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Introduction
This set of assessment tools is for the unit of competency BSBTWK201 Work effectively with others. 

The guide is divided into three sections:

Section 1:
Unit of competency

Section 2:
Assessment resources

Glossary (VET sector terminology)

As the trainer/assessor, you are in the best position to judge the full training and assessment requirements of a unit of competency. The judgments that you make in this regard should form part of your broader training and assessment strategy.

Learners may or may not be employed in the workplace. Where a learner is currently employed, you should endeavour to use relevant workplace documents and resources. Where learners are not currently employed, you must provide example documentation and a simulated environment wherever possible. Encourage classroom learners to take every opportunity to observe a real working environment and discuss what they have seen. Note that observation and assessment in the workplace is mandatory for some units of competency. Refer to section 1.2 of this guide, or to the assessment requirements of the relevant unit of competency, for details of assessment conditions.
Section 1 - Unit of competency

The Business Training Package was developed by the Innovation & Business Skills Australia (IBSA) in consultation with industry stakeholders including employers, unions, peak bodies, professional associations, regulatory bodies, registered training organisations (RTOs) and other relevant parties. The training package specifies the skills and knowledge required to perform effectively in the business workplace.

Individual units of competency are nationally agreed statements that describe work outcomes and can stand alone when applied in the workplace.

This section outlines the requirements of the unit of competency BSBTWK201 Work effectively with others and other information relevant to it.

It contains the following information:

1.1 
Elements of competency and performance criteria

1.2
Assessment requirements 
1.3 
Dimensions of competency

1.4
Foundation skills
1.5
Skill sets

1.6
Recognition of prior learning (RPL)
1.7 
Glossary of terms
1.1
Elements of competency and performance criteria

The elements of competency define the skills required to perform a work activity. They describe the required outcomes that need to be assessed. 

The performance criteria define the level of skill necessary to achieve the requirements of the element.

The following table maps the content in the on-line course BSBTWK201 Work effectively with others to the unit of competency.

	 BSBTWK201 Work effectively with others
	Where covered in on-line course

	Element 1: Develop effective workplace relationships

	1.1 
Identify individual responsibilities in relation to workgroup members
	Teams and you (2)

	1.2 
Clarify individual and workgroup responsibilities with work team
	Teams and you (2)

	1.3 
Participate in informal meetings and information sharing with workgroup
	Teams and you (2)
Team goals (3)

	1.4 
Request and apply feedback from supervisor on individual practices
	Teams and you (2)

	Element 2: Improve workgroup processes

	2.1 
Support team members to meet workgroup goals
	Team goals (3)

	2.2 
Contribute to workgroup goals and tasks according to organisational requirements
	Teams and you (2)

Team goals (3)

	2.3 
Share work-related information with workgroup according to organisational policies and procedures
	Teams and you (2)

Team goals (3)

Effective workplaces (4)

	2.4 
Plan strategies for team performance improvement with workgroup
	Team goals (3)

Effective workplaces (4)

	Element 3: Resolve issues, problems and conflict

	3.1 
Identify advantages of differences in values and beliefs between workgroup members
	Effective workplaces (4)

	3.2 
Respond to any linguistic and cultural differences in communication styles according to legislation, organisational policies and procedures and ethical standards
	Team goals (3)

Effective workplaces (4)

	3.3 
Identify potential workgroup issues, problems and conflicts encountered in the workplace
	Effective workplaces (4)

	3.4 
Seek assistance from supervisor to address problems and conflicts that arise
	Effective workplaces (4)

	3.5 
Suggest possible ways of dealing with identified workplace issues
	Effective workplaces (4)


1.2
Assessment requirements 

BSBTWK201 Work effectively with others covers the outcomes, skills and knowledge required to work cooperatively with others and deal effectively with issues, problems and conflict.
It applies to individuals who perform a range of routine tasks in a team environment and use a basic knowledge of teamwork in a defined context, under direct supervision or with limited individual responsibility.
The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements.
· Knowledge evidence: the scope and depth of knowledge required.
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required.
Performance evidence
The performance evidence for the unit BSBTWK201 Work effectively with others consists of the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:

· work with a group to achieve an objective on at least two occasions and address at least one identified problem or conflict on each occasion.

During the above, the candidate must develop a plan to communicate with supervisor, including:

· distinguish individual responsibilities from workgroup responsibilities.
· demonstrate the ability to:

· support team members.
· communicate according to the cultural and linguistic requirements of the individual.
· act on constructive feedback.
· use communication channels to share information.
· cooperate and contribute to team goals.
· identify improvement opportunities.
· identify problems and conflicts and address them according to organisational and ethical policies and procedures. 
Knowledge evidence
The knowledge evidence within the unit BSBTWK201 Work effectively with others consists of:

· organisational and ethical standards, policies and procedures that relate to own work role.
· team responsibilities and duties and their relationship to individual responsibilities and duties.
· organisational policies and procedures relating to workplace discrimination and bullying.
· personal values and beliefs including their importance in the development of relationships.
· communication channels used to communicate in work teams including:

· team meetings

· one-on-one interactions with individual team members

· emails

· instant messaging

· calls.
· key problems and conflicts arising in workgroup contexts.
· methods of resolving team problems including referral to relevant organisational personnel.
· conflict resolution techniques. 
Assessment conditions
Skills must be demonstrated in a safe environment where evidence gathered demonstrates consistent performance of typical activities experienced by individuals using interpersonal communication skills in the workplace.

Simulations and scenarios are acceptable. Simulated assessment environments must simulate the real-life working environment where these skills and knowledge would be performed, with all the relevant equipment and resources of that working environment.
The assessment environment must include access to workplace discrimination and bullying legislation and organisational and ethical standards, policies and procedures for working with others.
Assessment must ensure use of relevant legislation, policies and procedures and industrial awards.

Assessors must satisfy the NVR/AQTF mandatory competency requirements for assessors.
1.3
Dimensions of competency

The dimensions of competency relate to all aspects of work performance. The following table explores the four dimensions of competency in more detail.

	Dimensions of competency
	What it means

	Task skills
	The candidate must perform the individual skills required to complete a work activity to the required standard.

	Task management skills
	The candidate must manage a number of different tasks to complete a whole work activity, such as working to meet deadlines.

	Contingency management skills
	The candidate must use their problem-solving skills to resolve issues that arise when performing a work activity.

	Job/role environment skills
	The candidate must perform effectively in the workplace when undertaking a work activity by working well with all stakeholders and following workplace policies and procedures.


Assessors and/or their training organisations need to ensure that the range of assessment instruments developed for this unit adequately explore the dimensions of competency.
1.4
Foundation skills

Underpinning all job roles is a set of skills that are essential if learners are to participate successfully in work and be valuable and productive employees. 
The foundation skills embedded in this unit of competency are outlined below:

This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Performance
Criteria
	Description

	Reading
	1.1, 1.2, 2.2, 2.3
	· Identifies and interprets information to determine task requirements.

	Writing
	
	· Completes required documentation using organisational formats.
· Composes simple documents for others to read.

	Oral Communication
	1.1, 1.2, 3.1, 3.2
	· Presents information and seeks advice using language and features appropriate to audience.
· Participates in discussions using listening and questioning to elicit views of others and to clarify or confirm understanding.

	Enterprise and initiative
	1.1, 1.2, 1.3, 2.1, 2.2, 2.3,
	· Identifies responsibilities of own role and follows explicit organisational protocols and procedures.

	Teamwork
	3.2, 3.3
	· Selects and uses appropriate communication practices when seeking or sharing information.
· Establishes and builds rapport and relationships with others to foster a culture of respect and cooperation in communications.
· Listens to the ideas of others and considers their needs.

	Planning and organising
	2.1, 2.2, 2.3, 3.1, 3.2, 3.3, 4.1, 4.2, 4.3
	· Plans and organises work commitments to ensure deadlines and objectives are met.


Do not assume that learners already have these skills; for example, even if you believe they have good writing skills, they may never have written a specific type of report before.

Remember that the learner may not necessarily need all these skills for a specific task, nor be required to develop them to a high level. This will depend on the nature of the task and the context in which they are working.

Your role is to:

· when planning your assessment program, identify where foundation skills are embedded in the unit of competency and how learners can demonstrate they have acquired the skills.
· encourage learners to record in the template that follows the Final Assessment the activities they have performed that demonstrate specific foundation skills; they can do this after completing each chapter in the learner guide.

1.5
Skill sets

Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. 

Skill sets do not replace qualifications as the foundation for undertaking work in the community sector. Skill sets build on a relevant qualification and enable a qualified worker to move laterally into work areas addressed by the skill set or to broaden their skill base in relation to the services they provide.
1.6
Recognition of prior learning (RPL)

Recognition of prior learning (RPL) is an assessment process that assesses an individual’ s non-formal and informal learning to determine the extent to which that individual has achieved the required learning outcomes, competency outcomes, or standards for entry to, and/or partial or total completion of, a qualification.

To have skills and knowledge formally acknowledged, a learner must supply a range of evidence to verify competency. The trainer then needs to assess this evidence against the criteria for the qualification.

Evidence of competency may include work samples, journals and third-party testimonials. Learners may also need to be observed undertaking set tasks and/or answer set questions.

