

• Review staff structure and levels 
• Review current salary 

packages/levels 
• Assess current 

qualifications/experience of staff 

• Conduct Job Evaluation Study 
(JES) of all positions 

• Develop incremental salary 
adjustment system 

• Review Current Organisational 
structure 

• Develop S.D Programme 

• Provide access to training 
programmes 

• Develop career path flow chart 

• Develop career development 
criteria (ie Qualifications) 
inconjunction with incremental 
salary adjustment system 

• Conduct position JES  

• Conduct review & report to Board 
of Directors within 6 months 

• Conduct review & report to Board 
of Directors within 6 months 

• Conduct review & report to Board 
of Directors within 6 months 

• Completion of JES analysis within 
18 months 

• Implementation within 18 months 
• Conduct review & report to Board 

of Directors within 12 months 

• Dissemination of SD programme 
within 12-18 months 

• Ongoing 

• Develop career path "flow chart" 
within 24 months 

• Completion within 18 months 

• Administration Manager 
& Directors 

• Administration Manager 
& Executive Director 

• Administration Manager, 
Executive Director & 
Director 

• All Staff & Administration 
Manager 

• Executive Director & 
• Administration Manager, 

Executive Director & 
Director 

• Out sources 

• Executive Director & 
Administration Manager 

• Executive Director & 
Administration Manager 

• All staff 

P1 

• Implement Incremental 
Salary System Tied to 
Qualifications! 
Experience 

P2 

• Define and Restructure 
Career Paths 
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ACTION PLAN: CARPENTARIA COMMUNITY SERVICES 

EMPLOYEE OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

P3 • Review organisational structure • Conduct review & submit report • Administration Manager! 
and H.R requirement within 12 months Executive Director & 

• Implement Base Entry Directors 

Level Criteria • Identify minimum entry level • Implementation within 18 months • Administration Manager! 
criteria Executive Director & 

Directors 

• Review position profile and job • Completion within 18 months • Directors 

specifications 
• Review JES data • Completion within 18 months • Administration Manager 

& Executive Director 

• Implement merit principle and • Implementation immediately • Executive Director & 

personnel selection panel chair Board of Directors 

process  

P4 • Implement Staff development • Flow on from programme • Board of Directors & 
programme development within 18 months Executive Director 

• Further Develop • Provide additional training • Ongoing • Board of Directors & 

Multiskilling and Executive Director 

Implement Long Term • Introduce Information Systems • System selection & implementation • Board of Directors & 

Staff Development Plan within 30 months Executive Director 

• Review position roles and • Completion within 18 months • Administration Manager 

responsibilities & Directors 

• Commitment to Corporate Plan 9  Immediate • All staff 
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ACTION PLAN: CARPENTARIA COMMUNITY SERVICES 

CLIENT SERVICES OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

P1 • Develop appropriate software • Development & implementation • Out sources 
package within 36 months 

Develop and Implement • Update current client/service • Completion within 6 months • Directors and Support 
Data base System information Staff 

• Provide data input training • Completion within 6 months • Administration Manager 
• Develop updating procedures • Review on 6 monthly basis • Administration Manager 

&_Directors 

P2 • Identify core responsibilities • Completion & report submission • Board of Directors 
within 6 months 

Develop Client • Identify service role/ • Completion & report submission • Board of Directors 
Induction/Information responsibilities within 6 months 
Package • Develop service provision • Completion within 12 months • Executive Director 

guidelines 
• Develop information package • Completion within 18 months • Administration Manager 

& Executive Director 

P3 • Review current client numbers! • Completion within 48 months • Administration staff 
needs 

• Develop and Implement • Refocus on core responsibilities • Implementation within 6 months • Board of Directors 
Client Number Threshold • Review Service V Resources • Completion & report within 12 • Executive Director & 

situation months Directors 
• Identify alternate service • Immediate • Executive Directors & 

providers Directors 
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ACTION PLAN: CARPENTARIA COMMUNITY SERVICES 

CORPORATE OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

P1 • Review current service provision • Completion & report within 12 • All Staff 
• Review current funding against months 

Identify (focus on) Core service provision • Completion & report within 12 • Executive Director, 
Services months Directors & 

• Review Service V Resource Administration Manager 
situation • Within 12 months • Executive Director, 

Directors & 
• Identify alternate service Administration Manager 

providers • Immediate • Executive Director! 
Directors 

P1 • Group discussions • Immediate & ongoing 
• Task allocation • Immediate & ongoing 

• Implement Corporate Plan • Ongoing monitoring & • Review in 6 months • All Staff and 
evaluation Stakeholders 

• Goal setting • Immediate 
• Dissemination of plan • Immediate & ongoing 
• Feedback process • Ongoing 



ACTION PLAN: CAR PENTARIA COMMUNITY SERVICES 

CORPORATE OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

401 

• Plan implementation 

• Plan Endorsement processes 

• Staff discussion group meetings 
(feedback) 

• Financial resource identification 
& allocation 

• Immediate on completion & 
ongoing 

• Consultation & implementation 
within 3 months of completion 

• Ongoing 

• Prioritisation of funding within 12 - 
18 months 

P2 

• Endorsement (ongoing) of 
Corporate Plan by Board 
of Directors and 
Executive Management 

• Board of Directors & 
Executive Director 

• All Staff 

• Executive Director, 
Board of Directors & 
Directors 

• Board of Directors 
• Executive Management 

• Project/Publicity Officer 

• Volunteers 

• Consider name change 
• Develop public profile 

• Develop volunteer base (ie 
"Friends of CCS") 

• Attract corporate support of 
activities: - Fun run, On Beach 
Day - Sport event etc 

• Call for donations via 
Advertising campaign  

• Within 6 months 
• Recruitment of Promotions Officer 

within 18 months 
• Within 6 months of recruitment of 

Promotions Officer 
• Plan development within 36 

months 

• Out sourcing to professional group 
within 48 months 

P3 

• Develop Public 
Awareness Campaign 



ACTION PLAN: CARPENTARIA COMMUNITY SERVICES 

CORPORATE OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

21 

21 

• Extend Corporate Base to 
Incorporate "Like" 
Organisations 

21 

• Identify, Develop and 
Implement "Networking" 
System to Support 
Organisational Goals  

• Identify core services 

• Review Services V Resources 

• Identify "Like" service provision 
organisations 

• Develop "merger" cost/benefit 
proposal 

• Organise group discussions 

• Prepare and present merger 
package to government and 
other funding bodies 

• Install "User Friendly" Network 
computer system 

• Implement client focus cost 
analysis system 

• Interact with existing NTHS 
contract/training facilities  

• Core services identified & 
articulated within 12 months 

• Completion & report within 12 
months 

• Submission of report complete 
within 24 months 

• Completion within 48 months 

• Finalisation & compilation of 
package (Plan of merger) within 60 
months 

• Development & implementation 
within 36 months 

• Review completion & 
implementation within 36 months 

• Agreement & participation within 
12 months  

• All Staff 

• Executive Director, 
Directors & 
Administration Manager 

• Executive Director & 
Directors 

• Executive Director & 
Board of Directors 

• Executive Director & 
Directors 

• Executive Director & 
Directors 

• Out sources 

• Board of Directors 

• Executive Director & 
Directors 
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ACTION PLAN: CARPENTARIA COMMUNITY SERVICES 

OPERATIONS OBJECTIVES 

STRATEGY & PRIORITY ACTION PERFORMANCE INDICATORS ACTION BY 

P1 • Develop period contracts • Contract tendering within 12 • Out sourcing & 
months Administration Manager 

• Out sourcing of Non Core • Identify service providers • Complete review & issue tenders • Executive Director & 

Responsibility within 12 months Administration Manager 

• Identity core responsibilities • Complete review & issue tenders • Board of Directors & All 
within 12 months staff 

• Review Resources V • Executive Director, 

Responsibilities Administration Manager 
& All staff 

P2 • Compile an Asset register • Complete • Administration Manager 

• Rationalise property • Review & recommendation • Board of Directors & 

• Develop an Asset rental/occupancy complete within 12 months Executive Director 

Management Plan • Develop suitable period • Compile report & action plan within • Out sources 

(Operational contracts 12 months 

Environment) • Utilise existing (NTHS) • Compile report & action plan within • Administration Manager 
12 months 

• Develop maintenance • Compile report & action plan within • Out sources & 
programme for grounds & 12 months Administration Manager 
assets  

P3 • Review Resources V • Complete review & submit report • Executive Director & 
Requirements within 18 months Administration Manager 

• Rationalise • Further develop multiskilling • Ongoing • All staff 

Administration • Review current administrative • Complete review & submit report • Executive Director, 

Resources structure within 24 months Administration Manager 

• Relocate Head quarters staff & & Director 

function • Board of Directors & 
Executive Director 



STRATEGIC ACTION PLAN FLOW CHART 

YEAR ONE YEAR TWO YEAR THREE YEAR FOUR YEAR FIVE 

FINANCIAL STRATEGIES & ACTIONS 

EMPLOYEE STRATEGIES & ACTIONS 

CLIENT SERVICES STRATEGIES & ACTIONS 

CORPORATE STRATEGIES & ACTIONS 

OPERATIONS STRATEGIES & ACTIONS I ONGOING 
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T & W OPERALONS - ALICE SPRING REGION 
TECHNICAL SUPPORT SECTION 

TRAINING PLAN 
' E. BLOM ,/PEm1SE /PROJ / AWDCAD o.A. /sonwE/EQuIP/ pos. DEv./ SUPERV. 0EV. /oH&s 

UPERV1SNG DRAFTSMAN T4 

ÀY 1992 

NOTES /_LEAVE 
TEDJNEESFLP FiNISHES 
END 1992 

TRAINEE 1 A 
N1) (NO REPLACENE

l___ 
TT ATR 

T3 MECH _ M IIIIIII___ 
Posmoll -S BEEN 
IR/OSFERRED TO DARWIN 
ENCUMBAIIT TEIIJRIIS TO 

A AA A RR 
D/J9N1H END DEC 92 
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A  T  RI  AAR A 
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ii (I I 
vcARNOr HELEN—HOUSE 
APRODUCIIVITY 

Consultants x xx xxx DREDE COULD BE MALE 
AVAILABLE TO CONSULTANTS 

Ideal I 1 
HI-Il 

J1T1TJ 
11422 

Il ii 

H1 
TIIT1J 
1jTtH REQUIREMENT DETERI.RNED 

BY INDMCUAL OR 

L____ Capacity 4j1L1j1[11[1 <j[ L3322i2H 

• DISCIPUNE RELATED ONLY 

LEGEND * 0<51150 COURSE 

A ATTENDED / ATTENDING 

T TRAINING RECOMMENDED FOR 92'93 

R RECOMMENDED - NOT ESSE14I1AL 

N NO TRAINING NECESSARY 

W ON THE JOB TRAJIJING 

E CERTIFiCATE EXPIRED 

Level of Competency 

HIGH, ThOROUGH UNDERSTANDING (DESIDN & DRAW ABIUTI') 

MEDIUM, SOME KNOWLEDGE (CAN DRAW WITH DESIGN INPUT BY OTHERS) 

LOW, BASIC KNOWLEDGE ONLY (TRACING LEVEL OR N/WELT DONE) 
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APPENDIX 4 PAGE 2 

INTER-OFFICE MEMORANDUM 

TO : REGIONAL DIRECTOR, DATE: 17th May 1994 
FROM: 

REF :017608 

RE : TRAINENG PLAN 1994/95 - ADMINISTRATION SECTION - 
CONSTRUCTION AGENCY 

Attached please find the Project Administration Section's identified Training needs for the new financial year to date. 
Your attention is drawn to the symbols legend identt,ing the type of training required in each case, and also providing information on staff leave and performance related matters. 

- 

The plan at present only identifies training needs for those having undergone the informal feedback process and will be updated to reflect additional needs once these have been completed. 
Individual requirements and cost breakdowns to date including Mileage/Fares and Travelling Allowance are attached. 
Should you approve the training schedule, I request that this cost be allowed for in the 1994/95 administration budget so as staff can attend the external and/or internal courses as indicated on the plan. 
Local in-house training will be arranged by myself over the next 6 months through on-the--job training and subject to local resources. 

Construction Agency 

APPROVED/NOT APPROVED 

Regional Director, 
June 1994 



by IRENE 00! 
MAY 1994 

TRA I NING PLAN 
CONSTRUCTION AGENCY - PROJECT ADMIINISTRATION 

KATHERINE REGION 

_____________________________________ 
- - - _________ - - - -- _____________________ -- -- - t•  - - _________ -  

- 26/12/94 to 21/01/95 

Tad Simlat ~J
, 
jjj 

I 

- 
-- 

Jo Hlndley TI p 
DiJennison 

11/07/94 to 15/07/94 
24/12/94 to 21/01/95 

) )  } CHRtSTh40.S/NW 5t# 9R6tX 

Anne Manfong 
I A TT11 

C4415T146S/NEW YEAR RRE4A 

Theresa Foster I TI 

- - -- - - - -- - - 
- 6/12/949021/01/95 

Irene Collins TI TI Ti Ti 
J I TI TI TI I T1 C Ic I 

Ideal 
Capacity 6 4 6 3 6 6 6 4 4 6 6 4 1 6 6 6 6 4 4 6 1 6 - 6 6 6 1  2 6 2 6 1 

Actual 
Carz,city 6462665 23 61 5444444 6616 - 6 1:1 6  26 2  

Shortfall 

Workload 

llH HL11 
LIJNU 

C HIGHLY COMPETENT 
c COMPETENT 0 A AH ENDED TRAINING 

m 
Ti TRAINING INTERNAL 
TE TRAINING EXTERNAL 

) TH TRAINING IN—HOUSE 

~2 



FAWA WATER C. :R4TIoNs ELECTRICAL MAINTEN ICE TRAINING PLAN 
I SAFETY I TECHNICAL COMPUTING ADMINISTRATION PERSONAL 

CORE UNITS CORE UNITS DEVELOPMENT 
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01 

------ -- ------ 

20  
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1 I 1 I 1 1 I 1 $ 1 1 i • • i 1 I t - - i i $ 
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EU7 =fliJ:: 

 _, fl llaITUIIftI BH iia ____________ 
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- L!_J I  I' 
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N No Training Necessary 

W On the Job Training 

E Certificate Expired 

LEVEL OF COMPETENCY 

H High, Through understaning 
M Medium, Some knowledge 
L Low, Basic knowledge 
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110711  

OH&S 
41 DUTY OF CARE 

• ,-infection control 
•/management biohazard injury 
• i/medication administration 
• ire safety 1. - 

• yc lone safe 
• safety awareness - 

• eniergeney--•procedu.res 
• lfting & transfers 
• /equipment use 
• -nvirpmentalaaren.e-ss 

o / 

• client safety 
• environmental 
• nutrition 
v seizure nianagement 
• seek information 
i,- confidentiality 
• finance/security protection 

first aid certificate 
• emotional well being /fr7

,
c1/ 

choking management 

v knowledge of clients, history, 
• medical needs, disability 

what -is duty ofcare2 
77 -; LI 

CLIENT RELATIONSHIPS 

• Vage appropriate 
• j/promotes independence 
• appropriate professional 

relationships 
• effective role modelling 
•Vmentor approach 
• respect for personal/family 

values/attitudes 
• awareness of individuals 

disability & dignity 
• provides for physical, emotional, 

social needs 
• respect values and attitudes 
• client awareness 
• adult relationship 
• vindependence 
• Vrole modelling-appropriate and 

effective 

COMMUNICATION 

• j effective listening 
.-cultural sensitivity 
• literacy & numeracy 
•v adjust communication 

4 augmentative systems 
•/signing 

CORPORATE CULTURE/PHILOSOPHY4 

.2k/vision and values 
• V'cultural sensitivity.— 
• v procedures 
• '-policies 
• organisational structure - 

performs accurately to duty 
statement - 

• v social role valorisationi 
• -normalisation 
v-Disability Act: 

- knowledge & understanding 
of 

'. VMission Statement 
professional presentation / 

• image 
• service provision-Darwin 

V.  
• funding 

-, 1. -S -• V • 

PHYSICAL ASSISTANCE 

(.4). 
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WORK SKILLS INTERPERSONAL SKILLS 

• /program implementation • meeting procedures / 
• ,,program development/methods behaviour 
• v nitoring & recording • conflict resolution 
• report writing z problem solving / decision 
- word processing (computer skills) • making 
/1:1 instruction • negotiation 

• Vgroup instruction • adjust to change 
• /leadership • (constructive criticism) 
• time management • participation in corporate 
• v'ersonal care. culture rneetings-_. i 

• task analysis 1' • stress management 
• Venvironmental inventory / 

- 
• team approach 

• /cues (natural, artificial) - • effective feedback 
• iprompts (natural, artificial)

-  
• commitment 

• reinforcement - . effective communication 
• critical skill -/ . listening  
• 'alternate strategies /' . meeting protocol 
• /maximum participation '' • respect others values 
• v'holistic participation / . commitment to job 
• •/strategies for impaired: • grievance procedures 

• L/7 vision  
V-  hearing 

• repczt-w-i-t.Ln - 
• vinute taking— ;/'• 
• documentation -- 

• prioritizing - 
• disabilities 
• equipment use 
• problem solving I 

lateral thinking 
- 

..... 
: 

- r-- 

BEHAVIOUR MANAGEMENT 

• 4mplernent strategieJ- 
• 6asic theoretical knowledqe- 
• )6bservation assessment 
• stress management 
• knowledge of principlesA- 
• programming 
• protective behaviours- 
• observation of behaviours— 
• behaviour analysi___- 

-  
L 

10 
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- - C 



APPENDIX 4 

PAGE 12 

- - -

ArW1W.W."A .I .- -. 

-. 

