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Instruction Sheet | LG37: Define the purpose of work

This learning guide is developed to provide you the necessary information regarding the

following content coverage and topics:
¢ |dentifying reflecting and clearly defining one’s unique sense of purpose for work

e Achieving personal mission with company’s values
This guide will also assist you to attain the learning outcome stated in the cover page.
Specifically, upon completion of this Learning Guide, you will be able to:

o |dentify reflect and clearly define one’s unique sense of purpose for work

e Achieve personal mission with company’s values
Learning Instructions:

Read the specific objectives of this Learning Guide.
Follow the instructions described below 3 to 12.

Read the information written in the information “Sheet 1, and Sheet 2,

P WD

Accomplish the “Self-check 1, and Self-check t 2,” in page -6,12 and 12 respectively.
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Information Sheet-1 | ldentifying reflecting and clearly defining one’s unique

sense of purpose for work

1. 1. Defining the purpose of work
1.1.1 The meaning of work

Work is exertion of strength or faculties; physical or intellectual effort directed to an end;
industrial activity; toil; employment; sometimes specifically, Physically labor.
Work is to exert effort in order to make something, to achieve something, to produce a

desired effect.

Work Specifically That which is produced by mental labor; a composition; a book;
Work is a useful activity, determined by a definite purpose beyond the pleasure

engendered by its performance.

1.2. The difference between work and job

Work is an activity in which you use effort or energy, normally to achieve a particular aim or
task, rather than for fun or enjoyment. It is essentially the opposite of play, and to work
means to do such an activity. Generally, we work in order to earn money, and this is often

how we use the verb; to describe what we do to earn money. For example:

In these examples, we do not know exactly what the person’s duties or responsibilities are.

David works in a café, but we do not know if he cleans the tables or cooks the food.

So, in this sense, work has a very general meaning, whereas;-

Job is much more specific, and its most common meaning is the name for the work that you

do to earn money. For example,
Dawit has now got a new job. He is a cook in a small restaurant.

In this example, we now know exactly what Dawit does because we know what his job is. To
summarize, we can say that the word job refers to a particular employment role or position,
such as cook, teacher or banker, whereas work refers in a more general way to activities

that you do.
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Interestingly, all jobs involve work but doing work isn’t always part of a job. For example,

someone can spend the weekend working in their garden, perhaps cutting the grass or

planting new flowers. However, this is a free time activity, and so it is not his or her job.

1.3. Classification of work

1. Productive work

2.

Most everyone’s fundamental image of work aligns with the formalized predefined
repetitive rule based work we call productive.

Examples are varied and include assembly line workers, telephone operators,
operating room nurses, drywall installers, roofers, retail cashiers, pilots, and
accountants.

Productive work most often delivers the output that is the basis for business collecting
revenue from its customers.

Repeating the same activity increases proficiency and improves efficiency.

All productive work follows the same overall lifecycle:

Assertive work

It is a conscious and permitted deviation from rules in order to satisfy unique requests of

someone such as a client, customer, student, or patient. E.g. Divorce lawyer.

First, the recipient has an issue, a problem, dissatisfaction, or sees an opportunity.

Second, the standard response based on the predefined rule does not address the issue

in a satisfying way.

Third, the responder has been delegated the authority from their provider organization to

deviate from the predefined rule — perhaps up to a limit — if such deviation will cure the

recipient’s issue.

3.

Prescriptive work

Defining and demonstrating the rules to be followed for future repetitive productive
work.

Where do the rules for productive work come from? They must be established or
prescribed. The activity to prescribe those rules is prescriptive activity.

For example, someone has to come up with the rule for a productive activity airline
pilot to follow in the event of a landing gear failure. That someone was probably a
team of aeronautical engineers, safety specialists, and simulator programmers. Due

to their expertise, they no doubt know the best procedure.
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A prescriptive activity of encoding turns the knowledge of these specialists into a

predefined activity rule that others can repeatedly follow. The encoded result may be

recorded in the pilot’s handbook or loaded into a simulator as a routine to be

practiced. Other examples of encoding might include highway specifications for the

road building crew, repair manuals for an automobile, and computer prompts for a

fast food outlet sales person.

B

Discovery work

Discovery work is different from productive work because there are no predefined

rules to follow. However successful discovery work can lead to subsequent

prescriptive work that yields predefined rules for repetitive productive work.

Obviously successful validation is the goal as the “back to the drawing board” step is

very expensive in the case of a failed validation.

Discovery work is also different from assistive work since there is no identified

recipient of assistance.

5. Inspirational work

Conscious break from existing rules in order to make progress in some new direction —

Columbus’s discovery of America. In order to have predefined rules for the execution of

productive work, those rules must be encoded and validated — prescriptive activity. But

before the rules can be encoded and validated, they must be determined through discovery

activity. There remains one additional step: inspirational activity.

1.4. Purpose of work

work characteristics

Definition

Social purpose

Doing something that is useful to others or to society that

contributes to society.

Moral correctness

Doing a job that is morally justifiable in terms of its processes

and its results.

Achievement-related

Enjoying one’s job, doing a job that stimulates the

pleasure development of one’s potential and that enables achieving
one’s goals.

Autonomy Being able to use one’s kills and judgment to solve problems
and make decisions regarding one’ job.

Recognition Doing a job that corresponds to one’s skills, whose results are
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recognized and whose salary is adequate.

good relationships with others.

Positive relationships Doing a job that enables making interesting contacts and

Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the

next page:
1. Define the word work(2Point)
2. List the six purposes of work (12 point)

3. List and define the five classifications of work(10 point)

Note: Satisfactory rating — above 12 points Unsatisfactory - below 12points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Score =
Rating:
Name: Date:
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TOIrmEE Sresg Achieving personal mission with company’s values

2.1 Personal Mission Statement

Companies often need mission statements to define their values, and ensure they're
remaining focused on reaching their goals without getting side-tracked.

At its core, a good mission statement helps a company demonstrate who they are, and how
they're different from other businesses.
It's obvious that a good mission statement doesn't just state what a company does -- it also

represents what a company hopes to do, on a large scale.
An individual can reap similar benefits from creating a personal mission statement.

A personal mission statement allows you to define your values and what success looks like
to you, and articulate what matters most to you professionally. Additionally, a mission
statement will help guide your professional decisions to ensure your career path aligns with

your personal goals.

To ensure you're able to create a truly inspiring and accurate personal mission

statement, we've created templates and cultivated examples to help get you started.

A personal mission statement is your chance to articulate your values, who you are, and
how you define success. You can use a personal mission statement to guide your decisions,

and ensure your professional career path remains aligned with your personal goals.
Personal Mission Statement Examples
Take a look at the following examples to help inspire your own personal mission statement.

