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Instructions to Assessor
[bookmark: _Toc467740633]Prior to conducting the assessment
· Read this document in its entirety
· Contextualise the activities, observations/demonstrations and other submitted evidence to ensure it reflects the learner cohort. Check this against the mapping, to ensure it is still valid
· Ensure that workplace (or simulated environment for learners that are not working) is suitable for the parameters of any required task, to ensure the learners will have an appropriate opportunity to demonstrate their skills
· If observations are undertaken on the job/in a simulated environment, discuss the assessment methods with the third party, so that they are aware of what is required of them (e.g. using the Third Party Observations/Demonstrations document), as well as any modifications that may be required in the workplace
· Ensure that the learner is allocated the appropriate time and resources required for the tasks
· If appropriate, determine and agree with the third party an acceptable timeframe for each observation
· Advise the learner prior to conducting observation/assessment:
· what will occur throughout the assessment process
· when the assessment will occur
· the level of competency expected
· Confirm arrangements for the third party to observe the learner in the workplace with the learner and the third party
· Ensure that the third party understands the requirements and instructions regarding the Third Party Observations/Demonstrations
· Never tell the learner how to perform a task or answer a question, as that would render the assessment invalid – the expectation is that the learner should know this prior to commencing the assessment
· Use the checklists and answer guides to assist you with marking, but never show or share them with the learner or the third party.

[bookmark: _Toc467740634]Selecting a third party
· The third party must be someone in a position to make a valid comment on performance of the learner, e.g. a line manager
· You may use the third party at your discretion when you feel the learner has not given a satisfactory response for any of the criteria in the unit of competency. Therefore, you may not need third party evidence for all of the performance criteria.
[bookmark: _Toc467740635]Conducting the assessment
· Establish and oversee the evidence-gathering process to ensure it remains valid, sufficient, authentic, current and flexible
· Advise the learner when to commence the assessment
· Gather supporting documents, where available and appropriate, as evidence to help you make a judgement of the learner’s competency
· Record observations and evidence against the checklist
· Where a checklist point is not observable due to reasons outside the learner’s control, modify the scenario to allow the learner an opportunity to perform the task in question
· Do not interfere with the assessment unless the learner’s actions impose a risk of harm
· If there is an error, record it
· When the assessment is complete, advise the learner and record your comments in the relevant section. You must determine whether they are competent (C) or not yet competent (NYC).
[bookmark: _Toc467740636]Making the decision on competency
· The learner needs to be deemed satisfactory for all of the criteria in the unit to gain competency
· If you are in doubt of the learner’s competency, gather further evidence to guide your decision. For example, this may include asking supplementary questions or requesting a portfolio of evidence from the learner
· Assess learners on their performance in this unit, not on actions before or after the assessment (unless a portfolio of evidence is required)
· Use the checklists and your professional judgment to determine the final outcome. However, if the learner’s performance in the assessment does not reflect performance during the course, consider undertaking an oral quiz or other supplementary assessment
· If you are marking the learner NYC (Not Yet Competent), ensure you outline why you have made this decision, and provide advice on how the learner can improve skills/knowledge prior to their next attempt.


When using evidence you have gathered on the learner to judge their competency, the following criteria will need to be met (as applicable to the unit of competency):
· All the performance criteria elements have been addressed to the required standard (set out in the unit of competency)
· The knowledge evidence/required knowledge has been demonstrated
· The performance evidence has been practically demonstrated
· The foundation skills/required skills have been practically demonstrated
· The assessment conditions/critical aspects of assessment have been met
· The context and consistency of assessment are addressed to appropriate AQF level
· The learner has been assessed through a range of assessment methods
· The learner has completed all assessments to the levels defined in the assessor workbook (as stated in the Learner Workbook activity answers and summative assessment answers).
[bookmark: _Toc467740637]After the assessment
· Provide learners with:
· clear and constructive feedback based on the assessment decision
· information on ways of overcoming any identified gaps in competency revealed by the assessment
· the opportunity to discuss the assessment process and outcome 
· information on reassessment and the appeals process
· an opportunity for reassessment, if appropriate
· Regardless of the outcome of the assessment, provide all learners with a copy of the completed checklist, ensuring the comments section is completed. 
· Where the learner’s performance is deemed not yet competent, provide detailed feedback on the criteria they need to improve upon, if requested
· Record and report the outcome of assessment for each learner.

