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Introduction
This is the marking guide for the cluster of units of competency FSKWTG009 Write routine workplace texts, FSKOCM07 Interact effectively with others at work and FSKLRG09 Use strategies to respond to routine workplace problems.
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.

Refer to the assessment requirements of the relevant unit of competency, for details of assessment conditions.
This Marking Guide includes acceptable answers to the assessment tasks as well as a guide to assessors on the process of assessment.
Assessors should also make use of the following resources:

· Cluster Mapping - Mapping of assessment tasks to the unit requirements

· Training and Assessment Strategies: The cluster has a training and assessment strategy which outlines the assessment tools that are to be used in the assessment of that module of work. All assessors will access a copy of the Training and Assessment Strategies related to the modules which they assess from their secure on-line repository. Assessors must ensure they work within the parameters and guidelines of the Training and Assessment Strategy and identify any areas that may need improvement or updating as they become aware of them.  

Assessment Process

Students must complete the tasks provided and submit each one on the due date prescribed by the assessor (if applicable).

The assessor should use the Assessment Record Tools to record the assessment decision of the summative assessment. The Record of Assessment Outcomes on the final page of this booklet should be completed by the assessor and then signed and dated by both the assessor and the student (where possible). 

Assessment Attempts

Students have up to three attempts to complete assessment task satisfactorily.  If after the third attempt, the student has not completed the task satisfactorily, the assessor must make alternative arrangements for assessment.

Assessment Appeals

All students have the right to appeal an assessment decision.  To make an appeal about an assessment decision, students must follow the process outlined in the Student Handbook.

Section 1: Assessment process deinitions

The following definitions underpin the assessment process that students are to participate in and assessors are to follow and manage.

Assessment

Assessment means the process of collecting evidence and making judgements on whether competency has been achieved, to confirm that an individual can perform to the standard required in the workplace, as specified in a Training Package or VET accredited course.

Dimensions of Competency 

To be competent, a person must show their ability to perform effectively in a broad capacity. The dimensions of competency ensure the person being assessed has the skills to perform competently in variety of different circumstances. To be competent, a person must demonstrate the following:

· Task Skills: The skills needed to perform a task at an acceptable level.  They include knowledge and practical skills, and these are usually described in the performance criteria.

· Task Management Skills: These are skills in organising and coordinating, which are needed to be able to work competently while managing a number of tasks or activities within a job.

· Contingency Skills: The skills needed to respond and react appropriately to unexpected problems, changes in routine and breakdowns while also performing competently.

· Job Role/Environment Skills: The skills needed to perform as expected in a particular job, position, location and with others. These skills may be described in the range of variables and underpinning skills and knowledge.

· Transfer Skills: The ability to transfer skills and knowledge to new situations and contexts.

Assessors need to ensure that the range of assessment instruments developed for this unit adequately explore the dimensions of competency.
Principles of Assessment 

To ensure quality outcomes, assessment should ensure:

Fairness

The individual learner’s needs are considered in the assessment process.

Where appropriate, reasonable adjustments are applied by the RTO to account for the individual learner’s needs.

The RTO informs the learner about the assessment process and provides the learner with the opportunity to challenge the result of the assessment and be reassessed if necessary.

Flexibility

Assessment is flexible to the individual learner by: 

· reflecting the learner’s needs; 

· assessing competencies held by the learner no matter how or where they have been acquired; and

· drawing from a range of assessment methods and using those that are appropriate to the context, the unit of competency and associated assessment requirements, and the individual. 

Validity

Any assessment decision of the RTO is justified, based on the evidence of performance of the individual learner. Validity requires: 

· assessment against the unit/s of competency and the associated assessment requirements covers the broad range of skills and knowledge that are essential to competent performance; 

· assessment of knowledge and skills is integrated with their practical application; 

· assessment to be based on evidence that demonstrates that a learner could demonstrate these skills and knowledge in other similar situations; and  

· judgment of competence is based on evidence of learner performance that is aligned to the unit/s of competency and associated assessment requirements.

Reliability

Evidence presented for assessment is consistently interpreted and assessment results are comparable irrespective of the assessor conducting the assessment. 

Rules of Evidence 

Authenticity

The assessor is assured that the evidence presented for assessment is the learner’s own work.

Currency

The assessor is assured that the assessment evidence demonstrates current competency. This requires the assessment evidence to be from the present or the very recent past.

Sufficiency

The assessor is assured that the quality, quantity and relevance of the assessment evidence enables a judgement to be made of a learner’s competency. 

