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Introduction
This set of assessment tools is for the cluster of units of competency FSKWTG009 Write routine workplace texts, FSKOCM007 Interact effectively with others at work and FSKLRG009 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.

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.
These tools provided in this booklet include:

· Summative Assessment Tool – the document that may be extracted from this booklet for students to do their assessment tasks (Section 3)

· Supplementary Assessment Tools such as observation records, Third Party Reports, etc. (Section 4)

· Assessment Record Forms for use by the assessors to record the decision-making process. (Section 5)

Additional assessment related support materials may also be found in the following RTO provided documents:

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

· Marking Guide including a guide to assessors about acceptable answers to the assessment tasks as well as a guide to assessors on the process of assessment.

· 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 several 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 set 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 provide participation appropriate to 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  

· judgement 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.
Section 2 - 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 units of competency FSKWTG009 Write routine workplace texts, FSKOCM007 Interact effectively with others at work and FSKLRG009 Use strategies to respond to routine workplace problems and other information relevant to it.

It contains the following information:

2.1 
Elements of competency and performance criteria

2.2
Assessment requirements 
2.3 
Dimensions of competency

2.4
Foundation skills
2.5
Skill sets

2.6
Recognition of prior learning (RPL)
2.1
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.

Please refer to the separate mapping document that aligns the assessment tools with the specific components (performance criteria, elements, knowledge, skills and conditions of assessment) of the units covered by these assessment tools. 
2.2
Assessment requirements 

FSKWTG009 Write routine workplace texts covers the skills and knowledge required to to write formal and non-formal routine workplace texts and could be used for a variety of writing types and purposes in printed or digital formats, including letters and emails, instructions, quotation for proposed work factual texts, incident or accident reports, application letter, forms, or formatted job reports.
It applies to individuals who perform a range of routine workplace math tasks using a limited range of practical skills and fundamental knowledge equivalent to Australian Core Skills Framework (ACSF) level 3 to undertake a vocational training pathway or workplace tasks. The user will work within a defined context under direct supervision or with limited individual responsibility. 

The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements
· Knowledge evidence: the scope and depth of knowledge required
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required
FSKOCM007 Interact effectively with others at work covers the outcomes, skills and knowledge required to interact effectively with others – external clients and internal staff, such as giving or responding to spoken instructions, responding to customer queries and complaints, negotiating with co-workers and management, explaining a workplace procedure, or taking telephone calls from the public or internal staff.
It applies to individuals who perform a range of routine workplace math tasks using a limited range of practical skills and fundamental knowledge equivalent to Australian Core Skills Framework (ACSF) level 3 to undertake a vocational training pathway or workplace tasks. The user will work within a defined context under direct supervision or with limited individual responsibility. 

The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements
· Knowledge evidence: the scope and depth of knowledge required
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required
FSKLRG009 Use strategies to respond to routine workplace problems covers the outcomes, skills and knowledge required to identify routine workplace problems and strategies to respond to the problems.
It applies to individuals who perform a range of routine workplace math tasks using a limited range of practical skills and fundamental knowledge equivalent to Australian Core Skills Framework (ACSF) level 3 to undertake a vocational training pathway or workplace tasks. The user will work within a defined context under direct supervision or with limited individual responsibility. 

The assessment requirements consist of three criteria:

· Performance evidence: details the skills to be demonstrated, the consistency of performance (for example, on how many occasions, in what range of situations, using what range of equipment) and any licensing, regulatory or registration requirements
· Knowledge evidence: the scope and depth of knowledge required
· Assessment conditions: specify where assessment can take place, what resources are required and what interactions with other people are required
Performance evidence

The performance evidence for the unit FSKWTG009 Write routine workplace texts consists of the completion of tasks contained in the elements, performance criteria and foundation shills through the provision of evidence to write and review two of the following different routine workplace texts:

· email or letter for routine workplace communication

· formal email or letter to client, supplier, contractor or human resources

· covering letter for job application

· routine report, for example, accident or incident report

· instructions for using every day technology, for example, machinery or equipment

· factual text, for example, job history as part of an application letter, or text following workplace guidelines

· performance appraisal review form and personal goals

· record of customer comments regarding quality of service provided

· notes from a short workplace discussion.
The performance evidence for the unit FSKOCM007 Interact effectively with others at work consists of at least one event where the candidate:

· participate in spoken interactions appropriate to audience and purpose 
· review own performance to identify areas for improvement
Note: Where a specific volume and/or frequency is not specified, evidence must be provided at least once.
The performance evidence for the unit FSKLRG009 Use strategies to respond to routine workplace problems consists of at least one event where the candidate:

· identify workplace problems
· propose appropriate strategies to respond to problems 
· respond to feedback as appropriate 
Note: Where a specific volume and/or frequency is not specified, evidence must be provided at least once.

