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Introduction
This set of assessment tools is for the unit of competency SITXCOM007 Show social and cultural sensitivity. 

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

This unit of competency is drawn from the Tourism, Travel and Hospitality Training Package (Release 1.2). The training package specifies the skills and knowledge required to perform effectively in the tourism 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 SITXCOM007 Show social and cultural sensitivity 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 SITXCOM007 Show social and cultural sensitivity to the unit of competency.

	 SITXCOM007 Show social and cultural sensitivity
	Where covered in on-line course

	Performance Criteria
	

	Element 1: Communicate with customers and colleagues from diverse backgrounds.

	1.1. 
Treat customers and colleagues from different social and cultural groups with respect and sensitivity.
	Task 2

	1.2. 
Respond to social and cultural differences in verbal and non-verbal communication.
	Task 2

	1.3. 
Respond to others in a non-discriminatory way.
	Task 2

	1.4. 
Make attempts to overcome language barriers.
	Task 2

	1.5. 
Seek help with communication when necessary.
	Task 2

	Element 2: Address cross-cultural misunderstandings.

	2.1. 
Identify social and cultural issues that may cause conflict or misunderstanding in the workplace.
	Task 2

	2.2. 
Address difficulties and seek assistance from others when necessary.
	Task 2

	2.3. 
Consider social and cultural differences when difficulties or misunderstandings occur.
	Task 2

	2.4. 
Make efforts to resolve misunderstandings, taking account of social and cultural considerations.
	Task 2

	2.5. 
Escalate problems and unresolved issues to appropriate supervisor or manager for follow-up.
	Task 2


1.2
Assessment requirements 

SITXCOM007 Show social and cultural sensitivity covers the outcomes, skills and knowledge required to be socially aware when serving customers and working with colleagues. It requires the ability to communicate with people from a range of social and cultural groups with respect and sensitivity, and to address cross-cultural misunderstandings should they arise.
All personnel at all levels use this skill in the workplace during their daily activities.
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 SITXCOM007 Show social and cultural sensitivity consists of at least one event where the candidate:
· communicate verbally and in a non-discriminatory way with three different colleagues or customers, including at least one from a different social group and one from a different cultural group, including:

· attempting to overcome language barriers.
· communicating in line with appropriate social and cultural conventions.
· being respectful and sensitive.
· identify when assistance is required in the above communication and seek help using the appropriate channels.
Knowledge Evidence

Demonstrated knowledge required to complete the tasks outlined in elements and performance criteria of this unit SITXCOM007 Show social and cultural sensitivity are:
· key principles of fairness and equity in relation to interaction with colleagues and customers

· key cultural and religious protocols of main social and cultural groups in Australian society, including Australian Indigenous people.
· key cultural and religious protocols of main inbound tourist markets to Australia.
· different types of disability and their implications for the workplace.
· anti-discrimination policies for the industry and specific organisation.
· basic aspects of state, territory and Commonwealth laws covering anti-discrimination, including requirements to:

· treat customers and colleagues fairly and equitably.
· not discriminate, show partiality or grant any special favours on the basis of social and cultural attributes.
· not threaten, humiliate or intimidate people because of their social or cultural attributes.
· sources of assistance in communicating with colleagues and customers from diverse social and cultural groups:

· government agencies

· diplomatic services

· disability advocacy groups

· educational institutions

· interpreter services

· local cultural organisations

· approaches to overcoming language barriers in the workplace:

· communicating using gestures; signs; simple words in English or the other person’s language.
· giving simple directions.
· giving simple instructions. 
Assessment conditions
Skills must be demonstrated in a safe environment where on the job coaching may occur.
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:

· current organisational anti-discrimination policies.
· plain English documents issued by government regulators that provide information on anti-discrimination laws.
· customers and other colleagues from a diverse range of social and cultural groups with whom the individual can interact. These can be:

· customers and colleagues in an industry workplace who are assisted by the individual during the assessment process; or

· individuals who participate in role plays or simulated activities, set up for the purpose of assessment, in a simulated industry environment operated within a training organisation.

Assessment must ensure use of relevant legislation, policies and procedures and industrial awards.

Assessors must satisfy the 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 several 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:

	Skill
	Performance
Criteria
	Description

	Reading
	1,4, 2,2, 2.5
	· Interpret workplace anti-discrimination policies and plain English documents produced by government information agencies.
· Review workplace and other documents critically in light of cultural appropriateness and inclusion.