1. "To serve as a leader, live a balanced life, and apply ethical principles to make a
significant difference” -- Denise Morrison, Campbell Soup Company

2. "If something is important enough you should try, even if the probable outcome is
failure" -- Elon Musk, CEO of Tesla

3. "My mission in life is not merely to survive, but to thrive; and to do so with some passion,

some compassion, some humor, and some style" -- Maya Angelou
Basic Clerical Works L-I Author/Copyright: Federal TVET .
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4. "To use my gifts of intelligence, charisma, and serial optimism to cultivate the self-worth
and net-worth of women around the world" -- Amanda Steinberg, Dailyworth.com

5. "To make people happy" -- Walt Disney, Founder of Walt Disney Productions

6. "To be a teacher. And to be known for inspiring my students to be more than they thought
they could be" -- Oprah Winfrey, Founder of OWN, The Oprah Winfrey Network

7. "1 want to serve the people. And | want every girl, every child to be educated"” --
MalalaYousafzai, Nobel Prize laureate and activist

How to write a personal mission statements

Begin by considering both who you are, and who you want to become

Write down what is most important to you, what you want your legacy to be, and what you
are most passionate about. If this is difficult, visualize what you hope your life will look like at

the end of your career path

Dream big and take time to articulate your biggest goals, rather than writing down restricting

and short-term plans

Ask peers or mentors what they consider your biggest strengths to be, and consider what

makes you exceptional compared to others of similar expertise

Consider what kind of mark you want to leave on the world, and how your skills can help you

achieve that

Keep it short. If necessary, try a writing exercise in which you write down only five words
that describe you and your purpose, then two, then one. Use these words as inspiration for

your mission statement

Be true to yourself -- make sure your mission statement accurately reflects your biggest

passion and what you truly believe your long-term purpose to be

Steps for Developing a Personal Mission Statement

Step 1: Identify Past Successes.

Spend some time identifying four or five examples where you have had personal success in
recent years. These successes could be at work, in your community, at home, etc. Write
them down. Try to identify whether there is a common theme (or themes) to these

examples.
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Develop a list of attributes that you believe identify who you are and what your priorities are.

The list can be as long as you need.

Once your list is complete, see if you can narrow your values down to around five or six of

the most important values. Finally, see if you can choose the one value that is most

important to you.

Step 3: Identify Contributions.

Make a list of the ways you could make a difference. In an ideal situation, how could you

contribute best to:the world in general | your family | your employer or future employers |

your friends | your community

Step 4: Identify Goals.

Spend some time thinking about your priorities in life and the goals you have for yourself.

Make a list of your personal goals, perhaps in the short-term (up to three years) and the

long-term (beyond three years).

Step 5: Write Mission Statement.

Based on the first four steps and a better understanding of yourself, begin writing your

personal mission statement.

2.2 Company Values

What Are Company Values?

Company values are how organizations define the core pillars of their identity and principles

which also affect the way they conduct their business. Every company has a unique set of

core values and they support the vision and decision making processes within the

organization.
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Defining Your Company’s Values

Core values are really important. They are an essential and guiding force as your
company grows. Thus, we’ve spent a lot of time researching best practices for defining

company values, and what have we found? Here are two main takeaways:

1. There is no one right way to do it. While there are some guidelines, every company
has its own story when it comes to values.

2. It’'s not just about coming up with your values. It's about living them.

For now I'll focus on the first point and explain what was helpful to us as we defined our core

values during a company retreat.
So, where do you even start?

Like with any good event planning, we began by establishing our intention: bond as a
company and define our core values. We decided on a hike in a nearby state park, followed

by our values workshop over a campfire.
There were a few benefits to how we went about this process:

For one, timing the workshop after a few hours of hiking and bonding helped us get in the

right mindset for discussing company values.

Additionally, by choosing a setting that was separate from our everyday work, we were able

to clear our minds and focus on what is important.

Finally, defining our core values while building a fire was powerfully symbolic— building fire

as a key driver of civilization, our values as a core driver of our company.
Who do you involve?

As a company of seven employees, we have the luxury of involving the whole team in the

workshop.

You can still involve employees as a larger company, and you should. While the core group
developing the values should be much smaller— maybe just key leadership roles— they
should serve as the liaisons and derive their inspiration from everyone else in the
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organization. You can accomplish this through transparency and communication. For

example, Delivering Happiness recommends that you send the first draft of values to the

entire company to ask for feedback.

The core of it

After h

iking for a few miles to a lean-to, setting up the fixings for lunch, and searching for

firewood, we started our discussion as the embers lit up in the fire. | sat there with a

notepad, and let the discussion take its course.

Our process looked like this:

2R T o

Throw out an idea and discuss it

Write it down if there is potential and continue to discuss
Repeat

Regroup and read aloud what we have so far

Discuss again to refine and check for overlap

Sit on our list for a week and refine again

Here were some questions that guided our thinking:

What's important to us?

What brought us all together and continues to hold us together?

What will help guide us when we are facing a difficult decision?

What are the things you like about what we do at CulturelQ and how we do it?

What parts of our company are we proud of?

Here are some questions that guided our refining:

We’re young. Is this something we’ll still believe in 5 years? 10 years?

Is this something that we are willing to hire on?

Is this something we’re willing to fire on?

Is this something we can apply to customer relations? Or internal development? Or

product development? Or all?
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| understand that this can be intimidating, but it doesn’t need to be. The thing is, you aren’t

starting from ground zero. There was a lot of overlap in the way we had approached the

topic during our individual brainstorming, and we are a very eclectic bunch. We were already

living our values to a certain extent, we just hadn’t defined them explicitly.
What was the result?
Here is the list of our company values:

« Treat ourselves and customers with respect
e Be creative and resourceful
o Great people over great resumes

e Understand metrics, but make human decisions

Be open to change and maintain flexibility
o Celebrate and enjoy the journey

What comes next?

As | mentioned at the beginning, coming up with our values is the first step. Now we have

to live them.

Living them means using them as guiding tenets when making decisions in all aspects of
the business: hiring new employees, developing company policies, customer service

decisions, etc.

But now if we feel overwhelmed, we can reference our last value: celebrate and enjoy the

journey. That’s exactly how we’ll approach whatever comes next.
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Self-Check -2 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. Write the steps to develop personal mission statements (5points)
2. Write the example of personal mission statements .(3 points)

Note: Satisfactory rating — above 4 points  Unsatisfactory - below 4points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Score =
Rating:
Name: Date:
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Instruction Sheet

LG38: Apply work values/ethics

This learning guide is developed to provide you the necessary information regarding the

following content coverage and topics:

e Classifying and reaffirming work values/ethics/Concepts

e Undertaking Work practices

e Conducting Personal behavior and relationships with coworkers and clients

e Using Company resources

This guide will also assist you to attain the learning outcome stated in the cover page.

Specifically, upon completion of this Learning Guide, you will be able to:

e Classifying and reaffirming work values/ethics/Concepts

e Undertaking Work practices

e Conducting Personal behavior and relationships with coworkers and clients

e Using Company resources properly

Learning Instructions:

w0 nh e

Follow the instructions described below 12 to 31.

24, 27, and 30respectively.

Read the specific objectives of this Learning Guide.

Read the information written in the information “Sheet 1, Sheet 2, Sheet 3,and Sheet 4
Accomplish the “Self-check 1,Self-check t 2, Self-check 3, and Self-check 4in page -22,
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ISITEEn Sazedl Classifying and reaffirming work values/ethics/Concepts

1.1. Work values

1.1.1. What Are Work Values?

Throughout your life you acquired a set of values — beliefs and ideas that are important to
you. For example you may believe that one should always be honest or that one must
always be a loyal friend. You live your life according to this set of values. In order to have a
happy, successful and fulfilling life, you must act upon your values, both in your personal life
and at work.

