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Candidate Details
[bookmark: _Toc418170449]Assessment – BSBFLM303: Contribute to effective workplace relationships
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for BSBFLM303: Contribute to effective workplace relationships.
Name: 		_____________________________________________________________
Address:	_____________________________________________________________
		_____________________________________________________________
Email:		_____________________________________________________________
Employer:	_____________________________________________________________
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________


[bookmark: _Toc418170450]Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as:
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



Learner is deemed: 		COMPETENT		NOT YET COMPETENT (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Assessor Signature:		________________________________________________________
Observation/Demonstration

Throughout this unit, you will be expected to show your competency of the elements through observations or demonstrations. Your instructor will have a list of demonstrations you must complete or tasks to be observed. The observations and demonstrations will be completed as well as the activities found in this workbook. An explanation of demonstrations and observations:
Demonstration is off-the-job
A demonstration will require:
· Performing a skill or task that is asked of you
· Undertaking a simulation exercise
Observation is on-the-job
The observation will usually require:
· Performing a work based skill or task 
· Interaction with colleagues and/or customers
Your instructor will inform you of which one of the above they would like you to do. The demonstration/observation will cover one of the unit’s elements.
The observation/demonstration will take place either in the workplace or the training environment, depending on the task to be undertaken and whether it is an observation or demonstration. Your instructor will ensure you are provided with the correct equipment and/or materials to complete the task. They will also inform you of how long you have to complete the task.
You should be able to demonstrate you can:
1. Seek, receive and communicate information and ideas
2. Encourage trust and confidence
3. Identify and use networks and relationships
4. Contribute to positive outcomes.
You should also demonstrate the following skills:
Reading
Writing
Oral communication
Navigate the world of work
Interact with others
Get the work done.
[bookmark: _Toc418170451]Activities
[bookmark: _Toc360624730][bookmark: _Toc373087577][bookmark: _Toc373228927][bookmark: _Toc418170452]Activity 1A
	Estimated Time
	20 Minutes

	Objective
	To understand how to collect information associated with the achievement of work responsibilities from appropriate sources.

	Activity
	Which information associated with the achievement of work responsibilities have you used in your organisation? What were the benefits and negatives of each and what did they show you?
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	Estimated Time
	20 Minutes

	Objective
	To understand how to communicate ideas and information to diverse audiences in an appropriate and sensitive manner.

	Activity
	What social and cultural needs have you encountered/are there? How did/would you ensure you communicated ideas and information to them in an appropriate and sensitive manner? 
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	Estimated Time
	20 Minutes

	Objective
	To understand how to seek contributions from internal and external sources to develop and refine new ideas and approaches in accordance with organisational processes.

	Activity
	Why is it important to seek contributions from internal and external sources? How can it be beneficial to both the organisation and individuals involved?
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	Estimated Time
	20 Minutes

	Objective
	To understand how to facilitate consultation processes to allow employees to contribute to issues related to their work, and promptly communicate outcomes of consultation to the work team.

	Activity
	How can you ensure consultation is effective?










How do you communicate consultation outcomes in your workplace?














[bookmark: _Toc373087581][bookmark: _Toc373228931][bookmark: _Toc418170456]Activity 1E
	Estimated Time
	20 Minutes

	Objective
	To understand how to promptly deal with and resolve issues raised, or refer them to relevant personnel.

	Activity
	What different types of conflict are there? 










Have you encountered any conflict in work? How was this resolved?














[bookmark: _Toc373087582][bookmark: _Toc373228932][bookmark: _Toc418170457]Activity 2A
	Estimated Time
	20 Minutes

	Objective
	To understand the importance of treating people with integrity, respect and empathy.

	Activity
	What are integrity, respect and empathy?











Give examples of treating people with integrity, respect and empathy in the workplace.
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	Estimated Time
	20 Minutes

	Objective
	To understand how to encourage effective relationships within the framework of the organisation's social, ethical and business standards.

	Activity
	How are the following used in your workplace and how do they play a part in ensuring you and your colleagues maintain effective relationships?
Implied standards such as honesty and respect relative to the organisation culture and generally accepted within the wider community
Rewards and recognition for high performing staff 
Standards expressed in legislation and regulations such as anti-discrimination legislation
Written standards such as those expressed in:
vision and mission statements
policies
code of workplace conduct/behaviour
dress code
statement of workplace values
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	Estimated Time
	20 Minutes

	Objective
	To understand how to gain and maintain the trust and confidence of colleagues, customers and suppliers through competent performance.

	Activity
	How can you demonstrate competent behaviour and why is it important to do so?
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	Estimated Time
	20 Minutes

	Objective
	To understand how to adjust interpersonal styles and methods in relation to the organisation's social and cultural environment.