	Oral Communication
	1,2, 1.4, 1.5, 2.2, 2.5
	· Discuss cross-cultural misunderstandings and difficulties with supervisors, managers and other team members and identify possible strategies to resolve them.


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 of 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
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.
Acculturation: Cultural modification of an individual, group, or people by adapting to or borrowing traits from another culture; a merging of cultures because of prolonged contact. It should be noted that individuals from culturally diverse groups may desire varying degrees of acculturation into the dominant culture.  

Assimilation: To assume the cultural traditions of a given people or group; the cultural absorption of a minority group into the main cultural body.

Bias: Implies a mental leaning in favour of or against someone or something.  

Bigotry: The behaviour, attitude, or beliefs of a person who holds blindly and intolerantly to a particular creed, opinion, etc.; intolerance; prejudice.  

Culture: An integrated pattern of human behaviour that includes thoughts, communications, languages, practices, beliefs, values, customs, courtesies, rituals, manners of interacting, roles, relationships and expected behaviours of a racial, ethnic, religious or social group; the ability to transmit the above to succeeding generations; culture is always changing.  

Culturally Appropriate: Exhibiting sensitivity to cultural differences and similarities and demonstrating effectiveness in translating that sensitivity to action through organizational mission statements, communication strategies, and services to diverse cultures. 

Cultural Awareness: Recognition of the nuances of one's own and other cultures.  

Cultural Competence: The ability of individuals to use academic, experiential, and interpersonal skills to increase their understanding and appreciation of cultural differences and similarities within, among, and between groups. Cultural competency implies a state of mastery that can be achieved when it comes to understanding culture. It encompasses individuals' desire, willingness, and ability to improve systems by drawing on diverse values, traditions, and customs, and working closely with knowledgeable persons from the community to develop interventions and services that affirm and reflect the value of different cultures. 

Cultural Diversity: Differences in race, ethnicity, nationality, religion, gender, sexual identity, socioeconomic status, physical ability, language, beliefs, values, behaviour patterns, or customs among various groups within a community, organization, or nation.  

Cultural Humility: is a lifelong process of self-reflection and self-critique. Cultural humility does not require mastery of lists of “different” or peculiar beliefs and behaviours supposedly pertaining to different cultures, rather it encourages to develop a respectful attitude toward diverse points of view.  

Cultural Sensitivity: Understanding the needs and emotions of your own culture and the culture of others. 

Discrimination: The act of discriminating or distinguishing differences; the ability to make or perceive distinctions, perception, and discernment; a showing of partiality or prejudice in treatment; specific action or policies directed against the welfare of minority groups.  

Diversity: A quality, state, fact, or instance of being different or dissimilar; difference; variety.  

Ethnocentrism: the emotional attitude that one's own ethnic group, nation, or culture is superior; an excessive or inappropriate concern for racial matters.  

Ethnic: Relating to large groups of people classed according to common racial, national, tribal, religious, linguistic, or cultural origin or background.  

Ethnicity:  How one sees oneself and how one is “seen by others as part of a group on the basis of presumed ancestry and sharing a common destiny …” Common threads that may tie one to an ethnic group include skin colour, religion, language, customs, ancestry, and occupational or regional features. In addition, persons belonging to the same ethnic group share a unique history different from that of other ethnic groups. Usually a combination of these features identifies an ethnic group. For example, physical appearance alone does not consistently identify one as belonging to a particular ethnic group.  
Power: The ability to control others; authority, sway, influence; a person or thing having great influence, force, or authority.  

Prejudice: Implies a preconceived and unreasonable judgment, or opinion, usually an unfavourable one marked by suspicion, fear, or hatred.  

Race: There is an array of different beliefs about the definition of race and what race means within social, political and biological contexts. The following definitions are representative of these perspectives:  However it is considered a social construct used to separate the world’s peoples. The world’s population is comprised of individuals with characteristics that are like others. Evidence from the Human Genome project indicates that the genetic code for all human beings is 99.9% identical; there are more differences within groups (or races) than across groups. 

Racism: A doctrine or teaching, without scientific support, that claims to find racial differences in character, intelligence, etc.; that asserts the superiority of one race over another or others, and that seeks to maintain the supposed purity of a race or the races; any program or practice of racial discrimination, segregation, etc. based on such beliefs.   

Segregation: The policy or practice of compelling racial groups to live apart from each other, go to separate schools, use separate social facilities, etc.  