Taking your values into account when you choose a career could be the most important fa

Jetermines whether you will or won't be satisfied with that aspect of your life.

In this context, the word "value" refers to what you feel about the work itself and the

contribution it makes to society.

Most people who pursue work that is congruent with their values feel satisfied and

successful in their careers. Work values can be divided into two functional categories:

> Intrinsic, relating to the actual tasks involved in practicing a particular occupation or
those that relate to a specific interest in the activities of the work itself, or to the
benefits that the work contributes to society

» Extrinsic, relating to the by-products of an occupation. values relate to the favourable
conditions that accompany an occupational choice, such as physical setting, earning

potential and other external features

An intrinsic value might be helping others, while an example of an extrinsic value is
earning a lot of money.
+ Work values/ethics/ concepts May includes :
v Commitment/ Dedication
Sense of urgency
Sense of purpose
Love for work
High motivation

Orderliness

AN N N N N

Reliability and Dependability
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Competence

Goal-oriented

Sense of responsibility

Being knowledgeable

Loyalty to work/company
Sensitivity to others
Compassion/Caring attitude
Balancing between family and work

AN N NN Y U N NN

Sense of nationalism
1.2. Elements of work value

1. Strong Work Ethic

Employers value employees who understand and possess a willingness to work hard. In
addition to working hard it is also important to work smart. This means learning the most
efficient way to complete tasks and finding ways to save time while completing daily
assignments. It's also important to care about your job and complete all projects while
maintaining a positive attitude. Doing more than expected on the job is a good way to show
management that you utilize good time management skills and don’t waste valuable
company time attending to personal issues not related to the job. Downsizing in today’s job
market is quite common so it's important to recognize the personal values and attributes

employers want to improve your chances of job security should a layoff occur.
2. Dependability and Responsibility

Employers value employees who come to work on time, are there when they are supposed
to be, and are responsible for their actions and behavior. It's important to keep supervisors
abreast of changes in your schedule or if you are going to be late for any reason. This also
means keeping your supervisor informed on where you are on all projects you have been
assigned. Being dependable and responsible as an employee shows your employer that you
value your job and that you are responsible in keeping up with projects and keeping them

informed of the things that they should know about.
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3. Possessing a Positive Attitude.

Employers seek employees who take the initiative and have the motivation to get the job

done in a reasonable period of time.

A positive attitude gets the work done and motivates others to do the same without dwelling
on the challenges that inevitably come up in any job. It is the enthusiastic employee who

creates an environment of good will and who provides a positive role model for others.

A positive attitude is something that is most valued by supervisors and co-workers and that
also makes the job more pleasant and fun to go to each day.

4. Adaptability

Employers seek employees who are adaptable and maintain flexibility in completing tasks in

an ever changing workplace.

Being open to change and improvements provides an opportunity to complete work
assignments in a more efficient manner while offering additional benefits to the corporation,

the customer, and even the employee.

While oftentimes employees complain that changes in the workplace don’t make sense or

makes their work harder, oftentimes these complaints are due to a lack of flexibility.

Adaptability also means adapting to the personality and work habits of co-workers and

supervisors.

Each person possesses their own set or strengths and adapting personal behaviors to
accommodate others is part of what it takes to work effectively as a team. By viewing
change as an opportunity to complete work assignments in a more efficient manner,

adapting to change can be a positive experience.

New strategies, ideas, priorities, and work habits can foster a belief among workers that

management and staff are both committed to making the workplace a better place to work.
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5. Honesty and Integrity

Employers value employees who maintain a sense of honesty and integrity above all else.

Good relationships are built on trust.

When working for an employer they want to know that they can trust what you say and what
you do. Successful businesses work to gain the trust of customers and maintain the attitude
that “the customer is always right”. It is the responsibility of each person to use their own
individual sense of moral and ethical behavior when working with and serving others within

the scope of their job.
6. Self — Motivated

Employers look for employees who require little supervision and direction to get the work

done in a timely and professional manner.

Supervisors who hire self-motivated employees do themselves an immense favor. For self-
motivated employees require very little direction from their supervisors.

Once a self-motivated employee understands his/her responsibility on the job, they will do it
without any prodding from others. Employers can do their part by offering a safe, supportive,
work environment that offers employees an opportunity to learn and grow.

Working in a supportive work environment and taking the initiative to be self-directive will

provide employees with a better sense of accomplishment and increased self-esteem.
7. Motivated to Grow & Learn

In an ever-changing workplace, employers seek employees who are interested in keeping
up with new developments and knowledge in the field. It has been noted that one of the top
reasons employees leave their employers is the lack of opportunity for career development

within the organization.

Learning new skills, techniques, methods, and/or theories through professional development
helps keep the organization at the top of its field and makes the employee's job more
interesting and exciting. Keeping up with current changes in the field is vital for success and

increased job security.
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8. Strong Self — Confidence

Self-confidence has been recognized as the key ingredient between someone who is

successful and someone who is not.

A self — confident person is someone who inspires others. A self-confident person is not
afraid to ask questions on topics where they feel they need more knowledge. They feel little
need to have to impress others with what they know since they feel comfortable with

themselves and don’t feel they need to know everything.

The self-confident person does what he/she feels is right and is willing to take risks. Self-
confident people can also admit their mistakes. They recognize their strengths as well as
their weaknesses and are willing to work on the latter. Self-confident people have faith in
themselves and their abilities which is manifested in their positive attitude and outlook on

life.
9. Professionalism

Employers value employees who exhibit professional behavior at all times. Professional
behavior includes learning every aspect of a job and doing it to the best of one’s ability.
Professionals look, speak, and dress accordingly to maintain an image of someone who
takes pride in their behavior and appearance.

Professionals complete projects as soon as possible and avoid letting uncompleted projects
pile up. Professionals complete high quality work and are detail oriented. Professional
behavior includes all of the behavior above in addition to providing a positive role model for
others. Professionals are enthusiastic about their work and optimistic about the organization
and its future. To become a professional you must feel like a professional and following

these tips is a great start to getting to where you want to go.
10. Loyalty

Employers value employees they can trust and who exhibit their loyalty to the company.

Loyalty in the workforce has taken on a new meaning.

More companies today encourage employee feedback and offer employees an opportunity

to lead in their area of expertise. This gives employees a greater sense of satisfaction and a
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sense of control over their job. Empowerment encourages employees to do their best work

since companies are displaying a trust and expectation that they believe in their employees

to do a good job.
1.3. Work ethics

1.3.1. Definition

# . The term ethics is used to describe codes or standards of behavior that are based on a
shared understanding of what is right and wrong. Deals with moral issues and with right
and wrong behavior. They are derived from values and belief systems and can vary from

one culture to another or from one group to another

¥ Work ethics are a set of standards and rules that are required by an individual for

satisfactory work performance.

