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INTRODUCTION HUMAN RESOURCES MANAGEMENT 
SYSTEMS TRAINING MODULE

WHY TRAINING FOR HUMAN RESOURCES MANAGEMENT?

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 human resource management 
systems is designed to introduce new staff to the NGOs policies and 
procedures as well as being 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 human 
resource management systems. It brings together information about good 
practice that can be used by workshop facilitators to run human resource 
management training with organisations.  It can also be used to facilitate a 
training-of-trainers workshop with organisation staff or by the organisation 
staff to facilitate their own operational 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 human 
resource management 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 human resource 

management
• be confident to run and/or participate in human resource management 

training
• have the tools to improve the skills and functioning of their organisation 

in human resource management systems.

HOW IS THE MODULE STRUCTURED?

The module will take readers through the basics of human resource 
management systems for NGOs. It is covers the following topics:
• employment
• compliance
• recruitment
• performance management
• communication.

and 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 human resource management 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
Written human resource policies will guide employee selection, and the 
management and expectations of staff. Even a simple manual should cover 
features such as employment (e.g. selection, benefits, holiday and sick 
leave, etc.), compliance (e.g. confidentiality, computer use, conflict of 
interest, child protection and fraud) and health and safety (e.g. drug and 
alcohol policy, grievance procedures etc.). 

Below is a brief description of major areas of human resource management.
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SECTION 1: EMPLOYMENT

Recruitment 

Recruitment is one of the major responsibilities of the human resource staff 
who are responsible for plans and strategies for hiring the right kind of 
people. This includes developing specific job descriptions that set out the 
obligations of an employee and the scope of tasks assigned to him or her. 
They will also prepare employment contracts that detail the remuneration and 
benefits.

Induction and training

When a new person starts someone needs to organise training to introduce 
them to the organisation. This would include familiarisation on policies and 
procedures as well as administrative information. Ongoing staff should get 
the opportunity to improve their existing skills or develop new skills that will 
help them to take up new roles.

Performance management

The main objective of performance appraisals, a key performance 
management tool is to guide and improve the performance of staff. It is an 
opportunity to provide feedback, help to improve communication, determine 
and understand training needs, clarifying roles and responsibilities and 
future work directions. Notes from the formal appraisal discussions should be 
maintained on the staff member’s file.

Managing disputes

In any organisation, disputes may arise between the employees and the 
employers. The human resource staff can act as mediators to sort out any 
issues in an effective and fair manner. 

Work place conditions and safety 

All staff are entitled to good working conditions. A safe, clean and healthy 
environment in a friendly supportive atmosphere can bring out the best in 
employees and add to their job satisfaction. 

NGOs, along with all organisations, need to ensure that staff and visitors are 
safe both in the workplace and in the course of any work travel.  Management 
has a responsibility to put in place policies and procedures that prevent 
injury or accident and minimise the risk of unforeseen circumstances such as 
travel related accidents.  In addition, staff have a responsibility for their own 
personal health and safety, and that of other staff, by complying with any 
reasonable directions given by management for health and safety.

This is a vital aspect of human resource management because the 
performance of an individual in an organisation is affected by the work 
atmosphere or work culture that prevails at the workplace. 

POSSIBLE ACTIVITIES 1. IMPORTANCE OF HUMAN RESOURCES 
MANAGEMENT 

Outcome: Participants can list the functions of human resources 
management and understand their importance 

Possible activities:
• Brief presentation of each area of human resource management.
• In teams, participants are to discuss and choose which they think 

is the most important. Each team to report back.
Note: There is no correct answer – each function is important to 
ensure the right staff are employed, the work place is safe and the 
organisation has appropriate policies that staff understand and 
follow.  
If there is no specific HR section then the director or other senior 
managers should be responsible for this function.
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SECTION 2: COMPLIANCE POLICIES

Due to the relationships with communities, partners and donors, NGOs must 
have a high degree of transparency and accountability. The work NGOs 
undertake is generally using donated funds and has an important impact on 
the lives of beneficiaries.  

