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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: 		Zoe Lwin
Address:	79 Waterview Avenue, Wynnum, 4178
Email:		zoejade_98@hotmail.com
Employer:	Lwins Cleaning
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:		09/01/2017
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below:
[bookmark: _GoBack]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?
To carry out responsibilities within the workplace, it is necessary to gain insight regarding job descriptions, staff performance, client feedback and continuous improvement. This type of information can be accessed in various forms such as paper/electronic archives, team performance records or marketing data. Within my workplace, filed historical data is commonly used. While this information is not necessarily current, it is helpful in comparing current and past activity (analysing profit margins, expenses, customer data etc.).








[bookmark: _Toc373087578][bookmark: _Toc373228928][bookmark: _Toc418170453]Activity 1B
	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? 
It is important to consider the personal beliefs as well as social and cultural backgrounds of each individual when communicating ideas in a workplace environment. This is to ensure each staff member is always treated with respect and feels comfortable in the workplace. 





[bookmark: _Toc373087579][bookmark: _Toc373228929][bookmark: _Toc418170454]Activity 1C
	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?
Each individual has a unique way of looking at a situation, and can therefore offer useful contributions when developing and refining new ideas. It is vital then, to seek input from various internal and external sources. Gaining needed contributions from colleagues often makes them feel valued within their role while feedback from customers can help refine issues they may identify within the organisation. 





[bookmark: _Toc373087580][bookmark: _Toc373228930][bookmark: _Toc418170455]Activity 1D
	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?
The consultation process is most effective when:
· Employees feel comfortable giving input because they know that new ideas are welcome and are encouraged to share their feedback. 
· Communication is clear and staff know a time and place that is appropriate to provide feedback.  

How do you communicate consultation outcomes in your workplace?
Within my workplace, consultation outcomes are most often communicated via email, during a meeting or even through one on one conversation.





[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
	[bookmark: _Toc373228891]What different types of conflict are there?
While conflict can be encountered in various forms, it can be categorised into two types; interpersonal conflict and intragroup conflict. 
· Interpersonal conflict is usually defined as a conflict of interests and occurs when people display different perceptions, personalities goals and attributes. At times, this kind of conflict can be beneficial as it can motivate workers to action. 
· Intragroup conflict can be interdepartmental and may occur during whole workplace projects, involving multiple group members. In this case, every group member needs to be dealt with equally. 

Have you encountered any conflict in work? How was this resolved?
Regardless of how serious, any form of interpersonal (more common in my workplace), or intragroup conflict must be dealt with in a sensitive and fair manner, ensuring confidentiality of information is key. When dealing with these conflicts, a supportive team leader must be approachable and willing to listen. There needs to be a clear trust between team members and their leader to deal with the issue appropriately.  Some issues may require a referral to specialists or external personnel such as human resources, manager or counsellors etc. 













[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?
To display integrity, respect and empathy, these qualities and feelings need to be properly understood. 
· A person showing integrity in the workplace is always honest with their colleagues and reliable; completing all tasks on time and to high standard. They maintain high moral values through all their actions. 
· While respect is often an admiration of a person’s qualities or abilities, it is also displayed by being polite and showing good manners to all the workplace, even those with whom we are less familiar. 
· Treating others with empathy in the workplace means showing understanding for the feelings and values of colleagues even if these may not reflect your own views or feelings. 
Give examples of treating people with integrity, respect and empathy in the workplace.
Integrity – always being honest (eg owning up for mistakes you have made) and reliable - not letting people down either by neglecting tasks that you have been given or by accepting tasks that you don’t have time for. 
Respect – being polite and well-mannered to all workmates, even those you may not know well or necessarily get along with. Always trying to be accommodating the needs of others.
Empathy – having understanding and sharing the feelings of colleagues even if these are your own feelings. 