Work ethics may be of two types:
a) Personal
b) Specific to a work situation
Some work ethics are personal, i.e. a person adopts them on her/his own will. These may
be:
Sincerity
Respect for the job
Regularity

D N N NN

Punctuality
v Seriousness
Work ethics specific for the work are:
v Keeping certain information confidential
v' Maintain cordial relationship with clients and agencies that the organization has

v Being prepared to take up new tasks

1.3.2. Code of work ethics

Most of the problems discussed in the previous section can be overcome in order to improve
work performance. A list that clearly states certain rules, standards and principles to guide
work behavior is called a code of work ethics.

Following is a code of work ethics for all of us to understand and follow diligently:
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Be regular and punctual at work.

Be available at your seat and do the work assigned to you.

Be polite, patient, courteous and respectful to all.

Acquire the knowledge and skill necessary to do job assigned to you.

Be prepared to learn more and update yourself.

Find more and more efficient ways of getting your work done.

Manage and apply your resources efficiently.

Follow the rules, policies and procedures of your work strictly and uniformly.

Do not indulge in favoritism and discrimination while doing your duty. Treat everyone
equally.

Have respect for all kinds of work.

Do not accept favors that may negatively influence the performance of your work.
Be loyal to your work and to the organization to which you belong.

Expose corruption wherever discovered.
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Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. Demonstrate elements of work values (10points)

2. Write at least five codes of work ethics.(5 points)

Note: Satisfactory rating — above 8 points  Unsatisfactory - below 8points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Score =
Rating:
Name: Date:
Basic Clerical Works L-I Author/Copyright: Federal TVET ) Page 1 of 55
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Information Sheet-2 Undertaking Work practices

2.1. Undertaking ethical work practice

Act with honesty and integrity, avoiding actual or apparent conflicts of interest in personal

and professional relationships.

Provide constituents with information that is accurate, complete, objective, relevant, timely,
and understandable.

Comply with rules and regulations of federal, state, provincial, and local governments, and
other appropriate private and public regulatory agencies.

Act in good faith, responsibly, with due care, competence, and diligence, without
misrepresenting material facts or allowing one’s independent judgment to be subordinated.
Respect the confidentiality of information acquired in the course of one’s work except when
authorized or otherwise legally obligated to disclose. Confidential information acquired in the
course of one’s work will not be used for personal advantage.

Share knowledge and maintain skills important and relevant to constituents’
needs.Proactively promote ethical behavior as a responsible partner among peers, in the
work environment, and the community.

Achieve responsible use of and control over all assets and resources employed or

entrusted.

+ Work practice May include but are not limited to:
v" Quality of work

Punctuality

Efficiency

Effectiveness

Productivity

Resourcefulness

Innovativeness/Creativity

Cost consciousness

5S

Attention to details

AN N NN Y U N NN
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Self-Check -2

Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the

next page:

1. Write the Work practice undertaken in compliance with industry work ethical

standards.(6 points)

Note: Satisfactory rating — above 3 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Unsatisfactory - below 3points

Score =
Rating:
Name: Date:
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Information Sheet-3 | Conducting Personal behavior and relationships with coworkers and

clients

3.1. Principles of conducting ethical relationship with clients
1) Answer your phone.

Get call forwarding or an answering service. Hire staff if you need to. But make sure that
someone is picking up the phone when someone calls your business. (Notice | say

"someone". People who call want to talk to a live person, not a fake "recorded robot".)
2) Don't make promises unless you will keep them.

Not plan to keep them. Will keep them. Reliability is one of the keys to any good
relationship, and good customer service is no exception. If you say, “Your new bedroom
furniture will be delivered on Tuesday”, make sure it is delivered on Tuesday. Otherwise,
don't say it. The same rule applies to client appointments, deadlines, etc.. Think before you

give any promise - because nothing annoys customers more than a broken one.
3) Listen to your customers.

Is there anything more exasperating than telling someone what you want or what your
problem is and then discovering that that person hasn't been paying attention and needs to
have it explained again? From a customer's point of view, | doubt it. Can the sales pitches
and the product babble. Let your customer talk and show him that you are listening by

making the appropriate responses, such as suggesting how to solve the problem.
4) Deal with complaints.

No one likes hearing complaints, and many of us have developed a reflex shrug, saying,
"You can't please all the people all the time". Maybe not, but if you give the complaint your
attention, you may be able to please this one person this one time - and position your
business to reap the benefits of good customer service.
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5) Be helpful - even if there's no immediate profit in it.

The other day | popped into a local watch shop because | had lost the small piece that clips

the pieces of my watch band together. When | explained the problem, the proprietor said

that he thought he might have one lying around. He found it, attached it to my watch band —

and charged me nothing! Where do you think I'll go when | need a new watch band or even

a new watch? And how many people do you think I've told this story to?

6) Train your staff (if you have any) to be always helpful, courteous, and

knowledgeable.

Do it yourself or hire someone to train them. Talk to them about good customer service and

what it is (and isn't) regularly. Most importantly, give every member of your staff enough

information and power to make those small customer-pleasing decisions, so he never has to

say, "l don't know, but so-and-so will be back at..."

7) Take the extra step.

For instance, if someone walks into your store and asks you to help them find something,

don't just say, "It's in Aisle 3". Lead the customer to the item. Better yet, wait and see if he

has questions about it, or further needs. Whatever the extra step may be, if you want to

provide good customer service, take it. They may not say so to you, but people notice when

people make an extra effort and will tell other people.

8) Throw in something extra.

Whether it's a coupon for a future discount, additional information on how to use the

product, or a genuine smile, people love to get more than they thought they were getting.

And don’t think that a gesture has to be large to be effective.

If you apply these eight simple rules consistently, your business will become known for its

good customer service. And the best part, the irony of good customer service is that over

time it will bring in more new customers than promotions and price slashing ever did
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Self-Check -3

Written Test

Directions: Answer all the questions listed below. Use the Answer sheet

provided in the next page:

1. Write the Principles of conducting ethical relationship withclients.(8 points)

Note: Satisfactory rating — above 4 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Unsatisfactory - below 4points

Score =

Rating:
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Information Sheet-4

Using Company resources

The

important ethical standards

The Committee has reflected before that high ethical standards are important for society as

a whole and that they are particularly important where public money is being spent on public

services or public functions. This is because:

v" Outcomes for society are better when the decisions of public office holders are made
fairly and on merit and not influenced by personal and private interests;

v Low levels of corruption and confidence in the integrity of the trading and operating
environment are crucial factors in the functioning of advanced democracies;

v High standards benefit the economy through their effect on international confidence;

v Impartiality and objectivity increases predictability, which improves economic
efficiency;

v' Governments which are not perceived to uphold high standards have less legitimacy
and basic public institutions such as tax and benefit systems rely on public trust to
function effectively.

v High ethical standards are important to users of public services. Commissioning and
procurement decisions can have a major impact on user’s daily lives and their quality
of life. The services provided can be:

v’ essential;

v services for which the individual has little or no choice in the provider;

v' services where they need to be tailored to individual needs;

v’ services for users who can be vulnerable and need support and advice to access
services.

ETHICS
Basic Clerical Works L-I Author/Copyright: Federal TVET Page 1 of 55
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The term "ethics" refers to the standards of conduct, which indicate how a person should
behave, based on moral duties and virtues arising from the principles of right and wrong.

