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1.1 Introduction 
 

These materials are based on the unit of competency BSBMGT401 Show 
Leadership in The Workplace. 
 
They cover the performance outcomes, skills and knowledge required to work 
with teams and individuals, their standard of conduct and the initiative they take 
in influencing others. 
 
At this level, work will normally be carried out within routine and non-routine 
methods and procedures which require the exercise of some discretion and 
judgement. 
 

No licensing, legislative, regulatory or certification requirements apply to this unit at the time of endorsement. 
 
 
 
1.1.1 Course Overview 
 
Frontline management provides the first level of leadership within the 
organisation. 
 
This unit applies to people who are making the transition from being a team 
member to taking responsibility for the work and performance of others. 
 
Frontline managers have a strong influence on the work culture, values and 
ethics of the teams they supervise. As such it is important that frontline 
managers model good practice and professionalism, and that they confidently 
represent their organisation. 
 
 
 

1.2 Meet Requirements for Management Performance 
and Behaviour 
 
The terms frontline manager, supervisor and team leader in today’s environment are often used interchangeably. 
 
Traditionally, the title of manager has been reserved for senior executive staff with frontline managers, supervisors or 
team leaders acting as the channel between these executives and the operational team.  
 
As a frontline manager you must ensure that your own management performance and behaviour meet the requirements 
of your organisation. 
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1.2.1 Organisational Requirements 
 
To do this you need to familiarise yourself with the relevant documentation that your 
organisation uses to define what is required of all workers (sometimes known as 
compliance documentation). 
 
You should also seek to instil this knowledge into your team members.  
 
Your organisation’s compliance documentation may include: 
 

 Mission Statements. 
 

 Codes of Conduct. 
 

 Policies and Procedures. 
 

 Business Plans. 
 
 
 
 
1.2.1.1 Mission Statements 
 

Every organisation has a purpose for its existence. Mission statements are brief 
philosophical statements outlining what is important to an organisation, essentially 
clarifying why they are in business. 
 
Mission statements serve the purpose of ensuring that all workers are clear about 
the direction of the organisation in which they work. Such statements will often be 
displayed in prominent locations around the work area to act as a constant 
reminder for staff.  
 

 
 
 
1.2.1.2 Codes of Conduct 
 
A code of conduct clarifies the standards of behaviour that are expected of staff in the 
performance of their duties. It gives guidance in areas where they need to make 
personal or ethical decisions and often details the consequences for those who breach 
the code. 
 
While every organisation will have a code of conduct specific to its purpose, most will 
address issues such as: 
 

 Encouraging a safe, supportive environment. 
 

 Complying with relevant legislation and regulations, including relevant 
OHS/WHS legislation. 

 
 Using organisational resources in an appropriate manner. 

 
 Inappropriate or offensive language or behaviour. 

 
 Bullying and harassment. 

 
 Ethics and integrity. 
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1.2.1.3 Policies and Procedures 
 

A policy is a guiding principle used to set direction within an organisation. 
Policies generally detail what the rule is, when it applies and who it covers. 
 
A procedure is a particular way of achieving the policy and set the critical steps 
to be undertaken to do so. 
 
 
 
 
 

 
 
Together, policies and procedures are a set of documents that describe an organisation’s plan for operation and the 
procedures necessary to fulfil the policies. 
 
For example, an organisation might adopt the following policy pertaining to staff recruitment:  
 

 
 
 
To achieve this policy, the subsequent procedure may reflect the following: 
 

 Applicants must address all selection criteria outlined in the position 
description and submit applications for review to the Human Resource 
Manager within the specified timeframe. 

 
 Applications will be reviewed against the selection criteria and shortlisted 

accordingly. 
 

 Interviews will be conducted by a panel of at least three individuals 
including a representative from the Human Resources department and the 
position’s direct manager. 

 
 Selection will be made based on merit and the applicant’s suitability for 

the role. 

All employment and promotion 
decisions will be based on 
merit and the principle of 

furthering equal opportunity. 
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1.2.1.4 Business Plans 
 
A business plan is a formal statement of goals for an organisation and the plan for attaining those goals. It is an 
organisation’s blueprint and sets the direction for the organisation. 
 
A business plan might include the following information: 
 

 Executive summary – a 1-page overview of the document, 
usually written last. 

 
 Introduction. 

 
 Business description. 

 
 Business environment analysis. 

 
 Industry information. 

 
 Competitor analysis/market research. 

 
 Marketing plan. 

 
 Operations plan. 

 
 Financial plan. 

 
 
 

 
 
Frontline managers who have a clear understanding of business requirements 
and who are seen to espouse them demonstrate to their team members that 
they are genuine about their role and the impact that their team has on the 
greater organisation. 
 
