1. Enterprise
  * Produce good or services
  * Currently there is 1 business for every 13 people.
      * ¾ small businesses (1 worker)
      * Many others small too (2-49 workers)
      * 33,000 medium or large (more than 50)
  * 200,000 new businesses every year
      * 10% stop in 1 year
      * 33% stop in 3 years
  * Offers the potential of high rewards

Entrepreneurs
  * People who run enterprises
      * Owns and Organises the business
  * Provide finance, take risks
  * Characteristics:
      * Self confidence
        * Persuade other people
        * Positive 
      * Self-determination
        * Take control
      * Self-starter
        * Independent
        * Take decisions
      * Judgment
        * Taking information
        * Receive advise
      * Commitment
      * Perseverance
        * Be able to get thought bad times
      * Initiative
  * Reasons to star a business
      * Financial rewards
      * Independence
        * Being in control
      * Job satisfaction
      * The product
        * Interested on their product

Government support
  * Promotes creation of businesses
        * It produces output for the country
      * Business Link
      * Advise and support to start-ups and small businesses
  * Grants and subsidies

  2. Business Ideas
Finding an initial Idea
  * Business experience
      * Less risk, know how it works
  * Personal Experience
      * Hobby into a job
        * Identify a gap in the market
      * Have more passion
  * Skills
  * Lifestyle choices
-Identify a product or market
  * Turn an idea into a product

Franchises
  * Franchisors
      * People how own the business
      * Benefits
        * Franchisee pay most of expending
        * Reduced risk
        * More motivated staff in Franchises
      * Costs
        * Share profits with franchisee
        * Franchises has to be supported
        * Franchises can fail to work hard
            * Affects profits
        * Franchises can tarnish the brand image
  * Franchisee
      * People how buy the business from the franchisor
      * Benefits
        * Easy to start business
        * Has a successful business formula
      

  * Predictable costs
        * Gets on-going support
      * Costs
        * Initial start-up fee
        * Commission on sales
        * Fees for training staff
        * They can lose the franchise
  * Reduces risk
      * Make a product or service which is already tried in the market
      * Has brand name customers recognize and trust
      * Provide start-up package, help and advise
      * Provides materials and suppliers
      * Marketing support
      * On-going training
      * Brand is developed by franchisor
FRANCHISES TEND TO BE LESS RISKY, BUT CARRY MORE COSTS IN THE LONG RUN FOR ENTREPRISES.

  * Protection of ideas
      * Trade Markers
        * Protect businesses name or the product’s name
            * Signs, symbols, logos. words or music
  * Registered with the Intellectual Property Office:
      * Copyright
        * Protects original artistic works
      * Patents
        * Protect inventions

  4. Business Plans
  * Shows how the business will develop
  * Looks at every aspect of the business
  * Shows if its creditworthy 
  * After comparison
      * Identify problems
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      * Break-even analysis
  * Finance
      * Get the capital

Sources of information and guidance
  * Relationships
      * Provide common sense advise
  * Bank managers
      * Specialist team of advisors
      * Help to prepare

plan
  * Accountants
      * Sell advise
  * Small business advisors
      * Writing
      * Market research
  * Business Link
      * Government organisation
      * Provides help and advice
      * Run seminars and courses
      * Advice as the business grows
      * Free
  * Local enterprise agencies
  * The prince’s trusts and Shell LiveWIRE

10. Legal structure – Sole traders and Partnerships
  * Unincorporated Business organisations
      * Private Sectors
            * No legal difference between owners and business
            * Tend to be small
Sole Trader
  * Owned by one person
  * Set-up
      * No legal formalities needed
  * Legal formalities
      * Register for VAT 
      * Pay taxes
        * Income
        * National insurance contributions
      * Get licence if required
      * Get permissions if needed
      * Comply with legislation
  * Advantages
      * Lack of legal restrictions
      * Not much capital
      * All profit to owner
      * Complete control
      * Owner has more flexibility 
      * Individual customers services considered
      * Government support
  * Disadvantages
      * Unlimited liability
        * Risk
      * Continuity problems
        * In case of death or illness
      * Larger competition is superior
      * Small
        * Not benefit from economic of scales

