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Gateway Qualifications Level 3 Diploma in Business Administration
Principles of Administration – Lesson Plan
Tutor Guidance	
This session is designed to provide some of the knowledge and understanding to support the completion of this unit of the Level 3 Diploma in Business Administration. As you work through the session, activities are provided to support the collection of evidence for the knowledge unit with guidance as to the criteria they cover.
Although this lesson plan refers to ‘group’ the lesson may well be delivered to one learner at a time.
	Resources Required 	
	Handouts Required

	· Laptop and projector
· Pens and paper
· Copy of slides and procedures
· Highlighter pens and complaints
	· Activity 1 – Manage an office facility
· Activity 2 – Dealing with health and safety
· Activity 3 – Taking meeting minutes
· Activity 4 – Lead, chair and manage meetings
· Activity 5 – Supervise an administrative team
· Activity 6 – Organise an event
· Copy of matrix
· COSHH handout
· HASAWA handout
· Management of health and safety handout
· RIDDOR handout
· Working time regulations handout
· Organising a meeting handout
· Taking meeting minutes’ handout
· Additional activities
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	Slide
	Content
	Tutor Guidance
	Handout/Resources Required

	1
	Title Slide
	Welcome the group to the session.
Explain that there are a number of different elements that make up the role of an administrator, from the management of office facilities to the maintenance of health and safety. 
Explain this session is designed to look at the different elements of the administrative role, and the principles that understand these elements. Explain the students will complete activities throughout the session which will provide some evidence for the unit.
Hand out a copy of the slides and the unit matrix
	Laptop and projector
Pens and paper
Copy of slides
Unit matrix

	2
	Aims of the session
	Discuss the aims of the session and agree these with the group.
	

	3
	Agenda
	Read through the points of the agenda. Explain the session is designed to develop an understanding of the key points contained within the unit.
	

	4
	What are the key elements of an administrative role?
	Ask the group to work in pairs and agree a list of key elements covered within their role.
Give 10 mins then feedback.
Look for:
· Monitor health and safety
· Organise events
· Manage diary systems
· Manage the team
	

	5
	What are the key legal requirements relating to the management of an office?
	Ask the group if they understand what is meant by legislation and explain these are the laws put in place to protect people, whether this be employers and employees in the workplace or visitors and customers to a venue.
Bring up the points on the slide and give a brief background to the different legislation:
Health and Safety (Inc. RIDDOR and COSHH)– explain this will be looked at later in the session. For now, explain this focuses on the protection of employers and employees in the workplace and includes the need for risk assessments, staff training etc.
Hand out HASAWA, COSHH, RIDDOR and Management of health and safety handouts
Working time regulations – explain this includes regulations on the number of hours that can be worked in a day/week including different allowances based on the age of the employee, rest periods and holiday entitlement. 
Hand out Working time regulations
Equality act – Explain the Equality Act 2010 is the umbrella legislation which covers all elements of equality and discrimination including Race Relations Aact etc. Explain this provides guidelines to employers and employees on their rights based on any of the protected characteristics
	COSHH handout
HASAWA handout
RIDDOR handout
Management of health and safety handout
Working time regulations handout

	6
	What are the typical services provided by an office facility?
	Explain that the services offered by an office facility may be different for each organisation and these will be agreed in order to support management.
Ask the group to refer back to the ice breaker and bring up the points on the slide.
Explain there may be other responsibilities, but as explained this will be dependent on the organisation.
	

	7
	How do you establish office management procedures?
	Explain there are 3 main areas that need to be covered when establishing office management. Bring up the 3 points individually and provide the additional information.
Communications – Explain you will need to ensure you have the appropriate telephone systems in place. These will need to be able to receive and make internal and external calls. You may require a switchboard system in order to pass calls to the appropriate person. You will also need electronic systems including access to email, the sharing of diaries to support the organisation of events and meetings.
Resources – You will need to ensure you have enough staff to complete activities. You will also require access to the appropriate office equipment including computers, copiers, printers etc. in order to complete your role.
Management procedures – You will need to ensure you have the appropriate procedures in place as an organisation; these will cover health and safety, security and confidentiality procedures etc. You will need to ensure you have had training on all procedures and that you pass this training to all/any staff and complete regular updates.
	