• .p..n. . t2p(c XCI .-.LMfl I ...,c-TiIArairn.,IfI.(. r s W1rlr l 'b. IerflCflfl jgIauorl1uUo Il_i.o.0 iuuiunnrniu'n"nn'-.— 
L 

.IWIHIIIIIIIUIIIIIIIIIIIIIIUIIHUI'-".'--.u".----'— IIIuiUIIlIiIIIiUiUhIIIUUIIIU---.I URUfflflIHII1IIUflh1I11U11'IllI111IIIIIIUIUIIUI1I1f11 flIuuIHiui.IwIJflJJ liii WIUIIIIIIHIIIiIUIUOMIUIIUIH 'uinnm.ii 11111111 WUIUIIU rnuhlluuumnunlmam 
-'.nrnnmrnIInuinnlmnwI..IuNIumuIu._.—i--unmi iirnimmimiii -...illlhlilflhllillflhl UIUhIIUIIIIIIIIIIIUUh1IIUflIIIIIIh IIIIIMUIuIIImIHNnIu.wIui----  .IIIJIIIflfluIIIIHIwIwIuwI __ IImIImimIuhIIIUII1IIUIiIIIUUhIIIIHI UHUhIIffiUllUIIIIIUhIiIIUIIIwi —i —.I.iuInIJl_i_iIu IIIlIIIIIIIlUIIIIilhIHIII1IIIUHIUIUI fl_i fl_iuiIIIuuwwiu. i'IIUIIIlfl wmniuuurnfllnwllmmuuuluu.w fllflhllflhflfluuii -I 

IHRIUh1IUI...i.iiIIuUu - 

__________________ UIUUUIIIUIII 1001011 1011001_i ---I ---'I"— —.- IIIIIIIIIUIII11110IIIIIIII Uh1IflhIIUhII0hlH11flhIIlIII1IIIIDh1IUIfthIInuq' — i. .1111011 WIII_ 10110101 111111111111111111 UIIIIIUh1I11I0UhII IIlIHhI1HhIlWI1I1IWIUInIWIWIII1flfl111I11Hi_D- '91111111111101fl111110110 ff11111 1111111 mmilllliiLnuuiumai 
IIIIUhIIIHHw.i0I_I ___ 

IilII1IIIIU1Uhi11lIhIuhIIiIIIII_iuIPW 111hIUhII_uIHI11IImHlHflhIIIIu jfffflflflIJ IfluIUftufll0I0hIIIDhIuumImUlI I1IIIIII0hII11hIII1IIIIIUhIIIIIIIIIIIIII1'inn'— —ii'—. -II1ft0I01IIIIIUuhII 1III111fl111h1I IIIIIIflhI1IIIIIIHhIIIIIIIhIIIIII 1111111111U1H11m11 IflflIflflHhIIflhIIl IIIlIIIflhIIIImnhuun'-"wniii.wniuuu"-- IIWIIIlI01IIIIUhIIII1IUIIIIIUIIflh1III110I llflhlllUlllllllflhl IIIHUIHIIIINIIUII1IIIII flh1Iinnl1MIiimiunnIijin...---------i"- ifllflhlllflhl I1III1IP11mIIIPiI I0uhIuH_m_IlInIl 
LGEUD 

o pe o1eOCIy P H -,o Ccxrse H No Nececry M MoCjrn A 0ed/AI0d W he j00 1rnr I Low I Irw eccoor'e.-ec lo, P CerliLcOle Eoaed 



APPENDIX 4 
WORK S1SILL 

PAGE 13 

Behaviour Management 

• basic principles 
• emergency rostraini 
• protective behaviour 
• apply reactive strategies 
• apply proactive strategies 
• behaviour observation 
• data collection 
• behaviour analysis 
• appropriate reinforcement 

Program Development 

• ecological inventory 
alternate performance strategies 
long term objectives 
short term objectives 
task analysis 
program for group 
programming for indIvidual 
critical skill identification 

Program Evaluation 

daa recording  

ln;tructionel Implementation I Methodology 

• cues 
• prompts 
• critical skill reinforcement 
• maximum participation 
• holistic participation 
• strategies - vision impaired 
• strategies - hearing impaired 
• role modelling 
• 1:1 instruction 
• group instruction 
• session leader 

AdministratIve 

• report writing 
• computer operation 
• minute taking 
• record keeping 

program revision 

CORPORATE CULTURE AND PHILOSOPHY 

mission statement 
• vision and values 
• organisation service Structure 
• Disability Act: knowledge and 
• understanding 
• Darwin service provision 
• funding 
- induction and probation 
• Discrimination Act 
• position doscriptons 
• policies and procedures 
• personal goal setting 

OCCUPATIONAL HEALTH AND SAFETY 

• hazard identification 
• emergency procedures 
• lifting and transfers 
• infection control 
• medication administration 
• hiohazard injury procedures 
• equipment use 

6-(AR-96 \ED 15:03 089 450518 P. 2 



APPENDIX 5 
CARPENTARA COMMUNITY SER'JCES 

BOARD PRESENTATION:- TRAINING NEEDS ANALYSIS 

THURSDAY 25th JANUARY 1996 
8:30 - 9:00 pm 

(To allow time for Questions & Discussions) 

Presented By: Louise McKenna (Director of E.I.R.C.) 
Greg Dawkins (Technical Training Consultant, 

Department of Transport & Works) 

KEY ISSUES 

Development of the Human Relations function at CCS is a key factor 
towards achieving efficient operations and competent service delivery. 

Training Needs Analysis is an important element to identify our service 
requirements, and meeting these in a systematic and planned way. 

Greg has considerable experience in developing and implementing Training 
Needs Analysis. He and Louise will outline the proposed system which we 
plan to trial initially in the Support Services Division. 



APPENDIX 6 

CARI'ENTARIA COMMUNITY SERVICES 

MEMORANDUM 

TO: ALL STAFF 

FROM: MIKE WALLIS-SMITH 

SUBJECT: STRATEGIC PLANNING 

DATE: 14 SEPTEMBER 1995 

As a first step to developing a long term Strategic Plan for Carpentaria Community 

Services, staff are invited to participate in the preparation of our Mission Statement, 

Directors of each Division will be arranging opportunities for all staff to participate. Your 

ideaslcomments are valuable and welcome. It is the responsibility of each Director to 

submit the ideas so they may be considered when the document is fnalised. 

The Mission Statement will be no longer than one page and considered by the Board at its 

Octobcr Meeting. It will cover 4 headings: 

• Mission 
• Core Services 

Values 
Vision 

To assist Directors have prepared these documents. They are working documents and 

should be considered accordingly. Questions and Gide1ines for each heading are attached. 

Recognising that it is not easy or convenient for all staff particularly part time staff to 

attend a discussion)  this document will be circulated  to each member of staff with a 

comment form. Fill this in and pass to your Directors by 2nd October if you are unable to 

attend a meeting. 

Thank you 

Mike 

0 



V 
STRATEGIC PLANNING: WORKING DRAFT AND GUIDELINES 

f FOR PREPARATION OF C.C.S. MiSSION STATEMENT 

Mission 
A short statement which sets Out the reason why we exist. It explains what we as an 
organisation do so that anyone reading should readily understand. The statement should be 
capable of standing the test of time. 
eg. "To provide quality services and opportunities for people with disabilities in the 
Territory who wish to participate in all aspects of community life." 

Q's Who do we provide services for - people with specific disabilities, all disabilities, 
all ages? clients and families? Should we limit the geographic span to Darwin 
Metropolitan area? 

Core Services 
These are the primary services we provide on a regular basis. Its not everything we do - 

just the major services. 
eg. Initial point of eOnttact, information and referral, respite including emergency respite, 
accommodation - attendant care, supported accommodation, The Club - Adult Day 
Program, EIS 

Q's What is the Club - is it a day leisure service? Should we mention community 
access - is this a service or an underlying principle that we encourage? What is EIS - is it 
a packagc" of services which is different to our other services? We have left Advocacy 
off the list - do you agree? Support for families is an important part of our service should 
we mention it? 

Values 
These are the key things we believe in and stand for. They are reference poirtts for all 
organisations decisions. We need to keep the list to about 7-8 values its too long at 
present 
eg. 

tailor our services to individual needs 
• positive outcomes 
- inclusion 

family values 
• balance 

informal choice 
quality 

• future oriented 
innovative 
ethical 
user friendly 
realistic, achievable 
accountable 



Q's hou1d mc of thcse values be incorporated else where? For instance 'realistic" 
has been iniuded we establish reasonable goals and objectivesa measure)-  of 
performanec. flowcvci it could be augured that thsn underlying assumption so why state 

- Should we state it elsewhere? What about "Co-operation, collaboration with other 
organisations is this an important aspect of our operation? 
Q's Which \alUCS are the most important? Which are less important? Have we left any 
major values off? What do they mean? Does it matter if we do not state our core values? 
Vision 
This is the shared picture of the way we want the organisation to be in 3 to 5 years (or 
longer). It should be inspiring and provides a focal point for all our activities. Once we 
have a corporate vision each department (section) of CCS will be requested to develop its 
own specific vision to complement the overall vision. 
At the AGM the following elements were outlined as part of our vision CCS an oi-ganisarion which is: • client oriented 

- user friendly 
• more financially self sufficient than at present - one with a clear focus and high community profile - provides quality service to clients and families one which staff and Board members are proud to be part of accountable ethical and providing value for tax avers doflars a 

Mike WallisSmith 

;. 
•-'•--- , - • . - -- - 
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APPENDIX 6 

CARPENTARIA COMMUNITY SERVICES 

TO: All Staff 
FROM: Mike Wallis-Smith 
SUBJECT: Strategic Planning 
DATE: 6 October 1995 

Thankyou for your written submissions, oral suggestions and 
input to formulating our Mission Statement. 

- 

Karen Wylie and I have considered all the material and tried 
to put the key points into a short "Second draft" document for 
further consideration. 

Your comments and suggestions are invited. These will be 
considered by Directors before preparing the final draft for 
consideration by the Board at their next meeting on 25 
October. 

Comments on some of the issues considered when preparing the 
"Second draft" follow: - 

Mission Statement 

Decided to mention "Quality" in the list of values rather than 
include here. Emphasis on "family" as well as Territorians 
with disabilities. Felt it was important to mention high 
support needs as this differentiates us from other Disability 
organisations. Seems to be general consensus that we 
encourage participation in all aspects of community life. 

We tried to keep the statement short (25 words) - 

Core Services 

We are not in the business of providing advocacy or employment 
services. 

It was "generally felt this is an ideal opportunity to choose 
words that promote positive and appropriate perceptions of our 
clients and the organisation." 

eg. We provide Attendant Care as a Core Service. It was asked 
"Is this a suitable name?" 

3 suggestions were given: "Personal Care and Home Management 
Services"; "Home Support Services"; and "Home Support and 
Personal Care Services". 

A difficulty arises because Attendant Care is the name 
designated to this Government Program under various funding 
acts. Should we use a different name? 



We agreed that a more user-friendly name could be chosen. We 
are here to make it easy for clients and families Co access 
services. Names which better describe the service may be 
used. 

We chose "Personal Care & Home Support" - do you agree? 

We found a similar challenge with our Adult Day Program (Will 
services always be provided during the day?) . If the program 
provides leisure opportunities should we acknowledge this? 
Maybe "The Club" offers a "Transition Service"? We have 
included all 3 for further consideration - maybe one will do. 
which one? - 

Following submissions we have discarded the title "sitter 
service". This is now covered under "Personal Care & Home 
Support". 

Rather than incorporate the geographic scope for service 
delivery in the "Mission" we have included it in this section 
as a sentence. 

Potential Services 

one suggestion was to "extend our Early Intervention Service 
to the rural area." This has been included along with areas 
where service gaps were identified. 

"Family Support" has been included as a "Potential Service". 
We feel we actually provide it now but it does not seem to be 
recognised as a specific category of service. Clearly it is a 
very important area and utilises significant staff resources. 
It is recognised in our Service Contracts with NT Health 
"Consumer/Clients: 

Consumers/Clients has been used in three ways: primarily 
it is used to mean a person with a disability; but it may 
also mean family member/s of a person with a disability; 
or it may also mean unpaid primary carer of a person with 
a disability where that person is receiving a service in 
respect of which financial assistance has been granted to 
the organisation under the Act". 

(Page 7) 

Values 

This section generated lots of Feedback. We tried to limit 
this to 8 Values . . . we ended up with 9. 

The four values generating the most support were: 

Tailoring our Service to Individual Needs 
• Quality 

Family Values 
User-Friendly. 



Suggestions: "Programs to be based on an individual's needs 
and abilities and should be derived as much as 
possible from their individual program plan". 

"Quality rather than quantity" 

"User Friendly - most definitely." 

We agree! 

There was a lot of discussion about "Family Values". We've 
left this off the list. A suggestion was: " Change Family 
values to Community Values to overcome difficulty when family 
values may not respect social justice, human rights and values 
which are accepted by the community. The words 'Community 
Values' also would cover cultural values." 

We've selected "Cultural Sensitivity" to best describe this 
value. Let us know if you disagree. 

Values Deleted: 

Positive Outcomes - if we value Quality 
then one would expect positive outcomes. 
Informed Choice - Not seen as high priority 
Future Oriented - " " It If 
Innovative - Seen by some as an important 
value but if included would make the list 
too long. A difficult one. 
Realistic/Achievable - we selected 
"Achievement Oriented" 
Suggestion: "To ensure achievement we 
really do need to be realistic. Generally 
felt that 'realistic' and 'achievable' can 
actually be used as excuses for not being 
innovative, not trying 
eg. 'We tried that before and it didn't 

work' 
'You've got to be realistic - we 
won't get the support' 
'It's too much work' 

Achievement is observable - amongst 
clients and staff- and can be rewarded. 
It's difficult to reward being realistic!" 

Accountable - Considered covered by 
"Ethical". 

Other key values: 

"Balanced" - considered very important. We 
aim to achieve a balance in many ways: 
Lifestyle balance; balance between Centre-
based, Community & home activities; balance 
between short and long term issues; between 
money spent on service and staff development, 
etc. 



"Inclusion" - maybe jargonistic? However, we 
considered it a better word than integrated as 
it "covers involvement with and by the 
community ie. community acceptance, provision 
of facilities and services appropriate for 
people with disabilities, promotes moving out 
of the centre-based activities into the 
community. An underpinning value of the 
community access program." 

Collaboration - consistent with an object of 
our Constitution and the way we operate anyway. 

In terms of philosophy the suggestion was made that we state 
"CCS is committed to the right of all people to be part of the 
wider community". This could be included as a sentence in the 
document - or we may offer a general statement that we operate 
within the philosophy of the Disability Services Act. 

Vision 

Generally accepted as stated but with addition of statements 
promoting a "positive community perception of the 
organisation", recognising the importance of being well 
resourced (clearly this is a sore point) and "an organisation 
where staff are respected, or can be proud of being part of a 
valued community service". 

we have worded the vision to incorporate this and also the 
importance of values to CCS. 

Over to you! 

-4 

All responses by 4:00pm Monday 16 October please. 



Personal Care & Home Support 
Supported Accommodation 

Community Based 

Home Based 
Community Based 

"The Club" 
Community Access 

Therapy Services 

SERVICE TYPE 

Accomodatlon 

wrr 
Respite - Emergency 

Cve 

<?y1tJLeIsure 
ay'rogramme 

(?Leisure Opport.) 
Early Intervention 

Information & 
Referral Services 

WHO WHERE 

Adults Home 
Adults Community 

Children & Adults Community 

Children & Adults Home 
Children & Adults Community 
Children & Adults Home 

Adults Centre 
Adults Community 

Children Centre & Comm. 

Adults & Children Community 

MISSION STATEMENT 

TO PROVIDE OPPORTUNITIES AND SERVICES FOR TERRITORIANS WHO HAVE DISABILITIES WITH HIGH 
SUPPORT NEEDS, AND THEIR FAMILIES TO PARTICIPATE IN ALL ASPECTS OF COMMUNITY LIFE. 

CORE SERVICES 



Current emphasis Is the provision of services to the greater Darwin area. 

POTENTIAL 

* Extension of services to Include rural urban and remote areas. * Therapy services for adults 
* Extension of supported accommodation services to include children * Family Support 

VALUES 

* User-friendly 
* Ethical 
* Quality 
* Individually tailored services 
* Cultural sensitivity 
* Inclusion 
* Balance 
* Achievement oriented 
* Collaboration 

VISION 

* Client oriented 
* Organisatlon which is values based 
* Increased financial self-sufficiency 
* Clear focus and positive coiumunity profile 
* Recognised for quality service 
* One which staff and board members are proud to be part of * Well resourced and providing value for tax-payers dollars 



APPENDIX 6 

CARPENTARIA COMMUNITY 

CLIENT & MEMBERSHIP SURVEY 

To help CCS plan for the future, we would appreciate your response 
to the following questions. Please mark the relevant box(s). 

1. ARE YOU: 

Someone who receives services from CCS 

A family member or carer of someone who receives CCS El 
services 

None of the above (Go to Question 3) 

2. WHICH OF THE FOLLOWING SERVICES DO YOU OR YOUR 
FAMILY MEMBER USE? 
(You may tick more than one box) 

Accommodation 
(Personal Care, Home Support, Supported Accommodation etc.) 

Respite IN 
Lifestyle Options El 
(Includes "The Club" & Community Access) 

Early Intervention * 
Client & Family Support 
(Information, Needs Analysis, Referral etc.) 

None of the above * 



-3- 

4. WHAT QUALITIES DO YOU THINK OUR STAFF SHOULD HAVE? 
Please rank the qualities listed below in order of importance, from 1 
(most important) to 9 (least important). Each number can only be 
used once. 

Friendly, helpful & easy to approach if you have a problem 

Well-trained; good overall knowledge of the job 

Well presented; high dress standards El 

Responds quickly to client & family needs LII 

Flexible and able to adapt to meet changing requirements 

Values and respects each client and treats them with dignity 

Mature, responsible and reliable FEW 

Good communication skills INK 

Committed to the job and the organisation El 
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8. IF NO, WOULD YOU LIKE TO BECOME A MEMBER OF CCS? 

Yes 

No 

9. TO ASSIST WITH FOLLOW-UP, COULD YOU PLEASE PROVIDE 
THE FOLLOWING DETAILS: 
(N.B. This survey is confidential & completely voluntary. If you wish to 

remain anonymous, you do not have to provide these detials) 

Name: 
Address: 

THANKYQU FOR COMPLETING THIS FORM. 

Mike Wallis-Smith 
Executive Director 

U 

IN 



APPENDIX 6 

Carpentaria 
Community 
Services 
P0 Box 4150 
Darn NT 20th February 1996 

Louise McKenna 
43 Cahill Crescent 
NAKARA NT 0810 

Dear Louise 

re. CCS Corporate Planning Consultation Process 

As you know, CCS is currently in the process of preparing a plan for Service 
Delivery over the next 3 years. This plan will provide a basis for our operations 
and cover each of our core Service Areas: 

Accommodation; 
Respite; 
Lifestyle Options ("The Club" & Community Access); 
Early Intervention; 
Client & Family Support. 

In the past, CCS has reacted to requests for service. Now we feel it is time to 
provide for the future and plan for the orderly growth and development of services. 
We want to estimate future resource requirements and training needs. 

Our first priority is to identify elements which clients and association members 
consider an integral part of a quality service. You can assist us in this process by 
completing the attached survey or attending Focus Discussion Groups. Details for 

. these Groups are outlined on the following page. 

CCS also wishes to obtain your views on the best way to raise funds to improve 
..servi ce delivery and upgrade existing facilities. 

Given that we are very much a hands-on organisation with few administrative 
hours, CCS wishes to limit the amount of time spent in the collection and analysis 
of data so that we can get on with the job of improving how we do things. We aim 

• 9COrnpiete data gathering by 8th March 1996. 

-' ...-.-••'.---• 

•tel 089 81 4040 fax 089 81 4001 2nd Floor, 62 Cavenagh St. DARWIN 

tel 089 45 4977 fax 089 45 0518 45 l-lenburi Avenue, TIWI 
t1011 ReSOUrCe Centre Office tel 089 27 1166 fax 089 27 9054 3-5 Willeroo Rd. TIWI 
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• TOPIC t  DATEiTIME VENUE FACILITATOR 

Early 1/3/96 E.I.S. Meeting Louise McKenna 

Intervention 1:00pm Room 
Service 3-5 Willeroo Street 

Tiwi 

Other Services 1/3/96 Tiwi Centre Cynthia Rowe 
7:30pm - 9:00pm Meeting Room 

45 Henbury Ave 
Tiwi 

The Executive Director will attend the discussions. 

Childcare will be available if requested for those attending the E.I.S. Discussion 

Group. 

To attend the Discussion Groups, please phone Cathy at the Early Intervention 

Service on 27 1166; or Carolyn at Support Services on 45 4977 by Monday 29th 

February 1996. Alternatively, you may just wish to complete the Survey form 

attached and send it to: 

Carpentaria Community Services 
G.P.O. Box 4150 
DARWIN NT 0801 

If you wish to obtain further information or would prefer to discuss the matter on a 

one-to-one basis please make an appointment with Louise McKenna (Early 

Intervention) or Cynthia Rowe (Support Services). CCS would appreciate it if 

Survey forms and any further correspondence into this process could be received 

by Wednesday 6th March 1996. 

In a nutshell, CCS seeks your advice so that we can identify key service elements 

and determine ongoing action to provide for the future delivery and development of 

a quality core service. CCS considers your input into this process as a vital way of 

keeping in touch with what our clients, their families and association members 

want. 

Thankyou for your co-operation. 

