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BSBWOR502 
Lead and manage team effectiveness 
ASSESSMENT SUMMARY

The assessment activities for BSBWOR502 Lead and manage team effectiveness cover all aspects of the unit of competency required. To demonstrate competence in this unit, a participant must undertake all tasks and complete them satisfactorily and consistently. For Apprentices and Trainees, this includes employer completion of the Employer Record Book (ERB). 

Participants must read all the information given before starting any assessment task. The assessment tasks are intended to be equitable, fair and flexible. If a participant has any questions or requires alternative arrangements to be made such requests should be directed to their Trainer/Assessor, who should note such arrangements in the ‘Assessor Comments’ on the affected assessment. If a participant feels they are not yet ready to be assessed, they should discuss their options with their Trainer/Assessor. 

To satisfactorily complete the assessment, the participant is required to answer all questions correctly and demonstrate their skills to industry standards. If a participant does not answer some questions or perform some tasks, they will be deemed ‘Not Satisfactory’ for the task and ‘Not Yet Competent’ for the unit of competency. The Trainer/Assessor is able to provide the participant with additional information on interpreting the assessment outcomes and provide guidance on the participant’s options. Should a participant still be deemed ‘Not Satisfactory’ they will have the opportunity to undertake a supplementary assessment or appeal the result. 

By signing the cover page for each assessment item, the participant acknowledges they understand the assessment instructions and requirements and consent to being assessed. The participant also verifies and assures the RTO that the work submitted is their own work. 


	Participant Name
	Byron MacCormack




	Task
	Assessment Results 

	Theory Exam
	 Satisfactory 
	 Not Yet Satisfactory

	Practical Assessment
	 Satisfactory 
	 Not Yet Satisfactory

	Outcome for Unit of Competency
	 Competent
	 Not Yet Competent




	Assessor Name
	John Bell

	Assessor Signature
	
	Unit Competence Determination Date
	Click here to enter a date.
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	THEORY EXAM INSTRUCTIONS

1.0 This exam will occur under standard assessment conditions.
1.1 An oral examination may be allowed under certain circumstances, whereby the Participant’s answers will be documented by a party other than the Participant. This must be acknowledged in writing (e.g. FT001 and Assessor Comments)
2.0 Participants must provide enough detail in their responses to demonstrate their knowledge and skills.
3.0 Please fill in the details below, providing your name, signature and date of assessment.
3.1 Your signature acknowledges that this is your own work.
4.0 Assessors are to complete marking in pen of a different colour to the Participant.
5.0 If a Participant initially answers a question incorrectly but modifies their response, they must follow the instructions below:
5.1 If a Participant changes their response in writing, they must put their initials next to the written change.
5.2 If a Participant changes their response verbally, this must be noted on the exam paper by the assessor.




	[bookmark: _Ref396827952]Participant name
	Byron MacCormack

	
	

	Participant signature
	
	
	

	Date
	17/03/2021



	Assessor name
	John Bell

	
	

	Assessor signature
	
	
	

	Date
	Click here to enter a date.




	Number of questions
	Number of questions answered correctly
	Task outcome (Tick)

	22
	
	Satisfactory
	Not Yet Satisfactory

	
	
	
	




	ASSESSOR COMMENTS

	


[bookmark: _Ref10546564]Discuss why a team leader should consult with their team about the team’s purpose/goals and each team member’s role.

	Answer
	Area
	Response
	

	
	Team purpose/goals
	So that every one knows where they stand and have a clear view of what is expected and the results they wish to produce
	

	
	Team members’ roles
	So that the members know what it is exactly they need to achieve in there role 
	




[bookmark: _Ref10546565]Explain what the term ‘open communication’ means and its importance to your team. In your response, be sure to identify the link between open communication and trust.

	Answer
	Open communication occurs when two or more people can freely share all of the information necessary to complete their tasks, without being afraid of their comments being misused or any hidden agenda by the others involved as the trust would be broken if used against them.
	