Each NGO should have policies and guidelines that help staff make moral or 
ethical decisions in the way they work. Most organisational donors including 
international governments will require NGOs to have a Code of Conduct and 
associated policies. In this module, DFAT (Department of Foreign Affairs 
and Trade - the Australian government aid agency) has been used as an 
example of the requirements set by a donor. Other donors such as DFID (UK 
Government Department for International Development) or EU (European 
Union) will have similar expectations that could be found on their web site or 
in the donor contracts.

A Code of Conduct is a document that clarifies the standards of behaviour 
that are expected of staff in the performance of their duties. It gives 
guidance in areas where staff need to make personal and ethical decisions. 
The Code of Conduct should include guidelines that cover the areas of:
• anti-bullying behaviour: workplace bullying is characterised by persistent 

and repeated negative behaviour directed at an employee that can 
create a risk to health and safety 

• equal opportunities: upholding everyone’s rights and ensuring equality 
to access of work benefits like promotion or training

• conflict of interest: where a staff member may not be impartial in their 
actions or decisions due to other interests. 

Other compliance policies may include:

Child Protection Policy aims to protect children from exploitation 
and abuse in the delivery of the aid program  
-DFAT requires all contractors and civil society 
organisations funded by DFAT through the aid 
program to have a policy that complies with their 
standards

Counter Terrorism Policy DFAT requires funded NGOs to ensure they do not 
associate with “terrorist organisations”

Anti- fraud Policy DFAT has a zero tolerance approach towards 
fraudulent and corrupt activities -this means if 
your NGO receives DFAT funding any suspected 
fraud must be reported

POSSIBLE ACTIVITIES 2. COMPLIANCE POLICY 

Outcome: Participants understand the role and importance of each 
compliance policy and are able to put them into practice in their 
everyday work.

Possible activities:
• Explanation of what is a compliance policy and why it is important.
• Discussion about consequences of breaches of Code of Conduct. 
• Discuss what benefits anti-bullying and equal opportunities policies 

bring to an NGO.
• Poster presentation – each team is to choose one policy and develop 

a poster to highlight key points (see detailed trainer session).
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SECTION 3: RECRUITMENT 

The key stages in appointment of new staff are listed below along with brief 
explanatory notes. 

Steps in recruitment

SECTION 3: COMMUNICATIONS

Analyse 
organisational 
needs

• should be a clear need for the appointment in the 
strategic or annual plan

• funding source should be identified and match the 
length of contract.

Draw up job 
description

• outlines the necessary skills, characteristics, training 
and experience needed 

• detail the duties and responsibilities of the job
• provides basis for salary categorisation
• provides basis for interviewing candidates
• guides staff in their work responsibilities 
• can be used in performance evaluation. 

Advertise the 
position

• process should be open and transparent
• decide if you can advertise internally to promote an 

existing staff member or if you need to advertise 
externally to get a wider selection of candidates.

Select an 
interview panel

• is important the selection panel has a good mix of 
people in terms of experience, gender, age, ethnic 
group 

• consider including partners or community 
representatives.

Shortlist 
candidates

• The interview panel should:
• draw up a list of criteria from the position description 
• decide if the interview should include a written or 

computer test
• design a selection criteria form that includes 

numerical grades for each criteria.

Interview • process should offer the same opportunity to all 
candidates.

Selection • interview panel members should compare the grades 
they have given each candidate and any comments or 
observations  and try to reach consensus about which 
candidate should be offered the job 

• the director may be required to make the final 
decision

• recording why applicants are rejected or selected can 
also be an important tool for creating a transparent 
approach to the selection and recruitment of staff 

• check preferred applicants referees 
• the appointment should be made strictly on merit. 

Advise candidates • notes taken during the process will need to be written 
up clearly and kept on file for some months. 

• ALL candidates are entitled to feedback on their 
performance, whether they have been successful or 
not; this should be provided if requested.