Yours rely,ely, 

Mike Wallis-Smith 
Executive Director 

p1_S 

11-L- 



'V 

P CARPENTARIA 1 
COMMUNITY SER''VICES 

('1 1 titti I 
II 



CARPENTAR1A COMMUNiTY SERViCES 
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CCS CORPORATE PLANNING DAY 

BACKGROUND INFORMATION 

CARPENTARIA COMMUNITY SERVICES: THE ORGANISATION 

Carpentaria Community Services may be divided into four divisions: CUent & 
Family Support, Support Services, Early Intervention, and Finance & 
Administration. These Divisions are outlined below: 

1. Finance & Administration 

Carpentaria Community Services' Division of Finance & Administration is 
located in our Head Office at 62 Cavenagh Street Darwin. 

Although not the smallest CCS Department (Client Services is staffed by just 
one person), Finance & Administration is very much a background operation, 
run by 4.5 full-time equivalent personnel. 

The main job of CCS' Finance & Administration Department is to provide 
financial and administrative support to the Service Divisions. This includes 
assistance with matters relating to Personnel, Debtors/Creditors, Grants, 
maintaining a Database of Organisations, providing costings for new 
programs, devising budgets, keeping a register of assets, production of 
newsletters & brochures etc., and the preparation of financial statements 
(See Finance & Administration Exhibit A). 

Essentially, the Department of Finance & Administration is about dealing with 
the organisation's administrative and financial concerns so that the Services 
can get on with the business of providing services. 

2. Early Intervention Services (E.I.S. 

Carpentaria's Early Intervention Services provides services to children and 
the families of children aged 0-6 years who have multiple needs. 

Run by a team of professionals including a receptionist, assistant, 
occupational therapist, physiotherapist, speech pathologist and 
Director/Psychologist, Early Intervention Services is truly multidisciplinary in 
nature. All these professionals work together co-operatively in order to 
provide services to meet each child's needs. 

The way in which E.I.S. works is called Integrated Service Delivery 
(l.S.D.). The focus within the I.S.D. approach is on the Whole Child - in 
other words, the Child is seen within the context of their family, their school, 
their neighbourhood, their community etc. Each child's needs are assessed 



in relation to the whole picture. 

Services provided at E.I.S. include information, skills development and 
confidence building, with the aim of maximising opportunities and increasing 
independence for both the children and their families. Throughout the 
provision of services, the central focus is on the Child, what their needs are, 
and how best to provide services to meet those needs. 

E.I.S. works in a variety of different settings, but the focus has changed over 
the past few years from Centre-based to Community activities. 
Nevertheless, despite the current focus on Community settings, some 
Centre-based activities are still provided. Not only are Centre-based 
services a cost-effective use of resources, they also provide a valuable 
opportunity for children and their families to gain peer support. 

3. Support Services 

Carpentarias Support Services Division provides a range of services to 
approximately 50 clients, all of whom have high-support needs. 

There are four elements of Support Services (See Support Services Exhibit 
A). These include: 

3.1. Lifestyle Options 
Incorporating "The Club" Adult Day Leisure Program, and Community 
Access, Lifestyle Options aims to build skills in Independence, 
Personal Management, Communication and Behaviour. Through this 
program, clients are involved in several activities (See Support 
Services Exhibit B). Currently, Lifestyle Options is raising important 
questions about what CCS does because it highlights the fact that 
some clients require life-long services. 

3.2. Supported Accommodation 
OCS runs four houses which provide supported accommodation to 
people with disabilities. The challenge is to enable clients to live as 
independently as possible whilst still providing support in the areas 
required. 

3.3. Respite Service 
Respite is provided in both centre & community settings, and also on 
a Sitter-service basis which has appropriately been referred to in the 
past as "Flexi-Respite". The Respite Service provides families and 
clients with a oftentimes much-needed break from the ongoing 
responsibilities of caring. 

3.4. Personal Care & Home Support 
Involves the provision of support to clients with high-support needs 
within their own homes. The challenge is to empower clients to take 



responsibility and maintain their independence where they can. 
Staffing in this area has been problematic in the past because of high 
turn-over rates due to the difficult nature of the work and the limited 
hours offered to staff members. 

4. Client Services 

Although Carpentaria Community Services' Client Services Division is the 
smallest division within the organisation, with a staff of one (Celeste Laan), it 
is arguably the most important Service Division within Carpentaria as it is 
often the first point of contact for clients and their families who seek services 
from CCS. 

The Client Services Department offers clients and their families with 
Information, Needs. Analysis, Referral and Support. 

Organisational policy within CCS is to keep administrative expenses at a minimum, 
in order to maintain our focus on providing services to clients. At present we have 
about 200 clients, the bulk of which access Support Services. Carpentarias 
Services operate on a continuum, although there are some notable gaps (See 
Exhibit E). For example, we currently don't have any clients over the age of 65, 
and there is a gap in services between the ages of 6 - 16 years. There is also a 
gap in the range of services as CCS is not in the business of Recreation or 
Employment Services. Nevertheless, the present situation may change as a result 
of the Corporate Planning Process. 

Our funding is obtained under the Disability Services Act, and must be spent in 
accordance to the Rationale behind this legislation (See Exhibit C). The main 
feature of the Act is that it is Budget-Capped as there are few resources to go 
around. The Act can be summarised in a few key words: it is about enabling, 
image, and encouraging innovation. CCS must work in accordance to the 
legislation, and formulate its Corporate Plan around it. 

Nevertheless, we must not neglect our focus on individuals. Certainly, our View of 
Clients & Families (See Exhibit F) reflects our desire to maintain an individual focus 
at all times, ensuring the rights of our consumers are upheld. 



THE ORGANISATION IN CONTEXT: CCS & THE NT GOVERNMENT 

Eighty-nine cents in every dollar of funding received by Carpentaria Community 

Services comes from the NT Government. The Department responsible for 
allocating much of this funding is Territory Health Services, a Department that CCS 
has a lot of dealings with through the Aged & Disability Services Program (ADSP), 
Darwin Region. 

Manager of the ADSP Darwin Region, Elizabeth Crocker, reported that with the 
recent change in government, things are occurring at a National level in regards to 
Departmental restructuring and revision in the way services are funded. Certainly, 
Territory Health Services is currently developing their own Strategic Plan. The Co-
ordinated Care approach and issues of Crisis Accommodation have been 
highlighted as key priorities in THS' Plan, and there have been attempts to break 
down costs, identify and meet needs. 

The Commonwealth/State Disability Agreement Paper "Getting Real", in attempting 
to get past the rhetoric, acknowledges the problems in underfunding within the 
Disability Sector and the lack of revenue in the agencies concerned to undertake 

fundraising ventures to raise more money. 

The Government is now attempting to look at outcomes, not just what service is 
provided - ie. they are attempting to ensure quality, not just quantity. Accountability 
is becoming more and more important, and the processes involved in funding are 
becoming more transparent in order to demonstrate why applications are turned 
down. 

The Service Agreements embarked on between CCS and THS are a relatively new 
concept and took a lot of effort to establish. Nevertheless, they were a learning 
experience and as Elizabeth Crocker pointed out, "it may be easier next time". 
Nevertheless, the current Service Agreements are important in that they are 
outcome-focused (ie. they attempt to identify where we are going), and also in 
that they recognise the dual-role of the ADSP Darwin Region in that they are both 
a Service Provider and a Funding Body for rival Service Organisations. 

It is not certain where the dollars will come from in the future. One thing is 
apparent: all agencies within the Disability Sector need to work together in order to 
prove the need for future funding. It is important that the ADSP Darwin Region and 
CCS should feel a sense of "fellowship" as they work together to provide services, 
and act as sounding-boards for one another to feel their way into an uncertain 
future. Certainly, government and non-government organisations alike need to 
work on an achievementicollaborative/innovative approach to service provision in 
order to meet the changing needs of the dynamic environment they work within. 
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THE CORPORATE PLANNING PROCESS 

Carpentaria Community Services' Corporate Planning Day was held on 29th March 

1996 at the Frontier Darwin Hotel. The Day played an important role in the 

organisation's Corporate Planning Process. 

The Corporate Planning Process actually began several months prior to the 

Corporate Planning Day (See Exhibit B), with the formulation of CCS' Mission 

Statement, Vision & Values (See Exhibit A). This statement of Carpentaria's 

Mission, Vision & Values provided a basis for the organisation's operation and our 

Corporate Planning Day. 

Consistent with its Corporate Mission, CCS has three primary objectives (See 

Exhibit D). In order to achieve these objectives, CCS needed to devise a 

Corporate Plan. A Corporate Plan is a Statement of Action - the Action we must 

undertake to implement our Mission, recognise our values-base and ensure that we 

maintain our focus on each individual client. Essentially, then, CCS Corporate 

Plan is about devising a plan for each and every client, to ensure that we fulfil their 

needs. 

The Corporate Planning Day was an exercise in Communication. It enabled key 

figures, both within the organisation and without, to have a say in where the 

organisation is and should be heading. Participants included CCS President Sue 

Bradley; Board Members, Michael Mitaros and Meredith Dewar; two government 

representatives from Territory Health Services, Elizabeth Crocker and David 

Gornall; and CCS Staff Members including the Executive Director, Mike Wallis-

Smith; and all the Directors and Co-ordinators from the various Divisions at 

Carpentaria. 

Consumer input was also sought for the Day through invitations to attend Focus 

Discussion Groups or complete a survey, the findings of which were presented for 

consideration at the Corporate Planning Day. Whilst these findings have yet to be 

completely finalised, the initial report provided a useful discussion base for the 

Corporate Planning Day. 

The purpose of the Day was to identify key issues for CCS in order to establish 

some organisational objectives for the next three years. Firstly, participants were 

asked to identify the essential ingredients of CCS and outline the organisation's 

strengths and weaknesses. Secondly, the group brainstormed some creative and 

innovative ways to improve service delivery. Thirdly, key issues were identified and 

evaluated according to set criteria. Finally, the group developed some guidelines 

for broad strategies for change in order to provide some ideas on how to achieve 

the objectives. (See Planning Day Program in Appendix). 

The outcomes of the Day were noted and recorded as outlined on the following 

pages. 
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CARPENTARIA COMMUNITY SERVICES 
WEAKNESSES 

* Public profile; 
* Not a united, focused team; 
* Separate locations; 
* Heavy reliance on one source of 

funding; 
* Too responsive to too many needs; 
* Some staff under-trained - need core 

training & professional development; 
* Marketing strategy; 
* Don't have strategic plan with 

Corporate Sector; 
* Aboriginal staff required, but not 

tokenism; 
* High staff turnover in some services; 
* Lack of staff training; 
* High staff demands/workload; 
* Over-cautious spending/government 

reliance restricts individual client focus; 
* Lack of public profile & identity within 

& without the organisation; 
* Limited inter- and intra- agency 

communication results in lack of co-
ordinated service planning & interaction; 

* Lack of financial resources has 
created a "seige" mentality in service 
areas (effective communication could 
have resolved this); 

* Gap in continuum of family support; 
* Lack of individual client plans; 
* Lack of clarity re. the role of client 

services; 
* Lack of clear policy on funding 

process; 
* Low Community Awareness in both 

public & client-base; 
* Need for cross-cultural training and 

representation; 
* Geographical restriction; 
* Gap in services (6-16 years); 
* Financial dependence on gov't; 
* Need for more staff training! 

development; 
* Lack of information exchange & 

networking between services; 
* Lack of sense of belonging to CCS at 

client/staff/service levels; 
* Need for more family involvement. 

STRENGTHS 

* Individual Client Focus; 
* Committed staff; 
* Open to Community; 
* Listen, try to bend to Community; 
* Desire to plan; 
* Trained & professional staff; 
* Financial control and money 

management; 
* Good external communications with 

government & other organ isations; 
* E.I.S. transdisciplinary team is 

unique; 
* Cultural Sensitivity in services; 
* Good staff attitude; 
* Prepared to listen & respond; 
* Commencement of shared action 

planning; 
* Constantly seeking to improve; 
* Regular monitoring of quality of 

service; 
* Financial accountability; 
* Respond to individuals in crisis 

(often to our disadvantage); 
Listen to what clients/families/ 
community want of us; 

* Close to grass-roots; 
* Innovative & responsive; 
* Creative & challenging; 
* CCS is looking ahead, visionary; 
* Diversity in clients!staff/board 

members/families etc. 
* CCS cares about clients/families/ 

staff members etc. 
* Attempts to cut through bureaucratic 

red-tape; 
* Family focus and involvement; 
* Strives to help clients become 

independent & move on; 
* Good teamwork amongst staff; 
* Flexible service delivery. 
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CORPORATE PLAN: 
KEY ISSUES 

AN INDIVIDUAL PLAN FOR EACH CLIENT 

STAFF DEVELOPMENT & TRAINING 

SOURCES OF FUNDING 

ESTABLISHING IDENTITY & PROFILE OF THE ORGANISATION 
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CARPENTARIA COMMUNITY SERVICES 

CORPORATE PLAN 
OBJECTIVE #1: 

"AN INDIVIDUAL PLAN FOR EACH CLIENT'1  

STRATEGIES: 
Identify and create a model or models to establish Plans. 
Rationale to staff/families/significant others. 
Identify skills & training required to implement Plans. 

3. Organisation of the Program/Plan/Review. 

SUGGESTED METHODS: 
Reduce duplication of Services 
Request funding from organisations who have clients who access our 
services. 
Combine services to create new service packages. 
Clearly define what services do/don't do. 
Acquire transport so that clients can get into the community more. 
Breakdown the demarcation between government & non-government 
sectors. 
Client-f ocused funding. 
Use of other voluntary organisations. 
Increase opportunities to exchange ideas & network for peer support. 
Flexibility in funding to enable cross-funding. 
Encourage guardians to take some responsibility in order to promote 
independence from services and staff. 
Set up an information database on Human Services 
Provide more opportunities to brainstorm creative & innovative models 
of service delivery. 
Individual planning with each client. 
Co-ordinated Case Management. 
One-stop shop. 
Encourage equity, not the loudest voice. 
Continuous Service Planning le. get rid of the gaps. 

-2- 
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CARPENTARIA COMMUNITY SERVICES 

CORPORATE PLAN 
OBJECTIVE 2: 

"STAFF DEVELOPMENT & TRAINING" 

STRATEGIES: 
Appoint a Human Resource Officer to co-ordinate Staff 
Development & Training. 
Establish a Culture throughout CCS that recognises and 
encourages benefits (& costs) of training to the "organ isation". 
Training Needs Analysis. 
Allocate Priorities. 
Develop & implement a strategy for the organisation covering 
service/quality for each division. 

'1 6. Evaluation. 
1 7. Develop & implement a Communications strategy, both internal & 

external. 
Establish broad policy guidelines. 
Encourage "Joint-Training" with other organisations to ensure cost 
effective training. 

1 0. Incorporate above elements in job descriptions eg. safety. 
111. Provide incentives to encourage trained staff to stay. 

SUGGESTED METHODS: 
Reduce duplication of services. 
Investigate training 
Consider options regarding self-sufficiency. 
Use of volunteers. 
Cross-Service Staffing. 
Enterprise Agreement encouraging flexibility between staff and 
hours of operation. 
Clear definition within services of what they do/don't do. 
Skills-sharing between departments & agencies (esp. within 
administration). 
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Sharing training resources across organisations. 
Flexibility in funding to enable cross-funding. 
Greater level of training regarding disabilities for people within the 
Human Services field. 
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CARPENTARIA COMMUNITY SERVICES 

CORPORATE PLAN 
OBJECTIVE 3: 

"SOURCES OF FUNDING" 

STRATEGIES: 
1. Develop & implement a plan to increase Community Awareness 

through advertising, marketing & volunteer co-ordination. 

: 2 Investigate options regarding client fees. 
Investigate options regarding membership fees. 
Instigate income-generating activities. 
Investigate the possibility of developing the Tiwi Site (rationalisation 
of assets etc.) 
Instigate co-ordinated fund-raising events 

eg. Payroll Deductions 
Raffles 
Cinema nights 
Dinners 
Theme Day. 

Encourage bequests. 
Ensure staff & client satisfaction (Word-of-Mouth is best & 
cheapest form of advertising). 
Move towards consumer-focus funding. 
Maintain a good relationship with Territory Health Services. 

SUGGESTED METHODS: 
Consider options regarding Self-Sufficiency. 
Use of Volunteers. 
Request funding from organisations with clients who use our 
services. 
Enterprise Agreement encouraging flexibility between staff and 
hours of operation. 
Acquire transport so that clients can get out into the community 
more. 
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S Put disability on the agenda in Education & Human Services. 
Client-focused funding. 

S Use of other voluntary organisations. 
More opportunities for exchanging ideas and networking for peer 
support. 
Flexibility in funding to enable cross-funding in services. 
Encourage equity, not the loudest voice. 
A sit-in in Michael Woolridge's office! 
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CARP ENTARIA COMMUNITY SERVICES 

CORPORATE PLAN 
OBJECTIVE 4: 

"ES TABL ISHING IDENTITY& PROFILE OF THE ORGANISATION" 

STRATEGiES: 
Consolidate the organisation by increasing awareness amongst 
staff, clients and families of CCS' Mission, Vision & Values. 
Establish a Marketing Committee. 
Encourage staff to promote a positive image of CCS in their day-to-
day interaction with other departments and agencies. 
Conduct fundraising activities which have the same values-base as 
the organisation. 
Encourage all staff to see themselves as part of the "CCS Team", 
not just a worker in a particular service. 
Ensure that all public relations material is carefully monitored and 
orchestrated to present a strong and positive image of the 
organisation within the community. 

1 7. Ensure all CCS Correspondence, brochures, newsletters etc. bear 
the organisation's logo and slogan. 
Conduct regular staff/board meetings 
Provide opportunities for staff, board, clients and families to get 
together on informal social occasions. 
Install a telephone transfer/diversion system between services to 
present an image of a combined organisation. 
Erect signs to identify the location of CCS Services to the general 
public. 

SUGGESTED METHODS: 
Stage a huge, extravagant, multimedia publicity campaign! 
Use of volunteers. 
Improve focus to enable easier access of information regarding 
CCS. 
Cross-service staffing. 



Breakdown the demarcation between government and non-
govern ment sectors. 
Put disabi'ity on the agenda in Education & Human Services. 
One-stop shop. 
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CARPENTARIA COMMUNITY SERVICES 

CORPORATE PLAN 
OBJECTIVE 5: 

"DEFINITION & LONG-TERM PLANNING OF SERVICES" 

STRATEGIES: 
Each Service to clarify/define their criteria for providing service - 
who gets it, how it is given, the basic philosophy that underpins 
each service. 
Ensure that the implementation/operation of services is consistent 
with the Mission Statement and inherent philosophy of CCS. 
Identify growth areas and cost to allow funding bodies to plan for 
timely introduction of extended services. 
Identify resources required to operate current services and allow for 
future growth. 

5 Produce a Community Information Package which clearly 
articulates and promotes CCS Services. 
Establish/build upon knowledge of future client base. 

7. Implementation of continuous monitoring of service quality - le. 
ensure regular re-evaluation. 

SUGGESTED METHODS: 
Reduce duplication of services. 
Rationalise number of organisations providing services in the 
Disability sector within the NT. 
Expand and define the role of Client Services. 
Improve focus to enable easier access to information regarding 
CCS. 
Combine new services to create new service packages. 
Enterprise Agreement encouraging flexibility between staff and 
hours of operation. 
Clear definition within services of what they do/don't do. 
Acquire transport so that clients can get out into the community 
more. 
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9. Breakdown the demarcation between government and non-
government sectors. 