Partnerships
  * Defined by The partnership Act, 1890
  * More than one owner
      * Share responsibility and profits
  * Usual for specialists
  * Require Deed of Partnership
      * States partner rights
        * Capital
        * Profits to be divided
        * Procedure to end partnership
        * Control
        * Addition of partner
  * Advantages
      * No legal formalities
      * No need of publishing accounts
        * Open to public, but with few detail
        * Considerable amounts of capital can be raised
        * Share work among partners
            * Exchange ideas
  * Disadvantages
      * Unlimited liability
      * Partners may disagree
      * Maximum of 20 partners
        * Limits the amount of capital
      * Finishes when one partner dies
      * Decisions binds all partners

Limited Partnerships

  * Defined by The Limited Partnerships Act, 1907
  * Rare
  * Partners not form part of the management
      * Sleeping partner
  * Must be one partner with unlimited liability
  * More than 20 owners

11. Legal structure – Limited Companies
  * Incorporated Business
      * Separate legal identity
  * Capital is divided into shares
      * Owners are shareholders
  * Shareholders can vote and share profits
  * Run by directors
      * Selected by the board of directors
        * Consists of one chairman
        * Accountable to shareholders
  * Pay corporation taxes
  * Legal Formalities, to the Registrar of Companies
      * Memorandum of Association
        * Sets the constitution
        * Gives detail of company
            * Name
            * Address
            * Objectives
            * Liability of its members
            * Amount of capital to be raised
            * Number of shares to be issued
      * Articles of Association
        * Deal the internal running of the company
            * Rights of shareholders
            * Procedures to appoint directors
            * Working time of directors before re-election
            * Frequency of company meetings
      * Form 10
        * Details of the first director, secretary, address of the office, directors’ personal data and experiences
      * Form 12 
      * Submit copy of annual report and accounts
        * Balance sheet
        * Income statement
      * Once fulfilled, are awarded a certificate of incorporation
        * Allows them to trade

Private Limited Companies (Ltd.)
  * Smaller than Public Limited Companies
  * Shares are sold privately
      * All shareholders must agree on the sell
  * Often family businesses
  * Directors tend to be shareholders
  * Advantages
      * Limited liability
      * More capital to be raised
      * Control cannot be lost to outsiders
      * Continuity
      * Tax advantages
  * Disadvantages
      * Profits are shared
      * Legal procedure required
      * Not public share sells
        * Restrict amount of capital
      * Financial information can be inspected
      * It takes time to find buyers for shares

Public Limited Companies

(PLC)
  * Larger than Ltd. Companies
  * Contributes more to national output and employment 
  * Shares are sold to the public
  * Publishes Prospectus
      * Advertise the company potential investors
  * Costs on going public
      * Need lawyers
      * Publications to made available
      * Use of a financial institution
      * Advertising and administrative expenses
  * Trading Certificate
      * Granted after selling the 25% of their share
  * Advantages
      * Limited Liability
      * Huge amount of capital
      * Benefit from economics of scale
      * Often dominate the market
      * Easier be granted loans
  * Disadvantages
      * Setting up costs
      * Outsiders can take control
      * Accounts can be inspected by anyone
      * Not personal level with customers
      * Operations are legally controlled
      * Divorce of ownership and control
      * Interest of owners can be ignored
*Private equity companies
-Organisations borrow money from bank to buy a business
-Debt is added to business
-Short-term interest
*Holding Companies
-Companies who control other companies
-Diverse business activity
-More protection if one area fails
-Gain Economics of scale

16. Costs, Revenue and Profit
Cost
  * Information of cost to make decisions
      * Opportunity cost
  * Accounting cost
      * The value of a resource used up in production
  * Changes in short and long run
      * Short: some factors are fixed
      * Long: all factors are variable
  * Fixed Costs
      * Stay the same at all levels of output
        * In long period, it “stepped”
  * Variable and Semi-variable Costs
      * Increase as output increase
  * Total Costs
      * Fixed and variable costs added together
  * Direct Costs
      * Can be identified with a particular product or process
      * Often variable costs
  * Indirect Costs
      * Not possible to associate with a particular product or process
      * Often fixed costs
  * Average Costs
      * Unit Cost
        * Cost per unit of production
  * Marginal Cost
      * Cost of increasing total output by one unit
  * Classifying
      * The same cost can be classified in several ways
        * Type