	8
	How do you manage office resources?
	Explain that there are a number of resources you will be responsible for managing, this includes the equipment, stationary and staff.
Bring up the points individually and provide the additional information.
Office equipment – You will need to identify what equipment is required within the office, you may have a wish list for everything but you will need to understand your budget and identify what is actually required. For example, you may want a franking machine but if you send very few letters is this necessary or cost effective? Once you have identified what you need, the next step will be to identify the appropriate suppliers and possibly negotiate a good deal for the business. Once installed, you will need to monitor the use of the equipment, ensure all staff have been trained on the use and ensure that appropriate security procedures are in place. You will also need to ensure you have ICT support in place to deal with any problems, regular maintenance checks and regular PAT testing.
Stationery – again you will need to identify what the requirements of the office are; you will need to identify what you need and match this against your budget. If you will require a large amount of something (e.g. paper), you may want to negotiate bulk buy deals with suppliers. You will need to put some form of stock control system in place to monitor the use of the stationery and monitor stock levels so replacements can be ordered before you run out. You need to make sure you have made allowances for letter headed paper and also that you have recycling processes in place to reduce waste. If you are dealing with confidential material, you may also need to arrange secure disposal of paperwork (e.g. using shred all etc.)
Staff – You will need to identify the staff you require; this will include identifying if you need full time or part time staff, how you will ensure you can meet deadlines etc. To do this, you will need to work with HR to develop job descriptions and arrange the recruitment and induction for new staff. You will also need to ensure you have plans in place to deal with annual leave, sickness absence and poor performance.
	

	9
	How do you plan work flow?
	Read through the points and check everyone understands this is the basis of planning any activity or project.
	

	10
	How do you monitor work flow?
	Read through the points and check everyone understands.
When discussing dealing with problems, provide the additional information:
This could include not meeting deadlines, going over budget and losing team members. These will all need to be dealt with and there are many ways to do this so you will need to apply problem solving techniques to do this.
	

	11
	What support is available for office workers?
	Explain that, as an office manager you will need to be aware of the support available to yourself and your team. Bring up the points and provide the additional information.
HR – your HR department will be able to provide help and support on a range of areas including recruitment or promotional activities, production of job descriptions, developing employer/employee relationships etc. They can also support with the mediation of any staffing problems, dealing with workplace culture problems, dealing with performance problems and ensuring E&D legislation is followed.
Operation and facilities – If you need support with any building aspects including heating and lighting, cleaning, catering, parking and ICT support you will need to speak to your operational and facilities teams who will be able to help you with these points.
Welfare – You will need to ensure there is a safe and secure workplace available for your team. You will need to ensure regular risk assessments are completed to maintain the safety and ensure the environment is kept clean and hygienic for the team. There will need to be toilets available and facilities for the preparation of meals and drinks (depending on the size of the business this could extend to a cafeteria or a small designated area of the office with a kettle and fridge) You may also need to ensure there is a secure reception area and visitors are provided with identification badges.
	

	12
	Managing an office facility
	Hand out Activity 1 – Managing an office facility.
Give the group 15 mins to complete then feedback.
	Activity 1 – Managing an Office Facility

	13
	What are the legal obligations of an employer for health and safety?
	Ask the group what they believe their employer’s legal obligations are and bring up the points. Explain this list is just a few examples and it extends much further than this. Explain that, depending on the environment, there might be a requirement to facilitate sight tests, complete DSE assessments etc. to ensure illnesses are prevented.
	

	14
	What are the responsibilities of individuals for health and safety
	Explain that health and safety is the responsibility of everyone, not just the employer. Every individual has a responsibility to ensure health and safety is maintained.
Bring up the points and read through. Check everyone understands..
	