[bookmark: _Ref10547306]Teams need to have a balance between similarities among team members and diversity. Discuss what this statement means.

	Answer
	Similarities between team members can help cohesiveness - similar people tend to get on well together.

But diversity in teams can help a team to develop innovative solutions - people from different backgrounds and with different ideas.

	


[bookmark: _Ref10546789]

[bookmark: _Ref10794125][bookmark: _Ref15031038]Describe the benefits and disadvantages of the following five (5) strategies of conflict resolution.

	Answer
	Conflict
resolution strategy
	Benefits
	Disadvantages
	

	
	Avoiding
	Maybe it goes away
	The party withdraws from, postpones or sidesteps the issue. They might, for example, refuse to talk about the issue or avoid the other party. It is unassertive and uncooperative
	

	
	Accommodating
	The party withdraws from, postpones or sidesteps the issue. They might, for example, refuse to talk about the issue or avoid the other party. It is unassertive and uncooperative
	The party withdraws from, postpones or sidesteps the issue. They might, for example, refuse to talk about the issue or avoid the other party. It is unassertive and uncooperative
	

	
	Forcing
	The party pursues their own interests at the expense of the other party, using whatever power source at their disposal. It might be simply wanting to win, but it can also be standing up for an issue that you believe is right such as a moral issue or what you believe are your personal rights. It is assertive and uncooperative.

	The party pursues their own interests at the expense of the other party, using whatever power source at their disposal. It might be simply wanting to win, but it can also be standing up for an issue that you believe is right such as a moral issue or what you believe are your personal rights. It is assertive and uncooperative.

	

	
	Compromising
	Both parties seek to find an expedient, mutually acceptable solution that partially satisfies both. There is no clear winner or loser – both parties gain and concede something. It concedes more than competing but less than accommodating, so it is between them. It is intermediate in both assertiveness and cooperativeness
	Both parties seek to find an expedient, mutually acceptable solution that partially satisfies both. There is no clear winner or loser – both parties gain and concede something. It concedes more than competing but less than accommodating, so it is between them. It is intermediate in both assertiveness and cooperativeness
	

	
	Consensus
	Individual differences and perception can result in two people seeing the same issues in a different way.

	Individual differences and perception can result in two people seeing the same issues in a different way.

	





[bookmark: _Ref10794121]As team leader, you have to help resolve the following three (3) conflicts between members of your team:
1. Two team members are disputing which of them should write a report.
2. Two members are arguing bitterly about Australia’s refugee policy.
3. Two team members are quarrelling over which equipment will be the best for the team to purchase.

For each of these situations:
6.0 Explain what type of conflict it is
7.0 Discuss what action you would take to stop the conflict

	Answer
	Conflict number
	Type of conflict
	Resolution strategy
	

	
	1
	Task conflicts
	The team leader should manage these so that each team member can present his or her ideas, each idea is fully discussed, and the method chosen is based on team consensus

	

	
	2
	Relationship conf;icts
	Team leaders should make sure that they are limited by team norms

	

	
	3
	Process conflicts
	careful management by a team leader – for example, the team leader should explain fully the reason why a team member was not allotted a team task, and make sure that all team members focus on what is best for the team, not want each might individually want

	



[bookmark: _Ref10546793]Explain four (4) approaches you might implement to encourage a team to reach consensus on an issue.

	Answer
	Let each person present there idea then decide on the best one

Work together as a team sharing ideas

Create a team with minimal conflicts to start with

Split the group up to avoid any potential conflicts 
	


[bookmark: _Ref10546798]

[bookmark: _Ref10793277][bookmark: _Ref12352996]Identify and describe each of the five (5) stages of team development.

	Answer
	Stage
	Description
	

	
	forming
	team members get to know one another and start thinking about the team’s task. New team members are uncertain and often cautious.

