
9 Improving business 
productivity
9.1  Overview
Numerous videos and interactivities are embedded just where you need them, at the point of learning, in your 
learnON title at www.jacplus.com.au. They will help you to learn the content and concepts covered in this topic.

9.1.1 Introduction
One of the main objectives of a business is to improve the ef�ciency of its 
operations and productivity. Productivity measures the amount of output  
compared to the amount of input that goes into production. By improving 
productivity, businesses can be more competitive as they produce products  
at lower costs than competitors. Productivity can be improved by reducing the 
number of inputs required to obtain the same level of output or an increased output. 
Alternatively, productivity can be improved if inputs remain the same but output 
increases, therefore, obtaining more from the inputs. There are many strategies that 
businesses can use to improve productivity. We will explore these strategies in this 
topic.

 

Why is productivity important for a business? What might happen to a business that cannot improve 
productivity? 

FIGURE 1  Car manufacturers can improve productivity by reducing the number of inputs required to obtain the 
same number of cars, or more cars. Alternatively, they can improve productivity if inputs remain the same but 
the number of cars produced increases, resulting in more cars from the inputs.

Resources

 eWorkbook Customisable worksheets for this topic (ewbk-6091)

Video eLesson Improving business productivity (eles-2385)

productivity    a measure of ef�ciency; 
the amount of output produced 
compared to the amount of input 
required in production 

output    the end result of a business’s 
efforts; the good or service that is 
delivered or provided to a consumer 

input    the resources — including 
materials, equipment and labour — 
used in the process of production 
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9.2  Managing operations and improving  
productivity

9.2.1 Operations
Operations is the area of a business 
responsible for making the business’s 
product, whether it is manufacturing 
goods or providing a service. 
Operations oversees the transformation 
of inputs — including the materials, 
equipment and labour used in 
the process of production — into 
output, that is, the �nished product. 
Operations can in�uence improvements 
in productivity because it involves 
capital investment, investment in 
applications of technology and the use 
of materials management strategies 
such as just-in-time inventory systems.

9.2.2 Capital investment
Capital investment involves putting �nancial resources into physical resources such as machinery, equipment and 
facilities. These investments are essential for a business to be able to provide goods and services to customers. 
Investing in capital can improve productivity. For example, building a modern assembly line in a factory will 
reduce costs and the use of labour while producing more products, which increases 
the productivity of the business’s capital. An investment in capital also increases the 
productivity of labour and other resources employed by a business.

9.2.3 Investment in technology applications
Investment in technology is another way businesses can improve productivity. 
Regardless of whether they are manufacturing a good or producing a service, 
businesses can use technology to speed up or shorten processes and maximise the 
use of resources. Using technology means production can take place using less 
labour or fewer materials.

Technology also enables businesses to drive innovation. New technology can 
support a business in designing or developing new products or processes. It can 
also be used to actually produce new or improved products or as part of a new 
innovative process.

operations    the area of a business 
that consists of all the activities 
engaged in producing goods and 
services

capital    physical resources 
owned by a business and used 
in production, including factories, 
machinery and equipment 

technology    the use of scienti�c 
knowledge to develop machinery, 
equipment and devices designed 
to solve business problems 

innovation    adding a new product 
(which can be a good or a service) 
to an existing product line, or 
signi�cantly improving an existing 
product or process

LEARNING INTENTION

By the end of this subtopic you will be able to:
 • describe ways in which businesses can improve productivity
 • explain how the use of technology has allowed innovative responses by business.

FIGURE 1  Operations is responsible for turning inputs into goods 
(such as these bottles of soft drink) or services.
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Of�ce technology
Of�ce and communication technologies such as the ones in FIGURE 2 have enabled new markets to open up 
because businesses can now reach more customers around the world. Developments in business technologies 
have created the opportunity for workers to complete a greater range of tasks in less time. Many of�ce 
technologies also enable employees to work from locations outside the business.

Customer relationship management
Customer relationship management (CRM) refers to 
the systems that businesses have introduced to maintain 
customer contact. CRM applications can be used to 
improve productivity by storing information about 
existing and potential customers.

This information can be entered and retrieved by 
employees from different areas in the business, 
including the sales, marketing and operations 
departments. In this way, the business can improve 
customer service because services can be provided 
directly to customers. This reduces costs and 
improves productivity.

Robotics
Robotics is a special form of technology capable of complex tasks. Robots are often used in manufacturing, on 
assembly lines, in engineering or in research where a programmable machine capable of doing several different 
tasks is required. They are capable of performing tasks with greater precision and 
accuracy than any human worker can. Robots work without complaint and do not 
demand higher wages. They work in conditions that are often far too dangerous for 
employees. By performing tasks faster and with greater accuracy in places where 
humans often cannot, robots improve productivity.

Podcast

Technologies used in
business today

Video calls

Cloud storage

Database

Mobile phone

Social media Twitter

Facebook
YouTubeiPad

Mainframe

Personal

Laptop Computers

Printer/
photocopier

Personal organiser

3D printer EFT/EFTPOS

FIGURE 2  Technologies used by businesses today

FIGURE 3  Customer relationship management 
is used to learn about and store information 
regarding customers’ needs and behaviours.

robotics    highly specialised forms 
of technology that are capable of 
complex tasks 
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Computer-aided design
Computer-aided design (CAD) is software that generates two-dimensional or three-dimensional diagrams from 
a set of given input data (parameters). Once a design has been created it can be viewed from multiple angles, 
which assists both the designer and the end user to visualise the product. A lot of information can be obtained 
from the design. The costs of materials can be calculated and the time to complete the task of production can be 
determined, enabling the costs of the overall project to be quanti�ed. In this way, CAD 
can improve productivity. If the cost is too high or if the design is too limited, the input 
parameters can be easily altered to re�ect any new requirements. The normal drafting 
process can be very expensive, time consuming and less accurate. CAD can also be 
used to design the process that would be used to create the product in the shortest 
possible time using the least number of materials.

FIGURE 4  Robotics technology is used in many areas of business, including 
manufacturing and packing.

computer-aided design    software 
that enables a business to 
create, modify or design product 
possibilities from a series of input 
parameters

CASE STUDY

Innovative technologies

The 2019 WA Innovator of the Year Award was won by Mining and Process Solutions for the development of 
GlyLeach — an environmentally friendly metal extraction method. This is a low-cost method of mineral extraction, 
which is also biodegradable. This will enable mineral deposits that were previously thought uneconomic to mine 
to be accessed, improving access to important minerals like copper, while reducing both the economic cost and 
environmental cost.