	15
	What are your company accident and emergency procedures?
	Explain that the accident and emergency procedures will be different for all organisations, however the main points will be the same as they are stipulated by relevant legislation.
Explain that accidents will include cuts, fainting, being struck by falling objects etc.
Emergencies could be serious injuries, fire, electrocution etc.
Bring up the points on the slide and read through. Explain these are the key points that every employer will have in place to ensure all accidents and emergencies are dealt with correctly. Explain it is important you do not do anything you are not trained to do without the support of the emergency services, as this could cause further harm.
	

	16
	Dealing with Health and Safety?
	Hand out Activity 2 – Dealing with Health and Safety.
Give 10 mins to complete and feedback
	Activity 2 Dealing with Health and Safety

	17
	What is the purpose of meeting minutes?
	Read through the points and check everyone understands

	

	18
	What are the legal implications of meeting minutes?
	Explain that meeting minutes could be called upon in the event of staff disputes or legal issues.
Read through the points and check everyone understands.
	

	19
	Why must minutes be accurate?
	Ask the group the question and allow them to shout out responses before bringing up the points on the slide. 
Read through and ensure everyone understands.
Explain that a minute taker is responsible for ensuring the minutes are accurate. They take on the role to enable the meeting leader to concentrate on chairing the meeting.
	

	20
	What should be included in minutes?
	Ask the group the question before bringing up the points, check everyone agrees. If anyone has anything else to add, discuss if it is appropriate to include
	

	21
	What should not be included in minutes?
	Explain it is not appropriate to minute everything in a meeting.
Read through the points and check everyone understands.
	

	22
	How do you take meeting minutes?
	Read through the points and check everyone understands.
Explain it is important to avoid verbatim notes. Explain that once the meeting is finished, you will need to type up the minutes and gain authorisation from the chairperson before distributing to all attendees and non-attendees.
Handout Taking meeting minutes
	Taking meeting minutes handout

	23
	Taking Meeting Minutes
	Hand out Activity 3 - Taking Meeting Meetings
Give 15 mins to complete then feedback.
	Activity 3 – Taking meeting minutes

	24
	What are the different types of meetings you may attend?
	Explain that there are 2 types of meeting the students may attend within their role. Ask if the group know what these are before bringing up the two headings.
Go through the different meetings and provide an explanation as to what happens at each one.
	

	25
	Formal meetings
	Explain there is no set process for a formal meeting as this may have any number of purposes. Bring up the points and provide an overview of each:
Preparation – advance notices will be required and these will include information of any preparation the attendees may need to complete
Travel – a venue may need to be arranged and this may include the identification of refreshment arrangements. You may also need to organise travel arrangements including rail bookings
Meeting minutes – minutes of the meeting will be recorded and you may be asked to do this within your role. These need to be accurate and will be typed up following the meeting and distributed once agreed.
Action points – these will be agreed by all participants and will be included within the meeting minutes and distributed to all attendees.
Agenda – the agenda will be pre-determined and may have been sent out with the meeting invites
Explain formal meetings may be used to agree annual budgets, provide accounts to shareholders, make decisions to changes in the business.
	

	26
	Informal meetings
	Explain that, again there is no fixed process for an informal meeting although each individual organisation may have its own process.
Bring up the points and provide a brief explanation:
Ad hoc – an informal could be ad hoc to respond to a particular business need or to make use of an unexpected circumstance or opportunity
Agenda – If the meeting is ad hoc it is unlikely there will be a set agenda. If the meeting is a one to one there will be points to discuss but these may change from one month to the next.
Minutes – it is likely minutes will be recorded so there is a record of the conversation for reference at a later date. These will need to be typed up and distributed to all attendees.
Action points – again, there may be action points from the meeting. These will have been agreed and target dates set. These will be included within the meeting minutes
Explain informal meetings may be used to provide progress updates, make workload allocations, discuss staffing requirements etc..
	

