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Implementation Plan
[bookmark: _Toc30441331]Introduction
[bookmark: _Toc30441332]Purpose
The purpose of this compliance management system is to enhance employee satisfaction, production, and adaptability, which will in turn help to improve the overall organizational performance. Employees can identify with the organizational objectives when they can equally identify with the experiences and objectives emotional or at a personal level. This compliance management system is to ensure that there is a shared belief between the employees and the organization. 
[bookmark: _Toc30441333]System Overview
This compliance management system provides the challenges that charity Care faces concerning compliance in various dimensions. For example, it discusses the compliance issues that Charity Care faces from tax policy compliance to safety and health policy compliance. This system further describes the strategies to help the organization comply with the existing regulations by recommending what needs to be done to achieve effective compliance. 
[bookmark: _Toc30441334]Compliance Management System Overview
[bookmark: _Toc30441335]Components 
This system comprises of current compliance requirements for Charity Care, both internal and external requirements, areas most affected by the compliance management, available compliance management systems, research process, and recommendations for Charity Care to comply with the regulations. With detailed explanations of each component, this compliance management system document provides an insightful overview of the existing challenges and the strategies on how to resolve them. 
[bookmark: _Toc30441336]Documentation 
This compliance management system used various documents to support its deliverables; for instance, inventory records, cash books, and complaint reporting documents. 
[bookmark: _Toc30441337]Management Information Systems
Charity Care requires a wide range of management information systems that can help improve its operations. For example, it needs a transaction processing system that details all the sales and manages any related details for future reference. Also, the knowledge management system needs to help the organization provide efficient customer service to its clients by resolving the problems that they encounter as they make purchases. Due to poor financial and accounting systems, Charity Care also requires a financial accounting system (FAS) which will help in keeping records regarding the organization’s accounts payable and accounts receivable to enhance tax compliance. 
[bookmark: _Toc30441338]Implementation Support
[bookmark: _Toc30441339]Personnel 
[bookmark: _Toc30441340]Personnel Requirements for Staffing 
Considering the size of the company, I recommend that a senior manager position be created and a compliance manager recruited to hold the position. The manager will be answering directly to the CO like the other managers in the existing structure. Since compliance touches on every other department, the other managers will be reporting to the senior compliance manager who will then report to the CEO. 
[bookmark: _Toc30441341]Selecting Suitable Personnel 
Selecting suitable personnel to head this position from the existing staff will involve thorough consultation, but I would recommend that someone from the head office, especially business manager, Jo Tully would be more suitable because he heads a department that compliance laxity has been reported. Even though it is difficult to know for sure whether he can manage because most of the failures witnessed in Charity Care has been under his department, but with the training, it would be possible to enhance sensitization across the other departments to foster compliance with every regulation. A business manager is more suitable because he understands the structure of the department better than anyone else. 
Key Responsibilities 
As a senior compliance officer, compliance manager will have the following responsibilities:
-Have thorough knowledge about the company to determine the areas that may be at risk of regulatory breaches 
-Organizes regular training for the other employees 
-Designs internal policies to reduce the risks of the organization becoming incompliant with the law and regulations 
-Creates and communicate key regulatory changes and updates 
-Works closely with the other departments to ensure that the organization is compliant with the set guidelines and responds to compliance breaches
[bookmark: _Toc30441342]Training
[bookmark: _Toc30441343]Training Requirements 
During training, we will consider the following training requirements:
-Legislative requirements
-Industry requirements
-Long-term objective s
-Current/short-term objectives
-Current business requirements
Based on the case study, the training requirements for implementing the proposed compliance management system are as follows:
First, we will need a company policy compliance-Compliance policy that creates a systematic process for reviewing the compliance responsibilities and expectations to enable Charity Care efficiently manage its compliance risks. 
Secondly, we will need to establish computerized financial accounting systems-It is important to train people in MYOB (mind your own business). This is accounting software that provides a wide range of both small and big business organizations. MYOB training will help Charity Care create a sophisticated and effective system that can help record all work done online, calculate and track its GST and other important accounting details such as invoices and statements. 
[bookmark: _Toc30441344]Suitable Training Options for Staff 
With this system, we recommend the following two ain training options;
1.    Formal 
2.    Informal 
Based on the case study, training in the following areas would be provided to the following staff members:
a.    Policy framework-All employees from the top to the lower-ranking staff
b.    Policies and procedures-The top managers 
c.    Financial handling policy-Business manager, accounts receivable and payable, payroll officer, and bookkeeper
[bookmark: _Toc30441345]Strategy for Developing Compliance Culture 
Creating a compliance culture must begin with the leadership because they are the people charged with implementing the compliance system. In the case of Charity Care, compliance culture can be built through supportive leadership. 
Secondly, compliance culture can be established through training and assessment processes. Investing in regular training that explains the organization’s policies and prohibited behaviors can help create a culture of compliance because it will ensure sensitization among all the employees (Ogden, 2015). This strategy is not cheap, but it is the most effective and efficient way of ensuring that a culture of compliance is created in an organization. 
[bookmark: _Toc30441346]Processes 
Complaint Management System 
We recommend a complaints management that:
-Adheres to AS ISO 10002:2006 guidelines for complaints handling
-Creates a customer-focused culture in the organization 
-Creates an open and responsive complaints-handling process
-Resolves complaints in a systematic, constant, and responsive way to help in identifying and elimination of causes of complaints
-Encourages a continual review analysis of the complaints-handling process
The following flowchart shows a complaint management system. 

