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Candidate Details
[bookmark: _Toc430961321]Assessment – CHCCOM005: Communicate and work in health or community services
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for CHCCOM005: Communicate and work in health or community services.
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: _Toc430961322]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:		________________________________________________________
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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. Communicate effectively with people 
2. Collaborate with colleagues 
3. Address constraints to communication
4. Report problems to supervisor
5. Complete workplace correspondence and documentation 
6. Contribute to continuous improvement
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[bookmark: _Toc430867433][bookmark: _Toc430961325]Activity 1A
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to use verbal and non-verbal communication to enhance understanding and demonstrate respect.

	Activity
	List three attributes of both verbal and non-verbal communication.












Briefly explain Lasswell’s model of communication and how this differs with the Shannon and Weaver model of communication.
















Why should you demonstrate respect in your communications at work in the health and community services?
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Activity 1B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to communicate service information in a manner that is clear and easily understood.

	Activity
	Give an example of a situation at work where you have communicated service information to another person. Give details of the communication and how you made the information clear so this could be understood.































How can networking help you within the workplace?
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Activity 1C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to confirm the person’s understanding.

	Activity
	How can you confirm a person has understood you?











Give an example of how you have needed to summarise information to clarify understanding. This should be from a work role situation.
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Activity 1D
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to listen to requests, clarify meaning and respond appropriately.

	Activity
	What are reflection skills?













What is motivational interviewing?















Why should you use collaboration over confrontation at work?
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Activity 1E
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to exchange information clearly in a timely manner and within confidentiality procedures.

	Activity
	What precautions can you take to ensure confidentiality is kept during communication?













Briefly describe a situation where you have exchanged information in the workplace, provide details of the timeframes and the confidentiality requirements that were needed.
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Activity 2A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to listen to, clarify and agree timeframes for carrying out workplace instructions.

	Activity
	What information should you retain when receiving instructions?







What information should you write down when receiving a message?







Identify three things that you are specifically permitted to do under your scope of practice.

Identify three things that you are NOT permitted to do under your scope of practice. 
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Activity 2B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to identify lines of communication between organisation and other services.

	Activity
	Identify three types of additional services that you may recommend a patient or client could use for their benefit. 














What types of service providers are there in the health care system?
















What three national subsidy strategies exist in Australia?
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Activity 2C
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to use industry terminology correctly in verbal, written and digital communications.

	Activity
	Make a brief list of examples of the following:

· Workplace acronyms
· Workplace abbreviations
· Workplace slang
· Workplace sociolect. 

Aim to give two to three examples for each. 

For each example, give the term used and explain what it means or refers to.
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Activity 2D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to follow communication protocols that apply to interactions with different people and lines of authority.

	Activity
	Identify three people/positions/roles that may be considered above you in the hierarchy of the workplace.

Identify three people/positions/roles that may be considered below you in the hierarchy of the workplace. 

For each, briefly explain the communication protocols that apply in your interactions with them.
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Activity 3A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to identify early signs of potentially complicated or difficult situations and report according to organisation procedures.

	Activity
	Identify three difficulties that you may experience at work and explain how you would deal with each and report them.


















What are some of the issues facing health care in Australia?
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Activity 3B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to identify actual constraints to effective communication and resolve using appropriate communication strategies and techniques.

	Activity
	Identify an individual and a cultural constraint in communication that you can accommodate. 


















What are cultural misunderstandings and how can they be avoided?
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Activity 3C
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to use communication skills to avoid, defuse and resolve conflict situations.

	Activity
	Give an example of a situation at work where you have successfully defused and resolved an issue of conflict.
























Define a conflict of interest.
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Activity 4A
	Estimated Time
	40 Minutes

	Objective
	To provide you with an opportunity to comply with legal and ethical responsibilities and discuss difficulties with supervisor.

	Activity
	What are the duty of care and legal requirements for your work role?




















Think of an instance of an ethical dilemma you have experienced at work. How did you deal with it, including discussions taken with your supervisor/manager to resolve this?
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Activity 4B
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to refer any breach or non adherence to standard procedures or adverse event to appropriate people.

	Activity
	Give an example of each:

· Breach in the duty of care
· Non adherence to standard procedure
· Adverse event

For each, explain the issue, how you would report it and to whom. 
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Activity 4C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to refer issues impacting on achievement of employee, employer and/or client rights and responsibilities.

	Activity
	What responsibilities do you have as an employee?




















What responsibilities does a client have?
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Activity 4D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to refer unresolved conflict situations to supervisor.

	Activity
	Who might you have conflict with in the workplace?








How can you prevent conflict?


















When and how should you refer an issue of conflict to your supervisor/manager?
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Activity 5A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to complete documentation according to legal requirement and organisation procedures.