Ethics therefore involves two aspects:
a) The ability to distinguish right from wrong; and

b) The commitment to do what is right.

% Company resources May include:
e Consumable materials
e Equipment/Machineries
e Human
e Time

e Financial resources

CONSUMABLE MATERIALS
General The consumable or expendable supplies in the listing in this chapter are to be used
only as indicated in the applicable maintenance manual. Many of these supplies are not
compatible with one another. If used wrong or mixed improperly, they could cause a volatile
or undesirable reaction.
Consumable Items Consumable items are those Items which generally fall into one
or more of the following categories:

v" One-time use

v Lose identity

v Inexpensive

v Disposable

Basic Clerical Works L-I Author/Copyright: Federal TVET . Page 1 of 55
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Self-Check -4

Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the

next page:
1. Demonstrate the importance of ethical standards (6points)

2. Write the two aspects of ethics (2 points)
3. What is ethics? (2point)

Note: Satisfactory rating — above 5 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Unsatisfactory - below 5points

Score =

Rating:
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Instruction Sheet LG39: Deal with ethical problems

This learning guide is developed to provide you the necessary information regarding the

following content coverage and topics:
e Accessing and applying Company ethical standards, policy and guidelines
« Reporting and/or resolving work incidents/situations

« Identifying resolution and/or referral of ethical problems
This guide will also assist you to attain the learning outcome stated in the cover page.

Specifically, upon completion of this Learning Guide, you will be able to:
e Accessing and applying Company ethical standards, policy and guidelines
« Reporting and/or resolving work incidents/situations
« lIdentifying resolution and/or referral of ethical problems

Learning Instructions:

Read the specific objectives of this Learning Guide.

Follow the instructions described below 32 to 39.

Read the information written in the information “Sheet 1, Sheet 2, and Sheet 3
Accomplish the “Self-check 1,Self-check 2, and Self-check 3, ” in page -34,

w0 NP

36 and 38respectively.
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Information Sheet-1 | Accessing and applying Company ethical standards, policy

and guidelines

1.1. Guidelines for reporting/responding unethical conduct

e A definition of the forms of conduct that i.e. what kind of conduct is it (must be)
reported;

e Determine whether reporting is mandatory or optional;

e The authority to which, in the first instance, the misconduct is to be reported
should be determined.

e The authority to whom the conduct is to be reported in the event that the officer
who should be contacted in the first instance is disqualified (because, for
example, the officer is a party to the conspiracy);

e The appointment of a system of confidential integrity counsellors;

e An obligation for the competent authority within the organization to investigate the
allegation and to report the results from the investigation to the informant within a
reasonable period of time;

e An opportunity for the employee to report the breach to an external and
independent agency (ethic committee) in the event that the authorities process or
assess the internal report in an incorrect manner according to the informant;

e This agency / committee investigates the report and advices the responsible
administrative body;

e Legal protection for civil servants who report a breach in good faith and in
accordance with the procedure, and for confidential counsellors who perform their

duties in accordance with the regulations.
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Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:

1. What are Guidelines for reporting/responding unethical conduct (6points)

Note: Satisfactory rating — above 7 points  Unsatisfactory - below 7points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Score =
Rating:
Name: Date:
Basic Clerical Works L-I Author/Copyright: Federal TVET ) Page 1 of 55
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Information Sheet-2

Reporting and/or resolving work incidents/situations

2.1. Elements on report of work incidents/situations

Incident records should contain the following information:

» The date and time of the incident/situation.

» The full name and address of the person(s) involved in the incident/situation.

» The person completing the entry (recording the incident]) if different from above.
» The occupation of the person(s) involved.

» The nature of the condition/situation.

» The place where the incident occurred.

> A brief but clear description of the circumstances.

Self-Check -2 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the

Note: Satisfactory rating — above 3 points

next page:

1. Write the information used to record incidents 6 points)

Unsatisfactory - below 3points

Youy-can

correct answearc
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Answer Sheet
Score =

Rating:

Name: Date:

Information Sheet-3 Identifying resolution and/or referral of ethical problems

3.1. Situations considered as unethical in work practice
So far we have learnt about work ethics and their importance. Now let us discus some of the

problems commonly faced by us today in a work situation.

Ethical problems related to work:

e Irregularity and lack of punctuality
¢ Rude impolite behavior

¢ Inadequate knowledge and skill

e Wastage of resources

e Disregard of rules and procedures
e Disrespect for the job

e Disloyalty to the organizations

1. Irregularity and lack of punctuality

Irregularity and lack of punctuality are problems which you will encounter frequently in any
work situation. Some people frequently absent themselves from work for valid or invalid
reasons. Others like to come late and leave early, as a matter of habit or right. Some
workers are never found to be at their seats during working hours. You may have withessed
the inconvenience caused to the public wanting to pay bills when counter clerks are either
late or not found at their seats in banks, post, and telephone and electricity offices.
Irresponsible behaviours of such people spoil the discipline of the work environment, set bad

examples, cause inconveniences to the public and lowers the image of the organisation.
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2. Rude and impolite behaviour

How would you react when the clerk at a post office counter does not listen to your request
carefully, telling you that he is busy, and asks you to come late? Would you like to associate
with a colleague in your office who refuses to do his part of the work, talks rudely,
misbehaves with ladies and junior colleagues and is always in an aggressive mood? Rude
and impolite behaviour of staff can be quite disturbing and embarrassing for and

organisation.

3. Inadequate knowledge and skill

Many people pose of having special skills and knowledge to impress others and enhance
their job prospects. Suppose you have access to a computer but do not know how to
operate, yet, you insist on operating it, who would be responsible if it gets messed up or
damaged, many persons claim to be qualified doctors and treat patients for illnesses that
they know nothing about. As a result they spoil the case. Many times people claim to be
electricians without and knowledge about electricity or machines and cause heavy losses to
the machine and public. Knowing the job is very important. One should not only be skilled

but also ready to learn more and update ones knowledge and skills from time to time.

4. Wastage of resources

Lights and fans running in offices without anybody using them are a common sight in many
offices. Items of office stationery being misused and thrown around are also common sight.
Misuse of office telephones and vehicles for personal work is a common occurrence. You
may noticed that people do not close taps after drinking water and leave them running. Such

habits cause tremendous wastage for any organisation

5. Disregard of rules and procedures

In many work situations one finds that the rules and procedures laid for maintain discipline,
good employer-employee relationship and team sprit are disregarded. This is usually
observed when promotions are give out of turn, or the management shows favouritism or
when lower level employee and daily wagers are no given their due. In some work places
you may find that people are discriminated against because of their caste, sex or physical
handicap. In many cases women and children are paid less than men for the same job.
Employing children in hazardous industries like manufacture of fire crackers, chalks, etc.,

despite strict government regulations against it is also unethical.

Basic Clerical Works L-I Author/Copyright: Federal TVET .
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Disregard of rules and procedures often leads to serious situations in the organization.

There may be an accident causing the heavy loss to property or to human lives.

6. Disrespect for the job

Have you come across anyone who feels ashamed about the job he is doing? You must

have wondered why he feels ashamed.

