Business & Financial Management

Business Management

Introduction to Business Management:

A manager should have a solid understanding of the business structure and goals because it lays the foundation for
how the organization operates, makes decisions, and measures success. Knowing their roles and responsibilities
helps managers lead effectively, allocate resources wisely, and build strong, productive teams. Strategic planning is
equally critical—it allows managers to align daily operations with long-term objectives, anticipate challenges, and
drive the business toward sustainable growth. Together, these elements equip managers to lead with purpose, make
informed decisions, and contribute meaningfully to the company’s success.

Financial Management

Introduction to Financial Basics

Understanding financial basics is essential for managers because it enables them to make informed decisions that
directly impact on the organization's bottom line. By grasping key financial statements—Llike the profit and loss
statement, balance sheet, and cash flow statement, managers can track performance, control costs, and identify
opportunities for growth. A solid financial foundation also helps managers set realistic budgets, forecast effectively,
and communicate with stakeholders, making them more strategic and accountable leaders within the business.

Business Basics

e Types of business structures (e.g., sole proprietorship, LLC, corporation)
e Understanding business goals and how to set them
e |mportance of planning ahead

Role of a Manager

e What makes a good manager

o Keyresponsibilities (planning, leading, organizing, controlling)
e How managers support business success

e Financial Basics

Income vs. expenses

e Overview of key financial statements
e Profit & Loss Statement

e Balance Sheet

e Cash Flow Statement

Budgeting & Cash Flow

e Creating a simple business budget

e Tipsto manage cash flow

e Planning for slow periods or emergencies
Keeping Records & Staying Compliant

e |mportance of good record-keeping

e Tools for tracking income/expenses
Planning for the Future

e Setting financial and business goals

e Tracking progress



Customer Service & Client Relations

Customer Service and Client Relations refer to the way a business interacts with its customers and clients to meet
their needs, resolve issues, and build lasting relationships. Customer service focuses on providing support before,
during, and after a purchase to ensure a positive experience. Client relations go a step further, emphasizing long-term
engagement, trust-building, and personalized attention to maintain loyalty and satisfaction over time. Together, they
play a critical role in shaping the customer’s perception of the business, encouraging repeat business, and driving
overall growth through strong, reliable relationships.

1. Introduction to Customer Service

o What great customer service looks like
e Theimpact of customer experience on business success
e Customer service vs. client relations — key differences

2. Manager’s Role in Customer Service

e |eading by example
e Setting service standards and expectations
e Coaching and supporting frontline staff

3. Understanding the Customer

e Knowing your customer base
e Active listening and empathy
e Reading customer feedback and behavior

4. Communication Skills

o Clear, positive, and professional communication
¢ Handling difficult conversations or complaints
e Non-verbal cues and tone awareness

5. Problem Solving & Conflict Resolution

e Steps for resolving customer issues
e Staying calm under pressure
e Turning complaints into opportunities

6. Building Long-Term Client Relationships

e Follow-up and follow-through
e Personalizing the client experience
e Maintaining trust and consistency

7. Tools & Systems

e CRM (Customer Relationship Management) basics
e Using data to improve service
e Feedback and reporting systems



Ethics, Compliance & Corporate Culture

Ethics, Compliance, and Corporate Culture are the foundation of a responsible and trustworthy
organization. Ethics refers to doing what’s right—even when no one is watching—by following moral
principles in decision-making and behavior. Compliance ensures that the business and its employees
follow laws, regulations, and internal policies to avoid legal risks and maintain integrity. Corporate Culture is
the shared values, beliefs, and behaviors that shape how people work together within the company. When
all three are strong, they create a positive work environment, build trust, and support long-term success.

Introduction to Ethics in the Workplace

e Why ethical behavior matters:

Ethical behavior matters because it builds trust, protects the company’s reputation, promotes fairness, and
helps avoid legal issues. It creates a positive work environment and supports long-term success for both the
business and its employees.

Understanding Compliance

e Manager’s role in promoting compliance:
A manager’s role in promoting compliance is to lead by example, ensure team members understand and
follow policies, provide training, and address violations promptly and fairly. They create a culture where
doing the right thing is expected and supported.

Building a Positive Corporate Culture

e Signs of a healthy vs. toxic culture:
Healthy culture shows up as open communication, trust, teamwork, respect, and high morale.
Toxic culture includes poor communication, fear of speaking up, favoritism, high turnover, and low
engagement.



Manager’s Role in Leading by Example

e Being arole model for ethical behavior
e Encouraging open communication and trust
e Handling concerns or violations appropriately

Policies, Procedures & Reporting

e Key company policies every manager should know

e Key company policies every manager should know include:
e Code of conduct

e Anti-discrimination and harassment

e Workplace safety

e Attendance and time-off

e Data privacy and confidentiality

e Disciplinary procedures

e Reporting and whistleblower policies

e How to communicate and enforce policies fairly

e Reporting unethical behavior — creating a safe space

Encouraging Accountability & Integrity

e Holding self and team accountable
e Recognizing ethical behavior
e Addressing issues without fear or favoritism



	Business & Financial Management
	Business Management
	Introduction to Business Management:

	Financial Management
	Introduction to Financial Basics
	Understanding financial basics is essential for managers because it enables them to make informed decisions that directly impact on the organization's bottom line. By grasping key financial statements—like the profit and loss statement, balance sheet,...
	Business Basics
	Role of a Manager
	Income vs. expenses
	Budgeting & Cash Flow
	Keeping Records & Staying Compliant
	Planning for the Future



	Customer Service & Client Relations
	1. Introduction to Customer Service
	2. Manager’s Role in Customer Service
	3. Understanding the Customer
	4. Communication Skills
	5. Problem Solving & Conflict Resolution
	6. Building Long-Term Client Relationships
	7. Tools & Systems

	Ethics, Compliance & Corporate Culture
	Ethical behavior matters because it builds trust, protects the company’s reputation, promotes fairness, and helps avoid legal issues. It creates a positive work environment and supports long-term success for both the business and its employees.
	Understanding Compliance
	Building a Positive Corporate Culture
	Manager’s Role in Leading by Example
	Policies, Procedures & Reporting
	Encouraging Accountability & Integrity


