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INTRODUCTION TO ADMINISTRATION AND 
COMMUNICATIONS TRAINING MODULE

WHY TRAINING FOR ADMINISTRATION AND COMMUNICATIONS?

Non-Government Organisations (NGOs) rely donations from a wide range of 
sources, small public donations through to large multi-year grants from 
national governments and multilateral bodies. Ongoing funding depends very 
heavily on an NGO’s reputation. This may be their reputation for strong partner 
relationships or quality programing but it will also be a reflection of how well 
the NGO is managed. Indeed partners and communities also are interested in 
the reputation of the NGO they are associated with.  

Good management depends on a range of things including leadership from 
the Board and senior managers; staff skills and expertise; and the operational 
systems that guide everyone in their day-to-day work.

Staff work more effectively in work places where they are clear 
about expectations and systems. The training on administration and 
communication systems is designed to introduce new staff to the NGOs 
policies and procedures as well as being a refresher training for existing 
staff. It provides an opportunity for staff and management to reflect on 
current systems, examine their effectiveness and make suggestions for on-
going improvements. 

WHO IS THIS MODULE FOR?

This module is specifically for small to medium non-government 
organisations that wish to improve the effectiveness of their administration 
and communication systems. It brings together information about good 
practice that can be used by workshop facilitators to run administration and 
communication training with organisations. It can also be used to facilitate a 
training-of-trainers workshop with organisation staff or by the organisations 
staff to facilitate their own administration and communication systems 
training. The module can also be used directly by managers if they wish to 
facilitate their staff or teams development.
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The information in the module draws on many different sources that 
Oxfam feels reflect best practice and align with their commitment to 
participatory, empowering processes for local organisations. At the same 
time, organisations are also encouraged to learn more about relevant 
administration and communication systems and adapt them to suit their 
situation.

 
WHAT ARE THE LEARNING OUTCOMES FOR THIS MODULE? 

Individuals and organisations who use this material will:
• have a clear understanding of the importance of good administration and 

communication systems
• be confident to run and/or participate in administration and 

communication systems training
• have the tools to improve the skills and functioning of their organisations 

in administration and communication systems.

HOW IS THE MODULE STRUCTURED?

The module will take readers through the basics of administration and 
communication systems for NGOs. It is covers the following topics:
• planning and budgeting
• change management
• communications
• records management
• logistics
• internal audit.

It includes a suggested one-day training outline with training support 
material and a resource list for further reading.

HOW CAN WE USE IT?

The module can be used as a step-by-step process, or as separate 
components that can be adapted according to the situation, audience and 
timeframe. Each component will include:
• a brief explanation of the content
• possible activities to discuss the content with relevant audiences.

You are encouraged to refine the activities as needed to ensure they are 
most appropriate for your context and purpose. The suggested activities 
largely focus on group activities, but if you have limited time and/or it is not 
as appropriate to involve all stakeholders, activities can be adapted for use 
in individual discussions.

Overall, the methodology encourages active participation and contribution 
from those involved in administration and communication by using 
participatory activities to generate ideas. You should first conduct a training 
needs assessment with staff to decide how to tailor the training according to 
their needs and interests.

OVERVIEW

Clearly written Administration and Communication policies and procedures 
will support the efficient and effective day-to-day operations of any NGO. 
Staff who are confident about how to undertake the tasks associated will be 
more productive and save both time and money. Good communication, both 
internal and external, lies at the heart of well-functioning NGOs. 
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SECTION 1: PLANNING AND BUDGETING

Planning

In order to be effective in the delivery of services when we only have scarce 
resources, NGOs need to plan carefully. This is done by developing long-term 
plans, usually 3-5 years, and then each year developing a plan for what will 
happen in the next 12 months. This ensures that all staff is working towards 
the same aim or goal.

It is important to involve key stakeholders, including staff, partners and 
communities in aspects of the planning process. This may be through 
consultation to define vision or mission; or in the annual planning process.

The result of the planning consultation and meetings should be a written 
plan that is available for staff and other key stakeholders. This will guide 
the allocation of resources, development of funding proposals and detailed 
activity plans, and form a basis on which to evaluate and measure progress.

The main types of plans developed by NGOs are Strategic, Annual and Activity 
Plans. As a general guideline - as the level of detail increases the time frame 
becomes shorter and the participation of staff should increase.

Strategic planning is a process for agreeing on actions that will shape and 
guide what an organisation is, what it does and why it does it. It can be done 
in different ways and many books and manuals have been written describing 
various approaches. NGOs that have been operating for a number of years and 
have a relatively secure income base often develop 3-5 year strategic plans. 
Because NGOs operate in increasingly volatile funding and work environments, 
the tendency is to plan for shorter i.e. 3 year cycles. It is usual for strategic 
plans to be reviewed regularly and modified and amended if the funding or 
work environment has changed.