Sexism: Discrimination against people based on sex; specifically discrimination against, and prejudicial stereotyping of, women.  
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 the TEIA document SIT30122 Mapping Guide.     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
Assessment records
2.1
Summative assessment

Separate each assessment tool as required in the assessment process.
Task Overview

In this task, you need to review Bunjappy’s online diversity course and then construct some Frequently Asked Questions that can be used both in face-to-face training and in the next stage of the diversity online training course. 

The Bunjappy Regional Tourism Centre (BRTC) values teams that reflect the broad diversity of its customers and our various communities. 

Starting your work tasks:

· Read incoming email. (Monitor)

· Read and plan your work tasks from the attachment to the email.

Checking the online Diversity course:

· Log into the Bunjappy Diversity course and work through this completing the activities – Activities 1 and 2. There may be things missing, so provide your evaluation of the course in terms of coverage of the ideas to your supervisor. Your review of the course (no more than an A4 page) and the completed task activities from the course are to be added to a digital portfolio. (Monitor - Internet)

· You may like to check out how hand gestures can be interpreted differently depending upon a person’s cultural background. (On your desk near the telephone.)

Frequently Asked Questions (FAQ):

· You have been assigned a task to prepare the company’s responses for expected Frequently Asked Questions (FAQ) about diversity in the workplace. (Urgent task – near your keyboard.)

Review examples to be used in face-to-face training:

· Several case studies about diversity and discrimination have been complied into an online test for the staff. You have been tasked with checking this test. Complete the online test. You must achieve 80%. (Monitor)

	What to submit
	Problems encountered and strategies used to overcome these

	Digital portfolio containing:

· Three activities from the online diversity course
· Brief evaluation of the diversity course
· FAQs draft responses for the Board’s consideration
	

	Printout of results page of the draft online test you are checking
	


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 a range of factors, including the:

· candidate’ s own experiences.
· candidate’ s workplace experiences.
· the trainer’s presentation, strategies and solutions.
· 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 is required to list a certain number of items, a more comprehensive listing of potential responses from which candidate responses may be drawn is provided. However, 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, an example of how the candidate may respond is provided. Depending on the question, the terminology used will indicate either what the candidate should have included in their response or may have included. However, assessors should consider different phrasing used by the candidate, or different responses that may be equally correct.

· For activities that take place in the workplace or involve workplace documentation, an example response is provided. Assessors should consider whether the candidate has achieved the intent of the activity within the context of the workplace.

· For activities that involve writing reports or completing documentation provided, an example response is provided. 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
Task Two
Diversity course – Portfolio:
Assessor judgement may be used. While responses may vary, these must be submitted in a digital document with appropriate layout, correct grammar, spelling and punctuation. The purpose here is for the learner to critically examine communication in terms of cultural appropriateness and inclusion. 
Activity 1 – Part A
Key principles of fairness and equity

a. List three (3) key principles of fairness and equity which you should follow while interacting with colleagues and customers in a workplace. 

Assessor judgement may be used. The answer may vary but must include three (3) key principles of fairness and equity.

Example:

a. The three (3) principles of fairness and equity may include: 

· Being independent in judgement 

· Being impartial and without favouritism

· Provide conscientious, effective, efficient and service irrespective of any cultural, religious or social differences.

b. Identify four (4) cultural factors that workers in the hospitality industry need to consider when dealing with customers or colleagues.

Assessor judgement must be used. The answer may vary but must include four (4) cultural factors that workers in the hospitality industry need to consider when dealing with customers or colleagues.

Example:
The four (4) cultural factors that workers in the hospitality industry need to consider when dealing with customers or colleagues may include: 
· Be guided by principles of fairness and equity, especially in circumstances where officers exercise a particular responsibility for the care or supervision of clients and other persons.
· Use due care and diligence in fulfilling the functions of the office and exercising the powers attached to that office.
· Adhere to the highest standards of professional competence, integrity and honesty
· comply with all legislative requirements
Activity 1 - Part B

Key cultural and religious protocols of the main social and cultural groups in Australian society

a. Why is cultural and religious awareness important to people working in the tourism industry? Your response is to have 20-40 words. 

Assessor judgement must be used. The answer may vary but must include the importance of cultural and religious awareness.
Example: 

Understanding a person’s culture is a sign of respect. It fosters effective communication, a vital factor in the success of any business in the hospitality sector.

b. List three (3) ways people define their cultural identity? Answer using examples drawn from the main social and cultural groups in Australian society, including Australian Indigenous people. 

