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Candidate Details
[bookmark: _Toc433638047]Assessment – BSBLED401: Develop teams and individuals
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for BSBLED401: Develop teams and individuals.
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: _Toc433638048]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:		________________________________________________________
[bookmark: _Toc433638049]
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:
Determine development needs
Develop individuals and teams
Monitor and evaluate workplace learning
You will also need to demonstrate the following skills:
Learning 
Reading
Writing
Oral communication
Navigate the world of work
Interact with others
Get the work done
[bookmark: _Toc433638050]Activities
[bookmark: _Toc411948507][bookmark: _Toc433638051]Activity 1A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to systematically identify and implement learning and development needs in line with organisational requirements.

	Activity
	Why is it important to take organisational requirements into account when identifying learning and development needs?


· Organisational requirements may drive the learning and development required of individuals (e.g. to meet mandatory training requirements; to adapt to changes in the organisation, etc.)
· There may be a need for specific teams or individuals to develop particular skills and expertise in order to fulfil the organisation’s future plans
· There may be legislative requirements which the organisation is obliged to meet via the training and development of its staff, etc.

	
What methods can be used to identify training and development needs?

· Direct observation of performance
· Feedback from others about performance
· Data relating to job performance (e.g. production; error rates; etc.
· Assessments from formal/informal training programmes
· Via performance appraisal or review
· Discussions about career goals
· As a result of coaching/mentoring discussions, etc.

Give examples of how two of the following can impact on the training and development needs of your organisation:

· Anti-discrimination legislation
· Ethical principles
· Codes of practice
· Privacy laws
· Work Health and Safety (WHS).

· WHS: mandatory training for all  staff preparing food for children in the operation of blender in the kitchen
· Privacy laws: data protection procedures training for all admin staff, etc.







[bookmark: _Toc411948508][bookmark: _Toc433638052]Activity 1B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to ensure that a learning plan to meet individual and group training and development needs is collaboratively developed, agreed to and implemented.

	Activity
	Why is it important to develop learning plans collaboratively with teams and individuals? 

· To gain commitment to the actions agreed on the plan
· To convey the importance of the learning activities
· To motivate the teams and individuals
· To generate interest in the learning plans, etc.


Imagine your team are customer service advisors and they need to develop their skills and knowledge in anti-discrimination policies as a result of several complaints about their occasionally inappropriate choice of language when speaking to customers. 

· How are you going to gain the team’s support for the plan?
· What might the learning plan look like?

Team’s support:
· discuss brief details of the complaints 
· emphasise the importance of good practice in anti-discriminatory behaviour
· ask the team about their understanding of anti-discriminatory practice
· highlight gaps in understanding
· discuss different approaches/solutions to address the gaps in understanding
· Agree firm actions and record these on the learning plan, etc.

Example learning plan:
	Name: Customer service team                         Date: 5th Sept 20XX

	Learning need
	Activity
	Person responsible
	Target date
	Review date

	Anti-Discrimination Policy
	Read policy and guidance notes
Review Video ABC
	Team members
	End Sept 20XX
	Oct 20XX

	Anti-Discriminatory Behaviour
	Training session with external provider
	Team members
Supervisor
	Oct 20XX
	Nov 20XX





[bookmark: _Toc411948509][bookmark: _Toc433638053]Activity 1C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to encourage individuals to self-evaluate performance and identify areas for improvement.

	Activity
	Why is it good practice to encourage individuals to evaluate their own performance and identify areas for development?

· They know themselves what they are comfortable with/not so comfortable with
· If they are involved in the discussion, they are more likely to engage in any subsequent development
· If they recognise and accept the need for development, they will be more motivated to undertake it
· It’s a mature way of discussing development needs, etc.


Imagine that you have a team member whose work performance is generally acceptable, but they are less confident with one aspect of the role. Whenever they use equipment X, they make mistakes, take longer than they should and they seem to get flustered. They avoid using equipment X whenever possible. However, it is an important part of the job and you need everyone in the team to be competent in this task. What questions might you ask to encourage them to evaluate their performance?