	

	
	storming
	a stage of tension and often conflict. A leadership hierarchy emerges after team members compete for control and status and argue about the team’s direction
	

	
	norming
	is when the team starts cooperating and establishes the norms that the rules of conduct that regulate behaviour in the team
	

	
	perfoming
	the team is mature and efficiently and effectively accomplishes its tasks and goal
	

	
	ajourning
	the disbanding of a temporary team

	



[bookmark: _Ref11328106]Explain why the process in Q7. enables a team leader to understand the dynamics of team building.

	Answer
	By observing the behaviour of a team and what stage it is in, then help the group to move towards stage where the team works directly at achieving its goals.

	




[bookmark: _Ref11748363][bookmark: _Ref10546567]Your team has been especially productive lately and you are proud to be its leader. The one area of the team’s weakness has now been addressed by the arrival of two new team members, who fill in the team’s lone ‘expertise gap’ extremely well. You are then very upset that there have been several arguments amongst team members recently, and productivity has come to a near standstill.

Use the five stage model of team development to:
1. Explain what is likely to have happened to the team
1. Decide what action you should take as team leader

	Answer
	Well I think its back to the forming stage due to the new members joining and the team is a bit thrown that the new team members are performing there duties so wel.some of the existing team members might feel threatened that there job could be replaced.

Take the team out on some team building activities and break down some of the relationship walls and make sure all team members feel important in there role. Hopefully this will fix the problem.
	



[bookmark: _Ref10547342]Explain why it is important that a team leader acts as a role model.

	Answer
	Because he in charge and and needs to set the bar for the rest of his team to follow
	




[bookmark: _Ref11328569]Outline four (4) ways in which you would act as a role model as a team leader.

	Answer
	Fulfilling your own duties and responsibilities

Not expecting other team members to do something that you do not do yourself

Being trustworthy

Openly communicating with other team members

	




[bookmark: _Ref10546591]Your goal is to manufacture 40 brown 1 metre X 1 metre tables each week. Your manager has made sure that you have enough raw materials and staff to achieve this, though the team will have to work hard to reach the goal of 40. Consider this project as a SMART goal, by matching the goal elements with the aspects of the task by writing the appropriate letter next to each number in the centre column.

	Answer
	Element
	
	Task aspects
	

	
	· 
	Specific
	1 -  c
	· 
	Set a challenging but attainable goal
	

	
	· 
	Measurable
	2 -  d
	· 
	Each week
	

	
	· 
	Achievable
	3 -  a
	· 
	brown 1 metre X 1 metre tables
	

	
	· 
	Resourced
	4 -  e
	· 
	40
	

	
	· 
	Timetabled
	5 -  b
	· 
	enough raw materials and staff
	




[bookmark: _Ref11747919]Identify three (3) areas to be considered when designing a KPI and provide an example for each.

	Answer
	Area
	Example
	

	
	KPIs should measure factors that employees can control or change

	a KPI based on the number of tables painted relies on factors outside the painting team’s control. If the painting team receives no tables from the assembly team, it can’t paint any tables. Any KPI needs to reflect the painting team’s performance in painting tables received from the assembly team.

	

	
	KPIs
	should be SMART

	

	
	KPIs should be discussed with the team or individual before it is put in place

	Involvement usually results in commitment to a goal
Teams involved in a task usually understand the “environment” of reaching the goal what is required to achieve their goal – such as factors outside the team’s control that affect the outcome (as in the table example above and called criterion contamination
	




[bookmark: _Ref10546987]Define the term ‘control’ and explain its importance in a team achieving its goal.

	Answer
	Determining if the team has met its goals
Taking any necessary corrective action to ensure goals are met

We set our goal in our plans. Control is how we make sure that we get to this goal

	




[bookmark: _Ref15030822][bookmark: _Ref10549715]A team leader’s feedback to team members should be two-way, constructive, objective and impersonal. Explain each of these factors and why they can improve the team’s performance. 

