
 

  

 

MULTIMEDIA ACTION PLAN 
 

PROJECT DETAIL 
 
1. Introduction  WESTERN SKILLS NETWORK is a Community Work Coordinator (CWC) located in the North West, South 
West & West suburbs of Melbourne.  WESTERN SKILLS NETWORK is comprised of three consortium members, NorthWest Net (NWN), 
Westgate Community Group, (WCG) and Djerriwa Employment & Education Services (DEES). All consortium members have a history of 
conducting successful Work for the Dole programs and were fortunate to be awarded the second largest CWC contract in Australia. 
 
2. With many project Activities being run simultaneously and with hundreds of Job seeker clients to monitor, WESTERN SKILLS 
NETWORK needed to use innovative and time-managed processes to successfully deliver the project activities.  Project activities were 
initially monitored by a manual system, this over time became bureaucratic and unwieldily.  Within two years of the contract, it became 
apparent that the manual system was not keeping pace with the activities, nor meeting the needs of the Job seekers and those of the 
community.   The Manager therefore proposed a computerized method of monitoring activities to reduce the workload and stress on the 
staff.  
 
AIM  
 
3. The aim and or purpose The aim and purpose of the program is to enhance current systems, improve staff morale, provide 
appropriate support to Job seeker clients, Sponsors, Hosts and Government organizations.   
 
WORKPLACE PHILOSOPHY 
 
4. Current philosophy WESTERN SKILLS NETWORK is a not for profit organisation which uses the Team Network 
infrastructure principal, to support each other to achieve above the National Average performance statistics.  What they lack, however, is 
the knowledge and expertise to create suitable procedures and policies to meet future challenges.  The Manager on his employment 
conducted a review of procedures over a three month period to ascertain what the organizational needs were and how they could be best 
met using current resources. One tool used was the Observation Analysis and Recommendation Matrix, (OARM) designed to highlight 
areas of concern. A matrix identifying current work practices is as shown below: 
 

MATRIX 1: Observation – Analysis and Recommendations Matrix (OARM) 
 
 

SERIAL OBSERVATION REMARKS ANALYSIS 
1 SLW statistics not being entered Staff do not believe its necessary Procedures not being followed 
2 Job seeker clients not sure of activities 

 
Information sessions not informative Area Coordinator to fix 

3 Staff not maintaining attendance records 
 

Staff do not believe its necessary Policy issue 

4 Client records left open on staff kitchen bench  Does not normally occur Privacy issue 
5 No debriefing after each Orientation session Sometimes there is no time  Orientation schedule to be 

reviewed 
6 Incident involving Job seeker Client 

 
Incident not reported OH&S and Policy issue 

7 Reference material not provided to Job seeker 
client 

No stationary or reference material available Policy issue 

8 Job seeker client evaluation sheet found in the 
rubbish bin 

Staff believe that if Job seeker client is no 
longer on an activity, there is no need to keep 
records 

Policy and Procedure issue 

9 Activity handouts to Job seeker client are out of 
date and not relevant. 

Staff using out of date Activity brochures. Policy issue 

11 Telephone messages not being passed onto the 
staff Job seeker clients 

Staff too busy to pass on telephone calls Policy issue 

13 SLW Induction and Training Manual not 
updated. 

Staff consider that a Management problem Policy  

14 Job seeker clients do not arrive on time for 
Information sessions 

Staff has not advised Job seekers. Policy issue 

18 No Review of  activities conducted after end of 
each Work for the Dole Activity 

Staff does not believe it’s necessary.  Policy issue 

 
5. Impact on Performance  The Job seeker client incident/complaints had risen, morale within the SLW had plummeted, 
spiralling maintenance costs, staff consistently on stress leave and compensation cases increased. The SLW began to lose its momentum 
and it productivity decreased by 15%.  The Department of Employment and Workplace Relations (DEWR) advised that the SLW Key 
Performance Indicators (KPI) were showing a decline and if the decline was not arrested within a six month period, it may have an effect on 
further funding. As a result of the poor KPI statistics, staff morale, and poor procedures, the Manager took the initiative to reverse the trend 
of poor performance. 
 
 
 
 



 

  

 
 
 
STAKEHOLDERS 
 
6. Target Audience As a result of the OARM, the Manager designed a program based on the current manual model using 
Microsoft Access program and associated Microsoft software currently on WESTERN SKILLS NETWORKcomputers. Although the program 
was initially designed for the Manager to monitor project activities throughout the organization, it became evident that the program had other 
useful tools. These tools would become an asset to the Area Coordinators and to the staff at a lower level.       A list of the targeted 
audience is as shown below in Matrix 1: 
 

 
Matrix 2:  TARGET AUDIENCE 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
PEDAGOGICAL AND ANDROGOGICAL ISSUES 
 
7. Conduct  The program began with an Action Plan Matrix (APM) to assist the Manager to plan, prepare, implement and 
review the program.  Information gleaned from statistical data maintained manually by the organisation along with observations and key 
Performance indicator reports enabled the manager to create a prototype to be used during the course of the action plan. The APM was 
also useful in identifying the strengths and weaknesses of the processes involved. It also highlighted what form of training styles would be 
used to enable the transfer of knowledge from the creator to the target audience. A detailed Action Plan is attached as Annex A.  
 
8. Learning styles  An analysis of the staff indicated a mixture of nationalities, ages, education and ability to absorb information.  
This now became a challenge to the manager as he had to decide which of the styles he must use to train and inform the staff on the new 
program.  It was first considered that the elder of the two staff would benefit from an Androgogy form of training, (learning from each other) 
while the remainder would benefit from the Pedagogy style, (transferring knowledge from the manager to the staff).  A trial of a simple 
procedure was conducted to ascertain the best possible method to use on the staff as a group. This was initially conducted on a one to one 
basis to ascertain the abilities to absorb knowledge by the manager.  
 