The full RPL Kit for this qualification is available. The kit consists of four parts:
· Assessor’s Guide

· Candidate’s Guide

· Forms

· Workplace Guide

1.7
Glossary of terms
This section provides some general understanding to many of the terms and concepts used in this Business unit of competency and qualifications.
Wherever possible and appropriate, knowledge should be contextualised to the learner’s workplace. For example, when dealing with organisational policies and procedures, look at the actual policies and procedures of the workplace.
Behaviour: The way that you do things. You do things in a particular way because of

• how you feel

• what you want

• how other people treat you.

In any customer service transaction the behaviour of the customer and the behaviour of the service deliverer is affected by the way they treat each other. Behaviour therefore affects the quality of the customer experience because the way the service deliverer behaves affects the way the customer feels about the customer service.
Body language: We communicate using words, but they don’t usually tell the whole story. Body language is a collection of expressions on our face and gestures we make. Very often body language tells us more about what somebody is thinking than the words they use. When you are dealing with a customer you can learn a lot about what he or she is thinking from the body language. This also means that you need to be aware of the messages you are giving to the customer through your own expressions and gestures – your own body language. 

Competitor: Most organisations are not the only ones that provide products or services. Most customers can choose to use the products or services from a range of organisations. So a competitor is an organisation that offers products or services that are like those offered by your organisation. Your customer may choose to use these other organisations instead of your own.
Competitive advantage: Although a competitor is an organisation that offers products or services that are like those offered by your organisation. Your organisation may have the competitive advantage because it is:

• part of a large high street chain

• better placed in the high street

• has car parking outside

• a Global Organisation which can offer goods and services at much cheaper prices

Customer:   A customer is somebody who receives customer service from a service deliverer. Generally it is easier to see a customer as a person but sometimes an organisation can be a customer. In most cases a customer or his or her organisation is paying directly or indirectly for the service that is being received. If a customer is a private individual or comes from another organisation, he or she is an external customer. If a customer comes from another part of the same organisation, he or she is called an internal customer.
Customer expectations: Customer expectations are what people think should happen and how they think they should be treated when asking for or receiving customer service. Expectations are formed by:

· what people hear and see.
· what they read and what the organisation tells them.
· what happens during the customer experience.
· what has happened to them in other customer service experiences.
Generally customer expectations rise, and organisations try to match that rise through continuous improvement in customer service.
Customer experience: Customer experience is what a customer feels and remembers about the customer service that he or she has received. The customer experience of an individual customer service transaction affects the customer relationship and influences customer expectations for the future. When a customer is about to receive customer service his or her customer expectations are influenced by all the customer experiences that he or she has had in the past both with your organisation and with others.
Customer feedback: Customer feedback is information about customer perceptions of customer service collected by the organisation from customers or given to the organisation by customers. Customer feedback can be collected formally using questionnaires or other kinds of surveys. Informal customer feedback can be collected from chance remarks or comments the customer has made with or without being asked. It must be remembered that sometimes customer feedback shows that the customer experience is not what the business thought it to be. If this is the case the customer feedback must still be respected because if customers perceive things in a particular way, that is reality for them even if the organisation have planned it differently.
Customer rights: Once somebody has been recognised as a customer by law, he or she has certain legal rights. These change as the law changes, but customer rights are generally increasing.
Customer satisfaction: Customer satisfaction is the feeling that a customer gets when he or she is happy with the customer service that has been provided. Some organisations try to increase customer satisfaction and talk about delighting customers or exceeding customer expectations. Most organisations try to increase the number of customers who are happy to confirm customer satisfaction when they give their customer feedback.
Customer service: Customer service is the total of what an organisation does to meet customer expectations and produce customer satisfaction. Customer service generally involves service teamwork and service partnerships. Although somebody may take a leading part in delivering customer service it normally involves actions by several people in a team or in several different organisations.

Complaint: When a customer feels strongly enough that his or her customer expectations have not been met, he or she may make a complaint. A complaint is when a customer brings a problem to the attention of the organisation and expects some redress, probably over and above simply supplying the original product or service that was the cause of the complaint. Complaints are often used by regulators as one measure of the success of the organisation’s customer service.  
Compliments: Praise and positive comments about your organisation or an individual within your organisation.
Consistent service: Customer satisfaction is affected by customer expectations about the service they will receive. If the customer service they receive is different from what they expected, there is always a danger that customer satisfaction will be lower than expected. So many organisations try to deliver the same customer service, time after time, so that the service customers receive matches their customer expectations and this gives customer satisfaction. This does not stop organisations from seeking continuous improvement when customer feedback tells them that there are changes to customer service that will increase customer satisfaction.

Continuous improvement: Many organisations try to keep ahead of competitors by providing better customer service. If competitors also do this, organisations have to keep improving their customer service to stay ahead. So the process of continuous improvement helps organisations to make sure this happens as a matter of routine. Customer service is delivered, and customer feedback is collected. The customer feedback is used to measure customer expectations and customer satisfaction. The information from the customer feedback is used to find ways of improving the customer service and changes are made. Customer service is delivered in a new and improved way and the cycle starts again. Front line staff and support staff are both involved in continuous improvement, but they must have the authority to make the changes that are needed for the improvements.
Contract: A contract is an agreement between two parties that can be enforced by law. A contract does not have to be in writing, but it is more difficult to prove if it is not in writing. Sometimes customer service can become part of a contract, usually if there has been an agreement put in writing. It is generally recognised that if a customer or service deliverer has to use the contract to enforce the agreement, customer satisfaction has not been achieved.
Front line staff: Front line staff are people who have the most direct contact with customers either face to face or at a distance. They need service teamwork with support staff to produce effective customer service.

Ombudsman: An ombudsman is a person who acts as a trusted intermediary between an organization and some internal or external constituency while representing the broad scope of constituent interests. Usually appointed by the organization, but sometimes elected by the constituency, the ombudsman may, for example, investigate constituent complaints relating to the organization and attempt to resolve them, usually through recommendations (binding or not) or mediation. Ombudsmen sometimes identify organizational roadblocks running counter to constituent interests. 
Privacy legislation:  Information about customers that is stored by a service provider must be kept confidential and must be dealt with in accordance with the requirements of privacy legislation. That legislation is designed to ensure that information collected to help a service provider to deliver effective customer service is not used for other inappropriate purposes.
Problem: A problem in customer service happens when the customer service does not meet customer expectations. This may be because the organisation cannot meet its service offer or because customer expectations are greater than or different from that service offer. You should try to spot customer service problems early and work to solve them so that customer satisfaction is restored. Often customers can be impressed when problems are solved, and customer satisfaction can be even higher than if routine customer service had been delivered.
Queue management: When several customers want customer service at the same time a queue may form. How this queue is managed is a vital to customer satisfaction. If the customer service is being delivered face to face queues are generally dealt with on a first come first serve basis because customers can see where they are in the queue. If the customer service is at a distance the customer cannot see the queue, but the work must still be prioritised. Organisations all choose different ways of managing queues to maximise overall customer satisfaction.

Section 2 - Assessment tools
Assessment is all about collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms that the learner can perform to the expected workplace standard, as outlined in the units of competency.

This section contains the summative assessment tools that are to be used in assessing this unit of competency.  The assessment tools have also been mapped against the requirements of unit assessment; these may be reviewed in elsewhere in this dociment.  Assessors can use this mapping information to complete required assessment records.

It is an important responsibility of assessors to complete the assessment records themselves. This ensures all additional assessment activities deemed appropriate or required by the assessor, in addition to those within this document, are included in these records.

Section Two contains the following information:

2.1   
Summative assessment

2.2
Solutions – general guidance

2.3 
Solutions – summative assessment

2.4
Evidence of competency

2.5
Evidence of competency

2.6
Reasonable adjustments

2.7
Assessment records 
2.1
Summative assessment

The assessment of this unit is in three parts:
· Part A – Activities within the short course, Teams and You.
· Part B – Written test using scenarios and case studies.

· Part C – Work Placement Journal

Separate each assessment tool from this booklet as required in the assessment process.
Part A Task
These activities are found in the short course, Teams and You.

Activity 1

1. What is an organisational culture and what two things does it affect?

2. Explain what ‘Duty of Care’ means?

3. What were the three reasons why it is very important that staff follow the workplace policies and procedures?

4. What do you feel were the five most important employee responsibilities?

5. What five things should you be and do as part of a work team?

Activity 2

1. Define the following types of questions with examples of each:

a. open

b. closed

c. funnelling.

2. Provide an example for when each of these different questioning techniques would be most effective in the entertainment industry.

Activity 3

Complete the summary table outlining the following communication barriers:

1. Bias and stereotyping

2. Lack of empathy

3. Negative subtext

4. Gender issues

5. Individual differences

6. Inconsistency

7. Emotions

8. Physical barriers, E.G. Noise

9. Inattention

10. Pressure of time.

Activity 4
1. Why is communication important in the entertainment industry?

2. What are the 3 types of communication. Identify an example of how each is used in the entertainment industry. 

3. What are three situations when communication is important to the effective outcome?

4. What two skills are required when receiving instructions and clarifying those instructions?

Activity 5
1. Write a definition for ‘open questions’.

2. Write a definition for ‘closed question’.

3. A person with strong communication skills makes use of three broad sets of communication skills. List these three sets of communication skills?