	Answer
	Area
	Explanation 
	

	
	Two-way
	Feedback should help the team member improve their performance so that the team can also perform better. In order to do this, feedback should be two way – where both leader and team member have the opportunity to ask and answer questions

	

	
	Constructive
	aimed at improving future performance

	

	
	Objective and impersonal
	Objectivity means you provide examples of when the team member has performed well or poorly

Not personal means that the team member has performed well because they have performed their task well, not because you like them; and that the team member has performed poorly because they have performed their tasks poorly, not because you do not like them.
Performance assessment is about how well tasks have been achieved and how behaviour has affected the team – it is not about a team member being a good or a bad person

	





[bookmark: _Ref11753645][bookmark: _Ref13574246]To support team members in meeting expected performance outcomes, identify two (2) examples of formal and informal learning they may undertake.

	Answer
	Learning type
	Examples
	

	
	Formal
	is structured and is usually classroom or online oriented and
often leads to a formal qualification. It usually has a set time frame
	

	
	
	
	

	
	Informal
	is less structured and commonly has no time-frame, It can
involve webinars, videos, or mentoring. A mentor is a highly-experienced employee who helps a less-experienced one. Mentors help a mentee to fit in with and to develop within an organisation

	

	
	
	
	




[bookmark: _Ref10547388][bookmark: _Ref13563149]Give two (2) examples of team issues that should be immediately communicated to line managers/management.

	Answer
	discuss issues that the team cannot resolve itself as soon as these issues are discovered .

These issues often relate to resources such as the team is not receiving enough supplies to achieve its goal, it needs more members to achieve its task, or it needs more equipment to achieve its task
	




[bookmark: _Ref13569663]Outline why the examples from your response to Q17. should be reported to line managers/management urgently.

	Answer
	If issues like these are not immediately attended to, teams are unlikely to achieve their goals as resources take time to organise and deliver. Alternatively, line managers might not be able to supply more resources and instead change the team’s goal
	





[bookmark: _Ref10547375]Why should information from management, including line manager, be shared throughout a team?

	Answer
	The team leader needs to then communicate the manager’s decision on these issues to the team. A team meeting will usually be necessary to discuss how extra resources will be allocated if they are given to the team, or what will be done if the resources are not available
	




Read the following scenario to respond to Q20. and Q21. 

Roger and Janet have to write a report to present to their manager in twelve days.

They meet for one day to plan what they will do. The project has two parts. They decide that:
1. Roger will do Part One. It will take three days for him to collect the information, and three days to write his part of the report
1. Janet will do Part Two. It will take her four days to research the topic, but only two days to write her part of the report.
1. Each will then read the reports from the other. This will take two days
1. They will then spend two days putting all the parts of the project together into a final draft.
1. They will bind the report and hand it in on the next day.



[bookmark: _Ref10548297]Explain why it is useful to use a Gantt chart to assist with team planning and control.

	Answer
	Gantt charts are one means to plan how to achieve targets.
They will tell you the total project time, number of tasks, how long each task will take, and the necessary scheduling of tasks.
	





[bookmark: _Ref10548294]Create a Gantt chart for Roger and Janet. You may either use the template below, or insert an image on the following page.

	Answer
		Day 14
	
	
	
	
	
	
	
	
	
	

	Day 13
	
	
	
	
	
	
	
	
	
	

	Day 12
	
	
	
	
	
	
	
	x
	
	

	Day 11
	
	
	
	
	
	
	x
	
	
	

	Day 10
	
	
	
	
	
	
	x
	
	
	

	Day 9
	
	
	
	
	
	x
	
	
	
	

	Day 8
	
	
	
	
	
	x
	
	
	
	

	Day 7
	
	
	
	x
	x
	
	
	
	
	

	Day 6
	
	
	
	x
	x
	
	
	
	
	

	Day 5
	
	
	x
	x
	
	
	
	
	
	

	Day 4
	
	x
	x
	
	
	
	
	
	
	

	Day 3
	
	x
	x
	
	
	
	
	
	
	

	Day 2
	
	x
	x
	
	
	
	
	
	
	

	Day 1
	x
	
	
	