Contract • a standard contract should be used for all employees
• contract should include all the terms and conditions.

Induction and 
probation

• allow for probationary period, in which staff can 
decide whether the post is right for them and the 
management can decide if the new staff member is 
right for the job

• managers should help a new staff member become 
familiar with the organisation and their job. This will 
include an induction or orientation program to cover 
policies and procedures, meet fellow workers, have a 
physical tour of the premises and be allocated a desk, 
computer and stationery.

Salary • a salary structure contains the following elements: 
job grade; starting salary; any increments

• a salary structure available for all staff to see will 
ensure equity and transparency

• decide how increment will be paid e.g. cost of living or 
annually following satisfactory performance review.

Source and for more detailed information see: Progressio  i

http://www.progressio.org.uk/sites/progressio.org.uk/files/5_Managingpeople.pdf
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POSSIBLE ACTIVITIES 3. RECRUITMENT

Outcome: Participants can explain each stage of recruitment process

Possible activities:
• Make cards for each stage of recruitment and ask volunteer to put 

them in the right order; then working in pairs give participants a 
card each and ask them to come up with key points for each stage; 
write it up on flip chart so everyone can read.

• Discussion about consequences of poor recruitment. 
• Discuss what challenges NGOs face in attracting and retaining 

good staff; what can they do to manage these issues?

Components of a Job Description

Note: Sometimes it is necessary to modify or update a job description. Any 
minor changes to a person’s existing job description should be discussed and 
agreed with the employee. If the changes are substantial it may be necessary 
to consider initiating a new selection and recruitment process and issuing a 
new contract of employment. 

A summary statement a general statement of duties
who the employee would report to full time 
or casual position.

Functions of the position specific details of what the job actually 
entails the priority or importance of each 
activity.

Attributes needed for the 
position

detail any technical or educational 
requirements that may be critical or 
desired expected experience.

Reporting lines details of the reporting and organisational 
structure helps the employee better 
understand how their activities fit into the 
total organisation.

Salary and benefits details of salary, superannuation, leave 
entitlements.

Other expectations of any travel required 
probation period. 

POSSIBLE ACTIVITIES 4. JOB DESCRIPTION DEVELOPMENT 

Outcome: Participants are able to draw up a simple job description

Possible activities:
• Using a standard template and working in groups of 2-3 write a job 

description for a range of jobs e.g. finance officer, admin officer, 
driver, program officer, program manager, HR officer, funding officer, 
director.

• Discuss what challenges the participants faced in writing the job 
descriptions.
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SECTION 4: PERFORMANCE MANAGEMENT 

Every attempt should be made to align individual staff work plans to the 
organisational goals that are stated in the annual plans.  This is so staff can 
clearly understand where their work efforts will contribute to the overall goal 
of the NGO. 

Performance management is the systematic process of:
• planning work and setting expectations
• continually monitoring performance 
• developing the capacity to perform 
• periodically rating performance 
• rewarding good performance.

The tools a manager has available to assist in this process are:
• day to day management 
• formal performance review
• staff development and training.

SECTION 5: COMMUNICATION

Managers and supervisors are responsible to guide the work of their teams. 
Communication and feedback is the key to a successful working environment 
as it helps:
• people to learn
• create opportunity for professional and personal development
• boost morale and loyalty
• keep activities to work plans.

It is important that communication with staff does not only occur around 
negative instances and that positive achievements are communicated as 
well.  This helps to engage staff and reduce turnover. 

Some things to avoid are:
• only ever giving negative feedback
• sandwiching negative feedback in between two positive feedback 

messages – the person may only hear the good
• storing up 12 months of feedback and dumping this on employees in one 

meeting
• being insincere when giving positive feedback
• not being direct enough or honest enough - fluffing around the issues
• yelling, screaming or getting emotional
• allowing the employee to steer the conversation
• communicating in an inappropriate forum – e.g. email, publicly, hallway 

conversations
• avoid making any personal criticisms
• being unprepared and ‘winging it’.