4. As an ‘active’ listener, what would you do and not do?

5. Name three components of non-verbal communication?

Activity 6
1. What are three ways that work teams can help people get along in the workplace?

2. As a team member what should you be doing when it comes to respecting diversity in the workplace?
3. What does the SMART mean in goal setting?

Activity 7
1. Why is constructive feedback so important at work?

2. What are three points to remember when receiving feedback from work mates and supervisors?

3. What does the term “brainstorming” mean?

4. Why could the organisational policies or procedures influence the team’s ability to solve problems?
Activity 8
1. Name four ideas that you have come up with that were eventually used. These ideas could come from your home life, work, school, sports club or any other activity. 

2. What are five common types of barriers that stop workers from achieving their organisational goals?
Activity 9
1. Define the concepts of cultural diversity, cultural awareness and inclusiveness.

2. What are the benefits of workplace diversity?

3. Why is there a need for tolerance of diversity in the workplace?

4. Why is it important to have respect and sensitivity in a workplace? Provide an example of when this would be needed.

5. What are 2 proactive strategies for promoting workplace diversity and accommodating individual differences at work?

6. Identify 2 culturally appropriate work practices.

7. What are some effective cross-cultural communication skills?
Activity 10
Outline the difference between passive, aggressive and assertive types of behaviour.

Identify different circumstances when being passive, aggressive or assertive may be required in a creative industries workplace.

Outline three causes of misunderstandings and conflict when working with others in the delivery of service?

How can conflict have a positive or negative experience?
Activity 11
1. Outline some effective steps to conflict resolution in the workplace. 

2. When it is appropriate to seek assistance when misunderstanding or conflict arises? 

3. Whose assistance should be sought when conflict escalates?
Part B

The written assessment work is contained over the page and may be copied for students.
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	Assessment (Part B) – BSBTWK201


Assessment of Competency:  BSBTWK201 - Work effectively with others

	Candidate’s Name:
	


Purpose of Assessment:

This assessment activity is designed to assess your skills and knowledge across the clustered units BSBTWK201 - Work effectively with others which is an elective within the CUA Creative Arts and Culture Training Package (Ver. 6). Wherever possible the unit will be assessed as part of your normal work function and activity. It may be integrated with other units of assessments. 
Competency in this unit needs to be assessed over time (e.g. weeks), in a range of contexts (e.g. in differing functions with your workplace or potential workplace, and on multiple occasions (i.e. at least three occasions) involving a combination of direct, indirect and supplementary forms of evidence (as negotiated with your assessor and listed in the assessment strategy for this course).

The following activity forms part of your assessment of competence. You may also be required to demonstrate your skills and/or provide various workplace documents or third-party reports. Your assessor will give you guidance in this area.

Conditions of Assessment:

You must have negotiated your assessment with you with your assigned assessor.

Review and consider the assessment tasks in detail. The tasks are holistic in nature, and you will need to ensure all elements of the unit are covered and you have addressed all requirements.

To demonstrate competence in this unit, you must be able to provide evidence that demonstrates your competency in each of the performance criteria, the underpinning knowledge and skills and employability skills.

To complete this assessment activity, you need:

· Access to a word processor and printer.

· Internet access.

· To complete the tasks outlined in Part A, B, C and D and submit responses as directed by your trainer/assessor/training organisation.

· The documents

·  Audio resources:

· Audio equipment appropriate for your specific event e.g. console/desk, graphic equalizer, amplifier, front of house and foldback speakers, a variety of microphones – e.g. vocal, instrument, radio, etc. A variety of cables – e.g. Power, XLR, auxiliary and power boards. Equipment can vary depending on location inventory and context of the event.
Assessors of this unit must satisfy the requirements for assessors in applicable vocational educational and training legislation, frameworks and/or standards.
Students must be assessed working on events requiring audio at least twice. One event must be a live event, e.g. School Assembly, one may be a simulated event.
Students may work in groups to complete set tasks. Students will be assessed on their competence individually over a period of time. Assessment may be completed by an individual as part of a group task. For group tasks the assessment outcome will be reported to individual students.
Instructions:

Your trainer or assessor will provide you with instructions as to how to complete these tasks. They may adjust the assessment activity depending on the circumstances of your training program.
You must keep a copy of all work, documents or media you submit to the assessor.

If you do not agree with the assessment decision, you do have the right of appeal as outlined in the RTO’s policies: www.teia.edu.au.  

If you wish to appeal your assessment, please contact the Training Administrator on 07-47871410 or email admin@teia.edu.au. 

Details of this assessment are treated according to Privacy arrangements of this organisation. In general, the only persons who will have access to the assessment materials will be assessors who are considering your work to make assessment decisions.

If you require assistance in any aspect of this assessment, or you seek clarification about the activity, the process or the general policies of the RTO contact your assigned assessor, trainer or the RTO (www.teia.edu.au) or additional support and advice.
	Reasonable adjustments approved by assessor:




Student declaration

Please complete the checklist and sign the declaration of authenticity.

	Student checklist and declaration
	Yes
	No

	I understand the assessment process (including its purpose and outcomes), requirements of the assessment task and assessment methods.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	I understand what is being assessed and believe I can perform the task/s in this assessment.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	I understand I can apply for Recognition of Prior Learning (RPL), or Credit Transfer.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	I have been provided with information on how to access the assessment appeals process.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	I have notified the assessor of any special needs to be considered during this assessment and we have discussed whether reasonable adjustments are required.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	I declare the work submitted is my own and has not been copied from another person or source unless acknowledged appropriately.
	 FORMCHECKBOX 

	 FORMCHECKBOX 


	Student Name:
	     

	Student signature:

(may be e-signature)
	
	Date:       


Assessment – Written questions

Instructions: You are required to individually answer all questions in this section and submit your responses to your assessor. You may access any pieces of legislation (Acts and Regulations), the course documents and industry sites (e.g. www.liveperformance.com.au) during this assessment.

Your responses are to be word processed and sent to the assessor as a digital file, either through your learning management system or by email as an attachment. Your assessor will indicate their preference of delivery.

Your assessor may ask oral questions to clarify your understanding during the practical demonstration of your skills. Your assessor would then record your responses to oral questions on the observation checklist.
For this assessment you are required to answer all the questions in each part. You are permitted to research the answers by referring to your notes, checking course documents and accessing the Internet. 

Ensure your responses are clear, concise and use correct grammar, spelling and punctuation.

Task A 

Read the case study, then answer the questions that follow. 

Case study 

Thuo and Georgina have received a grant from the government to help them establish a small production business careering to local events and performances. In the area where they live and do business there is a wide range of ethnic groups including Vietnamese, Chinese, Italian and Chilean. They would like to target festivals and special religious days as occasions on which they could be employed to provide technical skills, audio and staging expertise and equipment. The grant will enable Kieran and Bella to undertake a three-month marketing campaign, part of which will involve a market research phase to ensure they understand the diversity of the area they live in, particularly the needs of these potential client groups. 

1. Identify the information that Thuo and Georgina need to gather regarding this diverse community. 

2. Outline two strategies you think would be most effective in gathering this information.

3. Explain how the information you have identified will assist Thuo and Georgina to develop appropriate marketing strategies for their business venture.

Task B

Consider some people you associate with regularly, either in work/school, a sporting or social group environment. What are the obvious, observable differences between them: e.g. some might have different nationalities; others might have different religious or educational backgrounds.

1. Make a list of six different people (do not include names). For each person state their relationship to you (work mate, supervisor, friend, teammate, acquaintance, relative).

2. Note the cultural differences you perceive. (Remember that cultural differences do not only apply to obvious things like skin colour or nationality, but it also applies to family background, social contacts, education, etc).

3. Describe the different skills and experiences each person brings to a situation.

4. What other actions can you take to increase your understanding of cultural differences and reduce the prejudices and stereotypical assessments you make of other people?

Task C

For this task you must use your knowledge and research skill to answer each of the following questions in your own words. 

1. What does diversity mean to you?

2. Explain the value of diversity to your workplace.

3. What four adjustments you think need to be made to facilitate participation by people with a disability in a theatre? This might refer to workers or customers and clients.

Task D

Answer each of the following:

1. In a diverse workplace, it is important to respect individual differences in colleagues, clients and customers. A lack of cross-cultural understanding between people from different cultural backgrounds can lead to conflict. List three (3) reasons conflict might arise.

2. When working with a diverse staff, list at least four (4) verbal and non-verbal factors you need to consider that could negatively affect communication?

3. Log onto the Queensland Legislation website (www.legislaton.qld.gov.au) and search for the Queensland Ant-Discrimination Act 1991. You will find this in Acts, SL as in force, under the letter A.

a. Explain the main purpose of this Act (Part 1)

b. List the prohibited grounds for discrimination under the Act (Part 2).