	
	
	
	
	
	

	Person
	Roger Janet
	Roger
	Janet
	Roger
	Janet
	Roger Janet
	Roger Janet
	Roger Janet
	
	

	Task
	Planning meeting
	Collect information
	Research the topic
	Write rogers part of the report
	Write Janets part of the project
	Reading each others reprot
	Final Draft
	Bind and hand in Report
	
	



	

	Answer
	


	



Read the following scenario to respond to Q22. 
	Simon is having his first performance feedback from his team leader, John. John began by asking Simon how he thought his performance was. Simon had put a lot of thought into this before the interview, and spent a few minutes going through his thoughts. Every time that Simon looked up, John seemed to be gazing into space.

As soon as Simon had finished, John told him that Simon had better improve his performance if he wanted to stay in the team. Simon asked John which areas of his performance John was most unhappy with, and if John could give him some specific examples. John’s reply was that if Simon didn’t know what he was doing wrong, Simon was even more useless than he thought he was. When Simon tried to repeat some of the points about his performance that he thought he had done well, John stopped him and told him he was not interested in excuses. He told Simon that he did not like him and had not wanted him in the team in the first place. Furthermore, he had already discussed Simon with two other members of the team who shared John’s opinion about Simon. Simon thought that he was good friends with all of his other team members, and asked Simon who the two were. John told him it was none of his business.

John then told Simon that he had better not be late for work again after Simon had been late twice the last week. Simon said that he had not held the team up when he was late, and had made the time up, and that he thought it was ok to be late as John was often late, and had even held up a rare team meeting by an hour the week before when John had been late. John replied that he was a leader, so it was acceptable for him to be late. It was, however, not acceptable for lowly team members to be late.

He was worried that the team would not meet its goal now that John’s line manager had moved the team’s deadline forward a week, and he blamed Simon. Simon said that no one in the team apart from John knew about this change. John replied that as team leader he was the only one who had to know about such information, and that he did not believe in meetings which a waste of time when he could email each team member what they were expected to do. Simon then said that he had not received John’s weekly control report the week before that also would have given him feedback about such issues. John replied that he had been too busy last week to prepare it, and that Simon had better be very careful if he tried to criticise his team leader.

He said that Simon was failing in meeting his KPI of assembling and painting 40 elite computer desks a week. Simon said that he had two problems – Ed was not providing him with the drawers on time, and not enough paint was available. John said that Ed was an old schoolmate of his, so he knew Ed was doing a good job, and that Simon had better make do with the paint he had, and that John had no intention of asking his line manager for more.

Simon also tried to say that he had been worried about completing his task as soon as John had allocated him his role in the team. As team leader, John had allocated tasks and duties to each team member and emailed these to each. Both Simon and Jane, another team member, had felt that each was suited to the other’s role. They had both emailed this point to John, who had not replied. Simon had also sent an email to John asking to do a training course he thought he needed to do to successfully finish his tasks, as well as asking for Jane to spend some time training him. John’s only reply was that Jane was too busy to train Simon.

John told Simon to leave his office and improve his performance or leave. 





[bookmark: _Ref10548671][bookmark: _Ref13563943]Write a report assessing John’s performance as a team leader. Refer to the Sample Report Structure for reference. Attach your response here.

	
Sample report structure


1. INTRODUCTION
1. Outline the objectives of your report and why the issue is important

1. BODY
1. A step-by-step explanation of each of the following issues:

· Consulting team members to establish a common understanding of team purpose, roles, and individual responsibilities
· Open communication and facilitating trust in the team
· Assessing a fair and SMART KPI
· Supporting team members in meeting their expected performance outcomes and addressing performance problems
· Allowing team members to have input to planning and decision making
· Ensuring that team members are fully prepared to take on their roles and responsibilities and are able to take responsibility for their own tasks
· Encouraging team members to participate in team activities
· Acting as a role model for the rest of his team
· Communicating information from his line manager to the team
· Communicating unresolved issues raised by team members to line managers
· Evaluating team performance and taking any corrective action necessary to ensure that the team would meet its goal.