10 Integration of planning for people with disabilities into the normal 
government planning process.. 
Put disability on the agenda in Education, Human Services. 
Flexibility in funding to enable cross-funding in services. 
Information database of Human Services. 
Increase co-ordinated, long term planning. 
Provide more opportunities to brainstorm creative and innovative 
models of service delivery. 
Encourage equity, not the loudest voice. 
Continuous service planning to get rid of gaps. 

-Ii- 
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PLANNING DAY 

FRONTIER DARWIN, BUFFALO COURT 

29 MARCH 1996 

Proposed program: 

8.30 am Introductions, participant expectations and overview. 
Facilitator and Executive Director 

900am What is Carpentaria Community Services? 
What is its purpose, how is it structured, and what are the roles and 
relationships of the various players? 

Executive Director and Program Directors 

9.45 am What is the essence, the essential ingredients of Carpentaria 
Community Services? 
What are Carpentaria Community Service's strengths? 
What are its deficiencies? 

Groupwork 

10.30 am Morning Tea. 

10.50 am Feedback from groups and discussion. 

1120am NT Government Representative - what does the NT Government see as 
the key issues / directions. 

Elizabeth Crocker 

11.30 am Overview of client and membership survey results 
Louise McKenna 

11.45 am What can Carpentaria Community Services do about these survey 
Endings? 

What innovative ways are there to improve service delivery for clients? 
Vhole group discussion 

12.30 pm Lunch 



EXHIBIT A: 

CARPENTAR1A COMMUNITY SERVICES 
MISSION STATEMENT 

"TO PROVIDE QUALITY SERVICES FOR TERRITORIANS WITH DISABILITIES AND HIGH 
SUPPORT NEEDS, TO ENABLE THEM AND THEIR FAMILIES TO HA VE INCREASED 

OPPORTUNITIES TO PAR TIC/PA TE IN ALL ASPECTS OF COMMUNITY LIFE." 

CORE SERVICES 

SERVICE TYPE BENEFICIARIES SETTINGS 

ACCOMMODATION Personal Care & Home Support Adults Home 
Supported Accommodation Children/Adults Community 

RESPITE Home Based Children Home 
Community Based & Community 
Centre Based Adults Centre 

LIFESTYLE OPTIONS Community Access Adults Community 
"The Club" Adults Centre 

EARLY INTERVENTION Early Childhood Developmental Children Community & Centre 
Program  

CLIENT & FAMILY Information, Needs Analysis, Adults Community 
SUPPORT Referral, Support & 

Children 

Current emphasis is the provision of services to the Darwin area and Pa!merston. 



EXt-hull b 

Lrpentaria Community Services 
Corporate Plan 

TIME FRAME 

Jan 96 Feb 96 March 96 

Data 8 

Identify Key Issues ........ 8 

Organisational Strengths/Deficiencies . . 
29* 

Formulation of Strategies 

Action Plans 96 - 98 

3 Year Financial Projections 

Board Approval ............................. + ............................+ 

8.AGM 

April 96 May 96 June 96 July 96 

31 

19 
Bob- 19 

+ .......................+ ........................+ ........... 

Aug 96 Sept 96 

22 

II 3 STAGES: Data Form u I ati on App rova I 

Planning Day 

+ Feed Back 



VALUES: 

An individual focus with emphasis throughout the organisation on: 

Quality 

Dignity 

Inclusion 

Ethics 

Cultural Sensitivity 

CoIl abo ration 

Innovation 

Achievement Orientation 

In our operations there will be a balance between short and long term planning and other elements including 
family and individual needs, staff development and service provision, risk taking and duty of care. 

VISION: 

We will strive to be an organisation of which clients, staff and association members are proud, and 

is client focused; 

is values based; 

increases its financial self-sufficiency; and 

delivers a quality service that is well resourced, efficient and provides value for taxpayers' dollars. 



EXHIBIT D: 

CARPENTARIA COMMUNITY SERVICES 
LONGTERM OBJECTIVES 

CONSISTENT WITH ITS CORPORATE MISSION, CARPENTARIA 
COMMUNITY SERVICES HAS 3 PRIMARY OBJECTIVES: 

TO DESIGN AND IMPLEMENT AN INDIVIDUALLY TAILORED 
PLAN FOR EVERY CLIENT; 

TO FiND, TRAIN AND MOTIVATE STAFF TO PROVIDE A 
QUALITY CLIENT SERVICE; AND 

TO REMAIN FINANCIALLY VIABLE IN ORDER TO ENSURE 
ACHIEVEMENT OF THE FIRST TWO OBJECTIVES. 



NORTHERN TERRITORY OF AUSTRALIA 
DISABILITY SERVICES ACT (1993) 

SCHEDULE 1 
Section 3 (3) 

CTS: 

to the furthering of which the Minister shall have regard are: 

(a) To ensure that persons with disabilities receive the services 

necessary to enable them to achieve their maximum potential 

as member of the community; 

(b) To ensure that services provided to persons with disabilities- 

Further the integration of persons with disabilities in 

the community and complement services available 
generally to persons in the community; 

Enable persons with disabilities to achieve positive 
outcomes such as increased independence, 
employment opportunities and integration into the 

community; and 

(iii)Are provided in ways that promote in the community a 

positive image of persons with disabilities and 

enhance their self-esteem; 

(c) To ensure that the provision of services takes into account the 

outcomes to be achieved by persons with disabilities; and 

(d) To encourage innovation in the provision of services for 

persons with disabilities. 



FINANCE & ADMINISTRATION EXHIBIT A: IY SERViCES CARPENTARIA COMMUffA!viiLIES: 
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AVICES EXHIBIT A 
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SUPPORT SERVICES EXHIBIT B: 

CARPENTARIA COMMUNITY SERVICES 
LIFESTYLE OPTIONS 

"THE CLUB" COMMUNITY ACCESS 

INDEPENDENCE PERSONAL MANAGEMENT COMMUNICATION BEHAVIOUR 

I RECREATION LEISURE INDEPENDENT LIVING WORK ALTERNATIVES 

Centre Community Home Centre Community Home Centre Community Cont. 
Education 

•Cooking Casino Cooking Bus travel Cottage Volunteer 

•Yoga & Swimming Gardening Hairdressers Industry Work: 

Relaxation Massage Skin Care appointments eg.- Red Cross 

Ceramics Hobby class & Grooming Budgeting - St Johns 

Aerobics Bowling Banks - Hospital 

Dance class Cafes Shopping laundry 

Beach walk Personal 
Business 

ELIGIBILITY: 

18 - 65 yrs; 
Disability with high-support needs (ie. due to the nature of their disability, the person requires support for the majority of 

their physical, personal, communicative and social needs). 



EXHIBIT F: 

CARPENTARIA COMMUNITY SERVICES 
OUR VIEW OF CLIENTS & FAMILIES: 

CLIENTS AND THEIR FAMILIES ARE THE REASON WE ARE IN 
BUSINESS. 

EACH CLIENT/FAMILY IS ENTITLED TO INDIVIDUAL, FRIENDLY 
AND COURTEOUS SERVICE. 

EACH AND EVERY MEMBER OF CCS WORKS FOR CLIENTS. 

COMPLAINTS ARE OPPORTUNITIES TO RESOLVE A PROBLEM 
AND CREA TE A FA VOURABLE IMPRESSION. 

IT IS IMPORTANT TO OBTAIN FEEDBACK FROM CLIENTS TO 
REGULARLY MONITOR OUR PERFORMANCE. 



APPENDIX 8 

CARPENTARIA COMMUNITY 

SERVICES 

MICROSOFT ACCESS 

APPLICATION SCREENS 
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APPENDIX 9 

------------- 

November 1995 Initial meeting with Norman, Kay, Gary & 
Typist & IT specialist to Sue 
discuss_propsal  

December1995 Present first draft of Norman, Kay, Gary &: 
document and sample Sue 

EaryJanuary 1996 IT Development Norman, Gary &Sue 
Deyelqp Norman, Gary & Sue 

6/2/96 - 13.00 - 15.30 Initial meeting with CCS Celeste Lann and Sue 
Client Services Manager 

CCS Offices to discuss database 
requirements and show 
a sample database 
previously created for 
Adult Services Division  

12/2/96 - 16.00 - 17.00 Load Access application Celeste, Norman & Sue 
to Celeste's laptop, 

CCS Offices present the new 
database format and 

16/2/96 - 16.30- 17.30 Design Modification Celeste, Norman & Sue 
CCS Offices  

19/2/96 - 16.00 -1715 Training & Design Celeste, Norman & Sue 
CCS Office Modification  

20/2/96 Design Modification of 1 Greg, 
____ 

Norman & Sue 
NTU Library 'Spreadsheet 
26/2/96 - 16.30 - 18.00 Training & Design Celeste, Norman & Sue 

CS Office Modification  

27/2/96 - 16.30 - 18.00 Training & Design Celeste & Sue 
CCS Office Modification  

28/2/96 - 16.30 - 18.00 Training & Design Celeste, Norman & Sue 
CCS Office -_Modification  

04/3/96 - 16.00 - 17.00 Training Celeste, Norman & Sue 
CCS Office 
05/3/96 - 16.30 - 18.00 Training Celeste & Sue 
CCS Office  

11/3/96 - 16.00 - 17.00 Training Celeste, Norman & Sue 
LCCS Office 

12/3/96 - 16.30- 18.00 Training Celeste & Sue 
CCS Office 

' 
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CS is a values-based organisation with a clear mission: 

"TO PROVJDEIJUALITY SERVICES 
TO TERPJTORIANS Will! DiSABiLiTIES & HIC!! SUPPORT NEEDS, 

TO ENABLE ZHEM & THEIR FAMILIES TO HAVE INCREASED 
OPPORTUNITiES TO PARTICIPATE IN All ASPECTS OF COft1frf UNITY HEr 

CCS's Philosophy 
Central to our philosophy is our 
individual focus with emphasis 
thrnughout the organisation on 
quity; dignity; inclusion; 
ethics; cultural sensitivity; 
collaboration, innovation; and 
achievement 
on entati on. 

A Balance 
In our operations, there will be a 

balance between 
short and long 
term planning 
and other 
lements 
icluding family 
nd individual 
.eeds, staff  

development and service 
provision, risk taking and duty 
of care. 

A Clear Vision 
Our Vision is to strive to be an 
organisation of which clients, 
staff and association members 
are proud, and is client-focused, 
values-based, increases its 
financial self-sufficiency, and 
delivers a quality service that is 
well-resourced, efficient, and 
provides value for taxpayer's 
dollars. 

A Quality Service 
Essentially, CCS aims to 
provide a quality service for  

each client and their family. 
What do we mean by 
"Quality"? 
The issue of Quality is addressed 
in this month's editorial. 

-5d 
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Corporate Plan 
Board members, Senior staff and representatives from Territory Health Services met recently 
to devise the outline for CCS Corporate Plan. 

The aim was to establish organisational objectives for the next 3 years; identify our 
organisation strengths and weaknesses; look at ways to improve service delivery and identify 
key issues to be addressed in the plan. The group also developed some broad strategies for 
change. 

It was agreed that Directors refine the key issues and report back to the board. 

The Board has approved 3 long term objectives for CCS as follows: 

To design and implement an individually tailored plan for each client. 
To find, train and motivate staff to provide a quality service and; 
To remain financially viable in order to ensure achievement of the first two 
objectives. 

Preliminary results from a survey of clients and family's are currently being considered and a 
report prepared by Louise. A similar survey will be made available to all staff so staff views 
may be considered along with those of our clients in the planning process. 

We aim to have the Corporate Plan completed for Board approval in July. 

Our View of Clients 
Directors have agreed on an important statement which will form the basis of our approach 
to service delivery. We aim to provide user friendly service delivery and the following 
guidelines should guide us: 

- Clients and their families are the reason we are in business. 
- Each client/family is entitled to individual, friendly and courteous service. 
- Each and every member of CCS works for clients 
- Complaints are opportunities to resolve a problem and create a favourable impression. 
- It is important to obtain feedback from clients to regularly monitor our performance. 

Human Resource Co-ordinator 
Consistant with our long term objectives "to find, train and motivate staff to provide a 
quality objective" we have appointed our first professional Human Resource Co-ordinator. 

4 
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Makaton Training 
Some 20 family members and staff attended training at the EIS Centre recently. As a result of 
the program's success further classes will be held. 

EIS Staff Changes 
Unfortunately our Occupational Therapist, Liz Saunders is leaving the EIS for greener 
pastures. We thank her for her contribution to the team and wish her every success. Liz will 
be leaving in June. Cathy will return to the reception on 16th May. 

A 
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CCS 
Carpéntaria 
Community  T.. 
Services 

CARPENTARIA COMMUNITY SERVICES 
CCS is a specialist organisation providing quality 
service for Territorians with disabilities and high 
support needs. It is unique, innovative and changing. 
Our aim is to achieve a service-based culture with 
staff empowered to provide quality service for each 
of our 200 clients. 
We seek an -. 

EXPERIENCED HUMAN 
RESOURCE PROFESSIONAL 

Our first HR Professional will: 
• Be an energetic, experienced HR Professional 

(min 5 yrs experience); 
• Be very much hands-on; 
• Design, develop, and implement an effective and 

efficient HR system; 
• Find, monitor, and train excellent staff; 
• Introduce our first enterprise agreement. 
CCS also seeks a - 

RESIDENT CARETAKER! 
MAINTENANCE PERSON(S) 

Caravan accommodation, SUITABLE FOR A 
COUPLE without children, is part of the attractive 
package being offered to the successful applicant(s) 
for the caretaking and maintenance position which is 
becoming vacant at our Tiwi site. 
The position requires general handyman, gardening, 
and cleaning skills with responsibility for the after 
hours security of the premises. (If the couple have a 
well trained dog this would help with security). 
Further details and Job Descriptions for,  these 
positions may be obtained from: 

Maryam Keri Ph 814040 (b/h) 
Please send applications in writing to: 

Carpentaria Community Services 
___ 

GPO Box 4150 
__ 

DARWIN NT0801
_______ - 

Caretaker applications close 4.30pm Friday 15 
March; 
Applications for the HR Position close 4.30pm 
Friday 22 March 1996. 

4 1O3349v5 t 
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CCS1 
Carpentaria 
Community 
Services 

. 

requires 

EXECUTIVE ASSISTANT 
(Initially 30 hrs per week) 

Carpentaria Community Services is a dynamic and 
rapidly developing non government agency providing 
a range of services to adults and children with 
disabilities in the Danvin area. 
The Executive Director requires an Executive Assist-
ant to enable him to effectively and efficiently 
undertake his duties. 
The organisation is developing its long term strategic 
plan, refining its policy base and is about to raise its 
public profile. 
Ideally you will be an excellent communicator, 
energetic, well organised and enjoy working as 
personal assistant to the Director. Your workload will 
vary from preparation of Board Agenda, wordprocess-
ing, correspondence, minutes of meetings to more 
exacting but equally important preparation of CCS 
1agazine. Corporate Sponsorship proposals. re-

search, project work and public relations. 
You will be able to relate to people at all levels, have 
an empathy for CCS clients and at least 5 years 
relevant work experience. 
A formal qualification in communications. marketing, 
public relations or journalism would be an advantage. 
Applicants in writing, by 4.00pm Tuesday 14th May 
with the names of three referees should be addressed 
to: 

Mike Wallis-Smith 
Executive Director 

Carpentaria Community Services 
GPO Box 4150 

DARWIN NT 0801 
Further information including position description 
can be obtained by phoning Mike Wailis-Smith on 
814040. 

30724.4 
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Carpentaria 
Cmunity 
Services 
PC Box 4150 
Darwin NT 0801 
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USER MANUAL 
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Darwin Office tel 089 81 4040 fax 08981 4001 2nd Floor, 62 Cavenagh St, DARWIN 
Tiwi Office tel 089 45 4977 fax 089 45 0518 45 Henbury Avenue, TIWI 
Early Intervention Resource Centre Office tel 089 27 1166 fax 089 27 9054 3-5 Willeroo Rd, TIWI 
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About Microsoft Access 

Microsoft Access is a database management system (DBMS) that is suited to 

all disc operated systems (DOS) applicable to personal computer applications. 

Microsoft Access is a new generation generic software package in that it 

provides a variety of data applications covering data storage, organising, 

retrieval, and presentation as well as being suited to graphics displays and 

presentation. 

A database, or an information system as it is often called, is simply a structure 

that contains information. This structure may be a manually operated paper 

(hard) copy system, as is the case with card filing systems, or computer 

(electronically) operated as is the case with Microsoft Access through a 

personal computer application. 

Many information systems currently in operation within various organisations 

are still paper based card systems, such as in Doctors surgeries where 

patient's details are recorded on cards, which are then filed alphabetically in 

some form of file repository (cabinet, card box). This type of system is 

referred to as a manual database system. 

A computer database is similar in principle, in that the system comprises of a 

cabinet (or database) table where the cards or records are filed. When the 

"cards" are filed as records into the table, the table can then be searched for 

particular information, such as certain patient's records, last date of visitation, 

total number of patient visits in a given month and so on. From that search 

and information retrieval, the software package will electronically produce 

reports, statistics, history cards etc. 

With a computer application, the database is stored in a file on the hard disk 

within the computer hardware where it can no longer be manually, physically 

manipulated like a paper or card (hard copy) system. Instead it is managed by 

the software, hence the name "Database Management System". 

Last Update 16/09/1996 
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The information in a database is generally stored and presented in columns, 

rows or tables. That data is reorganised and presented, on command, in a 

variety of ways. The most common form of presentation is via reports, 

graphics and spreadsheets all of which are presented, as a result of queries, 

requests for information, regular reporting mechanisms within organisations. 

"Access" is a DBMS which provides the means to construct a database 

specific to the organisations requirements and to manage the data therein by 

allowing and providing the electronic means of searching for and producing 

specific data on request. "Access" has a wide variety of applications as well 

as having the capability to manage a large volume of information stored (filed) 

in specific purpose database. Some examples of those applications are: 

• Inventory control 

• Personnel systems 

• Accounting systems 

• Client Support 

The use for Microsoft Access in business applications is virtually limitless. 

A database is made-up of four main elements: 

Table tables are where your data is held. Tables 

are presented in rows and columns. 

Queries queries are used to extract data from your 

database. Queries are sets of instructions 

that will display selected data from the table. 

Forms forms are a way of entering data in to your 

database and displaying data previously 

input. Generally forms are designed to 

mimic the paper forms on which they are 

based. 

Reports reports present data from the tables in a 

format that is appropriate to your needs. 

Last Update 16/09/1996 
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Tips for Learning Computer Software 

Software products have become very large, powarful, complex and 

sophisticated over the last ten years. 

Here are a few points to consider about learning computer software products: 

• You don't need to know everything about the product to start using it. The 

basics are often enough to enable you use the product. 

• Bite off small pieces at a time. 

• Don't binge. Learning is best done in small chunks. 

• Discipline yourself and make the time to learn. 

• Remember that you are the one in control. Don't let the computer get the 

better of you! If your getting frustrated, take a break and try again later. 

Last Update 16/09/1996 
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Glossary of Terms 

Application A software program loaded to a PC. Access is an example of an 
application. 

Application Window A portion of the screen used by a running application 

Button A small graphical box located on the toolbar, used to perform tasks 
quickly. 

Cascade Arrange open windows so that the title bar of each window is visible 

Click Quickly press and release a mouse button once. 

Control Panel An application that allows the user to modify the Windows operating 
environment 

Cursor The flashing vertical bar on the screen that indicates the current 
position within a document window. 

Cursor-Movement The keys used to move the cursor, highlight text or information, or 
Keys select from a list of commands or options. Also called the arrow 

keys, the include {UP}, {DOWN}, {LEFT}, {RIGHT}, {HOME}, {PG 
UP}, {PG DN} and {END} 

Data file A file created by a user. Documents created in a Windows 
application are data files. 

Default Settings that are automatically assigned by a program unless the 
user specifically changes them. 