 
 
 
 
 
 
 
 

SERIAL TITLE FIRST NAME SURNAME POSITION Remarks 

1 Mr Peter  Adams Manager /Administrator Manager for Organization 
 
 

2 Mr Ray Gusson Area Coordinator 
 

Supervisors and monitors activities 
in Employment Service Area (ESA) 
 
 

3 Mrs Chris  Russ Area Coordinator 
 

Supervisors and monitors activities 
in Employment Service Area (ESA) 
 
 

4 Mr Raymund P. Ducat Area Coordinator 
 

Supervisors and monitors activities 
in Employment Service Area (ESA) 
 
 

5 Mrs Ceyda Chester Project officer 
 

Monitors projects, conducts liaison 
visits 
 
 

6 Mr Joe Zenda Administrative staff Officer 
 

Provides administrative support to 
Area Coordinator and Manager 
 
 

7 Mrs Lyn Shandy Administrative staff Officer 
 

Conducts Information and 
Orientation sessions 
 
 

8 Mrs Denise Stringer Administrative staff Officer 
 
 
 

Responsible for financial monitoring 
 
 



 

  

 
 
 
 
 
 
9. Staff learning considerations  On the cessation of the trial, a number of observations was made by the 
Manager, using visual and verbal tools to determine staff learning styles.  The results of those observations were categorised in the form of 
a Learning style matrix detailed below:  
 

MATRIX 3: PREFERRED LEARNING STYLE CONSIDERATIONS 
 

 
 
10. Staff behaviour During the one to one training session, the first individual responded well to the pedagogy form of learning 
style that is until they formed a good grasp of the basics of the procedure being shown. On learning the procedure, the individual displayed 
an interest on learning alone to explore the remaining trial procedure.   This was conducted with all the staff on an individual basis, ending 
with the same result.   When the time came to conduct the group session (Androgogy) on another procedure, it took more time and effort on 
the part of the Manager to transfer the knowledge due to the different abilities of the individuals to absorb the knowledge.  The behaviour 
and responses of the staff towards the initial trial was promising. This enabled the Manager to form opinions on individual preferences and 
to adjust the program to suit the target audience.  
 
11. Learning style analysis Using the above model as a guide, the Manager used the same approach on the Area Coordinators 
who were responsible for staff in their own localities.  The Area Coordinators responded well to the pedagogical form of learning and 
Androgogy form of learning style. Taking this into account, it became apparent that the new program would require a pedagogy approach to 
the staff, which meant more time and money being used and an erosion of manpower when balanced against the benefits of the program.   
Therefore as a result of the above analysis, the target audience shifted from the staff to the Area Coordinators using the Androgogy 
method. The Area Coordinators would become proficient in the new program and would then return to their Area of Operations to train their 
staff on the new program.  
 
12. Learning and desired outcomes Although the staff training and learning style was established, it still remained to 
determine the outline and final presentation of the program. The colours, fonts, menus, style, text configuration, navigation, and images had 
not yet been fully trialled using the new program. The observations made during the trial period certainly enabled the manager to glean 
valuable information and provide him with an insight into each individuals preferences on style, navigation methods and` colours that were 
palatable to each individual.  
 
 
 
 
 
 
 
 

SERIAL TITLE FIRST 
NAME 

SURNAME POSITION EDUCATION EXPERIENCE IN 
INDUSTRY 

REMARKS PREFERRED 
LEARNING STYLE  

1 Mr Ray Gusson Area 
Coordinator 
 
 

DIPLOMA   35 YEARS POOR COMPUTER 
SKILLS QUICK 
LEARNER 

PEDAGOGY AND 
ANDROGOGY 

2 Mrs Chris  Russ Area 
Coordinator 
 
 

DIPLOMA OF  12 YEARS GOOD COMPUTER 
SKILLS QUICK 
LEARNER 

PEDAGOGY AND 
ANDROGOGY 

3 Mr Raymund 
P. 

Ducat Area 
Coordinator 
 
 

DIPLOMA  8 YEARS GOOD COMPTER 
SKILLS QUICK 
LEARNER 

PEDAGOGY AND 
ANDROGOGY 

4 Mrs Ceyda Chester Project officer 
 
 
 

UNIVERSITY 
DEGREE 

1 YEAR GOOD COMPTER 
SKILLS QUICK 
LEARNER 

PEDAGOGY AND 
ANDROGOGY 

5 Mr Joe Zenda Administrative 
staff Officer 
 
 

UNIVERSITY 
DEGREE 

1 YEAR GOOD COMPTER 
SKILLS QUICK 
LEARNER 

PEDAGOGY  

6 Mrs Lyn Shandy Administrative 
staff Officer 
 
 
 

DIPLOMA 3 YEARS BASIC COMPUTER 
SKILLS NEEDS ONE TO 
ONE ASSISTANCE 

PEDAGOGY 

7 Mrs Denise Stringer Administrative 
staff Officer 
 

DIPLOMA 2 YEARS BASIC COMPUTER 
SKILLS NEEDS ONE TO 
ONE ASSISTANCE 

PEDAGOGY 



 

  

 
 
 
 
PROGRAM PRESENTATION  
 
13. Multimedia program staff preferences matrix A program resources matrix shown below indicates the information gleaned 
from each individual with regards to personal preferences. This guide was useful in guiding the manager in the initial stages of the program 
design. A graphic representation of the program is attached as Annex B. 

