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Introduction
This set of assessment tools is for the unit of competency BSBCMM211 Apply communication skills. 

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 BSBCMM211 Apply communication skills 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 to the unit of competency - BSBCMM211 Apply communication skills.

	 BSBCMM211 Apply communication skills
	Where covered in on-line course

	Element 1: Identify communication requirements 

	1.1 
Identify work task
	Task 2

	1.2 
Identify communication channels in the organisation
	Task 2

	1.3 
Identify relevant stakeholders
	Task 2

	1.4 
Seek advice from supervisor on communication methods
	Task 2

	Element 2: Communicate using verbal and non-verbal communication skills

	2.1 
Plan verbal communication
	Task 2

	2.2 
Use verbal communication to communicate with stakeholders
	Task 2

	2.3     Use non-verbal behaviour to communicate with stakeholders
	Task 2

	2.4     Seek and respond to feedback on communication 

	Task 2

	Element 3: Draft written communications

	3.1 
Identify formats for written information according to organisational policies and procedures
	Task 2

	3.2 
Draft written information and submit to supervisor for approval
	Task 2

	3.3 
Seek and respond to feedback on written communication
	Task 2


1.2
Assessment requirements 

BSBCMM211 Apply communication skills covers the outcomes, skills and knowledge required to apply basic communication skills in the workplace, including identifying, gathering and conveying information along with completing assigned written information.

The unit applies to individuals working under direct supervision, who are developing basic skills and knowledge of workplace communication in preparation for working in a broad range of settings. 

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 candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to: 
· use verbal and non-verbal skills to seek and convey information in face-to-face situations on at least three occasions

· draft written documents and confirm that the documents meet organisational requirements on at least three occasions.
Knowledge evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:

· organisational policies and procedures related to workplace communication

· communication styles

· questioning, listening and speaking skills

· standards of written information applicable to own role

· presentation styles, format and detail relevant to own role. 
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 policies and procedures relating to communication. 
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 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:

This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	Skill
	Performance
Criteria
	Description

	Learning
	1.1, 1.2, 1.3, 1.4
2.4, 3.3
	· Develops skills required to carry out own role by seeking and acting on feedback.

	Reading
	1.1, 1.2
	· Reviews textual information to identify communication requirements and organisational procedures.

	Writing
	1.4, 2.1, 2.2, 2.3, 2.4, 3.2
	· Drafts simple texts using appropriate grammar, spelling and punctuation in accordance with organisational standards.
· Proofreads own texts for accuracy and compliance with organisational requirements.

	Teamwork
	1.2, 1.3, 1.4, 2.1, 2.2, 2.3, 2.4, 3.2, 3.3
	· Seeks to cooperate with others to achieve results in immediate work context.

	Self-management
	1.1, 1.2, 1.3, 1.4

2.1, 2.2, 2.3, 2.4, 3.1, 3.3
	· Follows clearly defined instructions, seeking assistance when necessary.
· Follows organisational policies and procedures and practices relevant to own role.

	Technology
	1.2, 1.4, 3.1, 3.2
	· Uses digital tools to complete tasks.

	Initiative and enterprise
	1.1, 1.2, 1.3, 1.4

2.1, 2.2, 2.4, 3.1, 3.3
	· Asks questions and listens to gain information and confirm understanding.


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
This section provides some general understanding to many of the terms and concepts used in the Business 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.
Verbal communication:  The simplest form of communication. However, talking is not successful unless the two people understand the information in the same way. 

In an office, verbal communication can include:

· answering the telephone

· receiving visitors

· relaying messages

· receiving or giving instructions

· making or confirming arrangements

· addressing meetings

Appropriate language: In the workplace it is important to use language appropriate to the audience. The industry terminology used when speaking to a colleague is not always appropriate to use when speaking to a client as they may not understand the industry terminology being used.

Clear voice: Speak simply and slowly so the audience can understand. Choose your words carefully and repeat important information.

Audible volume: The volume of your voice needs to be loud enough so you can be heard. Adjust how loudly you speak to accommodate both your surroundings and the audience. You may need to speak more loudly when there is outside noise like traffic. An elderly client may need you to speak more loudly so it is easier for them to hear clearly.

Courteous tone: Be polite and well-mannered when speaking. It establishes rapport and shows respect for clients.
Active listening: Listening is an important skill in communicating with others, as you are able to learn what the other person wants and means. To fully understand the message being conveyed, it is important that you ask questions to clarify the meaning. It is also important to clarify that the other person understands your message. You can do this by asking questions.

Asking questions or rephrasing: Questioning is an important tool used to obtain feedback and clarification of a message and to ensure that the receiver understands what the sender is saying.

There are three main questioning techniques:

1. Open questions: these encourage the sharing of information and usually require longer answers.

 Ask what, where, how, why and which questions to gain more information. E.g. "How may I help you today?"

2. Closed questions: these questions are usually asking for a yes or no answer and do not encourage any further discussion.

 
 "Is someone assisting you with your enquiry?"

3. Reflective questions: these questions are structured so that the person answers in a particular way to make their opinion clear.