4. For the workplace situations below, list the considerations you would make to ensure a positive outcome:

a. You have been asked to perform a workplace induction for a new employee who exhibits characteristics of autism (i.e. high functioning autism). 

b. You are explaining how much space you will need to set up a stage for a cultural festival to an older man of Vietnamese ethnicity who has limited English. 

c. You have been asked to show a new employee the stockroom and to explain the process of receiving incoming stock. The new employee is a 60-year-old female who is returning to the workforce after some decades raising her family.
2.2
Solutions - General guidance
Assessors should review the solutions provided and adapt and/or contextualise them (and assessment activities themselves where necessary) to suit the training and assessment context as part of their moderation activities. This will ensure consistency of assessment.
The solutions to assessment activities serve as a reliable guide to the type of information that should be included in the assessment candidate’s response. Refer to the assessment activities when assessing learner responses or evaluating assessment evidence. The answers provided by the assessment candidate will vary due to several factors, including the:

· candidate’ s own experiences

· candidate’ s workplace experiences

· training situations and strategies presented by the trainer.
· interpretation of the assessment activity by the assessment candidate/assessor

· type of organisation, work practices, processes and systems encountered by the candidate.

The nature and variety of the tasks presented means that in some cases there will be numerous correct responses, and the solutions provided cannot cater for all contexts and eventualities.

In general terms:

· For questions with a single answer, this guide provides the correct answer.

· For questions that do not have a single answer, it is understood that answers will vary within certain parameters.

· For questions where the candidate must list a certain number of items, the RTO has provided a more comprehensive listing from which candidate responses may be drawn. This list may not in all cases be definitive, and assessors should account for other possible correct responses.

· For activities that involve responding to a case study, the RTO has provided an example of how the candidate may respond. Depending on the question, the terminology used will indicate either what the candidate should have included in their response or may have included. However, different phrasing may be used by the candidate, or different responses that may be equally correct are also possible.
· For activities that take place in the workplace or involve workplace documentation, the RTO can only provide an example response. Assessors should consider whether the candidate has achieved the intent of the activity within the candidate’s workplace context.

· For activities that involve writing reports or completing documentation provided, the RTO can only provide an example response. Assessors should again consider whether the candidate’s response is appropriate to the task within the context of the candidate’s training and/or workplace.

2.3
Solutions – Summative assessment
Part A – Course e-portfolio
Activity 1
1. What is an organisational culture and what two things does it affect?

Assessor judgement can be used. Exemplar responses below:

Organisational culture is a term used to describe how a business operation interacts and relates to its employees, how the business and its workers interact with external parties and how the organisation feels about its image and work.

i. An organisational culture affects the effectiveness and performance of the business.

ii. It affects how employees make decisions on what they do and how they perform their duties effectively and ethically.

2. Explain what ‘Duty of Care’ means?

Assessor judgement can be used. Exemplar responses below:

Duty of care means to perform your tasks or duties carefully and safely knowing that if you do not, it could cause harm to the business, other employees, clients of the business or the environment.

3. What were the three reasons why it is very important that staff follow the workplace policies and procedures?

Assessor judgement can be used. Exemplar responses below:

a. Ensure the safety of all employers, suppliers and clients.

b. Encourage and maintain the organisation’s set work practices.

c. Obey the law, regulations and other legal requirements associated with that industry and job.

4. What do you feel were the five most important employee responsibilities?

Assessor judgement can be used. Any 5 of the exemplar responses below is sufficient:

· Follow Workplace Health and Safety requirements.

· Being punctual and working for the agreed amount of time.

· Work to your best ability and skills.

· Maintain confidentiality.

· Provide help to fellow employees if they need it.

· Be courteous and helpful to other staff members.

· Respect cultural and religious beliefs/practices of other staff.
· Honesty and ethical work practices.
· Maintain good personal hygiene.
· Work towards achieving the organisation’s goals.
5. What five things should you be and do as part of a work team?

Assessor judgement can be used. Any 5 of the following exemplar responses are acceptable:

· Be pleasant and respectful to all team members.
· Offer to help a fellow worker if they need assistance.
· Take constructive criticism and consider how it can be used to improve your own work performance.
· Be willing to learn new things.
· Offer praise to people when they deserve it.
· Never gossip.
· Be helpful, but don't let people impose on you. 
Activity 2

1. Define the following types of questions with examples of each:

a. Open

An open question seeks to encourage a fuller answer using the responding person's own knowledge and/or feelings. 
b. Closed
Closed questions are used to gain specific information and usually involve a yes/no or a single-word answer.
c. funnelling.

Funnelling questions are specific and directed, and they change based on the answer to each preceding question.
2. Provide an example for when each of these different questioning techniques would be most effective in the entertainment industry.

Assessor judgement required. Consider whether the candidate’s response is relevant to the industry and practical.
Activity 3

Complete the summary table outlining the following communication barriers:

1. Bias and stereotyping

2. Lack of empathy

3. Negative subtext

4. Gender issues

5. Individual differences

6. Inconsistency

7. Emotions

8. Physical barriers, E.G. Noise

9. Inattention

10. Pressure of time.

Assessor judgement required. Work must be submitted using the document the learner has downloaded from the course.
Activity 4
1. Why is communication important in the entertainment industry?

Assessor judgement can be used. Exemplar responses below:
The entertainment industry (theatres, performances, events, etc.) are only possible because of the teams of people involved all working collaboratively to prepare, run and clean up such events. To be productive in any collaborative action, effective and open communication needs to occur.
2. What are the 3 types of communication. Identify an example of how each is used in the entertainment industry. 

Assessor judgement can be used. Exemplar responses below:
Verbal communication – The giving of directions and instructions to individuals and teams.

Written communication – providing team members with cur sheets, scripts, written instructions and operations manuals to ensure that they understand their roles and accountabilities.

Pictorial communication – Use of pictures, logos and images to convey information such as the WHS signs behind the performance area.

Non-verbal communication – Giving hand directions to someone setting up lights.
3. What are three situations when communication is important to the effective outcome?

Assessor judgement required. Consider whether the candidate’s response is relevant to the industry and practical.
4. What two skills are required when receiving instructions and clarifying those instructions?

Listening and questioning skills.
Activity 5
1. A person with strong communication skills makes use of three broad sets of communication skills. List these three sets of communication skills?

Questioning skills and techniques

Active and attentive listening skills

Non-verbal communication techniques

2. As an ‘active’ listener, what would you do and not do?

Assessor judgement can be used. Exemplar response below:

Active listeners are not distracted or half thinking about something else when the other person is speaking to them. They try to maintain eye contact and provide non-verbal cues, such as smiling and nodding in agreement. They never interrupt the other person and if what the other person has said is not clear to them, the active listener will ask simple ‘clarifying questions’ or repeat back to the other person what they have just said to ensure they have heard correctly and understand.

3. Name three components of non-verbal communication?

Assessor judgement can be used. Any 5 of the following exemplar responses are acceptable:

· Facial expressions

· Gestures

· Tone of voice

· Body language

· Pictorial communication
Activity 6
1. What are three ways that work teams can help people get along in the workplace?

Assessor judgement can be used. Any 3 of the following exemplar responses are acceptable:

· Identifying and concentrating on improved communication
· Developing a commitment to mutual respect 

· Rewarding co-operation.

2. As a team member what should you be doing when it comes to respecting diversity in the workplace?

Assessor judgement can be used. Exemplar response below:

As a team member, you need to be a role model. By demonstrating that you value and respect other persons by how you perform your duties, interact with other workers and engagement with clients.

3. What does the SMART mean in goal setting?

Response must have the following:
S - Specific

M - Measurable

A - Attainable

R - Realistic

T - Time-bound

Activity 7
1. Why is constructive feedback so important at work?

Assessor judgement can be used. Exemplar responses below:

Constructive criticism is a good way team members learn about their weaknesses and so enable them to reflect and take action to improve their work performance. 

2. What are three points to remember when receiving feedback from work mates and supervisors?

Assessor judgement can be used. Any three of the exemplar responses below can be used:

· Avoid being defensive and try and stay calm.

· Remember that feedback is beneficial to for you to improve your skills and job awareness.

· Use active listening skills.

· Ask questions to make sure you understood the feedback.

· Acknowledge receiving their feedback and thank the person providing it.

· Reflect and identify the core points within the feedback that can help you improve.

· Inform the provider of the feedback what you may do based on their feedback.
3. What does the term “brainstorming” mean?

Assessor judgement can be used. Exemplar response below:

Brainstorming is a problem-solving technique where a group of people contribute ideas or solutions to a problem and eventually settle on one idea or solution.

4. Why could the organisational policies or procedures influence the team’s ability to solve problems?

Assessor judgement can be used. Exemplar response below:

The organisation may have specific policies or procedures that prevent types of solutions being implemented or there may be set procedures that relate to use of resources, approaches and processes associated to solving work problems. 
Activity 8
1. Name four ideas that you have come up with that were eventually used. These ideas could come from your home life, work, school, sports club or any other activity. 

Assessor judgement required. This activity is to show the student or trainee that most people including themselves, do come up with ideas.

2. What are five common types of barriers that stop workers from achieving their organisational goals?

Assessor judgement can be used. Exemplar response below:
· Misunderstandings as to roles and tasks

· Resources

· Communication breakdown

· Skills and experience issues

· Conflicts caused by personal differences.

Activity 9
1. Define the concepts of cultural diversity, cultural awareness and inclusiveness.

Assessor judgement can be used. Exemplar responses below:

· Cultural diversity - The existence of a variety of cultural or ethnic groups within a group.
· Cultural awareness - Being sensitive to the differences and similarities between two cultures when communicating or interacting with members of other cultural groups.
· Inclusiveness - The quality of including many different types of people and treating them all fairly and equally.
2. What are the benefits of workplace diversity?