[bookmark: _Toc373087583][bookmark: _Toc373228933][bookmark: _Toc418170458]Activity 2B
	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
While they aren’t necessarily outlined in workplace policies, implied standards, such as honesty and respect are expected from every member of staff regardless of the workplace or industry. When all workers display these qualities, it has a positive influence on workplace relationships and environments meaning that staff are happier and collaborative tasks are completed more effectively.
Rewards and recognition for high performing staff 
A reward and recognition scheme within the workplace is an excellent way to promote a good attitude toward work and can also increase quality of work produced. Within my workplace, this includes praising quality work from staff, team meals and monetary bonuses for consistently outstanding work. 
Standards expressed in legislation and regulations such as anti-discrimination legislation
Unlike implied standards, legislative regulations must be followed for legal reasons and are in place to ensure there is no inappropriate behaviour occurring within the organisation.  All members need to know the details and consequences outlined by this legislation. The anti-discrimination act is one legislative document which promotes equal treatment and opportunity of all staff, and contributes to positive interaction and workplace relationships.
Written standards such as those expressed in:
vision and mission statements
policies
code of workplace conduct/behaviour
dress code
statement of workplace values
Various forms of written standards play a large part in maintaining positive workplace relationships. These may include visions and mission statements which set out what the organisation wishes to achieve and how they aim to do this. Policies can also be used to outline the company’s attitude towards customers by reflecting current working practice, considering any legislative requirements. It is important that every team member is also aware of what is expected of them as outlined in the workplace code of conduct, which includes the dress code. While not all organisations have dress codes, wearing appropriate, smart clothing can impact on an individual’s behaviour and attitude. This, in turn will impact on their workplace relationships. Many organisation have a workplace motto which focuses purely on the values that all team members must demonstrate, in line with the organisation’s expectations.



[bookmark: _Toc373087584][bookmark: _Toc373228934][bookmark: _Toc418170459]Activity 2C
	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?
Competent behaviour is displayed when employees show a hard-working, respectful and positive attitude. They are co-operative, loyal and follow all social, ethical and business standards. Competency within your workplace means knowing your role and keeping product knowledge up to date.  If competent behaviour is maintained across the organisation, the level of trust between suppliers and clients will be strengthened. 
A person who isn’t carrying out their responsibilities will soon lose respect from their colleagues, which has a negative effect on the quality of work. To ensure that this doesn’t happen, it’s important that all members of staff, especially those with in leadership roles, set a good example for others.



[bookmark: _Toc373087585][bookmark: _Toc373228935][bookmark: _Toc418170460]Activity 2D
	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?
[bookmark: _Toc373228910][bookmark: _Toc418170477]The interpersonal style in which we tend to communicate may be inherent or developed. Our natural methods of communicating may need adjustment, especially as we communicate with team members from different social and cultural backgrounds. We may fit into or move between the following 3 styles;    
· Passive: this type of communication usually means you don’t consider your own needs and feelings, and are lacking in the confidence to stand up for yourself. Someone who only communicates in this style would usually struggle in a leadership role. 
· Aggressive: contrary to passive communication, an aggressive communicator doesn’t consider the needs and feelings of the team, which can be just as detrimental, leading members to feel unheard and useless. The team can easily lose respect for a person who communicates in this way. 
· Assertive: This is the most appropriate style of communication with the workplace, allows you to communicate effectively with team members regardless of social or cultural background. 
While assertiveness is appropriate most of the time, there may be occasions which call for a more passive or aggressive style.  
Methods refer to the way in which you communicate. You may need to adapt communication methods depending on the situation such as communicating via email rather than verbally in team meetings. 



[bookmark: _Toc373087586][bookmark: _Toc373228936][bookmark: _Toc418170461]Activity 3A
	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?
Network contacts allow a business to gain information, discover new ideas and trends and build relationships with various sources. Within our workplace, we have access to both informal networks such as team members and staff from other organisations, as well as various formal contacts (These may be unions, representatives, specialists, clients and suppliers) One major benefit of networking with suppliers and clients is finding out what they expect form our organisation and using this information to adjust systems and processes.   
How do you network and what skills do you use?
Some of the skills that make networking effective are having the confidence to meet and talk to new people, keeping a list of your contacts, remembering the places and reasons for meeting certain ones and being prepared to be a networking contact for others. It is also vital to show respect, integrity, empathy and good communication skills whenever you are forming contacts. 


[bookmark: _Toc373087587][bookmark: _Toc373228937][bookmark: _Toc418170462]Activity 4A
	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?
When dealing with difficulties in the workplace, it is important to consider organisation and legal requirements. Organisational requirements may be set out in workplace policies and procedures and may outline how to properly record and the steps that must be taken to follow up and resolve difficulties. A requirement may be that support for colleagues is provided by keeping them informed, showing respect and empathy and helping to resolve difficult behaviour. While legal and organisational requirements may not be combined, it is vital that both are followed. 
What roles might you have to play when supporting colleagues? Give examples of how you would utilise each role.
When providing support to co-workers, team members may need to take on the role of a coach, mentor or counsellor.  A couch would be able to motivate colleagues to develop their skills and in doing so, provide them with encouraging guidance and constructive feedback. As a mentor, you can also advise and train individuals such as new staff or those who may be struggling within their role to carry out necessary tasks. Confidentiality is key in the role of a counsellor, as you may need to provide emotional support and offer advice. In this position, a counsellor must discern whether the issue needs to be passed on to a specialist if the health, safety or well-being of an individual is at risk.