	27
	What is the role of a chairperson?
	Ask the group if they understand the role of a chairperson then bring up the points on the slide.
Read through the points and check everyone understands.
Explain that the chair person has the overall control of the meeting. It is their role to ensure the agenda items are met and that no one person dominates the meeting.
	

	28
	What is the role of meeting attendees?
	Explain that all meeting attendees have a role to play when they attend a meeting and it is important they do not just show up.
Read through the points on the slide and check everyone understands the importance of taking a full and active role in meetings.
	

	29
	How do you facilitate a meeting?
	Explain that the students may be asked to facilitate a meeting and as a result will need to understand the requirements of this at each stage.
Bring up the points individually and provide the additional information.
Preparation – You will need to identify the location and time of the meeting, plan the agenda and identify if you need anyone to make a contribution and plan this with them. Once the time and date have been agreed, you will need to send out the invites and agenda along with any additional pre-meeting information the delegates might require. On the day of the meeting, you may be required to assist with the setup of the room and the collation of preparation from attendees.
Agenda – You will need to check the items to be covered in the meeting, identify who will be responsible for each agenda point and how long they will need. You will need to ensure sufficient time has been allocated to the agenda items and that they have been ordered effectively.
During the meeting – During the meeting you may be required to set expectations, monitor all agenda items are running to time and keep conversations to point. You may be required to provide intermittent summaries on activities completed to date and actions agreed as part of the meeting. You may be required to manage disagreements during the meeting. 
Hand out Organising a meeting.
	Organising a meeting handout

	30
	What information is required before a meeting?
	Explain that, before a meeting takes place, there is certain information you will need. Bring up the points on the slide and provide any additional information required.
Meeting room – you will need to know the location, size of the room, any catering required and whether there is parking for attendees.
Presentations and resources – if there will be presentations or resources used as part of the meeting, you will need to have these in advance so that you can ensure these are prepared for the meeting. 
	

	31
	What information is required during the meeting?
	Explain that, on the day of the meeting you will need to ensure you have all the information you require. Bring up the points and check all everyone understands.

	

	32
	What information is required after a meeting?
	Explain that, it is important to collate any after meeting information. Run through the list and check everyone understands.
	

	33
	Chair, Lead and Manage Meetings
	Hand out Activity 4 – Chair, Lead and Manage Meetings
Give 20 mins to complete.
	Activity 4 – Chair, Lead and Manage Meetings

	34
	How are targets used to manage workloads?
	Explain that targets are used to set work objectives and monitor the progress towards these objectives. Bring up the points on the slide and discuss with the group.
Explain that, by using targets and the progress towards them, you can monitor how the individual is managing their workload or if their workload is too much.
	

	35
	How are budgets used to manage workloads?
	Explain that budgets are used to keep track of the cost of workloads. If you are working on a project that will result in an increased income, the budget will measure performance against the income targets; if the activity is not to turn a profit, the budget will be used to monitor the spend is within agreed guidelines. Bring up the points and discuss.
The use of a budget allows an organisation to keep track of its finances, allow the allocation of appropriate resources to achieve targets and monitor performance. The regular review of progress against the budget will enable you to identify if there are any problems before they become too difficult to resolve, and if it is identified someone has taken on too much the budget can be used to identify appropriate resources to reallocate.
Explain you will need to track all changes and may need to present each draft either at a meeting or share using technology to enable you to agree on a final version for use.
	

	36
	How do you allocate work to team members?
	Ask the group how they would allocate work to their team members. 
Read through the points and check everyone understands. Explain that, although you would want to allocate work to play to people’s strengths, you also have to ensure that everyone has the opportunity to develop their skills in all areas to ensure the organisation can be successful in the future.
	