[bookmark: _Toc415147200][bookmark: _Toc467740638]Observation/demonstration
Throughout this unit, the learners will be expected to show their competency of the elements through observations or demonstrations. As trainer/assessor, you will compile a list of demonstrations that you recognise the learners will need to complete, or tasks to be observed. Any required observations and demonstrations will need to be completed, as well as the activities found in the Learner Workbook. 
An explanation of observations and demonstrations:
Observation is on-the-job
The observation will usually require:
· Performing a work based skill or task 
· Interaction with colleagues and/or customers.
Demonstration is off-the-job
A demonstration will require:
· Performing a skill or task that is asked of you
· Undertaking a simulation exercise.
You will need to inform each learner which one of the above they will be required to do. The observation/demonstration 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. As trainer/assessor, you will ensure each learner is provided with the correct equipment and/or materials to complete the task. Learners should also be informed on how long they have to complete the task.
Learners should be able to demonstrate the skills, knowledge and performance criteria required for competency in this unit, as seen in the Learner Guide.


[bookmark: _Toc467740639]Reasonable adjustments
Where learners are unable to complete the tasks in the methods specified due to situations beyond your/their control, you will need to make reasonable adjustments.
These will be dependent on the specific needs of the learners.
While learner needs will vary on an individual basis, examples are given below:
Learner workbook written answers
If the student is unable to write (e.g. due to a disability or injury), you may ask them questions verbally and record their responses on an audio device.
Also, you have the option of asking supplementary questions to confirm their competency in a given criteria, if necessary.
Skills activity
If the learner is unable to demonstrate their skills at the time of your presence, for whatever reason, they could provide a video demonstration to the assessor, or obtain third party evidence of them demonstrating the skills in question.
Knowledge activity
If the learner is unable to verbally answer questions, for whatever reason, they could provide written answers to the questions, or provide an audio recording of their answer at a later date.
Performance activity
If the learner is unable to perform the required practical tasks at the time of asking, for whatever reason, they may provide video evidence at a later date, or complete the task in a simulated environment, with evidence given by the designated third party, if required.




[bookmark: _Toc467740640]Additional Evidence
In addition to the assessments provided in this unit, learners may also display competence through additional evidence. 
This may include, but is not limited to:
Workplace evidence
Portfolios
Existing qualifications
Workplace documents
Case studies
Research
Reports.
This additional evidence may be submitted by the learner or their third party but should be subject to validation by the assessor.


[bookmark: _Toc467740641]Learner Workbook Activity answers
Complete the following activities individually or in a group (as applicable to the specific activity and the assessment environment).

Where applicable, a signed observation by either an approved third party or the assessor will need to be included in these activities as proof of completion.
[bookmark: _Toc315352844][bookmark: _Toc415759456][bookmark: _Toc419105374][bookmark: _Toc435695596][bookmark: _Toc435782284][bookmark: _Toc467740642]Activity 1A
	Estimated Time
	15 Minutes

	Objective	
	To provide you with an opportunity to ensure that work goals, objectives or Key Performance Indicators (KPIs) are understood, negotiated and agreed in accordance with organisational requirements.

	Activity
	1. Why is it important to understand, negotiate and agree your work goals, objectives or KPIs?

2. Give an example of a work goal, objective or KPI that is relevant to your organisation and explain how it meets your organisation’s requirements.