Validity

The assessor is assured that the learner has the skills, knowledge and attributes as described in the module or unit of competency and associated assessment requirements.

Reasonable Adjustment

This refers to adjustments that can be made to the way in which evidence of candidate performance can be collected. While reasonable adjustments can be made in terms of the way in which evidence of performance is gathered, the evidence criteria for making competent/not yet competent decisions (and/or awarding grades) should not be altered in any way, i.e. the standards expected should be the same irrespective of the group and/or individual being assessed; otherwise comparability of standards will be compromised. 

Assessors are to record any reasonable adjustments made in the assessment process in the Assessment Record Tools.
Types of evidence

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

· work records such as position descriptions, performance reviews, products 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.


Section 2 - Marking guide

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 number of 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 has to 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.

Solutions – Summative assessment
The following section of this booklet is to be used as a guide to marking the assessment tasks required for this cluster. Sample/benchmark answers are provided. This document also includes a guide to the assessment process. Trainers/assessors should also refer to the Mapping documentation for this unit.
This cluster is assessed in the following ways:

a. Answering all questions in the Learner’s Workbook

b. Completing a range of mathematical tasks

c. Completing a range of measurement tasks

d. Completing a project.

Students must complete all assessment tasks satisfactorily in order to achieve competency in the units in this cluster.
Part A – Task Booklet 

Instructions to assessor/trainer

This task is to an open book assessment that is to be completed during class time. Students must submit this task (i.e. their workbook) prior to the end of the course.
Students are to complete all tasks and answer them correctly. If incorrect answers are provided, identify the gaps in their knowledge and understanding and work with them to arrange reassessment. 

Monitor students as they complete the task and assist those who may be finding the questions difficult. Consideration of students’ LLN needs should be given – adjustments may be required in some cases, such as allowing students to answer verbally and also reading the questions to students to ensure their understanding.

Make sure there are plenty of resources available for students to refer to while working. 

Task Booklet Responses
Task 1

Write down at least three types of verbal communication people use in the workplace.   

Students must list three types of verbal communication, which may include any of the three below or others as deemed suitable by the trainer/assessor: 

· Telephone calls

· Video conferences/webinars

· Face-to-face conversations

· Sharing information 

· Discussing work to be done/receiving instructions

· Clarifying details 

· Making arrangements/scheduling appointments

· Passing messages on to others

· Greeting customers/others

· General discussions (ie informal conversations)

· Formal meetings

· Voicemail.

Task 2
For this task you will need to work with the person sitting beside you. For each task there will be two statements – you must decide between you who will be speaking, and then each one will take turns.

Part 1:

Example A has some words that are underlined. Put emphasis on the underlined words when you speak them. Think about the emotions someone would feel when they are saying this. Try to convey the emotions when you say the words.

When you get to Example B, try to keep your voice flat and monotonous. 

	Example A:
	Example B:

	I am so angry with you. I want you to go away now, I can’t even look at you!
	I am so angry with you. I want you to go away now, I can’t even look at you.


	Example A:
	Example B:

	Why don’t you just go away right now! You have messed everything up! 
	Why don’t you just go away right now. You have messed everything up.


Listening to your own voice, what do you think was the difference in the message between Example A and Example B? 

Student should identify that Example A conveyed the emotions much better than Example B. Lack of emphasis and emotion in Example B would not have shown that the speaker was angry, despite the fact that they were actually saying they were.

How did the use of exclamation marks affect how you said the message?

Exclamation marks automatically make the reader raise their voice or put the appropriate emotion to it – in this case anger and disgust.

Part 2:

	Example A:
	Example B:

	I need you to get that report to me as soon as possible. The meeting is at 3pm – we’ve got half an hour!
	I need you to get that report to me as soon as possible. The meeting is at 3pm – we’ve got half an hour.


	Example A:
	Example B:

	I have to go to the hospital right now – my father has been taken there sick. I’m too upset to drive, I need you to take me!
	I have to go to the hospital right now – my father has been taken there sick. I’m too upset to drive, I need you to take me.


Listening to your own voice, what do you think was the difference in the message between Example A and Example B? 

Student should identify that Example B conveyed the emotions much better than Example A. Lack of emphasis and emotion in Example A would not have shown that the speaker was in a rush, frantic or worried, despite the clear urgency of the situation.

How did the use of exclamation marks affect how you said the message?

Again, exclamation marks automatically make the reader raise their voice or put the appropriate emotion to it – in this case panic, upset and even fear.