Any three acceptable responses are required. Exemplar responses below:
· New perspectives regarding the business, its services and the business it conducts.

· Wider talent pool from which to employ.

· Greater innovation in the way the business may work.

· Enhanced employee performance.

· Increased productivity and profits.
3. Why is there a need for tolerance of diversity in the workplace?

Assessor judgement to be used.

4. Why is it important to have respect and sensitivity in a workplace? Provide an example of when this would be needed.

Assessor judgement can be used. Exemplar response below:

Expressing respect and sensitivity to employees helps to reduce workplace stress, conflict and problems. Improving respect amongst staff and management helps to improve communication between colleagues, increase teamwork, reduce stress and increase productivity.

5. What are 2 proactive strategies for promoting workplace diversity and accommodating individual differences at work?

Assessor judgement can be used. Any two of the exemplar responses below is sufficient:

· Be aware of biases.
· Open communication.

· Embrace and celebrate the differences in the work force.

· Negotiated work conditions for those with unique needs.

· Working for collaborative goals.
6. Identify 2 culturally appropriate work practices.

Assessor judgement can be used. Exemplar response below:
· Workplace practices that are culturally appropriate and demonstrate inclusiveness include:

· Respectful communication that uses broad culturally appropriate methods for all workers.

· Non-judgmental and respectful interactions.

· Celebrating different cultural holidays, sharing food from other cultures and appreciating art and literature from around the world.
7. What are some effective cross-cultural communication skills?

Assessor judgement can be used. A minum of three responses required - exemplar responses below:
Maintain etiquette. Many cultures have specific etiquette around the way they communicate. 

Avoid slang. 

Speak slowly. 

Keep it simple.

Practice active listening.

Take turns to talk.

Write things down.

Avoid closed questions.

Activity 10
1. Outline the difference between passive, aggressive and assertive types of behaviour.

Assessor judgement can be used. Exemplar response below:
Assertive people state their opinions, while still being respectful of others. Aggressive people attack or ignore others' opinions in favour of their own. Passive people don't state their opinions at all.

2. Identify different circumstances when being passive, aggressive or assertive may be required in a creative industries workplace.

Assessor judgement required. Consider whether the candidate’s response is relevant to the industry and practical.

3. Outline three causes of misunderstandings and conflict when working with others in the delivery of service?

Assessor judgement can be used. Exemplar response below:
· Misunderstandings as to roles and tasks

· Arguing over scarce resources

· Communication breakdown

· Skills and experience issues

· Conflicts caused by personal differences.

4. How can conflict have a positive or negative experience?

Assessor judgement can be used. Exemplar response below:
Outcomes of well-managed conflict include:

· Increased participation 

· Creative and improved problem solving

· Issues are clarified

· Increased participant involvement and commitment
· Better decision or outcome.
Negatives of poorly managed conflict include:

· Increased stress and anxiety
· Emotional issues

· Higher staff turn over

· Disruption in work

· Decreased productivity
· Failure of projects and timelines

· Absenteeism. 
Activity 11
1. Outline some effective steps to managing conflict resolution in the workplace. 

Assessor judgement required. Any three of the exemplar responses below is sufficient:

· Build staff competency through training and development.

· Clearly articulate the expectations and standards of the workplace.

· Do not assume that all disputes involve people of different cultures or have a cultural component.

· Provide a thorough explanation of the conflict resolution process. Never assume, however, that what you are saying is being understood.

· If feasible, draft documents in the language of all parties and/or provide for, or allow for, the use of interpreters.

· Respect the other person’s point of view.

· Ask for frequent expansion or clarification on points that you are unfamiliar with, especially if they relate to cultural or other social issues.

· Investigate the behavioural norms of the people that are involved in the conflict. It could be a matter of misunderstanding. This is also useful for validating a person’s claims.

· Confront discrimination in the workplace and show no tolerance for it.

· Highlight the presence of the various cultures/lifestyles at your work and foster understanding. Tolerance is built on understanding.
2. When it is appropriate to seek assistance when misunderstanding or conflict arises? 

Assessor judgement can be used. Exemplar response below:
Seek assistance in the following situations:

· You are unable to directly confront the situation for any reason.

· You are unsure about whether to act upon something you have seen or heard.

· The situation has got out of control and there is open rudeness, aggression and conflict present in the workplace.

3. Whose assistance should be sought when conflict escalates?

Assessor judgement can be used. Exemplar response below:

Your supervisor, manager or the designated officer.
Part B – Written test 

Task A
Read each case study, then answer the questions that follow. 

Assessor judgement required to the broad possible responses. Some exemplar responses are provided.
Case study 

Thuo and Georgina have received a grant from the government to help them establish a small production business careering to local events and performances. In the area where they live and do business there is a wide range of ethnic groups including Vietnamese, Chinese, Italian and Chilean. They would like to target festivals and special religious days as occasions on which they could be employed to provide technical skills, audio and staging expertise and equipment. The grant will enable Kieran and Bella to undertake a three-month marketing campaign, part of which will involve a market research phase to ensure they understand the diversity of the area they live in, particularly the needs of these potential client groups. 

1. Identify the information that Thuo and Georgina need to gather regarding this diverse community. 

Dates of festivals and events from various community groups
What type of service and equipment they may seek for use

2. Outline two strategies you think would be most effective in gathering this information.

Personal contact with each group while also explaining what their business can do to support the group.
Social media posting.
Email direct to the group’s management.
3. Explain how the information you have identified will assist Thuo and Georgina to develop appropriate marketing strategies for their business venture.

Clear understanding of the needs of the community and its various groups.

Plan and develop their services and products to meet the identified needs of the group.

Establish a list of contacts/network within the community.

Task B

Consider some people you associate with regularly, either in work/school, a sporting or social group environment. What are the obvious, observable differences between them: e.g. some might have different nationalities; others might have different religious or educational backgrounds.

1. Make a list of six different people (do not include names). For each person state their relationship to you (work mate, supervisor, friend, teammate, acquaintance, relative).

2. Note the cultural differences you perceive. (Remember that cultural differences do not only apply to obvious things like skin colour or nationality, but it also applies to family background, social contacts, education, etc).

3. Describe the different skills and experiences each person brings to a situation.

4. What other actions can you take to increase your understanding of cultural differences and reduce the prejudices and stereotypical assessments you make of other people?

Assessor judgement is required.
Task C

For this task you must use your knowledge and research skill to answer each of the following questions in your own words. 

1. What does diversity mean to you?

2. Explain the value of diversity to your workplace.

Assessor judgement can be used. Any three acceptable responses are required. Exemplar responses below:

· New perspectives regarding the business, its services and the business it conducts.

· Wider talent pool from which to employ.

· Greater innovation in the way the business may work.

· Enhanced employee performance.

· Increased productivity and profits.

3. What four adjustments you think need to be made to facilitate participation by people with a disability in a theatre? This might refer to workers or customers and clients.

Assessor judgement to be used. At least two acceptable adjustments must be provided. Exemplar responses below:

· Ramps to access to the theatre.
· Audio convection loops for persons hard of hearing.

· Larger space between seats for easier access for those with mobility difficulties.

· Handrails in toilets.

· Clear signage.

· Special places for wheelchairs at near door for easy placement.
Task D

Answer each of the following:

1. In a diverse workplace, it is important to respect individual differences in colleagues, clients and customers. A lack of cross-cultural understanding between people from different cultural backgrounds can lead to conflict. List three (3) reasons conflict might arise.

Assessor judgement can be used. Exemplar response below:

· Misunderstandings over personal practices and behaviours

· Differing value systems

· Communication breakdown

· Differing ways of approaching and solving problems

· Conflicts caused by reluctance to see alternate points of view.
2. When working with a diverse staff, list at least four (4) verbal and non-verbal factors you need to consider that could negatively affect communication?

Assessor judgement can be used. Any 4 appropriate responses may be used. Exemplar responses:

· Facial expressions

· Gestures

· Tone of voice

· Body language

· Vocabulary

· Pronunciation of words

3. Log onto the Queensland Legislation website (www.legislaton.qld.gov.au) and search for the Queensland Ant-Discrimination Act 1991. You will find this in Acts, SL as in force, under the letter A.

a. Explain the main purpose of this Act (Part 1)

The main purpose of the Act is to promote equality of opportunity for everyone by protecting them from unfair discrimination in certain areas of activity, including work, education and accommodation.

b. List the prohibited grounds for discrimination under the Act (Part 2).

The Act prohibits discrimination on the basis of the following attributes:
(a) sex and sexuality;

(b) relationship status;

(c) pregnancy;

(d) parental status;

(e) breastfeeding;

(f) age;

(g) race;

(h) impairment;

(i) religious belief or religious activity;

(j) political belief or activity;

(k) trade union activity;

(l) lawful sexual activity;

(m) gender identity;

(n) family responsibilities;

(o) association with, or relation to, a person identified on the basis of any of the above attributes.
4. For the workplace situations below, list the considerations you would make to ensure a positive outcome:

a. You have been asked to perform a workplace induction for a new employee who exhibits characteristics of autism (i.e. high functioning autism). 

Assessor judgement to be used. 