Technology is not used only by businesses that manufacture goods. Businesses that produce services also use 
technology to improve productivity. Snap Laundromat in Brisbane has introduced an innovative new technology 
to its washing machines and dryers that enables customers to pay for and operate the laundry services with their 
smartphones. The founder of Snap Laundromat, Ian McFarlane, created a small network controller about the size 
of a cake of soap to go inside each machine.
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9.2.4 Materials management
Materials management is concerned with managing the way materials are received and stored and making 
sure they are available to the operations process when required. Many businesses have large quantities of 
materials on hand to complete production. This is called stock, or inventory. 
Businesses hold large inventories to make sure they do not run out of materials. 
However, this can become a huge cost for a business because the stock has to 
be stored. Stock that takes up storage space for a long time can also result in 
the business missing opportunities to invest money in other places. In addition, 
materials can become unusable after a certain period of time. It is very important to 
manage materials effectively so that costs can be kept down.

The ‘just-in-time’ inventory system
Some businesses use an inventory system called just-in-time (JIT). This system 
ensures that the correct materials arrive just as they are needed for production, 
which can reduce storage costs and reduce the risk of waste occurring in storage, 
thereby improving the business’s productivity.

The customer can either swipe a QR 
code on the machine or visit a website 
to create an account. Once the account 
has a balance, they can select a dryer 
or washing machine of their choice. 
Mr McFarlane said that customers, 
particularly young people and travellers, 
have been very quick to take up the 
new technology. He has started a new 
business, Eziwash, to make the controllers 
available to other laundromats. The use 
of this technology application means that 
customers can quickly and easily pay for 
their laundry service, particularly if they do 
not have cash, and could encourage more 
people to use the laundromat. Eventually 
the technology will provide the ability to 
download customer data and to reward 
customers for their loyalty.

FIGURE 5  Use of technology applications can make the 
customer experience simpler, quicker and more worthwhile.

CASE STUDY

Just-in-time real estate

REA Group is a global online real-estate advertising 
company that owns and operates property-advertising 
sites in Australia, including www.realestate.com.au. The 
business has applied the just-in-time system to software 
development. Decisions are made based on having 
access to the right information at the right time. This 
supports its efforts to be focused on customers and their 
rapidly changing needs. The business avoids carrying 
out excessive planning or documentation because this 
is considered to be a waste. In this way, innovation and 
creativity are encouraged.

FIGURE 6  REA Group uses the just-in-
time system to access the right information 
about customer needs at the right time.

materials management    an 
operations strategy that manages 
the use, storage and delivery of 
materials to ensure the correct 
number of inputs is available 
to the operations system when 
required 

inventory    the goods and 
materials held as stock by a 
business 

just-in-time    an inventory system 
that ensures the correct materials 
arrive just as they are needed in 
the operations process 
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9.2 ACTIVITY

 1. Use the FM magazine (Facility Management) weblink in the Resources tab to �nd out how operations 
management can improve productivity. Search the website for articles relating to productivity and write a list 
of at least �ve ways that operations management can improve productivity.

HASS skills: Questioning and researching  
Economics and Business concept: Specialisation and trade

Resources

Weblink FM magazine

9.2 EXERCISE

To answer questions online and to receive immediate feedback and sample responses for every question, go 
to your learnON title at www.jacplus.com.au. 

Check your understanding

 1. What is operations management responsible for?
 2. List four types of technology applications used by business to improve productivity.
 3. De�ne the term ‘innovation’.
 4. What is the just-in-time inventory system?
 5. What does CRM stand for?

Apply your understanding

 6. De�ne the following productivity strategies. 
 a. Capital investment
 b. Investment in technology applications
 c. Materials management

 7. Describe how each of the strategies in question 6 can improve productivity.
 8. Outline three bene�ts of a business using technology in an of�ce.
 9. Read the case study ‘Innovative technologies’ and answer the following questions.
 a. What innovative technology did Mining and Process Solutions introduce and how is it innovative?
 b. In what way is the technology that Snap Laundromat introduced innovative?
 c. How could Snap Laundromat’s new technology be used to make the customer experience more 

worthwhile?
 10. Read the case study ‘Just-in-time real estate’ and answer the following questions.
 a. Explain how REA Group has applied just-in-time to software development.
 b. In what way would this system improve productivity?

 11. Outline what might happen to a business if it does not invest in capital or technology applications or make 
use of materials management strategies such as the just-in-time inventory system.

For sample responses for every question, go to www.jacplus.com.au.

Learning pathways

LEVEL 1
Questions
1, 2, 4, 5, 7

LEVEL 2
Questions
6, 8

LEVEL 3
Questions
3, 10
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9.3  Improving productivity through human  
resource management

9.3.1 Human resource management
Human resources is the area of a business that is responsible for coordinating all the activities related to the 
employees of a business. It manages the relationship between the employer and employees. The strategies used 
by the human resource department, such as training and �exible workplace conditions, focus on improving 
the motivation of employees and meeting their expectations. By improving motivation, human resources can 
in�uence improvements in productivity. 

9.3.2 Training
The aim of training is to improve 
the skills, abilities and knowledge of 
employees so they can perform their job 
more ef�ciently and effectively. Both 
new employees and existing employees 
require training, depending on their 
level of experience. By giving them the 
opportunity to develop their skills and 
increase their knowledge, employees 
are more likely to feel valued within the 
business. Well-trained staff are likely 
to be more motivated and perform their 
jobs more ef�ciently. This will result 
in improved productivity. Staff who 
are well-trained are also less likely to 
leave the business, which results in 
reduced costs.

Training can take many forms. 
Common methods of training include:

 • off-the-job training. This takes place at a site away from the workplace. It may 
involve classroom activities, lectures and simulations.

 • on-the-job training. This takes place at the workplace. It may involve coaching, 
hands-on training and job rotation (where workers move from one area of a 
business to another).

 • competency-based training. This involves employees learning one competency 
and identifying areas where further training is required.

LEARNING INTENTION

By the end of this subtopic you will be able to explain what human resource management is, and identify ways 
businesses structure their working environment to provide �exibility and ef�ciency.

