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Introduction
This is the marking guide for the cluster of units of competency BSBOPS101 Use business resources, FSKDIG003 - Use digital technology for non-routine workplace tasks, FSKRDG010 Read and respond to routine workplace information and FSKWTG008 Complete routine workplace formatted texts.
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 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 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  

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

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

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

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 to achieve competency in the units in this cluster.
Part A – Task Booklet 

Task 1

In the table below are listed two different jobs and a space for your own choice of job. 

Complete the table by:

· Identifying and writing three different tasks you would do if you were in this job.

· Identifying and writing three types of digital technology you would use – remember that digital technology also refers to computer software.

· Identifying and writing two pieces of workplace information that you would need to refer to daily to complete your tasks (e.g. documents, posters, signs and other information you would come across in the job).

There will be a range of responses and the assessor judgement will need to be used. Examples are shown below.
	Journalist

	Tasks
	Researching stories; talking to people/interviewing people about stories; making appointments to meet with people; communicating via email; writing stories; proofreading stories; posting updates on social media; taking photos to accompany stories; etc.

	Digital technology used
	Computer; laptop; tablet; digital camera; mobile phone; scanner; printer; computer software (ie word processing, desktop publishing software, web browsing software, emails, social media sites, etc).

	Workplace information 
	Workplace procedures (ie privacy of sources and information, security of information, accessing data remotely); sources of information (books, magazines, research documents); interview notes; reports; data on company databases etc.

	Receptionist at a doctor’s office 

	Tasks
	Answering the phone; making phone calls; checking voicemail messages; making appointments in the system; paging doctors; paging/ notifying patients that they can see the doctor; billing customers; using EFTPOS machines; using the Internet; writing letters; printing documents; inputting new patient data; inputting test results; etc.

	Digital technology used
	Telephone; answering machine; PA system; computer; printer; EFTPOS machine; computer software (ie database software for appointments, word processing software for letters, accounting software for bills and accounts); photocopier etc..

	Workplace information 
	Workplace procedures (ie how to deal with customers, how to complete accounts, how to use the system, how to make appointments, how to use the EFTPOS machine etc); appointment books/online schedules; referral letters; prescriptions; patient database; information brochures for customers; bills/invoices; forms for new patients; test results/films, etc.

	Your choice of job  

	Name of the job you have selected:
	Appropriate responses as related to the selected job – assessor’s judgement required.


Task 2

Write down three types of documents/information you might create when using digital technology in a workplace. It might help to think about the software and equipment you might use.

Student lists three types of documentation/information, which may include any of those listed below or others as deemed suitable by the trainer/assessor:

· Text messages

· Emails

· Memos

· Reports

· Meeting minutes

· Letters

· Appointments

· Task lists

· Spreadsheets

· Presentations

· Tables

· Charts

· Brochures 
· Flyers

· Marketing documents

· Newsletters

· Standard operating procedures 

· Policies and procedures

· Instruction manuals

· Mail registers

· Specifications 

· Drawings 

· Diagrams 

· Flowcharts 

· Gauges and printouts of readings

· Web pages.
Task 3

Workplaces have policies and procedures to help guide their employees. Research the Internet and find two procedures related to technology use. Briefly explain the contents of each one.
Student lists and briefly describes two policies/procedures, which may include any of those listed below or others as deemed suitable by the trainer/assessor:

· Start-up procedures 

· Shut-down procedures

· File naming conventions

· Version control

· Privacy

· Confidentiality

· Language for different types of documents

· Intellectual property

· Copyright

· Safety when using technology

· Ergonomics

· Using systems ethically.
Task 4

You have just attended a meeting. Your supervisor has asked you to write up the meeting minutes (a record of what happened in the meeting). The meeting was about a new product from the company you are employed at and how this new product will be marketed for release in two months.

You have finished writing the minutes. You know your work needs to be reviewed by both your supervisor and the other workers who attended the meeting. 

What are two ways that your record of the meeting (i.e. the minutes) can be reviewed?

Student lists two forms of review, which may include any two of those listed below or others as deemed suitable by the trainer/assessor:

· Proofreading and editing yourself

· Asking a colleague to read them

· Asking someone at the meeting to read them

· Asking your supervisor to read and approve them

· Running spell check to check for spelling mistakes.