In our society it is a common practice to consider some jobs respectful and others
disrespectful; some jobs high and others low and cheap. As a result, many people, despite
enjoying their work, do not feel proud to tell others about it for fear of being looked down
upon. For example, a man selling drinking water on the roadside should feel proud of doing
so; neither should the passers-by feel that supplying drinking water on the road side is a
lowboys job. In fact, everybody, including him, should feel proud that he is supplying one of
the most essential items for life the thirsty and tired passer-by. He should respect his job

and strive to supply clean and fresh drinking water.

7. Disloyalty to the organization

Some staff members indulge in activities that are harmful for the success of the organisation
they are working in. For instance, a chemical engineer may quietly sell-off the secret formula
of a new product to a rival company for some quick extra money. A corrupt union leader
may call for a strike of mill workers thereby stopping production at the mill leading to heavy
loss. Taking bribes to grant special favours to certain companies and people at the cost of
ones own organisation is a common occurrence today. Cheating one’s employees and
working for someone else while being in the employment of another are other examples of

disloyalty.

Self-Check -3 Written Test

Yo
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Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. Demonstrate the Ethical problems related to work:(6points)
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Answer Sheet
Score =

Rating:

Name: Date:

_ LG40: Maintain integrity of conduct in the
Instruction Sheet
workplace

This learning guide is developed to provide you the necessary information regarding the

following content coverage and topics:
e Demonstrating personal work practices and values consistently

e Providing instructions to co-workers
e Sharing company values/practices with coworkers
This guide will also assist you to attain the learning outcome stated in the cover page.

Specifically, upon completion of this Learning Guide, you will be able to:
e Demonstrate personal work practices and values consistently

e Provide instructions to co-workers
e Share company values/practices with coworkers

Learning Instructions:

v" Read the specific objectives of this Learning Guide.
v Follow the instructions described below 40 to 57.
v' Read the information written in the information “Sheet 1, Sheet 2, and Sheet 3,
v" Accomplish the “Self-check 1,Self-check t 2,and Self-check 3,” in page -45, 53 and
57respectively.
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Information Sheet-1

Demonstrating personal work practices and values consistently

4.1 Demonstrating Work Commitments

Employees can better focus on work and personal priorities when they have first clarified

their own values.

Your values and priorities may change overtime. Periodically use the following process

to help you define your values and align your priorities.

1. Define and write down your life values, goals and priorities.

2. Set high personal standards of performance

w

Discuss your values and priorities with family, friends and work colleagues.

Compare your values with the ways in which you spend your time, energy,

and money.

Determine what, if any, changes you would like to make.

Create an action plan for change.

Make your job more interesting. Instead of looking at your work as an obligation,

redefine your work activities into tasks that engage you and hold your attention.

S A

4.2 Understanding the Requirements of Your Job

Seek out new work challenges.
Put in extra time and effort.
Initiate activities without being told to do so.

Commit to your organization.

Your job has many aspects. To perform at your full potential, you need to clearly

understand the requirements and objectives of your position.

This can be accomplished by using the following procedure:
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1. Read through previous job descriptions or objectives for your position to get a feel
for the required responsibilities and how they have changed over the years.
2. Describe the purpose of your current role in the organization.
e Why does your position exist?
e What would be the effect if it didn't exist?
e How do you see your position's role or mission changing over the next

year?

w

. Detail the three to seven key result areas in which effective performance is critical.

Focus on these critical few areas, rather than on the trivial many.

B

Identify indicators for measuring performance in each key result area. For
example, in repair and maintenance it might be the average time required to

overhaul an engine.

(62}

. Set specific objectives for each indicator.

6. Meet with your manager to get his or her input into your objectives. Get your
manager's assurance that your objectives cover the key areas of your job, and get
his or her agreement on the level of performance your objectives represent.

7. Share your objectives with your employees and others in the organization with
whom you work closely.

8. Periodically review your performance against your objectives, and update your

objectives when necessary.

4.3 Increasing Your Knowledge of Functional Areas

Many positions are part of a broad functional area. Operations may include engineering,
design, assembly, material distribution, production planning, and plant management.
Employees advance in their careers as they move from specialized positions to jobs in
broader functional areas.

The following guidelines for professional development within a functional area are similar
to those for increasing one's technical knowledge; they simply take a broader view.
Instead of focusing on your specific position, concentrate on the functional area.

e Observe the actions and practices of those in positions similar or related to yours
within your functional area. You may want to ask them if you can work with them
on tasks, interview them formally or informally to learn their secrets for success, or
associate with them more often to develop a relationship.

e Request job assignments that increase your breadth of experience.

e Talk with individuals, both inside and outside your organization, who have
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expertise in particular areas. Look upon committees, task forces, and department
meetings as chances to increase your understanding of functional areas.
e Read reports and documents that describe procedures, practices, and other
information related to your functional area.
e Attend courses and seminars that can give you a broader perspective of how your
position fits into the functional area.
e Join professional organizations.
If you are uncomfortable relying on your expertise at times, you may turn to others for

help in areas where they expect you to be knowledgeable.

This behavior could indicate a need to further develop your skills in some areas.

The following procedure can help you determine where you may lack the skills you
need to perform more independently:
1. For one month, keep a log of problems related to lack of expertise that you
encounter on the job.
2. After one month, study your log, paying attention to:
o The types of problems you most frequently have
o The people to whom you go most often for help or advice
3. Determine what knowledge or skills these people possess that you may lack.
4. Prepare a development plan to address these weaker areas, particularly those

that cause you to seek help most frequently.
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Self-Check -1

Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the

next page:

1. Write the process to help you define your values and align your priorities.

(6points)

2. Demonstrate the procedures to understand the requirements of your job.(4 points)

Note: Satisfactory rating — above 5 points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Unsatisfactory - below 5points

Score =

Rating:
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Information Sheet-2 | Providing instructions to co-workers

6. COMMUNICATION AT WORKPLACE

s

i

The following suggestions will help you communicate technical information clearly.

Identify your audience. If it consists primarily of people with relevant technical

expertise, your use of technical terms and concepts is appropriate, even desirable. The

more diverse the group, however, the fewer such terms you should use.

Consider how much detail you need to communicate. If you can't avoid using technical

terms in a document intended for wide distribution, you may want to:

e Define the terms.

¢ Provide a context that makes their meanings apparent.

e Have your manager or a trusted colleague read your document and then reviews

it for the clarity of the message.

When talking with people about technical information, give illustrations and examples to

which your audience can relate.

6.1 Developing Interpersonal Skills

You may be accustomed to doing things on your own, but sometimes “two heads are

better than one.” Considering the ideas of co-workers, even if they are different from

yours, leads to creative and effective approaches to solving problems and getting work

done.
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Employers appreciate employees who get along with people at all levels; therefore, they
seek employees who have good interpersonal skills, such as communication, problem
solving, and teamwork abilities. Interpersonal skills enable you to work with others
harmoniously and efficiently.

Working well with others involves understanding and appreciating individual differences.

It also means using those differences to your best advantage.