· How do you feel things are going at work at the moment?
· What parts of the job do you enjoy/do well?
· What’s the most satisfying part of the job?
· Are there any areas that you find less satisfying?
· Are there any areas that you find difficult/unpleasant/challenging?
· What specifically is difficult/unpleasant/challenging?
· What is the effect of this?
· What do you think would help that area to be less difficult?



















[bookmark: _Toc411948510][bookmark: _Toc433638054]Activity 1D
	Estimated Time
	25 Minutes

	Objective
	To provide you with an opportunity to collect feedback on performance of team members from relevant sources and compare with established team learning needs.

	Activity
	From where can you collect feedback about team members’ performances?


· Own observations of their performance
· From one-to-one discussions with team members
· From clients
· From supervisors and colleagues
· From performance data
· As a result of the person’s self-evaluation of performance.


Imagine that you are planning to have a discussion with Stella about her development needs for the next period. Stella is a machinist in your manufacturing organisation making soft toys for children. She is a steady worker, reliable and the quality of her work is usually good. She is one of your most experienced machinists and, in the longer term, you’d like her to become involved in training the new employees. What information would you need, and from whom, before you sit down to have this conversation with Stella?

· Your own observations about how she works; the quality of her work; how she works with the team
· Feedback from Stella’s supervisor and colleagues about how well she works with others
· Quality and production data showing the volume and quality of her work over a period of time.




















[bookmark: _Toc411948511][bookmark: _Toc433638055]Activity 2A
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify learning and development program goals and objectives, ensuring a match to the specific knowledge and skill requirements of competency standards relevant to the industry.

	Activity
	Imagine that Tom is one of your team members working on a production line in a manufacturing organisation. He has been in this role for over a year. When reviewing his performance you have identified the following:

· His knowledge of production processes is good
· His production rates are good
· His health and safety awareness needs improving – he doesn’t always identify potential hazards when he should
· His ability to respond to equipment problems is poor – he doesn’t always recognise when things go wrong and, when they do, he tends to just ring an engineer and then wait for them to come and solve the problem when there are other productive tasks which he could complete in the meantime.

Draft possible learning goals for Tom.

· Identify actual and potential safety hazards anywhere in the workplace and take appropriate action
· Recognise the range of signs that production equipment is failing/malfunctioning and take prompt and appropriate action
· Prioritise and complete tasks that can be undertaken during equipment down-time.
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	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to ensure that learning delivery methods are appropriate to the learning goals, the learning style of participants, and availability of equipment and resources.

	Activity
	What might be an appropriate learning delivery method in each of the following scenarios? 

1. Tina has a learning objective to improve her knowledge of admin procedures within the department. She works part time. There is no budget for this training. She prefers to learn at her own pace.

· On-the-job coaching or mentoring
· Work experience in the department
· Reading procedures manuals.


2. Mas has a learning objective to increase his confidence when delivering sales presentations to clients. He has previously attended a course which gave him some basic techniques. He is a lively character who gets bored easily. He needs practice more than anything.

· Practical experience of delivering presentations, observed by a coach/mentor
· Observe experienced presenters
· Co-deliver presentations with experienced presenters
· Join a network of other sales presenters.


3. Bryn has a learning objective to competently operate XYZ equipment. No-one else in the company has this expertise. There is a limited budget available for his training. He likes to understand the theory behind the way things work.

· Reading equipment operating guide and manuals
· Review video footage of the equipment in use
· Attend training session with equipment manufacturer or other specialist
· Practice using the equipment at another organisation’s site
· Support via coaching when using the new equipment at own site.











[bookmark: _Toc411948513][bookmark: _Toc433638057]Activity 2C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to provide workplace learning opportunities, and coaching and mentoring assistance to facilitate individual and team achievement of competencies and to create development opportunities that incorporate a range of activities and support materials appropriate to the achievement of identified competencies.

	Activity
	Imagine that you wish to develop your presentation skills in your current role. What opportunities would you have at work to develop these skills? Give specific examples of opportunities that are naturally-occurring in your workplace.


I would be able to sit in and watch my colleagues teach a lesson and be able to ask them questions afterwards.  There are also video’s that I could watch with different teaching styles and this would help me to adapt the best style for me.


What do you need to consider when planning workplace learning opportunities?