 
 
 
 

 
 
 
1.2.2 Management Performance and Behaviour 
 
As well as performing and behaving in accordance with documented requirements, you will also be required to understand 
and meet the expectations of both senior management and your peers. 
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1.2.2.1 Executive Expectations 
 

As a frontline manager, you will be tasked with leading a work group or a team on 
their journey to achieving set goals. Executives will often determine these goals and 
objectives and then anticipate that the frontline manager will relay the expectations 
to their teams at the operational level. 
 
To ensure mutual understanding of what is required, you must demonstrate sound 
interpersonal and communication skills along with practical or technical skills specific 
to the industry in which you are working. 
 
 

 
 
 
 
1.2.2.2 Workers’ Expectations 
 
Expectations about performance and behaviour not only come from above, but also 
from the peers you lead in your role as a frontline manager. 
 
Your peers and colleagues will have an expectation that your appointment to a 
leadership role is based on your level of competence. It will be assumed that you 
will possess, and subsequently demonstrate, the qualities necessary to be a good 
leader. 
 
Workers are more likely to show commitment if they respect and have confidence in 
the person they are being led by. Behaviours displayed by leaders will influence 
sustained organisational performance. 
 
Workers tend to take their cues on what is important and how to behave from their 
leaders and when a leader says one thing and then does another, workers quickly 
figure out the real story. Therefore a major obligation of leadership is integrity 
between words and actions. 
 
 
 
Review Questions 
 

1.  How would you make sure that your performance and behaviour as a manager are in line with 
organisational requirements?  
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1.3 Act as a Positive Role Model 
 
Your leadership role requires that you serve as a positive role model in your management performance and behaviour. 
 
A role model is any person who serves as an example and whose behaviour is followed and imitated by others. They are 
people we look up to for ideas, inspiration, encouragement and support. 
 

 
 
 
 
1.3.1 Leading by Example 
 
As a leader, you will find yourself being scrutinised by those who report to you 
and by those you report to. While workers will look to you for guidance and 
support you can expect that they will adopt some of your work practices and 
habits. 
 
It is therefore essential that you lead by example, communicating and 
presenting yourself and your organisation in a positive way, maintaining 
professionalism at all times. 
 
 
 
 

 
 
 
You should act to inspire those who look up to you to act ethically and with 
integrity. You should strive to ‘walk the talk’ and demonstrate best practice 
behaviours to achieve organisational goals and objectives. 
 
Most importantly, workers rely on their managers to show them what is expected, 
how it should be done and within what organisational parameters. 
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1.3.1.1 Modelling Behaviours 
 
Leaders who are late for work, take extended lunch breaks and disappear early on Fridays are not likely to gain the 
respect from workers that visible, open and transparent leaders do. 
 
Good leaders demonstrate the following positive traits: 
 

 Honesty. 
 

 Integrity. 
 

 Effective communication. 
 

 Task competence. 
 

 Intelligence. 
 

 Imagination. 
 

 Motivation. 
 

 Courage. 
 

 Trustworthiness. 
 

 Decisiveness. 
 

 Adaptability. 
 

 Self-confidence. 
 
 

 
Being a good leader requires demonstrating positive actions including: 
 

 Knowing the names, positions and responsibilities of their staff. 
 

 Delegating responsibility to their staff. 
 

 Promoting the organisation’s mission, goals, standards and image. 
 

 Being appropriately dressed and groomed. 
 

 Encouraging and supporting staff. 
 

 Being punctual. 
 

 
 
 
 
The fastest way for a leader to damage working relationships is to: 
 

 Misuse power. 
 

 Demonstrate incompetence. 
 

 Concentrate on individual’s weaknesses. 
 

 Be dishonest. 
 

 Exclude workers from decision-making. 
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1.3.1.2 Communication 
 
Communication is essential to a successful relationship between worker and leader. A good leader keeps communication 
channels open to encourage productivity and information sharing. 
 
Effective leaders should be able to understand what their workers actually do. This is achieved by staying in touch with 
workers and stepping in to operational roles to assist when needed:  
 

 
 
 
Your skills in communicating will be invaluable in this endeavour. They will allow you to effectively show team members 
what is expected, how it should be done and within what organisational parameters. 
 
 
 
1.3.1.3 Delegation 
 
There is a difference between avoiding hands-on work – and therefore 
demonstrating an opinion of being ‘above that’ – and delegating. 
 
A fundamental part of leading by example is understanding the importance of 
delegation and doing it properly. 
 
Good leaders hire competent staff and give them the authority to do their jobs 
well. They are not threatened by individuals who prove to be highly competent 
but rather embrace and reward the skills and knowledge that they can bring to 
the team. 

Good leaders do not shy away 
from hands-on work when 
work demands exceed the 

capacity of current resources. 
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