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Candidate Details
[bookmark: _Toc417655408]Assessment – BSBFLM312: Contribute to team effectiveness
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for BSBFLM312: Contribute to team effectiveness.
Name: 		Keaton jones__________________________________________________
Address:	11 belvedere place Maroochy river ________________________________
		_____________________________________________________________
Email:		kjone323@eq.edu.au___________________________________________
Employer:	Damon Stracuhan______________________________________________
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: _Toc417655409]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
	NG

	Valid
	NG

	Reliable
	NG

	Current
	NG

	Sufficient
	NG



Learner is deemed: 		COMPETENT		NOT YET COMPETENT (Please circle)

If not yet competent, date for re-assessment:		____________________________________

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
[bookmark: _GoBack][bookmark: _Toc415147200]Assessor Signature:		Nicole M Grigg
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. Contribute to team outcomes
2. Support team cohesion
3. Participate in work team
4. Communicate with management
You should also demonstrate the following skills.
Writing
Oral communication
Navigate the world of work
Interact with others
Get the work done
[bookmark: _Toc417655410]Activities
[bookmark: _Toc315352844][bookmark: _Toc417655411]Activity 1.1.1
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to consult team members to identify team purpose, roles, responsibilities, goals, plans and objectives.

	Activity
	Why is it important to consult with team members to identify the team’s purpose, roles, responsibilities, goals, plans and objectives?


So, the team has a clear and shared understanding of its purpose so that it 
can make the best contribution to the organisation’s goals




When do you consult with team members to identify the team’s purpose, roles, responsibilities, goals, plans and objectives?

At the start of the day or at a team meeting





What documents do you use in relation to this (if applicable)?

	
	Documents used

	Team’s purpose






	Performance plans, KPI’s

	Roles and responsibilities within the team





	Job descriptions organisation chart

	Goals, plans, objectives




	Strategic plans, departmental plans
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Activity 1.2.1
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to support team members to meet expected outcomes.

	Activity
	Why do you need to provide support to team members?

To give them support they need for them to achieve their work goals and objectives because work can be challenging





What different methods can you use to provide support to team members?

Coaching or mentoring, specialist training, basic training and induction training






Describe how you have supported a team member to meet expected outcomes. What support did you provide? How effective was this support? What was the impact of your support to this team member?

I provided specialist training to teach a co-worker how to make milkshakes at my work, it was very effective and now they know how to make milkshakes, and because of this they felt more comfortable in the work place.
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[bookmark: _Toc417655413]Activity 2.1.1 – 2.2.1
	Estimated Time
	40 Minutes

	Objective
	To provide you with an opportunity to encourage team members to participate in the planning, decision making and operational aspects of the work team to their level of responsibility, and to encourage team members to take responsibility for their own work and to assist each other in undertaking required roles and responsibilities.

	Activity
	Why is it useful to encourage team members to participate in planning, decision making and operational aspects of the work team?
You are engaging their brain power and harnessing information and opinions that may be hidden from you




What methods can you use to encourage this participation from team members?

Team meetings to discuss action plans and how to implement them, one on one meetings with team members



Why is it important for team members to take responsibility for their own work?
So that the team leaders know when something hasn’t been done







Why is it important for team members to assist each other in their work?
So, they help each other to achieve a goal 





How can you encourage team members to take responsibility for their work, and assist others when needed?
Discussing expectations with them and checking their understanding of these, agreeing how and when the person is going to keep you updated about their progress, avoiding ‘blame culture’ and taking positive steps to resolve problems


















[bookmark: _Toc417655414][bookmark: _Toc347750663]activity 2.3.1 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to provide feedback to team members to encourage, value and reward team members' efforts and contributions.

	Activity
	Why is it important to provide feedback to team members about their efforts and contributions?

Feedback helps to motivate individuals and helps them understand what they do well and what they need to improve





What are the possible consequences if team members are not given feedback about their work?
They could feel unmotivated and lack the enthusiasm to achieve more in the future






Describe a time when you have given feedback to a team member about their work. How and when did you give this feedback? How did the team member respond to the feedback? Is there anything you would do differently when giving feedback in future?

A co-worker was in charge of making milkshakes, and I noticed they were just making the milkshake and not putting chocolate syrup around the inside of the glass. After she had begun preparations to make another, I pulled her aside and calmly and kindly told her to put the chocolate syrup in the glass from now on. She accepted the feedback and proceeded to put syrup inside the cup from then on. I believe I gave feedback in an appropriate 













[bookmark: _Toc417655415][bookmark: _Toc348081224]Activity 2.4.1
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to identify and address issues, concerns and problems identified by team members, or refer to relevant persons as required.

	Activity
	What types of issues, concerns or problems might affect the team?
A lack of team coordination and two-way communication between team leaders and other team members will lead to team members not feeling comfortable in raising concerns they see in the workplace resulting in smaller issues becoming much larger issues.