Filling Complaints- This system recommends that Charity-Care establishes a complaint filing system where customers can send their complaints either through voice call, email or use the website. We also recommend that complaint and suggestion boxes be established in the stations. After receiving the complaints, the Press and Public Relations Division will finalize the queries and respond to the customer.
Solution and Response-The queries and concerns will be addressed with the highly-experienced staff.
Registration of Complaints and Suggestions-All submitted queries will be registered in the system through the complaint and suggestion management system. Public Relations officials will be in charge of the registration and suggestions.
Detailed Review and Information-Each query will be processed through the channel and any concern will be forwarded to the concerned departments as per the contents and solution needed.
Continual Improvement- Identifying the areas of improvement and effectiveness that require regular reviews. In order to avoid recurrent complaints, this system suggests that we take corrective and preventive actions to be incorporated into the system.
[bookmark: _Toc30441347]Strategy for Developing Compliance Management Culture
Creating a compliance management culture in Charity Care requires various strategies:
-First, achieving compliance requires effective communication. Effective communication starts with the board of management and executive-level management.
-Another strategy to achieve compliance is to have a fully developed strategy and plan for continuous improvement. Through the monitoring and audit results, Charity-Care can be able to plan for further improvements.
[bookmark: _Toc30441348]Processes and Procedures for Meeting Compliance
The following two processes and procedures must be followed to meet the compliance management system:
-Compliance management framework
-Governing policy
[bookmark: _Toc30441349]Performance Indicators to be measured
Individual Compliance/Non-Compliance –In regards to individual compliance and non-compliance, key performance indicators may include audits that show findings on compliance and non-compliance cases. The audit report from the case study showed that over 40% of the computer spare parts were purchased from a business owned by a warehouse manager’s family.
Training Numbers-Overdue training days can be recorded to ensure that the missed training sessions can be organized and implemented when there is time. In order to ensure that training is current, there must be a training record management module.
Number of complaints-Key performance indicators, in this case, includes overdue issues. In regards to the complaint, raising and closing issues within the right time is important in reducing the number of complaints.
Number of Breaches- A key performance indicator, in this case, is audited where the organization can ensure that issues identified in audits are addressed effectively.
The ratio of Payroll errors-Audits can still be a significant performance indicator to ensure that all the issues found in the audit report can be appropriately addressed.
[bookmark: _Toc30441350]Administration
[bookmark: _Toc30441351]Budget Required 
[bookmark: _Toc418596164][bookmark: _Toc30441352]The budget required to resource implementation (including human resources for developing, implementing, reviewing and maintaining the proposed compliance management system)
	
Activity centres

	Amount

	Development of Policy 

	$1,000

	Communication of policy

	$1,000

	Compliance management

	$2,000

	Compliance monitoring

	$750

	Enforcement of compliance

	$1,500

	Reviewing of Compliance

	$1,000

	
Total

	$7,250





[bookmark: _Toc418596165]

[bookmark: _Toc30441353]Action Schedule 
[bookmark: _Toc30441354]An action schedule outlining target milestones for all aspects of implementation, including training, review and maintenance

	Administrative Milestones for Implementation

	
	
             TASK
	Week 1
	Week 2
	Week 3
	Week 4
	Week 5
	Week 6
	Week 7
	Week 8
	Week 9
	Week 10

	1
	Identify Compliance issue
	X
	X
	
	
	
	
	
	
	
	

	2
	Management support
	X
	X
	X
	
	
	
	
	
	
	

	3
	Manager appointed
	X
	X
	X
	X
	
	
	
	
	
	

	4
	Determine scope
	X
	X
	X
	X
	X
	
	
	
	
	

	5
	Roles established
	X
	X
	X
	X
	X
	
	
	
	
	

	6
	Agreed objectives
	X
	X
	X
	X
	X
	X
	
	
	
	

	7
	Budget approved
	X
	X
	X
	X
	X
	X
	
	
	
	

	8
	Workplace audit
	X
	X
	X
	X
	X
	X
	X
	
	
	

	9
	Consultant/ Advisor
	X
	X
	X
	X
	X
	X
	X
	
	
	

	10
	Allocated resources
	X
	X
	X
	X
	X
	X
	X
	X
	
	

	11
	Communication Plan
	X
	X
	X
	X
	X
	X
	X
	X
	
	

	12
	Policy and procedures
	X
	X
	X
	X
	X
	X
	X
	X
	X
	

	13
	Feedback system
	X
	X
	X
	X
	X
	X
	X
	X
	X
	

	14
	Benchmarks established
	X
	X
	X
	X
	X
	X
	X
	X
	X
	X

	
	
	
	
	
	
	
	
	
	
	
	

	
	
Number of tasks due
	
14
	
14
	
13
	
12
	
11
	
9
	
7
	
5
	
3
	
1
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