A strategic plan documents the agreed organisational direction so it can be 
clearly understood by staff, management, partners, and even the broader 
public.  It allows NGOs to:
• learn from past experience
• take time out from day-to-day concerns to see the big picture 
• collect the opinions and views of stakeholders
• ensure the whole organisational program is coherent
• be clear about what the NGO is not going to do ie  making decisions about 

how to allocate scarce resourcesi

Strategic plans will typically have a vision or mission statement; a number of 
objectives or goals; and strategies about how what the NGO will do to achieve 
the goals.

Once the strategic plan has been written, the organisation will develop 
an annual plan and accompanying annual budget. Smaller, newer, less 
financially secure NGOs may find that even a 3-year strategic plan is 
unrealistic and developing only an annual plan and budget is more useful. 

Activity plans and individual work plans, including performance objectives, 
can be developed from the annual plans and budgets. These provide greater 
level of detail that guide projects, teams and individual staff members work.

Whilst the terms used in various NGOs may differ, the components of planning 
will be very similar. 
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Budgeting

Financial planning is at the heart of effective financial management. Budgets 
can only be effective if there are good plans to base them on. A finance 
strategy is a 3 -5 year plan of income and expenditure, including sources 
of potential funding that is developed to accompany the strategic plan. An 
annual budget should be prepared to accompany the annual plan.

A budget describes the amount of money that an organisation plans to 
raise and spend for a set purpose over a given period of time. ii The Board 
should formally approve all budgets and then monitor progress against them; 
management and staff use budgets to guide their work either in fund raising 
or expenditure on program or operational costs.

Annual Planning timetable

As part of good governance NGOs should set an annual planning timetable. 
This will include dates to review the strategic plan; check any known changes 
to current situations; develop next annual plan and budget; develop work 
plans; and agree on due dates to budget and activity monitoring reports.
A timetable or calendar could look like:

POSSIBLE ACTIVITIES 1: ANNUAL PLANNING AND REVIEW

Outcome of discussions: Establish an annual planning and review 
timetable 

Possible activities:
• Introduction to importance of organisational planning, including 

budgets 
• Participants to share or discuss their NGO’s strategic and annual 

plans and identify the key goals the organisation wants to achieve
• Each participant to outline how their work contributes to the NGO’s 

objectives   
• Each table to draw up sample annual planning timetable to 

include key dates and who should be involved for following: review 
strategic plan, develop annual plan; develop annual budget; Board 
approval; unit plans; reporting timetable – management, Board; 
performance reviews

• Put the timetables up for all groups to compare
• Discuss what can go wrong with implementing annual planning 

schedules.

DELEGATIONS FRAMEWORK

An organisational chart is used to show the relationships and relative rank of 
the positions or jobs. It is usually classified into Board/Director/Programs/
Operations. It is important all staff knows what their role is, what they are 
responsible for and who they report to. Clear position descriptions and an 
organisational chart will help achieve this.

The Board is ultimately responsible for everything that happens in the 
organisation. 

The Board is usually made up of people who volunteer their time on a part-
time basis and accordingly need to prioritise what they do. In particular 

Task Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

Director to pre-
pare papers to 
inform Board on 
expected funding 
changes

Board meeting 
to discuss 2017 
Strategic plan

Annual planning 
workshop

Board approves 
annual plan
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SECTION 2: CHANGE MANAGEMENT

NGOs operate in volatile and fluctuating environments that affect the work 
they do. They constantly face changes in funding sources, community 
expectations, government regulations, as well as environmental and 
political factors and internal factors such as staff turnover. In order for NGOs 
to stay relevant they need to embed systems of continual improvement 
in planning and work practices. Boards and senior management are 
responsible for responding to changes in current situations, planning for 
future change and finding new opportunities or ways of working.

There are many forms of change, for example new internal systems and 
procedures, increasing or decreasing staff numbers or a change of program 
focus.

There are several tools and theories about change management but some 
key factors are:

i. Plan: Consider the need for change and make sure the task is reasonable 
and achievable. There is no use creating a difficult situation if there 
is no significant gain for stakeholders, including staff, partners or 
the organisation as a whole. Be clear about the planned outcome so 
stakeholders can understand why change is being undertaken.

ii. Communication: The most important factor in managing change is to 
communicate with key stakeholders including staff, partners, donors 
and other relevant parties throughout the change process. This should 
start with clear reasons for the change. Communication should be 
simple, straightforward, open, prompt and honest. If change is going to 
adversely affect stakeholders it is better that this information is openly 
and honestly discussed to avoid rumours. Stakeholders should know who 
they can ask for further information.

iii. Inclusive approach: As much as possible include those affected by the 
change in the consultations and discussions that will lead to the final 
recommendation. If relevant people are involved they are more likely to 
embrace and accept the outcomes.

iv. Motivate: Some changes will be challenging for stakeholders so 
management need to consider ways of ensuring they stay engaged.

the Board is responsible to approve and monitor progress against the 
Strategic Plan, the annual Operational Plan and the annual budget and for 
the risk management strategies. They must rely on management and staff to 
undertake the day-today or operational work. 

