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Introduction 

Organizations operate in an environment characterized by rapid technological change, 

increased competition, globalization, and rising customer expectations. To remain 

competitive and sustainable, organizations must effectively manage their human 

resources, communication systems, leadership processes, and organizational 

development initiatives. Administration and Management Skills provide the knowledge 

and practical tools required to achieve these objectives. The study of management skills 

enables leaders and employees to work efficiently toward organizational success.  

The concepts discussed in this essay include Intellectual Capital Management, 

Communication, Benchmarking, Self-Development, Leadership, Management Skills, 

Conflict Management, and Change Management. These concepts are interconnected 

because successful organizations depend on capable employees, strong leadership, 

effective communication, and continuous improvement. Organizations that fail to develop 

these areas often struggle with low productivity, poor employee morale, and declining 

competitiveness.  

Modern managers are expected not only to supervise employees but also to inspire, 

motivate, communicate, negotiate, and effectively manage change. Likewise, employees 

are expected to demonstrate professionalism, adaptability, emotional intelligence, and 

commitment to organizational goals. The development of these competencies contributes 

to individual career success and organizational performance.  

This essay examines the major concepts covered in Administration and Management 

Skills and discusses how these principles can be applied in personal life, the workplace, 

and communities in Zimbabwe. It also includes practical examples from my own 

experiences as an Administrative Accountant. 

Intellectual Capital Management Workforce 

Intellectual capital refers to the knowledge, skills, experience, creativity, and expertise 

possessed by employees within an organization. Human capital is considered one of the 

most valuable organizational resources because employees contribute directly to 



 
 

productivity, innovation, and competitiveness. Organizations that invest in intellectual 

capital management achieve better performance than those that neglect workforce 

development.  

The process of intellectual capital management begins with recruitment and selection. 

Recruitment involves attracting talented individuals while selection focuses on choosing 

candidates who possess the right qualifications, skills, and attitudes. Effective recruitment 

ensures that organizations employ competent individuals capable of contributing to 

organizational objectives.  

Training and staff development are equally important. Employees require continuous 

training to adapt to technological advancements and changing workplace requirements. 

Organizations that provide ongoing learning opportunities create a workforce that is 

skilled, motivated, and capable of handling future challenges.  

Career planning and succession planning are also essential elements of intellectual 

capital management. Employees who see opportunities for growth and advancement are 

more likely to remain committed to organizational goals. Human capital development 

creates benefits not only for organizations but also for national economic development.  

Table 1: Elements of Intellectual Capital 

Element Importance 

Recruitment Acquires talented employees 

Selection Ensures appropriate hiring 

Training Develops employee competence 

Career Planning Supports retention and growth 

Knowledge 
Transfer 

Preserves organizational expertise 

Communication in Organizations 

Communication is the process of exchanging information, ideas, and feelings between 

individuals or groups. Effective communication is fundamental to organizational success 

because it facilitates coordination, teamwork, decision-making, and problem-solving.  



 
 

Communication may be verbal or non-verbal. Verbal communication includes 

presentations, meetings, discussions, reports, and conversations. Non-verbal 

communication consists of gestures, facial expressions, body language, posture, and eye 

contact. Research indicates that non-verbal cues significantly influence how messages 

are interpreted.  

For communication to be effective, managers must understand their audience, present 

information clearly, and ensure consistency between verbal and non-verbal messages. 

Strong communication skills contribute to workplace harmony and organizational 

effectiveness.  

Several barriers may interfere with communication, including cultural differences, 

language barriers, technical jargon, prejudices, and poor listening skills. Managers must 

continuously verify understanding and encourage feedback to overcome these barriers.  

Table 1: Communication Process 

 

Benchmarking and Continuous Improvement 

Benchmarking is the process of comparing organizational performance and practices 

against those of competitors or industry leaders. The objective is to identify best practices 

and implement improvements that increase competitiveness and efficiency.  

Benchmarking enables organizations to determine: 

• What they are doing. 

• How they are performing. 



 
 

• How competitors are performing. 

• Areas requiring improvement. The benchmarking process involves selecting a 

benchmarking team, collecting data, comparing performance, identifying gaps, 

implementing improvements, and monitoring results. Benchmarking promotes 

continuous organizational learning and innovation.  