Task 3

Six different workplace interactions have been listed below. For each one, write down the people (ie the audience) you would encounter and the reason for the interaction.

Student’s responses should be similar to those below.

	Interaction 
	Audience 
	Purpose of interaction

	Meeting to discuss your team’s progress on their project
	Team members, managers, supervisors
	To report, to inform, to get feedback

	Your annual performance review/appraisal
	Manager/supervisor
	To negotiate (i.e. wage, terms etc); to get feedback

	Attending a job interview 
	Manager/supervisor, human resources staff
	To obtain a job, to present yourself as a future employee 

	Networking event related to your industry
	Staff and management from your industry area, similar workplaces
	To develop a professional relationship, to maintain a professional relationship, to learn, to inform

	Ordering stationery by phone
	Supplier, staff in the ordering department
	To make a purchase of stationery for the workplace 

	Dealing with a customer complaint
	Customer, manager/ supervisor
	To negotiate, to fix problems, to ensure a mutually acceptable outcome


Task 4

Tick the correct column below to show your understanding of open and closed questioning.

	Question
	Open
	Closed

	‘Is this the right place?’
	
	(

	‘What type of features are you looking for?’ 
	(
	

	‘Do you want that report now?’
	
	(

	‘Can I go to lunch early today?’
	
	(

	‘How long are you going to be?’
	
	(

	‘Why do you want this job?’
	(
	

	‘How do you feel about working some overtime next week?’
	(
	

	‘How can I help you?’
	(
	


Task 5

Over the course of a week note down new words you have learned and added to your vocabulary. 

Write what the word means in the table below. Use a thesaurus to find out other words similar to this one…
Answers will vary between students; however, they should demonstrate the ability to recognise and add new words to their vocabulary. They should also be able to identify similar words (preferably by using a thesaurus, but they may already identify synonyms without one).
Task 6

For each communication type below, write down a suitable form of communication medium. Think about equipment you might use in some of these situations.

	Communication
	Medium

	A meeting with your supervisor in the workplace
	Face to face

	A presentation to a small group of people in which you have lots of images to show
	Face to face, projector 

	Getting an appointment at the doctor 
	Telephone, mobile phone

	Talking to your supervisor while they are overseas on a business trip
	Telephone or Skype, Facetime etc
computer, mobile phone

	Networking with people in your industry
	LinkedIn, Facebook etc
computer, mobile phone

	Keeping friends who live overseas up to date with your photos
	Instagram, Facebook etc
computer, mobile phone

	Giving customers information about products and services
	Face to face or written (i.e. brochures, information on websites)


Task 7

Your trainer/assessor will use five different forms of body language with facial expressions. Write down the feelings you think he/she is trying to display or the message they are trying to tell you.

	Expression 1
	Student should identify that you are showing happiness

	Expression 2
	Student should identify that you share a secret or imply a secret by winking

	Expression 3
	Student should identify that you are indicating they should be quiet

	Expression 4
	Student should identify that you are showing sadness

	Expression 5
	Student should identify that you feel cold


Note to the trainer/assessor: Pull the following faces and actions: Smile to portray happiness, wink as if you have a secret together, hold up your finger to your lips in a “shhhhhh” motion indicating the students should be quiet, turn down your mouth to look sad, and shiver holding your arms to indicate that you are cold.

Task 8

Pick a situation in which you can discreetly observe two people in conversation. The interactions should occur in a workplace environment. Situations might include:

· when you are out at a shopping centre, such as customers and salespeople

· during this course, such as a trainer talking to a student or a co-worker 

· someone being served in a restaurant or cafe

· people in a bank or other service workplace or environment.

The idea of this task is to watch how they communicate with each other non-verbally. Do not sit too close to the people you are observing – you do not want to be influenced by what they are saying. You could even sit outside and watch discreetly through a window…
Students are to demonstrate the ability to observe others (preferably in a workplace environment – make adjustments if they have difficulty with this, such as learning to observe in the training environment). They should be able to identify a range of non-verbal cues and body language, and connect these to feelings and emotions. 

For this task you must emphasise the importance of not intruding on the people they are observing. They should not follow people or make a nuisance of themselves. They should remain at a distance where they cannot hear the conversation. Make sure that the students understand that they should change the focus of their observation if they feel the conversation may be getting out of hand (for example, leading to conflict or something else undesirable).

Task 9

In this activity you will be placed into small groups. Talk with your group members about these topics:

· What culture/cultures do you think you belong to? 

· How do you feel part of a larger community? 