The Board members are able to do this by delegating authority to 
management. This means they give the director the authority to undertake 
certain actions for example, employment of staff, signing cheques, agreeing 
to donor contracts. The director can then pass on to managers the authority 
to undertake certain actions for example, program expenditure, negotiating 
with new partners.  

Each NGO should have a document called a Delegation of Authority. This 
explains who is responsible for what actions and what limitations there are on 
that authority.
In return for receiving a delegation to act on behalf of the NGO staff are 
accountable to act in accordance with this delegation.

Note that when staff go on leave they can ‘delegate their delegation’ e.g. the 
director can delegate ‘their authorisation to act’ to someone else. It should 
be a written memo kept on file to show auditors if need.  

POSSIBLE ACTIVITIES 2: DELEGATIONS FRAMEWORK

Outcome: Develop a Delegations Framework 

Possible activities:
• Short quiz on who is ultimately responsible – answer Board.
• Using an organisational chart explain the meaning of delegation 

of authority (i.e. goes down to level below) and accountability 
(goes up to the level above).

• List the typical organisational tasks e.g. sign donor contract; 
employ new staff member; payments and then decide who should 
hold the delegation to act and to what level.
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v. Be confident: Once a decision is made to implement change, limit the 
opportunities for stakeholders to revert back to old ways.

vi. Manage the workload: Change can be a lengthy process and increase the 
workload on staff. Managers need to be aware and supportive as people 
adjust to new systems or directions. 

vii. Evaluate, review and report: It is crucial during any change process that 
the program is evaluated to ensure it will meet its goals, capture lessons 
for future change and be able to report progress to stakeholders. iii 

SECTION 3: COMMUNICATIONS

The importance of communication, both external and internal, cannot be 
overstated. This means that it is essential that NGOs maintain a positive 
relationship with stakeholders and have effective marketing and community 
interactions. These elements of the process reinforce each other. Effective 
marketing and community communication help an NGO better understand their 
partners’ needs, which in turn enables the organisation to maintain positive 
relationships with its stakeholders. Good internal communication is also 
fundamental to effective management of the organisation, allowing available 
resources to be appropriately allocated and managed to meet the agreed 
planned outcomes.

The Communications Policy and Procedure should outline who needs to know 
what information, when they need to know it and how it will be delivered to 
them. Communication includes telephone and face-to-face conversations, 
written correspondence such as emails, letters and agreements, marketing 
tools and press releases, the annual report and financial statement, press 
and radio interviews. Communication can be formal e.g. a letter, contract or 
report or informal e.g. a telephone call or discussion in the lunch room.

The policy should ensure that:
• information is timely and accurate
• confidentiality of staff, partner or donor information is maintained
• all communication is ethical and respectful 
• the NGO is appropriately represented at all times
• risks of incorrect or inappropriate communication is minimised.

Some key points or guidelines to be included are:

External communication: 
• who drafts and presents external communication. Generally project 

staff will be responsible for communication with partners or donors and 
senior management will manage public communications. Depending 
on the importance, the Board may not delegate the authority to issue 
public statements to the press and may want to approve any marketing 
publications.

POSSIBLE ACTIVITIES 3: CHANGE MANAGEMENT

Outcome: Understand the key factors in successful change 

Possible activities:
• Discussion about why change occurs in NGOs.
• Participants to discuss individual experience of change events.
• Role play about a change event e.g. new computer system; change of 

program focus.
• Brainstorm on likely key factors to successful change followed by a 

presentation from the trainer notes.

Old Way

New Way
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• what and how communication tools are used e.g. printed letterhead or 
email addresses

• timetables for reporting to stakeholders, fund-raising campaigns, 
communication with governments

• availability of the annual report including financial information 
• expectations about how to ensure any visitors have positive first 

impressions, this includes clear signage, a clean reception area, a visitors 
book, copies of brochures and annual reports to read while waiting.

Internal communication: 
• how staff are kept informed
• protocols and guidelines for meetings e.g. agendas, minutes, records
• expectations about professional standards to ensure respectful inter-

personal communications. 

SECTION 4: RECORDS MANAGEMENT

Information is at the centre of everything an NGO does. How an NGO manages 
corporate records directly affects its ability to deliver quality programs. Good 
records tell us what, where and when something was done and why a decision 
was made. They also tell us who was involved and under what authority. They 
provide evidence and promote accountability and transparency.

Why are timely, accurate and user-friendly records important?

• help staff to more efficiently manage projects
• provide information to partners and communities
• meet legal and regulatory obligations 
• protect the interests of the NGO 
• protect staff 
• provide a basis for long and short term plans
• to prepare funding proposals
• manage budgets and record impact of programs 
• enable review of processes and decisions 
• retain the corporate memory 
• provide information for future planning 
• enable consistency and continuity in your business. 

Who is responsible?

Effective records are the responsibility of all staff. The Administration Policy 
and Procedure should include guidelines about what and for how long 
information should be kept and how it should be filed. Staff should be familiar 
with these policies and procedures and be confident about how to apply them 
in their daily work. 