Assessor judgement must be used. The answer may vary but must include a minimum of three (3) ways people define their cultural identity.
Example: 
Any three (3) of the ways listed below would be acceptable: 

· Heritage 

· Language 

· Religion 

· Ancestry 

· Thinking patterns

· Social structures
c. List four (4) factors that can lead to misunderstandings or conflict in the workplace.

Assessor judgement must be used. The answer may vary but must include a minimum of four factors that could lead to dispute or conflict in the workplace.
Example:

· Various cultural or spiritual/religious differences

· Complaints and grievances

· Job ethics 

· Promotions and authority issues 

· Bullying and prejudice

· Violence

d. State four (4) approaches that can be used to build understanding between customers and other staff members from different cultural practices.

Assessor judgement must be used. The answer may vary but must include four (4) approaches that can be used to build understanding between customers and other staff members from different cultural practices.
Example:

· Active listening
· Using appropriate body language

· Asking questions respectfully
· Acknowledging the difficulty or challenges
· Verifying your understanding

e. State four (4) situations concerning other employees or customers where you would refer the situation or issue to your supervisor for their attention. 

Assessor judgement must be used. The answer may vary but must include four situations where referral to someone higher in the organisation is appropriate.
Example:

· Discrimination, bullying or harassment.

· The threat of violence or the health and safety of the customer or colleagues are at risk.

· The issues or concerns are outside your level of authority.

· It is a legal matter.

· The problem is outside the scope of you and your department.
Activity 1 - Part C

Answer the following questions regarding the key cultural and religious protocols of main inbound tourist markets to Australia. 

a. What key cultural and religious protocols apply to an individual working in the hospitality industry. List and explain two (2) protocols in 50-100 words.

Assessor judgement must be used. The answer may vary but must include two (2) key cultural and religious protocols that apply to persons working in the hospitality industry drawn from the example answer.
Example:

The protocols cover an individual's conduct in dealings with others, including members of the government, tourists, clients, the public, colleagues and other public officials in any jurisdiction.

Be responsive: With all tourists, customers, the public, colleagues, and any others in a courteous and helpful manner. This is especially important where a person is unaware of the procedures in Australia.  We need to understand that Australia is a multicultural country and differences will occur.

Acting fairly: Acting fairly with others and avoiding patronage and favouritism. 

Be respectful: Treat all colleagues and clients with respect, tolerate the views of others and not allow personal beliefs to influence their judgments or decisions on work-related issues. Respecting others includes looking for a constructive solution when conflicts and tensions arise.

b. What training is necessary for staff to work in inbound tourist markets to Australia. Answer in 20-40 words.
Assessor judgement must be used. The answer may vary.
Example:

Staff to be culturally and religiously sensitive. 

Follow equal opportunity and anti-discrimination legislation fully.

Provide a conducive environment to include different behaviours and languages. 
Activity 2 – Part D

Record your responses in a digital document and place in your work portfolio that you will submit to your supervisor.

Legal foundations of diversity within Australia

a. What is an anti-discrimination policy? Answer using 20-40 words. 
Assessor judgement must be used. The answer may vary but must include a definition of an anti-discrimination policy.

Example:

Anti-discrimination laws are designed to protect against both individual discriminations (committed by individuals) and from structural discrimination (arising from policies or procedures that disadvantage certain groups).

b. What legislation drives the legal process of anti-discrimination within Queensland?
Assessor judgement must be used. The answer may vary but must include the current Queensland legislation. As of 2022 this is Anti-Discrimination Act 1991.
c. What are three (3) protected attributes of discrimination?

Assessor judgement must be used. The answer may vary but must include three (3) of the protected attributes of discrimination.
Example:

Any three of the following attributes:

· race

· colour

· sex

· sexual orientation

· age

· physical or mental disability

· marital status

· family or carer's responsibilities

Activity 2 – Part E
Answer the following questions regarding the basic aspects of State, Territory and Commonwealth laws covering anti-discrimination, including requirements to:

· Treat customers and colleagues fairly and equitably.
· Not discriminate, show partiality or grant any special favours based on social and cultural attributes.
· Not threaten, humiliate or intimidate people because of their social or cultural attributes.
a. Why is a discrimination-free workplace important? Answer in 20-40 words. 

Assessor judgement must be used. The answer may vary but must include why it is important to be free from discrimination.
Example:

First Australian workplaces need to be compliant with the law. Secondly, discrimination-free workplace enables employees to be confident and secure in their workplace. It supports people in their building of self-esteem and well-being. It also allows workers to do their job without interference from unnecessary discrimination and harassment.
b. How do you respond to discrimination in the workplace? Answer in 20 - 40 words. 