Knowledge evidence
The knowledge evidence within the unit FSKWTG009 Write routine workplace texts consists of consists of the completion of tasks contained in the elements, performance criteria and foundation shills including knowledge of:
· common features of a range of routine workplace texts and their uses

· purpose of different text types, formats and layouts to communicate relevant information and ideas to differing audiences

· techniques for planning routine workplace texts

· methods to organise and sequence information

· informal and formal register and relevance to different workplace audiences and purposes

· grammar and vocabulary appropriate for routine workplace texts

· acronyms and idioms relevant to workplace

· punctuation appropriate to routine formal workplace texts and techniques to use as an aid to meaning

· strategies to spell unfamiliar words

· use and application of automated writing assistance tools, such as spellchecking devices

· techniques to proofread, review and revise texts.
The knowledge evidence within the unit FSKOCM007 Interact effectively with others at work consists of demonstrating the following:
· oral communication strategies for spoken interactions 
· non-verbal communication for spoken interactions 
· grammar, vocabulary and pronunciation for spoken interactions
The knowledge evidence within the unit FSKLRG009 Use strategies to respond to routine workplace problems consists of demonstrating procedures for accessing and using digital technology.
· factors contributing to routine workplace problems
· a range of strategies for problem solving 
· sources of advice and feedback
Assessment conditions
Assessment texts and tasks must reflect those typically found in the workplace.

Individuals can access own familiar support resources and the following must be available:
· functioning computer and keyboard when digital information is being written in the performance evidence

· paper-based or electronic dictionary

· paper-based or electronic thesaurus

· automated writing assistance tools utilised in the knowledge evidence

· own familiar support resources.

Appropriate resources – office equipment, business resources, workplace documents and opportunities for interaction with other people – are made available.

Culturally appropriate processes and techniques suited to the language, literacy and numeracy capacity of individuals and the work being performed must be used.

Reasonable adjustments can be made to ensure equity in assessment for people with disabilities.

Assessors must satisfy the NVR/AQTF assessor requirements, have a sound knowledge of the ACSF and have demonstrable expertise in the vocational contextualisation and assessment of the core skill - numeracy
2.3
Foundation skills

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

	Skill
	Performance
Criteria
	Description

	Learning
	
	· Foundation skills essential to performance are explicit in the performance criteria of this unit of competency

	Reading
	
	· Reviews textual information to identify and interpret communication requirements and organisational standards

	Writing
	
	· Develops simple written texts using appropriate grammar, spelling and punctuation in accordance with organisational formats  Completes workplace forms and texts in accordance with organisational conventions and legislative requirements

	
	FSKLRG009
	· Records feedback from trainer or supervisor

	
	
	· Explains ideas and requirements clearly and listens carefully to verbal instructions and discussions 
· Asks questions to confirm understanding

	
	FSKLRG009
	· Discusses problem-solving strategies with trainer or supervisor

	Problem solving
	FSKLRG009
	· Identifies problems and plans strategies for responding to them 

	Planning and organising
	FSKLRG009
	· Develops strategies to respond to problems

	Navigate the world of work
	
	· Understands responsibilities of role and complies with legislative, regulatory and organisational requirements

	Interact with others
	
	· Recognises common cultural and other differences of people in the work context and makes adjustments to accommodate the differences 
· Follows accepted communication practices and protocols to assist in building and maintaining positive working relationships

	Get the work done
	
	· Plans and implements routine tasks and workload making limited decisions on sequencing, timing and collaboration, seeking assistance in setting priorities
· Uses digital technology to find, record or communicate basic information


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

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

Your role is to:

· when planning your assessment program, identify where foundation skills are embedded in the unit of competency and how learners can demonstrate they have acquired the skills 

· encourage learners to record in the template that follows the Final Assessment the activities they have performed that demonstrate specific foundation skills; they can do this after completing each chapter in the learner guide.

2.4
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.
2.5
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

Section 3 – Summative assessment tools
Assessment is all about collecting evidence and making decisions as to whether a learner has achieved competency. Assessment confirms that the learner can perform to the expected workplace standard, as outlined in the units of competency.