· What experiences have you had that have helped you understand more about other cultures?

· What situations have you been in where you have noticed that someone is from a different culture or has different abilities? How did you and other people treat this person? Do you think your behaviour (and that of others) was appropriate and fair to the person?

· What can you do to ensure others feel you are treating them with respect, courtesy and sensitivity?

Students are to be placed in small groups, preferably no more than three or four. This activity is to encourage them to think about their place in the community, the culture/s they belong to (or recognition of their culture/s if they have been previously unaware) and how they have previously treated people from other cultures or those who have different abilities. They should also be able to recognise culturally inappropriate behaviour. Observe each group and listen to their discussion. Keep a close eye on the students and put an immediate stop to any culturally inappropriate/ insensitive comments or discussions. 

Task 10

Write about why or how someone may discriminate against people on the grounds mentioned above. You can think of examples you may have seen or heard of yourself, from others of from news articles.

Student needs to choose three of the grounds mentioned in their learner guide and write about how someone may discriminate against someone on those grounds. Examples are provided below:

	Grounds
	Way in which someone may discriminate a person on this basis

	Race
	Somebody who doesn’t want to work with someone, or doesn’t want to associate with them because they are a different colour to them. 

	Gender
	A woman not getting a job because she may become pregnant.

	Sexual orientation
	Making a joke about somebody who has a different sexual preference to their own.


Task 11

Do you think this is appropriate behaviour in the workplace? Circle the correct answer and explain your response below by identifying which grounds they may be discriminating against.

Students need to answer no for each question and provide an appropriate reason for their responses.

Sample answers are included below.

Telling jokes about people from other cultures or countries.                              YES             NO
This would be offensive and may cause somebody to be upset and feel uncomfortable. It is not acceptable to tell jokes that make fun of somebody’s culture, nationality or customs. This is discrimination on the basis of social origin, national or ethnic origin.

Belittling somebody about the political party they support.                                   YES          NO
This is discrimination on the basis of political opinion. We are all entitled to freedom of political opinion and you may not discriminate against somebody on this basis.

Copying somebody who limps.                                                                               YES         NO
This is unkind and against the law. This is discriminating on the basis of a disability. We need to make sure everyone at our workplace feels welcome and valued.

Task 12

Write down three types of Australian slang that might not be understood by someone from a different culture.

There are many examples of slang therefore answers will vary, however sample responses might include:

· Ace

· Awesome

· Arvo

· Booze bus

· Bril

· Ripper

· Docket

· Doovalacky

· Having a lend.

· And many others.

Task 13

Research the Internet and find out why these gestures may be considered offensive in other cultures.

Brief sample answers below.

	Using the left hand
	The left hand in Arab cultures is considered unclean and should not be used to eat, drink or offer items.

	Pointing at someone
	Considered incredibly rude in Middle Eastern cultures, as well as in China, Japan, Indonesia and Latin America for example. In Africa pointing should be only at objects and never at people.

	Thumbs up
	It is considered a rude gesture in many cultures, as in ‘up yours’. Some countries also count using the upright thumb as number 1, but it means number 5 in Japan.

	Wiggling your index finger at someone to get them to approach
	Very rude in Asian countries – used to only call dogs; offensive in Slovakia, China, East Asia, Malaysia, Singapore and the Philippines. 


Task 14

Part 1:

Write down three barriers that may make communication in the workplace with co-workers or customers difficult.

Students need to identify at least three barriers to communication. They can be from the list provided or be others deemed appropriate by the assessor.

· Limited English

· Hearing impairment

· Intellectual disability

· Speech difficulties

· Loud noise in the workplace.

Part 2:

Tick the correct column to show you know what to do when you come across language barriers with other people in the workplace, whether customers or co-workers.

	I should…
	Yes
	No

	Raise my voice so the person can understand me better
	
	(

	Draw pictures or diagrams to help them understand what I am trying to communicate
	(
	

	Just let them figure it out, they will get it eventually
	
	(

	Double check that the person understands what I am saying by saying things in a different way 
	(
	

	Ask for help from someone else in the workplace if I am having difficulty getting my message across
	(
	

	Use slang and jargon because it makes my job easier
	
	(

	Use my hands and use gestures when I speak to point out or make things clearer
	(
	

	Make an effort to learn some basic words in the language of someone I work with
	(
	

	Respect the person at all times and demonstrate sensitivity 
	(
	

	Not bother about body language – it doesn’t mean anything
	
	(

	Rush through the conversation just because I find it difficult and awkward
	
	(


Task 15
Tick the correct column to show you know how to maintain positive, confident and trusting relationships with people at work.

