10a.	Indicative Content  
 
The indicative content in Section 10 does not cover all teaching/instructing possibilities and is not intended to be prescriptive. The educator 3is encouraged to be creative in devising and implementing other approaches, as appropriate. The use of examples is there to provide suggestions. The educator is free to use other examples, as appropriate. The indicative content ensures all MIMLOs are addressed but it may not follow the same sequence as that in which the MIMLOs are listed in Section 9. It is the educator's responsibility to ensure that all MIMLOs are included in the delivery of this module. 

Educators delivering this module as part of a CAS Major or special purpose award should ensure that the content is focused on the specific vocational field of learning of the target award.  The module can be delivered through classroom-based learning activities, group discussions, one-to-one tutorials, self-directed learning, research, case studies, role play and other suitable and creative activities, as appropriate to the learner group, and can be adapted to suit the context of the overall award. 

MIMLO 1: Assess the impact of administrative practices and service on the organisational culture, goals, and policies through effective stakeholder relationships.

Administrative Practices
Understanding Administrative Practices
· Overview of functions in business/organisations (administration functions, customer service functions, finance functions, procurement functions, human resource functions, sales functions, marketing functions, production functions etc) and the relationships between them
· Types of administrative activities: record-keeping, communication management, scheduling, calendar management, policy and procedure compliance, resource allocation, event planning and coordination, financial administration etc
· Key skills and competencies for effective administration in business/organisational environments
· Role of administrators in enhancing organisational or business efficiency
· Ethical considerations and professional standards in business/organisation administration practices

Influence on Business/Organisational Culture
· Business strategies, objectives and policies
· Business/Organisational culture
· Administrative practices as a reflection of business/organisational values, culture and norms.
· How consistency and professionalism in administration can foster trust and a positive workplace culture.
· Role of administrative services in promoting sustainability, inclusivity, transparency, and fairness.

Contribution to Business/Organisational Goals
· Alignment of administrative functions with business strategic objectives.
· Metrics for evaluating administrative effectiveness and its impact on goal achievement.

Compliance with Organisational Policies
· Importance of adhering to internal policies and procedures.
· Examples of administrative practices enforcing policy compliance (e.g., data security protocols, confidentiality practices).
· Role of administration in identifying and mitigating risks.

Stakeholder Theory and Administrative Practices
Introduction to Stakeholder Theory 
· Introduction to stakeholder theory key concepts and its relevance in business and administration.
· Identifying key internal and external stakeholders: employees, customers, suppliers, investors/shareholders, financial institutions, regulators, and the local community.
· Benefits of balancing conflicting stakeholder interests.

Administrative Practices to Build Effective Stakeholder Relationships
· Communication strategies: transparency, frequency, and consistency in stakeholder interactions.
· Personalisation and responsiveness in service delivery to meet stakeholder expectations.
· Technology’s role in enhancing stakeholder engagement (e.g., Customer Relationship Management tools, workflows etc).

Supporting Internal Stakeholders
· Role of administration in employee onboarding, training, and welfare.
· Facilitating inter-departmental communication and collaboration.

Managing External Stakeholder Relationships
· Best practices for handling customer enquiries, complaints, and feedback.
· Coordinating with suppliers and partners to ensure seamless procurement operations.
· Promoting community engagement and corporate social responsibility through effective administration.

Measuring Stakeholder Relationship Effectiveness
· Key performance indicators (KPIs) for stakeholder satisfaction.
· Feedback mechanisms and continuous improvement loops.
· Explain how successful stakeholder engagement is driven by strong administration.

Importance of Communication in Administration
· Role of communication in achieving organisational goals and maintaining stakeholder relationships.
· Characteristics of effective communication: clarity, conciseness, and appropriateness.

Customer Relationships
· Role of administrative support in building and maintaining customer trust and loyalty.
· Understanding customer relationship management (CRM) as a strategic business approach.
· Benefits of strong customer relationships, including retention and advocacy.

Overview of Administrative Support Services
· Types of support services: documentation, communication, scheduling, and feedback management.
· Role of administration in bridging internal teams and customers.