· The learning goals of the team or individual
· Identify who is suitably qualified and experienced to provide support to the team or individual
· Activities that are going to occur at work which can be used as learning opportunities
· Identify who needs to be notified of the learning taking place
· Any materials that are required
· Any access arrangements that need to be made (e.g. passwords, authorisation, etc.).
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	Estimated Time
	15 Minutes

	Objective
	To provide you with an opportunity to identify and approve resources and time lines required for learning activities in accordance with organisational requirements.

	Activity
	What resources may be required to support the achievement of learning objectives?

· People
· Budget
· Equipment
· Accommodation
· Physical space
· Written information (e.g. manuals, guides, information packs, etc.)
· Electronic information (e.g. systems, software, databases, electronic files, etc.).



What factors may influence the time lines in connection with development activities?


· Internal project delivery schedules and programmes
· External requirements (e.g. audit/inspection regimes, to comply with grant funding conditions, etc.)
· Availability of and access to particular resources (e.g. externally-provided training events, internal/external people, etc.)
· The pace which is appropriate for the learners.






















[bookmark: _Toc411948515][bookmark: _Toc433638059]Activity 3A
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to use feedback from individuals or teams to identify and implement improvements in future learning arrangements.

	Activity
	Imagine that two of your team members have participated in a learning event delivered by an external training consultant. It was a half-day session which was on the topic of assertiveness. Both your team members felt that the session wasn’t long enough, as there wasn’t enough time to practise the new skills. They also thought that the group size of 24 was too big for a session of this nature. They didn’t like the training venue – it was awkward to reach using public transport and it was very grubby and hot. They felt the trainer was excellent – very knowledgeable and professional. One of your team members felt that the trainer made them feel foolish during an activity though. What action might you take as a result of this feedback?


· Consider passing on the feedback to the training venue and the trainer if appropriate
· Avoid using this training venue in future, or if this is unavoidable, plan the transport with the relevant people if necessary
· Select training sessions with smaller group sizes
· Recommend the trainer to colleagues and book them again, but be mindful of the team member who felt they’d been made to look foolish – you’d want to make sure that didn’t happen again
· Plan how the team members can follow-up on their learning with practice in the workplace


What types of improvements might be made to learning arrangements as a result of feedback from those who participate in them?

· Learning goals and objectives
· Learning provider (internal/external trainer, on-the-job coach, mentor, etc.)
· Learning materials and equipment
· Learning location (e.g. training room, on-the-job location, external venue, etc.)
· Timing and duration of the learning, etc.
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	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to assess and record outcomes and performance of individuals/teams to determine the effectiveness of development programs and the extent of additional development support.

	Activity
	What methods can be used to formally or informally assess performance after a period of training?

· Observation of performance
· Written questioning to test understanding
· Verbal questioning to test understanding
· Review of completed records and reports
· Feedback from others, etc


Imagine that one of your team members has just completed a period of training to enable them to deliver better customer service. Their feedback about the training course that they attended was that it wasn’t really relevant to them and the trainer gave examples that didn’t mean much to them. Also, it was very theoretical – the trainer spoke a lot but your team member didn’t have the chance to apply anything in practice.

You have informally assessed them by observing them dealing with customers directly and you have asked them ‘what would you do if?’ questions to test their understanding. You have found that, although they seem to be more attentive to customers, and are more polite than they were previously, you are not satisfied with some of the non-verbal communication that they display. Their subtle body language suggests impatience when dealing with some customers, their eye contact is not good and they rarely smile.
 
What do your findings tell you about the effectiveness of the training? What action might you take to develop this individual? 

Effectiveness of the training:
· The training course needs to include more examples that are relevant to your organisation/industry
· The training course needs to enable the learners to practise some new skills, etc.

Developing the individual:
· Give feedback about what they are doing well and the impact of this on the customer experience
· Give feedback about your observations concerning their body language
· Discuss how negative body language can be interpreted by customers and the resulting effect on customer behaviour
· Ask them to observe a skilled person delivering good customer service
· Offer some practical hints and tips for customer service in your context
· Observe them and give feedback and encouragement on their progress, etc.


[bookmark: _Toc411948517][bookmark: _Toc433638061]Activity 3C
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to negotiate modifications to learning plans to improve the efficiency and effectiveness of learning.