This section contains the summative assessment tools that are to be used in assessing this unit of competency.  The assessment tools have also been mapped against the requirements of unit assessment; these may be reviewed in the TEIA document FSK20119 Mapping Guide.     Assessors can use this mapping information to complete required assessment records.

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

Section Three contains the summative assessment. This should be extracted from this assessor’s booklet and provided to the candidate.
Part A of the assessment is a completed Task Booklet from the unit.
Pages 16 to 30 are to be extracted by the assessor for use as the summative assessment task – Parts B, C and D.
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	Assessment – Numeracy Cluster


Assessment of Competencies:  
FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems


Purpose of Assessment:

This assessment activity is designed to assess your skills and knowledge across the whole of the units - FSKWTG009 Write routine workplace texts, FSKOCM007 Interact effectively with others at work and FSKLRG009 Use strategies to respond to routine workplace problems. Wherever possible the units will be assessed as part of your normal work function and activity. It may be integrated with other units of assessments. 
Competency in this unit needs to be assessed over time (e.g. weeks), in a range of contexts (e.g. in differing functions with your workplace or potential workplace, and on multiple occasions (i.e. at least three occasions) involving a combination of direct, indirect and supplementary forms of evidence (as negotiated with your assessor and listed in the assessment strategy for this course).

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

Conditions of Assessment:

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

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

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

To complete this assessment activity, you need:

· Access to a computer with word processing software and printer.

· Internet access.
· Pen and paper; and, 

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

This is an ‘open book’ assessment activity.

Part A of your assessment in this module is covered by your submission of the completed Task booklet for this module. This completed booklet must be submitted to your trainer/assessor before the end of the course.
Instructions:

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

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

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

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

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

Important: Remember you must submit your completed Task Booklet as part of the assessment for this cluster of units. Your completed Task Booklet forms Part A of the assessment.
Part B
Student instructions

Read the information provided below and complete all three tasks.

Task 1 – Written communication 

It is 10 February 20XX. You have just started a new job at Temperate Wholesalers Pty Ltd. Priya, the Human Resources Manager, has given you some paperwork to fill out so she can create a personnel file for you.

Use the Staff Details Form on the next page. Make sure you read the instructions carefully and fill out all parts of the form. Keep your handwriting as neat as possible. 

If you make a mistake, cross it out and put your initials beside it. Then write the correct text beside it.

Scan your completed form and include this with the other assessment tasks in your email to your assessor.

	STAFF DETAILS FORM

Please fill out this form and return it to Human Resource Manager by the end of first day of work. All information requested on this form is needed to ensure appropriate employment records. All information is collected in accordance with the Privacy Act 1988 and Temperate Wholesalers’ company Information Privacy Policy.  Please ensure you attached all requested forms and documentation. 

Contact details

Surname:

Title: 

Gender:   M    F

First name:

Middle name/s:

Date of birth:          

              /           /

Place of birth:

Home address:

Postcode:

Postal address:
(if different from above)
Postcode:

Home phone: (            )

Mobile:

Email:

Do you speak any language/s other than English?

Date of employment commencement:

Next of kin details

Name:

Relationship to you:

Address:

Postcode:

Home phone:  

(            )

Work: 

(             )

Mobile: 

Email:

In case of emergency contact

Name:

Relationship to you:

Address:

Postcode:

Home phone:  

(            )

Work: 

(             )

Mobile: 

Email:




	Medical details (for emergency purposes only)

Doctor’s name:

Address:

Phone:

Medicare no:

Do you have any allergies?  If yes, please give details.    No
  Yes     
In the event of any illness or accident, I authorise the person in charge, to obtain on my behalf any medical assistance I require. I understand that I am responsible for any such medical costs.

Signature:

Date:

   /        /

Print name:




Task 2 – Workplace priorities

You have just started your second week at Temperate Wholesalers. 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.

Temperate Wholesalers 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.  

You are provided with a to-do list template as a Microsoft Word file – this has either been emailed to you or you have downloaded it from your on-line course. Use Microsoft Word to fill out the list.

Refer to the information below and type into your template:

· your tasks 

· when they need to be done by 

· who you report to for the task? 

· their urgency (i.e. high, medium, low).

Your tasks:

· Priya needs you to fill out a form with your bank details so you can be paid. This must be done by 19 February otherwise you will miss your first pay!

· Janine needs 15 copies of a report printed by 24 February. 

· Gordon needs you to put some data into a spreadsheet for a client before he meets with them at 2pm today.