FIGURE 1  Training is important for a business because it can 
improve the performance of employees, improve staff morale 
and productivity, and ultimately increase pro�t.

human resources    the area of 
a business that manages the 
relationship between the employer 
and employees, from acquiring to 
terminating staff

training    the process of teaching 
employees skills, abilities and 
knowledge
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9.3.3 Flexible workplaces
Flexible working conditions help many employees achieve a better work–life balance. This means employees 
can achieve the right combination of time devoted to work, and time devoted to family and personal life. Many 
businesses actively seek to improve their employees’ work–life balance to improve 
productivity. Flexible workplace conditions enable employers to attract and retain 
staff by facilitating �exible employment options to meet individual staff needs and to 
access a larger pool of employees. Businesses can provide �exible working conditions 
by varying the hours their employees work; varying where employees may work from; 
making leave entitlements available, including sick leave and long-service leave; or 
offering other arrangements such as childcare facilities. Some forms that �exible 
working conditions may take can be seen in FIGURE 3.

CASE STUDY

Top Employer: Tata Consultancy Services

Tata Consultancy Services (TCS) is a 
multinational information-technology 
services, consulting and business 
solutions company with its headquarters 
in India. Its services are offered across 
a number of sectors including banking 
and �nance, retail, utilities, energy and 
telecommunications. TCS was recognised 
as a Top Employer Australia 2019 by the 
Top Employer Institute. Certi�cation is 
awarded to the best employers around 
the world — that is, companies that 
demonstrate the highest standards of 
employee offerings. These employee 
offerings include primary and secondary 
bene�ts and working conditions, training 
and development, career development 
and culture management.

Rajeev Das the Head of Human 
Resources, TCS Asia–Paci�c said, ‘At a 
time of profound technology change, our investments in organic talent development at scale and our focus on 
attracting and retaining the best talent in every country that we operate in, have helped us gain leadership and 
become the preferred partner in our customers’ Business 4.0™ transformation journeys’.

The key pillars of TCS’s strong HR performance are:
• investing in talent development through one of the world’s largest corporate training programs and STEM 

initiatives targeting girls
• ensuring values and behaviour are clear and aligned including an explicit code of conduct
• encouraging health and wellbeing through fitness and mental health initiatives
• driving retention and satisfaction by improving staff satisfaction.

FIGURE 2  Tata Consultancy Services invest in developing 
the talent of their staff.

�exible working conditions    
conditions that enable employees 
to balance work and family 
responsibilities more effectively 

work–life balance    achieving the 
right amount of time between 
work and family/personal life 
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Research suggests that �exible working conditions do improve productivity. A small-to-medium enterprise 
(SME) study in 2017 by workplace consultant Regus surveyed more than 20 000 senior business managers 
around the world. It found that bene�ts of �exible working include improved concentration levels and 
productivity as well as less time spent commuting.

Extension of ordinary hours to
weekend work and public holidays

Variable working days/weeks

Telecommuting Flexitime

Compressed work week

which enables employees
to work the hours that

best suit them

which enables employees
to work the normal, full-time
hours over fewer than �ve

days in a week; for example,
four 10-hour days or a

nine-day fortnight

which enables employees
to work the core hours

speci�ed as required, but
with �exible start and

�nish times

which enables employees
to work from a remote
location outside of the

traditional of�ce, including
from home, a café or

a hotel room

which enables employees
to nominate starting

and �nishing times to
suit their needs

Flexible working
conditions may

take the form of …

FIGURE 3  There are many ways businesses can offer �exible working conditions.

FIGURE 4  Flexible working conditions enable employees to balance time devoted to work 
with time devoted to family and personal life as well as improve their productivity.
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CASE STUDY

Shell’s �exible workplace

Shell Australia provides �exible working conditions for of�ce roles wherever required and operationally possible. 
This means, for example, that employees may be able to ‘telecommute’ and work from home or start their 
working day earlier or later, depending on staf�ng needs. Shell attempts to provide a working environment where 
employees are able to balance their work and family commitments. For example, Shell offers an Employee 
Assistance Program, which is a professional, con�dential counselling service for employees and their immediate 
family members.

Amber-Liza Guster, a senior commercial manager at Shell Australia and mother of two children, works three 
days a week with the possibility of working extra time when needed. ‘In the team I work in we have three mums 
who work part-time and two dads who have �exible work arrangements’, she says. ‘Across the industry I see 
different views and it comes primarily down to a company’s beliefs of what value �exible arrangements bring to 
a business. To make �exible work arrangements successful there needs to be a commitment from the individual 
and the company.’

The human resources manager at Shell Australia, Helen Reid, says that more than half of Shell’s workforce has 
taken advantage of the �exible work arrangements.

FIGURE 5  Shell Australia provides �exible working conditions for its 
employees, including variable working days and the opportunity to 
telecommute

Resources

Weblink Inside HR

9.3 ACTIVITY

 1. Use the Inside HR weblink in the Resources tab to �nd out how human resource management can improve 
productivity. Search the website for articles relating to productivity and write a list of at least �ve ways human 
resource management can improve productivity.

HASS skills: Questioning and researching 
Economic and Business concept: Economic performance and living standards
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9.4  Ethics, social responsibility and the  
triple bottom line

9.4.1 Ethical and social responsibility
Society expects businesses to act ethically and to be socially responsible. Businesses that incorporate ethical 
and socially responsible practices into their business activities experience positive reputations, leading to 
increased sales and pro�ts. Employees will want to work for the business, reducing the costs of replacing staff 
and increasing productivity. By comparison, unethical behaviour, or a lack of social responsibility, can damage 
a business’s reputation.

LEARNING INTENTION

By the end of this subtopic you will be able to:
• identify ethical and unethical workplace practices
• describe the impact of these practices on individuals
• explain reasons for triple bottom line business planning
• outline the possible implications of ethical practices for employees, competitors and the broader economy.

9.3 EXERCISE 

To answer questions online and to receive immediate feedback and sample responses for every question, go 
to your learnON title at www.jacplus.com.au. 

Check your understanding

 1. What is human resource management responsible for?
 2. List two types of training.
 3. Identify four ways that businesses can provide �exible workplaces.
 4. Describe how the following strategies can improve productivity:

 a. training
 b. �exible workplaces.

Apply your understanding

 5. Read the case study ‘Top Employer: Tata Consultancy Services’ and answer the following questions.
 a. Identify the key pillars of HR at TCS that led to them being awarded a Top Employer award. 
 b. Outline the bene�ts to TCS and its employees of having these pillars.