1. CONCLUSION
1. A summary of your finding.

1. RECOMMENDATIONS
1. A list of actions that you believe that John should take in order to improve his performance as a team leader.

TIPS:
1. For each point in the body:
1. Briefly explain the issue and its importance
1. Go through the case study looking for an example of this issue which you compare with your explanation of the issue
1. Write your answer to this question
1. Write in simple English. This usually results in the clearest answers.



	1. INTRODUCTION

	Johns Perfomance as team leader,
Issues that need addressing are his pour communication skills, not setting a good example in the work place, talking down to his peers with no respect, not listening and passing on important information to get the best possible production.

	1. BODY

	1. John couldn’t be bothered to even discuss where simon had to improve in his tasks and that if he didn’t know where he was going wrong then hes an idiot.

2. John should not be discussing with simon what other people had told him in confidence this is not good for gaining trust

3 and 4. need to review the current KPI and see if the produion line could run smoother so that simon recived his draws on time and there was enough paint to complete the job then the KPI will be complete.

5. Need to listen to Simon and Jane as they both think each others roles are more suited to them so this would be far better on the production line to have the best person suited to each task.

6.John needs to make sure all staff have received his weekly control email or better yet hold a staff meeting once a week to discuss any issues and make sure everyone knows what is expected of them.

7.Incourage more training between staff members.

8. John needs to pass on important information from his line managers so the team are fully aware what is expected and not just John knows the information.

9.  John needs to let his line manager know if there is not enough paint to complete the job

10. john needs to openly listen to his staff and not ignore there requests and he might find production picks up for the whole team

	1. CONCLUSION

	[bookmark: _GoBack]John needs to improve in many areas starting with actively listening to his staff and setting a good example for everyone to follow, John needs training with communicating issues back and forth between his staff under him and his line managers, Also he needs to treat his staff with respect and not tell them things like he has spoken to simons colleges and they feel the same way as John. Things like that need to stay confidential and could create more conflict in the team. Overall John needs help with quiet a few areas and I would recommend more training in being a respected and successful team leader.
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	PRACTICAL ASSESSMENT INSTRUCTIONS

8.0 The following practical assessment will require the Participant to complete work related activities.
9.0 The Assessor will conduct observations of the Participant’s work to determine whether they display sufficient practical skills and knowledge. 
10.0 Please fill in the details below – providing your name, signature and date of assessment.
10.1 The Participant’s signature acknowledges that the Assessor provided clear instructions and the Participant understood what was required to complete this assessment.
11.0 The Assessor may substitute a Practical Task with an alternate task of equal value.
11.1 Alternate tasks must be fully documented by the assessor in the Assessor Comments area.





	Participant name
	byron

	
	

	Participant signature
	
	
	

	Date
	17/04/2021



	Assessor name
	

	
	

	Assessor signature
	
	
	

	Date
	Click here to enter a date.





	Task
	Task outcome (Tick)

	
	Satisfactory
	Not Yet Satisfactory

	Task 1
	
	





	ASSESSOR COMMENTS

	


BSBWOR502
Lead and manage team effectiveness

	Practical Task 1

	Description of task:
A suitable observer is to verify the participant’s ability to lead teams in the workplace and to actively engage with the management of the organisation. 

The participant is to gather evidence of how they have completed each component of the Practical Task, which is to be submitted with this Practical Assessment sheet. Examples can be found on the following pages. The observer is to provide detailed comments on the tasks completed by the participant. The assessor is to verify the observer’s comments in the Assessor Comments section, and provide the Practical Assessment outcome on the front cover of this document.

	Resources required: 
Project documentation, Office equipment and resources.

	Assessment of task

	Name of participant:
	

	Name of observer:
	

	Role of observer 
(Confirm suitability to sign)
	

	Email address of observer
	

	Signature of observer:
	
	Date:
	Click here to enter a date.
	When completing the task, did the participant:
	Tick if satisfactorily completed. 
Provide comments if left unticked.