            * Direct
            * Indirect
        * Behaviour
            * Fixed
            * Variable
            * Semi-Variable
            * Average
            * Marginal Cost
        * Function
            * Production
            * Selling
            * Administrative
            * Personnel
        * Nature of resource
            * Materials
            * Labour
            * Expenses
        * Product line

Revenue and profits
  * Revenue
      * Amount of money from selling its product
  * Profit
      * Difference between revenue and costs

17. Contribution
  * The difference between selling price and variable costs
  * Use
      * Setting a price for orders which exceed the variable cost

18. Break-even Analysis
  * How many units it is need to cover all costs
      * Total costs is exactly the same as total revenue
  * Margin of Safety
      * The range of output over which a profit can be made
  * Weakness
      * Assumes all output is sold
        * No stocks are held
      * Cannot cope with a sudden change in wages, prices or technology
      * Effectiveness depends on the quality and accuracy of data
      * No effective if discounts are offered or received
      * Problems if the company has more than one single product
        * Each product has different variable costs and prices
      * Not accurate with “stepped” fixed costs

20. Cash Flow Forecasting
  * Cash
      * Cash it keeps in the premises and money in the bank
  * Working Capital
      * Cash plus assets
  * Important to note that businesses fail because
      * Lack of sales
      * Inadequate profit margins
      * Poor choice of location
      * Poor management of working capital
      * Poor cash flow
  * Cash Flow
      * Continuous in and out movement of cash into a business
  * Holding to much cash causes unproductive asset
  * Effective Cash Flow
      * Keeps up to date business records
        * Quality of decision making is also better
      * Always plan ahead
      * Operate an efficient credit control system
  * Cash Flow Forecast
      * List all the likely receipts and payments
        * Is estimated
        * Monthly basis
      * Includes

        * Receipts
            * Monthly inflows of cash
        * Payments
            * Monthly outflows of cash
        * Net Cash flow
            * Subtract total payments from total receipts
        * Opening Balance
            * Value of the closing balance of the previous month
        * Closing Balance
            * Adding net cash flow and opening balance
      * Advantages
        * Help control and monitor cash flow in the business
            * Find out where problems have occurred
        * Identify the timing of cash shortages and surpluses
        * Support application for funding
        * Enhancing the planning process
            * Clarify aims and improve performance
            * Concern with the future
      * Improvement
        * Accurate Data
            * Overestimate costs and underestimate revenues
        * Avoid Biased Forecasts
            * These are forecasts that have been manipulated
              * Make the business look better
        * Coping with external factors
            * Build a contingency fund for allowance of unexpected costs

21. Setting Budgets
  * A plan that is agreed in advance
  * Forces other to be accountable for their decisions
  * Force managers to think ahead and improve co-ordination
      * Improve control
  * Include
      * Revenue
      * Sales
      * Expenses
      * Profit
      * Personnel
      * Cash
      * Capital Expenditure
  * Reasons to set them up
      * Control and monitoring
        * Setting objectives and targets
      * Planning
        * Think ahead
      * Co-ordination
        * As business grow, its organisation becomes more complicated
      * Communication
        * Objectives are communicated to employees
      * Efficiency
        * Financial control to those who are able to make decisions
      * Motivation
        * Through the targets and standards
  * Preparation
      * Decide the period and state objectives and targets
      * Obtain information to base the budget
        * Historical information
        * Market Research
      * Prepare Budgets
      * Draw up subsidiary operating budgets
      * Master Budget
        * Summary of all budgets
  * Types

of Budgets
      * Income or Sales Revenue Budget
        * Shows the planed income or revenue for a period of time
      * Production Budget
      * Expenditure Budget
        * Shows planned expenses for a period of time
      * Profit Budget
        * Shows the amount of profit expected
            * Not include capital expenditure
  * Problems
      * Using planned figures
        * May be inaccurate
      * Collecting Information
        * Require a great deal of co-ordination
      * Conflict
        * Limited Funds
      * Cost
        * Opportunity cost on creating a budget
      * Over-Ambitious Objectives
      * External Influences
        * Unpredictable Changes