· Your manager, Ashok, wants to meet with you to discuss how you are doing. He has time this afternoon to meet with you. This is an important meeting and wants to do it before the end of the day. He has a conference call between 2pm and 3pm. You finish work at 4.30. Ashok says the meeting will only take an hour at the most.

· Gordon wants to meet with you and talk to you about his clients so you know who they are and where they work. He said the meeting is important but not overly urgent. He says this could happen on Thursday at 11am.

· Ashok has some handwritten meeting notes that he wants you to type up in Word. He tells you this can be done when you have some spare time – he won’t be meeting with the client until 6 March.

· Include a digital copy of your to-do list in the assessment items you are emailing to your trainer/assessor. 

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


1.      

2.      

3.      

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 workstation 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:
     
Part C – Case studies
Student instructions

In this project you will demonstrate the skills and knowledge you have learned in this cluster. 

This is a large project that will require you to work with one of your classmates; if this is not possible, then negotiate a solution with your trainer/assessor. 

You will each need to take responsibility and work together to complete the project.

Three case studies have been provided below. Each one is about a workplace that has some problems. Read each case study and work out with your partner which one you would like to use for your project.

You will then need to do the following (more detail is found after the case studies):

1. Identify the problems and strategies for improvement.

2. Research strategies using a range of sources.

3. Discuss your strategies for improvement with your trainer/assessor and get some feedback.

4. Use your research and discussion with your trainer to write a report about improvements.

5. Summarise this information in a presentation to your class using appropriate communication techniques.

6. Answer some questions from your classmates after your presentation. 

7. Review your performance.

8. Give your partner some feedback.

9. Get feedback from your trainer/assessor about your performance.

Note: This is a simulated workplace task. Your trainer/assessor will play the role of your workplace supervisor and your classmates will play the roles of your co-workers during your presentation. Note that the above points 5 and 6 may be presented through an on-line video lesson.
Case study 1: Sustainability in the workplace 

You work for Double R Accounting. This is a small, family-owned business of 15 staff. You work as the office administrator. The owner of the business is called Ryan Renault.

Audrey has just started working at Double R in a part time role, helping you out three days a week. One day she tells you that the workplace would benefit by being more environmentally friendly. 

You decide to observe your co-workers and their work practices, and note the following:

· Nothing is recycled.

· There is no recycle bin for paper or cardboard.

· There is no recycle bin for bottles and containers. Recyclable items end up in the rubbish bin.

· The printer does not print double sided. 

· Blank sides of paper are not used as scrap/note paper.

· Printer toner cartridges are thrown in the normal rubbish bin. 

· Computers and monitors are not always switched off at the end of the day.

· Normal light globes are used.

· Some lights aren’t turned off at the end of the day. 

· Client files are sometimes left out on desks overnight and over the weekend where they could be viewed by the cleaners.

You decide to talk to Ryan about what you have noticed. Ryan agrees it is time everyone puts in an effort and the workplace becomes more sustainable. 

Ryan asks you to research some ways in which the workplace can be more environmentally friendly. He wants you to present your findings to him and your co-workers using a written presentation.  
Case study 2: Workplace health and safety

You work for Gidley’s Garden Wholesaling. This is a garden centre that sells a range of plants, trees and garden supplies to retail garden nurseries. You are a nursery assistant.  

There have been some small accidents in the workplace recently. Nobody has been seriously hurt. You are worried that one day someone could have a serious injury.

You note the following:

· New staff are not getting any safety training.

· Some existing (i.e. long-term) staff are becoming slack about safety.

· Here is a briefing of accidents that have happened to staff:

· Pete tripped over a hose that had not been put away. His hands and knees were grazed.

· Daljeet almost had weed killer spray spilled over her when an open container fell off a high shelf. 

· Chris was struck by a stone that flew out from a lawn mower while he was mowing the lawn. The catcher was not on the mower. Chris was not wearing long pants or any protective gear.

· Adalita was nearly run over by a ute that was being reversed. The driver of the ute was a new staff member.  

Things you have observed include:

· People leave tools and equipment lying around and don’t put them away or in a safe place when they are not using them for a while. 

· People are not being careful about vehicles such as forklifts, cars and delivery trucks and vans.

· People are not using protective equipment (such as eye protection, gloves, foot protection, overalls, hard hats etc).

· Chemicals are not being put away safely.

· There are lots of hazards such as water on the floor/ground, hoses and electrical wires lying across pathways.

· There is a lack of safety awareness in staff, particularly those who have worked at the nursery for a long time.