Desktop The entire contents of the screen. 

Dialogue Box A pop-up window of commands and options that displays after 
selecting pull-down menu commands that contain an ellipsis. 

Directory A section of a disk that stores and organises related files 

Directory Tree A portrayal of the organisation of directories and subdirectoles 
stored on a disk: directories are connected by vertical and horizontal 
lines to show relationships. 

Directory Window A window that contains information created by an application. A 
document window does not have its own menu bar. 

Double Click Press and release mouse button twice in quick succession 

Drag Press and hold down mouse button whilst moving the mouse to 
desired position. 

Element Table, Query, Form, Report, Macro and Module Tabs where Tables, 
Forms etc can be created/edited. 
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Extension The optional part of a filename, often used to show file type; 
consists of a period followed by up to three alphanumeric 
characters. 

File A collection of information stored on a disk or in memory under a 
single name; a document saved on disk is an example of a file. 

File Manager A Windows application that allows the user to create, rename and 
delete files and directories; to copy and move files and directories 
from one location to another; to format a diskette; and to perform 
other files and disk maintenance tasks. 

File name A name given to a document or other file to be stored on disk. A file 
name can consist of up to eight characters, plus an optional 
extension. 

Help System Screens containing information about features of Windows or: 
Windows applications. The Help System is organised into Help 
categories, Help Topics and terms. 

Icon An on-screen symbol that represents a computer task, function, 
program or data file. 

Maximise To enlarge a window to its full size by clicking on ",in the title bar of 
the window. 

Menu An area of the screen in which user commands or options are 
presented for selection. 

Menu Bar The horizontal bar near the top of a document window that lists the 
main menu categories available. 

Minimise To reduce a window to an icon by clicking on Elm the title bar of 
the window. 

Mouse A device used to select commands, text and screen objects. 

Options Settings and commands in a dialogue box or pull-down menu. 

Path The name and directory and drive location of a file or directory. 
C:\Access\Data\CCS.MBD  is and example of a path for a text file 
stored in the Data subdirectory of the Access directory located on 
disk drive C. 

Point Position the mouse pointer 

Print Manager The Windows application used to manage the flow of files sent to a 
printer. 

Print Queue A list of documents to be printed by a specific printer; the order of 
documents 

Last Update 16/09/1996 
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Program File A file created by the software manufacture that is designed to run 
an application. 

Program Group A collection of related applications (programs) stored as part of a 
single program group icon which can be accessed through the 
same group window. 

Program Group Icon An icon representing a group of related applications (programs) that 
are stored together. 

Program Manager The Windows application that controls all other applications; the 
Program Manager remains open whenever Windows is running. 

Pull-Down Menu Menu options available from the Menu Bar 

Restore To return a resized window to its previous size by clicking on I.J. 

Root Directory The highest level directory on a disk; all other directories are 
subdirectories of the root directory. 

Scroll Bars Graphic bars controlled by the mouse and used to move vertically 
and horizontally through a window. 

Start-up groups A group window containing icons for applications that are started 
automatically whenever Windows is started. 

Status Bar A line near the top or bottom of a window that provides descriptive 
information about the current use of the window. 

Sub directory A directory that is stored under another directory. Subdirectories 
can be stored within other subdirectories to create several directory 
levels. 

Title To arrange open windows side by side, so that the partial contents 
of all windows can be viewed simultaneously. 

Title Bar The horizontal bar at the top of a window that identifies the name of 
the window and the name of a file currently displayed in the window. 

Toggle To switch alternately between two settings of an option (typically On 
or Off). 

Tool Bar The bar located directly below the Menu bar, containing buttons for 
the most frequently used commands. 

Window A rectangle section of the screen that contains a specific, part of a 
document, a group of commands or other information. 

Last Update 16/09/1996 
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Looking at Mouse Basics 

The following terms are used to describe actions and movements using the mouse. 

Point Position the mouse pointer on a screen object. 

Click Quickly press and release the mouse button. 

Double Click Quickly press and release the mouse button twice in rapid 
succession. 

Drag Click and hold the mouse button while moving the mouse. 

Highlight Drag the mouse pointer across text or data to display the test or data 
in inverse print. 

Choose I Select a command from the menu bar and its associated menus or 
click on a command button in a dialogue box. 

Select Highlight an item from a list or from a set of options in a dialogue box 

Cursor Movement Keys 

Tab or Enter 1  Moves to the next field to the right 

Shift + Tab Moves Back one field 

Home Moves to the first field in the current record 

End Moves to the last field in the current record 

Ctrl + Home Moves to the top left corner of the datasheet - the 
first field in the first record 

Ctrl + End Moves to the bottom right corner of the datasheet 
the last field in the last record 
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Getting Help 

Help is available on all aspect of Access by clicking on the Help Menu and 

choosing the Search For Help On.. Command. Help can be initiated by either 

typing in the topic required in the first field or by scrolling through the list 

(using the Scroll Bars) and selecting the appropriate topic then clicking the Go 

To button to display the information (refer Figure 1) 

Type a ord. or :elect One 
Ctoe Then choose Show Topics. - 

About Microolt Access rhow Topics 

It Type the word "ymboI:" tot Help on special character3 + 
jlWrrot. flName?. ItNum!. ItDiv/O. lDeleted 
Ii. 2, 3. 4 command 
Ii. 2. 3..9 command 
!3-D ellect 

1 

Figure 1 
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Starting Microsoft Access 

Microsoft Access is normally commenced from a program group in Windows. 

To start Microsoft Access ensure that the Program Manager is active. 

Double click on the Microsoft Access Group 

CV 
Double click on the Microsoft Access Icon . Windows will open the 

Microsoft Access program. (An hourglass will be displayed indicating Microsoft Access 

is being opened) 

Your screen should now appear as shown in Figure 2. 

control 
Menu 

,
/fiIc lie'  

Button IIIJIILIIJLIILIIIEILJ LIIIiL1LIi Ii LiJ1 

Menu Bar Toolbar 

Title Bar 

Status Bar 

-- 

The Access Start-up Screen 

Figure 2 

Access has three basic modes of operation: 

• start-up 

• design 

• run. 

With start-up the user is presented with a relatively empty screen, few menu 

options available on the Menu, and some options on the toolbar (refer Figure 

2). 
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The File menu provides you with several options which allow you to create, 

open and repair database files. The normal procedure would be to use one of 

these options to either open a database that has been previously created, 

create a new database or repair a damaged database. 

The detail changes significantly when you are in design or run mode. Design 

mode allows you to make changes to various database elements: tables, 

queries, forms, reports, macros and modules. Run mode allows you to 

perform an operation with those elements. 
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Working with Menus 

The menu system conforms to Windows conventions. Each item on the menu 

bar displays a pull-down menu with options from which you can select. (Refer 

Figure 3) 

Menu Bar Qptn Database... 
compact Database... 
Convert Database... 

ncrypt/Dccrypt Database... 
Bepair Database... 

Tootbars... 

Add-Ins 

1 DATAOISSERT1CCS.MDB 
Z \DATAICCS.MDD 

DATADISSERT!CCSI.MD6 
4 %DATA%DISSERTACCSS.MDB 

Exit 

Figure 3 

Pull-down menu 

An ellipses ( ... ) after a menu option on a pull-down menu indicates that a 

dialogue box will foflow (refer Figure 4). 

cacnen 

H 
Cn 

Dialogue Box H 

Figure 4 

A right arrow symbol on a pull-down menu indicates that a further pull-down 

menu will follow (refer Figure 5). 

New Database... Ctrt+N 
Open Database... Ctrl+O 
compact Database... 
Convert Database... 
EncryptjDecrypt Database... 
Bepair Database... 

Toolbars... 

lu! 

1 DATADISSERTCCS.MDB 
DATACCS.MDB Pull Down menu 
DATA\DISSERT\CCS4.MDB 

4 %DATA%DISSERT%CCS5.MDB 

Figure 5 
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Menu options that appear in grey are not currently available. Some other 

command or operation needs to be performed for these options to be made 

available to you. 
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Compacting a Database 

A database's size grows as you place more data into it - this would seem fairly 

logical! However, as you remove data and unwanted element objects the 

space occupied is not necessarily freed again. 

This is because it takes a great deal of programming effort and time to 

reallocate unused space in a database. 

As a consequence your database will eventually carry some excess data 

which can be removed by compacting the database. 

Compacting is achieved using the File and Compact Database command on 

the start-up menu. 

How to Compact a Database 

Ensure that you are at the start-up screen. 

Select Eile, then Compact Database 

You will be prompted to select a database... 

Double click on CCS, then CCS.mdb 

You will now be prompted to select the database to compact into. You can 

actually compact a database into itself... 

Type CCS.mdb and then click on OK 

Since you are compacting a database into a database that already exists (ie 

itself) Access will ask you to confirm your intention... 

Click on Yes 

The compacting will now occur. A graph on the status bar will in form you of 

the progress. 

TIP 

Compacting a database can reduce the size of the database file significantly. 

You should compact regularly, and especially before you attempting to copy 

the database onto a floppy disk. 

Last Update 16/09/1996 



Access User Manual Page 17 

Repairing a Database 

Repairing is necessary when you have not closed an Access working session 

correctly. If you have received an application error and have been forced to 

terminate Access without exiting in the normal way, or if the computer has 

been switched off at the power point or as a consequence of an electrical 

surge or outage, there is a good chance that your data will be corrupted and 

the indexing will be wrong. 

When this occurs your database is in need of repairing. Repairing an index 

involved rebuilding internal pointers to the data, and is achieved with the Eile 

and Repair Database command on the start-up menu. 

How to Repair a Database 

Ensure that you are at the start-up screen 

Select Eile, then Repair Database 

You will be prompted for the name of the database file to repair... 

Double click on CCS.mdb 

The repair will now commence. A graph in the status bar at the bottom of 

the screen will in form you of the progress.. 

When it has finished Access will display a dialogue box advising you of the 

success of the operation... 

Click on OK 

TIP 

Database files are corrupted through a variety of ways, many of which are 

totally beyond your control. You should repair a database as soon as you 

suspect that it is not behaving as it should. For example, if you are sure that 

you have entered data but it is not appearing then it is time to repair! Don't 

be afraid to repair and compact on a regular basis. 
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Opening a Database 

Ensure that you are at the start-up screen (refer Figure 2). 

Select Eile, then Open Database 

This will display the Open Database dialogue box (refer Figure 6). 

r.accns 

I Li 
accen 

n 

-- 

Lt Filg 01 lope Driyes 

Figure 6 

Double click on the Access directory 

This will display the files in the CCS directory 

Double click on CCS.mdb 

This will display the CCS database window. A database window collects and 

organises all of the elements that make up an application. 

Click on the various element buttons (refer Figure 7) 

This will display a separate list for each element 
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Opening a file 

Place cursor on element eg; Table 11and click the left mouse button once 

Displays a list of tables that have been designed 

Click on CCS Clients, then click on 

Note: you can also open a file by double clicking on the name. 

The CCS Clients table will now be displayed 

(Application) Menu control Box 
(small minus sign) 

[_r4w  1 L I [esiguu  j 
1 I Forms 

I (i [05 0-1  L, t Elements I CItHitc Files buttons Stat 

Ready I NtJM 

Figure 7 
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Closing Applications 

It is important to close applications properly otherwise valuable information 

may be lost and/or congest your hard disk with unnecessary temporary files 

that windows creates during its operation. 

Applications can be closed in a variety of ways including: 

• Clicking on the Control Menu Button R of the application window, then 

selecting the Close command. 

• Double clicking on the Control Menu Button R of the application window. 

• Selecting the File, then Exit on the application window. 

• Holding the Alt key down and pressing the F4 key. 

It doesn't matter which technique you adopt as long as you close the 

application using one of the above. 
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Adding Records 

Microsoft Access stores data in tables. These tables are similar to a 

spreadsheet where information is placed into rows and columns. However, in 

database tables, the columns are referred to as fields and the rows are 

referred to as records. 

Each record of the database is similar to a card in a paper-based system.. 

For example, if you were using cards to store information regarding clients, 

you would place each client on a separate card. In a database table each 

client is placed in a separate record. 

Each field of the database contains the same type of information for each 

record in the database. For example, a field in the client database mentioned 

above may contain the last name of all clients, another the first name, another 

the address where the client lives etc... 

Each field is given a name by which it is identified. This name appears at the 

top of each field. 

There are a number of ways of adding data to a table. You can enter the data 

in: 

• Datasheet view where the table is presented in rows and columns 

• A Form where only one record, or card, is presented at a time. 

When adding data in Datasheet view you can append new records at the 

bottom of the existing table, or you can use the Records and Data Entry 

command on the menu to hide the existing records and provide you with what 

appears to be an empty table for new records. 
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Adding records in Datasheet view 

1. Ensure the database window CCS is open 

Remember, the EiIe and Qpen database command will allow you to 

open a database window. 

Click on Table 

Click on CCS Clients 

Click on Open 

The CCS Clients table will be presented in a window 

TIP: Press CAPS LOCK and ensure that the keyboard is in Caps Lock - this is not 
essential but will make for better presentation of data. 

Type (customer id number) in the (Customer ID) field 

Press Tab to move to the next field 

Add appropriate records to the table. 

Select Eile, then Close 

At the completion of each record Access will automatically save the completed 

records and display a new record for data entry. 
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Adding records to a Form 

You may prefer to enter data through a form or card screen where one record 

is presented at a time. Microsoft Access features an Autoform facility which 

will create an instant form that you can use for viewing or inputting data. 

Ensure the database window CCS is open 

Remember, the Elle and Qpen database command will allow you to 

open a database window. 

Click on Table 

Click on CCS Clients 

Click on Open 

Click on the Autoform tool 

After a few moments a form will appear on the screen. 

Type the appropriate information into each field. 

Press Enter to move between fields. 

To move to a new record position the cursor within the last field and 

Press Enter. 

Select Eile, then Close 

Microsoft Access will ask if you wish to save the Form. The form has been 

designed for instant input. 

If you prefer to use the Form to input data Click on Yes, you will be asked to 

name the Form. Type in an appropriate name. This Form has now been 

saved for when more information is required to be added to the database. 

If you prefer to input data using a Table Click on No. This Form will not be 

saved. (No data will be lost as the data has been saved to the Table.) 

If you delete a Table all information stored in that table will be destroyed. 
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Adding Records to Pre Created List Tables 

Various List Tables have been created to minimise the amount of time spent 

inputting data into the various Forms and Tables. These Tables need to be 

completed prior to inputting data into the database. 

Ensure the database window CCS is open 

Remember, the Eile and Qpen database command will allow you to 

open a database window. 

Click on Table 

Click on appropriate list, eg: Community List 

Click on Open 

Type the appropriate information into each field. (Each Table name 

relates to the data to be input. Eg: Nationality - input all nationalities 

required.) 

Press Enter to move between fields. 

Select file, then Close 

At the completion of each record Access will automatically save the 

completed records and display a new record for data entry. 

More records can be added to the List Tables by following the same 

procedure as outlined above. Records can be deleted or edited (changed) 

when required by following the procedures "To Edit (change) a Record in a 

Table" or To Delete a Record in a Table" see pages 25 & 26. 
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Edit (change) a Record in a Table 

Ensure the database window CCS is open 

Click on Table 

Click on the appropriate Table name. Eg Community List 

Click on Open 

To locate the appropriate information Click on Edit, then Eind 

Type in the appropriate information. Eg Largamanu 

Click on Find Next 

The first occurrence of the word will be highlighted 

Overtype with the correct word. Eg Larjamanu 

Select Eile, then Close 

Access will automatically save all changes to the records. 
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Delete a Record in a Table 

Ensure the database window CCS is open 

Click on Table 

Click on the appropriate Table name. 

Click on Open 

To locate the appropriate information Click on Edit, then Eind 

Type in the appropriate information. 

Click on Find Next 

The first occurrence of the word will be highlighted 

Press the Delete key on the keyboard 

A Confirmation Dialogue Box will be displayed. Confirm the deletion of 

this record by clicking on OK or pressing Enter 

The record has now been deleted. 

Select Eile then Close 

Access will automatically save all changes to the records. 
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Edit (change) a Record in a Form 

Ensure the database window CCS is open 

Click on Form 

Click on the appropriate Form name. Eg Core Information Input List 1 

Click on Open 

To locate the appropriate information Click on Edit, then Eind 

Type in the appropriate information. Eg Customer Identification number 

Click on Find Next 

The Form containing the first occurrence of the word will be displayed 

with the field used for the search highlighted. 

Locate the field to be edited. 

Overtype with the correct word. 

Select File, then Close 

You will be prompted to save the changes. 

Select OK 
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Delete a Record in a Form 

Ensure the database window CCS is open 

Click on Form 

Click on the appropriate Form name. 

Click on Open 

To locate the appropriate information Click on Edit, then Eind 

Type in the appropriate information. 

Click on Find Next 

The Form containing the first occurrence of the word will be displayed 

with the field used for the search highlighted. 

Locate the information within a field to be deleted. 

Press the Delete key on the keyboard 

The information will be deleted. To undelete immediately select Edit, 

then Undo Delete. 

Note: If you perform any other operation (eg press a key on the 

keyboard) before selecting Edit Undo Delete this function will not 

undelete. 

Select Eile, then Close 

You will be prompted to save the changes. 

Select OK 
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Printing 

Tables, Forms, Queries and Reports can be printed using the various print 

options on the File menu, or with the Print Preview [r Print ImButton on 
the Toolbar. 

The Print Preview option can be used to see how your data will be presented 

prior to printing. 

Print Preview optionj 

The Print option will send the selected data to a printer. 

.Jrn 
Pnnter: Delault Printei (HP DeskJet 540 

I OK J Printer on LPT1:)  

Print flange L Cancel 

[ etup.. 
C SIection 
Cfaqes  

Erom:l 

Print uaIity: 1300 dpi [j Copies: 
E Print to Fije r 

Print Options dialogue box 
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Finding Records 

The Edit and Find command aUows you to locate data in your datasheet or 

form. This operation can also be performed using the Find tool i. 

Open a Datasheet or Form 

Click on the Find tool ti 
Access will now display the find dialogue box... 

FidWhat: 

Wiee: jMatch Whole Field DWthon 

Searchin C up  

Cuuent Field C All FieldL (1 Dawn Close 

E Match Case E Search Fields as Formatted 

Type in the word to be found in the Find What: box 

Click on Find Next 

Access should find the first record that contains the word in full. 

Click on the Drop arrow for Where: 

Click on Any Part of Field 

Click on Find Next 

Access should find the first record that contains the word in any part of a 

field 

Click on Close 
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Filtering Data 

Access allows you to filter your data so that only those records that match 

certain criteria will be displayed. For example, you may wish to see only those 

records for Clients with an allergy to Perfume. The criteria that we would filter 

here would be Allergy equals Perfume. 

A filter is really just a query, except that it is run from an open table rather 

than from the query panel in the database window. 

When you choose the Edit Filter/Sort command on the Records menu or 

click on the Edit Filter/Sort tool on the toolbar Access side steps into a query 

window where you can specify the filter criteria. 

There are three tools on the Table Datasheet toolbar that allow you to work 

with filters: 

1i Edit filter/sort allows you to create or change a filter query 

7-1 Apply filter/sort allows you to activate the filter 

Show all records allows you to see all the records again 
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Creating a Filter 

Ensure that the database window for CCS appears on the screen 

Click in the appropriate Table then click on Open 

Click on the Edit Filter Sort tool I 

After a few moments a Filter window will appear 

Click on the drop arrow that appears next to the word Field in the lower 

part of the window 

This will display a list of field names from the current table... 