	Activity
	Why might it be necessary to modify learning plans?


· Feedback and assessments may highlight flaws in the learning
· Further support may be needed to help someone to achieve competent performance in a task
· The learning goals may not have been accurately identified
· The learning plans may have been flawed.


With whom may you need to negotiate modifications to learning plans?


· Individuals and teams with whom the learning goals were agreed
· Anyone involved in delivering the learning activities
· Anyone involved in supporting the delivery of the learning plan (e.g. budget holder, etc.)
· Anyone involved in assessing the learning.

Imagine that as a result of your own assessment and feedback from the team, you have identified that changes need to be made to a learning plan for them. The learning goal is to enable the team to improve internal communication and co-operation between team members. You want to extend the training which will cost more than originally planned. You also want to bring in an external expert to work with the team for a limited period of time. Thinking of your own team and your own context, how would you approach conversations with various people in which you are seeking to negotiate the modifications that you are suggesting?


Negotiating with the team: 
· Share your findings and reiterate their feedback
· Suggest what modifications might be made, or ask them for suggestions
· Work with the team to revise the learning goal if necessary, etc.

    Negotiating with others: 
· Summarise your proposals to relevant people giving the reasons for them
· State what you believe is required for an effective outcome (e.g. increased budget, etc.)
· State the expected outcome or benefits from the revisions to the plan, etc.







[bookmark: _Toc411948518][bookmark: _Toc433638062]Activity 3D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to document and maintain records and reports of competency according to organisational requirements.

	Activity
	Why is it important to maintain records and reports of individual and team competency?

· Evidence of competence for qualification/certification purposes
· Evidence of competence for individuals’ career progression, promotion, further development, performance management, etc.
· Records enable the identification of current and predicted gaps in the team’s overall levels of competence
· Records give a historical account of a person’s development and do not rely on memory, etc.


Briefly describe/draft an example of records that are used in your organisation to record competency levels. Explain how the records are used to manage individual and team development.

Observation/Demonstration Checklist
	Candidate’s Name
	

	Assessor or Observer’s Name
	

	Unit of Competence
(Code and Title)
	

	Date of Assessment
	

	Location
	

	Demonstration Tasks
	

	Materials and Equipment
	

	Tasks to be observed, demonstrated or simulated if appropriate 
	Yes
	No
	Comment

	1. Determine development needs:
Did the learner demonstrate that they could systematically identify and implement learning and development needs in line with organisational requirements?
	
	
	

	2. Determine development needs:
Did the learner demonstrate that they could ensure that a learning plan to meet individual and group training and development needs is collaboratively developed, agreed to and implemented?
	
	
	

	3. Determine development needs:
Did the learner demonstrate that they could encourage individuals to self-evaluate performance and identify areas for improvement?
	
	
	

	4. Determine development needs:
Did the learner demonstrate that they could collect feedback on performance of team members from relevant sources and compare with established team learning needs?
	
	
	

	5. Develop individuals and teams:
Did the learner demonstrate that they could identify learning and development program goals and objectives, ensuring a match to the specific knowledge and skill requirements of competency standards relevant to the industry?
	
	
	

	6. Develop individuals and teams:
Did the learner demonstrate that they could ensure that learning delivery methods are appropriate to the learning goals, the learning style of participants, and availability of equipment and resources?
	
	
	

	7. Develop individuals and teams:
Did the learner demonstrate that they could provide workplace learning opportunities, and coaching and mentoring assistance to facilitate individual and team achievement of competencies?
	
	
	

	8. Develop individuals and teams:
Did the learner demonstrate that they could create development opportunities that incorporate a range of activities and support materials appropriate to the achievement of identified competencies?
	
	
	

	9. Develop individuals and teams:
Did the learner demonstrate that they could identify and approve resources and time lines required for learning activities in accordance with organisational requirements?
	
	
	

	10. Monitor and evaluate workplace learning:
Did the learner demonstrate that they could use feedback from individuals or teams to identify and implement improvements in future learning arrangements?
	
	
	

	11. Monitor and evaluate workplace learning:
Did the learner demonstrate that they could assess and record outcomes and performance of individuals/teams to determine the effectiveness of development programs and the extent of additional development support?
	