6.2 Building Relationships
1. Treating people with respect and fairness
e Accept people as they are
e Be objective and no evaluative in your dealings with people.
e Be open and trustful.
2. Develop effective working relationship with peers
Show sincere interest in colleagues
Respect all including those with whom you may disagree
Communicate with colleagues in other departments.
Minimize defensiveness in interactions

Accept feedback from managers and peers

o 00 bk~ w

Provide constructive feedback to managers and peers.

6.3 Managing Conflict
Conflict is generally accepted as an inevitable part of organizational life. Constructive
conflict can introduce new solutions to a problem while destructive conflict can result in a
loss of the main objectives.
Conflicts of various types are natural part of the team process. Although we often view
conflict as negative, there are many benefits to conflict if it is managed appropriately.
People handle conflict in their teams in a variety of ways, depending on the importance
their desire to maintain good social relations and develop high-quality solutions
The benefits of conflicts are that it encourages the team to explore new approaches,
motivates people to understand issues better, and encourage new ideas.
Conflict also can have negative effects on the team by creating strong negative emotions
and stress, interfering with communication and coordination, and diverting attention away
from the task and goals.
Sources of conflict in organizations:

o Interpersonal differences

Basic Clerical Works L-I Author/Copyright: Federal TVET .
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o Misunderstandings
. Differences in values and beliefs

. Differences in interest
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There are several ways in which people and teams can try to resolve conflicts. The five

different approaches to conflict resolution are enumerated below:

Avoidance: This approach tries to ignore the issues or deny that there is a
problem. By not confronting the conflict, team members hope that it will go away
by itself.

Accommodation: Some team members may decide to give up their position so
as to be agreeable. They are being cooperative, but it costs the team the value of
their opinions and ideas.

Confrontation: Acting aggressively and trying to win is one way in which to deal
with a conflict. However, winning can become important than making a good
decision.

Compromise: One way in which to balance the goals of each participant and the

relations among the teams is for everyone to “give in” a little.

Collaboration: When both sides of a conflict have important concerns, the team

needs to search for solutions that satisfy everyone. This requires both

cooperativeness and respect for each other’s position.

To improve the effectiveness of your conflict management style, take the following steps:

1. Separate the people from the problem

2. Focus on the shared interest of all the parties.

3. Develop many options that can be used to solve the problem.
4. Evaluate the options using objective criteria.

Work towards win/win solutions
Developing and maintaining a professional and respectful workplace involves
Ethical leadership

Active management and supervision

>
>
> Right people
> Effective processes and
>

Confident professional reporting.
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In essence, building workplace integrity is about creating a workplace that fosters the

development of high professional standards, and demonstrates the values of the

organization.

An ethical and professional workplace is the best safeguard against risks to integrity,

including improper conduct, misconduct and corruption.

+ Ethical leadership: the extent to which managers lead by example and create a
professional working environment for staff.

+ Active management and supervision: the extent to which managers take
responsibility for the team, and actively manage work performance.

+ The right people: the extent to which staff carry out their duties in accordance with the
organization’s expectations of them.

+ Effective processes: the extent to which risk management processes exist in the
workplace, and are complied with by staff.

+ Confident professional reporting: the extent to which internal reporting facilitates early
detection and contributes to the continuous improvement of the organization.

4.2. Specific standards of work for work place integrity

Handling information / confidentiality /

Employees are under the obligation to treat secret information they receive in connection
with their duties as confidential. Within this context particular care is also required in

contacts with the press and parliament.

Acceptance of gifts or favours
In some societies it may be generally-accepted custom for private individuals to offer each
other a present or gift in certain situations. This custom is also common in the business

community.

The giver may wish to thank an employee, improve the relationship, influence the official —
or possibly require something in exchange. Consequently accepting a gift may put an
employee’s integrity at risk. For this reason gifts may never simply be accepted — or, on
occasion, may not be accepted at all. It is essential that employees can always maintain

their independence.
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Accepting a gift is permissible solely when this independence is not at risk.

A number of (procedural) principles should be observed so as to avoid employees from

becoming dependent on others:

Employees who are offered a gift or favour ought to notify their supervisor of the fact;

The supervisor gives consideration to the offer on the basis of a number of criteria, in

particular with respect to the context within which the offer is made and the value of the

gift or favour. The following questions need to be addressed:

% Why is the offer being made?

« At what point is the offer being made (for example, before or after the award of

a contract)?

“ What is the value of the gift or favour? A gift or favour which exceeds a certain

value may not be accepted,’ and gifts may never be received at the home

address. Where it is relevant, suppliers receive a letter drawing their attention

to these regulations.

Avoiding conflicts of interest

Employees may not have a personal interest in or be a party to decisions they take in the

performance of their duties. Moreover they must avoid every semblance of a conflict of

interests. A variety of tools could be used to avoid conflicts of interest.

The most important tools are:

v an obligation to declare (all) outside activities;

v the classification of the permissibility of these outside activities;

v the prohibition of outside activities that pose risks to an appropriate performance of

their duties or an appropriate operation of the public service;

v" Records are kept of any outside activities that are permitted; the disclosure of the

management’s outside activities.

v an obligation to declare the employees financial interests while respecting the

relevant legislation, including legislation on personal data protection;

v the management’s consideration of the declared financial interests in terms of

potential risks to an appropriate performance of the civil servant’s duties or an

appropriate operation of the public service;

v the prohibition of financial interests that pose a risk to an appropriate performance of

their duties or an appropriate operation of the public service;
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v records are kept of any financial interests that do not pose a risk;

v' The disclosure of the management’s financial interests while respecting the relevant
legislation, including legislation on personal data protection, on personal data
protection.

Use of public resources, equipment and property

Employees make use of a wide variety of resources during the performance of their duties,
including time and money but also company equipment such as (mobile) phones,
computers, printers, faxes, and photocopiers. Concerning the time factor it's important to
stress that employees should work in an efficient way and don’t misuse office-time for

private gain.

Concerning the use of office equipment it's important to stress that it is made available on
the principle that it will be used solely for an employees work. Some of this equipment is
also used away from their place of work; for example, an employee may take a mobile
telephone or a laptop with them in the field, or to their homes. However, any equipment they

take home may be used solely for their work.

A restricted amount of use for private purposes is nevertheless permitted, provided that this

does not degenerate into misuse.
Use of email, intranet and Internet facilities

An employee can make use of email, intranet and Internet facilities during their work; these
email, intranet and Internet systems are made available to them in the performance of their

duties, and consequently they are to be used for tasks arising from those duties.

Nevertheless limited use of these systems for private purposes is permitted — provided that
this does not disrupt the everyday work, is not detrimental to the performance of their duties,
and that the systems are not used for prohibited purposes. Employees are not permitted to
use email systems to transmit messages with a pornographic, racist, discriminatory,

insulting or offensive content, or to use them for (sexual) harassment. In addition, emails
that incite hate and/or violence are also forbidden.

Employees are not permitted to visit Internet sites with pornographic, racist, discriminatory,
insulting or offensive content, or to download and/or distribute material of such a nature from
those sites. Records may be kept of email and Internet use. And the use of fire-walls may be
considered preventing this.

Purchasing and contracting
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As the stakes are often very high for suppliers to the public service —it is possible that they
may employ more than just the quality of their product in an endeavour to persuade an
employee to make use of their services. Decisions to purchase goods and services should
be taken in independence. Employees have a duty to avoid purchasing and contracting

decisions from being influenced by promises of gifts, etc.

