Page | 2




BSBFLM303 
Contribute to effective workplace relationships
Instructor Workbook

[image: C:\Users\Sophie\Desktop\My Work\ArtWork\build_brick_dismantle_team.png]























	
[bookmark: _Toc418170311]Table of Contents
   
Table of Contents	2
Candidate Details	3
Assessment – BSBFLM303: Contribute to effective workplace relationships	3
Competency Record to be completed by Assessor	4
Activity 1A	5
Activity 1B	6
Activity 1C	7
Activity 1D	8
Activity 1E	9
Activity 2A	10
Activity 2B	11
Activity 2C	12
Activity 2D	13
Activity 3A	14
Activity 4A	15
Activity 4B	16
Activity 4C	17
Activity 4D	19
Skills and Knowledge Activity	20
Major Activity	22
[bookmark: _Toc418170312]
Candidate Details
[bookmark: _Toc418170313]Assessment – BSBFLM303: Contribute to effective workplace relationships
The learners must complete the following activities and hand them into you for marking.  This forms part of the learner’s assessment for BSBFLM303: Contribute to effective workplace relationships. The initial activities are formative - the Major Activity is summative but all should show the learner’s knowledge of the unit. The activities should be completed in a suitable environment, whether that is a classroom, training environment or an appropriate workplace location. 
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: _Toc418170314]
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:		________________________________________________________
Activities
[bookmark: _Toc360624730][bookmark: _Toc372495500][bookmark: _Toc418170315]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?
Answers will vary - encourage a discussion where appropriate



[bookmark: _Toc372495501]


[bookmark: _Toc418170316]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? 
Answers will vary - encourage a discussion where appropriate



[bookmark: _Toc372495502]


[bookmark: _Toc418170317]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?
[bookmark: _Toc373060012]Colleagues
Colleagues will feel valued if they are sought for contributions to develop and refine new ideas. Sometimes the best suggestions will be found right on your doorstep, so start with those around you. Contributions can be sought during meetings, one to ones or through suggestion boxes that you can place around the workplace.
[bookmark: _Toc373060013]Customers
On the other hand, it can also be beneficial to look externally for contributions, in particular, from your customers or even suppliers as they both might be able to suggest ideas which you or your team had not thought of. Sometimes it is good to get an outside view of your organisation, especially from those that you do business with and who expect the best service. Customers can see when there are problems or tensions in the workforce, so gaining feedback from them can help to sort out any issues your staff might be having.
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[bookmark: _Toc418170318]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?
For consultation to be effective; you should ensure that:
· Your employees feel comfortable sharing and contributing ideas and information. Make sure your employees and colleagues know that new ideas are welcome, encourage them to share. If they feel comfortable doing this, they will hopefully feel comfortable to share issues they may be having at work.
· Communication is clear. Employees need to know when, where and why consultation is going to take place. They will also need to be clear on any information that is going to be distributed during the consultation process.

How do you communicate consultation outcomes in your workplace?
Answers will vary according to the learner’s workplace.



[bookmark: _Toc372495504]


[bookmark: _Toc418170319]Activity 1E
	Estimated Time
	20 Minutes

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

	Activity
	What different types of conflict are there? 
[bookmark: _Toc373060021]Interpersonal Conflict
Interpersonal conflict is stimulated by conflict rising from different interests.  It is important to note that some types of conflict can stimulate and motivate workers into taking action.  It can occur due to a conflict of different perceptions, personalities, goals, attitudes etc.
[bookmark: _Toc373060022]Intragroup Conflict
Intragroup conflict can occur between more than two members of the same team. If this happens, you will have to ensure each individual is dealt with equally and fairly. Intragroup conflict can occur during workplace projects or between different departments. 

Have you encountered any conflict in work? How was this resolved?
Answers will vary - encourage discussion where appropriate



[bookmark: _Toc372495505]


[bookmark: _Toc418170320]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?
[bookmark: _Toc373060026]Integrity
To have integrity is to be unwaveringly honest, reliable and with high moral standards. To translate this into helping you contribute to effective working relationships, is to say that you should always be honest with your colleagues and not let them down, whether that is helping them with a task or turning up to meetings on time, for example. 
[bookmark: _Toc373060027]Respect
To have respect for someone is to say you admire them because of their qualities, achievements or abilities but it also means to be polite and have manners. So you may not necessarily know everyone you work with well enough to know their achievements but you should still remain polite and accommodating.
[bookmark: _Toc373060028]Empathy
To have empathy is to understand the feelings of another. To treat others with empathy in the workplace, is to make sure you remain understanding of colleagues feelings, beliefs, views and values, regardless of your own. This does not mean you have to disregard your own feelings etc but allow others to have their own without prejudice.
Give examples of treating people with integrity, respect and empathy in the workplace.
Answers will vary - discussion and workplace examples will help to answer this question.