Task 5

You Peter, your best friend, to check the meeting minutes. Peter works for a rival company in the same building as you. You meet up every day for lunch in the café on the ground floor. 

You email Peter a Microsoft Word file of the ‘minutes’ so you can discuss it at lunch time.

Think about your workplace policies and procedures. Have you done the right thing in this situation? Explain why or why not.


No – this type of behaviour would breach a couple of workplace policies and procedures, for example:

· Security and confidentiality – sending Jerry a copy of minutes that detail sensitive business information (i.e. new product, advertising/marketing campaign). Jerry works for a rival company and they could use this information to their advantage.

· Using workplace emails/computer systems to send unauthorised emails and documents to rival workplaces.

Task 6

Investigate the purpose of the documents listed below. Explain what the document’s purpose/s are. (Hint: There could be more than one purpose.)

	Document
	Purpose

	Invoice
	To inform or advise of payment due

	Procedure
	To instruct, to inform, to explain

	Workplace safety signage
	To instruct, to warn or prohibit

	Customer order
	To request a product or service


Task 7

Documents are written for an ‘audience’. That means the document is prepared for certain groups of people or individuals to read. 

Provide at least one audience type for the following documents.

	Item
	Audience

	Job description 
	Employees; person doing that particular job; potential employees; management; human resources staff

	Agenda
	Those attending the meeting

	Bank statement
	Person who the account belongs to; accounting staff; administration staff; management etc

	Recipe
	A cook/chef; hospitality staff

	Meeting minutes
	Attendees at the meeting; management; stakeholders

	Catalogue of products
	Customers; sales staff 


Task 8

The graph below shows the number of businesses that ABC Incorporated has worked with over the past two years.
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1. Write down the abbreviations used in this graph and what they mean.

· NT: Northern Territory 

· WA: Western Australia

· NSW: New South Wales

· ACT: Australian Capital Territory

· SA: South Australia

· VIC: Victoria

· TAS: Tasmania

· QLD: Queensland.

2. Put the states and territories into order from highest to lowest in regards to those who do the most business with ABC Incorporated to the least.

· NSW: 218

· QLD: 133

· WA: 95

· SA: 85

· VIC: 60

· TAS: 45

· NT: 40.

Task 9

Identify a job you may like to have in the future. Write down at least three documents you think you would have to write as part of this job.

Answers will vary according to the job chosen, but could include:

· Advertisements

· Marketing materials 

· Letters

· Brochures

· Procedures

· Instruction manuals

· Briefs

· Contracts

· Safety instructions

· Memos

· Agendas

· Minutes of meetings

· Website information 

· Newsletters

· Invoices

· Job descriptions

· Specifications.

Task 10

Look at the formal letter below and write down its features.

Answers should include reference to the following (not all are required, as long as the student demonstrates an awareness of what is required when writing a business letter):

· Date

· Address

· Subject line

· Greeting

· Use of ‘Mr Chan’ rather than ‘John Chan’ as part of the greeting

· Introduction to the letter (ie the purpose)

· Contact details left for follow up

· Reference to attached resume

· Closing; use of ‘Yours sincerely’ rather than ‘thanks, cheers’ etc

· Use of formal language

· No spelling errors.

Task 11

On a computer, open the application Microsoft Word. Look through the list of fonts. Identify and write down three fonts that you would not use if you had to write a letter to a customer.

Answers must demonstrate the student’s understanding of what types of fonts are not suitable for standard business correspondence. Fonts may include those below, or others as deemed suitable:

· Britannic Bold

· Broadway

· Brush Script

· Comic Sans

· Copperplate Gothic

· Goudy Stout

· Impact

· Lucida Calligraphy

· Rockwell 

· Tempus Sans.

Task 12

In this task you are to write a simple report on how a digital device is used in a workplace.

You are to select one digital device that you know is used in workplace (try and get a device that is not mentioned in this unit!).

In your report you are to:

· Name and describe the digital device

· Explain its purpose

· Outline the advantages the device provides to the user and the business

Email your report to your teacher/trainer.

Responses will vary however the student must provide the name of a digital device, explain its purpose in a clear and concise manner and then list some way the device contributes to one of the following - the business’s profit, efficiency, staff effectiveness and accountability.

Task 13

In this task the student was instructed to complete the accident report. 

Assessor judgement is required. Each field on the form is to be accurately and legibly completed so that the report is an accurate reflection of the information provided.