• In today's business environment, benchmarking has become essential because 

organizations must continually adapt to changing market conditions and customer 

expectations. Companies that fail to improve often lose their competitive 

advantage.  

Self-Development and Professional Growth 

Self-development is the continuous process of improving knowledge, skills, attitudes, and 

personal effectiveness. It plays a vital role in career success because professionals must 

adapt to changing environments and new challenges.  

A key concept in self-development is self-efficacy, which refers to an individual's belief in 

their ability to succeed. People with high self-efficacy tend to work harder, persevere 

through challenges, and achieve greater success.  

Personality also influences professional growth. The Big Five personality traits include: 

• Openness 

• Conscientiousness 

• Extroversion 

• Agreeableness 

• Neuroticism 

These personality traits affect how individuals think, behave, communicate, and respond 

to organizational situations.  

Stephen Covey's Seven Habits of Highly Effective People provide an excellent framework 

for personal development. These habits encourage proactive behaviour, goal setting, 

teamwork, mutual respect, and continuous improvement.  

 

 

 

 



 
 

 

 

 

Figure 2: Seven Habits of Highly Effective People 

 

Traits, Attitudes and Behaviors of Leaders 

Leadership is the ability to influence people toward achieving shared objectives. Effective 

leaders possess a combination of personal traits, skills, attitudes, and behaviors that 

enable them to guide organizations successfully.  

Important leadership traits include: 

• Integrity 

• Self-confidence 

• Intelligence 

• Flexibility 

• Emotional stability 

• Empathy 

• Creativity 



 
 

• Good judgment 

Empathy enables leaders to understand employee concerns and needs. Integrity 

promotes trust and credibility. Flexibility allows leaders to adapt to changing 

circumstances while maintaining focus on organizational objectives.  

Positive attitudes are equally important. Leaders who maintain optimism and enthusiasm 

create positive work environments that encourage innovation and productivity. Negative 

attitudes often lead to stress, low morale, and poor performance.  

Management Skills in Administration 

Management skills are critical for coordinating resources, leading employees, and 

achieving organizational goals. Several important management skills were covered in this 

course. 

Persuasion 

Persuasion involves influencing others to support an idea, decision, or objective. Effective 

leaders are successful persuaders because they understand the emotional and logical 

factors that shape decision-making.  

Motivation 

Motivation encourages employees to perform at their highest potential. Organizations can 

improve motivation through recognition, training, career development, participation in 

decision-making, and supportive work environments.  

 

Emotional Intelligence 

Emotional intelligence consists of: 

• Self-awareness 

• Self-regulation 

• Motivation 

• Empathy 

• Social skills 

Leaders with strong emotional intelligence build stronger relationships and improve 

organizational performance.  



 
 

Delegation 

Delegation is the assignment of tasks and responsibilities to others. Effective delegation 

improves productivity, develops employee skills, and allows managers to focus on 

strategic responsibilities.  

Negotiation 

Negotiation helps individuals and organizations resolve disagreements while maintaining 

relationships. Effective negotiation seeks mutually beneficial outcomes and avoids 

unnecessary conflict.  

Conflict Management and Change Management 

Conflict is a natural part of organizational life because individuals have different 

viewpoints, needs, and expectations. Conflict may occur between individuals, within 

groups, or between departments.  

The major conflict management strategies include: 

• Accommodating 

• Avoiding 

• Collaborating 

• Competing 

• Compromising 

Among these approaches, collaboration often produces the most satisfactory outcomes 

because it seeks solutions that benefit all parties.  

Change management involves helping individuals and organizations adapt to new 

situations. Technological advancements, economic pressures, and organizational 

restructuring frequently require changes in procedures, systems, and behaviors.  

Successful change management requires: 

• Effective communication 

• Employee training 

• Leadership commitment 

• Monitoring and evaluation 

• Managing resistance  

 



 
 

 

 

 

Graph 2: Change Management Cycle 

 

Personal Reflection and Application in Zimbabwe 

As an Administrative Accountant working in Zimbabwe's healthcare sector, I have 

personally experienced many of the concepts discussed in this course. 