 6. Read the case study ‘Shell’s �exible workplace’ and answer the following questions.
 a. List some of the ways Shell offers �exible working conditions.
 b. How, do you think, Shell bene�ts from offering Ms Guster �exible work arrangements?

 7. Outline what might happen to a business if it does not use human resource management strategies such as 
offering training or �exible working conditions to staff.

 8. Do you think more workplaces will offer �exible working in the future? Justify your answer.

For sample responses for every question, go to www.jacplus.com.au.

Learning pathways

LEVEL 1
Questions
1, 2, 3

LEVEL 2
Questions
5, 6, 7

LEVEL 3
Questions
4, 8
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9.4.2 Ethical workplace practices
Ethics are standards that de�ne what is acceptable and unacceptable behaviour. Workplace ethics are 
standards that apply to business, such as being honest in business dealings with others. Business people make 
decisions every day. In many decisions involving ethical questions, it can be dif�cult to give a de�nitive 
answer about what is acceptable and what is unacceptable. It often depends on the individual circumstances 
surrounding the situation. For example, what should a business do in the following situations?

 • A loyal, long-serving employee cannot adapt to new technology.
 • Con�dential information about a competitor’s pricing policy has been leaked by a disgruntled employee.
 • The business is asked for a cash payment to help hasten a decision about a tender contract.

Honest and fair behaviour
Society expects businesses to be truthful in the way they communicate information and fair in the way they 
deal with people. Customers and suppliers expect to be dealt with honestly and fairly. If, for example, a 
business’s advertising includes words such as ‘special’, ‘sale’, ‘low fat’ or ‘light’, customers would expect 
that the business was not being misleading or deceptive. Not only is false or misleading advertising unethical, 
it is also illegal. A business using these words in an attempt to knowingly mislead customers is engaging in 
unethical practices. Suppliers would expect that if a business has arranged for a delivery of certain items and 
promises to pay within a set period of time then, apart from exceptional circumstances, the business would 
honour its commitment to the supplier.

Employees also expect to be dealt with honestly and fairly. For instance, con�dential information about 
employees should be kept secret, obligations to employees, such as fair pay, should be ful�lled and 
harassment or discrimination should not occur. Occasionally, a business may become aware of an unethical 
business practice of one of its employees. This can place the business in a dif�cult position, especially if 
the employee is important to the successful operation of the business. At other times, some employees may 
place an employee in a dif�cult ethical position, such as when older employees decide to play a practical joke 
on a young apprentice. Sometimes, these ‘practical jokes’ get out of hand and may develop into a serious 
harassment or negligence case.

Con�ict of interest
Con�ict of interest can occur when a person in a position of trust has competing 
personal or professional interests — for example, when gifts or payments are on offer. 
There is a �ne line between what is regarded as a gift and what may become a bribe. 
Corruption undermines the integrity of the business and, if unchecked, in�ltrates the 
workplace culture. Once a pattern of corruption takes hold and is perceived to be 
acceptable behaviour, it quickly becomes entrenched within the business. Changing 
the attitudes and practices of individuals within such a business is extremely dif�cult. 
What start off as small incidents to which most people turn a blind eye may develop 
into corruption on a grand scale. When such corrupt practices are eventually exposed, 
the business’s image can be severely damaged.

workplace ethics    the application 
of moral standards to practices in 
the workplace 

con�ict of interest    a situation 
where a person takes advantage 
of circumstances or a piece of 
information for their own gain 
rather than for the business’s 
interests

DISCUSS

Many stores sell clothes that are made in sweatshops. However, ensuring that all products are produced in 
ethical conditions will signi�cantly raise the prices of these goods. With this in mind, should there be tighter 
restrictions to ensure that businesses are socially responsible? General capability: Ethical understanding
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9.4.3 Social responsibility
Socially responsible management involves the managers or owners of a business taking steps to ensure that 
the broader social welfare — including that of customers, suppliers and the environment — is taken into 
consideration when conducting business dealings. Socially responsible management, therefore, involves ethics, 
because a business that is socially responsible will consider its impact on people and the environment rather 
than just making a pro�t. For example, Heinz Australia takes responsibility for its staff, customers, community 
and environment. It gives back to the community through community partnerships, fundraising and a volunteer 
program that provides employees with up to two paid days’ leave each year to volunteer at registered charities 
or organisations. Heinz uses an environmental management system to track environmental targets and has plans 
for reducing greenhouse emissions and packaging materials.

9.4.4 Triple bottom line business planning
The traditional view of business is that it exists to produce products, earn a pro�t and provide employment. As 
society’s expectations of acceptable business behaviour increase, socially aware business owners recognise the 
importance and necessity of planning sustainable business objectives; that is, focusing on �nancial outcomes 
while also being conscious of environmental and social performance. Many businesses today plan for the triple 
bottom line: �nancial (or economic), environmental and social performance. Businesses that take their social 
and ethical responsibilities seriously are often ‘rewarded’ with improved business performance.

FIGURE 1  Triple bottom line business planning incorporates 
economic, environmental and social aspects.

socially responsible 
management    managing a 
business in such a way that the 
broader social welfare of the 
community, including its people 
and the environment, is taken 
into consideration when making 
business decisions 

triple bottom line    the economic, 
environmental and social 
performance of a business 

DISCUSS

Individually or in groups, research a business you use that is socially responsible. Identify what steps they take to 
ensure their business is socially responsible. Some examples to get you started include Kmart’s ethical sourcing, 
Cotton On Foundation and the annual Ethical Fashion Report.
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9.4.5 The implications of ethical and socially responsible practices
The use of ethical practices and acting in 
a socially responsible manner can have 
negative implications for a business. 
For example, introducing policies and 
documentation related to ethics and social 
responsibility, such as codes of conduct and 
social reports, often involves a �nancial 
cost and can be time consuming. This 
can reduce a business’s pro�t or inhibit 
employees from completing other tasks.

However, ethical and socially responsible 
practices can also bring signi�cant bene�ts 
to a business. For example, adopting these 
practices can:

 • improve the reputation of the business. 
This, in turn, can make the business 
more competitive as customers will be 
drawn to its products rather than those 
of competitors, bringing an increase in sales and pro�ts.

 • encourage employees to want to stay with the business. This reduces staff turnover (the number of 
employees leaving the business) and increases productivity.