1. Answers may include:

· To ensure that the employee has the same understanding about the important aspects of the job as the employer/manager
· To enable meaningful discussion about any amendments that may be required to goals, objectives or KPIs
· To enable good decisions to be made about setting work priorities.

2. Answers will vary depending on candidates’ individual responses.





[bookmark: _Toc467740643]Activity 1B
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to assess and prioritise workload to ensure tasks are completed within identified timeframes.

	Activity
	Generate a list of work tasks that you are required to complete in the next day/week (choose a timescale that is appropriate for your role). Use Eisenhower’s Importance/Urgency Principle to prioritise your tasks.

Answers will vary depending on individual candidates’ responses but there should be a clear separation of tasks based on their urgency and importance. 






[bookmark: _Toc467740644]Activity 1C
	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to identify factors affecting the achievement of work objectives and incorporate contingencies into work plans.

	Activity
	What practical steps might you take to avoid or minimise the effects of the following factors which might affect the achievement of your objectives?

	Factors
	Practical steps


	Budget constraints
	Be aware of current budget constraints
Check with relevant people if unsure
Clarify any changes to budget and the implications for your activities
Replan your work schedule in line with the revised budget
Reallocate priorities accordingly


	Competing work demands
	Review priorities and replan if necessary
Seek input/advice from others (e.g. line manager) to reallocate priorities


	Resources/materials availability
	Check availability of resources prior to when they are needed
Identify alternative sources of resources
Identify alternative methods of work, if appropriate (e.g. outsourcing, etc.)


	Unforeseen incidents
	Check the implications of the unforeseen incidents and the effect on your work plans
Reprioritise tasks accordingly
Seek advice if necessary.









[bookmark: _Toc467740645]Activity 1D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to use business technology efficiently and effectively to manage and monitor scheduling and completion of tasks.

	Activity
	Identify three items of business technology which you are familiar with. For each, describe how you use it to manage and monitor the scheduling of your work tasks.

Answers will vary depending on individual candidates’ responses.






[bookmark: _Toc415759457][bookmark: _Toc419105375][bookmark: _Toc467740646]Activity 2A 
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to accurately monitor and adjust personal work performance through self-assessment to ensure achievement of tasks and compliance with legislation and work processes or KPIs.

	Activity
	1. Why is it important to monitor and adjust your personal work performance?

2. What methods or techniques can you use to self-assess your work performance?

3. Imagine that when monitoring your work performance you find that you are behind with a key task which is due in two weeks’ time. You haven’t made any progress towards completing this task yet. What steps can you take to ensure that the task is completed on time?

1. Answers may include:

· To minimise any adverse effects which may be caused by factors which can affect the achievement of objectives 
· To understand own progress towards completing work objectives
· To enable others to understand your progress towards completing work objectives
· To motivate yourself as a result of understanding what has been achieved
· To be able to plan and prioritise as necessary depending on progress made.

2. Answers may include:

· Reviewing and updating work schedules and task lists when tasks are completed/achieved
· Reviewing and updating data relating to the achievement of KPIs and work goals and objectives.

3. Answers may include:

· Review overall workload and reprioritise to ensure that this key task is given prominence
· Delegate some tasks to other people if appropriate
· Negotiate (with relevant people) a revised deadline for some tasks to alleviate pressure for the key task
· Negotiate a revised deadline for the key task, if appropriate
· Negotiate for additional resources to be made available to ensure that the key task is completed on time.



[bookmark: _Toc347750663]

[bookmark: _Toc415759458][bookmark: _Toc419105376][bookmark: _Toc467740647]Activity 2B 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to ensure that feedback on performance is actively sought and evaluated from colleagues and clients in the context of individual and group requirements.

	Activity
	1. Why is it important to seek feedback on performance from others?

2. What steps can an individual take to obtain feedback from clients and colleagues?

3. Thinking of a role with which you are familiar, identify the range of feedback opportunities that are available (e.g. KPI data and client feedback).

