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Student Pack 

What is the purpose of this document?
The Student Pack is the document you, the student, needs to complete to demonstrate competency. This document includes the context and conditions of your assessment, the tasks to be completed by you and an outline of the evidence to be gathered.

The information includes the following: 

· Information related to the unit of competency 
· Guidelines and instructions to complete each task and activity
· A student evaluation form 

Student Evaluation Form 

[bookmark: _Hlk10032301]These documents are designed after conducting thorough industry consultation. Students are encouraged to evaluate this document and provide constructive feedback to their training organisation if they feel that this document can be improved. 

Link to other unit documents
[bookmark: _Hlk10032357]
· The Student Pack is a document for students to complete to demonstrate their competency. This document includes context and conditions of assessment, tasks to be administered to the student, and an outline of the evidence to be gathered from the student. 
· [bookmark: _Hlk9150008]The Unit Mapping is a document that contains information and comprehensive mapping with the training package requirements. 
· The Unit Requirements is a document that contains information related to the unit of competency for the Training Organisation staff and students. 



1. Student and trainer details
	Student details  

	Full name:
	Tony Scott

	Student ID: 
	

	Contact number:
	0402 293 190

	E-mail address:
	anthonyjohnscott@gmail.com

	Trainer details  

	Full name: 
	John Bell


2. Qualification and unit of competency
	Qualification/Course/Program Details 

	Code:
	

	Name: 
	

	Unit of competency 

	Code:
	BSBTWK502

	Name: 
	Manage team effectiveness

	Releases: 
	

	Release date:
	


3. Assessment Submission Method 
	☐      By hand to trainer/assessor  ☐      By e-mail to trainer/assessor
☐      Online submission via Learning Management System (LMS)    
☐      Any other method _________________________________________________
                                                              (Please describe here)


4. Student declaration  
	· I have read and understood the information in the Unit Requirements prior to commencing this Student Pack
· I certify that the work submitted for this assessment pack is my own. I have clearly referenced any sources used in my submission. I understand that a false declaration is a form of malpractice; 
· I have kept a copy of this Student Pack and all relevant notes, attachments, and reference material that I used in the production of this Student Pack;
· For the purposes of assessment, I give the trainer/assessor permission to: 

· Reproduce this assessment and provide a copy to another member of staff; and 
· Take steps to authenticate the assessment, including communicating a copy of this assessment to a plagiarism checking service (which may retain a copy of the assessment on its database for future plagiarism checking).

Student signature:   __Tony Scott______________________________
              

Date:  _23/6/22___/_____/______________



5. Assessment Plan 
	The student must be assessed as satisfactory in each of the following assessment methods in order to demonstrate competence in a variety of ways.  

	Evidence number/ Task number
	Assessment method/ Type of evidence/ Task name  
	Sufficient evidence recorded/Outcome 

	Assessment task 1
	Knowledge Test (KT)
	S / NS (First Attempt) 
S / NS (Second Attempt)

	Assessment task 2 
	Skills Test (ST)
	S / NS (First Attempt) 
S / NS (Second Attempt)

	Outcome
	C ☐ NYC ☐  
    
	Date assessed: 

	Trainer signature: 




6. Completion of the Assessment Plan

	Your trainer is required to fill out the Assessment Plan Outcome records above, when: 
· You have completed and submitted all the requirements for the assessment tasks for this cluster or unit of competency.
· Your work has been reviewed and assessed by your trainer/assessor.
· You have been assessed as either satisfactory or unsatisfactory for each assessment task within the unit of competency.
· You have been provided with relevant and detailed feedback.
Every assessment has a “Feedback to Student” section used to record the following information. Your trainer/assessor must also ensure that all sections are filled in appropriately, such as:
· Result of Assessment (satisfactory or unsatisfactory)
· Student name, signature and date
· Assessor name, signature and date 
· Relevant and detailed feedback





Pre-Assessment Checklist: Task 1 - Knowledge Test 
	The purpose of this checklist

	The pre-assessment checklist helps students determine if they are ready for assessment. The trainer/assessor must review the checklist with the student before the student attempts the assessment task. If any items of the checklist are incomplete or not clear to the student, the trainer/assessor must provide relevant information to the student to ensure they understand the requirements of the assessment task. The student must ensure they are ready for the assessment task before undertaking it.