Autism spectrum disorder (ASD) is a developmental disability that causes hypersensitivity to sights, sounds, and other sensory information. Symptoms of autism generally fall into three categories:

Communication issues

Social impairment

Repetitive behaviours (known among the autism community as “stimming”)

Examples of responses may include:
· Bring special interests into the context of the discussions and workshop.

· Use multisensory learning.

· Introduce them to the SMART model of solving problems (this seems to work with most persons with autism)

· Provide clear choices during discussions and scenarios.

· Build a work routine with them.

· Be sure to use brief sentences and plain, straightforward language to reduce confusion.

· Ensure language used is ‘concrete and not figurative.

· Avoid sensory overload.

· Use visual aids – flowcharts, illustrations, photographs, images, etc. to emphasise the content.
b. You are explaining how much space you will need to set up a stage for a cultural festival to an older man of Vietnamese ethnicity who has limited English. 

Assessor judgement to be used. Examples of responses may include:

· Use a drawing or floor plan to show the required space (ensure it is in metric form).

· Walk out the area using arm movements to indicate the size.

· Ask another member of the community to help you in sharing information with the older man.

c. You have been asked to show a new employee the stockroom and to explain the process of receiving incoming stock. The new employee is a 60-year-old female who is returning to the workforce after some decades raising her family.

Assessor judgement to be used. Examples of responses may include:

· In the instructions relate the use and operation of a storeroom to similar needs within a family home.

· Provide a flowchart that includes each stage of receival of goods and clearly explains what occurs at each stage.
· Provide a list of people and how to contact them for when she needs assistance.
Part C – Work Placement Journal

This journal must be completed and submitted to the assessor. 
2.4 Mapping guide

The following table maps the performance criteria and foundation skills to the assessment tools.

BSBTWK201 - Work effectively with others.
	Performance criteria
	Ass. Part 1

(E-portfolio)
	Ass. Part 2

(Written Test)
	Ass. Part 3

(Work Placement Journal)
	Ass. Part 4



	Element 1: Develop effective workplace relationships

	1.1 
Identify individual responsibilities in relation to workgroup members.
	Activity 1.3, 1.4, 
	Task A, B, C
	Practicum Logbook
	

	1.2 
Clarify individual and workgroup responsibilities with work team.
	Activity 1.1, 1.4, 2.1, 2.2, 3, 4, 5,
	Task A, B, C
	Practicum Logbook
	

	1.3 
Participate in informal meetings and information sharing with workgroup.
	Activity 2.1, 2.2, 3, 
	
	Practicum Logbook
	

	1.4 
Request and apply feedback from supervisor on individual practices.
	Activity 7.1, 7.2, 11.2, 11.3, 
	
	Practicum Logbook
	

	Element 2: Improve workgroup processes

	2.1 
Support team members to meet workgroup goals.
	Activity 1.5, 6.1
Task D 
	
	Practicum Logbook
	

	2.2 
Contribute to workgroup goals and tasks according to organisational requirements.
	Activity 1.3, 6.3
Task D
	
	Practicum Logbook
	

	2.3 
Share work-related information with workgroup according to organisational policies and procedures.
	Activity 1.2, 1.3, 2.1, 2.2, 3, 4, 5
	
	Practicum Logbook
	

	2.4 
Plan strategies for team performance improvement with workgroup.
	Activity 1.5
	Task C, D
	Practicum Logbook
	

	Element 3: Resolve issues, problems and conflict

	3.1 
Identify advantages of differences in values and beliefs between workgroup members.
	Activity 6.1, 9.1, 9.2, 9.3, 9.4, 9.5
	Task C
	Practicum Logbook
	

	3.2 
Respond to any linguistic and cultural differences in communication styles according to legislation, organisational policies and procedures and ethical standards.
	Activity 1.3, 2.1, 2.2, 3, 5, 6.1, 6.2, 9.4, 9.5, 9.6. 9.7
	Task D
	Practicum Logbook
	

	3.3 
Identify potential workgroup issues, problems and conflicts encountered in the workplace.
	Activity 7.2, 7.3, 7.4, 8.2, 10.1, 10.3, 10.4, 11.1, 
	Task C, D
	Practicum Logbook
	

	3.4 
Seek assistance from supervisor to address problems and conflicts that arise.
	Activity 2.1, 2.2, 3, 7.1, 7.2, 8.2, 11.1, 11.2, 11.3, 
	
	Practicum Logbook
	

	3.5 
Suggest possible ways of dealing with identified workplace issues.
	Activity 7.4, 9.7, 
	Task C, D
	Practicum Logbook
	

	Foundation Skills

	Reading
	All test questions
	Written task
	Practicum Logbook
	

	Writing
	All test questions
	Written task
	
	

	Initiative and enterprise
	
	Work tasks
	Practicum Logbook
	

	Teamwork
	
	Work tasks
	Practicum Logbook
	

	Planning and organising
	
	Work tasks
	Practicum Logbook
	

	
	
	Work tasks
	Practicum Logbook
	


2.5
Evidence of competency

Evidence is information gathered that provides proof of competency. While evidence must be sufficient, trainers and assessors must focus on the quality of evidence rather than the quantity of evidence.

Rules of evidence

There are four rules of evidence that guide the collection of evidence. Evidence must be:

· valid – it must cover the performance evidence and knowledge evidence.
· sufficient – it must be enough to satisfy the competency.
· current – skills and knowledge must be up to date.
· authentic – it must be the learner’s own work and supporting documents must be genuine.

Principles of assessment

High quality assessments must be:

· fair – assessments are not discriminatory and do not disadvantage the candidate.
· flexible – assessments meet the candidate’ s needs and include an appropriate range of assessment methods.
· valid – assessments assess the unit/s of competency performance evidence and knowledge evidence.
· reliable – there is a common interpretation of the assessments.

Types of evidence

Types of evidence that can be collected, sighted or validated include:

· work records such as position descriptions, performance reviews, products developed, and processes followed and/or implemented.
· third-party reports from customers, managers and/or supervisors

· training records and other recognised qualifications

· skills and knowledge assessments

· volunteer work.

Gathering evidence

Evidence can be gathered through:

· real work/real-time activities through observation and third-party reports

· structured activities.

Evidence can also be gathered through:

· formative assessments: where assessment is progressive throughout the learning process and validated along the way by the trainer – also known as assessment for learning.
· summative assessment: where assessment is an exercise or simulation at the end of the learning process – also known as assessment of learning.

Evaluating evidence

The following steps may help you evaluate evidence.

	Step 1: Evidence is gathered.
	
	
	
	


	Step 2: Rules of evidence are applied – evidence is valid, sufficient, current and authentic.
	
	
	


	Step 3: Evidence meets the full requirements of the unit/s of competency.
	
	


	Step 4: The assessment process is valid, reliable, fair and flexible.
	


	Step 5: The trainer or assessor makes a straightforward and informed judgment about the candidate and completes assessment records.


2.6  Reasonable adjustments

Information drawn from Adapted Reasonable Adjustment in teaching, learning and assessment for learners with a disability - November 2010 - Prepared by - Queensland VET Development Centre

Reasonable adjustment in VET is process of modifying the learning environment or making changes to the training and assessment process delivered to assist a learner with a disability. An example of reasonable adjustment is the installing of assistive software on a computer for a person with vision impairment.

Why make a reasonable adjustment? 

Reasonable adjustments in VET are made to ensure that learners with a disability have: 

· The same learning opportunities as learners without a disability, and

· The same opportunity to perform and complete assessments as those without a disability. 

Reasonable adjustment may include:

· Customising resources and assessment activities within the training package 

· Modifying the teaching/training process 

· Levels of learner support

· Use of assistive/adaptive technologies (Assistive/Adaptive technology means ‘software or hardware that has been specifically designed to assist people with disabilities in carrying out daily activities. It includes screen readers, magnifiers, voice recognition software, alternative keyboards, devices for grasping, visual alert systems, and digital note-takers.)

· Making information accessible throughout the course

· Monitoring the adjustments to ensure learners needs continue to be addressed.

Reasonable adjustment made for collecting learner assessment evidence must not impact on the standard expected by the workplace, as expressed by the relevant unit(s) of competency. For example, if the assessment were gathering evidence of the learner’s competency in writing, allowing the learner to complete the assessment verbally would not be a valid assessment method. The method of assessment used by any reasonable adjustment must still meet the competency requirements.

All changes made to assessment tools under the idea of reasonable assessment must be recorded and submitted to the RTO with the student’s completed and marked assessment items.

2.7
Assessment records

Learners must provide evidence of how they have complied with the performance and knowledge evidence requirements outlined in the unit of competency. These requirements should be assessed in the workplace or in a simulated workplace; assessment conditions are specified in each unit of competency.

You can use the following assessment forms to record the learner’s evidence of competency: 
· The Assessment Instructions Checklist helps the trainer/assessor provide clear instructions to the candidate as to which assessment activities to complete.

· The Pre-Assessment Checklist helps the trainer determine if the learner is ready for assessment.

· The Self-Assessment Record allows the learner to assess their own abilities against the requirements of the unit of competency.

· The Performance Evidence Checklist facilitates the observation process; it allows trainers to identify skill gaps and provide useful feedback to learners.

· The Knowledge Evidence Checklist can be used to record the learner’s understanding of the knowledge evidence; it allows trainers to identify knowledge gaps and to provide useful feedback to learners.