 
Matrix 4: Program preferences 

 
 
 
 
 
 

SERIAL TITLE FIRST 
NAME 

SURNAME PREFERRED PROGRAM STYLES  ANALYSIS 

2 Mr Ray Gusson LIKES:   FONTS ARIAL 10 FONT, COLOURS BLUE BLACK RED 
YELLOW  GREY AND WHITE, NAVIGATION BUTTONS AND SCROLL 
BARS, MENUS AND OR TEXT, IMAGES,  HELP POP UPS DIALOGUE 
BOXES,  HARD DRIVE PROGRAM RESIDENCE, SHARING 
INFORMATION,  MICROSOFT SOFTWARE (ACCESS, EXCEL AND 
WORD) 
 
DISLIKES:  ANIMATED OBJECTS, TOO MUCH TEXT, CLICKING 
MORE THAN THREE TIMES TO REACH THE TARGET PAGE, AUDIO, 
INPUTTING SAME INFORMATION,  MANUAL COMPACTING OF THE 
DATA 

AS A GROUP THE GENERAL 
CONSENSUS WAS AS SHOWN 
BELOW: 
 
LIKES: 
 
a. FONTS ARIAL SIZE 10 -12 
FONT 
 
b. COLOURS BLUE BLACK RED 
GREY,  
 
c. NAVIGATION BUTTONS  
 
d. SCROLL BARS 
 
e. EASY TO FOLLOW MENUS 
 
f. TEXT, 
 
g. IMAGES  
 
h. HELP POP UPS DIALOGUE 
BOXES 
 
i. CALENDAR 
 
j. HARD DRIVE PROGRAM 
RESIDENCE 
 
k. SHARING INFORMATION 
 
l. MICROSOFT SOFTWARE 
(ACCESS, EXCEL AND WORD) 
 
 
  
DISLIKES: 
 
a. ANIMATED OBJECTS 
 
b. CLICKING MORE THAN THREE 
TIMES TO REACH THE TARGET 
PAGE 
 
c. AUDIO 
 
d. CALCULATING STATISTICS 
 
 
e. INPUTTING SAME 
INFORMATION 
 
f. MANUAL COMPACTING OF 
DATA 

3 Mrs Chris  Russ LIKES:   FONTS ARIAL 12.FONT, COLOURS BLUE BLACK RED  
GREY AND WHITE, NAVIGATION BUTTONS AND SCROLL BARS, 
TEXT, IMAGES,  MICROSOFT SOFTWARE (ACCESS, EXCEL AND 
WORD) 
 
DISLIKES:  ANIMATED OBJECTS,  CLICKING MORE THAN THREE 
TIMES TO REACH THE TARGET PAGE,  CALCULATING STATISTICS 

4 Mr Raymund 
P. 

Ducat LIKES:   FONTS ARIAL 12 FONT, COLOURS BLUE BLACK RED AND  
GREY, NAVIGATION BUTTONS, TEXT, AND IMAGES,  HELP POP 
UPS DIALOGUE BOXES,  HARD DRIVE PROGRAM RESIDENCE,  
MICROSOFT SOFTWARE (ACCESS, EXCEL AND WORD) 
 
DISLIKES:  CLICKING MORE THAN THREE TIMES TO REACH THE 
TARGET PAGE, AUDIO, INPUTTING SAME INFORMATION 

5 Mrs Ceyda Chester LIKES:   FONTS ARIAL 10 FONT, COLOURS BLUE BLACK RED 
YELLOW  GREY AND WHITE, NAVIGATION BUTTONS AND SCROLL 
BARS, MENUS AND OR TEXT, IMAGES, CALENDAR, SHARING 
INFORMATION,  MICROSOFT SOFTWARE (ACCESS, EXCEL AND 
WORD) 
 
DISLIKES:  ANIMATED OBJECTS, TOO MUCH TEXT, CLICKING 
MORE THAN THREE TIMES TO REACH THE TARGET PAGE, AUDIO,  
CALCULATING STATISTICS, INPUTTING SAME INFORMATION,  
MANUAL COMPACTING OF THE DATA 

6 Mr Joe Zenda LIKES:    FONTS ARIAL 12.FONT, COLOURS BLUE BLACK RED 
YELLOW  GREY AND WHITE, NAVIGATION BUTTONS AND SCROLL 
BARS, MENUS AND OR TEXT, IMAGES,  HARD DRIVE PROGRAM 
RESIDENCE,  MICROSOFT SOFTWARE (ACCESS, EXCEL AND 
WORD) 
 
DISLIKES:  TOO MUCH TEXT, CLICKING MORE THAN THREE TIMES 
TO REACH THE TARGET PAGE,  CALCULATING STATISTICS 

7 Mrs Lyn Shandy LIKES:   FONTS ARIAL 10 FONT, COLOURS BLUE BLACK RED 
YELLOW  GREY AND WHITE, NAVIGATION BUTTONS AND SCROLL 
BARS, MENUS AND OR TEXT, IMAGES,  HELP POP UPS DIALOGUE 
BOXES, CALENDAR, SHARING INFORMATION,  MICROSOFT 
SOFTWARE (ACCESS, EXCEL AND WORD) 
 
DISLIKES:  ANIMATED OBJECTS, TOO MUCH TEXT, CLICKING 
MORE THAN THREE TIMES TO REACH THE TARGET PAGE, AUDIO,  
CALCULATING STATISTICS,  MANUAL COMPACTING OF THE DATA 

8 Mrs Denise Stringer LIKES:   FONTS ARIAL 10 FONT, COLOURS BLUE BLACK RED 
YELLOW  GREY AND WHITE, NAVIGATION BUTTONS AND SCROLL 
BARS, MENUS AND OR TEXT, IMAGES,  HARD DRIVE PROGRAM 
RESIDENCE, SHARING INFORMATION,  MICROSOFT SOFTWARE 
(ACCESS, EXCEL AND WORD) 
 