· There is a lack of knowledge in new, younger staff members – they don’t seem to think safety is important or interesting.

· It is hard to find safety procedures or workplace forms. This includes Incident/Accident Forms and Safety Data Sheets.

You talk to Geneva Gidley, your supervisor, about the safety issues in the workplace. She asks you to research some ways in which the safety issues can be handled. She wants you to present your findings to her and your co-workers in a written presentation.  

Case study 3: Changes to the workplace 

You have just been hired to work for Harvington Office Supplies. It is a large warehouse-style stationery supplier. You are the new weekend manager. 

You have noticed that sales have been poor for a couple of months. The weekends should be busy times, but they are very quiet. 

You decide to investigate and discover there are lots of customer complaints and other problems.

You discover the following:

· There are some new staff members who don’t know the shop layout very well and have trouble finding stock. This has frustrated some customers.

· ‘Burgz’ has started working in the technology department. He used to work out the back taking deliveries. He doesn’t know much about technology – only stuff about the products he uses himself.

· There is no uniform. It is hard to pick out who the workers are.

· The younger staff openly talk about their personal lives. It is common to hear staff at the registers talking to each other about their weekends. They don’t talk much to the customer they are serving.

· The shop is quite drab and dull – you don’t think it is particularly welcoming. The colours inside don’t match the corporate colours.

· There is no wheelchair access to the store.

· Products are sometimes hard to find or are in strange places. In one aisle food items (such as mints, biscuits, and tins of coffee) are stacked next to cleaning supplies and other chemicals. 

· Customers have complained that some of the younger staff are not respectful and do not want to listen to or answer their questions. 

· Some customers have complained that staff do not offer to help them out of the store when large, bulky purchases have been made.

· Customers have complained about the 20c plastic bag fee.

· Customers have complained about safety hazards – one staff member left an open Stanley knife on top of a stack of boxes they were unpacking and went on their lunch break.

· Aisles are cluttered and messy – it is hard for people to push trolleys around. 

You talk to Angelo Carlton, your supervisor, about the things you have noticed. He asks you to research some ways in which the store can be improve the experience of its customers. He wants you to present your findings to him and your co-workers in a written report which you will present to them.  
After you have picked your case study, you will need to do the following tasks. If you are working with a partner, then make sure you both take equal responsibility for the work being done.

Note: Your trainer/assessor will give you timeframes in which each of these parts need to be completed. Write them down below so you do not forget.
	Task
	Due date

	One
	

	Two
	

	Three
	

	Four
	


Part A: Research 

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

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. 

Remember that research can include talking to people and getting ideas from others.

A process or steps for you to follow:

· 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.

· 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.

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

· 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.

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

You will need to submit the following for Part A:

· Your research notes and ideas for improvement 

· Your notes from your meeting with your workplace supervisor (ie trainer/assessor).

Part B: Drafting your presentation 

Now it is time to put your research into a short report (i.e. no more than one A4 page). You will need to use this report as a basis for your presentation.
Your workplace has the following procedures regarding the style of written documentation. (If you have any difficulties with formatting your document, talk to your trainer/assessor.)

	Style Guide

Fonts

Main text (ie body text): Arial 11 pt. 

Headings: Corbel 13 pt green

Bullets: Black, rounded shape 

Text: Left aligned

Footer: Title of document left aligned; page number right aligned

Header: Name of company in Corbel 15 pt bold green

General

Do not shorten the name of the company.

Do not shorten the names of other companies. 

Refer to staff using the titles Mr, Mrs or Ms. 

Do not refer to staff by using their first name.

Presentation 

All hard copies must be printed double-sided and stapled.

Attach all supporting documentation using a paperclip.

Submit hard copy documentation in a manila folder.


Work with your partner to draft a report that you can present to your classmates. Use Microsoft Word. Your report should:

· Be written clearly and concisely (ie written in a way that is easy for you to understand and summarise when it is time to give your presentation).

· Detail the three problems you identified improvements for.
· Discuss the research you did (such as who you talked to, what you found when you went to similar businesses, what information you found in websites, what you learned).
· Discuss the feedback provided by your supervisor.
· Discuss how these issues can be fixed.
· Discuss how the changes can benefit the workplace, its workers and its customers.

· Follow the Style Guide provided.

Review your report and check it for spelling, grammar and punctuation. Fix up any errors you find.

Print out a final copy by following the instructions in the Style Guide. Don’t forget to include your research print outs and notes.

Submit your folder to your workplace supervisor. They will need to look at it while you give your presentation.