23. Using Budgets
  * Budgets improve performance
      * Financial Management
        * Keep costs Down
        * Ensuring enough money to buy resources
      * Quality
  * Use
      * Look into the future
        * State what it wants to happen and how to achieve it
      * Preparation of Plans
        * Objectives
      * Comparisons of plans with actual results
      * Analysis of variances
        * Reasons of the difference at comparing
  * Benefits
      * Monitoring Performance
        * As overall business and per sections
      * Identifying Factors Affecting Performance
        * In order to correct them
      * Improved Plans in Future
      * Improved Accountability
  * Disadvantages
      * Motivation
        * In unrealistic budgets
      * Manipulation
      * Tension in decision making
      * Short-termism
        * Too focus in the current budget
  * Variances
      * Difference between the real and estimated budgets
      * Favourable
        * Better
      * Adverse
        * Worse
      * Examine and identify reasons of “why”
        * Improvement
      * Types
        * Income or sales revenue variances
        * Expenditure or costs variances
        * Profit variances
      * Decision making
        * Adverse
            * Avoid in the future
        * Favourable
            * Sustain performance in the future
      * Zero-based Budgeting
        * Costs cannot be justified
        * No money is allocated in the budget
        * Benefits

            * Minimise unnecessary purchases
            * Allocation of resources should be improved
            * Staff motivation
            * Encourage the look for alternatives
        * Disadvantages
            * Time Consuming
            * Skilful decision making is required
            * Threatens status quo
            * Affect motivation
            * Require justification in costs

24. Improving Cash Flow
  * Effectiveness will ensure that the business has enough cash when needed
  * Causes of Problems
      * Overtrading
        * Fund a large volume of production with inadequate cash
      * Investing too much in fixed assets
        * Money not working
      * Stockpiling
        * Unproductive
        * May become obsolete
        * Cannot be easily changed into cash
      * Allowing too much credit
      * Taking too much credit
        * Also causes higher prices and less discounts
      * Over Borrowing
      * Underestimating Inflation
        * It raises costs
        * Causes higher interest rates
        * Is difficult to predict
      * Unforeseen Expenditure
        * Unpredictable external forces
      * Unexpected Changes in Demand
      * Seasonal Factors
        * Although is possible to predict
      * Poor Financial Management
  * Methods to Improve It
      * Use of Overdraft Facilities
      * Negotiate additional short-term or long-term loans
      * Sell off or reduce stock
      * Use a Factoring Company
      * Sell off unwanted or non-vital fixed assets
        * May be sold below it true value
      * Use of sale and leaseback
      * Stimulate Sales for Cash
        * Discounts
      * Mount a rigorous drive on overdue accounts
        * Pressure customers to pay back
            * Risk that they find other suppliers
      * Only make essential purchases
        * Postpone or cancel unnecessary spending
        * Only buy when it absolutely has to
      * Delaying Payments
      * Extend credit with selected suppliers
      * Reduce personal drawings
      * Introduce fresh capital
        * Savings
        * Investments of new partners
        * Sell shares
  * Credit Control
      * Cash that is owned can be

collected quickly and easily
            * Improve liquidity
            * Reduces risk of bad debt
            * Clear old stocks
            * Enter a new market
      * Methods to improve it
        * Deal with creditworthiness
            * Set credit based on the risk involved
        * Deal with excess in the credit limit
            * Stop the order
            * Request to pay outstanding debt
        * Keep credit control records
            * Up to date
        * Take legal action to persistent debts
        * Debt Factor
            * Buy the debt for a fee

25. Measuring and Increasing Profit
  * Methods to improve profitability
      * Raising Prices
        * Risky
            * Competitors may react
            * Demand will fall
      * Lowering Costs
        * Using existing resources more efficiently
        * Change suppliers
        * Use cheaper labour
        * Buying cheaper resources
        * New Working practices
        * Training Staff
        * Upgrade machinery
        * Reduce waste
            * Recycle

34. Operational decisions and stock control
  * Left to the production or operation managers
      * Purchases
      * Storing
      * Issue and Handling
      * Disposal of Surpluses
      * Provision of information about stocks
  * If too much stock is held
      * Money is tied up unproductively
  * Inadequate stock
      * Delays