DISLIKES:  ANIMATED OBJECTS, TOO MUCH TEXT, CLICKING 
MORE THAN THREE TIMES TO REACH THE TARGET PAGE, AUDIO, 
INPUTTING SAME INFORMATION 



 

  

 
 
 
 
PRESENTATION TYPE AND PROGRAM 
 
14. As a result of the above findings, it was easy to establish a nucleus of likes, dislikes and preferred modes of presentation. The 
final outcome of the product will depend on the evaluation of the product.  The following was gleaned from the stake-holders preferences: 
 
 a. Stakeholder Likes  These included the font type, font size, types of colours, navigation aids, images, pop up help 
 menus, calendar, program residence, sharing of information and a preference for Microsoft software.  A perusal of current  
 resources and the  means of delivering the program to the staff were within the organizations infrastructure. The preference for a 
 calendar and the program to reside on the staff member’s hard drive was not considered essential. The calendar on each 
 computer was sufficient to meet the needs of the individual. The program would reside on the organization’s server to enable 
 the information to be shared across the network. Internal controls regarding security and compiling tasks would be incorporated 
 within the program. A backup of the program would be taken and burned onto a Rewritable Compact Disk at the end of each day 
 by the administrator.   
 
b. Stakeholder dislikes The stakeholder dislikes of using animated objects, clicking more than three times, use of audio 
 during the program,  calculations, inputting the same information and compiling the data  at the end of the task did not prove to be 
 a problem. All of the issues raised appeared to universal dislikes across the organisation.  The information however provided the 
 manager with the opportunity to simplify the program and designing it is user friendly.   
 
ORGANISATIONAL ISSUES 
 
15. Existing and New Policies The exiting policies, based on manual procedures failed to keep pace with the increased workload,  
changes in contractual agreements with the Government and with new business practices. As a result, performance was down and staff lost 
confidence in the current procedures. Band aid procedures were applied to meet new challenges without any formal procedures being put 
into place.   Best practice ideas, objects and mission statements were non existent.  Previous Managers had failed to correct the decline, 
preferring rather to maintain the relationships and retaining networks while the performance continued to drop. 
 
16. Resistance to change The issues identified in Matrix 1 outlined the need for a drastic overhaul of the system without 
making those changes appear drastic. Area coordinators were informed of the decline and the proposed measures to be put into place until 
the new automated program was designed, trialled and `implemented across the respective employment service areas. This met with 
resistance by the area coordinators as it was all new to them and they had no wish to move outside their comfort zone.  The staff on the 
other hand when approached with the proposed changes, welcomed the new ideas and were able to see the benefits to them selves and to 
the organisation as a whole. This caused some resentment amongst the Area Coordinators, resulting in them complaining as a group to the 
CEO.   The CEO however provided the necessary support to the Manager to push ahead with the reforms and to advised to normalise the 
relationship with the Area Coordinators. 
 
17. Work Groups The Manager persuaded the Area Coordinators that it was in their best interests to partake in the new 
policies,  procedures and programs as it would empower them to improve their statistics, give them more flexibility and increase the morale 
of their staff.  As Team working Strategy Group was formed to investigate best practice ideas, and procedures to increase the performance 
of the organisation. The team would meet on a monthly basis to discuss outstanding issues, to share common interests and information. 
Each session would be chaired by the respective Area Coordinator when the working group met at their location. This form of 
communication provided the Manager with the perfect platform upon which to persuade the Area Coordinators of the proposed Multimedia 
Program for the organisation. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

  

 
 
 
TECHNICAL AND MATERIAL RESOURCES 
 
18. Resources Maximum use of WESTERN SKILLS NETWORK resources will be utilised to defray any costs to the program. 
Computers, software, manuals, staff, furniture and facilities are provided by WESTERN SKILLS NETWORK at each Employment Service 
Area.  A detailed resource matrix is shown below: 
 

MATRIX 5: RESOURCES 
 

Serial Resource Quantity Location Remarks 
1 APTRAK Program 3 Broadmeadows, 

Melton and Footscray 
Program to remain resident 
on ESA Server and shared 
across the network 

2. Training room 1 As above  
 

3. Computers and printers 5 As above  
 

4. Overhead Projector 1  Manager to provide at each 
training location 

5. Microsoft software, Access, Excel and Word 1 As above Licensed to organisation 
 

6. Furniture, chair, table One per staff member   
 

7. Communications 1 As above Telephone, internet access 
 

8.  Photocopier access 1 As above  
 

9. Stationary qty As above As required for handouts 
and manuals 

10. Parking facilities  As above  
 

11. Miscellaneous items   As required 
 

 
 
TRAINING 
 
19. Training schedule A one day training seminar will be conducted for all the relevant stakeholders. The program training will 
commence with the Area Coordinators and will be conducted at the Broadmeadows location.  The remaining staff will be exposed to the 
program at their respective location.  The aim of the training is to expose the stakeholders to the various aspects of the program and to 
encourage feedback on the presentation, structure and navigation guidelines.  A detailed training schedule is shown below: 
 

MATRIX 6: SLW APTRAK TRAINING SCHEDULE MATRIX  
  

SERIAL SUBJECT 
 

TYPE TRAINER  TIME LOCATION DATE RESOURCES REMARKS 

(A) (B) (C) (D)  (E) (F) (G) (H) (I) 
1 WELCOME  

 
INDUCTION 
 
 