Things to try instead are:
• being balanced and giving positive and negative feedback when its due
• be direct and honest and give the feedback truthfully
• be timely in your feedback and communication as it happens – don’t put it 

off
• practice and prepare what you are going to say – be specific, use 

examples
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• be prepared; you are the manager and you need display a calm approach 
– do not match bad behaviour

• allowing the employee to respond to your comments
• always communicate face to face – emails are not effective for personal 

conversations, 
• as a general rule “praise in public, criticise in private”
• focus on facts, have all the right information and evidence if possible and 

use examples
• have a script and plan what you are going to say. ii

Disciplinary action

In situations where an employee has breached any NGO policy, engaged 
in misconduct or where all corrective action has failed to address a 
performance issue disciplinary action may be required. It is important that 
staff rights are maintained through the following actions:

• Employees should be treated fairly and the proper procedures should be 
followed.

• Employees must be made aware of their responsibilities, counselled and 
given the opportunity to reach the standards expected of them and the 
chance to defend them before action is taken.

• Notes of the meeting are to be taken and be signed by the employee and 
the manager as a true record of discussions.

• The expected standard must be clearly defined and the measurement 
criteria understood. A reasonable date for achievement of standards 
must be agreed. This should be shown as a minimum time, e.g. within one 
month.

• For serious issues, employees must be advised in writing and a copy of 
the advice must be recorded on the employee’s personnel file.

A standard disciplinary process:

Step 1: Discussion - this is a verbal discussion between an employee  
  and a manager to discuss poor work performance or conduct   
  and the need for correction. A written record of this discussion  
  will go on the employee’s personnel file.

Step 2: Assessment - if there is little or no improvement after the   
  agreed time, the next step is a written warning. Staff have the  
  right to discuss the warning and comment in writing. The staff  
  member may choose to have a representative of their choice   
  present at any meeting. 

Step 3: Final Warning - if there is no marked improvement, a final   
  written warning will be given. Staff have the right to discuss   
  the warning and comment in writing. The staff member   
  may choose to have a representative of their choice present at  
  any meeting. 

Step 4: Termination - after referral to the Board Chair and if there is no  
  marked improvement, the employment will be terminated.
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POSSIBLE ACTIVITIES 5. IMPORTANCE OF GOOD STAFF MANAGEMENT 

Outcome: Participants understand the importance of good staff 
management as a component of achieving organisational goals

Possible activities:
• Participants to bring own position descriptions to training and 

discuss how they link to the NGO annual plan.  If this is not clear, 
discuss ways the position description could be improved.

• Discussion groups on which is the most important management 
tool – day-to day management; formal performance reviews; 
training and development.

• Participants to work in groups on a series of scenarios and 
agree what management tool (day-to day management; formal 
performance reviews; training and development) would be best 
used.

• Role play – two groups given the same scenario and asked to 
script a conversation using some of the good and bad points 
listed.  Participants to identify good and bad communication 
techniques.

Dispute Resolution

Disputes can arise at any workplace. A dispute exists when one or more 
people disagree about something and matters remain unresolved. A fair and 
balanced dispute resolution process is important for the effective operation 
of any business. The policy and procedure manual should set out the steps 
for resolving staff complaints or disputes.

Concerns should be taken seriously and employees are entitled to 
confidentiality and protection from retaliation if the complaint has been made 
in good faith.  

The staff member should in the first instance discuss the dispute with their 
manager and if they feel the matter has not been fairly or constructively 
resolved submit their concern to the director, who will discuss it and provide 
a satisfactory solution. Generally in NGOs, grievances are handled internally 
because there is no recourse to external mediation or arbitration.
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Time Activity Details Material

Advance 
preparation

• Set the room up ‘café style’ i.e. with 4-5 partic-
ipants 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 -8.15 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

8.15-8.20 What are 
we doing 
today?