Assessor judgement must be used. The answer may vary but must include ways to respond to discrimination in their workplace.

Example:

· Keep a journal detailing each incident of discrimination.

· Inform your employer that you're being discriminated against.

· Ask your employer to document and investigate the discrimination.

· Contact solicitor or a government agency that handles complaints of discrimination. 

· Retain any physical evidence that proves discrimination.
c. How do you explain discrimination on social or cultural grounds? Answer in 20 - 40 words.

Assessor judgement must be used. The answer may vary but must include an explanation of discrimination or social or cultural grounds.
Example:

Discrimination means treating a person unfairly because of who they are or because they possess certain characteristics. If you have been treated differently from other people only because of who you are or because you possess certain characteristics, you may have been discriminated against.

Activity 2 - Part F

Conduct research to Identify two (2) sources for each of the following areas that assist in communicating with colleagues and customers from diverse social and cultural groups: 

a.
government agencies

b.
diplomatic services

c.
disability advocacy groups

d.
educational institutions

e.
interpreter services

f.
local cultural organisation
Assessor judgement must be used. The answer may vary but must include two (2) sources for each of the different sectors that assist in communicating with colleagues and customers from diverse social and cultural groups and that the sources are relevant and current.

Examples:

a. Government agencies: 

· The Australian Human Rights Commission (AHRC) 

· Workplace Gender Equality Agency 

b. Diplomatic services 

· Diplomatic Privileges and Immunities Act 1967 

· The World Tourism Organisation (Privileges and Immunities) Regulations

c. Disability advocacy groups 

· Australian Centre for Disability Law

· Australian Federation of Disability Organisations (AFDO)

d. Any local schools or educational institutions

e. Interpreter services 

· Automated Telephone Interpreting Service (ATIS) by Translating and Interpreting Service (TIS National) 

· Department of Human Services 

f. Local cultural organisations 

· Cultural Development Network 

· Secretariat of National Aboriginal and Islander Child Care (SNAICC)
Activity 3

You are asked to provide responses to the questions below. Ensure you construct your responses using standard Australian English and correct forms of the written language, i.e. spelling, punctuation, sentence and paragraph construction.

Your supervisor will provide directions to you.

How do we demonstrate respect in the workplace?
Assessor judgement must be used. The answer may vary.
Example:
Respect is an important element in successful workplaces because it creates a positive work culture for all workers to achieve goals together. A respectful attitude should be present in the workplace regardless of personal feelings. Both employers and employees need to demonstrate respect to each other and their peers. Employees can respect their co-workers and supervisors by giving them the attention they need, listening to their opinions and speaking with kindness. Other ways of demonstrating respect in your workplace include:

1. Listen to what everyone has to say

2. Pay attention to nonverbal communication

3. Practice transparency

4. Recognize the strengths and accomplishments of others

5. Value the time and workloads of others

6. Delegate meaningful work

7. Practice common courtesy and politeness

8. Prevent bias (even implicit bias)

9. Include everyone in meetings, discussions and celebrations

10. Consider how others view you and your actions
What actions can you take to resolve a misunderstanding?
Assessor judgement must be used. The answer may vary.
Example:
While workplace misunderstandings occur in all workplaces, they do not always cause problems but sometime these can be the beginnings of conflict between workers. Being aware of a misunderstanding which is causing difficulties can help prevent or stop difficulties. If you think there is a misunderstanding, they the following steps may be used in an endeavour to stop the problem becoming greater: 
1. Ask for permission to discuss the situation: If you ask for permission, you then have a willing participant, and you’ve acknowledged their choice to not talk about it then and there. You are now both engaged in the conversation.

2. Ask questions and really listen to the answers: Acknowledge the person and their reality, even if it’s different to yours. If you go into this conversation wanting to be right, you are in trouble before you start.

3. Find the source of the misunderstanding and correct it: By asking questions, you will find the source of the misunderstanding. It could be as simple as a misinterpreted word, sentence, or even body language. 

4. Check that understanding has been reached and the emotions dealt with: When a misunderstanding occurs, there is often emotion involved. Ask questions and try to reach a confirmation that you now both have the same understanding. 

5. Confirm that this understanding is now in place and move forward: This step is not a repeat of number 4. It is about confirming and acknowledging together that both parties agree on a common understanding, and they are ready to move forward.