You will need to submit the following for Part B:

· Your manila folder containing your report and research.

Part C: Giving your presentation 

You and your partner are to present your report to your classmates and your trainer/assessor. You are to pretend that your classmates are your co-workers and your trainer/assessor is your workplace supervisor.  

Below are some communication guidelines from the company policies of the case study companies about how to behave during the presentation stage of the assessment. Make sure you follow these guidelines and behave appropriately. 

The point of the presentation is to tell your co-workers about the issues you have found and how you can all work together to make the workplace better for not only yourselves, but your customers too.

Your presentation should be no longer than five minutes. Rehearse your presentation beforehand to make sure you can fill up the five minutes.

During your presentation make sure you do the following:

· Take equal turns. You might like to use different colour highlighter on your report to indicate who is going to say what. 

· Use appropriate verbal communication – for example, consider the tone, speed and volume of your voice. Make sure you keep your audience interested and engaged. 

· Pronounce words clearly. 

· Think about your audience – is there anyone from a different culture or who has particular needs? If yes, make sure your presentation can be understood by them.

· Use words that your audience will understand. Don’t use technical terms or jargon.

· Use appropriate non-verbal communication – for example, consider your body language and how you make eye contact with your audience. Think about your facial expressions and try not to fidget, even if you are nervous. 

· Don’t read your report word for word – try to use your own words to say what you have written down. This will keep your presentation interesting.
	Communication policies for staff meetings and presentations

Speak confidently and clearly

Make sure the volume of your voice is at the correct level, so all can hear you comfortably

Show respect to those you are speaking to

Take cultural differences into consideration

Allow sufficient time to answer questions

Keep your presentation interesting and stay on topic

Be relaxed and comfortable so your audience feels the same way.


Part D: After your presentation 

Question time:

Your audience will get a chance to ask you and your partner questions about your presentation. 

Your workplace supervisor (i.e. your trainer/assessor) may also ask you some questions. 

Take turns with your partner when answering the questions. Make sure you remain professional at this stage – either take turns or politely ask your partner if you could answer the question or if they would prefer to answer it.

Show respect to your audience. Do not laugh or make fun of the person who is asking a question. Think about your body language – are you showing boredom with the questions? Are you getting distracted?

Remember to always treat others as you would like to be treated. 

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.

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

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.

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.

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

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

Take notes about this feedback.

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

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.
Submission

The following items will need to be submitted for assessment. Tick off each one so you know you have submitted everything. 

All items should be typed up in Microsoft Word using the Style Guide provided.

	Item 
	Submitted?

	Your research notes and strategies (Part A)
	

	Your notes from your initial meeting with your ‘supervisor’ (Part A)
	

	Your manila folder containing your report and research (this will have been given to your trainer/assessor at the end of Part B).
	

	Your notes about your performance (Part D)
	

	The feedback received from your partner (Part D)
	

	Your notes from your final meeting with your assessor (Part D)
	


Section 4 – Supplementary assessment tools
Learners must provide evidence of how they have complied with the performance and knowledge evidence requirements outlined in the units of competency. These requirements should be assessed in the workplace or in a simulated workplace; assessment conditions are specified in each unit of competency. The following supplementary assessment tools may be used by the assessor to clarify and confirm a candidate’s competency.
The following supplementary assessment tools may be used by the assessor to identify and collect evidence of the learner’s competency: 

· 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 candidate or assessor 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.

Self-assessment record – Workplace Communication
	Candidate’ s name:       
Cluster:  Workplace Communication
Units of competency:  

FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems 
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 communicate information and ideas verbally and non-verbally, taking cultural differences and language barriers into consideration
	
	
	
	     

	I produce written material, used routinely in day to day work, which is clear, concise and effectively convey the intended meaning to the recipient
	
	
	
	     

	I can correctly complete most workplace forms I need to
	
	
	
	     

	I use the workplace’s style, format and level of accuracy appropriate to the type of written material
	
	
	
	     

	I participate in oral communication in an appropriate way using correct language and courtesies
	
	
	
	     

	I use feedback to improve my performance in this area 
	
	
	
	     

	Candidate signature:
	     
	Date:
	     


Performance/Knowledge checklist 
	Candidate’s name:           
Cluster:   Workplace Communication
Units of competency:  

FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems 
Trainer/assessor:           

Date:           

	Performance Evidence

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

	· Communicate information and ideas verbally and non-verbally, taking cultural differences and language barriers into consideration
	
	
	

	· Produce written material, used routinely in day to day work, which is clear, concise and effectively convey the intended meaning to the recipient 
	
	
	

	· Complete workplace forms
	
	
	

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

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

	· Participate in spoken interactions appropriate to audience and purpose
	
	
	

	· Review own performance to identify areas for improvement.
	