	Good relationship building?
	Yes
	No

	I should disagree and argue with someone in front of everyone else
	
	(

	I should let other people take the blame when I don’t pull my weight
	
	(

	I should make sure others in the workplace aren’t bullied 
	(
	

	I should share information with my co-workers
	(
	

	I should tell my supervisor when I think others might not be doing their work properly
	
	(

	I should support my co-workers if they have problems
	(
	

	I should avoid giving feedback because I feel uncomfortable doing it
	
	(

	I should do my own work and not worry about anyone else
	
	(

	I should listen to other people’s knowledge and take on board their opinions
	(
	

	I make sure I stick to my word
	(
	

	I role model positive behaviour
	(
	


Task 16
Use the Internet and find two company style guides. Try to find style guides from two different types of workplaces. Print out the styles guides and submit them with this workbook.

Student submits print outs of two style guides from different companies. 

Task 17
Write down two types of routine problems you think might happen in the workplace. For each problem, write down the cause and what you could do to respond to the problem.

Answers may include any two of those below or others as deemed suitable by the trainer/ assessor:

· Customer complaints.
· Customer orders being incorrect.
· Faulty products.
· Communication issues between staff, which may include conflict situations; language barriers; differences in values; miscommunication; personality differences (i.e. introverted vs extroverted personalities).
· People not understanding workplace procedures.
· Safety issues.
· Errors in the way tasks are being completed.
· Lack of time to complete tasks.
· Lack of information provided to do tasks.
· Changes to workplace schedules/rosters.
· Routine tasks not being completed.
· Equipment faults.
Responses will vary depending on the problems chosen, however some sample answers may include:

· Following workplace procedures to resolve the issue.
· Customer complaints – directing the customer to your supervisor.
· Customer orders being incorrect – directing the issue to the relevant staff member; helping to organise a new order to be sent out immediately.
· Faulty products – organising refund, replacement or warranty.
· Equipment faults – contacting equipment manufacturer or repairer, ensuring the equipment is marked out of order, etc.
· Routine tasks not being completed – talk to colleagues and find out the cause (ie does the person have too much work to do, are they forgetting tasks, do they simply not want to do them, etc).
· Lack of information provided –  ask questions to get more detail, ask for a meeting so that the task can be discussed in detail, etc.
· People not understanding procedures – discuss procedures, suggest a review of procedures.
· Safety issues – suggest a workplace safety check, report issues immediately to supervisor, suggest ways of controlling risks etc.

Task 18
Imagine you come across a problem in the workplace, and you have some ideas about how to make things better. Who could you get some feedback from?

Answers may include supervisor/manager, colleagues, team leader, coordinator etc.

Task 19
Why is it important to review strategies for improvement with others in the workplace? Write down two reasons.

· Answers may include any two of those below or others as deemed suitable by the trainer/assessor:

· To make sure the strategies are suitable for everyone who might be affected by any changes.
· To give other people a chance to contribute to strategies.
· To get approval from your supervisor to proceed with the changes.
· To make sure you are dealing with the problem in line with workplace procedures.
· To make sure your strategies are appropriate.

Part B

Task 1
The student will have submitted the Staff Details form filled in correctly and in a neat manner.
Task 2 – Workplace priorities

You have just started your second week at ABC Incorporated. It is now 17 February. 

You have a lot of work to do and you are worried that you might forget to do something. You want to make a good impression on those you work with.

ABC Incorporated has procedures to help their staff manage their workload, one of which requires staff to complete a to-do list at the beginning of each week. This helps everyone identify their priorities and arrange their daily work. 

Tasks are put in order of high, medium and low priority…  

The students will have downloaded a copy of the Microsoft Word file from their course. 
The student demonstrates they can organise a workload and prioritise tasks based on information provided. Answers provided below. Note that the student may give a date for the final entry (i.e. last day of February, first working day of March) – there is no right or wrong date, however they must schedule it as a low priority and note that it must be completed by 6 March.

	Priority
	Task
	Report to
	Date due

	High
	Add data to client spreadsheet 
	Gordon
	Today, 2pm 

	High
	Fill out pay details form 
	Priya
	19 February

	High
	Meeting to discuss work
	Ashok
	Today, 11am

	Medium
	Meeting to discuss clients
	Gordon
	20 February, 11am

	Low
	Print report 
	Janine
	24 February

	Low
	Write up meeting notes
	Ashok 
	Before 6 March


Task 3 – Case study

Elin is on her third day of work. She is working at the reception desk at a real estate agency. She has been working with Marianne, who has been at the agency for five years and is very helpful.  This is Elin’s first job.