Conflicts of interest

Conflicts of interest should be avoided by involving a number of persons in purchasing
decision-making. Employees who are acquainted with the supplier outside work should
always leave the decision-making to others. In addition, Employees are not permitted to

participate in contracting and supplying goods and services for the public administration.

Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the
next page:
1. What suggestions will help you communicate technical information clearly?
(6points)
2. What are respectful workplace Developing and maintaining a professional

an(6points)
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Name:

Answer Sheet
Score =

Rating:

Date:

Information Sheet-3

Sharing company values/practices with coworkers

3.1. Communication at work

Communication is an important part of our daily life. We use communication to let other

people know our thoughts and feelings and to convey messages.

To have a co-operative, positive working environment, communication must be effective and

efficient.

People use many different ways to communicate with each other in the workplace.

It is important to understand:

1. How daily work is organized within the workplace

2. How communication happens within the workplace

3. How you can communicate effectively in your workplace

.3.2. Consequences of poor communication

1. Time may be lost as instructions may be misunderstood and jobs may have to be

repeated
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2. Frustration may develop, as people are not sure of what to do or how to do a task

3. Product may be wasted if it is not handled correctly

4. People may feel left out if communication is not open and effective

5. Messages may be misinterpreted or misunderstood causing bad feelings

6. People’s safety may be at risk.

3.3. Barriers to effective communication

Many things may interfere with or block communication. These might include people using
different languages, cultural differences interfering with understanding, people experiencing
physical discomfort and therefore not concentrating or people having different levels of

understanding about the requirements of a job.

Noise levels can also impede hearing and concentration that could act as a barrier to
communication. Additionally, if people do not have a common language, communication can

be impaired.

3.4Communicating core values and practices with co-workers

Respect People's Differences: each of us is unique - it's a fact that we must
accept and learn from. Each of us may approach life, and work differently and while
that may be a challenge for some of us to co-exist with people that don't think the
same way about certain things..we do each owe the other "respect” for their feelings

and values.

Think Positive! (it's easier to talk to folks and get along with people who are positive

thinkers and not always talking negatively - about every topic)

Acknowledge Your Co-workers - Talk to each other on a regular and casual basis.
Say "Good Morning!" with a Smile - answer the phone with a Smile!, you don't have
to have regular conversations with every co-worker, but acknowledge their presence
and be positive when talking to them. Sometimes a co-worker can be having a
terrible day, and just one "positive” comment or compliment, can make a dreadful day

- bearable!
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LISTEN!! Listen to co-workers when they talk to you - don't just pretend - you'll never

earn respect or understand others till you give them your full attention.

Appreciate Others - No "one" person can or should do everything in a workplace -
So just as you want support and appreciation for the job you do each day - show the

same consideration for your co-workers.

Pitch In and Help Out! - | have always preached that you should try to go beyond

your job description, think out of the box - go the extra mile - Every once in awhile—

DO THAT! Without being asked, just Pitch In and Help Out! And don’t let people
down when you offer to do something extra or volunteer for a project. But be careful
that you don't come across as a "martyr" - someone who wants to do it all - and/or

someone who only knows the right way a project should be done.

Live Up to Your End of the Job: Your employers have certain expectations of you
and so do your co-workers, always do your job to the "best" of your abilities - don't
look for the easy way out, or try to ask a co-worker to do "part of your job", be a
problem solver, and remember to always seek improvement in all that you do.

Respect People's Time & Priorities - We all are working under pressure and
deadlines. Respect your co-workers need for concentration, and if you need to
interrupt them - ASK first if this is a good time to interrupt them - If your request is
urgent - Apologize for the interruption and keep your request brief. Remember that
each of us has a different "style" of working. So respect your co-workers style of time
management and prioritizing their workload.

Be Willing to admit your Mistakes and Apologize gracefully - Co-workers
understand that mistakes happen, and that we don't intentionally make them - so
admit when you're wrong or made a mistake and get on with your job.

Invest in Other Parts of Your Life - Make sure that you are taking care of "YOU" -,
and that your non-work life is enriching - indulge in hobbies, sports, exercise, reading,
travel, socializing - Don't make YOUR JOB and the people you work with the focus of
your Life - try not to take home "your" work problems.

Life is too short to work 40 hours a week, and then come home and "stew" or be
upset about what happened during the day. Change out of your "work clothes" and
"work mindset" and do something entirely different - when you get home - focus in on
your family, your hobbies, and yourself.
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Understand that Life on the JOB won't always be perfect, and that you will have co-
workers, bosses, and employers that you "don't like or agree with" - If you find that
you absolutely can't work with certain people, then look for another job, Don't settle
for an unpleasant work environment - you won't be a productive worker, or a happy
co-worker - It may take practice and patience but Harmony at work is within your
power!

3.5. Personal Work Values Worksheet

Our values are a core part of who we are. Our values and the values demonstrated and
supported at our workplace need to be in alignment, otherwise we feel dissatisfied and
unsettled.

Since you are not working currently, this is a good time to reassess what values are
important to you so that you incorporate these into your job. Identify your critical values,
target organizations that are in alignment with these values, and ask the appropriate
questions to validate whether it's the right place for you to work. If you think of additional

work values that are not listed but are very important to you, add them.

Work Values
1. Every person is treated with respect, regardless of position.
2. Honesty and ethical behavior are the norms for all business interactions.
3. Every person's contributions are valued and appreciated.
4. True teamwork exists. People support each other and work together.

6. People are competent at their jobs and strive to do their best for themselves and for the

company.

7. Most people are truly committed to the vision and success of this company, including

myself.
8. Its okay and even encouraged, having fun at work.
9. Most people get along on a day to day basis.

10. Creativity is viewed as an important skill, and creative approaches to problems are

welcomed and taken seriously.
11. Reasonable risk-taking is encouraged.

12. People are; in general, open to differences in culture, experience, and life style and

world views.
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13. The physical environment is comfortable and pleasant to work within.

14. There is plenty of opportunity for advancement.

St

15. There is an emphasis on learning, and opportunities for learning are a priority.

16. The work is mentally stimulating and challenging.

17. Its okay to make mistakes once in a while.

18. There is sound leadership and the future of the company is secure.

19. Opportunity exists for me to make the money | want.

20. | have authority to make the decisions | need to in order to be successful.

21. The right resources are available to achieve the important business goals.

22. Communication is seen as a priority; most people know what they need to know.

23. | have flexibility with my time as needed, as long as | accomplish my goals.

24. Goals and expectations are reasonable given the resources and time | have to

accomplish them.

25. Other work values that are important to me:

s

i
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Self-Check -1 Written Test

Directions: Answer all the questions listed below. Use the Answer sheet provided in the

next page:

1. What is communication?.(2points)

2. Demonstrate the core values and practices communicating with co-workers. (6

points)

3. Write is the Consequences of poor communication(6 points)

Note: Satisfactory rating — above 4 points  Unsatisfactory - below 4points

You can ask you teacher for the copy of the correct answers.

Answer Sheet

Score =
Rating:
Name: Date:
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