Communication is essential in my daily work because financial information must be 

communicated accurately to management, procurement officers, and department 

heads. Poor communication can result in delayed reporting, budgeting errors, and 

misunderstandings that affect service delivery. 

I have also observed the importance of intellectual capital management. Experienced 

employees often mentor younger staff members in financial procedures, procurement 



 
 

regulations, and organizational systems. This transfer of knowledge strengthens 

organizational capacity and reduces operational risks. 

Zimbabwe has faced significant economic challenges, including currency changes, 

inflation, and resource constraints. These conditions have required managers and 

employees to become highly adaptable. Change management principles have become 

particularly important because organizations frequently need to revise systems, 

procedures, and financial controls. 

Through my experience, I have learned that leadership is not limited to individuals 

holding senior positions. Every employee has an opportunity to demonstrate leadership 

through professionalism, integrity, accountability, and commitment to organizational 

goals. 

In my community, I have also witnessed how effective communication and leadership 

contribute to successful development projects. Community initiatives involving schools, 

churches, and health facilities often succeed when leaders communicate openly and 

encourage stakeholder participation. 

Application of Course Concepts at NSSA Rehabilitation Centre 

As an Administrative Accountant at NSSA Rehabilitation Centre, I work in a 

multidisciplinary environment with approximately 64 employees, including 

administrators, healthcare professionals, rehabilitation specialists, procurement staff, 

drivers, support staff, and management. The concepts learned in this course have 

enhanced my understanding of organizational effectiveness and workplace 

performance. 

Intellectual Capital Management is important because employees' knowledge, skills, 

and experience contribute significantly to service delivery. Experienced staff mentor 

new employees on financial procedures, procurement processes, and organizational 

regulations, ensuring continuity and improved performance. The course reinforced the 

importance of investing in staff development, as skilled employees make better 

decisions and contribute positively to organizational goals. 

Communication is central to my role. I regularly interact with management, department 

heads, suppliers, and other staff regarding budgets, procurement, and financial 

reporting. Effective communication promotes clarity, reduces misunderstandings, and 

improves teamwork. The course highlighted the importance of active listening, 

feedback, and open communication channels in achieving organizational objectives. 



 
 

The course also emphasized Leadership and Self-Development. Leadership is not 

limited to senior management; it can be demonstrated through integrity, 

professionalism, accountability, and emotional intelligence at every level. These 

principles have encouraged me to pursue continuous learning and adapt to changing 

workplace demands. 

Benchmarking can help NSSA Rehabilitation Centre improve efficiency by comparing 

administrative and financial processes with those of other healthcare institutions. 

Evaluating practices such as procurement turnaround times, financial reporting 

systems, and customer service standards can identify opportunities for improvement 

and enhance service delivery. 

Delegation and Teamwork are essential in achieving organizational goals. Effective 

delegation distributes responsibilities appropriately, develops employee skills, and 

increases productivity. When employees are trusted and empowered, they become 

more engaged and motivated. 

The course also reinforced the importance of fair recruitment, promotion, and 

conflict management practices. Merit-based recruitment and promotion systems 

promote motivation, accountability, and performance, while fair and objective conflict 

resolution strengthens trust, teamwork, and organizational culture. These principles are 

essential for maintaining a productive and professional work environment at NSSA 

Rehabilitation Centre. 

Application of Course Concepts in My Community 

The concepts learned in the Administration and Management Skills course can be 

effectively applied within my community in Zimbabwe. One of the most important areas 

is leadership and community development. Communities depend on capable leaders 

to coordinate development projects, mobilize resources, and encourage participation 

among residents. Effective leadership promotes unity, accountability, and cooperation in 

projects such as school improvements, health awareness campaigns, water supply 

initiatives, and road rehabilitation. 

Communication is another essential concept that contributes to strong community 

relationships. Clear and open communication helps people share information, express 

concerns, and work together to solve problems. Community meetings, church 

gatherings, and local development committees are more successful when members 

actively listen to one another and communicate respectfully. Effective communication 

reduces misunderstandings and strengthens trust among community members. 