 "You would like to change your appointment from 10.00am to 1.30pm today? Is that correct?"

Paraphrasing:  This is when we rephrase a conversation into a summary of what we think we have heard. It allows the speaker to correct any misunderstanding.

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.  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

The assessment for this unit is found in Task 2 of the virtual scenario. 

Staff List:

· Access, read and print as necessary Learning Resources and Your Task 2
· Construct a simple tabular list of five staff members (you may make up the details of each staff member). The list is to include the following information:

· First and last name of the staff member

· Home address – number, street/road, suburb and postcode

· Telephone

· Email

· Next of Kin

· Place and appropriate header on the list and include the Anjark Services logo.

	What to submit
	Problems encountered and strategies used to overcome these

	Email with the list as an attachment
	


Assessor judgement – the submitted work must be correctly formatted into a table and contain all five elements:

· First and last name of the staff member

· Home address – number, street/road, suburb and postcode

· Telephone

· Email

· Next of Kin
Email relating to CEO Visit: 

· Read and complete any relevant activities from the Learning Resources.
· Undertake training as necessary on email use (Virtual RTO).
· Construct an email to advise the regional office of the CEO’s visit and ask them to choose a time when all the team can attend a meeting with her and to organise morning or afternoon team for the meeting group.
	What to submit
	Problems encountered and strategies used to overcome these

	Email to the regional office
	


Letter of thanks to a customer: 

· Read and complete any relevant activities from the Learning Resources. 
· Undertake Microsoft Word training as required (Virtual RTO).
· Prepare a letter of thanks to the customer – Hugos Huge Truck Centre, 140 Normandy Road, Redcliffe Qld) for their business and congratulate them on their recent 25th anniversary in business. 
	What to submit
	Problems encountered and strategies used to overcome these

	Letter to Hugos Huge Truck Centre
	


Prepare a memo: 

· Read and complete any relevant activities from the Learning Resources. 
· Select a memorandum template from word processing software and use this to compile a short Memo on some of the WHS legislation that impacts on this business. You will need to describe the two most important points of Work Health and Safety (WHS) legislation for staff involvement.

	What to submit
	Problems encountered and strategies used to overcome these

	Memo on WHS issues within the business
	


Complete a hazard report:

· Read and complete any relevant activities from the Learning Resources.
· Complete a hazard report for the frayed photocopier cord (Intranet - Templates).
Workplace Quiz on Communication: 

· Complete any relevant activities from the Learning Resources. 

· Complete the on-line WHS quiz.
	What to submit
	Problems encountered and strategies used to overcome these

	Quiz result report
	


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
Staff List:
Assessor judgement, but the work must meet the following criteria:

· Work must be submitted in an email with a word-processed table attached. 

· The page containing the table must have an appropriate header and include the Anjark Services logo.

The table and contain all five elements:

· First and last name of the staff member

· Home address – number, street/road, suburb and postcode

· Telephone

· Email

· Next of Kin

Email relating to CEO Visit: 
Assessor judgement, but the work must be submitted as an email, be business like in its use of words and concisely carry the following messages:

· Advice that the CEO will be visiting that regional office of the business

· Asking for a suitable time for a meeting

· Instructing them to organise an appropriate morning or afternoon tea for staff to meet the CEO.
Letter of thanks to a customer: 
Assessor judgement, but the work must be submitted in the form of a business letter.

The letter should have the following elements:

· Be correctly set out with the recipient’s name and address correctly used.

· Be placed on Anjark Services letterhead paper.

· Express thanks and appreciation for their business with Anjark Services.

· Congratulate them on their 25 years of business.
Note the letter may be submitted electronically, e.g. scanned PDF.
Prepare a memo: 
Assessor judgement, but the work must be submitted in the form of a memorandum.

The memo should outline two important points of staff involvement in the workplace’s WHS. Example may include:

· Attendance at WHS committee members

· Identifying and reporting potential hazards and risks

· Staff participation in WHS audits.

· Note the letter may be submitted electronically, e.g. scanned PDF.

Complete a hazard report:

Assessor judgement, example use of template shown below.
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Workplace Quiz on Communication: 

Student must submit the results sheet from the outline quiz.
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, 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.


2.5
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.

· 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 – BSBCMM211
	Candidate’ s name:       
Unit of competency:  BSBCMM211 Apply communication skills
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 – BSBCMM211
	Candidate’ s name:            
Unit of competency:  BSBCMM211 Apply communication skills
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 – BSBCMM211
	Candidate’ s name:       
	Part D

	Unit of competency:  BSBCMM211 Apply communication skills
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 work task
	
	
	
	     

	I can identify communication channels in the organisation
	
	
	
	     

	I can identify relevant stakeholders
	
	
	
	     

	I can seek advice from a supervisor on communication methods
	
	
	
	     

	I can plan verbal communication
	
	
	
	     

	I can use verbal communication to communicate with stakeholders
	
	
	
	     

	I can use no-verbal behaviour to communicate with stakeholders
	
	
	
	     

	I can seek and respond to feedback on communication
	
	
	
	     

	I can identify formats for written information according to organisational policies and procedures
	
	
	
	     

	I can draft written information and submit to supervisor for approval
	
	
	
	     

	I can seek and respond to feedback on written communication
	
	
	
	     

	
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance evidence checklist – BSBCMM211 
	Candidate’s name:            

Unit of competency:  BSBCMM211 Apply communication skills
Trainer/assessor:           

Date:           

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

	· Use verbal and non-verbal skills to seek and convey information in face-to-face situations on at least three occasions.
	