[bookmark: _Toc372495506]


[bookmark: _Toc418170321]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
Rewards and recognition for high performing staff 
Standards expressed in legislation and regulations such as anti-discrimination legislation
Written standards such as those expressed in:
vision and mission statements
policies
code of workplace conduct/behaviour
dress code
statement of workplace values

Answers will vary depending on the organisation the learner works for and the experience they have had.



[bookmark: _Toc372495507]


[bookmark: _Toc418170322]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?
You should demonstrate competent behaviour such as: 
Working hard
Showing respect
Having a positive attitude
Co-operation
Keeping your word
Loyalty
Following all social, ethical and business standards
Knowing your role and keeping your product knowledge up to date
You should make sure that this behaviour is the norm at an organisational level. If you know your role and perform it competently, suppliers and clients will trust that they can approach you for their needs and wants. Keeping your word to both internal and external staff will ensure that they can trust you in all situations and come to you with any issues that they might have.
There is nothing worse than a member of staff with some level of authority not carrying out their job competently, either because they can’t be bothered or because they don’t actually know what they are doing. They will soon lose respect from their colleagues and this behaviour can spiral causing others to lose interest in their role or complete tasks half heartedly.
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[bookmark: _Toc418170323]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?
Passive 
Aggressive
Assertive
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[bookmark: _Toc418170324]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?
Answers will vary - encourage discussion where appropriate

How do you network and what skills do you use?
Answers will vary - encourage discussion where appropriate



[bookmark: _Toc372495510]


[bookmark: _Toc418170325]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?
Your organisation may have a set of rules in place which you need to follow when dealing with any workplace difficulties. You may have to inform particular people about the difficulties, record the difficulty, follow it up, etc. Organisational and legal requirements will not necessarily be combined but that does not mean that you shouldn’t ensure both are followed. You will need to make sure you are aware of the legal requirements expected of you to ensure you do not get yourself or the organisation into trouble.
What roles might you have to play when supporting colleagues? Give examples of how you would utilise each role.
[bookmark: _Toc373060058]Coach 
As a coach, you will be expected to motivate employees, help them to develop skills and provide them with guidance and feedback.  
[bookmark: _Toc373060059]Mentor
Similar to a coach, accept that you will be expected to advise or train the individual in their job role. Mentor’s can be used when a new employee starts or if an employee needs retraining. You could use someone as a mentor to help support an individual who is having difficulties performing tasks, for example.
[bookmark: _Toc373060060]Counsellor 
You may need to offer advice or provide emotional support, this is when confidentiality will be key, unless you believe the health, safety and wellbeing of the individual are in jeopardy, at which point the issue may need to be escalated to a specialist authority. 



[bookmark: _Toc372495512]


[bookmark: _Toc418170326]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?
[bookmark: _Toc373060063]OHS Processes and Procedures
OHS processes and procedures are extremely important in any organisation, so it is vital that they are continuously reviewed to ensure they are working and that the health and safety of all personnel is still priority. 
[bookmark: _Toc373060064]Performance of the work team
Chances are, the performance of the work team will be reviewed on a monthly, if not weekly basis. This may be something that is discussed during meetings or through colleague appraisals or one to ones. You may find that you need to change teams that are working together or implement some new incentives but whatever it is, do not be afraid to take suggestions from colleagues.



[bookmark: _Toc372495513]


[bookmark: _Toc418170327]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?
[bookmark: _Toc373060068]Lack of training
Lack of training can be dealt with through further training sessions, individual professional development or mentoring.
[bookmark: _Toc373060069]Low morale
This can be picked up through incentives, team building, positive appraisals etc.
[bookmark: _Toc373060070]Negative attitudes
This can be for many reasons, so each situation will need to be dealt with individually. It may be a case of holding a meeting with the individual or team to find out what the underlying issues are.
[bookmark: _Toc373060071]No incentives or recognition
Implement incentives and make sure everyone’s hard work, suggestions and ideas are recognised with a simple thanks or incentive.