	
	

	12. Monitor and evaluate workplace learning:
Did the learner demonstrate that they could negotiate modifications to learning plans to improve the efficiency and effectiveness of learning?
	
	
	

	13. Monitor and evaluate workplace learning:
Did the learner demonstrate that they could document and maintain records and reports of competency according to organisational requirements?
	
	
	

	The candidate’s performance was:
	Not Satisfactory
	Satisfactory

	Further Comments:









	Candidate’s Signature
	

	Assessor/Observer’s Signature
	




This form is used to monitor and assess ongoing training firstly for the individual and secondly as a team.
We can offer constructive feedback and make comments that would help the individual.



[bookmark: _Toc433638063]Skills and Knowledge Activity
	Estimated Time
	1 – 2 Hours

	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:
· Learning 
· Reading
· Writing
· Oral communication
· Navigating the world of work
· Interacting with others
· Getting the work done
· Facilitation techniques to encourage team development and improvement
· Career paths and competency standards relevant to the industry

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

1. Describe how you have used facilitation techniques to encourage team development and improvement.


· Give advance notice for team meetings to enable people to prepare
· Hold team meetings to discuss:
· future plans and challenges for the team
· existing team capability and competence
· assess current standards and identify areas for improvement
· identify gaps and areas for development
· suggest ways of meeting the gaps
· identifying criteria for success
· Lead team session to generate ideas, then review the ideas for their feasibility 
· Encourage suggestions from the team about what’s important and ideas they have for the team’s development
· Lead the way by making a few suggestions for the team to debate
· manage discussion to ensure that all contribute
· Keep a positive tone throughout
· Reach firm action points at the end of the session, etc.

2. What questions can you ask an individual who:

· Is evaluating their own performance and identifying areas for improvement?

Evaluating own performance:
· How do you feel about your role?
· What do you feel you do well?
· Why is this?
· What do you enjoy most about your role?
· What do you least enjoy about your role?
· Why is this?
· What do you feel you don’t do so well?
· What would help you continue to perform well?
· What would help you to improve the areas you like least or are least comfortable with, etc?

· Has just completed a learning activity as part of their learning plan?

After learning activity:
· What was the learning activity like?
· What was useful/interesting/enjoyable?
· What was not so useful/interesting/enjoyable?
· Why is this?
· How did this learning help you with your learning goal?
· What do you need to do next?
· What help do you need with this?

3. How do your own organisation’s policies, plans and procedures affect team and individual development?

· Policies, plans and procedures set the standards to be achieved
· Training activities should comply with/model the policies, plans and procedures
· Policies, plans and procedures can be a core piece of learning material to support some training activities
· Policies, plans and procedures need to be current and easily understood by anyone who uses them
· Development needs and priorities may be strongly influenced by departmental and organisational plans, etc.

4. Describe how you have demonstrated the following skills in real life situations concerning the development of teams and individuals:

· Communication skills to receive and report on feedback, maintain effective relationships and manage conflict
· Communication skills to receive and report on feedback, maintain effective relationships and manage conflict. An example might be:
· held or attended a performance appraisal, during which time an employee’s work performance, strengths and areas for improvement were discussed

· Culturally appropriate communication skills to relate to people from diverse backgrounds and people with diverse abilities

Culturally appropriate communication skills to relate to people from diverse backgrounds and people with diverse abilities. Examples include:
· provided documents in a different language for someone with a first language other than English
· provided documents in larger font for the visually impaired

· Leadership skills to gain trust and confidence of clients and colleagues

Leadership skills to gain trust and confidence of clients and colleagues. An example might be:
· Supervised the completion of a workplace goal when a deadline was shortened. The skill may have been demonstrated through being able to lead a team in meeting the new deadline, through communicating with clients during the changes or through managing the requisition of resources to a new timeline

· Negotiation skills to achieve mutually acceptable outcomes

Negotiation skills to achieve mutually acceptable outcomes. An example may be:
· adapting a learning plan which has become unsuitable due to a change in personnel or the preferences of the team member.

You may find that one example demonstrates your skills in some or all of these areas.