  * Stock are held for variety of reasons
      * Raw Materials and Components
        * Delays can be avoided
      * Work-in-progress
        * Partly finished goods
      * Finished Goods
        * Cope with changes in demand
  * Stock Take
      * Recording the amount and value of stocks the firm is holding
  * Costs of Holding Stock
      * Opportunity Cost
        * Capital tied up
      * Storage
        * Pay rent, heating, lighting, labour, insurance
      * Spoilage Costs
        * Deteriorate over time
        * Out-dated stocks
      * Administrative Costs
  * Stock Levels are Influenced by
      * Demand
        * Buffer Stock
            * To cover unexpected increase
      * Stockpile Goods
        * For seasonal effects purposes
      * The total costs of holding

stock against its benefits
      * Amount of working capital available
      * Type of Stock
      * Lead Time
        * Time taken to a stock in the process before being sold
      * External Factors
        * Precaution
  * Stock Control Methods
      * Is focused in re-order quantity and re-order level
      * Have to be reviewed from time to time
        * Quantities on stock are unlikely to be constant
      * Have to consider discounts
      * Types
        * Economic Order Quantity (EOQ)
            * The level of stock that minimizes costs
              * Costs of holding stock and the costs of the order
        * Fixed Re-Order Interval
            * At fixed time intervals
            * Ignores the order quantity
            * Stocks are topped up on regular basis
        * Fixed Re-Order Level
            * Repeat the order at varying intervals
        * Two Bin System
            * Divide stocks in two bins
            * When one bin runs out, make the order to refill
  * Too Much Stock
      * Costs are high
      * Occupy space
      * High opportunity cost
      * Risk of unsold stock
      * Theft
  * Too Little Stock
      * Not cope with unexpected changes in demand
      * If delivers delays, run out of stock easily
      * Less able to cope with unexpected shortage of materials
      * Place more orders
        * Raise total ordering costs
        * No discounts
  * Computerised Stock Control
      * Use of data base
      * Automatically order
      * Useful in large orders
      * Give a more accurate delivery date
  * Just In Time (JTI) 
      * No holding of stocks
      * Depends on suppliers to be in time
  * Stock Rotation
      * Flow of stocks in and out of their store area
      * First In First Out (FIFO)
        * Stocks which are first deliver are the first ones to be used
            * Useful when stocks are likely to become obsolete
      * Last In First Out (LIFO)
        * Issue stock from the latest rather than for the earliest
            * Useful if stock is difficult to handle

35. Types Of Production
  * Productive Efficiency
      * Minimise the cost per unit of output
  * Job Production
      * One job is completed

before moving to another
      * Useful when orders are small
      * Workforce is skilled or specialised
      * Limited labour-saving machinery
      * Advantages
        * Unique product
        * Workers are motivated
        * Simple organisation
        * Easy dealing with problems
      * Disadvantages
        * High labour costs
        * Require lots of time
        * Wide range of tools, machines and equipment
            * Expensive
        * No benefit from economic of scales
        * High selling costs
  * Batch Production
      * Divide the work in different operations
      * Useful when demand is regular
      * Standardisation in the product
      * Advantages
        * Flexibility
            * Meet customers wishes
        * Employees concentrate in one operation
            * No skilled employees
        * Less variety of machinery
        * Can respond quickly to orders
      * Disadvantages
        * Planning and co-ordination is needed
        * More complex machinery
        * Work force is less motivated
            * Repeat operations
  * Flow Production
      * Work is completed continuously without stopping
      * Often in a conveyer belt
      * Main features
        * Large quantities
            * Mass production
        * Standardised product
            * Repetitive production
        * Semi-skilled workforce 
        * Large amount of machinery and equipment
        * Large stocks
        * Continual production
      * Advantages
        * Reduced unit cost
        * Economic of scale
        * Process is highly automated
            * Controlled by computers
            * Reduces the need for labour
        * Stockpile of finished goods is reduced
        * Respond to short-term changes in demand
      * Disadvantages
        * Set-up is costly
        * Standardised product
        * Low worker motivation
            * Moral is low
            * Turnover and absenteeism is high
        * Break downs are costly
      * Process Production
        * Process are carried out in order to change the product
  * Choice of Production Method
      * Nature of the product
      * Size of the market
      * 