Elin is quite shy and finds it difficult to communicate with people. Fortunately, she has quickly developed a good rapport with Marianne and finds it easy to ask her questions if she runs into problems. 

Marianne has to attend a meeting with the director and the rental team. She tells Elin that this meeting will go for two hours. So far the day has been quiet – Elin should be okay during this time.

Marianne has been in the meeting for half an hour when Elin gets a phone call. It is a tenant who is calling to complain that a member of the rental team has come and done the six-monthly inspection ahead of time. They were due next Friday but turned up a week and a half ;f early. The only evidence of the inspection is the staff member’s business card, which was left on the kitchen bench.

The tenant is very angry as they feel their privacy has been invaded. They are practically yelling at Elin. They demand to speak to the person who did the inspection. The staff member is in the meeting with Marianne and the director.

Elin becomes very upset and puts the tenant on hold. In her panic she accidentally cuts them off – she hasn’t mastered the phone system yet. The tenant rings back straight away and starts yelling at her again. Elin is almost in tears – it is not her fault and she doesn’t know what to do. Marianne did not say if it was okay to interrupt the meeting.

Write down the problem that Elin is having.

Elin is struggling to deal with a tenant’s complaint.

What has led to Elin being put into this situation? Write down at least two things.

Any of the following or the assessor’s judgment will be sufficient:

Elin has been left alone without supervision; the rental staff member has not followed procedure regarding notifying the tenant; Elin has not been fully trained in how to use the phones; Elin is not confident in dealing with customer complaints; etc.

Write down at least three things that could be done to make Elin feel more confident if there was a customer problem in the future.

Answers may include:

· Ensuring someone is available to supervise Elin if Marianne has to go to meetings or is otherwise unavailable (for a couple of weeks or until Elin is more confident).

· Give Elin training in the phone system – give her a manual on the phone system, a quick reference guide she can have near the phone, have someone spend some time teaching her, etc.

· Give Elin training in customer service skills – send Elin to a course, get Marianne or another senior staff member to go through some strategies, show Elin the customer service procedures.

· Ensure Elin learns about agency procedures so she can handle customer enquiries – have a proper induction process, give her the procedures manual, show her where the electronic files are located, get her to sign off when she has read and understood all procedures etc.

· Ensure Elin knows who to transfer calls to in the workplace – give her a list of phone numbers by her phone, show her the directory on the computer system, ensure her phone has shortcuts/extensions programmed into it.

Have a short meeting with your trainer/assessor and talk to them about your ideas (i.e. strategies). 

Make sure you communicate confidently and appropriately to your trainer/assessor. Imagine this was a work station and your trainer/assessor is your supervisor. Remain respectful and courteous during the conversation.

During this discussion your trainer/assessor will give you some feedback. Write down this feedback and make changes to your strategies if needed. This feedback and review session will give you some practice for the next assessment task.
Write your feedback below:
Student communicates appropriately with you, using appropriate communication techniques based on the type of situation (i.e. feedback and review meeting). Give the student some suitable feedback about their work. This discussion (and somewhat the task itself) will help them get used to the feedback and discussions session that will occur in Assessment Task 3. Make sure you give the student as much relevant and constructive feedback as possible.

Part C – Case studies
Note to the trainer/assessor: 
This is a simulated workplace task. Students will complete this assessment using the information provided in the case study they choose, working as though they were in a real workplace. You can place students in pairs or let them pair up – your decision will ultimately depend on the dynamics of your student group.
Make sure you are on hand to provide students with guidance at any stage during this task. It is a large task that combines components from all three units in this cluster and students may find it initially overwhelming due to the amount of text that needs to be read.

Depending on the needs of your student group, you may like to read each part to the class and make sure they understand what is expected of them before they begin. This also gives students the opportunity to ask questions and clarify any concerns. Students will also have an understanding of the case studies and what they need to do before they actually sit down to start the work.
It is important for students to do as much work as possible in the lessons provided. This means you can monitor them and offer assistance if you notice anyone who is having difficulty. Students can go out and look at relevant businesses and do other non-Internet related research as part of their homework time. 
Part A: Research 

1. Review the problems in your workplace and use Microsoft Word to document them in bullet point format.

2. Research the issues your workplace is having. For example, you will need to research ways of improving workplace sustainability for Case study 1, workplace safety for Case study 2 and customer service for Case study 3. 