	Activity
	What interpersonal styles and methods are there? Which ones do you use and why?
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	Estimated Time
	20 Minutes

	Objective
	To understand how to identify and utilise workplace networks to help build relationships and identify and describe the value and benefits of networks and other work relationships for the team and the organisation.

	Activity
	What network contacts do you have access to in your workplace? How have they helped you or the organisation?










How do you network and what skills do you use?
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	Estimated Time
	30 Minutes

	Objective
	To understand how to identify difficulties and take action to rectify the situation within own level of responsibility according to organisational and legal requirements and to understand how to support colleagues in resolving work difficulties.

	Activity
	What are organisational and legal requirements and how would you use them when dealing with difficulties?










What roles might you have to play when supporting colleagues? Give examples of how you would utilise each role.
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	Estimated Time
	20 Minutes

	Objective
	To understand why it is important to regularly review workplace outcomes and implement improvements in consultation with relevant personnel.

	Activity
	What is the importance of reviewing OHS processes and procedures and the performance of the work team? How is this done in your workplace?
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	Estimated Time
	30 Minutes

	Objective
	To understand how to identify and resolve poor work performance within own level of responsibility and according to organisational policies.

	Activity
	Why does poor work performance occur and how can it be resolved?











What should you consider when giving feedback on poor performance?
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	Estimated Time
	20 Minutes

	Objective
	To understand how to deal constructively with conflict, within the organisation's established processes.

	Activity
	What conflict resolution tools are there and how would you use them?

























[bookmark: _Toc373228941][bookmark: _Toc418170466]Skills and Knowledge Activity
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Access and analyse information to achieve planned outcomes
· Apply techniques for resolving problems and conflicts and dealing with poor performance within organisational and legislative requirements
· Review and improve workplace outcomes in consultation with relevant personnel
· Adjust interpersonal style and communications to respond to cultural and social diversity
· Apply relationship management and communication skills with a range of people 
· Communicate ideas and information to diverse audiences
· Develop networks and build team relationships
· Reading skills
· Writing skills
· Oral communication skills
· Navigate the world of work
· Interact with others
· Get the work done
· Give examples of how work relationships and the cultural and social environment can support or hinder achieving planned outcomes
· Explain techniques for developing positive work relationships and building trust and confidence in a team
· Identify relevant legislation from all levels of government that affects business operation
· Describe a range of methods and techniques for communicating information and ideas to a range of stakeholders
· Outline problems solving methods
· Explain methods to resolve workplace conflict
· Explain methods to manage poor work performance
· Explain how to monitor, analyse and introduce ways to improve work relationships.

Answer each question in as much detail as possible, considering your organisational requirements for each one.

1. How can the following skills aid you in contributing to effective workplace relationships? Give examples for each.

· Ability to relate to people from a range of social, cultural and ethnic backgrounds and physical and mental abilities 
· Coaching and mentoring skills 
· Functional literacy skills 
· Relationship management and communication skills 

2. What principles and techniques associated with relationship management are there? Give examples of principles and techniques you are both aware of and that you have used.

3. What relevant legislation from all levels of government may affect business operation and where would you find this legislation?
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	Estimated Time
	1 Hour

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – your instructor will let you know whether you will complete it during class or in your own time.
Attach your completed answers to the workbook.
You must individually, answer the following questions in full to show your competency of each element:
1. Seek, receive and communicate information and ideas
2. Encourage trust and confidence
3. Identify and use networks and relationships
4. Contribute to positive outcomes

1. What information associated with the achievement of work responsibilities might you need to collect and where would you find this information?

2. Why is it important to communicate ideas and information to diverse audiences in an appropriate and sensitive manner?

3. What possible internal and external sources are there?

4. What is consultation and why is it important to ensure there are processes to allow employees to contribute to issues related to their work?

5. Why is it important to promptly deal with and resolve issues raised? Who might you need to refer them to in your workplace?

6. Why should you treat people with integrity, respect and empathy?

7. How would you encourage effective relationships within the framework of the organisation's social, ethical and business standards?

8. What can you do to gain and maintain the trust and confidence of colleagues, customers and suppliers?

9. Why would you need to adjust interpersonal styles and methods in relation to the organisation's social and cultural environment?

10. What are workplace networks?

11. What are the values and benefits of networks and other work relationships for the team and the organisation?

12. What difficulties have you encountered and what action have you taken to rectify the situation within your own level of responsibility according to organisational and legal requirements?

13. How could you support colleagues in resolving work difficulties?

14. Why is it important to regularly review workplace outcomes and implement improvements in consultation with relevant personnel?

15. Give details of the policies in place within your organisation that relate to identifying and resolving poor work performance.

16. Why is it important to deal constructively with conflict? What are your organisation’s established processes for dealing with conflict?
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