Customer Communication Strategies
· Ensuring timely and professional responses to customer inquiries via email, phone, or online chat.
· Managing customer communication logs to track history and interactions.
· Using clear and empathetic language to address customer concerns effectively.

Complaint and Issue Resolution
· Organising workflows and flowcharts to handle customer complaints promptly.
· Maintaining transparency with customers throughout the resolution process.
· Using feedback to improve services and prevent recurring issues.

Online and Digital Platforms
· Using social media management tools to engage with customers.
· Supporting e-commerce operations with administrative assistance in order tracking, refunds, and updates.

Data Security and Confidentiality
· Ensuring customer data is protected in line with GDPR and other privacy regulations.
· Implementing secure systems for storing and sharing customer information.
· Understanding the importance of maintaining customer privacy.

Organising Administrative Workflows for Customer Relationship Support
· Coordinating between sales, marketing, and service teams to ensure consistent communication with customers.
· Acting as the central point of contact for customer-related queries and updates.

MIMLO 2 Discuss current legislation and best practice in a relevant vocational area, to include safety and health, data protection, security, corporate governance, employment and equality, and facilities management.  

Safety and Health Practices and Legislation
· Importance of compliance with current legislation in safety, health and welfare at work in relation to workplace employer and employee duties, ‘duty of care’, risk assessments and safety statements
· Best practices aligned with current legislation

Administrative Practices and Legislation
· Importance of compliance with Irish legislation in administration.
· Best practices aligned with ethical standards and business/organisational efficiency.

Security, Confidentiality, and Freedom of Information
Security Practices in Administration
· Key principles of data security under the General Data Protection Regulation (GDPR) and Irish Data Protection legislation.
· Administrative procedures to protect physical and digital assets: secure storage, controlled access, encryption, and cybersecurity protocols.

Confidentiality  
· Importance of maintaining confidentiality in administrative tasks (e.g., business records, financial data).
· Guidelines for ensuring confidentiality in everyday operations.
· Legal implications of breaching confidentiality under Irish legislation.

Freedom of Information (FOI)
· Overview of the Freedom of Information legislation in Ireland: rights to access public information.
· Administrative responsibilities for processing FOI requests: timelines, documentation, and exemptions.
· Challenges and ethical considerations in managing FOI compliance.

Corporate Governance in Administration
· Key Principles of corporate governance - definition and importance of corporate governance in ensuring transparency, accountability, and ethical behaviour.
· Overview of the Company legislation and its administrative implications.

Administrative Practices Supporting Governance
· Role of administration in board meetings: scheduling, minutes, and compliance.
· Record-keeping practices to support audits and legal compliance.

Best Practices in Governance
· Application of governance codes, e.g., Code of Practice for the Governance of State Bodies.
· Incorporating environmental, social, and governance (ESG) factors into administrative practices.

Employment and Equality
Employment Practices and Compliance
· Duty of the Employer and administrative obligations under Irish employment laws, including the Employment Equality legislation and Organisation of Working Time legislation and Safety, Health and Welfare at Work legislation

Promoting Equality in the Workplace
· Role of administration in supporting diversity and inclusion initiatives.
· Best practices for training and policy implementation to support equality.
 
MIMLO 3: Organise meetings, events, and business travel, using IT applications and relevant office equipment to manage tasks and prioritise responsibilities effectively.

Planning and Organising Meetings
Explain the stages involved in preparing for meetings and events and the planning and production of related documentation.

Types of Meetings
· Formal and informal meetings: purposes and differences.
· Key participants and roles (e.g., chairperson, secretary).

Principles of Effective Verbal Communication
· Active listening skills to ensure understanding and engagement.
· Using tone, pace, and language appropriate to the audience.
· Conducting meetings effectively.

Principles of Effective Written Communication
· Structuring agendas, emails, invitations etc
· Emphasising clarity, grammar, and formal tone in correspondence.

Audience-Centric Writing
· Adapting written content to stakeholder needs and expectations.
· Simplifying complex information without losing accuracy.

IT Tools Supporting Written Communication
· Word processing software for drafting and editing documents (e.g., Microsoft Word, Google Docs).
· Email platforms with scheduling and tracking features for efficient correspondence.
· Using document-sharing tools (e.g., SharePoint, Google Drive) for collaborative writing.