PETER 
ADAMS 
 

9:00 AM TRAINING ROOM 
BROADMEADOWS  
FOOTSCRAY 
MELTON 

16 MAY 
03 

COMPUTERS 
FURNITURE 
OVERHEAD 
PROJECTOR 
STATIONARY 
MANUALS 
 

HAND OUT COURSE 
OUTLINE  - ORIENTATION   

 INTRODUCTIO
N TO APTRAK 

DISCUSSION PETER 
ADAMS 

9:15 AM TRAINING ROOM 
BROADMEADOWS  
FOOTSCRAY 
MELTON 

16 MAY 
03 

A ABOVE APTRAK PROCEDURES  
NAVIGATION AIMS  
 

2 BREAK   10:45 AM CAFETERIA 
BROADMEADOWS  
FOOTSCRAY 
MELTON 

16 MAY 
03 

COFFEE TEA 
BISCUITS URN 
SPONS CUPS 
AND SAUCERS 

TEA AND COFFEE 
LOCATED IN LECTURE 
ROOM 
 

3  EXERCISE PRACTICAL  PETER 
ADAMS 

11:00 AM TRAINING ROOM 
BROADMEADOWS  
FOOTSCRAY 
MELTON 

16 MAY 
03 

AS ABOVE WORKSHOP INVOLVING 
A REAL LIFE SCENARIO 
 

4. STAFF 
EVALUATION 

PRACTICAL 
 

PETER 
ADAMS 

12:30 TRAINING ROOM 
BROADMEADOWS  
FOOTSCRAY 
MELTON 

16 MAY 
03 

AS ABOVE FEED BACK ON TRAINING 
INFORMATION TO BE 
USED WITH EVALUATION 
ON REVIEW 

 
 

 
 
 



 

  

 
 
20. Staff evaluation feedback  On completion of the training all stakeholders will be required to complete an evaluation 
document.  The stakeholder results from the first scheduled training are shown below: 
 
 

SERIAL CONTENT STRONGLY 
AGREE 

AGREE NEUTRAL DISAGREE 

 APTRAK PROGRAM CONTENT 
1 The SLW APPTRAK program is easy to follow 

 
Y Y Y Y Y Y Y    

2 The content is relevant to the workplace 
 

Y Y Y Y Y Y Y   

 APTRAK PROGRAM STRUCTURE 
 

3 The menus were applicable to the subject  
 

Y Y Y Y Y Y Y Y   

4 The images were appropriately located 
 

Y Y Y Y Y Y Y   

5 The text  was at the right size 
 

Y Y Y Y Y Y Y   

6 The colours were effective  
 

 Y Y Y Y Y Y Y  

 HELP MATERIAL 
 

6 The help material was interesting  
 

 Y Y Y Y Y Y Y   

7 The help material is current  Y Y Y Y Y Y Y 
 

  

8 The material was well prepared and researched 
 

Y Y Y Y Y Y Y   

 FACILITATION 
 

9 The aims of the APTRAK program was clearly stated 
 

Y Y Y Y Y Y Y    

10 There is sufficient links to external agencies 
 

Y Y Y Y Y Y Y  

11 The navigation is easy to follow 
 

Y Y Y Y Y Y Y  

 ADMINISTRATION AND RESOURCES  
 

12 All Job seeker clients enquiries can now be dealt  with quickly and 
effectively 
 

 Y Y Y Y Y Y Y   

13 Software and computer equipment were satisfactory 
 

 Y Y Y Y Y Y Y   

14 Should animation be included? 
 

   Y Y Y Y Y Y Y 

 RECOMMENDATIONS 
 

    

15 The colours of the program could be reviewed to make it more user 
friendly 
Statistical data needs to be more friendly and easier to follow 
Reports need to be reviewed and made user friendly 
Navigation requires further study 

Y Y Y Y Y Y Y   

 SUMMARY 
 

 

16 The Evaluation feedback provided during the APTRAK training period was informative and along with observations will be utilised to enhance 
the program.   
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

  

BUDGET 
 
21. Costs The program costs were kept to a minimum utilizing skills, knowledge and material resources of the organisation and 
the benefits outweighed the costs. Benefits included an increase in conversion rates of the Job seeker clients, increase in completed 
placement of Job seeker clients, improved morale, timely reporting of incidents and complaints, improvement in the Key Performance 
Indicators, a reliable system of maintaining statistical data, and an automated system of monitoring activities. A breakdown of program 
budget costs is shown below for internal audit purposes: 
 

MATRIX 7:  BUDGET 
 

SERIAL ITEM COST QTY NOTES TOTAL 
1 Trainer $30:00 1 @8 hours two days -  Manager $2,400:00 
2 Research  $30:00 1 @8 hours 30 days -  Manager $600:00 
3 Handouts 

 
Manuals 

$30:00 
 
$45.00 

48 
 
7 

@5c 
 
@$15.00 

$300:00 
 
$00.00 

4 Review Analysis $300:00 1 Manager $300:00 
5 Evaluation Report $500:00 1 Electronic format emailed to Board of 

Management 
$300:00 

6 SLW APTRAK Computer Program 
 

$5000:00 1 In kind support $5000:00 

7 Internet Access $30.00 1 @ 4 hours for four days $ 
8 Miscellaneous Stationary 

 
$100.00   $100.00 

9 Compact Disks (CD) 
 

$10.00 2  $20.00 

10 Staff salaries $31.00 7 @ 4 hours for one day (staff) 
@ 4 hours for one day (Area 
Coordinators) 

 

11 Software $0.00 1 Licensed by organization for Server $0.00 
12 Training Rooms $75.00 1 Training rooms for two days  
13 Photocopier $15.00 1 @ 5 hours for one day  
14 GST    $506.50 
15 TOTAL 

 
   $5571.50 

 
PROJECT EVALUATION 
 
22. Primary and secondary evaluation functions The primary function of the evaluation was to identify whether the program did 
increase the monitoring of activities, decreased the response time to Job seeker client complaints, improved the conversion ratios, and 
decreased wasted man hours. The secondary aim of the evaluation was to identify the effects on staff morale and decrease in use of 
resources across the Employment service areas by the sharing of data.   
 