Task 14

You work as a retail assistant at a local grocery chain store and would like to take some time off to visit friends who are working in Canada. You will require three weeks off from the 1st of July.
Assessor judgement required. The application for leave is to be accurately completed using legible and correct language.

Sample below:

Complete the leave application below:
	WOOLIESWORTH LEAVE APPLICATION FORM

	Employee Name:  Your name
	Date: Appropriate date using correct format

	Department: Retail
	Position: Retail assistant

	
Leave requested:
Sick Leave Carers Leave Annual Leave
Unpaid Leave (please specify)
Time in Lieu (please specify accrual)
Other Leave please specify: (Long Service, Parental, Study, Bereavement, Jury Duty, Special)
Reason for unpaid or special Leave:

	

	Dates for Leave:

Commence Leave on:
 
       Number of Days off: 

Last Day of Leave:
 
      Less Public Holidays:

   Total Days’ Leave Required:
	 


	
	

	


Your leave off has been approved and you want to write a short thank you note    to your boss Cheryl Small for giving you the time off. Write the note below:

Task 15

Draft a formal letter advising an employee he will be terminated if he continues to miss work. Review and edit the letter checking spelling, grammar and meaning of the text. Then finalise the letter. You are to submit both a draft and the final letter. 

Assessor judgement needs to be used. The preformatted notice below must be completed while concise and unambiguous language explaining that it is the final warning.
Bayside Nursery 
Melaluca Close

Arbour Qld 4034

Dear  

SUBJECT:  

You have previously been given a warning that should your absences continue, you could possibly be terminated from employment with ABC Pet Supplies.

The dates and reasons for absence you have provided are:

Date
Reasons

5 May
Sick

12 May
Sick

19 May
Sister sick

26 May
Mother sick

2 June
Girlfriend sick

9 June
Sister sick

16 June
Sick

23 June
Mother sick

30 June
Absent – no reason, simply not turned up for work

On the 1 July you participated in a meeting with the company’s management regarding absenteeism and the need for both an explanation and a commitment to being a reliable worker. You were also informed that this was your first warning; a second warning could result in termination.

     
Date:      
Part B

This task will be completed during lessons. 

It is made up of three sections:

1. Digital technology and workplace documentation relevant to a work.

2. Using digital technology to complete some tasks you might have to do in the workplace.

3. Case studies. 

If you have any issues with any of the activities, talk to your trainer/assessor immediately. 

One: Technology and documents at work

You have just started a new job. You are working in the technology/computer section at a well-known department store. You will be working as a salesperson and will also need to help out at the registers at busy times.

Write down three tasks you think you would need to do if you had this job. For each job, write down the digital technology you would use. Try to think of as many types of technology as you can.
Answers will vary between students however a broad outline of tasks are shown here. Students are to list three task and related technology.

	Tasks
	Digital technology 

	Contacting customers
	Mobile phone; telephone; email software; word processing software (to write letters to customers) printers etc

	Setting up new products in store ready for use/display
	Mobile phones; computers; tablets; printers; laptops; monitors; cameras; scanners; gaming consoles, GPS units etc

	Demonstrating products to customers 
	Mobile phones; computers; tablets; printers; laptops; monitors; cameras; scanners; gaming consoles, GPS units, etc

	Completing sales
	Sales software for computerised point of sale systems; computers; printers; using EFTPOS machines; cash registers, etc

	Checking stock for customers or during stocktakes
	Computers; stock database; hand held scanning devices; mobile phones; telephones (to call warehouse); printers etc


What types of information and documents do you think you would use regularly as part of this job? List five types.  
Student lists five types of documentation/information relevant to this role, which may include any five of those below or others as deemed suitable by the trainer/assessor:

· Text messages 

· Emails

· Memos 

· Reports

· Letters 

· Instructional manuals

· Product specifications

· Store catalogues 

· Price lists

· Warranty information 

· Product databases

· Customer information

· Customer databases

· Workplace policies and procedures

· Timesheets
Write down two types of terminology that might be used as part of this job.  
Student lists two types of terminology relevant to this role, which may include any two of those below or others as deemed suitable by the trainer/assessor (note the student can pick two from just the one area, as long as they show understanding of the types of terminology used in this role):

· Terminology and words related to computing – GB, GHz, MHz, Ethernet, router, RAM, memory, processor, CPU, LAN, WAN, etc

· Terminology related to digital cameras – pixels, MPs, shutter speeds; aperture; DSLR; tiff; jpeg; RAW; Photoshop; ISO; etc  

· Terminology related to computer systems used in the workplace, ie shortened or abbreviated names of systems used – CRM

· Terminology related to sales, such as warranties; customer care packages; after sales services; added value; brand loyalty; buying signals; buyer behaviour; commission, etc.
A customer has approached you and enquired about a particular brand of mobile phone. They want to ask some questions about it. You go and find a document that will help.