	Section 1: Information for Students 

	☒ Make sure you have completed the necessary prior learning before attempting this assessment. 
☒ Make sure your trainer/assessor clearly explained the assessment process and tasks to be completed. 
☒ Make sure you understand what evidence is required to be collected and how. 
☒ Make sure you know your rights and the Complaints and Appeal process. 
☒ Make sure you discuss any special needs or reasonable adjustments to be considered during the assessment (refer to the Reasonable Adjustments Strategy Matrix - Appendix A and negotiate these with your trainer/assessor). 
☒ Make sure that you have access to a computer and the internet (if you prefer to type the answers).
☒ Make sure that you have all the required resources needed to complete this assessment task. 
☒ The due date of this assessment task is in accordance with your timetable. 
☒ In exceptional (compelling and compassionate) circumstances, an extension to submit an assessment can be granted by the trainer/assessor.  Evidence of the compelling and compassionate circumstances must be provided together with your request for an extension to submit your assessment work. 
☐ The request for an extension to submit your assessment work must be made before the due date.

	Section 2: Reasonable adjustments  

	I confirm that I have reviewed the Reasonable Adjustments guidelines and criteria as provided in Appendix A and attached relevant evidence as required and select the correct checkbox.
☒ I do require reasonable adjustment
☒ I do not require reasonable adjustment

	Declaration (Student to complete)
☒ I confirm that the purpose and procedure of this assessment task has been clearly explained to me. 
☒ I confirm that I have been consulted about any special needs I might have in relation to the assessment process. 
☒ I confirm that the criteria used for this assessment has been discussed with me, as have the consequences and possible outcomes of this assessment. 
☒ I confirm I have accessed and understand the assessment information as provided in the Student Handbook.
☒ I confirm I have been given fair notice of the date, time, venue and/or other arrangements for this assessment. 
☒ I confirm that I am ready for assessment.

Student Name: ______________________________________                      

Student Signature: ___________________________________ 


Assessment method-based instructions and guidelines: Knowledge Test 
	Assessment type 


	
· Written Questions


	Instructions provided to the student:


	Assessment task description:      


	· This is the first (1) assessment task you must successfully complete to be deemed competent in this unit of competency.
· The Knowledge Test is comprised of thirteen (13) written questions
· You must respond to all questions and submit them to your Trainer/Assessor.
· You must answer all questions to the required level, e.g. provide an answer within the required word limit, to be deemed satisfactory in this task


	Applicable conditions:         


	· All knowledge tests are untimed and are conducted as open book assessment (this means you can refer to your textbook during the test).
· You must read and respond to all questions.
· You may handwrite/use a computer to answer the questions.
· You must complete the task independently.
· No marks or grades are allocated for this assessment task. The outcome of the task will be Satisfactory or Not Satisfactory.
· As you complete this assessment task, you are predominately demonstrating your written skills and knowledge to your trainer/assessor. 


	Resubmissions and reattempts:  


	· Where a student’s answers are deemed not satisfactory after the first attempt, a resubmission attempt will be allowed.
· The student may speak to their trainer/assessor if they have any difficulty in completing this task and require reasonable adjustments.
· For more information, please refer to the Student Handbook. 


	Location:


	· This assessment task may be completed in: 

☐ a classroom
☐ learning management system (i.e. Moodle),
☐ or an independent learning environment. 

· Your trainer/assessor will provide you with further information regarding the location for completing this assessment task. 


	Instructions for answering the written questions:


	· Complete a written assessment consisting of a series of questions.
· You will be required to answer all the questions correctly.
· Do not start answering questions without understanding what is required. Read the questions carefully and critically analyse them for a few seconds; this will help you to identify what information is needed in the answer.
· Your answers must demonstrate an understanding and application of the relevant concepts and critical thinking.
· Be concise, to the point and write answers within the word-limit given to each question. Do not provide irrelevant information. Remember, quantity is not quality.
· You must write your responses in your own words.
· Use non-discriminatory language. The language used should not devalue, demean, or exclude individuals or groups based on attributes such as gender, disability, culture, race, religion, sexual preference or age. Gender-inclusive language should be used.
· When you quote, paraphrase, summarise or copy information from other sources to write your answers or research your work, always acknowledge the source.


	  Purpose of the assessment


	This assessment task is designed to evaluate student’s knowledge essential to manage team effectiveness in a range of contexts and industry settings and knowledge regarding the following: 

· Knowledge of the impacts of group dynamics on team performance 
· Knowledge of the methods of establishing team activities including communication processes
· Knowledge of the strategies that can support team cohesion, participation and performance 
· Knowledge of the strategies for gaining consensus
· Knowledge of the issue resolution strategies
· Knowledge to establish team performance plan
· Knowledge to develop and facilitate team cohesion
· Knowledge to facilitate teamwork
· Knowledge to liaise with stakeholders


	Task instructions

	· This is an individual assessment. 
· To ensure your responses are satisfactory, consult a range of learning resources and other information such as handouts, textbooks, learner resources etc. 
· To be assessed as Satisfactory in this assessment task, all questions must be answered correctly.




 Assessment Task 1: Knowledge Test

Provide your response to each question in the box below.