23. Evaluation and Analysis Methods. The tools used to conduct the evaluation were; On the job training Observations, informal 
interviews, external performance statements, Surveys, and historical data. It is of interest to note that observations methods were both of a 
verbal and visual nature.  The following Evaluation Plan details the processes involved to conduct the evaluation: 

 
MATRIX 8:  EVALUATION PLAN 

 
 

Serial Occurrence Stakeholders Date Time Remarks 
1 Initial Meeting with 

Board of Management 
WESTERN SKILLS 
NETWORK Board of 
Management and 
Manager 

2 April 003 10:00 am Request for support. General outline of evaluation requirements. Costs. Resources. 
Locations. Reporting timelines. Review Report times. Expected outcomes. 

2. Area Coordinators 
Meeting 

Area Coordinators and 
Manager 

4 April 2003 9:00 AM Discuss  methods of evaluation, timelines, location, staff access, feed back 

3. Plan the Evaluation Manager 
 

10 April 2003  
9:00 AM  

Research and prepare Evaluation Analysis Tools, and methods of obtaining data.  
Interviews, Observations, Resources, Statistics, Contact staff and Area 
Coordinators, resources required, document journal for review of evaluation. 

4. Conduct the 
Evaluation  

Manager and staff 20 April 2003  
12:40 AM 

Staff members interviewed. Historical Data, Questionnaires, Observations, 
Evaluation Flow charts and other Training Needs Evaluation methods of obtaining 
data are carried out. Debrief the staff involved. 

6. Analyse the 
Evaluation  

Manager 30 April 2003  
9:00 AM  

Information obtained is analysed and compared to historical and other known data 
to identify strengths and weaknesses of the program. Evaluations and 
recommendations for part of the report.  Additional cost previously not foreseen is 
also taken into account. 

7. Evaluation Report  Manager 17 May 2003  
9:00 AM 
 

Ensure that recommendations highlight any need for staff training, software 
upgrades, changes in policies and procedures,  Inform Area Coordinators of Final 
report 

8. Distribution of 
Evaluation Report 

All Stakeholders 20 may 2003 
9:30 am 

Arrange for a meeting with all the Stakeholders involved. Ensure a copy of the 
report is available for all members. Check meeting location and test resources. 
Arrange for an alternative site with the appropriate resources.  Confirm bookings 
and check Stakeholders attendance. Prepare and anticipate list of probable 
questions and answers. Consider all objections and courses of action. Obtain 
WESTERN SKILLS NETWORK  approval for the recommendations to be 
implemented. 



 

  

 
 

24. Evaluation questionnaire  The Questionnaire is designed to provide feedback on the staff current status. The following is the 
results from the first group of stakeholders: 

 
MATRIX 9:  EVALUATION QUESTIONAIRE 

 
SERIAL QUESTION RESPONSE 

YES NO 
1 DO YOU READ THE FEDERAL GOVERNMENT BULLETINS ON A WEEKLY BASIS?  

 
11 11111 

2 HAVE YOU HAD PROBLEMS WITH THE JOB NETWORK PROVIDER? 1 111111 
3 HAS ANY JOB SEEKER CLIENT BEHAVED IN AN UNACCEPTABLE BEHAVIOUR?  

FOR EXAMPLE, DISPLAYS OF RUDENESS, FOUL LANGUAGE, AND BODY 
LANGUAGE SIGNALS? 

111111 1 

4 ARE YOU AWARE OF THE SLW REPORTING PROCEDURE? 
 

1 111111 

5 DO YOU MONITOR THE JOB SEEKER PROGRESS? 
 

1 111111 

6 DO YOU ATTEND DEBRIEFING SESSIONS WITH AREA COORDINATORS TO 
REVIEW PROCEDURES AND EVALUATE JOB SEEKER PROGRESS? 

1 1111111 

8 DO YOU BELIEVE THAT THERE IS ADEQUATE SUPPORT SYSTEMS IN THE 
WORKPLACE? 

11 11111 

9 DO YOU REPORT INCIDENTS TO MANAGEMENT AFTER THEY HAVE OCCURRED? 11 11111 
10 DO YOU MONITOR PROJECT ACTIVITIES FOR TIME LINES AND CODE OF 

CONDUCT ISSUES? 
 

1 111111 

12 DO YOU UPDATE THE JOB SEEKER STATISTICS ON A FORTNIGHTLY BASIS? 
 

1 111111 

13 WOULD YOU ATTEND DEVELOPMENT TRAINING IF IT WERE AVAILABLE? 1 111111 
15 DO YOU MAINTAIN RECORDS OF ATTENDANCE? 

 
1 111111 

16 DO YOU PROVIDE JOB SEEKER CLIENTS WITH REFERENCE MATERIAL? 11111 11 
15 TOTAL 

 
25 65 

 
SUMMARY 
 
25. The Action Plan deals with tasks, responsibilities, presentation, budgets and evaluation of the program. The program itself is 
designed to assist the user and is continually improved upon to meet the needs of the operator. The program has been extensively trialed 
under various controlled field conditions. In each case the program was able to be adapted to meet each challenge.  The only disadvantage 
of the program is the limitations imposed by the MS Access program itself.  However, the needs of the organization are adequately met and 
the reports and statistical data provided by the program are sufficient.   
 
26. The program is adaptable and safe guards will be built into the program to ensure the integrity of the data and that the information 
remains secure.  The program can be manipulated and adapted to suit local needs. The Area Coordinators and administrators have 
sufficient knowledge of the program and of Microsoft Access basic programming to create and design documents to suit their needs.  
Backup support is available at the Managers level if so desired. 
 