[bookmark: _Toc360142408][bookmark: _Toc433638064]Major Activity								
	Estimated Time
	1 - 2 Hours

	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. Determine development needs
2. Develop individuals and teams
3. Monitor and evaluate workplace learning

Individually, complete the following and present it as a portfolio:

1. Identify an area in which one of your team members could improve, such as taking on more responsibility in their role, or increasing their knowledge of a particular item of equipment, for example. Develop a learning goal for this team member and a plan to implement it.

· Employee name
· Employee’s job role
· Learning and development needs
· How the learning needs will be met
· Responsibility for meeting learning needs
· Target date for completion
· The date the plan was agreed.

A learning plan may also include a review date to make any changes to the learning plan or assess whether the learning objectives are being met.

2. Organise a means of collecting feedback on the performance of your team over the last month. Consider the following:

· From where will you source the feedback? 
· What types of feedback will you gather? 
· How will you assess the feedback? 

Create a report on your team’s recent performance based on the feedback you have gathered.

· Formal/informal performance appraisals: regular one-to-one conversations offer a great opportunity to discuss overall job performance, areas of strength and areas for development or improvement
· Obtaining feedback from clients: clients may comment on the individual’s performance either directly or indirectly – they may offer compliments or they may make complaints, either of which give an insight into the client’s view of the individual’s performance
· Obtaining feedback from supervisors and colleagues: supervisors and colleagues who interact with your team members will also have a view about the individual’s job performance – they will know what works well and they will also know when things don’t work so well
· Personal, reflective behaviour strategies: individuals can reflect on their own performance and offer insights as to their strengths and areas for development, as previously covered in the last section
· Routine organisational methods for monitoring service delivery: you may have statistics and data in place in the organisation which gives objective information about a person’s or a team’s performance – this might include items such as sales data, production data, quality data, etc.

Assessment of the feedback may be done through a comparison with the established team learning needs.

3. Think of one question regarding the workplace or a particular job role on which to gather feedback from your team. Consider the following:

· How will you gather the feedback?
· How will you assess the feedback?
· How will you analyse whether changes need to be made?
· How will you implement changes?
· How will you inform staff of any changes that will be made?

· Feedback forms
· Feedback surveys (by telephone, electronically, face-to-face)
· Team meetings
· One-to-one review
· Follow-up discussion.

Changes to the workplace routine, scheduling or equipment may be implemented on the basis of any part of the feedback, where deemed necessary or beneficial. Staff may be informed of the changes through meetings, email or workplace notices, for example.

4. Identify a team member who would benefit from extra training. Describe how a mentoring or coaching arrangement could help them improve in their job role. Consider the following:

· Who will be the mentor/coach?
· How will the experience/knowledge of the mentor/coach be useful in meeting the learning needs of the person being mentored or coached?
· Would the arrangement be long-term or short-term?
· Will the relationship be formal or informal?
· How will this relationship help develop the individual?
· How will you ensure that the goals of the mentorship or coaching arrangement are being met?

· Ethics and fairness
· relevant codes of conduct are modelled
· support is fair and ethical
· favouritism isn’t shown
· individuals are treated according to their own needs
· Abilities of the mentor/coach
· will they be able to encourage and guide the learner?
· are they willing and open-minded?
· do they have the qualities of a good coach or mentor, such as patience, integrity and leadership skills?
· can they provide unbiased and productive feedback on the progress of the learner?
· Learning style of the individual
· will the individual benefit more from a coaching or mentoring arrangement?
· are the individual’s learning needs long or short-term?
· Assessment
· how will progress be monitored?
· how will feedback be assessed?
· are the learning objectives being met?

5. Assess the effectiveness of a learning program that has been implemented in your workplace. Your assessment can include any of the following methods:

· Direct observation of individuals/teams performing the tasks for which they have been trained
· Asking questions to determine their knowledge and understanding, either verbally or in writing
· Obtaining feedback from others who interact with the individuals/teams
· Reviewing work products (e.g. records and reports, etc.) which record the individuals’ work activities and outputs
· Reviewing progress with the individuals themselves.


To review the work performance of a child care worker, a combination of on-job observation, a review or work records and a discussion with their supervisor may give the most well-rounded and accurate review of the worker’s performance. 

A plan to implement a follow-up review at a later date is also recommended, as well as consideration of amendments to learning plans that are not producing effective results.
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