 • improve the atmosphere of the workplace. This increases motivation and productivity.
 • attract potential employees to the business. This can reduce the cost of recruitment and enable the 

business to acquire the most talented employees.
 • increase investment in the business. Many investors prefer to invest in businesses with integrity and 

responsible practices.

Ethical and socially responsible practices also have implications for the broader economy. These practices 
affect employment, wages and employment standards, environmental regulations and other legislation, products 
in the market, infrastructure, tax income and income distribution.

FIGURE 2  A positive business reputation can be the difference 
between success and failure. Ethical and socially responsible 
practices can improve the reputation of a business.

9.4 ACTIVITIES 

1. Visit your local shopping centre to observe business practices that promote recycling and protection of the 
environment. Record any examples of socially responsible strategies being practised. Identity a business you 
believe is not environmentally aware and write a letter explaining why adopting strategies based on corporate 
social responsibility can increase the competitive advantage of their business. Suggest some ways that the 
business can promote recycling or other environmentally sound practices.

HASS Skills: Questioning and researching 
Economic and Business concept: Making choices

 2. Use the St James Ethics Centre weblink in the Resources tab to �nd out more about ethics. Search the 
website for articles relating to business ethics. Read one of the articles and write a list of at least �ve things 
you did not know about business ethics.

HASS skills: Communicating and re�ecting

Resources

Weblink St James Ethics Centre

284 Jacaranda Humanities and Social Sciences 10 for WA Second Edition

UNCORRECTED . This can reduce the cost of recruitment and enable the 

UNCORRECTED . This can reduce the cost of recruitment and enable the 
business to acquire the most talented employees.

UNCORRECTED business to acquire the most talented employees.
. Many investors prefer to invest in businesses with integrity and 

UNCORRECTED 
. Many investors prefer to invest in businesses with integrity and 

Ethical and socially responsible practices also have implications for the broader economy. These practices 

UNCORRECTED 
Ethical and socially responsible practices also have implications for the broader economy. These practices 
affect employment, wages and employment standards, environmental regulations and other legislation, products 

UNCORRECTED 
affect employment, wages and employment standards, environmental regulations and other legislation, products 
in the market, infrastructure, tax income and income distribution.

UNCORRECTED 
in the market, infrastructure, tax income and income distribution.

UNCORRECTED 

Visit your local shopping centr

UNCORRECTED 

Visit your local shopping centr
environment. Record any examples of socially responsible strategies being practised. Identity a business you 

UNCORRECTED 

environment. Record any examples of socially responsible strategies being practised. Identity a business you 
believe is not environmentally aware and write a letter explaining why adopting strategies based on corporate 

UNCORRECTED 

believe is not environmentally aware and write a letter explaining why adopting strategies based on corporate 
social responsibility can increase the competitive advantage of their business. Suggest some ways that the 

UNCORRECTED 

social responsibility can increase the competitive advantage of their business. Suggest some ways that the 

UNCORRECTED 

UNCORRECTED 

business can promote recycling or other environmentally sound practices.

UNCORRECTED 

business can promote recycling or other environmentally sound practices.

2.

UNCORRECTED 

2. Use the 

UNCORRECTED 

Use the St James Ethics Centre

UNCORRECTED 

St James Ethics Centre
website for articles relating to business ethics. Read one of the articles and write a list of at least �ve things UNCORRECTED 

website for articles relating to business ethics. Read one of the articles and write a list of at least �ve things 
you did not know about business ethics.UNCORRECTED 

you did not know about business ethics.UNCORRECTED PAGE 
. This reduces staff turnover (the number of 

PAGE 
. This reduces staff turnover (the number of 

employees leaving the business) and increases productivity.

PAGE 
employees leaving the business) and increases productivity.

. This increases motivation and productivity.PAGE 

. This increases motivation and productivity.
. This can reduce the cost of recruitment and enable the PAGE 
. This can reduce the cost of recruitment and enable the PAGE PROOFS

PROOFS



9.4 EXERCISE

To answer questions online and to receive immediate feedback and sample responses for every question, go 
to your learnON title at www.jacplus.com.au.

Check your understanding

1. De�ne ethical management.
2. Suggest three ethical and three unethical workplace practices.
3. De�ne ‘socially responsible management’.
4. Name the three aspects of the triple bottom line.
5. What are the broader implications for the economy in ethically and socially responsible practices?

Apply your understanding

6. Describe the possible implications of planning for the triple bottom line for the following:
 a. the business
 b. employees
 c. competitors
 d. the broader economy.
7. Describe one business you know and explain how that business demonstrates its commitment to social 

responsibility.
8. Copy and complete the following table to identify the advantages and disadvantages of adopting socially 

responsible strategies.

Advantages Disadvantages

Customers are more likely to want to deal with a 
socially responsible business.

Socially responsible strategies can be expensive to 
introduce and implement.

 9. What are some of the consequences of a business not acting in an ethical and socially responsible manner?

For sample responses for every question, go to www.jacplus.com.au.

Learning pathways

LEVEL 1
Questions
1, 2, 3

LEVEL 2
Questions
4, 7, 8

LEVEL 3
Questions
5, 9
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9.5  Responding to variations in  
economic conditions

9.5.1 Economic conditions
Australia’s economic conditions have improved over the past two decades, with the country experiencing 
economic growth for more than 20 consecutive years. More recently, a resources boom has driven this growth, 
with mining investment as a proportion of GDP (the monetary value of all goods and services produced in 
Australia over a single year) quadrupling over the past decade. Businesses typically respond to conditions 
such as this by increasing capital investment and recruiting more employees, but they have also responded to 
these improving conditions in other ways, such as increasing their research and development funding to create 
innovative products, adjusting marketing strategies to expand their market share and upskilling their workforce 
to improve productivity.

Resources investment is now expected to decline, resulting in a slowdown in the growth of Australia’s living 
standards. Many economists expect that other areas of the economy, such as home building and mining 
exports, will drive future economic growth. Businesses in Australia will need to respond accordingly.

9.5.2 Increasing research and development expenditure
Businesses undertake research and 
development (R&D) in order to 
improve their knowledge, as well as 
to improve existing products or create 
new ones. Invention (developing 
something new) and innovation are 
at the heart of Australia’s economy. 
Researchers and scientists undertaking 
R&D in businesses have produced 
many new products. Finding new 
ways to do things results in improved 
ef�ciency and increased productivity.