Outcome: 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

Session PlanSECTION 6: TOOLS, TEMPLATES AND RESOURCES

Human Resource Management suggested one-day workshop: 

OBJECTIVES: Participants will 
• be familiar with the Human Resources Policy and 

Procedure for their NGO
• list the functions of human resources management 

and understand their importance 
• explain each stage of recruitment process
• draw up a simple job description
• understand the importance of good staff 

management as a component of achieving 
organisational goals.

SESSION 
CONTENT:

• Welcome and registration
• Functions of HR management
• Compliance
• Recruitment
• Job descriptions
• Performance management
• Disciplinary Action
• Review NGO Admin Manual
• Review of training.

KEY LEARNING  
POINTS:

• Even small NGOs need good human resource 
management systems

• Ensuring the right person is appointed to a clear job 
description with good management is important for 
the NGO to achieve its goals

• Good communication is vital.
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10.30-
11.45

Recruit-
ment

Outcome: Participants can explain each stage of 
recruitment process
Possible activities: (See Possible Activities 3 in the 
Module)
• Make cards for each stage of recruitment and 

ask volunteer to put them in the right order; then 
working in pairs give participants a card each 
and ask them to come up with key points for 
each stage; write it up on flip chart so everyone 
can read (see Section 6: Tools, Templates and 
Resources – 2. Recruitment Cards).

• Discussion about consequences of poor recruit-
ment.

• Discuss what challenges NGOs face in attracting 
and retaining good staff; what can they do to 
manage these issues?

Recruit-
ment cards

11.45-
12.30

Job de-
scriptions

Outcome: Participants are able to draw up a simple 
job description
Possible activities: (See Possible Activities 4 in the 
Module)
• Using a standard template and working in groups 

of 2-3 write a job description for one of a range 
of jobs e.g. finance officer, admin officer, driver, 
program officer, program manager, HR officer, 
funding officer, director (see Section 6: Tools, 
Templates and Resources – 3. Position Descrip-
tion Template).

• Discuss what challenges the participants faced 
in writing the job descriptions.

• Participants to bring own position descriptions 
to training and discuss how they link to the NGO 
annual plan. If this is not clear, discuss 

Position 
description 
template

12.30-1.30 Lunch

8.30 – 9.15 Functions 
of HR man-
agement

Outcome: Participants can list the functions of 
human resources management and understand their 
importance
Possible activities: (See Possible Activities 1 in the 
Module)
• Brief presentation of each area of human re-

source management.
• In teams participants are to discuss and choose 

which they think is the most important. Each 
team to report back. Note: There is no correct 
answer – each function is important to ensure 
the right staff are employed, the work place is 
safe and the organisation has appropriate poli-
cies that staff understand and follow.  

• General discussion:  What should happen if there 
is no specific HR section?  Possible solutions are 
the director or other senior managers should be 
responsible for the HR function.  Discuss what 
aspects could be delegated to a more junior 
staff member; what are the risks?

Presenta-
tion
Principles 
cards

9.15-10.15 Compliance Outcome: Participants understand the role and im-
portance of compliance policies and are able to put 
them into practice in their everyday work
Possible activities: (See Possible Activities 2 in the 
Module)
• Presentation about compliance policies and why 

they are important.
• Small group discussion about consequences of 

breaches of Code of Conduct.
• Discuss what benefits anti-bullying and equal 

opportunities policies bring to an NGO
• Poster presentation – each team is to choose 

one policy and develop a poster to highlight 
key points (see Section 6: Tools, Templates and 
Resources – 1. Compliance Exercise).

Flip chart 
paper/
pens

10.15-
10.30

Morning tea
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3.45-4.15 Review 
NGO Admin 
Manual

Outcome: increased familiarity with own NGO’s human 
resources manual
Outline:
1. 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.

NGO HR 
manuals
Flip chart 
paper / 
pens

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. Put up four sheets (or divide a flip chart into 4 
quarters) – label each one as below. Ask partici-
pants to write a comment for each.