· The Portfolio of Evidence Checklist helps the trainer annotate or detail aspects of the learner’s portfolio of evidence.

· The Workplace Assessment Checklist can be used by the learner’s supervisor to show workplace-based evidence of competence.
· The Observation Checklist/Third Party Report records the candidate’s performance in the workplace.

· The Reasonable Adjustment form is used to submit a request for reasonable adjustment to the RTO for changes supporting a student with a disability’s training or assessment processes.

· The Record of Assessment form is used to summarise the outcomes of the assessment process in this unit.

· The Request for Qualification Issue is used by the assessor to inform the RTO authorities that the process for issuing a Statement of Attainment or Qualification may commence. 

Assessment instructions – BSBTWK201
	Form 1

	Candidate’ s name:       
Unit of competency:  BSBTWK201 Work effectively with others.
Trainer/assessor:       
Date:       

	The candidate must complete the following assessment activities, provided by the trainer/assessor:

	
	Y/N
	Whole activity/ specific questions

	Candidate Self-assessment
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Final assessment - 
	
	     

	Portfolio
	
	     

	Workplace Assessment 
	
	     

	Workplace Assessment (video)
	
	     

	Competency Conversation (using RPL)
	
	     

	Workplace Observation
	
	     

	Third Party Report
	
	     

	Other assessment activities as detailed below:
	
	

	     
	
	     

	     
	
	     

	     
	
	

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Pre-assessment checklist – BSBTWK201
	Form 2

	Candidate’ s name:            
Unit of competency: BSBTWK201 Work effectively with others.
Trainer/assessor:           

Date:           

	Checklist

	Talked to the candidate about the purpose of the assessment
	 Yes 
 No     

	Explained the unit of competency
	 Yes 
 No     

	Discussed the various methods of assessment
	 Yes 
 No     

	In consultation with trainer/assessor, the following assessment methods will be used:

	   Question/answer
	   Observation/Demonstration
	   Log, Journal, Diary

	   Case study
	   Portfolio, work samples
	   Third Party Reports

	   Reports
	
	

	Assessment environment and process

When will assessment occur?       
Where will assessment occur?       
Special needs (if any)       
How many workplace visits are required (if appropriate)?       
What resources are required?      

	Information has been provided on the following:

	   Confidentiality procedures
	   Re-assessment policy
	   Appeals process

	   Regulatory information
	   Authenticity of candidate’ s work

	Discussed self-assessment process
	 Yes 
 No     

	Summarised information and allowed candidate to ask questions
	 Yes 
 No     

	Candidate signature: 
	     
	Date:
	     

	Assessor/trainer signature: 
	     
	Date:
	     


Self-assessment record – BSBTWK201
	
	Form 3

	Candidate’ s name:       
	Part D

	Unit of competency:  BSBTWK201 Work effectively with others.
Trainer/assessor:      
Date:      

	Tasks
	I do the workplace task…
	Candidate’s comments

	
	…very well
I’m sure I can do the task
	…quite well
I think I can do the task
	…no, or not well
I don’t (or can’t) do the task
	

	I can identify personal factors that influence my personal well-being.
	
	
	
	     

	I can identify work factors that influence my personal well-being.
	
	
	
	     

	I can explain how personal and work factors may impact on my well-being.
	
	
	
	     

	I can arrange time and ways of communicating with my supervisor.
	
	
	
	     

	I can use several ways to communicate with my supervisor.
	
	
	
	     

	I can seek assistance from colleagues when I face challenges at work.
	
	
	
	     

	I can identify factors that may influence my plan to communicate with others about my well-being.
	
	
	
	     

	I can communicate about my well-being with selected personnel (e.g. my supervisor).
	
	
	
	     

	I can identify resources that may support my well-being.
	
	
	
	     

	I can access resources and document how these will be used in supporting my well-being.
	
	
	
	     

	I can identify and plan opportunities for improvement in my well-being in discussion with colleagues.
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – BSBTWK201 
	Form 4

	Candidate’s name:            

Unit of competency:  BSBTWK201 Work effectively with others.
Trainer/assessor:           

Date:           

	Did the candidate demonstrate the following performance evidence at least once?
	Yes
	No
	N/A

	· Develop a plan for communication with supervisor
	
	
	

	· Identify and access one formal and one informal wellbeing resource.
	
	
	

	During the above, the candidate must develop a plan to communicate with their supervisor by including:

	· Factors that may impact on own wellbeing, both positively and negatively
	
	
	

	· Appropriate style of communication
	
	
	

	· Appropriate method of communication
	
	
	

	· Strategy to deal with negative response.
	
	
	

	In the assessment/s of the candidate’s performance evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Knowledge evidence checklist – BSBTWK201 
	Form 5

	Candidate’s name:            

Unit of competency:  BSBTWK201 Work effectively with others.
Trainer/assessor:           

Date:           

	Did the candidate show their knowledge of the following?
	Yes
	No
	N/A

	· Common personal and workplace factors that may impact on wellbeing
	
	
	

	Advantages and disadvantages of different communication styles, including:

	· Passive
	
	
	

	· Assertive
	
	
	

	· Aggressive
	
	
	

	· Methods for communicating with a supervisor
	
	
	

	· Key features of Employee Assistance Programs (EAPS)
	
	
	

	· Common workplace resources for addressing wellbeing.
	
	
	

	In the assessment/s of the candidate’s knowledge evidence, did they demonstrate the four dimensions of competency?

	Task skills
	
	
	

	Task management skills
	
	
	

	Contingency management skills
	
	
	

	Job/role environment skills
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Feedback to candidate:

     

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


Portfolio of evidence checklist – BSBTWK201 
	
	Form 6

	Candidate’s name:       
	Part E

	Unit of competency:  BSBTWK201 Work effectively with others.
Trainer/assessor:                

Date:                

	Description of evidence to 
include in portfolio
	Assessor’ s comments
	Tick* 

	
	
	V
	S
	C
	A

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	     
	     
	
	
	
	

	Candidate signature:
	     
	Date:
	     

	Assessor/trainer signature:
	     
	Date:
	     


* V = Valid; S = Sufficient: C = Current; A = Authentic
Workplace assessment checklist – BSBTWK201 
	
	Form 7

	Candidate’s name:       
	Part F

	Unit of competency:  BSBTWK201 Work effectively with others.
Trainer/assessor:                

Date:                

	Name of organisation:        
Address:       
Telephone:       
Email:        
Workplace supervisor:       

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Develop a plan for communication with supervisor
	     

	
	Identify and access one formal and one informal wellbeing resource.
	     

	
	During the above, the candidate must develop a plan to communicate with their supervisor by including:

· Factors that may impact on own wellbeing, both positively and negatively
· Appropriate style of communication
· Appropriate method of communication
· Strategy to deal with negative response.
	     

	Knowledge evidence
Candidate knows and understands:
	

	
	Common personal and workplace factors that may impact on wellbeing
	     

	
	Advantages and disadvantages of different communication styles, including:
Passive

Aggressive

Assertive
	     

	
	Methods for communicating with a supervisor
	     

	
	Key features of Employee Assistance Programs (EAPS)
	     

	
	Common workplace resources for addressing wellbeing.
	     

	Workplace supervisor’ s signature:
	     
	Date:
	     


Form 8

	TEIA Ltd

	Observation Checklist/Third Party Report

	This is a confidential report. It is for the perusal of the supervisor, the candidate and the assessor. (Part G)

	Name of candidate:
	     

	Units of competency:
	BSBTWK201 Work effectively with others


As part of the assessment for the units of competency above we are seeking evidence to support a judgement about the above candidate’s competence. This report may be completed as either an Assessor Observation Checklist or a Third-Party Report where the candidate has access to a suitable work environment. Multiple reports may be completed where a single person is unable to verify all elements.

Note that assessors may also use this document to record and confirm competency in routine tasks associated with a learning program over an extended period, i.e. accumulated evidence.


	This report is being completed as:
	   Assessor Observation

    Third Party Report

	Name of Supervisor:
	     

	Position of Supervisor:
	     

	Workplace:
	     

	Address:
	     

	Telephone:
	     

	Email:
	     

	Has the purpose of the candidate's assessment been explained to you?
	  Yes         No

	Are you aware that the candidate will see a copy of this form?
	  Yes         No

	Are you willing to be contacted should further verification of this statement be required?
	  Yes         No

	What is your relationship to the candidate?
	     

	How long have you worked with the person being assessed?
	     

	How closely do you work with the candidate in the area being assessed?
	     


	What is your experience and/or qualification(s) in the area being assessed? (Include teaching qualifications if relevant.)
	     



	Does the candidate consistently perform the following workplace activities?
	Yes
	No

	Raise issues of well-being with appropriate personnel.
	
	

	Selects appropriate communication channels to raise issues with their supervisor.
	
	

	Prepares for a meeting with supervisors.
	
	

	Knows how and where to access resources and assistance about well-being.
	
	

	Task 1
· Ask the candidate to outline how they would raise an issue about their well-being over a work issue within the business.
	
	

	Comment (if relevant):
     

	Task 2
· Ask the candidate what is meant by well-being and what factors may cause their well-bring to be positive and negative.
	
	

	Comment (if relevant):
     

	Does the candidate:
	Yes
	No

	· perform job tasks to industry standards?
	