How do you identify the team’s issues, concerns and problems?
Listen to the team and fellow co-workers and make sure a supportive team environment is provided for open communication.


To whom can you refer issues, concerns and problems raised by the team?
To the manager, supervisor or business owner.



Describe how you have handled an issue, concern or problem raised by the team. How did you respond to this? Did you refer this matter to anyone else? If so, who did you raise this with? What was the outcome of the team raising this with you?
Our team was concerned that many women in the bar were feeling threatened or uncomfortable by some men, so to prevent this we placed signing up in the women’s bathroom stating that if they felt worried to approach the bar and speak to the staff.  The outcome was that many women in the venue were made to feel more comfortable.


[bookmark: _Toc417655416]Activity 3.1.1 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to actively encourage and support team members to participate in team activities and communication processes and to take responsibility for their actions.

	Activity
	What communication processes do you use for communicating with your team on an informal and formal basis?
Verbal communication, instant messaging, text message, phone calls and group meetings





Why is it desirable to encourage team members to participate in team activities and communication processes?


To ensure the team works efficiently and comfortably with each other, where everyone is considered and sees themselves as equal contributors to the potential outcome of the business.  



How can you encourage and support team members to participate in team activities and communication processes?

Verbal encouragement by making team members feel supported and at ease to participate and communicate freely or provide a reward for participation.





Describe a time when you encouraged participation from the team. What did you do and what was the outcome?

I was in charge of a team meeting and encouraged the team to participate in the conversation about possible changes to the business. The outcome was that the business owners and managers heard the employee’s opinions on possible changes to the business.





















How can you encourage individuals and teams to take responsibility for their actions?
Inform them that if the problem or issue isn’t taken responsibility for, that the problem cannot be solved.

 




[bookmark: _Toc417655417]Activity 3.2.1 
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to support the team to identify and resolve problems which impede its performance.

	Activity
	How can you support the team to identify and resolve work problems?
By voicing my opinion, my insights and communicating effectively






Describe a time when the team identified a work problem. What was the problem? How did you respond? What happened to resolve the problem? What was the outcome?

The team realised we had no toilet paper for the bathrooms, this was identified by one of the front of house workers. We responded by sending one of the workers to the nearby shopping centre to purchase more toilet paper. The outcome was that we solved the problem.













[bookmark: _Toc417655418]Activity 3.3.1
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to utilize own contribution to work team to serve as a role model for others and enhance the organization’s image within the work team, the organization and with clients/customers.

	Activity
	Why is it important that you act as a positive role model to others in the way that you work as part of a team?

So that your other team members continue to follow standard work behaviour.


How can you enhance the organisation’s image through your own behaviour?
By improving the quality of your own behaviour, your personal service and individual presentation you show when dealing with customers.  This is done by how you present yourself through your own personal presentation, including language and personality whilst on premises and when talking about your workplace
What impressions would be created by the following behaviours from a team leader?
	Behaviour
	Observed by
	Impression created

	Complaining about the line manager/another department


	The team
	The line manager/ other department is bad at their job


	Ignoring a member of the team who asks them a question 



	A client/customer
	The business doesn’t care about their workers


	
	
	


	Behaviour
	Observed by
	Impression created

	Listening carefully to the customer’s concerns and asking questions to reach a solution


	A client/customer
	The business cares about customers’ needs and is dedicated to improving the customer’s experience


	Cancelling meetings/briefings with the team




	The team
	The business has a lack of direction 






[bookmark: _Toc417655419]
Activity 4.1.1 – 4.2.1
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to maintain open communication with line manager/management at all times and communicate information from line manager/management to the team.

	Activity
	Why is it important to maintain open lines of communication with line managers/management?
So, there is a free flow of relevant information between people/ departments, so everyone has the information that they need in order to do their tasks efficiently.



What should you consider when communicating information from your line manager/management to your team?
Acknowledge the communication from the line manager, ask for clarification if something is unclear, ensure that the line manager is informed of anything you think they need to be aware of.



Give an example of when you have communicated information from the line manager/management to the team. How did you handle this? What was the outcome?
The manager needed to step out for a moment to purchase cleaning chemicals and had told me to let everyone know he was going to leave. I stepped into the back of house and made sure everyone knew what he was doing. The result of this was that there was no confusion.






[bookmark: _Toc417655420]Activity 4.3.1
	Estimated Time
	20 Minutes

	Objective
	To provide you with an opportunity to communicate unresolved issues to line manager/management and follow up to ensure action is taken in response to these matters.