Pre-Meeting Preparation
· Drafting agendas and setting objectives.
· Sending invitations and managing RSVPs.
· Refreshments and food arrangements
· Arranging room (physical or virtual) and ensuring necessary equipment is available (e.g., projectors, screens etc).
· Seating plan
· Preparing and distributing materials, such as reports or presentations/visual aids.

Meeting Facilitation and Follow-Up
· Note-taking techniques and recording meeting minutes accurately.
· Distributing minutes and action points to attendees.
· Tracking any follow-up tasks.

IT Applications for Meetings (online & face-to-face)
· Using calendar and scheduling tools (e.g., Outlook, Teams, Google Calendar) to manage meetings.
· Virtual meeting platforms (e.g., Microsoft Teams, Zoom) and their features.
· Digital tools for collaborative agenda creation and real-time note sharing (e.g., Office 365, Google Docs).

Event Organisation
Event Planning Basics
· Setting clear objectives for the event.
· Budgeting and cost management for events.
· Choosing suitable venues and vendors.

Event Logistics Management
· Coordinating catering, seating arrangements, and audio-visual needs.
· Managing event registration and guest lists.
· Ensuring compliance with health, safety, and accessibility requirements.

IT Applications for Events
· Online platforms (Teams, Office 365 calendar etc) for invitations
· Designing event materials (programme, invitations etc) using software (e.g., Canva, MS Office).

Evaluating Event Success
· Collecting and analysing feedback from attendees.
· Reviewing objectives and outcomes against the original plan and budget
· Documenting lessons learned for future improvements.

Business Travel
Travel Planning
· Researching and booking transportation options (flights, trains, buses, car rentals).
· Coordinating accommodation bookings based on traveller preferences and budgets.

Preparing Itineraries
· Creating comprehensive travel itineraries
· Providing contingency plans for travel disruptions

Managing Expenses
· Tracking and documenting travel expenses for reimbursement or reporting purposes.
· Ensuring compliance with any business/organisation travel policies.

IT Applications for Managing Travel
Using spreadsheets or other IT tools to manage travel budgets and expense reports


MIMLO 4: Utilise relevant IT applications and software to facilitate effective communication systems (internally and externally) to include diary management, messaging, online meetings, and file management

Introduction to IT Applications in Administration
· Overview of the role of IT in communication systems.
· Importance of integrating IT tools for seamless internal and external communication.
· Benefits of IT-driven administrative processes, including efficiency, accuracy, and accessibility.

Diary/Calendar Management
· Purpose and Importance of Diary/Calendar Management
· Ensuring efficient scheduling and time allocation.
· Minimising conflicts in appointments and deadlines.

IT Tools for Diary Management
· Using calendar applications (e.g., Microsoft Outlook, Google Calendar) to schedule and coordinate meetings.
· Features like recurring events, reminders, and time-zone adaptability for international operations.

Best Practices for Diary Management
· Prioritising tasks and managing overlapping commitments.
· Sharing calendars with teams to promote transparency and collaboration.
· Integrating diary management tools with other systems (e.g., Teams, emails)

Messaging Systems
Types of Messaging Platforms
· Email platforms (e.g., Outlook, Gmail) for formal communication.
· Instant messaging tools (e.g., Microsoft Teams) for quick and informal collaboration.

Best Practices for Messaging
· Structuring messages for clarity and professionalism.
· Managing and organising inboxes using folders, pins, etc

Security in Messaging
· Recognising and avoiding phishing or spam emails.

Online Meetings
Platforms for Online Meetings
· Overview of popular tools (e.g., Microsoft Teams, Zoom, Google Meet).
· Key features: presenter permissions, screen sharing, breakout rooms, and chat functions.

Organising and Facilitating Online Meetings
· Scheduling meetings and sharing links/invitations with attendees.
· Ensuring necessary resources (presentations, documents) are ready and accessible.
· Recording meetings for reference and sharing post-meeting summaries.

File Management
Understanding File Management Systems
· Benefits of organised file storage for efficiency and collaboration.
· Tools for digital file management (e.g., SharePoint, Google Drive, Dropbox).