	

	· manage job tasks effectively?
	
	

	· implement safe working practices?
	
	

	· solve problems on-the-job?
	
	

	· work well with others?
	
	

	· adapt to new tasks?
	
	

	· cope with unusual or non-routine situations?
	
	

	·      
	
	

	Overall, do you believe the candidate performs to the standard required by the units of competency on a consistent basis?
	    No  Yes        

	Identify any further training in this area that the candidate may require:

	     

	Comments:

	     

	Supervisor’s Signature: 
	Date:      
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	Record of Assessment 

 BSBTWK201 Work effectively with others





      Form 9

	Name of candidate
	     

	Name of assessor
	     

	Use the checklist below as a basis for judging whether the candidate’s document and supporting evidence meets the required competency standard.

	
	Yes       No

	1. Recognise factors that impact personal wellbeing
	      

	1.1 
Identify personal factors that may impact on wellbeing.
1.2 
Identify workplace factors that may impact on wellbeing.
1.3 
Recognise relationship between personal wellbeing and identified workplace factors relevant to own role.
	

	
	

	2. Plan communication with supervisor
	      

	2.1 
Select appropriate communication approach.
2.2 
Identify appropriate method for communication about wellbeing.
2.3 
Plan relevant content for communication including strategy for dealing with a negative response.
	

	
	

	
	

	3. Communicate with supervisor
	      

	3.1 
Arrange communication with supervisor.
3.2 
Conduct communication according to developed plan.
3.3 
Review effectiveness of communication.
	

	4.
Investigate available wellbeing resources
	      

	4.1 
Identify and review wellbeing resources.
4.2 
Select appropriate wellbeing resources applicable to own workplace.
4.3 
Document method for accessing selected resources.
	

	Does the candidate meet all the unit of competency’s requirements?

	
	Yes
	No

	· Critical evidence requirements met
	       

	· Underpinning knowledge and understanding demonstrated
	       

	· Key competencies / Employability skills demonstrated at appropriate level
	       

	· Sufficiency of evidence
	       

	


	Evidence provided for this unit of competency is…
	Valid
	Authentic
	Current

	
	
	
	


	Candidate is:

	Competent  
	
	Not competent currently       
	

	Withdrawn after participation
	
	Withdrawn without participation  
	

	Not seeking assessment  
	
	
	

	Signed by the assessor:                                                                          Date:       


	Feedback to candidate

       


Request for Qualification Issue

As the assessor for this course working with this learner, my records indicate the following Statements of Attainment/Qualification should be issued as detailed below:
	Student’s Name:
	 

	Organisation:
	 


Qualification/Statements of Attainment Details

	Statement/s of Attainment
Units of Competency

	  
Tick if SOA required
	Full Qualification

CUA20220

Certificate II in Creative Industries

	
Tick if Qualification required

	
	BSBTWK201
Work effectively with others*
	
	BSBTWK201
Work effectively with others

	
	CUAIND211
Develop and apply creative arts industry knowledge*
	
	CUAIND211
Develop and apply creative arts industry knowledge

	
	CUAWHS312
Apply work health and safety practices*
	
	CUAWHS312
Apply work health and safety practices

	
	CUALGT211
Develop basic lighting skills
	
	CUALGT211
Develop basic lighting skills

	
	CUAVSS211
Develop basic vision system skills
	
	CUAVSS211
Develop basic vision system skills

	
	CUAFOH211
Undertake routine front of house duties
	
	CUAFOH211
Undertake routine front of house duties

	
	CUASOU211
Develop basic audio skills and knowledge
	
	CUASOU211
Develop basic audio skills and knowledge

	
	CUASTA211
Develop basic staging skills
	
	CUASTA211
Develop basic staging skills

	
	CUASTA212
Assist with bump in and bump out of shows
	
	CUASTA212
Assist with bump in and bump out of shows

	
	BSBPEF202
Plan and apply time management   
	
	BSBPEF202
Plan and apply time management   

	
	BSBTEC203
Research using the Internet
	
	BSBTEC203
Research using the Internet

	Possible safety units

	
	BSBPEF101
Plan and prepare for work readiness
	
	BSBPEF101
Plan and prepare for work readiness

	
	ICTTEN202
Use hand and power tools
	
	ICTTEN202
Use hand and power tools

	
	CUASOU212
Perform basic sound editing
	
	CUASOU212
Perform basic sound editing

	
	
	
	

	
	
	
	


 (3 core units asterisked and 7 elective units drawn from required groups; RCC units must have industry/RTO accreditation))
Assessor’s Review 

	As the assessor I have…
	Yes
	No

	Checked that all units of competency listed have been judged Competent.

	
	

	Checked other Training Package requirements have been addressed (e.g. foundation skills, essential elements, etc.)

	
	

	Confirmed Literacy and Numeracy requirements as per qualification have been achieved.
	
	

	Comments:
     


	Assessor’s Name:
	

	Assessor’s Email:
	     
	Assessor’s Telephone:
	     

	Authorised by School/Institution Representative:
	

	Date:
	

	Processed at RTO by:
	     

	Date:
	     


Note:  The issuing of the qualification incurs a fee.  This may change so contact TEIA for the most current arrangement. An invoice will accompany the printed documents and be returned by post to either the candidate or the funding organisation.

Glossary

This glossary explains common terminology used in the VET sector and in this trainer’s and assessor’s guide.

Access and equity: Applying access and equity principles to training and assessment means meeting the individual needs of learners without discriminating in terms of age, gender, ethnicity, disability, sexuality, language, literacy and numeracy level, etc.

Assessment: Assessment means collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms the learner can perform to the expected workplace standard, as outlined in the units of competency.

Assessment mapping: Assessment mapping ensures assessments meet the requirements of the unit/s of competency through a process of cross-referencing.

Assessment records: Assessment records are the documentation used to record the learner’s evidence of competency.

Assessment tools: Assessment tools are the instruments and procedures used to gather, interpret and evaluate evidence.

AQTF: The AQTF is the Australian Quality Training Framework. It was superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011. 
AQTF standards: The AQTF standards are national standards designed to ensure high-quality training and assessment outcomes. They were superseded by the VET Quality Framework and the Standards for NVR Registered Training Organisations in some jurisdictions in July 2011.

ASQA: ASQA is the Australian Skills Quality Authority, the national regulator for Australia’s vocational education and training sector. ASQA regulates courses and training providers to ensure nationally approved quality standards are met.

Authentic/authenticity: Authenticity is one of the rules of evidence. It means the learner’s work and supporting documents must be genuinely their own.

Competency: Competency relates to the learner’s ability to meet the requirements of the unit/s of competency in terms of skills and knowledge.

Current/currency: Currency is one of the rules of evidence. It means ensuring the learner’s skills and knowledge are up to date.

Delivery plans: Delivery plans are lesson plans that guide the process of instruction for trainers.

Dimensions of competency: The dimensions of competency relate to all aspects of work performance. There are four dimensions of competency: task skills, task management skills, contingency management skills and job/role environment skills.

Fair/fairness: Fairness is one of the principles of assessment. It means assessments must not be discriminatory and must not disadvantage the candidate.

Flexible/flexibility: Flexibility is one of the principles of assessment. It means assessments must meet the candidate’s needs and include an appropriate range of assessment methods.

Knowledge evidence: Knowledge evidence is specified in the unit of competency. It identifies what a person needs to know to perform the work in an informed way.

Performance evidence: Performance evidence is specified in the unit of competency. It describes how the knowledge evidence is applied in the workplace.

Principles of assessment: Principles of assessment ensure quality outcomes. There are four principles of assessment – fair, flexible, valid and reliable.

Recognition: Recognition is an assessment process where learners match their previous training, work or life experience with the performance and knowledge evidence outlined in the units of competency relevant for a qualification.

Reliable/reliability: Reliability is one of the principles of assessment. It means that assessment must have a common interpretation.

Rules of evidence: Rules of evidence guide the collection of evidence. There are four rules of evidence – it must be valid, sufficient, current and authentic.

Skill sets: Skill sets are single units of competency or combinations of units of competency that link to a licence, regulatory requirement or defined industry need. They build on a relevant qualification.

Standards for NVR Registered Training Organisations 2011: The Standards for NVR Registered Training Organisations superseded the AQTF in some jurisdictions in July 2011. They are designed to ensure nationally consistent, high-quality training and assessment services for the clients of Australia’ s vocational education and training (VET) system.

Sufficient/sufficiency: Sufficiency is one of the rules of evidence. Sufficiency of evidence means there is enough to satisfy the unit/s of competency.

Training and assessment strategy: A training and assessment strategy must be developed by training organisations for all their training programs. It is a framework that guides the learning requirements.

Valid: The term valid relates to the rules of evidence and principles of assessment. It means meeting the unit/s of competency’s performance and knowledge evidence requirements.

Validation of assessment: Validation of assessment means a range of assessors must review, compare and evaluate assessments and assessment processes on a regular basis to ensure they meet the unit/s of competency assessed. The evaluation process must be documented and form part of the RTO’s continuous improvement process.

VET Quality Framework: The VET Quality Framework superseded the AQTF in some jurisdictions in July 2011. It is aimed at achieving greater national consistency in the way providers are registered and monitored and in how standards in the VET sector are enforced.
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