Click on the appropriate field eg; allergy 

Click on the Criteria text box (two row beneath the field name that has 

appeared) 

Type in the criteria required eg; perfume 

Click on the Apply Filter/Sort tool 

The filter window will disappear and you will see the table again except 

that only the records that match the criteria will be displayed... 

Click on the Show All Records tool 

Select Eile and Close 
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Querying Tables 

Queries are more formally known as Query By Example, or QBE. A query is 

similar to a report based on the data in a table. With a query you are required 

to specify which fields to see in the report, and what data to display. This is 

done by giving Access some criteria to search for. 

Once the criteria and the output fields are nominated Access will search 

through the information and produce a table of matches for you. 

Queries basically find data for you. Microsoft Access, however, pushes this 

concept further and also allows you to update data and delete data using 

queries. 

The process of creating a query involves: 

• Opening a query design window 

• Nominating the output fields 

• Nominating the criteria 

• Running the query. 
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Opening a Query Design 

The first step in creating a query is to open a query design window. This is 

where you will be required to nominate which table you wish to query. 

When a new query is created you will be asked whether you want to create a 

query using the Query Wizard or New Query. The Query Wizard guides you 

through the process of developing four specific queries: 

Crosstabulations Where two fields can be compared against each other. 

Duplications Where duplicate records in a table are located. 

Unmatched Where records in one table do not have a corresponding 

Records match in another table. 

Archives Where records form one table are copied to another for 

archiving. 

Opening a Query Design Window 

Ensure that the CCS database window appear on screen. 

Click on the Query element button 

Click on New 

You will now be required to nominate where to use the Query Wizard or 

to create a new query.. 

Click on New Query 

A query window will appear, then the table selection box will appear 

which requires you to nominate the table(s) to use for the query... 

Click on the appropriate table eg; CCS Client 

Click on Add 

(More tables can be added to your query as required, following points 5 

&6.) 

Click on Close 

A Query Design screen will be displayed 
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The query screen is split in two sections. The upper part of the screen is used 

to display field lists form the tables that have been selected for the query. 

QBE grid -+ 

The lower part of the query design screen is referred to as the QBE grid. It is 

here that you specify which fields to display in the query, what order to use for 

sorting the data. Whether to perform a calculation, and more. 

To perform a query you need output fields. Output fields correspond to the 

fields in your table. Inputting data into the output fields can be performed in 

the following ways: 

• Type the name of the field directly into the heading of a column in the QBE 

grid. 

• Click and drag the required field from the field list down to the QBE field. 

• You can also use the drop arrow that appears in the field name box when it 

is selected. 
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Creiting Output Fields 

Input data into the QBE Field using one of the methods mention on page 

36 

Click on the Database tool {1 to view results 

Access will now create a query table which shows all the data in the 

appropriate field. All the data is displayed as specific criteria has not 

been requested. 

Click on the Design 1i1 tool 

This will switch the window back to design view.. 

Drag all required fields down to the next available column in the QBE 

I. 

Click in the Criteria field 

There are various ways of obtaining specific data required. In addition to 

specifying the fields that you wish to see in the query you can apply 

criteria to restrict the records that will appear. A list of the main options 

used follows: 

Specific record Field = Community Displays only data that 
Criteria = Wadeye specifies Wadeye in the 

Community field 
> Greater than Field = Date of Birth Displays only data with a 

Criteria = >1961 Date of Birth greater than 
1961 

<Less than Field = Registration Date Displays only data with a 
Criteria = < 30/6195 Registration date less than 

30/6/95 
> & < Field = Cost Displays only data in the 

Criteria >200 and <400 Cost field where costs are 
between $200 and $400 

NOT Field Gender Displays all records in the 
Criteria = Not Male Gender field except male 

OR Field = Community Displays only records in the 
Criteria = Lajamanu or Community field that refers 
Wadeye to Lajamanu and Wadeye 

Input the appropriate option in the Criteria field 

(Criteria may be entered into as many fields as required) 

Last Update 16/09/1996 



Access User Manual 
-_---n 

7. Click on the Database tool I1 to view results 

Page 38 

Access will now create a query table which shows only the data 

requested. 

Erthdate • - 

6 ender 
N ationality 
Couniry 
Comrnurty 

Field: 
Sort: 

Criteria: 
or: 

Registration Date Gender Disability 9irthdate 

>1993 Not female" Cerable Palsy Ui "Add 11961 And <193 

4 

•11 

Example of Different types of Criteria 
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Reports 

The real strength of a database management system lies in its ability to take 

the data in your tables and present it in whichever style of presentation you 

like. In Access you can create a report: 

• using the Report Wizard which takes you through the steps of creating a 

predefined report template 

• from the beginning by specifying what fields to use and where you want 

them placed 

• using the Report Wizard to create the basics, then enhancing the rest 

yourself using the design facility. 

As a new user you are best advised to use the Report Wizard to walk you 

through the steps of creating the report. 

When you create a report using one of the above techniques you are required 

to nominate the data source for the report. The data source can be either a 

table or a query. This gives you a great deal of flexibility for producing the 

output that you need. 

Last Update 16/09/1996 



Access User Manual Page 40 

Designing a Report 

Click on the Report Button 

Click on New 

You will be asked to nominate the data source and the method of 

creation you want... 

Select A iLable/Uuei. 

IF 

IH LJ  
Report Wizath Blank Report 

L Cancel 

Click on the Table/Query drop down button to display a list of queries 

and tables from the database that can be used as the data storage 

Select the Table/Query required 

Click on the Report Wizard button 

You will be asked to choose the type of report layout required... 

Wizard do you want1  FO( 

... Tnl  
1[oup/Total 

/ Mailing Label - 

Summari 
Tabular - 

AutoReport 

This wizard creates a report that displays fields in a single 
column. 

Click on the various options available, a description of the type of report 

the wizard will create will be displayed under the selection box. 

Choose the type of report required 

Click on OK 

Access now requires you to specify which fields to use from the data 
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source that you chose earlier... 

1 his Wizard creates a report that display; fields in 
- a single column, 

Wh ich fields do you want on your report? Select a 
...... ..... ................................ field and then click the •• button. 

Available fields: Field order on report: 

- ] •i 
... LIII Recitration Date 

FirtName 
- LII1 

M iddleName/s 
LastNarvie LIII Addre 
Cit ± LIII 

1 Lce1 I L< Back Next> Finish 

Click on the options required 

10 Click 0n L .1 

11 When you have selected all the fields required Click on Next 

Access now needs to know how to sort the data... 

-- 1 

2 

3 

Which fields do you want to sort by? 

Available fields Sort orr. 
Client ID LastName 
Addret. FirtNaoe 
Dty 
State 

LII 
LIII 

[ Hint rc.anceil [ic] Next>] Finish 

12 Select the field/s you wish to sort by and click on El] 

Now Access needs to know the look of your document. You can click on 

the various options and see a sample under the magnifying glass on the 

left... 
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Cecce: Aaaa 

; 

Bbbbb  

What style do you want for your report? 

UriFjntahon 
i Executive C Portrji 

C Pre.enttion DA  C Lndcape 

C Ledger 
Line spacr,g: J'ci 

Hint ] Cancel_j [jck j Next> Eini:h 

Click on the presentation required 

Click on Next 

Finally, Access requires a formal title for the report. Once this is specified 

you can preview the report or go straight to the design screen to make 

enhancements... 

What title do you want (or your report 

It you want, you can: 

C Print each record on new p3ge 

) I Show the title on each pane. 

C Open Cue Carth to help you work with the 
ieport 

What do you want to do? 
(ó See the report with data in ii 
C Modify the report's design. 

I [ancejj <ackj Einishj 

Type the name of your report 

Click on Finish 

After a few moments your report should appear. Use the zoom feature to 

zoom in and out... 

Click on the Close tool 

Access will return you to the report design screen... 

Select File, then Save 

Type the name of your report and click on OK 

Select File, then Close to leave the report screen. 
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REFLECTIONS ON DISSERTATION PROCESSES & 

TEAM DYNAMICS 

As a lead in to, and possibly a most important component of the Strategic Plan 

team's Dissertation Paper, the group has decided to include this preface. It 

will cover the processes by which the team was initially constituted as a small 

group who would develop the original Strategic Plan for Carpentaria 

Community Services (CCS) and would go on to develop the subsequent 

Dissertation. 

The preface has been included because of the premise that the trial and 

tribulations experienced by the team and the individuals and the conflict 

resolution within the group would be informative and interesting. These 

interpersonal interactions behind the project development and the team 

building processes, provide an important insight into the group dynamics and 

the manner of approaching and achieving the first group dissertation 

submission at NTU. 

The team of three have very different personalities with a great diversity of 

backgrounds, education levels, interests and current employment roles in 

totally diversified industries. What the individuals did have, and still have, in 

common, is the desire for higher education. However, the individual reasons 

motivating that desire also varies greatly. A brief personal profile of the team 

members reads as follows: 

• Louise McKenna, female Anglo-Saxon, single supporting parent. A 

graduate of Curtin University with a Degree in Psychology and Post 

Graduate in Counselling Psychology Louise is currently the Director of Early 

Intervention Branch of Carpentaria Community Services (CCS). It was 

Louise that suggested the development of the strategic plan for CCS as the 

team's course project once the team had been formed. 
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• Greg Dawkins, male, Anglo-Saxon, married father of three children. Greg 

has a Graduate Degree in Religious Education from the University of 

Adelaide and a Bachelor Degree in Secondary Education also achieved at 

the University of Adelaide. Greg is currently Technical Training Consultant 

attached to the Human Resources and Customer Services Branch of the 

Department of Transport and Works. 

• Norm Cramp, male, Anglo-Saxon, married with no children. Norm comes 

from a trade background, being introduced to tertiary studies by undertaking 

the Public Sector Management Course (PSMC) through Griffith University, 

from which he graduated in 1995. Norm is currently managing the 

Aboriginal Essential Services Branch (power, water and sewerage) of the 

Power and Water Authority. 

The Team Forming 

Although Greg and Norm did have some previous dealings, through work 

related training matters, the Strategic Planning team, as we often refer to 

ourselves, first came into contact with each other on a Tuesday evening in July 

1995 at Lecturer Rod Salzman's Strategic Planning class at the Northern 

Territory University (NTU). The individuals all presented themselves for the 

first class of the unit at which time it was suggested by Rod Salzman that the 

class break up into project teams in order to work on set syndicate type 

assignments throughout the course duration. 

This situation was in effect a team building exercise in itself. It encapsulated all 

the aspects of team building and inter-personal behaviour associated with 

people forming into groups and either consciously, or unconsciously, excluding 

others. As the class was composed predominantly of Asian students it was 

perhaps natural in some ways that a significant number of Anglo-Saxons 

gravitated to a common room to discuss the group formations. It was within 

this room that the first stages of team/group forming took place within a very 

short time frame. 
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The largest group in which the three found themselves was made up mainly of 

students who had undertaken the same units the preceding semester and 

were therefore known to each other. Greg was amongst that number, while 

Louise and Norm were new comers to the scene and, as such, unknown 

qualities. It was made abundantly clear by a certain group that Greg was not 

welcome within their ranks, and that their preference was to invite an Asian 

gentleman to form a group of four. Several other Asian students also 

gravitated toward each other leaving Louise, Greg and Norm no real option 

other than to band together. 

That we three joined together in a common cause is now history. However the 

decision was only taken after protracted discussions regarding the size of the 

respective groups, the needs of groups, the actual "personal groupings" within 

the larger group and we three coming to the realisation that, in effect, we were 

being shunned by the others within the larger group. The situation for Norm 

and Louise was quite confusing, while Greg had a better understanding of the 

proceedings taking place around us. We (Louise and Norm) had no knowledge 

of the power plays taking place, of the likes and dislikes within the group, of 

the reservations, suspicions and bias being articulated by the "old caps" 

toward the "new caps". Indeed, it was Greg, with his understanding of the 

group dynamics, that suggested we three join together and distance ourselves 

from the internal politics. 

The process was quite hurtful in some ways. It is unreasonable to think that 

you have been excluded from a group of people, supposedly with the common 

goal of academic achievement in mind. The group has no knowledge of you, 

your background, academic qualifications, your merits and/or demerits in 

terms of personality, commitment and so on and yet you are excluded. Suffice 

to say however, that the exercise was interesting and provided our group with 

an insight as to the personality structuring within the class, as well as providing 

an outcome that was to be, ultimately, in our best interest. The process was, 
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nonetheless, very subjective and defensive on behalf of the "power brokers" 

within the class. 

The Team Norming and Performing: 

Our group moved from this initial introduction to the politics of life on campus 

very quickly by agreeing to meet in syndicate each Sunday, at varying times 

due to the individual's family, sport and recreational requirements from week 

to week. That the group came together, in a working sense, very quickly is in 

large part evidenced by the willingness of the individuals to agree to flexible 

meeting times, the offer from all three to utilise their office facilities and the 

willingness within the group to agree to certain strategies regarding the course 

work. 

It's also interesting to note, that at this point in time, when the group had only 

just formed and was struggling to come to grips with the Business Policy 

Game and the confusion surrounding the computer software (as a result of no 

one within the group being fully computer literate) there was no arguing or 

dissension. There certainly was confusion, a sense of hopelessness and 

frustration, however, there was no conflict, rather there was a great deal of 

support through positive communication. 

The group approached the situation in a very democratic manner by agreeing 

to divide the Strategic Management game into "areas of management 

responsibility" for which the individual would be responsible to read, 

understand, explain and develop production, marketing and sales strategies in 

conjunction with the other members. An agreement was also reached, by 

unanimous decision, that the team would meet after every lecture to discuss 

issues with Rod as well as to input the game decisions. Also, it was decided, 

again unanimously, that no game decisions would be entered late and as 

such, all members would make themselves available to action that decision by 

way of inputting the data during business hours if necessary. 



Reflections on Dissertation Processes & Team Dynamics 7 

All was progressing well, however, the astute observer (had there been one) 

would have noticed the telltale signs of things to come. During this game 

component period Greg began to display his talent for playing the role of 

decision making catalyst, by adopting a very aggressive production and 

marketing strategy for the company. A strategy he believed would take our 

company to the forefront of the industry and capture the market share as was 

required. 

Louise, in contrast and response, was somewhat more circumspect and 

cautious, in her approach to the business at hand and invariably counselled a 

more conservative and slower pace and a more watchful eye on the 

competition in order to read and analyse the trends. Norm was becoming the 

casting vote, the arbitrator, the mediator who generally voted in favour of the 

more cautious approach. At this stage no issue was significant enough to 

bring the group into open conflict, although it came close on several 

occasions, at which time, to their credit, Louise or Greg would agree to 

disagree, with one or the other compromising or Norm casting the deciding 

vote. 

At the same time the group had decided to approach Rod with a proposal to 

develop a strategic plan for CCS as the group project for the unit. The 

suggestion for this subject to be our project topic was made by Louise as a 

result of her being a staff member of that organisation and realising the project 

would be of practical benefit to both CCS and the group. The suggestion was 

accepted enthusiastically by Greg and Norm and the proposal to Rod drafted 

and vetted by all three. The group had formed, had stormed (a little), had 

"normed" and was now on its way to perform. 

Midway through the process of developing the strategic plan an unspoken, yet 

accepted, agreement appeared to take place. Greg was becoming 

increasingly involved in the Business Policy Game while Norm was applying 

more time to the development of the strategic plan. The group continued to 

meet each Tuesday and Sunday to discuss both projects with Louise playing 
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the role of controller/checker (for the want of a suitable term) in that she 

continued to play a significant part in the game process while working closely 

on the plan - in many ways balancing the time between the two. 

The interesting point here is the evolution of a role change; Norm's role as the 

mediator or arbitrator moved to Louise fulfilling that role quite naturally and 

without the need for formal discussion and agreement. All could see good 

progress was being made, on both projects, the team was receiving positive 

feedback from Rod on its course-work and project development, and as such 

we were happy to maintain the status quo. 

Although dominant personalities, and some professional differences of views 

and philosophies lurked beneath the surface, the group continued to "norm" 

and ultimately to perform very well, rating a high distinction for the Strategic 

Management syndicate project. 

Toward the end of the semester the matter of dissertations was raised in 

general discussion within the group. All members had developed ideas as to 

the topic for their proposed dissertation with Greg having progressed his ideas 

to the point of discussion and agreement on the subject matter with his 

supervisor. Louise was also well progressed with developing her subject 

proposal while Norm at this stage had chosen his proposed subject and was 

waiting for semester's end to develop the proposal for submission. 

At this stage, Greg made the team aware of the opportunity to submit a 

proposal for a group dissertation, information he had gained by attending the 

one day seminar on that subject. Initially, both Louise and Norm were "cool" to 

the suggestion possibly because of the mindset that dissertations are usually 

individual works and that the exercise with CCS was exactly that - an 

academic exercise in strategic plan development. 

Greg raised the issue on several occasions as the semester drew to a close 

and expanded on the thoughts behind the team proposal in that: 
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• It would be the first time a group proposal had been submitted and/or 

accepted. 

• The subject matter was acceptable in that the development would progress 

to the actual implementation stage for some components of the plan. 

• The previous work of the group had been acknowledged by our lecturer as 

being of very high quality. 

• The project could have real benefits to CCS, its staff and clients. 

• All members of the team were comfortable with the subject matter, and 

each other, and as such the forming, storming and norming were well and 

truly behind us! 

• The subject would encapsulate many components of the Master's 

coursework. 

The Team Storming: 

Again, no dominant personality was to the fore and the decision was made 

unanimously to approach the School of Business Faculty with the proposal. 

The previous project done in the Strategic Plan Unit was fundamentally 

excellent background material which lent itself ideally to a dissertation topic in 

that the group identified that components of the Strategic Plan could be 

developed and implemented into the workplace at Carpentaria Community 

Services. Another consideration was that the group had worked together 

successfully for the duration of the previous semester and an additional 

challenge was the fact that this would constitute the first group dissertation 

effort from any students in the Business Faculty. From this point the proposal 

was developed, submitted, discussed with the Associate Professor and 

ultimately accepted. The real work and real forming, storming, norming and 

performing had commenced. 

With the completion of the semester another unanimous group decision was 

taken, to continue the Sunday meetings for the Dissertation work. However at 

this stage Greg's appetite for work, and his desire (as perceived by Louise and 

to a lesser degree by Norm) to progress the Dissertation as far and as fast as 
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possible during the semester break, began to bring some problems into the 

open. Whilst it was agreed by all that the need existed to maintain the 

momentum, Louise, in generally unspoken or at least camouflaged terms, 

counselled a steady pace while Greg and Norm, in their usual work style, 

proceeded to produce drafts enmass. 

Some alternatives were expressed over the need to meet every Sunday due 

to individual's family/social obligations which resulted in Norm suggesting the 

meetings be moved to either Tuesday or Wednesday evenings to free up the 

weekend and to fill the usual evening class commitment. This was agreed to, 

however it never really came to fruition as Greg and Louise were still involved 

in end of semester paper preparation. 

During the first of the Sunday Dissertation meetings the general subject was 

discussed without problem but the content and writing style was a matter of 

contention, mainly between Louise and Greg with Norm again in the role of 

mediator, casting vote or interested observer. One of the first issues to cause 

animated discussion was the suggestion of the inclusion of certain parts of the 

original strategic plan. Greg was of the opinion that this would be informative, 

and beneficial, in terms of constructing the Dissertation by way of background 

while Louise was of the opinion it was "old" information, that it had been 

submitted previously and that it may be construed as "padding" the paper. 