 
 

The course also highlighted the importance of conflict management. Disagreements 

often arise within communities due to differences in opinions, interests, or access to 

resources. Issues such as land disputes, inheritance matters, and community 

development projects can create tension if not managed properly. Applying conflict 

resolution techniques such as mediation, collaboration, and compromise can help 

resolve disputes peacefully and maintain social harmony. 

Another valuable concept is self-development and youth empowerment. Continuous 

learning, personal responsibility, emotional intelligence, and skills development can help 

young people improve their confidence, employability, and ability to contribute positively 

to society. Encouraging lifelong learning enables community members to adapt to 

changing economic and social conditions. 

The course also emphasized the importance of ethical leadership. Communities thrive 

when leaders are honest, transparent, accountable, and committed to serving the 

interests of all members. Ethical leadership builds trust, promotes fairness, and 

supports sustainable community development. 

In conclusion, the concepts of leadership, communication, conflict management, self-

development, and ethical leadership provide practical tools for improving community 

relations and development. By applying these principles, communities can enhance 

cooperation, resolve challenges effectively, and work together toward achieving 

common goals and improving the quality of life for all members. 

Application of Course Concepts at Atlantic International University 

My studies at Atlantic International University (AIU) provide an opportunity to apply 

many of the concepts learned in the Administration and Management Skills course. The 

university environment functions much like an organization, requiring effective 

communication, leadership, teamwork, conflict resolution, and continuous learning. 

One important concept is Intellectual Capital Management. At AIU, knowledge is a 

valuable asset shared by students, lecturers, researchers, and administrators. Through 

assignments, research, discussions, and interactions with instructors and fellow 

students, I contribute to and benefit from the university's intellectual capital. This has 

reinforced the importance of lifelong learning and professional development. 

Communication plays a critical role in academic success. As a student, I use 

communication skills when completing assignments, participating in discussions, 

conducting research, and interacting with lecturers and fellow students. Effective 

communication helps prevent misunderstandings, promotes collaboration, and improves 

learning outcomes. 



 
 

The concept of Benchmarking encourages continuous improvement by comparing my 

academic performance and study practices with university standards and successful 

students. This helps me identify areas for improvement and strive for excellence in my 

studies. 

The course has also emphasized Self-Development and Leadership. As a mature 

student balancing work, family, and education, I have learned the importance of time 

management, self-discipline, problem-solving, and personal growth. Leadership 

qualities such as integrity, accountability, emotional intelligence, and confidence help 

me interact effectively with others and contribute positively to the academic 

environment. 

Management Skills are essential for planning study schedules, prioritizing 

assignments, meeting deadlines, and balancing professional and academic 

responsibilities. Additionally, Conflict Management skills enable me to respect different 

viewpoints, resolve disagreements constructively, and maintain positive relationships 

with others. 

The course has also improved my understanding of Change Management, helping me 

adapt to new technologies, online learning systems, and evolving academic 

requirements. Rather than resisting change, I view it as an opportunity for growth and 

improvement. 

Overall, the Administration and Management Skills course has strengthened my ability 

to succeed as a student at AIU. The concepts of leadership, communication, self-

development, benchmarking, conflict management, and change management have 

enhanced my academic performance, professional competence, and preparedness for 

future leadership responsibilities. 

Critical Analysis of Major Concepts in Administration and Management Skills 

1. Intellectual Capital Management 

Intellectual Capital Management views employees as valuable organizational assets 

whose knowledge, skills, and experience contribute to organizational success. While 

this concept promotes employee development and knowledge sharing, its 

implementation often faces challenges in developing countries such as Zimbabwe. 

Recruitment and promotion are not always based on merit, competence, or 

qualifications, with factors such as personal relationships, favoritism, and political 

influence sometimes affecting decisions. 



 
 

Such practices can reduce organizational effectiveness by placing less qualified 

individuals in critical positions and discouraging competent employees. At NSSA 

Rehabilitation Centre, intellectual capital is vital because service delivery depends on 

employees' expertise and experience. Knowledge transfer through mentoring and 

training is essential to ensure continuity and prevent the loss of institutional knowledge. 

