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Assessment of Competency:  BSBCMM101A – Apply basic communication skills
Purpose of Assessment:

The purpose of this assessment is to demonstrate competence in the unit of competency BSBCMM101A, Apply basic communication skills.  Wherever possible the unit 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 a period of 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 tool).
Conditions of Assessment:

· You must have negotiated your assessment with your assigned assessor. The return of the completed assessment work by email will indicate your acceptance of these assessment conditions and tasks. If you return the assessment by standard postage or fax, you are required to complete the Candidate’s section at the end of this assessment document and return it with your work.
· 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 you: 

· Follows communication process and seeks advice when needed
· Oral and written communication is clear and concise
· Instructions are followed
· The evidence that you provide to show competence should be gathered in the workplace, or where no workplace is available, through a simulated environment which reflects the work environment.
Resources:
  PC with word processing; Internet access and email capability
Conditions:


· Individual work, unsupervised
· Discussion with trainer/teacher

· Reference material available

Instructions:

· The final assessment for this unit consists of two assessment tasks. 

· You must develop a response to each activity.

· Your completed assessment work is to be returned by one of the following methods:
· Fax
· Email
· Standard mail 

TASK 1 – WORK SCENARIO
You are employed as an administrative assistant in a clothes store.  This store has its head office in Brisbane.  The sales manager has asked you to collect information about the most popular brands of clothing.

To collect this information, you can use the following types of communication: e-mail, fax, telephone, memo, letter and direct conversation.

(a) Before you start collecting the information, what sort of questions would you ask the sales manager?

      (b)  For each of the people listed below, describe what types of communication you would use and also, why you would use these particular types.

· your supervisor

· a customer who lives in town

· a customer who lives in another town

· a potential customer

· a person who works in the same store as you

· a person who works for the same store but is located in the Brisbane branch

(c)  Non-verbal body language is part of all communication.  List three ways you can indicate you are listening and understanding what is being said to you; without you actually speaking.

TASK 2 - WRITTEN ACTIVITY
Provide answers to the following questions using clear sentences that make use of correct grammar and spelling.

(a) Describe three ways in which you could give a message to your supervisor.

      (b)  When would you use:

· a telephone message

· a letter

· a memo

· an e-mail

(c) What is an open question?  What is a closed question?

(d) Why would you need to follow instructions promptly?

(e) Describe what “constructive feedback” means.

(f) Using the formats below, write (1) a memo, (2) a fax and (3) a letter describing what you would like to study when you finish your Certificate I in Business.

Formats to use:

MEMO:

MEMORANDUM
Date:
30 August 2007



Time:
4.30 pm

To:

All Office Staff

From:
Jason Williams

Re:

Visit: Brisbane Manager

The Brisbane Manager, Melanie Jensen, will be visiting the office on Friday 7 September.  She will arrive at 10 am and will leave at 2 pm.

FAX:
	13 Milson Avenue

TOWNSVILLE  QLD  4810

Ph:    07  412356

Fax:  07  412366
	Northern Printers Pty Ltd


Fax

	To:
	Northern Printers Pty Ltd, Brisbane
	From:
	Nelson Ainsworth

	Fax:
	03 486326
	Pages:
	1

	Phone:
	
	Date:
	31/08/07

	Re:
	Visit - Branch Manager
	CC:
	


 MACROBUTTON CheckIt ( Urgent
 MACROBUTTON CheckIt ( For Review
 MACROBUTTON CheckIt ( Please Comment
 MACROBUTTON CheckIt ( Please Reply
 MACROBUTTON CheckIt ( Please Recycle
Our office staff have been advised of Melanie Jensen’s proposed visit to our office on Friday 7 September, 10 am to 2 pm.

Nelson Ainsworth

LETTER:

Northern Printers Pty Ltd
13 Milson Avenue




Ph:    07 412356

TOWNSVILLE  QLD  4810



Fax:  07 412366

30 August 2007

Ms A May

15 Silas Street

TOWNSVILLE  QLD  4810

Dear Ms May

Re:  Your Order:  No 276

We are pleased to advise that your order is ready.

The 1000 brochures have been printed to our highest standard and we are sure you will be pleased with their presentation.

Would you please contact this office to confirm a delivery time.

Yours sincerely

Nelson Ainsworth

Nelson Ainsworth

Office Manager

General Information

· 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: Tele: 47871410 or e-mail: admin@teia.edu.au 

· Details of this assessment are treated according to Privacy arrangements of this organization. Privacy policies are available at www.teia.edu.au . 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 TEIA contact your assigned assessor and/or trainer for additional support and advice.
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