	Networks:
	2G: GSM 850 / 900 / 1800 / 1900; 3G: HSDPA 850 / 900 / 1900 / 2100
4G: LTE

	Screen size:
	5 inches

	SIM card type:
	Micro-SIM

	Loudspeaker
	Yes

	Headphone jack:
	Yes

	Internal storage:
	32GB

	Memory card slot:
	No (no expandable memory)

	Bluetooth
	Yes

	Camera
	Rear-facing: 13 MP; Front facing:  2MP

	Video recording:
	Yes

	Colours:
	White; Black; Silver

	Apps installed:
	Facebook; Email; Web browser; Document Viewer; Voice Command; Dropbox; Google Play Store

	Android OS:
	Jellybean


Tip: You can use the Internet or reference materials to help you with the following questions if you get stuck.

What type of document is this and what is its purpose? What are its features?
Specifications for the phone. It is used to inform people about what the phone can do, how it compares to other brands/models, to advise customers who want to buy the phone, to give information to reviewers and others who promote products. Features include technical information, use of terminology and other information that may influence a purchaser’s decision.
List two groups/types of people who would look at this type of document.

Answers may include retailers; people who are considering buying the phone; technology reviewers; people who update product information on websites; people on forums discussing the phone; people who have purchased the phone already and might want to check a feature/specification; etc
Write down three items of terminology in the document.

May include MP, GB, 2G, 3G, 4G, SIM, Micro-SIM, Jellybean, OS, Apps, Bluetooth, etc.
The customer tells you they need a phone that will do certain things. Check the specifications and tick the correct column.

	
	Yes
	No

	‘I need to put a memory card in it because I have a lot of music.’
	
	(

	‘My provider says it has LTE. It needs to connect to this.’
	(
	

	‘I want a silver one.’
	(
	

	‘I already have an iPhone. I want something different.’
	(
	

	‘I use speaker phone a lot.’
	(
	

	‘I don’t want it to be too big. No bigger than 4.7 inches.’
	
	(

	‘I listen to my music on my headphones when I am on the train.’
	(
	


Two – Using technology
In this section you have some tasks to complete. You can approach this in two ways:

Video: You can use a video camera (i.e. a smartphone) or video glasses (if your organisation lends these) and film you completing the task.

Or

You can take a series of still images (again using a digital camera or a smartphone) and assemble these in a PowerPoint slide presentation of you completing each task. 

The tasks you are asked to do are activities that are common in the workplace. 

Resources required:

· Access to a computer 

· Access to email software

· Access to a printer

· Pen and paper

· Access to a photocopier and consumables (ie paper, staples etc)

· Access to workplace photocopier/copying procedures.
1. Email task:

Compile a short email message to your teacher. Assume they are a customer and you wish to let them know that your company has new products that they may be interested in. 
You will need to do the following:

· Organise the technology you need to do the job (computer and printer)

· Make sure the equipment is switched on and there is paper in the printer

· Open the email program on the computer 
· Create a new email and correctly address it 

· Write an email that is clear and details the purpose of you contacting them about the new products – remember this is an email to a customer and has to be polite and courteous (using a suitable greeting and farewell)

· Make sure the font and font colour you use is suitable (i.e. colour, size, type, etc).

· Print out your first draft of the email. Check it for the following:

· Are there any spelling or grammatical errors (mark them on the print out)? Use the spell check feature but make sure you also read the document and check it yourself – spell check does not always pick up on the differences between words (i.e. which and witch, there, their and they’re). You can use a dictionary if you wish.

· Does it make sense (mark anything that is not clear)?

· Is all of the information on the note detailed in the email (write on the printout anything you have missed)?