Given Zimbabwe's continuing brain drain in sectors such as healthcare, education, and 

accounting, organizations must invest in staff development, retention, and succession 

planning. 

2. Communication in Organizations 

Communication is one of the most important management functions because it supports 

coordination, decision-making, and teamwork. However, many organizational 

challenges stem from communication breakdowns. Poor communication often leads to 

misunderstandings, conflict, delays, and reduced productivity. 

In many Zimbabwean organizations, hierarchical structures may discourage junior 

employees from expressing opinions openly. As a result, management may not receive 

important information about operational challenges. Communication barriers may also 

arise from differences in language, culture, education, and technology. Furthermore, 

many organizations focus on transmitting information rather than listening and providing 

feedback. 

At NSSA Rehabilitation Centre, effective communication is essential for budgeting, 

procurement, reporting, and financial management. Even minor communication errors 

can result in delays, inaccurate information, and financial losses. Effective 

communication therefore requires both clear messaging and active listening. 

3. Benchmarking and Continuous Improvement 

Benchmarking allows organizations to compare their performance with industry leaders 

and identify opportunities for improvement. It promotes learning, innovation, and 

continuous improvement. However, many organizations mistakenly treat benchmarking 

as copying rather than understanding and adapting best practices. 

Another challenge is resistance to change. Employees and managers may prefer 

familiar methods even when better alternatives exist. In Zimbabwe, economic 

constraints often force organizations to focus on short-term survival rather than long-

term improvement initiatives. 

At NSSA Rehabilitation Centre, benchmarking can improve procurement processes, 

financial management, service delivery, employee satisfaction, and customer service 



 
 

standards. Without benchmarking, organizations risk becoming stagnant and losing 

opportunities to improve their performance and competitiveness. 

 

4. Self-Development and Professional Growth 

Self-development is essential for both individual and organizational success. While 

formal education provides technical knowledge, effective performance also requires 

leadership abilities, communication skills, emotional intelligence, and self-awareness. 

Many professionals become complacent after obtaining qualifications, limiting their 

career growth and contribution to their organizations. In today's rapidly changing 

environment, continuous learning is necessary to remain relevant and effective. 

Technological developments, regulatory changes, and evolving workplace expectations 

require employees to update their knowledge and skills regularly. 

The concept of self-development emphasizes lifelong learning, adaptability, and 

personal responsibility. Professional success depends not only on existing knowledge 

but also on a commitment to continuous improvement. 

5. Traits, Attitudes, and Behaviors of Leaders 

Leadership theories commonly identify integrity, confidence, empathy, intelligence, and 

flexibility as important leadership traits. However, possessing these traits alone does not 

guarantee effective leadership. One common misconception is that leadership is 

determined by position rather than behavior. 

Many leaders hold formal authority but fail to inspire trust, commitment, and respect 

among employees. Integrity remains one of the most critical leadership qualities 

because it builds credibility and trust. Employees quickly lose confidence in leaders who 

demonstrate favoritism, inconsistency, or lack of accountability. 

Empathy is equally important because leaders must understand employee concerns 

and support them through challenges. Effective leaders balance authority with 

compassion, enforce policies fairly, and create environments where employees feel 

valued and motivated. 

6. Management Skills 

Effective management requires a combination of persuasion, motivation, delegation, 

and negotiation skills. 



 
 

Persuasion enables leaders to influence employees and gain support for organizational 

goals. However, persuasion is effective only when leaders are trusted and credible. 

Motivation remains a major management challenge. While financial rewards are 

important, employees are also motivated by recognition, respect, career development 

opportunities, fair treatment, and involvement in decision-making. Given Zimbabwe's 

economic challenges, managers must use both financial and non-financial motivational 

strategies. 

Delegation improves efficiency and develops employee capabilities. However, some 

managers either avoid delegation or delegate responsibilities without authority, reducing 

its effectiveness. Successful delegation requires trust, support, and accountability. 

Negotiation is essential for resolving disagreements and balancing stakeholder 

interests. Effective negotiation focuses on finding mutually beneficial solutions rather 

than creating winners and losers. 