POSSIBLE ACTIVITIES 4: COMMUNICATION

Outcome: List of tips for improving communication

Possible activities:
• Introduction about the importance of good communication.
• Discussion about formal and informal communication.
• Brainstorm list of stakeholders (internal/external) who we 

communicate with.
• Each group take one stakeholder and prepare presentation ‘Tips 

to improve communication’.  
• Role play on misunderstanding in the workplace.
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How to have good records?

i. Ensure that the appropriate information is captured. Records may 
naturally arise in the course of your work, such as sending an email, 
writing a letter and finalising a contract. In other cases, where the activity 
does not automatically result in the creation of a record, you need to 
create one. Examples of this include meetings, telephone conversation or 
informal discussions. 
The recording of financial information is a specialised area. It is important 
that the record accurately reflects the transaction or activity that has 
taken place. 

ii. File records into the appropriate system. This may be a filing cabinet or 
electronically. If records are not captured into the official system it means 
they may end up lost or destroyed. Staff should not keep records on their 
desk or maintain a shadow system. This includes emails. If an email is 
important enough to be included in the NGO records then it should be 
officially captured. 

iii. Take care how records are stored. This includes storing paper records 
so they will not be damaged by fire or water; having back up procedures 
for electronic records; protecting sensitive information and not allowing 
unauthorised access e.g. to payroll or staff information; using password 
protections.

iv. Clear policy and procedures. This includes where detailing the filing 
system and how it is maintained; outlining where records are kept and 
who is responsible; documenting procedures and authorisation to 
destroy records e.g. it may depend on the donor contract or government 
requirements. Staff should be clear about procedures for how and where 
to file records. 

POSSIBLE ACTIVITIES 5: GOOD RECORD KEEPING

Outcome: Increased awareness of the importance and process of good 
record keeping

Possible activities:
• Introduction to statement “Good records tell us what, where, when, 

why, who and authorisation”.
• Brainstorm to identify at least 10 reasons why good records are 

important.
• Write job description statements that describe responsibility for 

good record keeping for various roles including Director, Project 
Officer, Finance Officer, Administration Officer, IT Officer.

• Brainstorm what can go wrong and how to avoid the issues.

Tips
i. Meetings. Delegate someone to make a record of the meeting, either 

minutes or a simple summary of decisions. Ensure decisions are clearly 
recorded. Circulate the minutes of the meeting to all participants and 
sign or confirm the accuracy of the record. 

ii. Conversations. Make a record of significant things you discuss by 
telephone or face-to-face, such as: providing advice, giving permissions 
or making commitments. 

iii. Decisions and recommendations. Document reasons for decisions or 
recommendations that you make. 

iv. Correspondence. File or attach emails, letters, faxes and internal memos 
(sent or received) that relate to your work onto files within your NGOs 
filing system.iv 
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SECTION 5: LOGISTICS

The logistics area of NGO operations provides for the provision and control of 
the materials, assets and other resources to achieve the objects of the plan 
or project. The policy and procedure should detail how staff and management 
access and use assets and information to undertake their work. NGO assets 
have been purchased with donor funds and their use requires high standards 
of accountability and transparency.  

The key aspects of logistics are listed below, with suggested inclusions or 
matters for consideration under each. This area will differ between NGOs 
depending on individual circumstances. The Administration & Communications 
Policy and Procedure should be detailed enough to guide staff in their day-to-
day work. 

Office Procedures 

Filing: 
• The Administrator is responsible for maintaining the general filing system. 
• Individual workers are responsible for maintaining their own filing system 

according to the Records Management guidelines. 
• All filing cabinets are to be kept locked when not in use.
• Confidential information should not be left on desks overnight. 
Keys: 
• The Administrator will keep a key register detailing who has received keys 

and when they have been returned. 
• Filing cabinets and the petty cash tin shall be locked when not in use and 

the keys shall be stored in an agreed location. 
• Keys are not to be lent to any person other than employees and other 

persons approved by the Manager. 
• Spare keys to the vehicles will be kept in the key cupboard in the reception 

area. 
Mail: 
• The Administrator is responsible for collecting, opening and distributing 

mail. 
• All general mail goes to the Manager first and is then circulated to other 

staff. 
• Mail marked personal and confidential will be delivered unopened. 

Office Cleaning: 
• All staff will ensure the cleanliness of their own personal workspaces. 
• A paid cleaner will clean the office once a week. 
• Workers shall take responsibility for ensuring that dirty plates, cups and 

cutlery are washed on a daily basis. 
Opening Hours: 
• The office hours are Monday to Friday 9.00 am to 5.00 pm. 
• The answering machine shall only be used in exceptional circumstances 

during working hours, for example, staff meetings, team supervision, lunch 
breaks etc. 

Petty Cash: 
• Petty cash shall only be used for amounts under an agreed sum. If greater 

amounts are required Finance will organise payment by cheque or direct 
debit.

• All workers will access petty cash through the Administrator. Staff will 
ensure that they provide receipts and any change from petty cash as soon 
as possible. 