	Activity
	What types of unresolved issues might affect the team?
Faulty equipment, team tensions and grievances and complaints could affect the team if not resolved asap





Why is it important to communicate and follow-up on unresolved issues?
In order to make sure the business continues to operate smoothly






How and when can you communicate and follow-up on unresolved issues to your line manager/management?
Asking them calmly and politely at a time where it is of no inconvenience.
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	Estimated Time
	60 – 120 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:
· Writing
· Oral communication
· Navigate the world of work
· Interact with others
· Get the work done
· Organisational goals, objectives and plans that relate to the team 
· Legislation, regulations, standards or codes of practice that may impact team performance and outcomes 
· Organisational structure with reference to the organisational chart
· Options for addressing performance issues in the organisation
· Principles and techniques of group dynamics and processes, motivation and negotiation
· Individual behaviour and differences of others

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

1. You need to demonstrate your ability to relate to people from a range of social, cultural and ethnic backgrounds and physical and mental abilities. Please describe how you have interacted with three different people regarding goals, responsibilities, any problems encountered and management issues (you should include a manager, and you may also include a team member; colleague; supplier; customer; etc.). Please be sensitive in your descriptions and refer to individuals only as A, B, C and not their actual names. You should describe the skills and attributes that you have used whilst interacting with them (e.g. ‘I had to be very flexible with A because they needed to take time out during the day to attend prayers...’ etc.).


Person A came from a different country and did not speak English as his first language. He was attempting to order food but was struggling to say what he wanted to order. In order to assist him, I used a menu and pointed to the item he wanted, to confirm to him what menu item he was ordering.
Person B was my manager. He had asked me to place a large tray of chicken into the oven, but the weight of the tray was too much for he to lift without fear of dropping it. I told my manager calmly that I physically cannot lift the tray. He accepted this and instead asked a different employee to move the tray.
Person C was my employer. He had asked me if I would be able to serve two customers at the bar their drinks. I had to tell him that I did not know how to make the drinks they ordered. My boss understood this and showed me how to make the drinks for the future.
In all of the above listed encounters, I had to be patient and calm in order to complete the task.

2. Describe a time at work when you have used good communication skills, including listening. What was the communication about, and with whom? What did you do when you were communicating with them (e.g. listening; asking questions – give examples)? How did you check that the communication had been successful? Which of the attributes in the required skills and knowledge for this unit did you demonstrate?

Good communication skills are always necessary at my work. Every time an order is taken, good listening is important to make sure you’re taking the correct order, and you need to ask questions to confirm their order is correct.

3. Describe a time when you have mentored and coached someone in your team. What was purpose of the mentoring and coaching? How did you conduct the mentoring and coaching sessions? How effective was the mentoring and coaching? Which of the attributes in the required skills and knowledge for this unit did you demonstrate? What other learning and development options are available for this person? 

I had mentored a co-worker who had only recently started. The purpose of the training was to make sure she knew what to do, in order to provide the best possible service, and also remain employed. It was effective, and the employee continued to work at the shop.  

4. Describe a time at work when you have used your planning, organising and problem-solving skills to deal with a problem affecting your team. Please show how you took account of organisational goals, structure, policies and procedures. How did you take account of the team’s dynamics and their levels of motivation? Did you have to negotiate with anyone to reach a solution? What was the outcome of your action?

For this activity, you should show how you have taken account of legislation which affects business operation, especially in regard to occupational health and safety and environmental issues, equal opportunity, industrial relations and anti-discrimination.

One afternoon, a patron at the bar had become unruly. He was aggressive and using foul language. Following organisational polices, I approached the person away from other patrons, and told them that they were acting in an unacceptable way, and that if they continue acting in this way, they will be removed from the premises. The outcome of this was that the patron calmed down and there were no future problems with them. I took control in the situation because the other co-workers that there working at the time were unexperienced and would not feel comfortable in that situation.





[bookmark: _Toc417655422]Major Activity
	Estimated Time
	60 – 120 Minutes

	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. Contribute to team outcomes
2. Support team cohesion
3. Participate in work team
4. Communicate with management

1. Review/set your team’s work objectives with your line manager, taking into account the departmental/organisational objectives and relevant legislation/codes of practice.
As a team we will write a letter to the line manager regarding incorrect payroll and a report on building work conditions.
2. Consult with your team to identify the team’s purpose, roles, responsibilities, goals, plans and objectives – create a team action plan summarising this with individual responsibilities clearly identified.
Jordan is to write a letter to the manager regarding the incorrect payroll last week and Keaton is to write a short report on the working conditions in the current building
3. Identify what support your team will need to be able to implement this action plan and include this in the plan.
We will need to support each other and find out relevant information
4. Meet with the team to agree how they are going to implement the plan (this may be in the same meeting as step 2 and 3 above).
We will put the plan into action strait away
5. Monitor the implementation of the action plan and:
· give feedback to the team and individuals on how they are performing
· identify any issues, concerns or problems and notify these to relevant people
· encourage the team to identify and resolve their own problems.
6. Keep your manager informed about the progress of your plan and any unresolved issues.
For this activity, you should show how you have taken account of legislation which affects business operation, especially in regard to occupational health and safety and environmental issues, equal opportunity, industrial relations and anti-discrimination.

Five and six completed during practical task
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