· Have you used vocabulary appropriate to the type of document (ie not too formal, but not overly causal either – check your greetings and the words you have used). 

· Make changes to your email according to the notes you made.

· Print out your final draft, even if you did not find any errors in your first draft.

· Send the email.

Now give both the print outs to your trainer/assessor so they can check your work to make sure it makes sense, is clear and easy to read and suits the intended audience (i.e. the customer).

Your trainer/assessor will give you some feedback on your email. Feel free to ask your trainer/ assessor questions if any of their feedback is not clear.
Printing
As part of this task you will need to print some documents – you can download the documents from your learning management site for this course (e.g. Blackboard or Moodle) or you can use two documents that you already have on your computer.

You will need to do the following:

· Print the first document in black and white, pages to be collated and printed on both sides.
· Print the second set in colour, pages to be collated and printed on both sides.
Make sure you keep your documents organised during the task and don’t lose any of them.

If you are unsure about anything during this task, talk to your trainer/assessor. 

When you have finished your tasks, send your video or slide presentation to your teacher/trainer/assessor.
Your teacher will also check your other uses of digital technology such as accessing and using the learning management system (i.e. Blackboard or Moodle), telephone calls made, emails sent and received and participation in the video conferenced lessons. Your involvement in these will also be considered as part of your assessment.

The student must draft an email (using the correct email address provided) that clearly states the message and uses a suitable greeting and farewell. They must submit a print out of the first draft. For example:

Dear Mrs Kilpatrick

Thank you for your order of two batteries for your Panasonic telephone. We regret to inform you that these are not in stock at the moment. They will arrive in our warehouse next Tuesday [insert date of following Tuesday].  We will despatch your order immediately – you should receive it by Thursday [insert Thursday’s date] at the latest.

Kind regards

[Student’s name]

The student needs to check the print out of the email for spelling and grammatical errors and mark them on the copy. They must submit a second print out with the errors fixed.

Provide the student with appropriate and constructive feedback based on their performance. The student should review their own performance during this activity and determine their strengths and weaknesses – for example, they may be able to use a computer efficiently but struggled to put the handwritten note into a more professional, business-like context; or they were able to write a clear, succinct email to the customer, but struggled to use the computer or software.

The process they used to construct the email must be recorded clearly showing their role in opening the computer, selecting the appropriate software and constructing the email – this may be video or a series (up to 5) still images.
Three
Your best friend Jerry sends you a text message at 2.15pm. You read it and see that he is telling you to check your Facebook page.

Jerry has posted a video for you to watch. He says it is not safe for work but you play the video anyway. 

You find it really funny – it is about an angry customer at a store who is abusing the worker. There is lots of shouting and swearing in the video. 

One of your colleagues sticks their head over the petition between your desks and tells you to stop playing the video because you could be in lots of trouble if the boss finds out.

What workplace policies and procedures do you think you might be breaching here?
Answers may include those below or others as deemed suitable by the trainer/assessor: 

· Using mobile phones during work hours – not all workplaces may allow this.

· Using workplace computers/systems to use Facebook or other social media – not all workplaces may allow this or may only allow it during lunch breaks.

· Offensive conduct – the video contains swearing and could offend other staff or customers/visitors in the workplace. 

One of your favourite American TV shows is in its final season. You and a bunch of your colleagues are big fans of the show. The final episode ever is due to screen in America this morning. You know it will be available to download (illegally) from the usual sources after lunch.  

You bring your laptop to work and connect to your workplace’s wireless network. Your workmates are so excited – someone even says they are going to put their headphones on and watch it at their desk.

No one but your colleagues are aware you are doing this.

What workplace policies and procedures do you think you might be breaching here?

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

· Connecting personal devices to the workplace’s network without prior permission.

· Breach of IT conduct/procedures – downloading illegal materials using workplace Internet connection.

· Workplace performance procedures – distracting other staff, leading other staff to not do their work.

· Breach of Copyright Act and workplace’s procedures to adhere to it.

Part C
Instructions 

You need to use your reading skills to read the information provided and answer questions. Your trainer/assessor will send you the document you need to read or will place it in the on-line course for you to download.

Do not read the document straight away – you need to answer questions as you go. 

Talk to your trainer/assessor if you have any problems with this task.
Answers provided below are sample responses, the student may word their answers differently; however the context should generally be the same.