[bookmark: _Toc373087588][bookmark: _Toc373228938][bookmark: _Toc418170463]Activity 4B
	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?
Businesses must always be looking for ways to advance as continuous improvement is a sign of a competent, thriving business. One way of doing this is by reviewing WHS procedures.  Safety in the workplace is a priority, therefore it is vital to keep WHS policies and procedures up to date and ensure that all members of staff are familiar with them. Consistently reviewing the performance of teams and departments is another way to ensure that efficiency is maintained. Within my workplace, we have found that at times, team members need re-shuffling to work together more effectively and new incentives need to be introduced to promote maximum productivity. The consultation process is also key in making all adjustments occur smooth and effectively. 


[bookmark: _Toc373087589][bookmark: _Toc373228939][bookmark: _Toc418170464]Activity 4C
	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?
Poor work performance can often occur because of a lack of training, low self-esteem among team members, negative attitudes, no incentives or recognition, a work overload or from personal issues that staff may be dealing with. Rather than punishing staff work their performance, the issues which lead to poor work can often be resolved more effectively through support and consultation. Some methods may be to;
· Increase training sessions for staff
· Introduce incentives, team building activities and positive appraisals to improve moral
· Finding out the underlying issues that staff may be facing, through individual consultation (being sensitive and showing empathy in these situations)
· Ensuring that staff do not have too much expected of them, leading to overload and stress.

What should you consider when giving feedback on poor performance?
When providing feedback, you may need to consider communication styles and methods. Think about your tone of voice and body language as you wouldn’t want to be too critical and cause the individual to become defensive or upset. It is vital that you show respect, integrity and empathy, never judging the person especially when dealing with personal issues, as you want to help the individual improve.  


[bookmark: _Toc373087590][bookmark: _Toc373228940][bookmark: _Toc418170465]Activity 4D
	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?
Conflict is most easily resolved when those dealing with the matter are patient, actively listen, use facilitating consultation, stay positive and open-minded, are willing to compromise, and collaborate with all involved parties. 


[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.

Having the ability to adjust styles and methods of communication to better relate to those of differing social backgrounds and abilities, allows for more effective communication across the organisation as well as increased opportunity when it comes to networking with external sources. Being able to consider the personal beliefs and backgrounds of others when communicating ideas in a workplace environment also ensures that each staff member is always treated with respect and feels comfortable in the workplace. 
· Coaching and mentoring skills 

Effective coaching and mentoring skills are an excellent way to provide support to co-workers. A coaching role allows you to motivate colleagues and provide encouraging guidance and constructive feedback while, as a mentor, you can help to train new staff or those who may be struggling to carry out their role.  These skills contribute to continuous improvement across the organisation by increasing work performance and strengthening workplace relationships.  
· Functional literacy skills 

Effective literacy skills are necessary in all facets of business, and can be especially effective in building workplace relationships as they allow for versatility in consultation and quality documentation. Literacy skills are also useful when consideration of workplace policies/procedures is needed to resolve difficulties between team members. Within my role, functional literacy skill play a part in every aspect of business.

· Relationship management and communication skills 

Good communication skills are one of the best ways to avoid disruption in the workplace. When effective communication is used to display respect, integrity and empathy to all associates, positive and professional relationships are maintained in the workplace.   

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.

There are a range of techniques associated with the management of workplace relationships. These include the effective networking, methods of resolving conflict and ways to counter poor work performance in the workplace. 
Some of the communication methods and principles behind these techniques include active listening, staying positive and open-minded, willingness to compromise and collaborate. Things like increased staff training and incentives may help improve work performance. It is also vital to show respect, integrity, empathy and good communication skills whenever you are forming contacts and building relationships.

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

When it comes to relationship management dealing with internal disputes, there are various legislative requirements that need to be met to ensure the organisation is not allowing any inappropriate behaviour or action between individuals. One relevant legislating is the the Equal Opportunity Act 2010 protects from discriminatory treatment because of age, parental status, disability, race, sex, marital status, physical features, political or religious beliefs etc. These kinds of legislative documents should be kept in business files, accessible when a situation arises. 



[bookmark: _Toc360142408][bookmark: _Toc373228942][bookmark: _Toc418170467]Major Activity								
	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?