1. Answers may include:

· Others can offer a different perspective on an individual’s performance
· Others’ views can add to the overall picture of a person’s performance
· It’s not always possible to see for ourselves some aspects of our own performance and so we rely on other methods.

2. Answers may include:

· Encourage clients and colleagues to use existing systems for providing feedback (e.g. via surveys)
· Ask clients and colleagues for feedback
· Build open and transparent relationships with people so that they feel able to provide feedback as part of the natural interactions they have at work.

3. Answers will vary depending on individual candidates’ responses.
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[bookmark: _Toc419105377][bookmark: _Toc467740648]Activity 2C 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to routinely identify and report on variations in the quality of and products and services according to organisational requirements.

	Activity
	1. Why is it important to identify and report on variations in the quality of products and services provided?

2. Thinking of a work procedure or task with which you are familiar, describe how and when you can identify and report on variations in quality of the products/services being delivered. For example, if the task is making an item, how and when do you check the quality of the item being made?

1. Answers may include:

· To ensure the quality of the organisation’s products and services overall
· To enable corrective action to be taken at the earliest opportunity
· To prevent small problems and errors from growing into larger ones
· To enable the individual to learn from any variations in quality so that similar issues can be avoided in future.

2. Answers will vary depending on individual candidates’ responses.



[bookmark: _Toc415759460]


[bookmark: _Toc419105378][bookmark: _Toc467740649]Activity 2D 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify signs of stress and effects on personal wellbeing.

	Activity
	1. How might you identify the following signs of stress in an individual at work?

· Absence from work
· Alcohol/substance abuse
· Conflict 
· Poor work performance 

2. What are the possible effects on a person’s wellbeing if they are suffering from stress at work?

1.    Answers may include:

	Signs of Stress
	How to Identify the Signs

	Absence from work
	From attendance records
Knowledge of the individual’s work pattern/attendance data
Evidence of illness/medical appointments.

	Alcohol/substance abuse
	Errors in work, delays and forgetfulness
Lateness
Comments/complaints from others
Obvious signs such as shaking, unpleasant odour, dilated pupils and slurred speech
Breaches of WHS regulations.

	Conflict
	Comments/complaints from or about others
Refusal to work with others
Unhelpful and uncooperative behaviour.

	Poor work performance
	Errors and/or delays in producing work
Failure to achieve KPIs
Lack of enthusiasm or motivation.



2. Answers may include:

· Negative impact on cultural, emotional, social and or spiritual wellbeing
· Withdrawal from normal activities
· Feelings of isolation, anxiety, low self-esteem
· Feeling unable to cope, hopeless, helpless
· Physical symptoms of stress.
[bookmark: _GoBack]
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[bookmark: _Toc419105379][bookmark: _Toc467740650]Activity 2E 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify sources of stress and access appropriate supports and resolution strategies.

	Activity
	1. Imagine that a colleague is experiencing stress due to an increased workload since a co-worker left the organisation recently. They have been working long hours, they are not sleeping well and they have become difficult to work with as they can be abrupt and snappy at times. What support and resolution strategies might help this person?

2. Imagine that a colleague is experiencing severe stress at work. They are working on a number of challenging projects and have had to deal with some tricky problems lately. They spend a great deal of time in meetings and they take a lot of work home with them most nights. They have told you that their family life is starting to suffer. Some of their projects still have at least another six months to go until they are completed. What support and resolution strategies might help this person?

3. Imagine that a colleague is experiencing problems in their family life and has separated from their partner. They are spending more time at work; working long hours and you know that they are spending little time with their family. They seem very unhappy and have become forgetful. They have been making quite serious mistakes at work also. What support and resolution strategies might help this person?

1. Answers may include a combination of the following:

· Awareness raising
· Group activities
· Sharing load
· Training.

2. Answers may include a combination of the following:

· Time off
· Employee assistance programmes
· Awareness raising
· Group activities
· Sharing load
· Training.

3. Answers may include a combination of the following:

· Counselling
· Employee assistance programmes
· Family support.