 
 
 
 
 
 
 

The Voice from the Pavement - Peter Adamis is a (not for profit) Journalist/Commentator. He is a retired 
Australian military serviceman and an Industry organisational & Occupational (OHS) & Training Consultant whose 
interests are within the parameters of domestic and international political spectrum.  He is an avid blogger and 
contributes to domestic and international community news media outlets as well as to local and Ethnic News.  He 
holds a Bachelor   of Adult Learning & Development (Monash), Grad Dip Occupational Health  & Safety, 
(Monash),  Dip. Training & Assessment, Dip Public Administration, and Dip Frontline Management. Contact via 
Email: abalinx@netspace.net.au or via Mobile: 0409965538 
 
 
 

 
 
 
 

 



 

  

Annex A 
ACTION PLAN MATRIX - APM 

 

 1. A detailed Action Plan Matrix (APM) is shown below:

SERIAL ACTION STAKEHOLDERS DATE REMARKS 
1 INITIAL MEETING Board of Management 

and Manager 
28 February 2003 Manager to provide Board of Management with evidence gleaned from 

statistical data based on performance standards, Observations, surveys. 
Manager to provide a general outline of a computer program capable of 
eradicating current anomalies in the manual system. 

2 MULTIMEDIA ACTION PLAN 
PROJECT DETAIL 
GENERAL OUTLINE 

Manager 1 March 2003 Manager to design a program needs analysis plan with aim of collecting 
information. The information is to be gathered using current internal and 
external resources.  An outline of expected outcomes is to be detailed and 
documented. The aim of the documented expected outcomes is to design 
a program capable of improving the current manual system. 

3 WORKPLACE PHILOSOPHY Manager 2 March –  
5 March 2003 

The manager to research the history of the program, policies, manuals, 
guidelines and WESTERN SKILLS NETWORK organisation structure.  
Agendas either , overt, covert, staff behaviour, OH&S,  work practices, 
procedures, guidelines, code of conduct, goals, mission statements, and 
external influences regarding the current program. 

4 WHO WAS IT DESIGNED FOR Manager, Staff and 
Area coordinators 

6 March 2003 – 
19 March 2003 
 

The program is to be designed to benefit the stakeholders to effectively 
improve the conditions, workload, and procedures of the staff. The first 
prototype is to be completed for trial purposes and to enable the manager 
to document the program. 

5 PROJECT DETAIL Manager 6 March 2003 – 
19 March 2003 
 

The project detail will involve using Microsoft software with images 
obtained from share ware software and from a digital camera. Extensive 
use of Navigation will be used to enable the user to navigate around the 
program.  External links and or use of the internal hyperlinks are to be 
used where possible.  Colours will be subject to information supplied by the 
users, although initially the basic colours will be utilized. Use of audio will 
depend on feedback and will not be embedded into the prototype until it is 
considered essential to the success of the program.   

6 AIM OR PURPOSE Manager 6 March 2003 The aim is to ensure that the program is efficient and effective to enhance 
the organisations ability to remain competitive in the industry. 

7 CONDUCT PROGRAM TRIAL Manager, Staff  20 March 2003 A trail run of the program is to be conducted at Broadmeadows. The feed 
back is to be documented and the program adjusted. 

8 LOCATION Manager 20 March 2003 Broadmeadows 
9 STAKEHOLDERS Manager, staff and 

Area Coordinators 
 Initially the trial is to be conducted with the Broadmeadows staff to 

ascertain their reactions and feedback. Secondly the area coordinators will 
be approached for their point of view. 

10 MANAGEMENT Administrator  The program is to be designed to be accessed across the network and 
administered buy an administrator located at each employment Service 
area. 

11 AREA COORDINATORS Manager and Area 
Coordinators 

 A meeting with the area coordinators will be conducted. At this meeting the 
prototype will be displayed and a brief introduction to the program will be 
conducted. Support from the Area Coordinators is considered crucial to the 
success of the project. In the event the response is poor, the Board of 
management is to provide guidance on what action is to be taken. 

12 STAFF Staff at all locations  Feed back from the staff at all locations will be essential to ensuring that 
the program is utilized effectively.  Staff will be able to have direct access 
to the manager on issues surrounding the program. 

13 PEDAGOGICAL ISSUES Manager  Using Adult Learning principles based on Knowles, Brookfield and Vivien 
Robinson, the Manager is to explore what form of adult learning styles 
would best suit the staff.  The Manager may consider using Griff Foley, an 
Australian adult educator for local conditions. Whatever style is used, the 
outcome must be compatible with that of the staff. 

14 TYPE OF PRESENTATION OR 
PROGRAM 

Manager, staff and 
Area Coordinators 

20 March 2003 Microsoft Access along with Excel and `Word will be utilised throughout the 
program.  The program will be interactive and enable the user to navigate 
within two easy steps to the desired page. Three `steps will be used only 
where it is considered the information is not essential to the program 

15 ENGAGEMENT MODE – CD 
ROM COMPUTER BASES 

Manager, staff and 
Area Coordinators 

 The program will be resident of each Employment Service Area service in 
order that the information is shared. A rewritable CD of the program will be 
used to back up the data on a weekly basis and or as required by the 
Administrator. 

16 HOW LEARNING TAKES 
PLACE 

Manager, staff and 
Area Coordinators 

 This will depend on the feed back from the initial trial of the program and 
enhanced for the program training schedule. 

17 COMPARE IDEAS WITH 
OTHERS 

Manager, staff and 
Area Coordinators 

21 March 2003 The program can only be compared within WESTERN SKILLS 
NETWORKdue to the confidentiality and copyright laws. 