Other issues to come to the fore at this time was the style of presenting the 

Literary Review and the type of referencing within the text. The two styles 

being footnoting or the Harvard style. Greg preferred the Law style of Literary 

Review, being a short paragraph on each of the works researched, while 

Louise considered the essay style, as per her readings on the subject and her 

previous submitted work, to be the more accepted method. These issues, 

which would be considered minor to observers were beginning to take on 

major proportions for the team. 
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This was probably the real beginning of the team "storming" with two members 

being of differing professional opinions as to what they believed to be 

appropriate. Greg tabled his version of a Literary Review as "one" method, 

with which he was familiar, for comment. At the same time the content of the 

paper and the contents page became an issue. Greg and Norm held a 

common view that the paper should be structured in a certain manner and 

contain certain segments. Louise thought that the paper should only contain 

new material. The team agreed to disagree and submit their individual views 

on the structure of the paper and its contents to each other for further 

consideration. 

The next meeting again failed to resolve the contents matter and it was 

becoming obvious that the team was almost "bogged down" on these 

peripheral matters and that relationships were being tested/strained. Norm 

suggested Rod be approached for guidance, if not a deciding vote, on the 

matter in order to overcome the impasse and to move forward. All agreed and 

a meeting was arranged with Rod. 

Here the group made a vital strategic decision. This suggestion reinforced the 

need for the group to seek input from Rod on a more regular basis, as he 

obviously had more experience in dissertation formatting than any member of 

the group. It was also considered that more consultation with Rod would 

provide him with a degree of ownership and a better understanding of the 

development and direction of the study. 

The outcome of that meeting was reasonably positive in that Rod suggested 

certain areas of the strategic plan be covered in the paper. He also suggested 

either referencing style would be acceptable but cautioned the style had to be 

consistent (decision on which style back to the team) throughout. He 

suggested some contents, such as Journal references and Strategic Plan 

documents be included whilst agreeing in principle with the layout as proposed 

by Louise. 
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Following the meeting, Greg and Norm continued to produce drafts of their 

respective sections of the paper, while Louise immersed herself in respective 

readings and made notes on which to build the paper. It was obvious, though 

unstated, that Louise thought Greg and Norm were moving too fast with 

inappropriate writing styles and that the document's structure was wrong. 

Norm was beginning to feel that the professional differences of opinion 

between Louise and Greg were broadening. Greg did not see any matter as 

an issue and continued producing work as an option, an opinion and a starting 

point for discussion - a situation that possibly exacerbated an already tense 

scenario. Another problem area for Norm and Greg was that Louise had 

produced no written examples to support her view and so there was no basis 

for an informed decision on the style of the review. Although Greg had 

recently attended the seminar on Dissertations, it was not made clear that 

examples of Dissertation papers were available from the Faculty of Business. 

Here the Team made a fundamental error. We did not ask if such 

documentation existed, nor did we ask for guidance form the Supervisor. A 

valuable lesson learnt! 

Norm spoke with Louise at this point to reinforce the argument that the work 

produced thus far was draft only, needed to be reviewed and the document 

"cut and pasted" in order to get some flow and structure in accord with the 

contents sheet. 

During the course of these meetings it was suggested that Louise should 

become "editor in chief" as she, it was considered, had the best feel for the 

manner in which the document should be finally produced and presented. 

Louise agreed to this suggestion, but in hindsight it was probably agreement to 

avoid further conflict. This meeting, which was arranged primarily to "cut and 

paste" the document and resolve certain matters was probably the most 

negative, and least productive, that the group had experienced. All left the 

meeting with a sense of frustration and confusion and for Norm at least a 
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feeling of concern that the group was beginning to fragment over what were 

"professionally" minor issues. 

The group still had not resolved the issues of the literary review and the 

referencing style. Louise still had not come to grips with Greg's writing style 

and the amount of work being produced by Greg and Norm. Nor had she 

produced any written documentation for them to view which represented her 

view on styles of presentation. With time being wasted, and frustrations, 

confusion and concern continuing to grow, Norm considered the matter had to 

be brought to a head. At a meeting with Louise to "cut and paste" Norm's 

work, the matter of writing style, literary review, referencing and so on came to 

the fore. Louise was genuinely concerned that the direction we were taking 

was wrong, that the final document would be of poor quality, and that her 

suggestions were being ignored. It was obvious her frustrations were growing. 

Norm suggested to Louise that both her and Greg had appeared to be equally 

inflexible regarding the matters at hand, although it's true to say that Greg at 

no time refused to alter anything. The fact of the matter was the issues were 

never really put to the vote, probably because neither party wanted to hurt the 

other's feelings. It could also be that the group considered the vote to be, in 

many ways, the least desirable method of decision making, preferring instead 

to "storm and norm" in order to arrive at a meeting of the minds. 

Norm let it be known to Louise, at that meeting, that if the issues were not 

resolved in the very near future, pre Xmas at the latest then he would be 

leaving the team to develop an individual dissertation. Louise voiced a like 

consideration and expressed a concern that Norm had become the mediator 

for herself and Greg which was neither fair, or right. It was agreed between 

the two that all matters would be discussed and resolved, one way or the 

other, at the next Sunday meeting. 

As Greg and Louise had arranged a meeting that same day with CCS's 

Executive Director, Louise took the opportunity to broach the subject with 
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Greg. The outcome was to seek Rod's direction on certain matters, but also to 

resolve some matters in house, which in effect was another wise strategic 

move on the group's behalf. 

The Teanz Reforming 

The meeting with Rod took place at 1:00 on the following Monday at the NTU. 

Prior to the meeting Rod had been given a copy of the work produced to that 

time for his consideration. The meeting, which was a very casual affair being 

held on the step of the School of Business Building, commenced with the team 

giving Rod an overview of where the team was in terms of developing the 

paper, the confusion/loss of direction being experienced regarding the paper's 

content and format, and the various views within the team regarding writing 

styles and final production of the document. 

After the general discussion of the paper and the subject of the paper, Rod 

suggested that the writing style issue was not an issue at all on the basis that 

the paper was a group effort and of course would show differing styles 

throughout. He was also of the opinion that the format of the document could 

be agreed upon as the paper developed further, however, he agreed the 

current format was acceptable. 

Rod also suggested the paper needed to include certain sections of the 

original strategic plan as this document was the basis of the dissertation paper 

and as such needed to be an integral part of the final product. Rod also 

suggested that the paper be specifically focused in its approach and 

application and that information from the latest journals on Human Resource 

Management, Information Technology and Change Management should be 

included to support the theories that were being put forward. 

At this meeting, it was also agreed within the group, that the paper would 

include graphs and scales as a means of further articulating the thought 

processes and substantiating the team's point of view. 
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The meeting was very positive and most helpful in that many concerns were 

dispelled, a new direction was set, the group was assured the writing style was 

not a major issue and that earlier work could, and should, be included. Of 

greatest benefit, and perhaps of most importance, was the realisation that the 

group needed to confer with the Supervisor on a more regular basis to seek 

support and direction rather than resolve all issues "in house". 

The team arranged to meet on the following Sunday to go over the work 

already produced and to discuss the direction the project would now take. 

This meeting was again positive with the paper content being divided into 

separate projects and allocated to a team member to develop. As the year 

was drawing to a close with Greg taking recreation leave interstate and both 

Louise and Norm having work and family/social commitments, it was agreed 

that team would go into recess over the festive season and reconvene in mid 

January. Norm and Louise made arrangements to keep contact on an 

irregular basis over the break and to continue working on the paper. 

Over the break, a great deal of work was completed. The document was typed 

and compiled into booklet form for distribution to team members and Rod. 

During this period it became obvious that the team members were utilising a 

variety of computer software and hardware to produce their writings. 

This situation created problems transferring the work to one common system 

and necessitated all work being retyped on a common package. Another 

lesson learnt, but perhaps a little late. 

Regardless, the work progressed, thanks to our computer and keyboard 

experts, to a stage where the team had a document 70% complete, compiled 

and ready to be vetted by Rod by January's end. At the first meeting of 1996, 

Louise said her research had progressed to a stage where she was ready to 

produce the text on her component of the document. 

This meeting was a reforming of the team with general discussion taking place 

regarding the forthcoming semester activities and units to be undertaken as 
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well as discussing the paper. The team members agreed to review the work 

produced to date, edit accordingly and return to Norm for updating prior to the 

next syndicate on Sunday 11th February. It was later agreed that the updated 

paper be forwarded to Rod and that another meeting be arranged with him to 

discuss progress, direction, content and overall quality of the work. 

The Team met again on Sunday 11th February at which time the document 

was discussed and Louise's work attached prior to forwarding to Rod on the 

following Monday. It was agreed to ask Rod to meet with the Team on the 

following Sunday, after he had had the opportunity to vet the work produced 

so far, to discuss the paper and (hopefully) provide some form of critique, 

direction, and suggestions for the future development of the paper as well as 

giving his approval/non approval of work already completed. 

Other matters also needed to be discussed with Rod as the Team was 

receiving conflicting reports and feedback (generally from other students) 

regarding the dissertation document. For instance, the length of the paper, 

number of pages, cost of dissertation units and so on. 

At this meeting it was identified that the focus of the Team, and the forces 

impacting on the Team, were altering from an internal perspective to a 

predominantly external perspective. For example, Norm advised the Team 

that his computer systems team had been reduced to one person as a result 

of the other gaining a new position and possibly leaving Darwin for some time. 

This of course could/would have a significant impact on the amount of work 

that could be produced in a given/set timeframe. Norm also advised that due 

to the personal commitments of the previous person, a new person could be 

producing the document. This work would now only be done during work 

hours when opportunities occurred, which would impact on productivity. 

Louise advised that CCS's Executive Director had also altered direction, or 

had changed his mind on certain issues, regarding staff survey development 

and implementation. This situation, whilst not being insurmountable, created 
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some confusion, loss of direction and a rethink of the Team's position and 

review of the possible outcomes. Louise also mentioned the Board Members 

were being slow at completing the "Decision Making Style" survey proforma 

Norm had initiated and, as such, only one of some eight to ten were currently 

completed. 

Concerns were raised that the final utilisation of the "Plan" would not be that 

for which it was originally developed and implemented. It was possible that 

CCS management was viewing the document as a means to a "funding" end, 

rather than as a strategic tool to be used for future development, and viability, 

of the organ isation, its clients and employees. 

This situation had occurred in other organisations, generally those dependent 

upon Government funding, whereby Government had stipulated those 

organisations (particularly sporting organisations) must develop/produce a 

strategic (or development) plan to ensure, or be eligible for, continued funding. 

Examples were cited where such documents were produced, submitted to 

Government as a record of achievement and then promptly filed without 

implementation. The Team, having recognised the potential for this to 

happen, recognised the need to ensure the implementation of those 

components of the "Plan" under its control. 

Greg advised he was experiencing difficulties within his workplace regarding 

study leave to complete his degree. This situation had the potential to develop 

into a workplace grievance which would obviously impact on Greg's ability to 

maintain the level of input and productivity. 

From general discussion on the paper's development and direction, it was 

identified that the Team needed to meet with Rod on a more regular basis in 

order to seek feedback, direction and to advise Rod that the Team was now 

moving to a more formalised structure of the dissertation's developmental 

process. It was agreed the meetings should take place in a more comfortable, 

less claustrophobic, and less interruptive, environment than Rod's office at 
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NTU. It was agreed that Louise's workplace in Tiwi would be ideally suited 

and that Rod should be invited to meet with the Team on Sunday 18th at 

which time future meeting timetables would be discussed. 

The meeting closed with Norm undertaking to make the minor changes to the 

document, penning a note to Rod outlining progress to date and requesting a 

meeting on the 18th as well as to deliver the paper to Rod as early as possible 

on Monday 12th February. All of the above were actioned as agreed with 

Greg and Norm actually meeting with Rod on Wednesday 14th (Enrolment 

Day - School of Business) to seek advice on the dissertation format and 

content and to arrange for the viewing of a previously submitted dissertation 

paper. 

The team met again on Sunday 18th February as planned with Rod presenting 

a critique of the work and offering suggestions on format and content areas 

that needed to be either clarified or further developed. For instance, Rod 

agreed that the Preface section of the paper should be renamed and 

submitted as a separate "book" while the dissertation should stand alone as a 

professional and working document. 

Rod went on to discuss the work produced and suggested certain sections 

within the Management of Change "chapter" be relocated and that each 

section should begin with an introduction as to what was to be achieved, why 

and how. Rod also suggested Greg needed to link his reflections and 

considerations to the quotes he had inserted in a clearer manner and that a 

clearer definition of the processes utilised within the HRM section would be 

beneficial. 

Rod also suggested the team make better use of the original Strategic Plan 

document in that we should be referring to it and identifying for the reader the 

rationale behind choosing the sections that were chosen and how this would 

assist the organisation to move from weaknesses to strengths and threats to 

opportunities. Mid way through the meeting, Greg and Norm received a call 
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from the IT support team to arrange a meeting to finalise the Staff Training 

Plan for the Adult Services Branch. The meeting was arranged for 5:30pm 

Tuesday at the NTU Library. 

Rod expressed a general satisfaction with the work overall and suggested the 

team should continue along the same lines, given those suggestions made at 

the meeting. He also suggested the team should address the personal action 

learning's gained via the project and that this issue was as relevant as the 

outcomes for the organ isation. The meeting closed with the team agreeing to 

make the suggested alterations and to further develop the sections as 

suggested. 

At this point, Louise mentioned that the proposed "editor" of the paper had 

advised that there would be a fee for service. Following general discussion, it 

was agreed that the team would not be in a position to pay to have the paper 

edited. It was also considered that the critique presented by Rod would be of 

little, if any, value should the paper be drastically, or substantially, altered. 

Also of consideration was the fact that this was a group dissertation, the 

clearly identifiable writing styles may be more beneficial than detrimental. 
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PERFORMANCE INDICATORS FOR "THE 
STRATEGIC PLANNING TEAM" 
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This chart has no quantifiable I scientific process of measurement. It merely 

represents in graphical form our feeling about the group team interaction, 

project direction and productivity of the group. The key points on the chart 

represent critical stages within the team interpersonal dynamics and these 

events are expanded upon as follows: 

From slow beginnings in the Strategic Management Unit the "team" 

formed, normed and performed in a very short timeframe, rising to the 

highest levels of co-operation, productivity and achievement by 

September 1995 when the unit project work was allocated a high 

distinction. 

2. From November to early December 1996 levels of achievement and 

satisfaction diminished as the team became "bogged" down with the 

dissertation's content, format and writing style. Frustration, confusion 

and loss of direction caused concern over the future of the project. Rod 

was called upon to provide critique, direction and support. 
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Through December and January of 1996 the "team" was in recess but 

with a much clearer view of the project's direction. Greg & Norm 

produced volumes of work with Louise continuing with her research. 

Meetings began again in late January and early February with R. 

Salzman very positive. All members of the group including Rod felt that 

we were back on track. Greg & Norm still shared reservations regarding 

Louise's lack of output in measurable written work, but assurances were 

given by Louise that all was well. 

Early March 1996 and the feeling within the group has peaked and 

maintained at a high level of satisfaction. Lots of good work of a practical 

type has been accomplished by all members. Greg's Training Plan is 

being applied within the workplace, as is Norm's Information System. 

Louise advises us that the Staff Surveys are completed and assessment 

with Rod about to begin. Louise is producing written work at a measured 

rate. Deadlines for paper and completion plus submission have been set 

for the end of May and June. The "team" is back to feeling good about 

the project and the development of the dissertation paper, its direction 

and relationships with each other. 

During the course of the week, Greg set about doing the edit of the document 

in terms of grammar, spelling, punctuation and so on. This was finished by the 

following Sunday and in time for the next Team meeting. At the meeting it was 

decided to approach Rod to arrange another feedback meeting as well as to 

seek his opinion on submitting the draft document to Murray Redman for 

consideration and critique. 

Norm delivered the dissertation draft to Rod on the Tuesday of that week and 

Rod advised him that he would be available to meet with the team on the 

following Sunday at 11.00. Rod also stated that he supported the idea of 

submitting the paper to Murray for initial evaluation. Norm was to contact Rod 

on Thursday or Friday as a "reminder call". 
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Unfortunately Rod could not be contacted on Friday, Saturday or Sunday 

morning so the Team met without him to discuss other matters. Norm said 

that the typing resource at his workplace was no longer available and as such 

someone else would need to be found. Louise advised us that she was 

experiencing difficulties with the Lotus 1-2-3 software on which she was 

developing the CCS staff survey. Norm suggested that if the CCS's CEO had 

not completed the "decision making style" survey by the week's end that it may 

be advisable to remove the reference from the dissertation paper. It was 

decided that Norm would also contact the CEO and ask if the survey could be 

completed. 

It was also agreed that Louise would contact Rod as soon as possible to 

arrange another meeting, possibly at lunchtime during the week. The date for 

finalisation of the paper was reconfirmed as May 30, however, any additional 

leadtime would be advantageous. Several other matters were discussed 

including having the IT/IS specialists assist Louise with the Lotus programme, 

which was arranged and done on that Sunday. Norm was to draft the "Project 

Outcomes" of the paper, update the Preface and reconfirm arrangements 

regarding compilation and binding of the document. Louise was to contact 

Norm and Greg to advise of Rod's availability during the next week. 

Arrangements were made to meet with Rod at 11.00am on Sunday 31st 

March at Louise's office in Tiwi. The meeting opened with Louise asking Rod 

to advise the Team of his view of his Supervisor/Mentor role and to give 

additional feedback on the work presented to date. Rod responded by 

outlining his roles/responsibilities as he saw them. He was to provide 

feedback and suggestions on the document's content and format and other 

items that may make the critical difference between a good and very good 

mark. Rod also expressed an opinion that this had been done and that it is 

not his role to "instruct" the team to do certain things, rather to draw our 

attention to details and make recommendations for us to action as we saw fit. 

Often there is no one "right" way to do things. 



Reflections on Dissertation Processes & Team Dynamics 23 

The meeting then discussed, in general terms, the process of submitting the 

paper, the requirements for assessment and so on. Rod expressed an opinion 

that it was probably not necessary to submit the paper to Murray Redman prior 

to assessment, however as Greg had already spoken to Murray and he 

(Murray) was agreeable to a scan of the paper, Rod supported the idea. 

Rod also indicated that he was not prepared to read the document on every 

occasion that the team did a print run, (we certainly did not have this 

expectation of him) but he preferred to read what was the final draft of work 

even if the document was not technically complete. That is, he would read 

work completed by any member given that the work was at final draft stage. 

Both Greg & Norm advised that they considered their work to be at this stage 

and requested Rod to assess and provide feedback after Easter. 

General discussion took place regarding what progress the team had made 

since the last meeting with Rod and the timeframe for final review and 

submission for assessment. Rod was of the opinion that the project was 

progressing very well and that the work to date was of a high standard. 

However, he reiterated what he wanted to see as an examiner and supervisor 

and that the paper should conclude with an overview of the theories versus the 

practical application within the workplace. All good advice. 

The team agreed not to meet over Easter, but to reconvene the following week 

at which time Rod would provide feedback to Norm and Greg. Norm to 

contact Louise regarding work for the typist by mid week. 

The meeting was informal, informative and very positive with Rod identifying 

his requirements, areas of concern being expressed and discussed by various 

members and the timelines for submission and progress reinforced. Greg is to 

arrange for a copy of the paper to be forwarded to Murray and to follow up by 

arranging a meeting the week after the Easter Break. 
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The documents were forwarded to Murray Redman as discussed, however the 

feedback meeting that the Team had hoped to arrange did not come to fruition 

mainly due to Murray's not being available. Further discussions with Rod 

Salzman also stalled at this point due to his lecturing duties and other 

University workloads. 

From the middle of April, it was noticeable that the Team was beginning to 

break up as the project ground to a finish. Meetings were being held every 

second week, on average, with one member generally being absent due to 

family, social, work or other study commitments. The Team was still operating 

as a team, with little if any disagreement or signs of frustration. Rather, the 

team was indicating signs that the "job was all but done" and interest was 

waning to a degree. 