Key File Management Practices
· Creating and maintaining folder hierarchies for easy access.
· Version control to avoid duplication and confusion in collaborative work.
· Applying naming conventions for better organisation.

Security and Confidentiality in File Management
· Restricting access to sensitive files using permissions
· Implementing data backup and recovery protocols.
· Adhering to GDPR and other organisational policies for data protection.

Integrating IT Applications for Communication Systems
· How diary management, messaging, online meetings, and file management tools interconnect for seamless communication.
· Choosing the right platform for specific administrative tasks.


MIMLO 5: Demonstrate effective verbal, written and presentation competencies, using IT skills, to support the communication of information to relevant stakeholders in the vocational area.  
IT Skills
· Use of word processing software (Microsoft Word, Google Docs)
· Email management and diary management (Outlook, Gmail)
· Digital collaboration tools (Microsoft Teams, Zoom)

Written Communication Skills
· Business writing (grammar, structure)
· Proofreading and editing of documents
· Email etiquette

Communication Skills
· Tailoring communication methods to different stakeholders
· Ensuring confidentiality and compliance with data protection regulations
· Using IT software to enhance communication efficiency

MIMLO 6: Devise procurement procedures for business resources and supplies relevant to the vocational area.

Procurement
Definition and Importance
· Overview of procurement in business operations.
· Role of procurement in cost management, quality assurance, and operational efficiency.
· Tailoring procurement practices to industry-specific needs (e.g., healthcare, retail, construction).

Identifying Procurement Needs
· Conducting needs assessments to determine required resources and supplies.
· Categorising procurement items (e.g., consumables, capital equipment, services relevant to vocational area).
· Forecasting demand to avoid overstocking or shortages.

Components of a Procurement Policy
· Establishing clear objectives
· Setting thresholds for approvals and spending limits.
· Defining roles and responsibilities in the procurement process.

Supplier Selection and Management
· Criteria for selecting reliable suppliers: quality, cost, delivery time, and reputation.
· Creating a supplier database and maintaining supplier relationships.
· Negotiating contracts and establishing terms of service.

Purchasing and Ordering Procedures
· Using purchase orders (POs) to formalise procurement.
· Establishing frameworks/workflows for procurement decisions.
· Managing standing orders and one-off purchases.

Documentation and Reporting
· Maintaining records of procurement decisions for audit trails.
· Generating procurement reports to track spending and supplier performance.

Receiving and Quality Assurance
· Developing procedures for inspecting and accepting deliveries.
· Reporting and managing discrepancies in received goods or services.
· Recording procurement data for accountability and audit purposes.

Monitoring and Review
· Importance of regularly reviewing procurement policies to ensure relevance and effectiveness.
· Incorporating feedback from stakeholders for continuous improvement.

Compliance & Best Practices
· Overview of any guidelines affecting procurement (e.g., Public Procurement Guidelines).
· Ethical considerations, including anti-bribery and anti-corruption measures.
· Principles of green procurement: prioritising environmentally friendly products and services.
· Encouraging local sourcing to support community economies.

Security and Data Management
· Protecting sensitive procurement data from breaches and/or fraud.
· Ensuring compliance with GDPR in supplier communications and record-keeping.

10b. Suggested Resources 
Suggested books 
Further Education Support Service and Education and Training Boards Ireland (2019) Referencing handbook for the FET sector. Available from
https://www.fess.ie/images/stories/ResourcesForTutors/Referencing_Handbook_files/Referencing_Handbook_February_2019.pdf  [accessed 10 June 2024]

Further Education Support Service and Education and Training Boards Ireland (2019) Academic writing handbook for learners in the FET sector. Available from
https://fess.ie/images/stories/ResourcesForTutors/AcademicWritingHandbookForLearnersInTheFETSector.pdf [accessed 10 June 2024]. 

Suggested web resources 

	Organisation / Author 
	Resource
	Web location  

	ETBI Library 
	Referencing guide
	https://library.etbi.ie/referencing 

	ETBI Library 
	Academic integrity guide 
	https://library.etbi.ie/ld.php?content_id=34423196 