The stage of development of the business
      * Technology

36. Quality
  * Aim to satisfy consumer needs
      * Physical appearance
      * Design
      * Reliability and durability
      * Special features
      * Parts
      * Repairs
      * After sales service
  * Quality Control
      * Assures that the product
        * Satisfy consumer needs
        * Works under conditions that is likely to face
        * Operate in the way it should
      * Problems and poor products are prevented before the sale
  * Quality Assurance
      * Maintain quality
      * Stop problems before they occur
      * Takes into account customer’s view
        * Use of market research and consultation groups
  * Total Quality Management (TQM)
Builds trust and morale improves communications and cooperation and develops interdependence
      * Involves all employees
      * Stages
        * Quality Chains
            * Ensure quality at all stages
        * Stars from the top and spread throughout the business
            * Lack of commitment causes problems
        * Control
            * In human, administrative or technical factors
            * In materials
        * Monitoring the process
            * Possible improvement
            * Statistical Process Control (SPC)
              * Collect data
                  * Pass it to all those concerned
              * Reduce variability
        * Teamwork
            * Greater range of skills, knowledge and experience
            * Employee moral is improved
            * Better deal with problems
            * Team ideas
        * Consumer Views
            * Information gathered on regular basis
            * Identify strengths and weaknesses
            * Monitor and upgrade
        * Zero Defects
            * Free from defects
        * Quality Circles
        * Small groups of staff who solve problems and make suggestions
        * Implementing and monitor the effectiveness of solutions
            * Steering committee is set up
              * Oversee the whole program
              * Senior manager as the chair committee
              * One person is accountable for the program
              * Team leaders should be

properly trained
      * Advantages
        * Focus clearly on the needs
        * Achieve quality in all aspects
        * Critically analyse all process
            * Remove waste and inefficiencies
        * Find improvements
        * Develop a team to problem solving
        * Communication and acknowledgment of work
        * Continually review
            * Constant improvement
      * Disadvantages
        * Costs
            * Training and development
        * Needs of commitment from the entire business
        * Great amount of bureaucracy, documents and regular audits
        * Stress on the process
  * ISO Standards
      * Codes of practice
      * Attempts to set quality standards in industry
        * ISO 9000
            * International standard
        * ISO 9001
            * Quality assurance
              * Design, development, production, installation and servicing
            * Businesses that require design in their operations
        * ISO 9002
            * Quality assurance
              * Production, installation and servicing
            * Businesses with little or no design
        * ISO 9003
            * Quality assurance
              * Final inspection and testing
            * Small firms
      * Help a business to
        * Examine and improve systems, methods and procedures
        * Motivate staff
        * Define key roles, responsibilities and authorities
        * Ensure orders on time
        * Highlight product problems and develop improvements
        * Record and investigate quality failure
            * Ensures it does not reoccur
        * Improve quality
  * Product Standards
      * British Standards Institution
        * Carry the BSI Kiremark
        * Has been tested to destruction
        * Meets with safety standards
      * The British Electrotechnical Approvals Board (BEAB)
        * Testing, inspection and certification
        * Inspect domestic electrical equipment
      * The Association of British Travel Agents
      * The Wool Marketing Board
        * Carry the Wool Mark
        * Ensures new wool is used
      * The British Toy and Hobby Association (BTHA)
        * Carry the Lion Mark

        * Ensures toy safety
      * The Consumers Association
        * Follows consumers complaints
        * Makes recommendations to customers
        * Which? Magazine
      * The Institute of Quality Assurance
        * Promote quality practices
            * Help the exchange of information and ideas
        * Educate, train, qualify and develop staff
        * Provides a range of services
  * Warranties
      * Manufacturer undertake all work from a defect in the product
        * Free of charge
  * Costs
      * Design and setting up of quality control systems
      * Lost production caused by disruption
      * Monitoring the system
      * The need of re-work products
      * Improve quality itself
      * Training of staff
  * Quality often charges higher prices