[bookmark: _Toc415759462][bookmark: _Toc419105380][bookmark: _Toc467740651]Activity 3A 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify personal learning and professional development needs and skill gaps using self-assessment and advice from colleagues and clients in relation to role and organisational requirements.

	Activity
	1. Alice is a landscape gardener for an organisation which maintains green spaces in inner city areas. She has been doing this job for 2 years and she has a basic qualification in horticulture. She is very skilled in plant identification and she knows the ideal growing conditions for the most common plants and trees that she encounters in her job. She has recently been asked to prune some of the larger trees that are in her geographical area, and she will soon become responsible for weed control, taking over from a colleague who has retired. She has never had any instruction in using some of the pruning and weed control equipment that she will be using. When she is working, she is often stopped by members of the public who are interested in what she is doing or who want to ask her advice for their own garden maintenance and care. She has had some feedback that she can sometimes be uncommunicative when she is interrupted in her work, and her boss feels that interacting with members of the public is an important part of the job – after all, Alice is the public face representing the organisation in some areas of the city.

What personal learning and professional development needs and skill gaps does Alice appear to have?

2. Bo is an administrator working in the office of a small family-run construction company. He has a wide range of duties from ordering supplies, to maintaining personnel records to preparing documents for customers and for meetings, etc. He has been in the role for almost one year. He uses a wide range of software in his job, including databases, spreadsheets and word processing packages. He has been asked to help with some accounts administration (e.g. processing invoices and payments, etc. This will become a regular part of his job but he is feeling anxious about it as the accounting software looks complicated and he is very aware that any mistakes could cost the company a lot of money. He has been complimented for his flexible attitude to his work and his good attention to detail, but his boss has told him that he sometimes leave important tasks unfinished at the end of the day – this can sometimes cause problems if the papers for a meeting taking place in the evening have not been prepared before Bo goes home after work. He is not confident in using presentation software and so when he produces documents, they are not always formatted in the most appealing and reader-friendly way.

What personal learning and professional development needs and skill gaps does Bo appear to have?

1. Answers may include:

· Safe use of pruning equipment
· Safe use of weed control equipment
· Safe use of weed control substances (e.g. chemicals)
· Protecting self and public whilst using pruning and weed control equipment
· Interacting with the public effectively
· Limiting conversations with members of the public whilst maintaining a professional image.

2. Answers may include:

· Use of accounting software
· Being able to identify errors and discrepancies in accounting data
· Planning and prioritising work
· Time management principles and techniques
· Use of presentation software.





[bookmark: _Toc415759463][bookmark: _Toc419105381][bookmark: _Toc467740652]Activity 3B
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify, prioritise and plan opportunities for undertaking personal skill development activities in liaison with work groups and relevant personnel.

	Activity
	1. Referring back to Alice and Bo in activity 3A, in this activity, you are asked to consider what opportunities may exist to meet their development needs. Don’t worry if you don’t have any technical knowledge or expertise in the areas in which they need to develop – your general ideas and suggestions are sufficient for this activity.
	
The question for you to consider is:

What possible opportunities might there be for Alice and Bo to develop their skills and knowledge in all the areas you identified?

2. Why is it important to liaise with work groups and relevant personnel when planning development opportunities?

1. Answers may include:

Alice: Job shadowing an experienced operator, reading manuals and online material about the use of pruning and weeding equipment and materials, attending formal training in these areas, coaching in interacting with members of the public, observing experienced operators interacting with the public.

Bo: one-to-one training with an experienced user, supporting an experienced operator to prepare and check accounting data, attending training in the use of the software, reviewing past accounts data to identify errors and discrepancies, attending time management training, coaching in prioritising workload.

2. Answers may include:

· Development activities need to take place at a time when they do not disrupt the day-to-day running of the department/team
· It’s useful to capture some naturally-occurring development opportunities as and when specific instances arise (e.g. the need to create a presentation using the relevant software)
· If the cooperation and support of others is required, it is best if they have been involved or consulted with over what development will take place, how and when.