Stationary: 
• The Administrator is responsible for maintaining adequate stationary 

supplies. 
• Staff shall let the Administrator know of any stationary that they require. 
Telephones: 
• Guidelines about the use of private telephone calls and international calls.
• Use of private mobiles for organisational business.
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Insurance Policies

NGOs should comply with all legal and donor requirements with respect 
to insurance. The Board should decide the type and level of insurance, if 
necessary in consultation with an insurance broker. Insurance could include 
the following policies: 
• public liability 
• asset all risk including electronic equipment (fire, perils, burglary, theft) 
• vehicle
• directors and officers liability 
• professional indemnity. 

Vehicle Policy 

• A senior person should be responsible to approve the use of any vehicle.
• All drivers must have a current license and are responsible to ensure the 

vehicles are driven in a safe and appropriate manner. 
• To ensure that vehicles are available for Program/Project needs, all 

planned vehicle use should be entered into the vehicle booking system.
• All drives must obey the local road rules.
• Vehicles must be locked and stored in a safe place after office hours or on 

weekends. 
• When not in use, the keys to the vehicles must be stored in a safe place. 
• The Finance Manager is responsible for developing a vehicle log book 

to record relevant details such as the driver’s name, date, purpose and 
mileage of travel, running or maintenance cost incurred and accident 
details where appropriate. The log book must be completed by the driver 
after each use.  

• Responsibility for maintenance, fuel and insurance should be allocated to 
finance or administration.

Travelling Allowances

• Guidelines should be clear about the eligibility, amount and processes for 
claiming and acquitting travel expenses.

• The amounts to be paid for overnight and regional travel including limits 
for meals accommodation and general expenses should be clearly 
explained

Records management (see above) 

Information Technology 
• The Administrator will ensure that all computer files are automatically 

backed up each day. 
• Staff will ensure that all computer files are saved on the network rather 

than specific worker’s computers or the lap top or USBs. 
• Where possible computer systems e.g. shared excel worksheet, should be 

used for room bookings, communal diaries, vehicle bookings, timesheets 
and equipment bookings.
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Equipment
• The Workplace Health and Safety Policy must be followed in the use of all 

equipment. Staff must be appropriately trained in the use of all equipment. 
• Use of equipment is restricted to work purposes. Requests for personal 

use of equipment should be made to the Manager. 
• Workers will reimburse the organisation for any costs incurred or any 

damage done to equipment during personal use. 
• All equipment owned by the organisation must appear in the asset register 

(see Asset Register Policy). 
• All equipment maintenance is to be coordinated by the Administrator. 

Any equipment faults must be reported to the Administrator who will then 
organise a qualified person to repair or replace the equipment. 

Assets Register 
• An asset register recording a description of all goods owned by the NGO 

will be maintained. 
• The register will include a description of the goods, the date of purchase, 

the cost of each item, depreciation and any warranty information. 
• All capital items and equipment purchased by the organisation will be 

recorded on this register. 

Emergency Procedures
• There should be clear instructions on what to do in the case of an 

emergency or accident either in the office or whilst on field trips.
• Good signage must clearly show emergency exits.
• Regular refresher training for staff in emergency procedures must be held.

POSSIBLE ACTIVITIES 6: LOGISTICS AND OPERATIONS

Outcome of discussions: Participants confident about how to comply 
with own NGO logistics or operations manual  

Possible activities:
• List all areas covered by logistics/administration/operations.
• Working in pairs prepare a poster showing the work flow, including 

who is responsible, for one logistics activity. Put the posters up and 
do a gallery walk to read what each NGO does.
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SECTION 6: INTERNAL AUDIT

NGOs can have very good policies and procedures but this will be a waste 
of time and money if they are not followed. Most managers will have in their 
role description some responsibility for ensuring policies and procedures are 
followed.  It is a good idea to have an independent person who also checks 
the adherence to policies and procedures. This is called an internal audit and 
sometimes is done by the external auditor during the financial audit at the 
end of each year. 

The internal auditor will check what is actually done against the policies 
and procedures that say what should be done. Typically this will be in areas 
like governance and administration procedures; fixed assets; staffing and 
payroll; finance. After the review is completed the auditor will prepare a report 
for the Board and senior management that lists the findings and makes 
recommendations for improvements.

POSSIBLE ACTIVITIES 7: INTERNAL AUDIT

Outcome of discussions: Participants understand the purpose and 
process of internal audit

Possible activities:
• Discuss what happens if we don’t conduct internal audits.
• Draw flipchart into quarters labelled governance and administration 

procedures; fixed assets; staffing and payroll; finance. Give each 
participant an internal control card and ask them to stick it in the 
correct quarter. (see Section 7 Tool, Templates and Resources - 
Internal Control Cards).

• Ask what else the internal auditor could check from the 
Administration and Communications Manual.

• Discuss why NGOs don’t engage internal auditors more often.

SECTION 7: TOOLS, TEMPLATES AND RESOURCES

Administration and Communications suggested one day workshop training 
outline:

OBJECTIVES: Participants will 
• be familiar with the Administration and 

Communication Policy and Procedure for their NGO
• establish an annual planning and reporting timetable
• understand a delegations framework
• understand key factors in successful change 

management
• know some tips for improved communication
• be aware of features and process of good record 

management
• understand the benefits and process of internal 

control audits
• be able to comply with logistics guidelines.