According to the Australian Bureau 
of Statistics (ABS), Australian 
businesses spent $17.43 billion on 
R&D from 2017 to 2018, which 
is 4 per cent more — a signi�cant 
increase of $600 million — than the 
amount spent on R&D from 2015 
to 2016. Cochlear, the global company that designs, manufactures and supplies 
cochlear implants — which enable people to hear — spends around 12 per cent 
of its annual revenue on R&D every year, investing more than $180 million on 
research and development each year.

Federal and state governments support businesses in carrying out research and 
development via direct funding, grants and tax incentives. Funding is provided to 

LEARNING INTENTION

By the end of this subtopic you will be able to identify ways that businesses have responded to improving 
economic conditions.

research and development 
(R&D)    activities undertaken to 
improve existing products or 
create new products 

invention    the development of 
something new 

FIGURE 1  Businesses invest millions of dollars in R&D in Australia 
each year. The main purpose of R&D is to discover and develop 
innovative products.
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universities, publicly funded research agencies, such as the CSIRO, and businesses. Government support for 
businesses comes through the research and development tax incentive, which provides a tax offset to encourage 
businesses to engage in research and development.

9.5.3 Adjusting marketing strategies
The marketing department is the area of a business that is responsible for the marketing mix, often referred to 
as the 4 Ps (product, price, promotion and place). Marketing strategies undertaken by businesses arise through 
the marketing mix: developing the product, pricing, promoting and distributing products to present to potential 
customers. When facing improving economic conditions, businesses adjust these strategies to expand their 
market share.

Businesses focus on the following elements when adjusting their marketing 
campaign:

 • research — gathering information from potential customers about their new 
wants and needs

 • product — making changes to existing products or introducing new ones
 • price — adjusting the price accordingly, based on customer demand and the 

need to make a pro�t
 • promotions — providing information about the new product or launching the 

new products (for example, at events or through advertising)
 • place — reviewing the methods used to distribute the product
 • evaluation — �nding out how successful a modi�ed or new product or 

campaign is.

CASE STUDY

Global Health invests in research and development

Global Health is an Australian company that develops and sells software applications for the healthcare industry. 
To stay competitive, Global Health must invest in research and development. Its revenue is largely earned from 
the sale of software licences and annual subscriptions to overnight and day hospitals (referred to as the acute 
sector) and specialists, general practitioners, community health and allied health providers (referred to as the 
non-acute sector). One of its main products is an electronic medical record system called MasterCare.

Global Health invests approximately 20 per cent of its total revenue to research and development. Between 
2013 and 2014, the company took advantage of an AusIndustry Research and Development Grant. AusIndustry 
is an area of the federal government that aims to help Australian businesses become more innovative and 
internationally competitive. The grant was for approximately $413 000 and it increased Global Health’s research 
and development spending by more than 33 per cent. This meant that it spent approximately $1.1 million 
developing software that should bene�t the business and its shareholders for years to come.

marketing    the process of planning 
and executing the development, 
pricing, promotion and distribution 
of products to create exchanges 
that satisfy individual and 
organisational objectives

market share    the proportion of 
the total market that a business 
has, calculated by dividing a 
business’s sales (from that market) 
by the total sales of all businesses 
in the market and expressing the 
result as a percentage

CASE STUDY

Bellamy’s Australia changes its marketing strategy

Bellamy’s Australia is a wholesale distributor of a range of organic food and formula products for infants. As a 
wholesale distributor, it sources its products from established dairy producers. The business started as a family-
operated company in Tasmania in 2004. Bellamy’s products are sold directly to retail customers through their 
website and sold in Coles, Woolworths, Chemist Warehouse, Costco and Big W stores. Select supermarkets in 
New Zealand, China, Singapore, Hong Kong, Malaysia and Vietnam also distribute the products.
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9.5.4 Upskilling the workforce
It is vital that both managers and employees have skills that help them complete tasks effectively. Upskilling 
involves providing training and further education for a business’s workforce so it can learn these additional 
skills. Employees who have appropriate skills are more likely to be productive and motivated.

The Organisation for Economic Co-operation and Development (OECD) collects and analyses data that 
assists governments around the world in understanding the level and distribution of skills among their adult 
populations as well as the use of skills in different contexts as part of its Programme for the International 
Assessment of Adult Competencies (PIAAC). The survey is conducted every ten years, with the last PIAAC 
results being released by the ABS in 2013. Developed with the support of the Australian Council for 
Educational Research (ACER), the study assessed people aged 15 and 74 years in 25 countries in terms of 
pro�ciency in literacy, numeracy and problem solving in a technology-rich environment.

According to experts from ACER, the fact that a large number of Australians have low literacy and numeracy 
skills has a negative impact on individuals, the economy and productivity. Mr David Tout, Senior Research 
Fellow at ACER and a member of the numeracy expert group for PIAAC, noted that 
Australia needs to lift its population’s skill levels to ensure a healthy society and a 
robust economy. ‘The twenty-�rst century requires its citizens and workers to have 
increasingly higher-level literacy and numeracy skills’, Mr Tout said.

The company has grown rapidly, with 
revenue growing on average 55 per cent 
every year since 2010, and it listed on 
the Australian sharemarket in 2014. 
In the early stages, print media was 
used to promote the product, but this 
strategy was not overly successful. 
Bellamy’s then changed its marketing 
strategy to improving shelf displays 
in stores and using social media to 
connect with new mothers. In Australia, 
Bellamy’s has a presence on the two 
commonly used social media platforms, 
Facebook and Twitter. As it expanded 
into China, needed to use Sina Weibo 
and Weixin. Bellamy’s employed a mix of 
Chinese-Australians and local Chinese 
people to manage its China marketing 
team and worked with the Australian 
consultancy business ChinaSEO to help 
target Chinese customers with its web 
campaigns. In 2019 the Federal government approved the takeover of Bellamy’s by Chinese dairy giant China 
Mengniu, a result of the huge increase in demand in China for their products.

FIGURE 3  Social media blended with traditional marketing 
techniques allows a retail business to reach and connect with 
more customers.

9.5 ACTIVITIES

 1. Use the Business weblink in the Resources tab to �nd out more about research and development, 
marketing, and skills and training. Search the website for each strategy and create a table to record the 
information you �nd on the website under each appropriate heading.