[bookmark: _Toc415759464][bookmark: _Toc419105382][bookmark: _Toc467740653]Activity 3C
	Estimated Time
	10 Minutes

	Objective
	To provide you with an opportunity to access, complete and record professional development opportunities to facilitate continuous learning and career development.

	Activity
	Why is it important to record the professional development opportunities that you undertake?

Answers may include:

· To form part of your overall career history
· To avoid forgetting the informal and minor development activities that are undertaken
· To be able to show a prospective new manager/employer the learning that you have undertaken when applying for promotion or new roles.



[bookmark: _Toc415759465]


[bookmark: _Toc419105383][bookmark: _Toc467740654]Activity 3D
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to incorporate formal and informal feedback into review of further learning needs.

	Activity
	1. Why is it useful to incorporate feedback into a review of further learning needs?

2. From whom can you seek feedback about your learning and development?

1. Answers may include:

· When undertaking training or development, those involved can offer feedback about strengths, competence, confidence and further areas for development
· Others may be able to suggest further development activities to consolidate or further develop on the knowledge and skills being developed
· Feedback about competence and confidence can be very motivating
· Feedback can help the individual to prioritise the next areas they wish to develop/improve.

2. Answers may include:

· From those involved in delivering/providing the learning itself
· From your line manager/supervisor
· From others, you work with
· From other relevant people who can comment or make observations about your performance as a result of the development activities.






[bookmark: _Toc467740655]Summative Assessments

The summative assessments are the major activities designed to assess the learner’s skills, knowledge and performance, as required to show competency in this unit. These activities should be completed after finishing the Learner Guide. These should be completed as stated under the trainer/assessor instructions.
Skills, knowledge and performance may be termed as:
· Skills – skill requirements, required skills, essential skills, foundation skills
· Knowledge – knowledge requirements, required knowledge, essential knowledge, knowledge evidence
· Performance – evidence requirements, critical aspects of assessment, performance evidence.
Section A: Skills Activity
The Skills Activity is designed to be a series of demonstrative tasks that should be assessed by observation (by the assessor or third party, depending on the circumstances).
It will demonstrate all of the skills required for this unit of competency, and observation should be recorded in the relevant section of the Observations/Demonstrations document.
Section B: Knowledge Activity (Q & A)
The Knowledge Activity is designed to be a verbal questionnaire where the assessor asks the learner a series of questions to confirm their competency for all of the required knowledge in the unit of competency.
Section C: Performance Activity
The Performance Activity is designed to be a practical activity performed either in the workplace or a simulated environment. The learner should demonstrate the required practical tasks for the unit of competency and be observed by the assessor and/or third party, as applicable to the situation.
The observation should be recorded in the relevant section of the Observations/Demonstrations document.
Note: The learner should have completed written answers, portfolios or any evidence of competency attached to the learner workbook.



[bookmark: _Toc467740656]Summative Assessments answer guide
[bookmark: _Toc467740657]Section A: Skills Activity
Objective: To provide you with an opportunity to show you have the required skills for this unit.

A signed observation by either an approved third party or the assessor will need to be included in this activity as proof of completion.

This activity will enable you to demonstrate the following skills:
Learning:
· Employs a range of approaches and investigative techniques to source the knowledge necessary to arrange personal learning experiences
Reading:			
· Interprets textual information to determine organisation’s procedures, own work performance and objectives
Writing:
· Prepares written reports and workplace documents that communicate information clearly and effectively
Oral communication:
· Clearly gives and receives feedback using specific and relevant language
· Uses listening and questioning techniques to confirm understanding
Numeracy:
· Understands responsibilities and scope of role and complies with organisational policies, procedures and protocols
Interact with others:
· Selects the appropriate form, channel and mode of communication for a specific purpose relevant to own role
· Fosters and nurtures a culture of constructive and respectful feedback
· Proactively collaborates with others to achieve specific goals
Get the work done:
· Plans and organises work commitments to ensure deadlines and objectives are met
· Uses formal analytical thinking techniques to recognise and respond to routine problems
· Uses digital systems and tools to enter, store and monitor information

Answer the activity in as much detail as possible, considering your organisational requirements.