At this time Louise was still completing the writing and editing of her 

manuscript, Greg was waiting for Director Adult Services to complete the 

training plan outline so as to allow him to complete that component of the 

project and Norm was commencing the compilation of the paper by printing, 

photocopying and collating all sections of the completed work. By the end of 

April the Team had reconfirmed the deadline for completion of the project as 

the 1st June 1996. Louise busied herself to meet the deadline. 

As no word had been received from Murray Redman by late May, the Team 

decided that the paper as it stood would need to be submitted without the 

benefit of Murray's feedback. This situation arose due to the ever reducing 

timeframe and the need to finalise the work as planned and agreed. 

The last meetings of the Team covered the "fine tuning" of the paper, such as 

last proof reads and edits, review of any areas of overlap, designation of 

documents to text or Appendix and so on. The last meeting was held on 

Sunday 26 May 1996 at which time the document was finally compiled and 

made ready for submission to the Examination Board. 
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The project had taken approximately seven months and incalculable hours to 

complete. The final document is an in-depth academic work on the chosen 

subject and as such is a source of personal satisfaction to the Team. We 

believe the document to be dynamic, practical and totally relevant to CCS's 

current situation and future aspirations. The strength of the paper is that it 

relates to real people in a real workplace environment and that it has been 

applied and has been seen to produce the desired results. 
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PRODUCT IDENTIFICATION 

Personal Action Learning Outcomes: Louise McKenna 

Undertaking the task of studying and writing my dissertation, on the 

organisation in which I have been employed as a Director for the past 6 years 

has been a revelation in itself. In wading my way through the organisation's 

archival documents I feel I have developed a historical perspective of CCS 

which I had previously lacked. It is a perspective of the organisation which is 

rarely available to most employees other than those who have been with an 

organisation since inception, and yet it is a perspective which I believe is vital 

for a manager if they are to develop a true understanding of the organ isational 

system and culture in which they work. In discussing the success of Japanese 

Managers it has been stated that one of the factors of success was the 

historical knowledge that Japanese managers have of their own organisations 

which is lacking in most Western organisations. The high level of staff 

turnover characteristic of small non-profit organisations such as Carpentaria 

Community services means that there is rarely any senior member that has a 

full picture of the organisation's development. This I believe results in a 

constant "reinvention of the wheel", that is ideas and projects which may have 

been tried in the past are contiuously revisited and the same errors made. 

Not only is this an exercise in futility it also comes at a high cost, which few, 

small, non-profit organisations can afford. While I do not advocate the 

necessity of all managers researching archival documents, I do support the 

idea of the development of an organisational map and summation document, 

which can be a living document, that is added to by subsequent CEO's. Such 

a document could be used during an induction of newly employed managers 

or CEO's and I believe would provide them with invaluable information that can 

be gained through no other means. 

Having trained as a Psychologist and, therefore being committed to the 

scientific paradigm, I have been challenged by the research methodology used 
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throughout this project which, in my opinion, was less precise than the 

methods I would have selected. Initially I approached this situation by 

providing my colleagues with verbal information on the importance of a 

methodology in research development. Further I provided my colleagues with 

research literature, and I explored the issues raised in the literature in 

subsequent discussions. The exigencies of time in the guise of my 

professional and family commitments precluded me from advancing my 

position. 

Similarly, the experience I gained in assisting with the development of the CCS 

survey, demonstrated that, despite support for questionnaire development 

and construction, it receives perfunctory attention in the organisation. This is 

attributable, in part, to innumerable time constraints, as well as fiscal and staff 

restrictions. I also became aware that other Directors within the organisation, 

perhaps, do not share my view on the importance of methodology within the 

context of CCS. This is not to say that other Directors dismiss the importance 

of method. Rather they give methodology a less senior position in the process 

of eliciting information. 

Although the information gleaned from the CCS survey is useful, I am of the 

opinion that, for the same level of effort a more in-depth analysis of variables 

could have been achieved had greater consideration been given to 

methodology. 

This experience has brought home to me the necessity of ensuring that 

managers are given adequate time to discuss and select the methodology 

which will be utilised in organisational projects prior to the commencement of 

those projects. By ensuring that correct methodology has been applied 

managers may then be assured that the information gained will be of some 

qualitative/quantitative value to the organisation and will have legitimacy in the 

eyes of stakeholders (particularly funding bodies). 
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Having been through the process of strategic planning within a large 

Government Organisation in the 1980's, I had developed a certain cynicism 

towards the usefulness of strategic planning, particularly as most plans 

developed at that time appeared to have little relevance or impact on the day 

to day operations within the organisation. (I'm sure they were developed more 

as decorative paraphernalia for the bookshelves of Directors and CEO's). My 

involvement in the current project provided me with an opportunity to revisit the 

area of organisational strategy and confirmed for me what I had suspected all 

along, that as dynamic entities organisations require more than a strategic 

plan to be successful. Mintzberg's book, The Rise and Fall of Strategic 

Planning, encapsulates the trap that many organisations fell into when 

strategic planning was used as a panacea for organisational inertia. Mintzberg 

warns 

"those organisations that use strategies as a pat list may put 

themselves at a disadvantage against competitors that 

develop their strategies in more creative ways". 

(Mintzberg.H,pp. 63 1994) 

I am of the view that strategic management is one of many tools that a 

manager has at her/his disposal to guide the organisation towards improved 

effectiveness. This tool can assist with understanding where the organisation 

is positioned across a variety of dimensions both internally and externally, and 

can help to pinpoint those areas requiring immediate attention. However, as 

per Mintzberg's statement, I do not believe that strategic management is about 

the development of a pat list of strategies or adoption of strategies developed 

by others, rather it is about tapping into the talents, creativity and skills of 

those with the greatest interest in the organisation's development and future 

success. 

In my position as Director of Early Intervention Services I am fortunate to be 

working with a group of professional staff in a small team. As team leader I 

manage my staff using a consensual approach, whereby all team matters are 
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discussed in a logical way and solutions reached. My communication style 

falls towards the directive, with a preference for a practise of cogent analysis 

and evaluation of all available facts. I believe that such an approach is not 

only suited to this type of work environment but also complements my 

personality type according to the Meyer-Briggs (ENTP). As a member of the 

dissertation team I used directive communication and a consensual approach 

to problem resolution however, found that this style did not fit with that of other 

team members. This caused me some initial distress and frustration however 

after frank discussion with one of my team members and the dissertation 

supervisor Rod Saltzman, I was able to modify my approach which resulted in 

less conflict within the team. As a person who is able to deal with conflict 

readily, I became aware that others are not necessarily as comfortable with 

this process and have other methods of dealing with conflictual situations eg. 

avoidance, storming through, resignation. I recognise that my leadership style 

requires further work in that I need to give importance to the people involved in 

a task and their feelings, rather than just the task itself. 

On a more personal note, as a person who can only be described as fiercely 

independent, I have learnt to ask family, friends and colleagues for support in 

a range of matters impacting on my life. Not only has this support helped by 

enabling me to have time to undertake further studies, it has also taught me 

that asking for help can also be quite liberating. 
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HUMAN RESOURCE MANAGEMENT 

Personal Action Learning Outcomes: Greg Dawkins 

I have valued the academic process of researching the historic development of 

HRM through to the current 1990s view point where a more strategic and 

holistic view is taken of organisational development and performance. In fact I 

now personally believe that it is primarily the systems within organisations 

and not the people which effect performance. I would go so far as to say that 

up to 95% of performance problems in organisations relate to systems and the 

way things are done and 5% can be attributed to matters that non 

management staff actually do (and I mean the workers at the coal face.) 

Training and skilling staff and motivating them is of little use if the actual 

systems under which they perform negate and frustrate the activities which 

they try to do. This dissertation has crystallised some important views on 

management and performance. 

In fact I have serious doubts as to the value of some performance 

management processes which are proposed in the NT which focus primarily 

on the people and what they do when much of their activity is within variables 

outside of their control. Rather a strategic focus on the systems and control of 

operations and procedures which may be redefined is needed. This, coupled 

with highly skilled and motivated staff, would necessitate performance being 

tied to changes of output through strategic implementation of new and 

readjusted processes rather than people changes, management changes and 

massive injection of money on staff training which is often done in isolation not 

necessarily tied to any strategic direction. 

Our Professional Development and Career Path package used in this HRM 

focus is not done in isolation but is rather in close connection to a strategic 

plan and changes to the IT system of monitoring information and redefining 

the core responsibilities of CCS. 



Reflections on Dissertation Processes & Team Dynamics 31 

This project has refocussed my use of the Training Plan process to ensure 

that it is not used within an organisation in isolation or seen as a total solution 

in itself to organisation performance. Thus I have learnt to re-evaluate my 

model of Career Path Planning such that I not only see it as an effective 

procedure and monitoring/evaluation tool but see the need to revisit it to 

assess how it fits within an organisation's direction and vision for the future. I 

have learnt to take a more global view of things rather than just my natural 

capacity to focus on detail. 

I have appreciated Rod's ability to really focus on the meat of the matter and 

give specific direction like the need to continually revisit our EFAS and IFAS 

Strategic Analysis to evaluate the three major areas we are implementing 

within CCS. 

Regardless of our theoretical model, it has been interesting to see how the 

management of CCS has taken over areas where they are comfortable with 

the process such that they have fast tracked things beyond the preferred 

process. Louise's project is an example. They have also seen within the 

Career Path Analysis Projects (CPAP) another emphasis which ensures their 

support of what we are offering as they see both systems (CPAP & IT) as 

enhancing their capacity to professionally present to Authorities a strong case 

for additional funding. Actually this addresses the heart of some of the major 

threats identified in the EFAS - guaranteed funding demand versus resources 

and lack of external funding. 

Relationships between myself and the team as well as CCS board of 

management have been interesting. My INTJ (Meyer-Briggs) makeup has put 

pressure on the group to do things now, to do them logically and to give me 

great detail about how we are to progress through the dissertation. I have had 

to continually modify my forward momentum to not outpace the other 

members and frustrate them as they may perceive I am going headlong into 

detail without studied analysis. In contrast, the members of the CCS board 
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found my presentations to them very confident, articulate and logical to the 

degree that they gave unqualified support to implementing the pilot project and 

they indicated that potential outcomes were clearly enunciated to them. 

I learnt that a team of three is the optimum number for such a joint 

project/dissertation because even with this small number we had such a range 

of energetic input that the quality of the finished product was assured to be 

better than with just one person, provided we could maintain the group 

relationships. This we have done with lots of personal reflection and revisiting 

of open and frank discussions on how our interactions were going and what 

we could do to enhance the relationships within the group of three. 

Maintenance of relationships was essential to the quality of the output. 

We knew we had a dynamic team and we have worked hard on meeting the 

needs of each other. This process of adjusting my natural desires to initiate, 

fast track and "do it now" to the different needs of the other two team 

members was as much an important developmental process for me as was 

the actual research and development of the dissertation and the workplace 

outcomes. 

It has been lots of hard work, with enormous amounts of time spent in group 

discussion (at least once a week for 2 hours over a 7 month period), besides 

the individual research and computing word processing. It has been rewarding 

in that we have researched, developed and actually implemented into the 

workplace environment of CCS, strategies which are being felt, are tangible, 

can be seen and are of personal benefit to many of the staff and supportive of 

management, and will of course in the long term be of immense benefit to the 

clientele. 
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Observations and Analysis 

Individuals, experienced in the group matching process within the NTU 

Business Faculty courses when given a choice and wherever possible, 

surround themselves with performers, shun, exclude and avoid the 

"hitchhikers" who underperform or have quickly earnt a name for themselves 

as latecomers to meetings and/or who fail to turn up or come prepared etc. 

Groups also gravitate from common work backgrounds or locations where they 

live in reasonable proximity. 

Our group of three has proven to be the optimum size causing less problems 

with co-ordination of meetings and yet providing a variety of input because of 

our diverse personal attributes. 

Respect for each other's willingness to work hard at our project and also 

respect for variant viewpoints gave the group coherence and capacity to hold 

together when progress on the dissertation got tough. 

Much of the group's frustration in determining the type of literary review could 

have been avoided, had the one day workshop on dissertations actually shown 

a real dissertation, or a variety of samples for students to model their own on. 

We could have avoided much turmoil by finding samples in the library instead 

of reinventing the wheel and consulting and storming to "agree to disagree" 

since no one process is really right or totally preferable in footnoting, 

referencing or literary review styles. 

When three people write a group dissertation, as of necessity the writing styles 

may be different and it is unreasonable to expect the dissertation to appear as 

a one author style. In fact, ours became three separate projects within a 

surrounding framework. Once we accepted that the parts could be written 

differently, much of the frustration dissipated. This is a lesson for future group 

dissertations. Don't try to write it all as one style or seek to impose one style 

as the best writing style for the whole group. 
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Conferring with the supervisor on a regular basis, seeking support and 

direction is vital. A simple arrangement like ensuring that compatible 

wordprocessors and computer systems are used for team members to input 

their work is vital as we wasted a lot of time putting work from different 

computers onto discs and re-typing the Product Development section. 
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OVERALL PERSPECTIVE 

Personal Action Learning Outcomes: Norman S Cramp 

Undertaking the MIM Course has afforded me the opportunity to greatly 

enhance my understanding of the managerial and business theories, 

practicalities and processes. I have also applied that understanding to my 

work environment and have further developed my management skills across 

the various managerial areas under my responsibility. 

The various course units have taught me the benefit of research and planning, 

as well as providing an insight into the variety of approaches to business 

development and problem resolution through a systematic and scientific 

methodology and the absolute necessity for the best possible use of human 

resource management skills and techniques. The overall course has also 

developed within me and an understanding of the ability to use a more flexible 

approach to business matters, along with the need to think more laterally and 

to remain open to the variety of options and views that encompass, or are 

applicable, to any given situation. 

Along with the business and management learning's, there has been a sense 

of personal learning and achievement as a result of the studies. This has 

come about as a result of several management and decision style 

assessments completed and through me developing a personal learning plan 

to address identified shortfalls in my personal management style. 

From a previous personal management style assessment, (Margerison-

McCann), I have developed a Personal Learning Action Plan (PLAP) which I 

have followed throughout the project process. According to that assessment I 

have the management tendencies of the Organiser-Thruster with a learning 

style of the Converger-Accommodator, all of which identifies me as a manager 

who "leads the way, does not follow" and one who "thrusts forward to achieve 

objectives, despite the problems". The assessment also identifies me as one 
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whose "greatest strength is in the practical application of theories and 

knowledge" however, with "a narrow perspective on situations and being 

inflexible in their approach". 

My self developed PLAP called upon me to develop better active listening 

skills, to be more flexible in terms of viewing other options, to alter direction if 

required throughout the project, to slow down the pace and to work on more 

inclusive involvement of my colleagues and subordinates. I need to be less 

sensitive to, and defensive of, criticism be it personal or professional. I have 

worked hard at altering my personal management style in line with my PLAP in 

order to move through the Margerison-McCann management style "wheel" 

from Organiser-Thruster to Assessor-Developer which I consider to be in my 

best, long-term, career interests. 

The experience gained by working in the Dissertation Team has been of great 

benefit with respect to my PLAP and my personal outcomes. Whilst I'm 

possibly not the person to assess those outcomes, I feel confident my team 

mates would agree that throughout the project I have been flexible, supportive 

and an active and attentive listener. Although I personally produced my work 

in a reasonably short timeframe, I was patient and avoided "setting the pace". 

Beside the academic and business learning that I have achieved by 

undertaking the MIM, I think the personal action learning's, as regards my 

PLAP, are not only of great importance in a business and management sense, 

they are of great personal satisfaction. 
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LEADERSHIP AND MANAGEMENT OF CHANGE 

Personal Action Learning Outcomes: Norman S Cramp 

From a personal point of view much has been learned, and gained, from the 

processes undertaken in this project component. The research into CCS has, 

in itself, been a most important, and rewarding, learning process bringing into 

focus the need to research the subject and its environment, in detail, in order 

to better understand the current situation and develop plans for the long-term 

future. 

The experience and knowledge gained by researching the topic of "managing 

change" has been of significant benefit in that it has highlighted the varying 

styles of leadership, and management, that may be applied to the 

management of change, as well as clearly identifying that particular situations 

require particular styles to achieve the necessary outcomes. It has also 

identified that those styles may "cross over" where necessary. Most 

importantly, is the confirmation that, generally, the best methodology is the 

gradual consultative, participative and supportive approach. 

Other personal action learning outcomes include the realisation that 

programmes can only be developed and delivered given the active support, 

endorsement and participation of all stakeholders if the process is to be 

purposeful and rewarding. The nature of teams, the concepts, practicalities 

and difficulties associated with team building and maintenance, along with the 

manner in which individuals react in order to bring about a team environment 

and focus on the achievement of a common goal, has been experienced in a 

practical application and as such, has provided a learning process and 

experience in itself. 

Also of personal benefit is the realisation that the effective management of 

change can be totally dependent upon the personal skills and sensitivity of the 

person managing the process. This in turn articulates the importance of 
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having the "right people" suitably trained to undertake and manage the 

process from its inception to completion wherever possible. 

Lastly, but perhaps most importantly, is the understanding that the 

development and implementation of a strategic plan for an organisation is not, 

in itself, a guarantee of the success, or even the longevity, of the organisation 

and that it may take only one person or incident to stall, or totally obstruct, the 

process. Success can not, generally, be guaranteed in any forum and the 

success of strategic development, through planned implementation, is 

dependent upon many factors, not the least being the human factor. 

Finally, one of the most significant personal learning outcomes was the 

understanding that the chance of achieving successful outcomes can be 

greatly enhanced by adopting the correct approach, and style, to the 

management of change and by "taking the stakeholders" with the plan through 

ownership, understanding, commitment, consultation and participation. 
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INFORMATION TECHNOLOGY AND MANAGEMENT 

INFORMATION SYSTEMS 

Personal Action Learning Outcomes: Norman S Cramp 

The personal learning gained from this exercise, and practical application, 

have been many and relate to most components of the overall dissertation 

project. 

Firstly, this section of the project afforded me the opportunity to research in-

depth the past and current information technology in use, as well as that 

available and applicable to CCS's requirements. By virtue of this research, 

and the subsequent practical development and implementation of a PC driven 

database, much has been learned regarding IT and MIS and the necessity to 

utilise "appropriate" technology as opposed to "technology for technology's 

sake". As a result of this project I have become more computer literate in 

terms of database design and construction (a field in which I had previously no 

knowledge or experience) and have attained a much higher understanding of 

the processes and difficulties, involved in MIS development, implementation, 

training and overall system maintenance. 

The project has also demonstrated to me the strategic importance of 

information systems within organisations, as well as the potential pitfalls to be 

encountered should the development and implementation process not be well 

planned or managed. I have also developed a much better understanding of 

the interconnection and relevance of information systems to strategic planning, 

client services delivery, client cost focusing and human resource management, 

in terms of record keeping, training and self development. 

In the Management of Change section of the paper the practical experience in 

team development, team building and maintenance was of great value and 

has had positive results for myself as well as CCS staff. The opportunity to 

work closely with computer programming professionals has afforded me a 
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wide range of experience while at the same time allowing me to gain a 

valuable insight into the workings of a non profit organisation dealing with 

people with disabilities and the special business and IT requirements. 

This last experience has had a profound effect on me with respect to the 

difficulties others face and yet overcome, the demands on the staff of CCS 

who continue to work tirelessly for the less fortunate and, other than some 

minor frustration, continue to provide professional help and care along with 

personal feeling and sensitivity. In short, it has made me aware of the 

specialist nature of this industry, its services and clients and has made me 

appreciate more fully the struggles others are forced to face in both their 

business and personal lives. 
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