You may require forms, data or policies to inform you on job descriptions, staff performance, client feedback and continuous improvement. These can be found in paper/electronic archives, team performance records, organisation policies or written/verbal correspondence.  

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

To ensure that all behaviour meets organisational and legislative standards, it is vital to consider the personal beliefs and views of others when communicating ideas to diverse audiences. This also enhances workplace relationships as it ensures that each staff member is treated with respect and feels comfortable in the workplace. 
3. What possible internal and external sources are there?

When it comes to business collaboration, consultation and networking, there are various internal and external sources that can be accessed. Internal sources may consist of team members while external sources might be staff from other organisations, unions, representatives, specialists, clients and suppliers. 

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?

Consultation is most effective when all employees and networking contacts can all contribute. When issues arise, each individual has a unique way of looking at a situation, and can therefore offer useful contributions when developing new ideas, and solving problems.  For this to work, staff must should be encouraged to share input, and feel comfortable doing so, knowing that new ideas are always welcome. Communication of a time and place to share ideas should also be made clear. 
5. Why is it important to promptly deal with and resolve issues raised? Who might you need to refer them to in your workplace?

When issues arise within a workplace, especially regarding work relationships, it is important to deal with these as soon as possible. If not, problems can worsen, putting a strain on work performance and quality as well as the personal work ethic and attitude of employees. Something that may only effect a few individuals to begin with, could turn into a much larger issue which impacts the entire organisation. Within my workplace, I must refer issues to a person in management at soon as possible. 

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

Treating all colleagues with integrity, respect and empathy leads to positive professional relationships. This means that teams can work more effectively together and it turns you into positive role model for others. 
7. How would you encourage effective relationships within the framework of the organisation's social, ethical and business standards?

Effective relationships are encouraged when various workplace and ethical standards are met. These include implied standards such as showing honesty and respect, legislative standards especially regarding discriminatory behaviour, written standards (values, code of practice, dress code etc) and rewarding high performance in the workplace. 


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

To develop effective relationships between colleagues, customers and suppliers, you need to acquire their trust and confidence. This can be done by ensuring a high level of competency is maintained by all individuals across the organisation. At times, extra training, support and incentives may be needed to achieve this. 

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

Especially as we communicate with team members from different social and cultural backgrounds, our natural methods of communicating may need adjustment. This is to ensure we can be understood by others and we always treat colleagues with respect, integrity and empathy. 

10. What are workplace networks?

Networks are made up of groups or individuals that assist continuous improvement within an organisation by exchanging information and ideas. They might be formal/informal, individual/group, internal/external, or structured/unstructured. 
11. What are the values and benefits of networks and other work relationships for the team and the organisation?

Networks can help a business to build contacts in external departments, acquire a range of information from reliable sources, discover new ideas/techniques and keep up to date with industry trends. They can also help an organisation discover precisely what is expected of them from suppliers and clients. 

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?

When relationships are challenged within my workplace due to misunderstandings or unacceptable behaviour, it is important that I first refer the issue to the appropriate personnel, ensuring confidentiality is maintained. I may need to consider how organisational and legal requirements apply to the situation. 
13. How could you support colleagues in resolving work difficulties?

One way to support colleagues is by showing respect and empathy, while keeping them informed.  Depending on your authority to deal with the issue, you may need to take on the role of a coach, mentor, or councillor.  In some circumstances, issues may need to be referred to a specialist.  



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

Improvements in the workplace can be implemented by regularly reviewing workplace outcomes. You may find that you need to change teams that are working together or implement some new incentives to ensure that competency is demonstrated and a positive work ethic is maintained. It is also vital to review OHS policies to ensure the health and safety of all personnel is still priority. 
15. Give details of the policies in place within your organisation that relate to identifying and resolving poor work performance.

Poor work performance can often occur because of a lack of training, low self-esteem among team members, negative attitudes, no incentives or recognition, a work overload or from personal issues that staff may be dealing with. Therefore, policies within my organisation require that staff training is regularly reviewed and updated. We also keep track of the work load and morale of each staff member to ensure they are coping with their work requirements. 

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

Within my organisation, all conflicts must be referred to the appropriate personnel as soon as possible, and dealt with sensitively. Conflict is most easily resolved when those dealing with the matter are patient, actively listen, use facilitating consultation, stay positive and open-minded, are willing to compromise, and collaborate with all involved parties. Dealing with conflict in a constructive and efficient way means that positive workplace relationships are maintained. 
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