1.  What was interesting or new, during the work-
shop? 

2.  What is one change that you can make in your 
practice or one idea that you will put into prac-
tice as a result of this workshop? 

3.  What part of the workshop was most useful to 
your work? 

4.  What part of the workshop should be changed 
to improve learning? 

Flipchart
pens

1.30-3.00 Perfor-
mance 
manage-
ment

Outcome: Participants understand the importance of 
good staff management as a component of achiev-
ing organisational goals
Possible activities: (See Possible Activities 5 in the 
Module)
• Discussion groups on which is most important 

management tool – day-to day management; 
formal performance reviews; training and devel-
opment.

• Participants to work in groups on a series of sce-
narios and agree what management tool (day-to 
day management; formal performance reviews; 
training and development) would be best used 
(see Section 6: Tools, Templates and Resources 
– 4. Performance Management Scenarios).

• Introduce a short game to get participants think-
ing about communication (see Section 6: Tools, 
Templates and Resources – 5. Performance Man-
agement Introduction to communication). 

• Brainstorm good and bad communication tech-
niques and write them up on a flip chart.

• Role play – participants to work in pairs; each 
pair is given the same scenario; task is to and 
asked to script a short 2 min conversation using 
some of the good and bad points listed. Each 
pair is to role play their script and the rest of the 
participants to identify good and bad communi-
cation techniques (see Section 6: Tools, Tem-
plates and Resources – 6. Performance Man-
agement Role Play and 7. Other Communications 
Roles plays for more choice).

Scenarios

Role play 
scenario

3.00-3.15 Afternoon tea

3.15-3.45	 Disciplinary 
Action

Outcome: increased awareness of stages in a disci-
plinary action
Outline: (See Possible Activities 5 in the Module)
1. Brief presentation on principles of good disci-

plinary procedures.
2. Put the 4 steps cards on the board and ask 

volunteer to put them in the correct order (see 
Section 6: Tools, Templates and Resources – 8. 
Disciplinary Action Cards).

3. Brief discussion on key points under each step.

Steps of 
disciplinary 
action 
cards
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2. RECRUITMENT CARDS

Instructions: photocopy/write the list on to coloured cards 

Analyse organisational needs

Draw up job description

Advertise the position

Select an interview panel

Shortlist candidates

Interview

Selection

Advise candidates

Contract

Induction and probation

Salary negotiation

Support materials

1. COMPLIANCE EXERCISE

Instructions:  read the scenario and instructions to the participants
The Director is concerned that staff don’t understand the importance of the 
Code of Conduct which includes the Child Protection Policy; Anti-bullying Poli-
cy; Equal Opportunity Policy; and Anti-Fraud and Terrorism Policy.  
She has formed a committee to address this issue.  After several meetings 
they decide the most effective way to remind staff about the importance of 
each policy is to design a set of informative posters.

Each team is to design a poster for one policy:
• Child Protection Policy
• Anti-bullying Policy 
• Equal Opportunity Policy
• Anti-Fraud Policy 
• Terrorism Policy.

The poster should make it clear why it is important staff understand and 
adhere to the policy; what the key points of the policy are and what are the 
consequences if staff don’t follow the policy.
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4. PERFORMANCE MANAGEMENT – SCENARIOS 

Instructions: Photocopy the scenario and give a set of instructions to each 
group
An NGO called Fair-go-for-all develops and delivers youth engagement pro-
grams in urban and rural settings.  They use a 3-step approach to the man-
agement of staff performance:
(i) Day to day management 
(ii) Annual performance review
(iii) Staff development and training

All staff sign a Code of Conduct which includes the Child Protection Policy; 
Anti-bullying Policy; Equal Opportunity Policy; and Anti-Fraud Policy and An-
ti-Terrorism Policy.  There is a detailed Health and Safety Policy.

In each of the following scenarios:
What has either gone wrong or could potentially cause a problem?  
What is the possible impact on the work of Fair-go-for-all? 
Which method of staff performance management would be most effective?
What else do you need to know about the scenario?