7. Conflict Management 

Conflict is a natural part of organizational life and should be managed constructively 

rather than avoided. Properly managed conflict can encourage innovation, problem-

solving, and improved decision-making. 

A major challenge in many organizations is perceived bias in conflict resolution. 

Employees may believe that certain individuals receive preferential treatment because 

of personal relationships with management. Such perceptions weaken trust, lower 

morale, and increase workplace tension. 

At NSSA Rehabilitation Centre, effective conflict management requires fairness, 

consistency, and transparency. Employees are more likely to trust management when 

policies are applied equally and disputes are handled objectively. The greatest threat is 

not conflict itself but conflict that is poorly or unfairly managed. 

8. Change Management 

Organizations operate in environments characterized by continuous technological, 

economic, and regulatory change. As a result, effective change management has 

become increasingly important. 

Many change initiatives fail because organizations focus primarily on systems and 

processes while neglecting people. Employees often resist change because they fear 

uncertainty, job insecurity, or loss of control. Zimbabwe's economic and policy changes, 



 
 

including digital transformation initiatives and economic reforms, have increased the 

need for effective change management. 

Successful change management requires clear communication, employee involvement, 

leadership commitment, training, and ongoing support. Organizations that fail to prepare 

employees adequately often experience resistance, confusion, and implementation 

failures. Effective leaders understand that managing people is just as important as 

managing the technical aspects of change. 

Overall Critical Reflection 

The concepts covered in Administration and Management Skills are closely 

interconnected and collectively influence organizational performance. Weak 

communication can increase conflict, poor leadership can reduce motivation, and 

inadequate employee development can weaken intellectual capital. Similarly, ineffective 

change management can create resistance and disrupt organizational operations. 

From my experience as an Administrative Accountant at NSSA Rehabilitation Centre, 

organizational success depends not only on systems and procedures but also on ethical 

leadership, effective communication, fairness, employee development, and teamwork. 

The most important lesson from this course is that sustainable success is achieved 

when employees are managed fairly, developed continuously, communicated with 

openly, and treated with respect. These principles are essential for improving the 

performance of organizations, educational institutions, and communities in Zimbabwe. 

Case Study: Improving Administrative Efficiency in a Zimbabwean Hospital 

A government healthcare institution experienced delays in procurement processing, 

poor communication between departments, and increased employee dissatisfaction. 

Challenges Identified 

• Weak communication channels 

• Lack of employee training 

• Resistance to new digital reporting systems 

• Inadequate delegation 

Solutions Implemented 

1. Staff training programs. 

2. Improved communication procedures. 

3. Introduction of mentoring systems. 



 
 

4. Delegation of responsibilities. 

5. Change management workshops. 

Results 

• Faster financial reporting. 

• Improved employee morale. 

• Better teamwork. 

• Increased productivity. 

• Enhanced service delivery. 

This case demonstrates how intellectual capital management, leadership, 

communication, and change management can work together to improve organizational 

performance. 

Conclusion 

This essay examined major concepts covered in Administration and Management Skills, 

including intellectual capital management, communication, benchmarking, self-

development, leadership, management skills, conflict management, and change 

management. These concepts are interconnected and collectively contribute to 

organizational success.  

One of the most important lessons learned is that people remain the most valuable 

resource in any organization. Organizations that invest in recruitment, training, 

communication, and leadership development create stronger foundations for long-term 

success. Effective management of human capital enables organizations to adapt to 

changing environments and maintain competitive advantage.  

The course also highlighted the importance of leadership. Effective leaders combine 

integrity, emotional intelligence, communication skills, adaptability, and strategic 

thinking. Through positive influence and sound decision-making, leaders create 

organizational cultures that encourage teamwork, innovation, and continuous 

improvement.  

From a personal perspective, the course has strengthened my understanding of how 

management and leadership principles apply to my role as an Administrative 

Accountant in Zimbabwe. I can use these concepts to improve workplace relationships, 

support organizational change, solve problems effectively, and contribute positively to 

my organization and community. 



 
 

Finally, Administration and Management Skills provide a foundation for professional 

success by helping individuals understand how organizations function and how effective 

leadership, communication, and management practices contribute to achieving both 

personal and organizational objectives. 
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