Issues for each case study include (in point form):

· No recycling is done of any kind

· No energy saving features (ie computers and printers)

· No energy saving globes

· Equipment not environmentally friendly (ie printer)

· Staff don’t seem interested in sustainability

· Sensitive information is being left out in the open for anyone to see (a legislative requirement which will demonstrate students’ understanding of basic privacy principles; students may not identify this, you can ask them about this during your meeting to ensure they understand the reason why this was included)

· Risks to health and safety of those in the workplace (a legislative requirement, see above)

· No access for those in wheelchairs (a legislative requirement, see above)

· Use the Internet to do your research – use a range of websites to get information.

· Print out the information you find. You will need to use this later to write a report.

Student researches a range of Internet websites and provides copies of research.

· Get information from other sources. You can talk to your trainer/assessor, your friends and family, or people who have jobs in similar workplaces. 

· Check out some local businesses for ideas about what they do. Think about places like Officeworks, Bunnings and other professional workplaces.

Student can do this during homework time. They should be able to identify things such as (examples):

· Uniforms of staff to make them identifiable 

· Sustainable practices – ie use of energy saving features (such as on products available for demonstration, energy saving lights, recycling bins etc)

· Customer service strategies – ie customers are polite, friendly, helpful, ask you if you need help, remain professional etc

· No customer data left out to be seen by others (ie data on computers, paperwork etc)

· Bright open spaces

· Corporate colours used in uniforms and as part of paintwork, fixtures, signage

· Products in places where you would expect to find them

· Signage to indicate where items are kept

· No safety issues

· Signage or barriers up if there are safety issues, or controls in place (ie water spills, wires and cables tied up etc)

· Staff wearing protective gear based on the work they are doing

· Others as noted

· Use Microsoft Word and type out what you have learned. 

Student demonstrates uses of appropriate workplace technology to do tasks.

· Use your research to identify what can be done to improve your workplace. You will need to identify three things. Write your ideas in point form at this stage.

Student picks three improvements to focus on. Improvements may include:

Case study 1: energy saving features; getting a recycling bin from the council; training staff about sustainability; putting procedures in place; new energy efficient technology; what to do with toner cartridges etc

Case study 2: safety training for new staff; refresher training for long term staff; safety procedures in place; make sure forms and documents are easily located; housekeeping; chemical storage safety; protective gear to be worn; safety gear on equipment; vehicle safety etc

Case study 3: customer service training; customer service charter/procedures; what to do about 20c bag fee; safety issues; housekeeping; access and egress issues; not a welcoming store; staff are rude and disrespectful; staff are in the wrong department based on skills; lack of uniform etc

· Meet with your workplace supervisor (played by your trainer/assessor). Show them your notes about the problems you found, the research you did and your ideas for improvement.

You will be given some verbal feedback about your research. 

Takes notes during this meeting so you can remember what is talked about. 

Your supervisor will ask you some questions that will show you understand the issues in the workplace, based on the case study information.  

Use appropriate verbal and non-verbal communication techniques during this conversation. You will get some feedback about your communication.

At this stage you should take note of whether the information gathered by the students and the improvements they have identified are enough for them to complete this task. Ask them some questions to show that they understand what they are doing, and to check their ability to communicate verbally. 

Remember that you are playing the role of their workplace supervisor. Questions you ask will vary according to the work they present and their interpretation of the case studies, but could include:

· You haven’t written down anything about that Stanley knife being left out. I think this was a big problem. What can we do about it? (Case study 3)

· What legislative requirement have we breached? Tell me why this is not a good thing. (All case studies, privacy, OHS/WHS, anti-discrimination)

· Why do you think we have a 20c fee on our bags? Why do you think customers dislike this? (Case study 3)

· I haven’t seen any accident reports. I didn’t know all of these things were happening. Why aren’t they being filled out? (Case study 2)

· Why are our electricity bills so high? What can be done to make them cheaper? (Case study 1) 

The point of the conversation is to check that the students can communicate with you in a manner that is suitable for a workplace environment. Check that they pronounce their words clearly, answer in a way that shows they have listened and understood your questions, avoid using slang or jargon, etc.

Also keep an eye on their non-verbal communication. Do they look defensive? How are they taking the feedback you are giving them? Are they taking the task seriously? Do they look bored?

· After the meeting review the feedback and make any changes suggested.

Students should demonstrate the ability to take on board and work with the feedback given.