SESSION 
CONTENT:

• Welcome and registration
• NGO planning
• How NGOs are organised – delegations
• Principles of change management 
• Importance of communication
• Internal control
• Logistics
• Review of training

KEY LEARNING  
POINTS:

• NGOs need to have good administrative organisation
• staff need to be clear who is responsible for what
• the NGO will achieve objectives more effectively if 

staff consistently follow the policy and procedure 
guidelines.
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Time Activity Details Material

Advance 
preparation

• Set the room up ‘café style’ i.e. with 4-5 
participants per table. The chairs should be 
arranged so everyone can see the front but 
also so they can easily see each other for group 
discussions.

• Make sure each table has coloured marker pens, 
pencils, rubbers, a sharpener and assorted 
sticky notes.

• Have a registration sheet for participants to sign 
as they enter.

8.00 
-8.15am

Icebreaker Choose an ice-breaker to run - -see websites for 
ideas.
http://www.icebreakers.ws
http://www.icaso.org/vaccines_toolkit/subpages/
files/English/energiser_guide_eng.pdf

8.15-
8.20am

What are 
we doing 
today?

Outcome/s: Understanding of day’s activities

Outline:
1. Share agenda for the day.
2. Discuss ‘housekeeping’ – breaks, phones, exits, 

bathroom location.

Presenta-
tion

8.20-8.30 Personal 
goals

Outcome/s: Participants clear about personal goals

Outline:
1. It is important for participants to be clear what 

they want to achieve from the training i.e. to set 
a goal for their learning.  

2. Each participant to write own goal for the day 
on post-it note and stick on central flipchart to 
review at end of the day.

Flipchart- 
GOALS
Post-it 
notes & 
pens

8.30 – 8.45 Overview Outcome/s: Participants agree on what should be 
included in administration and communications 
policies and procedures
1. Discuss purpose of administration and commu-

nications training 
• Reflect on good practice – what makes good 

practice? Establishing sound guidelines that 
staff understand and follow; checking to make 
sure they are adhered to.

2. Brainstorm a list of what should be included in 
administration and communication policies and 
procedures (see section 5 Logistics for ideas)

3. Discuss what can go wrong if staff don’t under-
stand or follow the policies and procedures

Presenta-
tion

Flip chart 
paper

8:45-9.35 NGO 
Planning

Outcome: Establish an annual planning and reporting 
timetable 
Outline:  (See Possible Activities 1 in the Module)
1. Introduction to importance of organisational 

planning, including budgets 
2. Participants to share or discuss their NGO’s stra-

tegic and annual plans and identify the key goals 
the organisation wants to achieve

3. Each participant to identify and discuss how 
their own work contributes to the NGO’s objec-
tives   

4. Each table to draw up sample annual planning 
timetable to include key dates and who should 
be involved for following: review strategic plan, 
develop annual plan; develop annual budget; 
Board approval; unit plans; reporting timetable – 
management, Board; performance reviews
Put the timetables up for all groups to compare

5. Discuss what can go wrong with implementing 
annual planning schedules.

Flipchart 
paper & 
pens

9.35-10.15 Delegations 
Frameworks

Outcome: Develop a Delegations Framework

Outline: (See Possible Activities 2 in the Module)
1. Draw a typical organisation chart and ask ques-

tion “Who is ultimately responsible?” Answer 
Board.

2. Using the organisational chart explain the mean-
ing of delegation of authority (i.e. goes down to 
level below) and accountability (goes up to the 
level above).  Ask question “What should happen 
if director goes on leave?” Answer should write a 
memo to keep on file to pass on the delegation 
authority.

3. Brainstorm to create list of typical organisational 
tasks e.g. sign donor contract; employ new staff 
member; creditor payments.  Try to get partici-
pants to think up at least 15 tasks. Participants 
work in groups 3-4 to decide who should hold 
the delegation to act and to what level.

4. Handout sample Delegations Framework (see 
Section 7: Tools Templates and Resources –4. 
Example of a Delegations Framework). Discuss 
how it works.

Presenta-
tion
Flipchart 
paper & 
pens

Hand-
out-Del-
egations 
Framework

EXAMPLE WORKSHOP Session Plan
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10.15-
10.30

Morning tea

10.30-
11.15

Change 
manage-
ment

Outcome: Understand the key factors in successful 
change

Outline: (See Possible Activities 3 in the Module)
1. Presentation about why change occurs in NGOs.
2. Participants to discuss individual experience of 

change events – on each table. 
3. Brainstorm on likely key factors to successful 

change followed by a presentation from the 
trainer notes.

4. Participants work in pairs to make up a short role 
play about a change event e.g. new computer 
system; change of program focus. Chose 2 or 3 
to perform for the group. Players to discuss how 
it felt.