 2. In groups of three or four, plan and create a video presentation that is interesting and catchy and that will 
help people understand the ways businesses respond to improving economic conditions. Use video editing 
programs and internet resources in your planning.

HASS skills: Communicating and re�ecting 
Economic and Business concept: Making choices

upskilling    the provision of 
training and further education to 
teach employees additional skills
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9.5 EXERCISE

To answer questions online and to receive immediate feedback and sample responses for every question, go 
to your learnON title at www.jacplus.com.au.

Check your understanding

1. Brie�y outline how Australia’s economic conditions have improved over the past two decades.
2. De�ne the term ‘market share’.
3. What is upskilling?
4. Why does the OECD collect PIAAC data?
5. What did the last PIAAC survey reveal about Australia’s skill level?

Apply your understanding

6. Describe how the following strategies can support a business in responding to improving economic 
conditions. 

 a. Increasing research and development expenditure
 b. Adjusting marketing strategies
 c. Upskilling the workforce

 7. Read the case study ‘Bellamy’s Australia changes its marketing strategy’ and answer the following 
questions.

 a. How did Bellamy’s originally promote its products?
 b. Why did Bellamy’s change its marketing strategy initially?
 c. Why did Bellamy’s need to change its marketing strategy in China? 
 d. How did the changes to Bellamy’s marketing strategy affect its market share?

 8. What might happen to a business that does not respond to improving economic conditions?

For sample responses for every question, go to www.jacplus.com.au.

Learning pathways

LEVEL 1
Questions
1, 2, 3, 4

LEVEL 2
Questions
5, 6, 7

LEVEL 3
Questions
8

Resources

Weblink Business
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9.6  Thinking Big research project — Ethical 
business — real change or fast fashion?
Scenario 
About 20 years ago the clothing industry was taken 
over by a trend known as fast fashion. Clothing 
became less expensive, new clothing ranges were 
released more often and it became commonplace 
for clothing to be worn only a few times and 
then discarded. While the fast fashion business 
model has delivered increased revenue to clothing 
manufacturers it has also signi�cantly increased the 
impact of the clothing industry on garment workers, 
animal welfare and the health of our planet.

Some brands are taking steps to improve their 
practices and �nding that increased ethical practices 
are not only good for the planet, but also good for 
business.

Task 
For this task, you are required to use research skills 
and creativity to produce an engaging presentation 
on a fast fashion brand. In order to do this, you will 
need to develop a good understanding of what the 
terms fast fashion, ethics and productivity mean, 
analyse your chosen brand’s current level of ethics 
and develop a plan for your chosen brand to increase 
both their ethical practices and productivity. You are 
to present your �ndings in a PowerPoint presentation. 

There are a number of elements involved in 
completing this project task; these are outlined in the 
Process section.

Process 
 •  Open the ProjectsPLUS application in the Resources for this topic. Open the Project set-up tab to enter 

the project due date. Save your settings and the project will be launched.
 •  In the Media centre you will �nd an assessment rubric to guide your work and some weblinks that will 

provide a starting point for your research.
 •  Click on the Good on you weblink. Complete the questions provided on the worksheet to complete your 

research into fast fashion and business ethics. 
 •  Select a well-known clothing or footwear brand. Research this business’ operations and assess how ethical 

their current practices are. Present your �ndings in the table on the worksheet. Ensure you use a wide 
range of sources to research your brand, including the Good shopping guide and Good on you weblinks, 
your brand’s website and the media. 

 •  Once you have assessed your brand’s currents level of ethics and sustainability, brainstorm how they can 
continue to improve their ethical practices.
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 •  Choose one area where you believe your chosen 
brand can improve their ethical practices, which 
will also increase their productivity/business 
competitiveness. Create a detailed plan explaining 
how they can implement your idea. 

 •  Present your plan for your chosen brand in 
a PowerPoint presentation. Use appropriate 
images or diagrams to add interest to your 
information.

 •  Present your plan to the class and submit to 
your teacher for assessment.

Resources

ProjectPLUS Thinking Big research project — Ethical business — real change or fast fashion? (pro-0251)

Weblinks Good on you
Good shopping guide
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 9.7  Review
9.7.1 Key knowledge summary
9.2 Managing operations and improving productivity

 • Improving productivity — the amount of output compared to the number of inputs — is one of the main 
objectives of a business.

 • Businesses can improve productivity through operations management, such as: 
 • making use of capital investment
 • investment in applications of technology
 • just-in-time inventory systems.

9.3 Improving productivity through human resource management
 • Businesses can improve productivity through human resource management, such as making use of 

training and �exible workplaces.

9.4 Ethics, social responsibility and the triple bottom line
 • Society expects that businesses will act in an ethical and socially responsible manner.
 • Businesses that do so and plan for the triple bottom line will experience positive reputations, leading to 

increased sales and pro�ts.

9.5 Responding to variations in economic conditions
 • Businesses have responded to improving economic conditions by, for example, increasing their R&D 

funding to create innovative products, adjusting their marketing strategies to expand market share and 
upskilling their workforce to improve productivity.

 • Other ways productivity can be enhanced include:
 • investing in new technological applications and capital, including equipment and facilities, as well as 

through the use of materials management strategies such as just-in-time inventory systems
 • using technology to drive and allow innovative responses
 • introducing workforce management strategies such as training and �exible workplace conditions to 

improve the productivity of workers
 • acting in an ethical and socially responsible manner; will have an impact on employees, competitors 

and the broader economy
 • planning for the triple bottom line, thereby considering �nancial (or economic), environmental and 

social performance
 • increasing R&D funding to create innovative products, adjusting marketing strategies to expand market 

share and upskilling the workforce to improve productivity.

9.7.2 Key terms

capital    physical resources owned by a business and used in production, including factories, machinery and equipment 

computer-aided design    software that enables a business to create, modify or design product possibilities from a series of 
input parameters 

con�ict of interest    a situation where a person takes advantage of circumstances or a piece of information for their own gain 
rather than for the business’s interests 

�exible working conditions    conditions that enable employees to balance work and family responsibilities more effectively 

human resources    the area of a business that manages the relationship between the employer and employees, from acquiring 
to terminating staff

innovation    adding a new product (which can be a good or a service) to an existing product line, or signi�cantly improving an 
existing product or process 

input    the resources — including materials, equipment and labour — used in the process of production 

invention    the development of something new 

inventory    the goods and materials held as stock by a business 
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9.7.3 Re�ection
Complete the following to re�ect on your learning.