37. Customer Service
  * Meet the needs of customers
  * Nature
      * Being courteous, friendly and helpful to customers
      * Dealing with complains
      * Internet tracking service
      * Providing information and advice
      * Assistance
      * Extra services
  * Communication
      * Call Centres
        * Over the telephone
        * No liked
            * Too impersonal
            * Non-expert operators
            * Incompetent or untrained operators
            * Language and accent problems
              * Overseas locations
            * Long hold times
      * Online
        * Provide information
        * Can buy products
        * List of FAQs
        * Ask questions through e-mail
  * Methods of meeting customer expectations
      * Market Research
        * Find exactly what customers expect
            * Exceed customer expectations
        * Surveys, telephone surveys, questionnaires, focus groups, interviews, online surveys
        * Can be expensive
      * Training
        * Staff trained on customer service
        * Off-the-job
            * Training facilities and courses
        * On-the-job
            * Practice while on job
        * Motivate staff
        * Staff is more flexible
        * Bring staff up to date with technology and legislation
  * Quality Standards
      * TQM
      * BS 8477:2007
        * BSI Certification
  

  * Institute of Customer Service
        * Provides advice and guidance
        * Defines professional standards
        * Offers product and services to help
      * Charter Mark
        * Government standard
        * Charter Mark Logo
        * Awarded for excellence
            * By satisfying six criteria’s
  * Improving
      * Process
        * Gathering data
        * Analyse data
            * Comparisons with other periods
        * Make recommendations
        * Improve
      * Questionnaires
      * Gathering Performance Data
      * Recording Telephone Conversations
      * Complaints
  * Benefits
      * Retain customers
        * Easier growth
        * Word-of-mouth referrals
      * Improves staff morale and motivation
      * Staff retention
        * Recruitment quality
      * Product can be differentiated
      * Reduce legal action and claims
      * Focus more on growth, innovation and development
      * Improves image of the business

125. Business Ethics
  * Ethics
      * Doing “what is right”
      * Some are affected by law
      * Many are apart the law
      * Difference of opinion
  * Issues
      * Environment
        * Recycle
        * Environmental standards
      * Animal Rights
        * Test products
        * Destroy habitats
        * Destruction of life
      * Workers in the third world
        * Exploit
        * Low wages
      * Corruption
        * Bribes
      * New Technologies
        * Nuclear power generation
      * Product Availability
        * Afford drugs for treatment
      * Trading Issues
  * Codes of Practice
      * Differ from business to business
      * Commonly
        * Environmental responsibility
        * Fair and honest dealings with customers and suppliers
        * Competing fairly
        * Respond to the needs of the workforce
  * Ethical Objectives
      * Explicit
        * Written down
            * Bad publicity if business goes against
      * Implicit
        * Not written down
        * Form part of the corporate culture
  * Profitability
      * Negative
        * Raise costs
            * Higher wages
            * Fins other ways of production

            * Training of staff
            * Management time
        * Reduce revenues
            * Lose contracts
            * Lower prices
            * Competitors may take advantage
      * Positive
        * Marketing purposes
            * No guarantee of success
        * Insurance policy
            * Avoid breaking the law
            * Less customers protests
  * Expectation to act ethically
      * Should act ethically
        * Profit making should not rule decisions
        * They are part from society
        * Consider effects of their decisions
      * Should not act ethically
        * Free market economies
        * Acting ethically could lead to
            * Inefficiency
            * Higher costs
            * Higher prices

  0. SLEPT Analysis
  * External factors that affect the running of a business
      * Social
        * Demography
            * Working population
              * Determine the number of workers available
            * Population
              * Affect demand
      * Legal
        * Criminal Law
            * State and individual
            * Involves the police
        * Civil
            * Between two parties
              * Involves tribunals
            * Affected by three areas
              * Competition legislation
              * Employment legislation
              * Consumer protection legislation
                  * Impact largely in marketing
      * Environmental
        * Externalities
            * Air pollution
            * Water pollution
            * Congestion and noise
            * Destruction of the environment
            * Waste disposal
        * Government Intervention
            * Taxes
            * Subsidies
            * Pollution permits
            * Education
        * Pressure groups
            * Such as green peace
      * Ethical
        * Consideration on decision making
        * Benefits
            * Good publicity
              * Marketing 
            * Additional sales
            * Content workers
      * Political
        * Changes in legislation
      * Technological
        * Changes in technologic
        * Can get advantage if invest in r
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