	
	

	· Identify workplace problems and use appropriate strategies to respond to these problems
	
	
	

	· Respond to feedback as appropriate
	
	
	

	The candidate’ s performance was:
	   Not satisfactory
	   Satisfactory

	Knowledge Evidence

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

	· Identify any organisational policies, plans and procedures which detail organisation’s standards or protocols for workplace communication
	
	
	

	· Describe different communication styles
	
	
	

	· Outline barriers to communication
	
	
	

	· Appropriate oral communication strategies for spoken interactions
	
	
	

	· Awareness of non-verbal communication for spoken interactions
	
	
	

	· Use of grammar, vocabulary and pronunciation for spoken interactions.
	
	
	

	· Identify factors contributing to routine workplace problems and apply a limited range of strategies for problem solving
	
	
	

	· Aware of sources of advice and feedback
	
	
	

	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 

	Candidate’s name:       
Cluster:  Workplace Communication 
Units of competency:  

FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems 
Trainer/assessor:                

Date:                

	Description of evidence to 
include in portfolio
(To be completed by the candidate)
	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 

	Candidate’s name:       
Cluster:  Workplace Communication
Units of competency:  

FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems 
Trainer/assessor:                

Date:                

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

	Performance evidence 

Candidate demonstrates the ability to:
	Evidence provided/observation comments

	
	Communicate information and ideas verbally and non-verbally
	     

	
	Produce written material, which is clear, concise and effectively conveys the intended meaning to the recipient 
	     

	
	Complete workplace forms
	     

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

	
	Provide prompt responses to requests for information 
	     

	
	Review own performance to identify areas for improvement using feedback as a basis for improvement
	     

	
	Identify workplace problems and use appropriate strategies to respond to these problems
	     

	Knowledge evidence
Candidate knows and understands:
	

	
	The organisational policies, plans and procedures concerning workplace communication
	     

	
	Different communication styles
	     

	
	Barriers to communication
	     

	
	Appropriate oral and non-verbal communication strategies appropriate for the workplace
	     

	
	Basic application of grammar, vocabulary and pronunciation 
	     

	
	Factors contributing to routine workplace the type of common strategies for problem solving
	     

	Assessment conditions
The following assessment conditions were followed:

	
	Assessment conducted in a safe environment
	
	Evidence gathered demonstrates consistent performance of typical activities experienced by individuals using interpersonal communication skills in the workplace

	
	Candidate had access to office equipment, business resources and workplace policies and procedures relating to communication
	
	Assessment used case studies and, where possible, real situations 

	
	Assessors satisfied ASQA assessor requirements
	
	Assessment required interaction with others

	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. 

	Name of candidate:
	     

	Cluster:
	Workplace Communication

	Units of competency:
	FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems


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:
	    Third Party Report   Assessor Observation



	Name of Supervisor:
	     

	Position of Supervisor:
	     

	Workplace:
	     

	Address:
	     

	Telephone:
	     

	Email:
	     

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

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

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

	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?
(Assessor to state what actions are to be observed or commented on.)
	Yes
	No

	     
	
	

	     
	
	

	     
	
	

	     
	
	

	     
	
	

	     
	
	

	     
	
	

	     
	
	

	     
	
	

	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:      


Section 5 – Assessment Record Forms

Learners must provide evidence of how they have complied with the performance and knowledge evidence requirements outlined in the units 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 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 checklist
	Candidate’ s name:       
Cluster:  Workplace Communication
Units of competency:  
FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems
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 
	Candidate’ s name:            
Cluster:  Workplace Communication
Units of competency:  
FSKWTG009 Write routine workplace texts 
FSKOCM007 Interact effectively with others at work

FSKLRG009 Use strategies to respond to routine workplace problems 
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 the assessment occur?       
Where will the 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:
	     


	Record of Assessment – BSBCMM211
FSKWTG009 Write routine workplace texts 

	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 
Seek and respond to feedback on 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 
Seek and respond to feedback on written communication
	

	How candidate meets unit of competency requirements as a whole?
	Yes       No

	1. Critical evidence requirements met
	       

	2. Underpinning knowledge and understanding demonstrated
	       

	3. Key competencies / Employability skills demonstrated at appropriate level
	       

	4. 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

       