Work in your teams to discuss the issues and possible solutions 

Scenario 1
Ronny is a new staff member who began work on 1 March. He previously 
worked in a bank and has excellent references. His manager was on sick leave 
when he started and has been very busy since returning to work. The recep-
tionist looked after Ronny for the first week, showing him how to access his 
computer, where to get stationery and how to fill out his timesheet. No one 
else has helped Ronny and he has had to figure out how to file the evaluation 
sheets from the community activities. There have been over 500 responses to 
the program. The quarterly report is due in 2 days and the manager can’t find 
all the evaluations.

3. POSITION DESCRIPTION TEMPLATE

Instructions: Photocopy the following list or use the information to create a 
template.  Give each group a copy

Job Title
Location
Hours (full time, part time or casual)
Position reports to (Line Manager title)
Job Purpose Summary (ideally one sentence which describes the overall   
 purpose of the position and how it contributes to the organisational   
 goals)
Key Responsibilities and Accountabilities, (or ‘Duties’. 8-15 numbered points)
Work experience & skills
 Essential experience (insert list of essential experience, for example,  
  Minimum two years general administration/reception    
  experience)
 Desirable qualifications (insert list of desirable (but not essential)   
 experience, for example, Experience working within a manufacturing   
 environment)

Personal qualities & behavioural traits
Essential qualities or behaviours (list of essential qualities or behaviours, for  
  example, Written and verbal communication skills)
Desirable qualities or behaviours (list of desirable (but not essential) qualities 
or   behaviours, for example, Attention to detail)
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5. PERFORMANCE MANAGEMENT – INTRODUCTION TO COMMUNICATION 

This is a short game to get participants thinking about communication:
Make a list of about 18 related words, pick any topic, for example:
• Pillow
• Mattress 
• Sleep
• Snore etc. 
Pick one word to be intermingled in the list three times, such as, the 3rd, 7th, 
and 12th word will be “sleep.” Leave out one obvious word from the list such as 
“bed.”  

Ask attendees to listen as you read the list to them.

Give them one minute to write as many words as they can remember that you 
said. Usually 60% will remember the first word, 75% will get the last word on 
your list, 80% will remember the word that was repeated three times and 20% 
will write down the obvious word you never said. Debrief why all this happened 
and what we can learn from this.

Scenario 2
Simon has been employed at Fair-go-for-all for 15 years, firstly as a driver 
and then about 10 years ago as a project officer. In the past 6 years he has 
regularly applied for a promotion to a range of vacancies but has been unsuc-
cessful in each application. His manager has noticed that over the last 12-15 
months Simon regularly comes in late and often leaves early. Some other staff 
have reported that he has been seen using his computer to access Facebook 
during work time.

Scenario 3 
The Administration Assistant is responsible for maintaining the stock of sta-
tionery. The program officer, who has been employed for 4 years uses a lot of 
material for youth engagement activities.  The manager suspects he is regu-
larly taking home stationery items like paper; pens and staplers. Recently the 
office camera has gone missing 

Scenario 4
Staff member is a well-respected Project Manager who has a lot of experience 
in working in rural communities and is well liked and trusted.  The NGO was 
recently awarded a 3-year grant to run a safe drug program in 4 communities. 
The first quarterly report is due in two days and the staff member has spent a 
lot of extra personal time to ensure it is a very good report.
 
The Manager has been too busy to review or discuss the draft. The final copy 
is ready to send to donor and the HR Manger contacts the Manager to com-
plain about the use of photos showing children traveling in a very remote area 
in the back of an open tray truck with the Project Manager. When you investi-
gate you find out it was an overnight excursion, outside the project activities 
and there were no other adults present.
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7. OTHER COMMUNICATION ROLE PLAYS 

Try one of these scenarios with a mixture of the following communication styles:

1. person 1 aggressive person 2 aggressive
2. person 1 aggressive person 2 passive
3. person 1 aggressive person 2 assertive
4. person 1 passive person 2 passive
5. person 1 passive person 2 assertive
6. person 1 passive person 2 aggressive
7. person 1 assertive person 2 assertive
8. person 1 assertive person 2 aggressive
9. person 1 assertive person 2 passive

6. PERFORMANCE MANAGEMENT – ROLE PLAY 

Instructions: Photocopy the scenario and give a set of instructions to each 
group

Scenario
The manager is concerned that the past 4 monthly donor reports are inaccu-
rate and poorly written. She sees the project officer about to go to the staff 
kitchen for lunch and decides that she needs to address this issue. 