2. Have a brief look at the document. What type of text is this?

It is a policy about how information technology is used and accessed in the workplace.
3. Who is the document aimed at?
Employees of the workplace. 
4. In your own words describe the purpose of the document? How did you identify the purpose?

The purpose is to inform staff about how to use workplace technology and communications, and how the workplace protects itself from various illegal and unethical practices.The purpose was identified due to the heading that says ‘Purpose’.
What are the features of this text? Consider the way the document is laid out for ease of reading.

It is a formal document with a number of headings/sections and subsections (ie 1.1, 1.2, etc). Each section relates to a specific topic – such as logging into the system, acceptable and non-acceptable use and so on.
Skim the document to find the answers to the following questions. Remember to look for headings that might be relevant. Write down the sections in which you find the answers (i.e. section 1.4, 2.2 etc).

a. List two non-acceptable uses of ABC Incorporated’s systems.


Staff must not use systems to send, receive or forward communications that are (student identifies any of the two below):

· Defamatory 

· Discriminatory 

· Racist

· Sexist

· Abusive

· Obscene or use offensive language

· Sexually harassing

· Pornographic

· Junk mail (i.e. chain letters, no-business graphics, audio and sound)

b. Your colleague, Amy, uses the Internet and her ABC email address to buy and sell items on Ebay.
· Is Amy allowed to do this? Why or why not?
No, she is not. Section 2.3 states that email cannot be used for profit outside of the workplace. 

· Amy’s supervisor checks her email history and she is given a warning. She feels like her privacy has been invaded. Is she right to be upset? Why?

No, the policy on employment clearly sets out the expectations of the employer.
List three uses of computer terminology used in the policy. 
Assessor’s judgement required.
Write down two words that you found in the policy that you are unsure about. Use a dictionary to find out what they mean and write down the definition below. Make sure that the definition you write down makes sense according to the text around the word – some words may have more than one meaning.
Sample responses below are examples of words that the student may not fully comprehend at their literacy level. Students may provide others – ensure that the definition provided is correct in line with the context of the document.

	Word
	Definition 

	Prohibited
	To forbid by authority

	Solicitation  
	To seek to obtain by persuasion, entreaty, or formal application

To petition persistently

	Dissemination
	The act of spreading widely

	For-profit activities
	Activities that a person will profit from personally

	Litigation
	Process of taking legal action

	Entities
	Something that exists as a particular and discrete unit: Persons and corporations are equivalent entities under the law


Part D
Resources required:

· Access to a computer

· Access to a printer

One
Artie McMahon is a sales representative. He was talking to a potential customer on the phone before the Christmas holidays. Artie has come back to work after the Christmas break and needs to follow up with the customer. The customer is interested in a product called the FX1234.

He has written the email below and asks you to proofread it before he sends it off.

Highlight as many things as you could find that are wrong with Artie’s email. Look for the following things:

· spelling errors

· irrelevant or inappropriate information 

· grammatical errors
· presentation (i.e. paragraphs, fonts etc).

Hey Jeremy how are things? hope you’re Xmas and NY was good I had a massive bad hangover on new yr’s day I can’t believe I am back at work already (  I had words to me boss about our talk and he said that willcost you $550 the product!! I rekon its to much so I am gonna try and get it cheaper for you. Ill have to wait for him to be in a good mood before I ask so it might take a while ( 

Thanks heaps will email you back soon

Artie
Note to the trainer/assessor: The student is not required to pick out every single error, however they should be able to identify a range of issues, including:

· Poor spelling, poor grammar, shortened words – ‘you’re’; ‘yr’s’; ‘gonna’; ‘rekon’; ‘to’; ‘Ill’; ‘Xmas’; ‘NY’; ‘me boss’; ‘had words’; ‘massive bad’; ‘will cost you $550 the product!’ etc

· Lack of punctuation, not using capital letters; no paragraphs used; spaces not put between words; overuse of exclamation marks

· Use of emoticons/smileys – inappropriate in business correspondence 

· Presentation – $550 in bigger, bolder font; name in a script font; 

· Inappropriate statements – hangover; being back at work; getting a discount; boss being in a good mood

· Inappropriate greeting and farewell – far too informal.