All activity answers will vary depending on the learner and the organisation they work for but the learner should be able to demonstrate their competency in the unit requirements.

1. Plan and produce a work schedule for yourself and your team, using digital systems to enter, store and monitor the information. 

Organise work commitments and responsibilities in order of priority to ensure that deadlines and objectives are met.

Gather and analyse feedback from the relevant people on your work performance. Identify any gaps in your knowledge and skills, and if necessary, ask permission to arrange some personal learning activities to improve your skills.

Provide constructive written feedback to the team about their performance, stating how they have managed the work schedule and completed work tasks.

Throughout this activity, make sure you are following the organisation’s procedures and your own work responsibilities. 

1. Learners should demonstrate that they can successfully plan and produce a work schedule using digital systems. They should demonstrate that they can enter, store and monitor the information using the systems.  

Once the activity is completed, the assessor will need to check through the work schedule and feedback to make sure the learner demonstrates all of the required skills listed above and shows competency in completing these tasks. 

The learner should be able to demonstrate relevant learning, reading, writing, oral communication, numeracy, working and interacting skills.

To do this, they should:

· Demonstrate that they can arrange personal learning experiences
· Determine their organisation’s procedures, work performance and objectives
· Prepare reports and documents, communicating clearly and effectively
· Give and receive feedback 
· Use listening and questioning techniques to understand 
· Understand their own responsibilities and scope of role 
· Comply with organisational policies, procedures and protocols
· Select an appropriate way to communicate and interact with others
· Plan and organise work commitments 
· Ensure deadlines and objectives are met 
· Use formal analytical thinking techniques to identify problems
· Use digital systems and tools to enter, store and monitor information.




[bookmark: _Toc467740658]Section B: Knowledge Activity (Q & A)
Objective: To provide you with an opportunity to show you have the required knowledge for this unit.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Outline key provisions of legislation that relate to own work role
· Describe goals, objectives or key performance indicators of own work role
· Explain ways to elicit, analyse and interpret feedback when communicating with other people in the workplace
· Explain the principles and techniques of goal setting, measuring performance, time management and personal assessment of learning and development needs
· Explain signs and sources of stress and strategies to deal with stress in the workplace
· Identify methods to identify and prioritise personal learning needs.

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

All answers will vary depending on the learner and the organisation they work for but the learner should be able to answer each question competently.

1. What are the key provisions of legislation that relate to your role in the workplace?

2. List the goals and objectives as part of your role.

3. List ways you could gather and analyse feedback in the workplace.

4. What are the techniques for goal setting, measuring performance and time management?

5. What are the signs and sources of stress, and how would you deal with it in the workplace?

6. How would you identify and prioritise personal learning needs?

1.    Answers will vary depending on the organisation and the role.

2.   Answers will vary depending on the role, but could include:

· Budgetary and production targets
· Reporting deadlines
· Sales targets 
· Team and individual learning goals
· Team participation.

3.    Answers may include:

· Conversations, surveys, discussions
· Collate feedback and summarise the key points
· Look for any trends or themes which suggest areas for development/action.

4.    Answers may include:

· Set goals:
· take account of organisational requirements
· check established KPIs
· discuss and negotiate specific goals with relevant personnel (e.g. line manager)

· Measure/assess your own work performance
· review own work products and services in terms of their quality
· refer to data concerning work performance (e.g. KPI data)
· seek feedback from others regarding work performance
· assess own performance against competencies
· Manage your time
· Set priorities and seek help with this if necessary
· Schedule activities in a logical order
· Group similar tasks together
· Maintain a focus on priority tasks and deadlines
· Use to-do lists and Task Lists to manage workload, etc.