Revisit the inquiry question posed in the Overview:

Why is productivity important for a business? What might happen to a business that cannot improve 
productivity?

1. Now that you have completed this topic, what is your view on the question? Discuss with a partner. Has your 
learning in this topic changed your view? If so, how?

2. Write a paragraph in response to the inquiry question, outlining your views.

Resources

eWorkbooks Customisable worksheets for this topic (ewbk-6091) 
Re�ection (ewbk-6090)
Crossword (ewbk-6089)
Student Learning Matrix (ewbk-6085)

Interactivity Individual and business success crossword (int-7710)

just-in-time    an inventory system that ensures the correct materials arrive just as they are needed in the operations process 

marketing    the process of planning and executing the development, pricing, promotion and distribution of products to create 
exchanges that satisfy individual and organisational objectives

market share    the proportion of the total market that a business has, calculated by dividing a business’s sales (from that 
market) by the total sales of all businesses in the market and expressing the result as a percentage

materials management    an operations strategy that manages the use, storage and delivery of materials to ensure the correct 
number of inputs is available to the operations system when required 

operations    the area of a business that consists of all the activities engaged in producing goods and services

output    the end result of a business’s efforts; the good or service that is delivered or provided to a consumer 

productivity    a measure of ef�ciency; the amount of output produced compared to the amount of input required in production 

research and development (R&D)     activities undertaken to improve existing products or create new products 

robotics    highly specialised forms of technology that are capable of complex tasks 

socially responsible management    managing a business in such a way that the broader social welfare of the community, 
including its people and the environment, is taken into consideration when making business decisions 

technology    the use of scienti�c knowledge to develop machinery, equipment and devices designed to solve business 
problems 

training    the process of teaching employees skills, abilities and knowledge 

triple bottom line    the economic, environmental and social performance of a business 

upskilling    the provision of training and further education to teach employees additional skills

work–life balance    achieving the right amount of time between work and family/personal life 

workplace ethics    the application of moral standards to practices in the workplace 
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 9.7  Review exercise
Multiple choice
 1. What does productivity measure? 
 A. The amount of output produced
 B. The amount of output compared to the amount of inputs that go into production
 C. The cost of producing output
 D. The amount of input compared to the amount of output that goes into production

 2. How can productivity be improved? 
 A. Keeping inputs the same and increasing output
 B. Increasing inputs to obtain the same output
 C. Reducing input to obtain less output
 D. All of the above

 3. Operations is the area of a business responsible for which of the following? 
 A. Recording the earnings from the sales of products
 B. Managing the relationship between the employer and employees
 C. Researching and developing new products
 D. Making the business’s product

 4. What is inventory system that can reduce storage costs and improve productivity? 
 A. Training
 B. Robotics
 C. Just-in-time
 D. Marketing

 5. Human resources is the area of a business responsible for which of the following? 
 A. Making the business’s product
 B. Managing the relationship between the employer and employees
 C. Planning, pricing, promoting and distributing new products
 D. Organising the �nancial and accounting affairs of the business

 6. What is a �exible working condition whereby employees nominate starting and �nishing times called? 
 A. Telecommuting
 B. Mali�ex
 C. Flexi time
 D. Job sharing

 7. What does workplace ethics refer? 
 A. Interesting work for employees
 B. Honest messages delivered to staff
 C. The management of honest relationships between the employer and employees
 D. The application of moral standards to practices in the workplace

 8. What does the triple bottom line focus on? 
 A. Flexible training and capital performance of a business
 B. Economic, social and environmental performance of a business
 C. Social, competitive and environmental performance of a business
 D. All of the above
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Short answer
Read the following case study and then answer the questions.

9. Describe the ways in which Pops Dollarakis might improve productivity.
10. Explain how the use of technology might support Pops Dollarakis in developing innovation.
11. Identify some ethical workplace practices and explain how these would affect Pops Dollarakis.
12. Outline to Mr Dollarakis why it would also be worth considering planning for the triple bottom line and 

how it may bene�t the business, its employees and the broader economy.
13. Explain to Mr Dollarakis some ways that the business might respond to improving economic conditions.

Pops Dollarakis

Victor Dollarakis is the chief executive of�cer (CEO) of Pops Dollarakis, a global manufacturer of biscuits, 
crispbread and crackers. Its headquarters are in Sydney.

Mr Dollarakis has been reading a great deal about theories of management lately and is very interested in the 
ideas behind improving productivity in particular. Pops Dollarakis is considering the use of technology as a 
source of innovation. The business also realises that economic conditions are improving and is considering how it 
will respond accordingly. Mr Dollarakis comes to you, seeking your advice.

FIGURE 1  Pops Dollarakis produces biscuits, crispbread and crackers, and like 
many businesses it must organise itself to improve productivity and respond to 
changing economic conditions.
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RESOURCE SUMMARY Resources

This is a summary of the digital resources you will �nd online for topic 9 to help support your learning and deepen 
your understanding. When you see these icons next to an image or paragraph, go to learnON to access video 
eLessons, interactivities, weblinks and other support material for this topic.

9.1 Overview 
 Video eLesson 

 • Improving business productivity (eles-2385)

9.2 Managing operations and  
improving productivity 

 eWorkbook
 • Managing operations and improving productivity 

(ewbk-6086)

 Weblink 
 • FM magazine

9.3 Improving productivity through 
human resource management 

 Weblink 
 • Inside HR

9.4 Ethics, social responsibility and 
the triple bottom line 

 eWorkbook
 • Ethical and socially responsible practices (ewbk-6087)

 Weblink 
 • St James Ethics Centre 

9.5 Responding to variations in 
economic conditions 

 eWorkbook
 • Ethical and socially responsible practices (ewbk-6088)

 Weblink 
 • Business 

9.6 Thinking Big research project — 
Ethical business — real change or fast 
fashion?

 ProjectPLUS 
 •  Thinking Big research project — Ethical business — real 

change or fast fashion? (pro-0251)

 Weblinks 
 • Good on you
 • Good shopping guide

9.7 Review 
 eWorkbooks 

 • Re�ection (ewbk-6090)
 • Crossword (ewbk-6089)
 • Student Learning Matrix (ewbk-6085)

 Interactivity 
 • Individual and business success crossword (int-7710)

To access these online resources, log on to www.jacplus.com.au.
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