	Q1:
	Answer the following questions:
1.1. What are team dynamics? Write your answer in 50-100 words. 
1.2. What are the three (3) important dimensions of team dynamics? 
1.3. How can the group dynamics support or hinder team performance? Write your answer in 50-70 words.

	Satisfactory response

	
	
	Yes 

	No 


	1.1 Each team is made up of members with varying strengths, weakness and specialised skills/expertise. Working as a team and in a collaborative nature allowing each members to compliment and assist with other is an example of team or group dynamics. This allows the team to work effectively together and lean on the strengths and mask the weaknesses.
1.2 1 Frequent and open communication 2 effective leadership 3 clearly defined roles and positive relationships between members
1.3 Good team performance with strong team dynamics will achieve positive results in a number of stages in the project, the team will be engaged which will also improve staff retention and morale and also the team decision making will be enhanced along with problem solving skills. 

	Q2:
	Answer the following questions: 
2.1. Explain the process/method of designing team-building activities in 150-200 words. 
2.2. How can you establish and maintain open communication processes? Explain the process/method in 200-250 words. 
 
	Satisfactory response

	
	
	Yes 

	No 


	Team building activities are critical for team effectiveness, the first steps are around identifying and evaluating the teams strengths and weaknesses along with improvement opportunities. Once this has been identified it is important to confirm and clarify the goals of the activity, i.e. improve individuals public speaking skills, once this is completed the activity can be designed. Consideration must be given to ensure team members are put out of their depth or made to feel uncomfortable and or stressed with the upcoming tasks, therefore setting the level of activity to suit the team is critical to ensure it doesn’t have a negative impact. 

To encourage team members to participant in and to take responsibilities for team activities, team leaders should facilitate two-way communication and promote open communication or discussions in team activities that allow the team members to become involved. 
Team leaders must ensure that team members feel valued and comfortable enough to become fully involved in the discussion and openly express their opinions, beliefs and preferences.
Try to establish a work environment in which you can freely communicate with your employees. When you solicit feedback from workers, you can learn about issues and resolve problems before things escalate. Some of your employees may have good ideas that can improve workplace efficiency, but you may never hear about these ideas if you don't establish open communication with your staff. You can use several different media to communicate with your employees, but before the dialogue can begin, you must first establish some ground rules.

Below are points to ensure open communication processes. 
Share communication ground rules with the team. 
Explain the key concepts to the team. 
Regular team meetings and encourage contribution – i.e. around the table at tend of meeting for general business. 
Provide regular updates on important matters. 
Develop and open door policy.





	Q3:
	Answer the following questions: 
3.1. Explain any five (5) strategies that can support team cohesion, participation and performance in 200-250 words. 
3.2. How can you use the suggestion box to involve individual’s and team member’s in planning, decision making and operational aspects of team tasks? Write your answer in 100-150 words. 

	Satisfactory response

	
	
	Yes 

	No 


	3.1 
Encourage communication.
Communication forms a major component in the successful performance of the team. It is important to have open and clear discussions as a team to ensure all team members are across what is required, along with communication between individual team members via meetings and open ground discussions.

Provide training and development.
Using your teams input to determine their training needs and establish a training schedule that aligns with the activities required to complete the project. This will develop the project team to allow them to complete tasks with the suitable knowledge and understanding to do so safely and with confidence.

Team building activities.
Completing team building activities ultimately identifies areas of the project team that are strong, and what team members are suitable in different situations. It also allows you to identify areas that the project team need some improvement. These activities improve morale, productivity, and encourage creativity that all contributes to the team’s success.

Celebrate success as a team.
Taking the time to recognize your achievements allows you the chance to pinpoint exactly what worked so that you can repeat it in the future. Taking pride in your accomplishments by celebrating them can also boost your self-confidence and motivate you to achieve more.

Define the values of the company and team.
A company’s values are the foundation for what the company cares about most. It provides a common purpose that all employees should understand, work towards and live by. Once you define and promote your values, employees come to understand the behaviors that are expected of them that will lead to success. 

3.2
Gathering good ideas is the first step to making good decisions. Create a system for employees to give you their suggestions. This might be a physical suggestion box. Or, you might have a digital alternative, such as a designated email or online form.
If you do have a suggestion box, make sure you regularly check it. Don’t let it go unopened for long periods of time. Create a routine of checking it. This helps you make timely decisions.
When employees give you suggestions, respond to them. Tell them how you will use their ideas. If the idea isn’t right at the time, make a note of it. Tell the employee that you appreciate their idea and explain why you aren’t using it. Be careful about rejecting all employee ideas. If employees notice that you never act on their ideas, they may quit submitting them.

	Q4:
	Answer the following questions: 
4.1. What does creating consensus in team setting mean? Write your answer in 30-50 words. 
4.2. How can you use the following strategies for gaining consensus within your team? 
Brainstorming 
Multi-voting 
Write 50-100 words each. 