[bookmark: _Toc373060072]Work overload
No employee should work more hours than is legally acceptable but the work they are given during their working hours, might become too much if too much is expected of them. If it becomes apparent that someone is struggling with their workload, you should meet with them and discuss the issue. 
Everything should be done in your power to make sure they are given a fair workload else you could end up with a health and wellbeing issue. You do not want workers going off sick with stress as this can leave a bad impression on the rest of the team and no one wants their business to be the cause of someone being ill! 
[bookmark: _Toc373060073]Personal issues
This would be dealt with similarly to negative attitudes, as you would need to find out the underlying issues where the individual felt comfortable discussing it with you. If you can help in this situation, you may be able to offer counselling or some time off of work to allow the individual time to deal with the situation.
What should you consider when giving feedback on poor performance?
The language you use both verbal and body language. You do not want to come across as being too negative or critical as this can cause the team member to become upset or very defensive.  Remember to use respect, integrity and empathy - it is not your job to shout at the individual or make them feel bad, you are there to help them develop and overcome their poor performance. Someone who feels respected and listened to, is more likely to want to improve.
When dealing with personal issues, remember to keep an open mind and not judge the individual. You need to avoid making assumptions or generalisations about a situation if you wish to discover the real reason behind the poor performance. You want the individual to feel comfortable talking to you about their issues - this will enable more effective workplace relationships.
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[bookmark: _Toc418170328]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 resolution tools could include:
Patience
Active listening
Facilitating consultation
Stay positive
Stay open minded and do not judge
Compromise
Collaborate with all parties involved



[bookmark: _Toc418170329]
 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.

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. How can the following skills aid you in contributing to effective workplace relationships? Give examples for each.
· Ability to relate to people from a range of social, cultural and ethnic backgrounds and physical and mental abilities 
· Coaching and mentoring skills 
· Functional literacy skills 
· Relationship management and communication skills 

Answers will vary between learners. They should give examples of how they can use the particular skills to help them in contributing to effective workplace relationships.

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.

Answers may include:

· Developing trust and confidence
· Behaving consistently in work relationships
· Identifying the cultural and social environment
· Identifying and assessing interpersonal styles
· Establishing networks
· Identifying and resolving problems
· Handling conflict 
· Managing poor work performance
· Monitoring and improving work relationships
· Using anti-discrimination/bias strategies and making contributions

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

Includes:

· Occupational health and safety and environmental issues
· Equal opportunity
· Industrial relations
· Anti-discrimination.






[bookmark: _Toc418170330]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 – you should let the learners know whether they will complete it during class or in their own time.
Completed answers should be attached to the workbook.
They must individually, answer the following questions in full to show their 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?

Answers may include:

· Archived, filed and historical background data 
· Electronic or manual transmission 
· Individual and team performance data
· Marketing and customer-related data
· Organisation policies and procedures 
· Planning and organisational documents including the outcomes of continuous improvement and quality assurance 
· Written or verbal communications.

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

To ensure that the audience fully understands the information being given and is in no way uncomfortable or insulted. 

3. What possible internal and external sources are there?

Internal sources may include:

· Staff
· Colleagues
· Specialists
· Teams.

External sources may include:

· Suppliers
· Consultants
· Networks
· Customers.

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 involves:

· Feedback in relation to outcomes
· Contributing ideas and information.

It is important to ensure that there are processes to allow employees to contribute to issues so that they can have their input into the organisation and feel involved.

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

Answers may include:

· So they don’t escalate
· So the workplace is a safe and pleasant place to work.

You may need to refer them to:

· WHS specialists
· Supervisors
· Human Resources
· Counsellors 
· Government
· Managers
· Union representatives.

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

Answers may include:

· Shows that you are a positive role model
· Everyone can work together effectively
· Helps to establish positive working relationships
· Ensures staff know what is expected from them.

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

Answers may include:

· Displaying honest and respectful behaviour
· Recognising and rewarding high performing staff
· Displaying behaviour that is in line with legislation
· Dressing in the correct way
· Applying the workplace values.

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

Answers may include:

· Work hard
· Show respect
· Have a positive attitude
· Co-operate
· Keep your word
· Be loyal
· Follow all standards
· Know your role
· Have up-to-date knowledge.

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

You would need to adjust interpersonal styles if they were not appropriate for the environment.

10. What are workplace networks?

Workplace networks are the individuals that exchange information and ideas as a group.

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

Answers may include:

· Give you opportunity to get to know the people within your organisation
· Allow you to share information that can allow you to make decisions based on reliable contacts
· Keep you up-to-date with the latest patterns, trends and changes within industry
· Help you to discover new ideas, techniques and skills
· Help you to identify what suppliers/clients expect from you.

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?

Answers will vary between learners, depending on their own experiences. 

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

Answers may include:

· Coaching
· Mentoring
· Counselling.

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

Answers may refer to continuous improvement in order to be a successful and competent business.

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

Answers will differ depending on the learner’s organisation and the policies that are in place.

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

Answers will vary between learners depending on their organisation and the processes that should be used to deal with conflict. 
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