Presenta-
tion

Presenta-
tion

11.15-
12.15

Communi-
cation

Outcome: List of tips for improving communication

Outline: (See Possible Activities 4 in the Module)
1. Start this segment with a game. Chinese 

Whispers – it will build interest before lunch!  Ask 
participants to stand in line and give the first 
person a piece of paper with a short statement 
written on it e.g. I like peanut butter on toast.  
They whisper it to the next person and so on.  
Ask the last person to say out loud what they 
heard.  It is unlikely to be the same sentence!

2. Presentation 
• the importance of good communication
• formal and informal communication.
3. Internal & external stakeholders. Brainstorm 

list of stakeholders (internal/external) who 
we communicate with. Each table take one 
stakeholder and come up with four ‘Tips to 
improve communication’.  

4. Do the “what sort of listener are you?’ quiz.  
Discuss what each line means and what a good 
listener would do  (See Support materials # 2 
Communications Game).

5. Break into 6 groups and each take a 
communication card (see Support materials 
#3  Communications Cards). Stick the card on 
a flip chart and then make at least 5 dot points 
suggestions on how to improve this form of 
communication.

Game

Presenta-
tion

Quiz sheet

Commu-
nication 
cards 
Flipchart & 
pens

12.15-
12.30

Review 
NGO Admin 
Manual

Outcome: increased familiarity with own NGO’s 
administration, communications and logistics 
manual

Outline: 
1. Working in small groups (preferably from the 

same NGO) consider the discussions from 
the morning sessions and list what your NGO 
includes in the administration, communications 
or logistics manual; make a note of what is not 
covered.

Flipchart 
paper & 
pens

12.30-1.30 Lunch

1.30-2.15 Logistics Outcome: Increased awareness of the importance 
and process of good record keeping

Outline: (See Possible Activities 5 in the Module)
1. Write “Good records tell us what, where, when, 

why, who and authorisation” on board.
2. Each table to brainstorm to identify at least 10 

reasons why good records are important and 
then write on post-it notes to put up on the 
board.

3. Brainstorm what can go wrong and how to avoid 
the issues.

Post-it 
notes & 
pens

2.15-3.00 Internal 
Audit

Outcome of discussions: Participants understand the 
purpose and process of internal audit

Possible activities: (See Possible Activities 7 in the 
Module)
1. Discuss what internal audit means and what 

happens if we don’t conduct internal audits.
2. Draw flipchart into quarters labelled governance 

and administration procedures; fixed assets; 
staffing and payroll; finance.
Give each participant an internal control card 
and ask them to stick it in the correct quarter 
(see Section 7 Tool, Templates and Resources - 
Internal Control Cards).
Ask what else the internal auditor could check 
from the Administration and Communications 
Manual and add notes to the flip chart.

3. Discuss why NGOs don’t engage internal auditors 
more often.

Presenta-
tion

Activity
Discussion
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3.00-3.15 Afternoon tea

3.15-4.15 Logistics Outcome: Participants confident about how to com-
ply with own NGO logistics or operations manual  
Outline: (See Possible Activities 6 in the Module)
1. Participants to brainstorm a list of areas that 

should be covered by logistics/administration/
operations manuals. 

2. Working in groups of 2-3 from the same NGO 
complete a poster that summarises what is in 
your own manual. Consider the discussion from 
the afternoon sessions. If there are gaps in your 
manual make a note of them at the bottom of 
the poster so you can discuss this when you 
return to work

Alternative – if don’t have a manual
3. Draft the contents of a manual – what needs to 

be covered, who is responsible, what forms are 
needed

4.15-4.30 Review 1. Participants to collect their post-it note goal and 
discuss with partner if they have achieved this 
goal.

2. Indicate the flip chart towards the door of the 
training room and request that they:

• Place an ‘X’ on the continuum ‘Excellent to Poor’ 
according to how they feel about their work-
shop

• Add a comment in the Comment 
box.

Flipchart
pens
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1. EXAMPLE OF A DELEGATION FRAMEWORK

Print 

# Activity Responsibility Limitations/Comments

1 Develop strategic 
plans 

Board in consultation 
with management

Approval by Board 

2 Develop operational 
plans

Management in 
consultation with 
Board

Approval by Board 

3 Development of 
operational policies 

Management in 
consultation with 
Board

Approval by Board 

Note – strategic and governance 
policies are for development by Board

4 Authorisation 
to operate bank 
accounts

Board Board to authorise by a Board 
resolution that is shown in minutes 
the opening and closing of any bank 
account and the appointment of 
signatories to operate the account i.e. 
Treasurer, Chair and Vice Chair – any 
two to sign

5 Implementation of 
operational plans

Program Manager Once approved by Board (as per 2 
above)

6 Implementation and 
review of operational 
policies

Program Manager Reviews to be approved by Board

7 Ensure legal 
compliance current 
and appropriate

Treasurer/Secretary Board signatures required on any 
legal document

8 Engagement of 
Auditors and Audit 
Terms of Reference 

Treasurer/Secretary Suggestions to Board for appointment 
of Auditors

Development of draft Audit Terms of 
Reference for Board sign off

Board approval in Minutes of Board 
Meeting (of both of above)

