
GRADE 11: BUSINESS ROLES 

WORKBOOK ACTIVITIES 
 
1. CREATIVE THINKING AND PROBLEM SOLVING DATE: _________________ 

1.1. Differentiate between routine thinking and creative thinking.  (4) 

 

1.2. Read the scenario below and answer the questions that follow. 

DUIKER TILES (DKT) 

The management of DKT wants to improve the quality of their tiles as a result of various complaints from 

their customers. They have requested experts to generate ideas on how to find ways to solve their 

business problems. 

1.2.1. Identify the problem-solving technique that is applicable in the scenario above.  (2)        

1.2.2. Advise the management of DKT on how they can apply the problem-solving      

technique identified in QUESTION 1.2.1. (6) 

 

1.3. Distinguish between conventional and non-conventional solutions.  (8) 

 

1.4. Read the scenario below and answer the questions that follow: 

NEO HAIR SALON (NHS) 

Neo Hair Salon is a popular hair salon for both females and males of all ages. NHS staff was interviewed 

by a local media about the quality of service rendered. Some clients mentioned that NHS does not 

change their hairstyles and threatened to stop using their services.  The management of NHS requested 

their employees to come up with new ideas on how this problem can be solved. They also offered 

reward schemes for employees who came up with creative ideas. 

1.4.1. Quote TWO ways in which NHS created an environment that stimulates creative thinking. (2) 

1.4.2. Advise NHS on other ways in which they can create an environment that    stimulates 

creative thinking.  (8)   

 

1.5. Explain the advantages of creative thinking in the workplace.  (10) 

 

  



2. STRESS AND CRISIS MANAGEMENT  DATE: _________________ 

2.1. Define the term “stress”.  (2) 

 

2.2. State TWO causes of stress in the workplace.  (2) 

 

2.3. Read the scenario below and answer the questions that follow. 

WENDY MANUFACTURERS (WM) 

Wendy Manufacturers specialises in the manufacturing of perfumes. The building caught fire and the 

stock was damaged. 

2.3.1. Identify TWO types of crises in the scenario above.  (2) 

2.3.2. Define the term crisis. (2) 

2.3.3. Suggest ways in which Wendy Manufactures can deal with a crisis in the workplace.   (8) 

 

2.4. Identify the causes of change that are applicable to Sizwe Ltd in EACH  statement 

below: 

2.4.1. Sizwe Ltd struggles to compete with well-established international companies. (2) 

2.4.2. Tumi, the accountant, has now lost her job as the business could not keep her 

permanently. (2) 

2.4.3. Some employees' employment contracts have been terminated due to poor economic 

conditions. (2) 

 

3. PROFESSIONALISM AND ETHICS DATE: _________________ 

3.1. Distinguish between professionalism and ethics.  (8) 

 

3.2. Explain the principles of professionalism.  (6) 

 

3.3. Discuss the benefits of ethical business ventures.  (6) 

 

3.4. Read the scenario below and answer the questions that follow. 

NTUTHU FINANCIAL SERVICES (NFS) 

NFS is a newly registered microlending business. The company has developed a code of ethics to 

comply with the law. NFS must pay tax, they must pay employees reasonable wages and all employees 

must receive equal opportunities. 



3.4.1. Quote FOUR examples of ethical business ventures from the scenario above.  (4) 

 

3.5. Explain the meaning of code of ethics.  (4) 

 

3.6. Discuss different perspectives on ethics.  (4) 

 

3.7. Recommend ways in which professional, responsible, ethical and effective business 

practice should be conducted.  (8) 

 

3.8. Identify whether the business practice illustrated in EACH of the following  statements is 

ethical or professional: 

3.8.1. Employees of Kevin Auditors always dress formally when reporting for work. (2) 

3.8.2. The business regularly pays tax to the receiver of revenue per annum. (2) 

3.8.3. Dan Consulting does not do business with companies that employ children under the 

age of 16 years. (2) 

3.8.4. Ntombi, a receptionist at Menzi Finance, arrives on time to conduct morning briefings. (2) 

3.8.5. The management of CL Manufacturers conducted training sessions on a fraud-free 

system with all their employees.  (2) 

 

4. CITIZENSHIP ROLES AND RESPONSIBILITIES DATE: _________________   

4.1. Define the term CITIZENSHIP  (2) 

 

4.2. Outline TWO rights and responsibilities of citizens. (8) 

Use the table below as guide to answer this question. 

RIGHTS RESPONSIBILITIES 

1.  1.  

2.  2.  

 

4.3. Advise businesses on how they can contribute to the social and economic development 

of communities.  (6) 

 

4.4. Discuss reasons why businesses have to become involved in social programmes.  (6) 

 

  



5. TEAM DYNAMICS AND CONFLICT MANAGEMENT DATE: _________________ 

5.1. State FOUR stages of team development.  (4) 

 

5.2. Identify the stage of team development which is represented by EACH of the statements 

below: 

5.2.1. During this stage the team members get to know each other. (2) 

5.2.2. Team members confront each other's ideas. (2) 

5.2.3. Team members are motivated and are working together. (2) 

5.2.4. Team members reach agreement and consensus.  (2) 

 

6. CONFLICT MANAGEMENT DATE: _________________ 

6.1. Define the term conflict  (2) 

 

6.2. Explain the function of workplace forums. (6) 

 

6.3. Explain the differences between trade unions and workplace forums. (12) 

 

6.4. Read the scenario below and answer the questions that follow. 

Sesethu is a project manager for a construction company. Her employees are not satisfied about the 

shortage of resources. Most employees are frustrated by poor communication and constant changes. 

Management has suggested that they use the workplace forum to resolve the conflict. 

6.4.1. Identify THREE causes of conflict from the above scenario.  (3) 

6.4.2. Advise Sesethu on the functions of workplace forums to resolve conflict. (8) 

       

6.5. Describe the contemporary conflict management theory. (6) 