How would you escalate an unresolved issue to the appropriate supervisor?
Assessor judgement must be used. The answer may vary.
Example:
Escalating an issue in the workplace is the process of bypassing those involved by contacting higher management. It involves raising awareness of the context to the people able to resolve a challenging situation. Escalation occurs when there is an issue that the current staff working on the problem cannot resolve and requires assistance from those with more authority and resources. The steps to follow include:
1. Acknowledge the problem: Acknowledge there is a problem. Alert the other party/parties involved. Sometimes, they may be unaware of how their actions are affecting others. Determine the level of impact the issue has on the workplace to decide whether to escalate.

2. Try to find a solution: Try to find a solution. If that is not possible, then move to the next step.

3. Collect evidence: Begin gathering proof of the issue occurring so raising the issue with more senior management is supported by facts. Document discussions with the individual or saving email conversations. Ensure there is proof of any actions you took and what the other party's response was in case there is any disagreement later.

4. Figure out who to escalate to: Who is the correct person to direct the problem to? Generally, this will be a team lead or another direct supervisor.

5. Explain the issue: When bringing up the issue to an authoritative figure, explain what is happening. Share the examples and evidence with them to provide more context and recommended actions. 
· Provide background context: Give a summary about the situation that led to the need for this escalation (e.g. the who, what, where, when, why and how).

· Make a request: State what you would like the senior management person to do to help resolve the issue, providing a suggested time frame. 
· Mention any challenges: Let the management person know about any specific challenges inherent in the situation.

· Include the impact: Share what may result if the issue is not dealt with.

· Close your escalation request: End the conversation by offering to assist with resolving the conflict and mentioning any possible solutions to pursue.

6. Take the issue to a higher authority.
Consider going to the next level of authority if there is not help at the first level of request. How important is it to resolve the issue? 
Review of the course (no more than an A4 page) 
Assessor judgement must be used. The answer may vary.

Frequently Asked Questions (FAQ):

You have been assigned a task to prepare the company’s responses for expected Frequently Asked Questions (FAQ) about diversity in the workplace. (Urgent task – near your keyboard.)
Assessor judgement must be used. The answer may vary but all specific content reflects the responses covered in Activities 1 and 2. The responses should be contextualised to the Bunjappy work environment.
FAQ 1

What are three (3) key principles of fairness and equity that Bunjappy expect me to follow while working and engaging with colleagues and customers in our workplace? 

FAQ 2

As I am working in the tourism/hospitality industry, what cultural factors does Bunjappy consider I should acknowledge when dealing with customers or colleagues?

FAQ 3

Why is cultural and religious awareness important to people working in the tourism industry? (Answer using 20-40 words.)

FAQ 4

How do people define their cultural identity? (Answer using the example of main social and cultural groups in Australian society, including Australian Indigenous people – 3 examples are sufficient). 

FAQ 5

What factors that can lead to dispute or conflict in the workplace? (Limit the list to 5 and focus on differences between people).

FAQ 6

What approaches could I use to address cross-cultural challenges with customers and colleagues. (Limit the list to 5.)

FAQ 7

When should you refer the problems or concerns regarding customers and colleagues to your supervisor or manager? (Limit the list to 5.)

FAQ 8

What sort of disabilities may employees find in our customers and what are the implications for our workplace? (List two (2) disabilities and their implications for being in our tourist centre and accessing out tours.) 

FAQ 9

What support exists for employees? (Mention two (2) support services available in nearly all workplaces.)

FAQ 10

What is an anti-discrimination policy? (Answer using 20-40 words.)

FAQ 11

What are three (3) “protected attributes” of discrimination?

FAQ 12

Why is it important for Bunjappy to have a discrimination-free workplace? (Answer in 20-40 words.)

FAQ 13

How should I respond to discrimination in our workplace? (Answer in 20-40 words.)

FAQ 14

Identify two (2) sources of information and/or support that may be found in our State that can be contacted to assist in communicating with colleagues and customers from diverse social and cultural groups.
FAQ 15

Why can language barriers an issue in our workplace? (Answer using 20-40 words.)

FAQ 16

How can I help to overcome language barriers in the workplace? (Answer using 20-40 words.)
Review examples to be used in face-to-face training:

· Several case studies about diversity and discrimination have been complied into an online test for the staff. You have been tasked with checking this test. Complete the online test. You must achieve 80%. (Monitor)
Each candidate must provide a copy of the results slide from the online test and achieve a minimum of 80%.

2.4
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, developed products and processes. 

· 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.