	1 Establish team performance plan

	1.2A.  [bookmark: _Ref527982775]Consult team members both orally and in writing to establish a common understanding of team purpose, roles, responsibilities and accountabilities in accordance with organisational goals, plans and objectives.
	
	1.2B.  [bookmark: _Ref527982818]Develop performance plans to establish expected outcomes, outputs, key performance indicators (KPIs) and goals for work team.
	
	1.2C.  [bookmark: _Ref527983010]Support team members both orally and in writing in meeting expected performance outcomes.
	
	2 Develop and facilitate team cohesion

	1.4A.  [bookmark: _Ref527982820]Develop strategies to ensure team members have input into planning, decision making and operational aspects of work team.
	
	1.4B.  [bookmark: _Ref527982822][bookmark: _Ref387224637]Develop policies and procedures to ensure team members take responsibility for own work and assist others to undertake required roles and responsibilities.
	
	1.4C.  [bookmark: _Ref527983017]Provide oral and written feedback to team members to encourage, value and reward individual and team efforts and contributions.
	
	1.4D.  [bookmark: _Ref527982825]Develop processes to ensure that issues, concerns and problems identified by team members are recognised and addressed.
	
	3 Facilitate teamwork

	· [bookmark: _Ref527983023]Encourage team members and individuals, both orally and in writing to participate in and to take responsibility for team activities including communication processes.
	
	· [bookmark: _Ref527983025]Support the team in identifying and resolving work performance problems.
	
	· [bookmark: _Ref527983028]Ensure own contribution to work team serves as a role model for others and enhances the organisation’s image for all stakeholders.
	
	4 Liaise with stakeholders

	Q1.  [bookmark: _Ref527983030]Establish and maintain open communication processes with all stakeholders both orally and in writing.
	
	Q2.  [bookmark: _Ref527982830][bookmark: _Ref12354704]Communicate information from line manager/management to the team both orally and in writing.
	
	Q3.  [bookmark: _Ref527982831][bookmark: _Ref12354743]Communicate unresolved issues, concerns and problems raised by team members and follow-up with line manager/management and other relevant stakeholders both orally and in writing.
	
	Q4.  [bookmark: _Ref527982777]Evaluate and take necessary corrective action regarding unresolved issues, concerns and problems raised by internal or external stakeholders.
	
	The Participant’s performance was:  Satisfactory     Not Satisfactory




EXAMPLE EVIDENCE

The following are examples of types of evidence that may be collected:

1. A student diary that could include:
1. The team’s purpose, a list of team members and the roles, responsibilities and accountabilities of each member
1. How the team purpose etc., relates to organisational goals and plans

1. Other documentation which shows: 
1. How you consulted team members to help all team members have a common understanding of the team’s purpose and the individual roles and responsibilities of each team member.
1. Plans and KPIs developed by the team
1. Examples of your support of team members to meet their performance expectations 
1. How you supported team cohesion, participation and performance
1. How you helped the team achieve consensus or tied to and if, consensus was not achieved, what other strategies you used.
1. Issues that you resolved and the strategies you used to resolve them.
1. Strategies you used to make sure that team members were involved in planning, decision making and the operating of the team
1. Policies and procedures used to ensure team members take responsibility and fulfil their roles
1. Processes to make sure that issues raised by team members are addressed
1. Processes to resolve performance issues
1. How you provided feedback to team members to encourage them
1. How you encouraged team members to take responsibility for team activities
1. Any team performance problems encountered and how you supported the team to identify and resolve them.
1. How you acted as a role model and any affect you noted on team members
1. Issues brought up by team members and how you communicated them with management.
1. Other stakeholders you interacted with and communication processes you established and used to liaise with them.



	OBSERVER COMMENTS

	




CSTC Pty Ltd_RTO#0699_v1-0_04/11/2019	Page 1 of 6
image1.png