Task:  decide who will play which role and script a short (2 minute) conversa-
tion. Choose some good or bad communication techniques to demonstrate. 
Each pair is to do their play and the rest of the group identifies the examples.

Compliant, submissive, 
talks little, vague 
non-committal 
communication, puts 
self down, praises 
others

“I don’t mind...that’s 
fine.... Yes alright”

Actions and 
expressions fit with 
words spoken, firm 
polite and clear 
messages, respectful 
of self and others

“That’s a good idea, 
and how about if we 
did this too...” or “can 
see that, but I’d really 
like...”

Sarcastic, harsh, 
always right, 
superior, know it all, 
interrupts, talks over 
others, critical, put-
downs, patronising, 
disrespectful of others

“This is what we’re 
doing, if you don’t like 
it, tough”

Passive   Assertive   Aggressive iii
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Scenario seven
You delegated some work to someone else; it hasn’t been done properly. It’s a 
real mess. It needs sorting out.

Scenario eight
You are at a meeting that is being held by the body which supervises/
oversees the voluntary work organisation. You know that one of your fellow 
volunteers has a very important point that they wish to make. The chairperson 
is being extremely aggressive/passive (choose which) and one member at the 
meeting is starting to get annoyed with the chair’s behaviour.

Scenario nine
You are in the car park at the supermarket in an expensive car which you 
have borrowed from a friend to the day. As you are reversing the car out of its 
space another car runs into it.

Scenario ten
You are in the car park at the beach. As you are reversing out of your space a 
woman thumps the roof of your car and shouts, “stop”. She then tells you that 
you almost knocked her five year old child down.

Take it in turns to choose a style. You should be able to see differences in: 
the words used, the volume, the tone and the body language and in the 
outcome of the communication.

Scenario one 
One of the members of your voluntary work team (who all supposed to be 
equals) has taken over a meeting. They dominate the meeting with their own 
opinions and views and don’t let the people contribute. This needs addressing 
if the meeting is to arrive at a successful outcome and to function effectively.

Scenario two
A new member of your team has been criticising how you do your work (behind 
your back). You want to discuss this with them.

Scenario three
You need to ask a colleague to be quiet. Their constant chatter and loud voice 
is disrupting your own work.

Scenario four
You bought a radio in a sale for VUV 3000. Six days after you bought it, it 
stopped working. You have subsequently seen virtually the same player in 
another shop for only VUV2000. You want to take it back.

Scenario five
Your supervisor for your unpaid voluntary work asks you to stay late for the 
second time in a row in order to finish the urgent work presentation s/he 
has to do tomorrow. You are already very busy with your own work and have 
coursework that you need to finish for tomorrow, but you don’t want to let 
him/her down.

Scenario six
You are working collaboratively as a member of a team to produce a joint 
report. One member of the team says to you “you haven’t been very supportive 
have you? I think that I have ended up doing most of the work this time”.



34

8. DISCIPLINARY ACTION

Instructions: photocopy/write the list on to coloured cards 

Discussion 

Assessment 

Final Warning

Termination
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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

References

i  Progressio:  http://www.progressio.org.uk/sites/progressio.org.uk/files/5_
Managingpeople.pdf

ii  Business Victoria http://www.business.vic.gov.au/hiring-and-managing-
staff/staff-management/communication-skills-in-the-workplace-for-
managers

iii Source: http://www.getselfhelp.co.uk/communication.htm
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