5.     Signs of stress may include:

· Absence from work: this might be due to medical advice to take time off work to recover from stress, or it may consist of occasional days’ absence. This will be evidenced in a person’s attendance record at work. Long periods of absence or a pattern of shorter absences over a period of time may indicate that stress exists.
· Alcohol or other substance abuse: some people turn to alcohol and other substances in the mistaken belief that this will help them to cope with stress – it may help them to feel better in the short term but this is not a long-term solution. Other people may notice signs of substance abuse such as the smell of alcohol on a person’s breath, shaking, dilated pupils, making errors, lateness or absence and lack of concentration.
· Conflict: when feeling stressed, we are not always able to think and act rationally. What would normally be a trivial matter can seem like a major crisis when we are feeling stressed. This can lead to irrational behaviour which can lead to conflict with others. This may include raised voices/shouting, curt and abrupt behaviour, snubbing others, making negative remarks and speaking ill of others.
· Poor work performance: a person who is stressed may not be able to give the same attention to the job as usual and so they may make mistakes, become forgetful, make poor decisions or find it difficult to make any decisions at all.

Sources of stress may include:

· Complex tasks
· Cultural issues
· Work and family conflict
· Increased workload
· Demanding timescales
· Pressure from the organisation/clients
· A change in duties. 

6.   Answers may include:

· Reflect on strengths and areas of less competence/confidence in terms of work performance
· Identify any new or challenging aspects of the job role
· Identify the frequency or importance of target skills/knowledge to be developed
· Seek advice and input from relevant personnel (e.g. line manager).



[bookmark: _Toc467740659]Section C: Performance Activity
Objective: To provide you with an opportunity to demonstrate the required performance elements for this unit.

A signed observation by either an approved third party or the assessor will need to be included in this activity as proof of completion.

This activity will enable you to demonstrate the following performance evidence:
· Prepare a work plan according to organisational requirements and work objectives
· Use business technology to schedule, prioritise and monitor completion of tasks in a work plan
· Assess and prioritise own workload and deal with contingencies
· Monitor and assess personal performance against job role requirements by seeking feedback from colleagues and clients
· Identify personal development needs and access, complete and record skill development and learning.

Answer the activity in as much detail as possible, considering your organisational requirements.

All activity answers will vary depending on the learner and the organisation they work for but the learner should be able to demonstrate their competency in the unit requirements.

1. Organise and complete your own work schedule showing how you have:

· Understood, negotiated and agreed your work goals, objectives and KPIs in accordance with organisational requirements (e.g. legislation and ethical practices)
· Assessed and prioritised your workload 
· Identified and planned for factors which may affect the achievement of work objectives
· Used business technology in the management and monitoring of your work.

Monitor your own work performance showing how you have:

· Ensured compliance with legislation, work processes and/or KPIs
· Sought feedback about your work performance
· Identified and reported variations in the quality of products and services you are responsible for providing
· Identified any signs of stress and the effects of this on your personal wellbeing
· Identified sources of stress and accessed support and resolution strategies.

Co-ordinate your own personal skill development and learning showing how you have:

· Identified your learning and development needs
· Identified, prioritised and planned development opportunities
· Accessed, completed and recorded development opportunities
· Incorporated feedback into your review of further learning needs.

1. Answers will vary between learners depending on their own organisation. They should apply everything that they have learned throughout the unit. They may refer to information outlined in the Learner Guide, but they should be able to apply it to their own situation.

Learners should demonstrate their ability to organise and complete a work schedule, monitor their own work performance and coordinate their own personal skill development and learning. 

Once the activity has been completed, the assessor will need to check through all the documents and lists to make sure the learner has provided all the required information and demonstrated the skills listed above effectively. You should assess their ability to include all the required information and produce the documents accurately using business technology. 
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