2.5
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; list of items within the portfolio is to be recorded.

· 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 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 – SITXCOM007
	Candidate’ s name:       
Unit of competency:  SITXCOM007 Show social and cultural sensitivity
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
	
	     

	Knowledge Test
	
	     

	Portfolio – Short course
	
	     

	Skills Test 1
	
	     

	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 – SITXCOM007
	Candidate’ s name:            
Unit of competency:  SITXCOM007 Show social and cultural sensitivity
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 does assessment take place?       
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 – SITXCOM007
	Candidate’ s name:       
	Part D

	Unit of competency:  SITXCOM007 Show social and cultural sensitivity
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 treat customers and colleagues from different social and cultural groups with respect and sensitivity.
	
	
	
	     

	I respond to social and cultural differences in verbal and non-verbal communication.
	
	
	
	     

	I respond to others in a non-discriminatory way.
	
	
	
	     

	I make attempts to overcome language barriers.
	
	
	
	     

	I seek help with communication when necessary.
	
	
	
	     

	I can identify social and cultural issues that may cause conflict or misunderstanding in the workplace.
	
	
	
	     

	I address difficulties and seek assistance from others when necessary.
	
	
	
	     

	I consider social and cultural differences when difficulties or misunderstandings occur.
	
	
	
	     

	I make efforts to resolve misunderstandings, taking account of social and cultural considerations.
	
	
	
	     

	I can escalate problems and unresolved issues to appropriate supervisor or manager for follow-up.
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – SITXCOM007
	Candidate’ s name:            

Unit of competency:  SITXCOM007 Show social and cultural sensitivity
Trainer/assessor:           

Date:           

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

	· Communicate verbally and in a non-discriminatory way with three different colleagues or customers, including at least one from a different social group and one from a different cultural group, including:
· attempting to overcome language barriers.
· communicating in line with appropriate social and cultural conventions.
· being respectful and sensitive.
	
	
	

	· Identify when assistance is required in the above communication and seek help using the appropriate channels.
	
	
	

	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 – SITXCOM007
	Candidate’ s name:            

Unit of competency:  SITXCOM007 Show social and cultural sensitivity
Trainer/assessor:           

Date:           

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

	· Key principles of fairness and equity in relation to interaction with colleagues and customers
	
	
	

	· Key cultural and religious protocols of main social and cultural groups in Australian society, including Australian Indigenous people.
	
	
	

	· Key cultural and religious protocols of main inbound tourist markets to Australia.
	
	
	

	· Different types of disability and their implications for the workplace.
	
	
	

	· Anti-discrimination policies for the industry and specific organisation.
	
	
	

	· Basic aspects of state, territory and Commonwealth laws covering anti-discrimination, including requirements to:
· treat customers and colleagues fairly and equitably.
· not discriminate, show partiality or grant any special favours based on social and cultural attributes.
· not threaten, humiliate or intimidate people because of their social or cultural attributes.
	
	
	

	· Sources of assistance in communicating with colleagues and customers from diverse social and cultural groups:

· government agencies

· diplomatic services

· disability advocacy groups

· educational institutions

· interpreter services

· local cultural organisations
	
	
	

	· Approaches to overcoming language barriers in the workplace:

· communicating using gestures, signs, simple words in English or the other person’s language

· giving simple directions

· giving simple instructions.
	
	
	

	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 – SITXCOM007
	Candidate’ s name:       
	Part E

	Unit of competency:  SITXCOM007 Show social and cultural sensitivity
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 – SITXCOM007
	Candidate’ s name:       
	Part F

	Unit of competency:  SITXCOM007 Show social and cultural sensitivity
Trainer/assessor:                

Date:                

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

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Communicate verbally and in a non-discriminatory way with three different colleagues or customers, including at least one from a different social group and one from a different cultural group, including:
· attempting to overcome language barriers.
· communicating in line with appropriate social and cultural conventions.
· being respectful and sensitive.
	     

	
	Identify when assistance is required in the above communication and seek help using the appropriate channels.
	     

	Knowledge evidence
Candidate knows and understands:
	

	
	Key principles of fairness and equity in relation to interaction with colleagues and customers
	     

	
	Key cultural and religious protocols of main social and cultural groups in Australian society, including Australian Indigenous people.
	     

	
	Key cultural and religious protocols of main inbound tourist markets to Australia.
	     

	
	Different types of disability and their implications for the workplace.
	     

	
	Anti-discrimination policies for the industry and specific organisation.
	     