	
	

	· Draft written documents and confirm that the documents meet organisational requirements on at least three occasions.
	
	
	

	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 – BSBCMM211 
	Candidate’s name:            

Unit of competency:  BSBCMM211 Apply communication skills
Trainer/assessor:           

Date:           

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

	· Organisational policies and procedures related to workplace communication
	
	
	

	· Communication styles
	
	
	

	· Questioning, listening, and speaking skills
	
	
	

	· Standards of written information applicable to own role
	
	
	

	· Presentation styles, format and detail relevant to own role
	
	
	

	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 – BSBCMM211 
	Candidate’s name:       
	Part E

	Unit of competency:  BSBCMM211 Apply communication skills 
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 – BSBCMM211 
	Candidate’s name:       
	Part F

	Unit of competency:  BSBCMM211 Apply communication skills
Trainer/assessor:                

Date:                

	

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

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Use verbal and non-verbal skills to seek and convey information in face-to-face situations on at least three occasions.
	     

	
	Draft written documents and confirm that the documents meet organisational requirements on at least three occasions.
	     

	Knowledge evidence
Candidate knows and understands:
	

	
	Organisational policies and procedures related to workplace communication
	     

	
	Communication styles
	     

	
	Questioning, listening, and speaking skills
	     

	
	Standards of written information applicable to own role
	     

	
	Presentation styles, format and detail relevant to own role
	     

	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:
	 BSBCMM211 Apply communication skills


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 of time, 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

	Effectively use verbal and non-verbal skills to seek and convey information in face-to-face situations on at least three occasions
	
	

	Drafts written documents and confirms that the documents meet organisational requirements on at least three occasions
	
	

	Complete workplace forms
	
	

	Use style, formats and level of accuracy appropriate to the type of written material
	
	

	Provide prompt responses to requests for information in accordance with organisational requirements
	
	

	Applies your organisational policies, plans and procedures which detail organisation’s standards or protocols for workplace communication
	
	

	Demonstrates different communication styles within daily work practices, e.g. speaking, listening, writing, body language
	
	

	Identifies and tries to overcome barriers to communication
	
	

	Task 1
· Talk through the daily communication routines you have in the workplace.
	
	

	Comment (if relevant):
     

	Task 2
· Participate in a conversation with a customer at the workplace while under discrete observation.
	
	

	Comment (if relevant):
     

	Task 3
Identify five different forms of communication or communication media that are used in your workplace. Demonstrate how these are employed and where in your workplace.
	
	

	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 

 BSBCMM211 Apply communication skills

	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. Identify communication requirements
	      

	1.1 
Identify work task
1.2 
Identify communication channels in the organisation
1.3 
Identify relevant stakeholders
1.4     Seek advice from supervisor on communication methods
	

	
	

	2. Communicate using verbal and non-verbal communication skills
	      

	2.1 
Plan verbal communication
2.2 
Use verbal communication to communicate with stakeholders
2.3     Use non-verbal behaviour to communicate with stakeholders

2.4
See and respond to feedback on written communication
	

	
	

	
	

	3. Draft written communications
	      

	3.1 
Identify formats for written information according to organisational policies and procedures
3.2     Draft written information and submit to supervisor for approval
3.3 
See and respond to feedback on written communication
	 

	Does the candidate meet all of 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 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 to be issued  

	  
Tick if SOA required
	Full Qualification

BSB20120 Certificate II in Workplace Skills

	
Tick if Qualification required

	
	BSBWHS211*
Contribute to the health and safety of self and others
	
	BSBWHS211*
Contribute to the health and safety of self and others

	
	BSBOPS201*
Work effectively in business environments
	
	BSBOPS201*
Work effectively in business environments

	
	BSBCMM211*   
Apply communication skills
	
	BSBCMM211*   
Apply communication skills

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

	
	BSBSUS211*
Participate in sustainable work practices
	
	BSBSUS211*
Participate in sustainable work practices

	
	BSBOPS203 
Support personal wellbeing in the workplace
	
	BSBOPS203 
Support personal wellbeing in the workplace

	
	BSBTEC202   
Use digital technologies to communicate in a work environment
	
	BSBTEC202   
Use digital technologies to communicate in a work environment

	
	BSBTEC203
Research using the Internet
	
	BSBTEC203
Research using the Internet

	
	BSBOPS203 
Deliver a service to customers
	
	BSBOPS203 
Deliver a service to customers

	
	BSBTEC201
Use business software applications
	
	BSBTEC201
Use business software applications

	
	
	
	

	
	
	
	


Qualification requirements:  5 core units (asterisk) and 5 elective units
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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