Student may also refer to these (these are not required to be identified by the student, but they may pick up on them):

· lack of email signature (ie full name and job title)

· Artie not stating what product is being offered (ie the product could be anything – no product name or brand name listed)

· Artie does not explain whether the $550 includes GST

· Artie does not explain what the ‘talk’ was about.

Two
Review Artie’s email to Jeremy and use an email program to rewrite it so it is more appropriate to send. Make sure you check the finished document for spelling and grammatical errors. Check that the font and presentation of the email is also suitable for work purposes. 
Now send the revised email to your trainer/assessor.
Sample email below – answers will vary according to the student’s LLN level, however they should demonstrate an awareness of how to adjust a poorly written email so it is more professional and suitable to send to the customer. Student must use an email program to complete this task and use appropriate fonts and font sizes.
To Jeremy [or Hi Jeremy, Dear Jeremy]

I hope you are well and had a great Christmas and New Year. 

I have spoken to my supervisor about the FX1234. He has a quoted a price of $550, which includes GST. 

Please let me know if you are happy with this price and would like to proceed with the purchase. If you have any other questions please do not hesitate to email me. You can also call me on XXX XXX XXX

Kind regards
Artie McMahon
Sales Representative
Three
A workplace incident report form has been provided on the next page... 

You are to imagine that you have been involved in the scenario described below. Fill out the incident report form based on the following information. Make sure you write neatly and complete all areas of the form. Check your work when you have finished and make sure it is clear and there are no spelling or grammatical errors.
The form is to be completed in your hand writing. When completed, scan it to a PDF file and email that file to your trainer/assessor.

Assessor Note; Assessor judgement is required within the parameters of the form. A sample form follows:
It is 8 June 20XX. It is 3.10 pm. You hear the fire alarm go off and you realise you have to 
	INCIDENT REPORT FORM

	Who was involved? 
( Employee
( Contractor 
( Other

What was the outcome? 
( Near miss
( Injury

	1. DETAILS OF INJURED PERSON

	Name: 
Fiona Kaufman

Phone: (H) Any number

(W) Any number


Address: Any address


Gender: 
( Male 
( Female
Date of birth:  Any date


Position: Administrative assistant 


	2. DETAILS OF INCIDENT

	Date: 
8 June 20XX

Location: Customer service desk/customer service area


Time: 
3.10pm


Describe what happened:

The fire alarm went off and I told Fiona we had to evacuate straight away. She refused and tried to push past me. She tripped over a box that had been put down when the alarm sounded. She sprained her ankle. I called my supervisor over to help me get Fiona out of the building.

	3. DETAILS OF WITNESSES

	Name: 
Student’s name


Phone: (H) Student’s number

(W) Workplace/other number


Address: Student’s address


	4. DETAILS OF INJURY

	Type of injury: Sprain


Cause of injury: Fall


Location on body (ie back, leg, arm, head): Ankle


	5. HAZARDS

	Please identify any hazards that may have contributed to or caused this injury: 

Box left on the floor 

	Signed: Student’s signature


Date: 
Any date



Four
In this task you will need to complete a resume and a letter of application for a job.

Writing a resume

Pick a job advertisement that interests you. You are to write a resume that you would send to a company advertising for that role. 

Make sure your resume will include everything you have done and all the skills you have already gained. Plan your resume by thinking about your strengths and interests, as well as your hobbies and anything else you have done. You can use the information from your template filled out in Assessment Task 2 from the Cluster 2 Learner’s Workbook about your skills and interests. 

Create a draft resume using Microsoft Word. Make sure you do the following:

Use appropriate grammar, spelling and punctuation

Consider who will be reading your resume – what type of business is it? Do they seem very professional or do you think they are somewhat relaxed?

Consider the appearance of the resume and how the information is presented

Check your draft for any errors

Consider the presentation of your resume – make sure the layout, fonts and colours are suitable and your resume looks professional. Make sure your information is in a logical order and is easy to read.

Sit down with your tutor or someone else and ask them for some feedback about your resume. Take on board their suggestions and make changes to your resume as required. 

Submit your final version of the resume by email to your trainer/assessor for assessment.

Assessor’s Note: Review the letter to ensure it meets basic design and format requirements, spelling and grammar are correct and the tone of the letter is appropriate. Assessor’s judgement is required.
Several possibilities may occur here, but all are limited to Unpaid leave and/or Other Leave – Long Service leave.


Explanation needs to be provided.
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