	Activity
	Give an example of a work report/documentation that you would need to fill out for your work role. Briefly explain what this is, when you would use it, and how this helps you and the service.









































[bookmark: _Toc430867450][bookmark: _Toc430961342]
Activity 5B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to read workplace documents relating to role and clarify understanding with supervisor; and complete written and electronic workplace documents to organisation standards.

	Activity
	Why should you ensure that you fully understand the workplace documents that you need to read?





Provide an example document that you would need to complete to organisational standards. You can either replicate this in the space below or provide evidence of one attached to your workbook. As a simulation, fill this out as you would be required to with example details.
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	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to follow organisation communication policies and procedures for using digital media.

	Activity
	Briefly describe your organisation’s communication policies and procedures for the use of digital media.
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Activity 5D
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to use clear, accurate and objective language when documenting events.

	Activity
	Simulated activity:

A patient/client has visited your service to ask for assistance with a healthcare matter, for example, they require additional medication or have requested to see a specific worker. They are displaying signs of stress/agitation and have requested a quick response.

Provide an account of this below in a clear manner, for passing to the appropriate person.
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Activity 6A
	Estimated Time
	40 Minutes

	Objective
	To provide you with an opportunity to contribute to identifying and voicing improvements in work practices.

	Activity
	Select two items from this list and explain why they are important for the care industry. 

· A holistic and person-centred approach
· Promotion of the wellbeing of staff, clients and communities
· Early identification of problems
· Delivery of appropriate services
· Commitment to meeting the needs and upholding the rights of people
· Commitment to empowering the person and/or the community
· Ethical behaviour
· Preventative strategies
· Exercise of responsibilities and accountabilities within the context of duty of care for clients.













Identify an area of your work that could be improved.

· What is the issue?
· What could be improved about it?
· How would you achieve this?
· What would this solve?
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Activity 6B
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to promote and model changes to improved work practices and procedures in accordance with organisation requirements.

	Activity
	Identify a change that your organisation could identify to improve work practices.

· What does it aim to achieve?
· How will it manage this? What needs to be done?
· What will the outcome be?
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Activity 6C
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to seek feedback and advice from appropriate people on areas for skill and knowledge development.

	Activity
	How would you seek feedback for developing your skills and knowledge at work and who would you seek this from?
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Activity 6D
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to consult with manager regarding options for accessing skill development opportunities and initiate action.

	Activity
	What options for skills development exist in your workplace?
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Skills and Knowledge Activity
	Estimated Time
	90 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:
· Legal and ethical considerations in relation to communication
· Information and the application of legal and ethical aspects of health and community services work
· Ethical decision making and conflicts of interest
· Principles of effective communication, including models, modes and types
· Communication techniques
· Influences on communication
· Potential constraints to effective communication in health and community service contexts
· Health and community services industry terminology
· When and how to use and recognise non-verbal communication
· Structure, function and interrelationships between different parts of the health and community service system
· Organisation structure and different models to support optimum client service
· Digital media and use in community services and health sector
· Demonstrated effective communication skills in 3 different work situations
· Clarified workplace instructions and negotiated timeframes with 2 colleagues
· Responded appropriately to 3 different situations where communication constraints were present
· Completed 2 written or electronic workplace documents to organisation standards

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

1. Provide details/evidence of three different work situations where you have needed to communicate with others at work, include the following information:

· To whom and why you needed to communicate, at least one of these should be with two other colleagues and should detail work instructions and required timeframes
· The communication skills and techniques used
· The communication constraints involved
· How you ensured your communications were effective (drawing on your knowledge of modes, types and communication models)
· Legal and ethical requirements
· How you adhered to the organisational structure to deliver an effective client-service

2. Provide two written workplace documents (electronic or written) that you have produced to organisational standards in the course of your work, with consideration to the following:

· Legal, ethical and organisational requirements
· Industry terminology
· Effective use of clear language.

3. Describe how digital media is used within your work area and how this works to support the needs of the heath or community service.
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	Estimated Time
	1 Hour

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

	Activity
	This is a major activity – your instructor will let you know whether you will complete it during class or in your own time.
Attach your completed answers to the workbook.
You must individually, answer the following questions in full to show your competency of each element:
1. Communicate effectively with people
2. Collaborate with colleagues
3. Address constraints to communication
4. Report problems to supervisor
5. Complete workplace correspondence and documentation
6. Contribute to continuous improvement

1. How you should communicate effectively with other people at work?

2. When collaborating with colleagues what do you need to consider for effective communications?

3. How would you address constraints to communication?

4. Why should you report problems to a supervisor?

5. What do you need to do to complete correspondence and documentation at work correctly?

6. How can you contribute to continuous improvement for your benefit and for the benefit of the service?
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