# Activity Responsibility Limitations/Comments

9 Budget development Treasurer/Secretary 
and Program Manager

Approval by Board

10 Budget monitoring 
(monthly)

Program Manager Update Board at monthly meeting or 
as and when required

11 Expenditure 
commitment

Program Manager Within Budget:  Up to VT 100,000 - 
without Board Approval  

Above VT100,000 - with Board 
Approval (via Treasurer) 

Outside Budget: Board approval

12 Payments of office, 
operational and 
activity costs as per 
budget

Program Manager Payments to be approved by 
Treasurer, Chair and Vice Chair – any 
two to sign

13 Petty Cash 
management and 
reconciliation (weekly)

Program Manager Total petty cash float of VT10,000 
with replenishment request 
, supported by a Petty Cash 
Reconciliation approved Treasurer 
or Board delegate

14 External relations/
engagement – 
representing NGO 
to general public, 
members and 
potential members, 
governments, donors, 
potential donors 
and international 
organisations

Any Approval /Briefing by Board and 
report back to Board

15 Developing draft 
activity plans

Program Manager in 
consultation with

Approval by Board

16 Developing draft 
funding proposals 

Program Manager in 
consultation with

Approval by Board

Support materials
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2. COMMUNICATION GAME

Print a copy for each participant
Write the score in the answer that best matches how you listen.  Add up your 
score to see how well you listen

When listening to another person, I... 

Always 
= 1

Usually 
= 2

Often   
= 3

Rarely   
= 4

Never 
= 5

Get distracted 
Listen only to facts 
Interrupt 
Assume the other person 
already knows 
Pre - judge 
Tune out 
Ignore nonverbal clues 
Total 
GRAND TOTAL

SCORE

31–35 points = Effective Listener 
21–30 points = Good Listener
14–20 points = Not-so-good Listener 
13 points or less = Huh

# Activity Responsibility Limitations/Comments

17 Reporting back to 
donors

Program Manager For grants under VT 100,000: report 
sign off by 2 members by email prior 
to submission 

For grants over VT100,000: report 
sign off by Board, either at a meeting 
or by 4  members by email prior to 
submission

18 Media Any Local Briefing:  approval by Board

International media: approval by 
Board member
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3. COMMUNICATION TYPE CARDS

Instructions:  Print and stick on to coloured cardboard

Telephone

Email

Formal report or letter

Face-to-face

Branding

Public space in our office

• Organisation Chart is up to date

• Board regularly reviews finance 
reports

• Cash payments support documents 
are correctly filed

• Fixed Asset policy is clear and being 
followed

• Asset register is up to date

7. INTERNAL CONTROL CARDS

Instructions:  Print and stick on to coloured cardboard
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• If relevant, vehicle policy is clear, 
vehicle logbook is filled in correctly 
and is up to date 

• Vehicle insurance and registration 
is up to date

• Human Resource policy is clear and 
being followed

• All staff have detailed job 
descriptions

• All staff have current, written and 
signed employment contracts

• Payroll is supported by appropriate 
documentation 

• All statutory payments e.g. 
superannuation are paid in a timely 
manner with appropriate forms

• The annual budget is approved by 
the Board and this is recorded in 
the meeting minutes

• All payments have adequate 
supporting documents, are 
correctly authorised and use 
correct forms
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• Reconciliations for petty cash and 
bank accounts are done regularly 
and are appropriately authorised

• All payments are authorised by two 
people

• A register of who has office keys is 
maintained

• Any large purchase has evidence of 
independent quotations

• A register of signatories to the bank 
account is maintained

• Computers are password protected

• Backups are maintained of all 
computer data
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RESOURCES 

There are references within each module to source material that is available on 
the web.  

Additionally the sites below offer more broad and general information about each 
module or topic.

Progressio: Capacity Building Manual
http://www.progressio.org.uk/content/capacity-building-manual

Civicus: tool kits
http://www.civicus.org/index.php/en/media-centre-129/toolkits

How to do Strategic Planning
http://www.intrac.org/data/files/resources/729/Strategic-Plan-
ning-A-PLP-Toolkit-INTRAC.pdf

How to develop a Communication Strategy
https://knowhownonprofit.org/campaigns/communications/effective-commu-
nications-1/communications-strategy

DFAT requirements regarding Child Protection, Counter-terrorism and Anti-fraud 
policies
http://dfat.gov.au/aid/topics/safeguards-risk-management/Pages/default.
aspx

http://dfat.gov.au/international-relations/security/counter-terrorism/pages/
dealings-with-terrorists-information-for-australians-and-australian-business-
es.aspx

Anti-bullying policy
https://www.worksafe.vic.gov.au/__data/assets/pdf_file/0013/11191/MIA_
bullying_Final.pdf

Health and safety policies
https://www.ngoservicesonline.com.au/files/pdf/Workplace_health_and_safe-
ty_Checklist.pdf

Finance management
https://www.mango.org.uk/freeresources
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