	Record of Assessment – FSKOCM007
FSKOCM007 Interact effectively with others at work

	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. Prepare to interact with others at work
	      

	1.1 
Identify the audience and purpose of the interaction 
1.2
 Identify the oral communication strategies for spoken interaction 
	

	2. Participate in interactions with others at work
	      

	2.1 
Use oral communication strategies to communicate effectively 
2.2 
Use appropriate grammar, vocabulary and pronunciation 
2.3 
Use appropriate non-verbal communication strategies 
	

	3. Review own performance
	      

	3.1 
Seek feedback on effectiveness of interaction with others at work 
3.2 
Evaluate own performance to identify strategies for improvement 
	

	How candidate meets unit of competency requirements as a whole?
	Yes       No

	5. Critical evidence requirements met
	       

	6. Underpinning knowledge and understanding demonstrated
	       

	7. Key competencies / Employability skills demonstrated at appropriate level
	       

	8. 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         


	Record of Assessment – FSKLRG009
FSKLRG009 Use strategies to respond to routine workplace problems 

	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. Plan to respond to workplace problems
	      

	1.1 
Identify routine workplace problems 
1.2 
Investigate a range of strategies for responding to workplace problems
	

	2. Propose problem solving strategies
	      

	2.1 
Identify a potential workplace problem 
2.2 
Identify factors contributing to the selected workplace problem 
2.3 
Propose appropriate problem-solving strategies
	

	3. Review problem solving strategies
	      

	3.1 
Seek feedback from appropriate person 
3.2 
Record and review feedback 
3.3 
Revise strategies as appropriate
	

	How candidate meets unit of competency requirements as a whole?
	Yes       No

	4. Critical evidence requirements met
	       

	5. Underpinning knowledge and understanding demonstrated
	       

	6. Key competencies / Employability skills demonstrated at appropriate level
	       

	7. 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 – FSK20119

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

FSK20119 Certificate II in Skills for Work and Vocational Pathways  
	
Tick if Qualification required

	
	FSKLRG011
Use routine strategies for work-related learning (Core)
	
	FSKLRG011
Use routine strategies for work-related learning (Core)

	
	FSKLRG009
Use strategies to respond to routine workplace problems (Cat B)
	
	FSKLRG009
Use strategies to respond to routine workplace problems (Cat B)

	
	FSKLRG010
Use routine strategies for career planning (Cat B)
	
	FSKLRG010
Use routine strategies for career planning (Cat B)

	
	FSKLGR007
Use strategies to identify job opportunities (Cat B)
	
	FSKLGR007
Use strategies to identify job opportunities (Cat B)

	
	FSKNUM014
Calculate with whole numbers and familiar fractions, decimals and percentages for work (Cat A)
	
	FSKNUM014
Calculate with whole numbers and familiar fractions, decimals and percentages for work (Cat A)

	
	FSKNUM015 
Estimate, measure and calculate routine metric measurements for work (Cat A)
	
	FSKNUM015 
Estimate, measure and calculate routine metric measurements for work (Cat A)

	
	FSKRDG010 
Read and respond to routine workplace information (Cat B)
	
	FSKRDG010 
Read and respond to routine workplace information (Cat B)

	
	FSKWTG009
Write routine workplace texts (Cat B)
	
	FSKWTG009
Write routine workplace texts (Cat B)

	
	FSKOCM007
Interact effectively with others at work (Cat B)
	
	FSKOCM007
Interact effectively with others at work (Cat B)

	
	FSKDIG03
Use digital technology for non-routine workplace tasks (Cat B)
	
	FSKDIG03
Use digital technology for non-routine workplace tasks (Cat B)

	
	FSKWTG008
Complete routine workplace formatted texts (Cat B)
	
	FSKWTG008
Complete routine workplace formatted texts (Cat B)

	
	BSBOPS101
Use business resources (Other)
	
	BSBOPS101
Use business resources (Other)

	
	BSBTEC202
Use digital technologies to communicate in a work environment (Other)*
	
	BSBTEC202
Use digital technologies to communicate in a work environment (Other)*

	
	BSBPEF202
Plan and apply time management (Other)*
	
	BSBPEF202
Plan and apply time management (Other)*


Qualification requirements:  1 core unit, 5 units from Gropa, 5 units from Group B. The course consists of 14 units of competency - 12 units are covered in integrated units with only two elective units (marked with an asterisk) being needed to be selected. 

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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