	
	Basic aspects of state, territory and Commonwealth laws covering anti-discrimination, including requirements to:
· treat customers and colleagues fairly and equitably.
· not discriminate, show partiality or grant any special favours based on social and cultural attributes.
· not threaten, humiliate or intimidate people because of their social or cultural attributes.
	     

	
	Sources of assistance in communicating with colleagues and customers from diverse social and cultural groups:

· government agencies

· diplomatic services

· disability advocacy groups

· educational institutions

· interpreter services

· local cultural organisations
	     

	
	Approaches to overcoming language barriers in the workplace:

· communicating using gestures, signs, simple words in English or the other person’s language

· giving simple directions
· giving simple instructions.
	     

	Workplace supervisor’s signature:
	     
	Date:
	     


	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:
	 SITXCOM007 Show social and cultural sensitivity


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

	Successfully engage with other workers of a wide variety of socio-economic and cultural backgrounds.
	
	

	Demonstrate skills to overcome language barriers with others.
	
	

	Demonstrates the skills and behaviours that support inclusive approach to other people. 
	
	

	Communicates using appropriate social and cultural conventions.
	
	

	Discuss the whole purpose of training and exhibit specific skills along with its supportive assistance and observe the progress of new workplace skills.
	
	

	Seeks assistance when communication with others is challenged of barriers exist that cannot be overcome by themselves.
	
	

	Task 1
· Identify five areas within your workplace where social and cultural sensitivity need to be applied in daily work practices.
	
	

	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:      


	Record of Assessment 

 SITXCOM007 Show social and cultural sensitivity 

	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. Communicate with customers and colleagues from diverse backgrounds.
	       

	1.1. 
Treat customers and colleagues from different social and cultural groups with respect and sensitivity.

1.2. 
Respond to social and cultural differences in verbal and non-verbal communication.

1.3. 
Respond to others in a non-discriminatory way.

1.4. 
Make attempts to overcome language barriers.

1.5. 
Seek help with communication when necessary.
	

	2. Address cross-cultural misunderstandings.
	       

	2.1. 
Identify social and cultural issues that may cause conflict or misunderstanding in the workplace.

2.2. 
Address difficulties and seek assistance from others when necessary.

2.3. 
Consider social and cultural differences when difficulties or misunderstandings occur.

2.4. 
Make efforts to resolve misunderstandings, taking account of social and cultural considerations.

2.5. 
Escalate problems and unresolved issues to appropriate supervisor or manager for follow-up.
	

	How candidate meets unit of competency 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 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

SIT30122 

Certificate III in Tourism

	
Tick if Qualification required

	
	SITTIND003 
Source and use information on the tourism and travel industry*
	
	SITTIND003 
Source and use information on the tourism and travel industry*

	
	SITXCCS014
Provide service to customers*
	
	SITXCCS014
Provide service to customers*

	
	SITXCOM007
Show social and cultural sensitivity*
	
	SITXCOM007
Show social and cultural sensitivity*

	
	SITXWHS005
Participate in safe work practice*
	
	SITXWHS005
Participate in safe work practice*

	
	SITHFAB021
Provide responsible service of alcohol (Group E)
	
	SITHFAB021
Provide responsible service of alcohol (Group E)

	
	SITHFAB025
Prepare and serve espresso coffee (Group E)
	
	SITHFAB025
Prepare and serve espresso coffee (Group E)

	
	SITHIND005
Use hygienic practices for hospitality service (Group E)
	
	SITHIND005
Use hygienic practices for hospitality service (Group E)

	
	SITXFSA005
Use hygienic practices for food safety (Group E)
	
	SITXFSA005
Use hygienic practices for food safety (Group E)

	
	SITXHRM007
Coach others in job skills (Group E)
	
	SITXHRM007
Coach others in job skills (Group E)

	
	SITXCCS011
Interact with customers (Group E)
	
	SITXCCS011
Interact with customers (Group E)

	
	SITXCCS010
Provide visitor information (Group A)
	
	SITXCCS010
Provide visitor information (Group A)

	
	SITTTVL001
Access and interpret product information
	
	SITTTVL001
Access and interpret product information

	
	SITTTVL004
Sell tourism products or services
	
	SITTTVL004
Sell tourism products or services

	
	SITTTVL003
Provide advice on Australian destinations
	
	SITTTVL003
Provide advice on Australian destinations

	
	SITTTVL005
Prepare customer quotations
	
	SITTTVL005
Prepare customer quotations


(4 core units asterisked and 11 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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