	37
	What quality management techniques are used to manage performance?
	Explain that there are 4 main quality management techniques used to monitor and improve performance. Bring each one up individually and provide the additional information.
Quality control – This involves ensuring there is a consistent service provided to all customers and staff. There will be clear procedures in place and checks will be in place to ensure procedures are followed, this could be in the form of staff observations or testing of products and services. The idea of quality control is to encourage staff to take pride in their work and own the quality of delivery.
Quality assurance – This will involve measuring performance levels to ensure work is being completed correctly. This will include the collation of feedback and evaluating performance to ensure work is being completed correctly. Quality assurance will take place on systems and processes as well as on the work of individuals.
Quality improvements – Improvements are made to ensure things are better for all involved and are based on research and feedback collated from a number of sources. Staff will be involved in improvements and they will include ongoing staff training and development, succession planning for new roles and system changes.
Quality standards -  These are often referred to as the National Occupational Standards and are different for all roles. These are the minimum standards expected within the industry. These can be built into quality management systems to be measured automatically.
	

	38
	How can you identify the need for improvement?
	Ask the group the question before bringing up the points on the slide.
Read through the points and check everyone understands the points.
	

	39
	What improvements could be put in place to improve performance?
	Bring up the points and check everyone understands and agrees.

	

	40
	Supervising an Administration Team
	Hand out Activity 5 – Supervising an administration team
Give 20 mins to complete then feedback.
	Activity 4 – Supervising an Administration Team

	41
	What are the different types of events available?
	Explain there are a number of different types of event that you might need to attend. Bring up the points and explain you will look at each over the coming slides.
	

	42
	Staff training, workshops and presentations
	Read through and check everyone understand what a staff training or workshop would be like.

	

	43
	Exhibitions
	Read through the points on the slide.
Explain an exhibition may include stands from a number of different companies.
	

	44
	Conferences
	Read through the points and check understanding
	

	45
	What are the main requirements for events?
	Explain that there are a number of key requirements when you are organising an event.
Bring up the points and check everyone understands
	

	46
	What information may be required when planning an event?
	Ask the group what they think they need when planning an event. Allow them to shout out before bringing up the points on the slide. Read through and check everyone agrees.
	

	47
	What sources of information are available to you?
	Ask the group where they might get the information they require.
Bring up the points and check everyone understands
	

	48
	How do you plan an event?
	Explain the planning of an event is similar to the planning of a meeting, only on a larger scale.
Bring up the points and read through, check everyone understands.
	

	49
	How do you identify the right resources from an event plan?
	Explain that, when asked to organise an event, it is possible the student will have to make judgements based on the event plan provided to them.
Bring up the points individually and explain in more detail.
Size of the event – The size of the event will determine what resources are appropriate. If the event is large, you will require a large number of chairs and it may not be appropriate for people to sit at tables, equally it may not be appropriate to use flip charts as not all attendees will be able to see so you may need multiple screens and video equipment. If the event is small, you may not need a PA system etc.
Need for workshops – if there will be multiple workshops you may need break out rooms; each will require its own resources to be available for the sessions. Will attendees be required to participate, if they are, what will they need to do this?
Materials – If you will be using presentations you will need access to projectors and screens; if presentations refer to documents, then you will need to ensure the documents are available.
Catering/dietary requirements – If someone has a specific dietary requirement, you may need to outsource this or put in place specific requirements to ensure these are met.
Formality of the event – Depending on the formality of the event, there may be specific resources required. For example, if the event is informal, the event brochure may be printed in different formats to a formal meeting.
Delegate packs – do you need delegates to take anything away with them, what does this include?
	

	50
	What information is required before an event?
	Explain that delegates will require a certain amount of information prior to the date. Bring up the points and read through.
	

	51
	What information is required during an event?
	Read through the points and check everyone understands

	

	52
	What information is required after an event?
	Read through the points and check everyone understands

	

	53
	Organising an Event
	Hand out Activity 6 – Organising an event.
Give 20 mins to complete, then feedback.
	Activity 6 – Organising an event

	54
	Aims of the session
	Review the session aims and agree if these have been met.
Explain that the activities completed can be referenced into the student portfolio.
	

	55
	Any questions
	Check if anyone has any additional questions.
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