You will need to submit the following for of Part A:

Your research notes and ideas for improvement 

Your notes from your meeting with your workplace supervisor (i.e. trainer/assessor).

Student submits each item above and completes Part A within the timeframe prescribed.
Part B

Now it is time to put your research into a short report…. 

The written documentation must present the ideas clearly and concisely so that the reader can understand the research undertaken and strategies for improvement identified. The report should detail all items as listed above. Consider the LLN needs of the student – the writing and structure may not be perfect, as long as they have communicated the requirements of the task to the best of their ability. There should be no spelling and grammatical errors (or minimal).

Student follows the Style Guide.
Student submits the items detailed above and completes Part B within the timeframe prescribed.

Part C: Giving your presentation 

· You and your partner are to present your report to your classmates and your trainer/assessor…. 

Guidelines for presentation:

Before starting the presentations, run through some house rules with the students about how to behave during the presentation. The rules should be for both the audience and the presenters. Talk about projecting confidence, being courteous and polite, not laughing or making fun of each other (i.e. social protocols). Talk to the students about how they may be called upon to do presentations in the workplace, and they should use this task as a practice opportunity and learn from it. The student must be able to demonstrate at all times (as an audience member and a presenter) that they understand and follow the rules/guidelines. 
The presentations should be somewhere within five minutes in length. It is a good idea to observe the students rehearsing in class and see how long they are taking. You may need to give them some feedback about extending or reducing their presentation (i.e. 10 minutes may be too long).

Look for the following things when the students give their presentations:

· Student provides information in a clear, concise manner. The student is easy to understand and works with their partner to present their work. They use a range of communication techniques (such as pitch, volume, inflection, tone etc) to keep their speech interesting and engaging. They speak clearly and avoid using terms that the other students may not understand (such as those they may have come across in their research; other students doing other case studies would not have encountered these terms or topics). 

· Student should also consider individual differences when giving their presentation. 
Part D: After your presentation 

Question time:

Encourage the student audience to ask questions about the presentation. Student must be able to handle question time maturely and courteously. They must listen carefully to all questions that are asked and ensure their body language shows they are interested and engaged in the questions and audience members. Their verbal communication should be appropriate and clear.

You should ask the pair some questions based on their presentation, even if just one question each. Your questions will vary according to how well they have presented their information. They may have been vague in a particular area or not expressed themselves clearly in one spot. Perhaps they used jargon somewhere and it needs to be clarified.
Review and feedback:

Think about your performance during the presentation. Write down the things you think you did well and things you might need to improve.

Student demonstrates the ability to review their own performance. You will discuss this below.

· Talk to your partner and get some feedback from them about your performance. Take notes about what they tell you.

Student obtains feedback from their partner. Check the feedback and see what their partner said – if it was relevant and appropriate and relates to the student’s review of their own performance.

· Give your partner some feedback. Make sure it is constructive feedback – ie things they can work on to do better next time. Do not make fun of your partner or make them feel bad. This is not the purpose of feedback.

Student demonstrates the ability to communicate appropriate feedback to their partner. They are respectful and courteous during this process.

· Meet with your trainer/assessor to discuss your review of your own performance. Note that your trainer/assessor will not be playing the role of the workplace supervisor at this stage.

You should meet with both students and review their work and performance together. Students should be able to effectively communicate to you their review of their own performance. Their discussion should match with their written notes.

Check their notes and see how realistic their review of their performance is – for example, you may believe they are being overly critical, or perhaps they thought they were doing well in an area that needs a bit of improvement. For example, maybe they thought the speed and volume of their voice was okay. But in reality perhaps they spoke too loudly and too fast. 

· Talk to your trainer/assessor about the feedback you gave each other.

Students should be able to effectively communicate what they thought of each other’s’ work on the project. 

· Your trainer/assessor will give you both some helpful feedback about your project and how you communicated your findings in your presentation. 

All feedback you provide should be positive and used for the basis of improvements. Make sure the student is given some constructive feedback in areas that they can work to enhance in their future. Types of feedback provided will vary between students.

· Take notes about this feedback.

Student demonstrates the ability to take accurate notes of your discussion.

· Feel free to ask your trainer/assessor any questions if anything is not clear.

Ask the student if they have any questions about the feedback you have given them or anything you have discussed. It is not imperative for the student to ask questions, however.

You will need to submit the following for Part D:

Your notes about your performance 

The feedback received from your partner 


Your notes from your feedback meeting with your trainer/assessor.
Student submits the items detailed above and completes Part D within the timeframe prescribed.
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