18 ORGANISATIONAL ISSUES Manager  Organisation issues will be gleaned from the information gathered by the 
manager as a result of the observations, manuals, Board of management, 
other stakeholders, performance statements and other material relevant to 
the organisation. 

19 EXISTING POLICIES  Manager  Existing policies on the manual systems will be utilised with the aim of 
automating repetitive workloads. The policies will be reviewed to ensure 
that they are current and can be incorporated with the new framework of 
the program.  



 

  

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

SERIAL ACTION STAKEHOLDERS DATE REMARKS 
20 NEW POLICIES Manager  As a result of the review of the existing policies, a new set of guidelines 

and policies will emerge. The new policies will incorporate the essential 
existing policies, the new contractual agreements, best practice ideas and 
new technology. The aim is to marry all the concepts and procedures into 
one new policy designed to meet the future. The policies will also be 
designed to provide the organization with the edge to remain competitive in 
the industry. 

21 WORK GROUPS Manager, and Area 
Coordinators 

 A Working group comprising of Manager and Area Coordinators will be 
created to enable the Area Coordinators to contribute to the overall project 
and empower them with the knowledge and training to assist their 
respective staff. 

22 TECHNICAL ISSUES Administrative staff  Technical issues regarding the project will centre on the resources required 
for the project. A detailed list of resources and other technical issues is to 
be created, documented and updated as required. 

23 INFRASTRUCTURE Manager  The infrastructure of the organisation will be dealt along with the 
philosophical view of the organisation. The infrastructure of the program 
will be dealt with elsewhere. 

24 PRESENTATION  Manager  The presentation of the program will be conducted at each site using the 
resources of each site. It is envisaged that an overhead project will be 
used to portray the program while the staff operate at their computer. The 
Manager will provide a verbal brief on how the program operates. The 
program itself based on Microsoft Access will be user friendly and training 
will be conducted at a pace that is compatible with the staff learning styles. 

25 TRAINING OUTLINE  Manager 28 March 2003 The Manager is to design a training schedule that is compatible with the 
needs of the stakeholders. The training schedule is to kept simple and with 
the minimum of disruption to the current staff workload. 

26 MANAGING THE PROJECT Manager  The manager is responsible for the program, its design, training and 
implementation. 

27 STAFF RESPONSIBLE Manager, and Area 
Coordinators and 
Administrators 

 All of the stakeholders responsible for activities whether I the field or at 
computer will be responsible. Al staff involved in project activities will input 
and update information into the program 

28 TIMELINES Manager 28 February – 30 
May 2003 

The Manager is to ensure that the program is in full operational order no 
later than the 30 May 2003 

29 ACTION PLAN Manager  The action plan is to be reviewed and amended if necessary to meet the 
timelines. 

30 BUDGET Manager  The manager is to use the resources within the organisation. The manager 
is not permitted to obtain external support to complete the program due to 
confidentiality reasons. 

31 BUDGET CONTROL Manager  The manager is to remain as per above guidelines.  Budget costs are to be 
documented to ascertain realm costs for auditing purposes. 

32 PROJECT EVALUATION Manager, and Area 
Coordinators and 
administrators 

20 April – 30 May 
2003 

The Evaluation is to be completed no later than the 20 April and the Final 
evaluation report completed by 20 May 2003. 

33 SUMMARY Manager  On completion of the Action Plan Report a summary of the program is to 
be inserted indicating the usefulness or otherwise of the program. The 
summary is to include possible future uses or the need for expanding the 
program to other areas of the organisation. 

34 GLOSSARY Manager  A glossary is created and documented as the program develops. The 
glossary is to be inserted in all the handouts and manuals that deal with 
the Program 
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SUPPORT MENU 
 
 

 
 
 
 

 
 
 
 



 

  

 
SPONSOR ACTIVITY ANALYSIS 

 
 
 

 
 
 
 

 
 



 

  

 
HELP MENU 

 
 

 
 
 
 
 

 
 
 



 

  

ACTIVITY APPROVAL PROCESS 
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NON PROFIT ORGANISATIONS 
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PROJECT ACTIVITY ANALYSIS 

 

 
 
 
 
 
 

 
 
 
 



 

  

BENCH MARKS AND FORMULAS 
 

 
 
 
 
 

 
 
 
 
 



 

  

APPLICATION FILE CHECKLIST 
 
 

 
 
 

 
 
 
 
 



 

  

CLAIMS AND PAYMENTS 
 
 

 
 
 
 
 
 
 
 
 
 

 
 
 
 



 

  

 
CULTURAL EVENTS 

 

 
 
 
 

 
 
 
 



 

  

 
CLAIMS AND PAYMENTS REPORT 

 

 
 
 
 
 
 
 
 
 
 

 
 
 
 



 

  

 
PROJECT TIME LINE 

 

 
 
 
 
 
 
 
 

 
 



 

  

 
 

PROJECT ANALYSIS CHECKLIST 
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PROJECT ACTIVITY  

APPROVAL AND APPEALS PROCESS 
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GLOSSARY 

 
1. The following is a list of acronyms and abbreviations used throughout the document: 
 
ABBREVIATION  TITLE 
 
APTRAK    APPLICATION TRACKER 
CEO    CEO 
DEWR    DEPARTMENT OF EMPLOYMENT AND WORKPLACE RELATIONS 
ER    EVALUATION REPORT 
TO    TRAINING OFFICER 
ICD    INTERVIEW CATCHMENT DATA 
KPI    KEY PERFORMANCE INDICATORS 
OJT    ON THE JOB TRAINING 
QTY    QUANTITY 
WSN    WESTERN SKILLS NETWORK 
SPI    STRATEGIC PLANNING INFORMATION 
TDC     TRAINING DATA COLLECTION 
TCS    TRAINING COURSE SCHEDULE 
TO    TRAINING OFFICER 
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