	Satisfactory response

	
	
	Yes 

	No 


	Team consensus relates to the team coming to an agreement by finding a proposal acceptable that all of the team can support and back it in 100%.

Brainstorming- Collaboration allows team members to come together on a common platform and work towards the achievement of a common goal by thinking, brainstorming and offering various perspectives to provide solutions. This will allow the team to discuss the issue/problem and work through as many solutions as possible, these solutions are then worked through as a team and refined into the final solution. 

Multi voting allows team members to vote in a 1 to 3, 1 to 5 or however many in a rating system, therefore all ideas are graded and the winner is selected fairly. This is a better solution that a yes/no vote, as this is very skewed. 




	Q5:
	Answer the following questions: 
5.1. Explain the following types of conflict management processes in 150-200 words. 
Mediation 
Conflict coaching 
Team interventions 
5.2. What are the five (5) strategies of conflict resolution? Write your answer in 150-200 words. 

	Satisfactory response

	
	
	Yes 

	No 


	Mediation is a fantastic way to resolve conflicts within a team. It provides an impartial ‘mediator’ to sit between two members or a manager and team member and work through the problem(s). Both parties are provided opportunity to communicate clearly and fairly with minutes or records taken through the process – pending severity of the issue. This is applied in a number of areas in life, i.e. legal mediation.

Conflict coaching Is generally completed in a one on one format with an individual being assisted with a past or present conflict in order to prevent a dispute or resolve an active one. This can apply to management and the team members and is a great idea to avoid major disputes within teams.  

Team interventions are required for unresolved issues, the team will usually discuss why the issue wasn’t resolved and can be used as a debrief session with lessons learnt etc. 

1. Identify the type of conflict
There are six different types of conflict that can transpire within teams:
· Internal conflict—a team member is suffering a personal conflict that may or may not be associated with the team, but it is interfering with the person's capability to perform.
· Conflict with another team member— where an individual is in conflict with another team member.
· Conflict with the entire team— where an individual is facing conflict with the entire team.
· Conflict exists between several team members— the entire team is facing conflict with some other members of the group.
· Conflict exists between teams— the entire team has a conflict with another team.
· Team conflict with a person external of the team.
2. De-personalise the conflict
During the problem-solving stage, it is crucial to concentrate on the issues and not personalities. Use the following as guidelines to assist in de-personalising conflicts:
· acknowledge that the conflict exists
· remind the team of the basic rules while producing options
· try to understand all perspectives and angles
· confront the issue, not the individual personally
· support the team to pay attention to everyone's perspectives
· when the team is finding a solution, support each side to describe their bottom-line requirements independently
· advance to common ground
· during the process maintain encouraging points of agreement
· formulate an action plan
3. Discuss the issues
The discussion is the only way to air the issues and start working towards a solution. The following steps are a way to organise a discussion where there is a degree of conflict:
· allow each individual to state their opinion briefly 
· have impartial team members to reflect on matters of agreement or disagreement
· examine subjects of disagreement for specific issues
· have opponents propose changes to their own opinions as well as others
· if an agreement is obstructed, ask challengers if they can accept the team's decision



	Q6:
	Answer the following questions: 
6.1. Why is it important to encourage team members to examine their purpose in the team? Write your answer in 50-70 words. 
6.2. What approaches can aid the team members to discuss their roles. Prepare a list of any five (5). 

	Satisfactory response

	
	
	Yes 

	No 


	Encouraging members to examine the purpose of the team, how it proposes to function and what it is expected to accomplish will increase the understanding of the role of the team itself, and each member of that team is better than asking an external source to relay this information. Allowing the members with the chance to debate the team’s role, enables them to adapt their purpose and come to a mutual understanding.

Approaches that aid team members to discuss their role may include
· team meetings
· workshops
· value exploration exercises
· project scoping sessions
· visualising exercises





	Q7:
	Answer the following questions: 
7.1. What is an employee performance plan? Write your answer in 30-50 words. 
7.2. Explain different steps in writing a performance plan in 150-200 words. 
 
	Satisfactory response

	
	
	Yes 

	No 


	An employee performance plan or performance improvement plan (PIP) is a formal business document that explains goals set for a particular employee. It also outlines potential performance issues hindering the employee’s progress in reaching those goals

Steps for writing a performance plan below. 
1. Identify performance or behavioural issues that need improvement
The intent of issuing a PIP stems from problems with employees. These problems can either be performance-related, behaviour-related or a mixture of both. When creating a performance plan for your employee, identify the issue needed for correction.
2. Explain the level of performance and behaviour expected
Along with identifying a particular problem, you also need to explain expectations or set specific, measurable goals for them to reach. For example, if performance is measured by meeting a task quota, reinforce the quota minimum for the employee. Your employees need a basis for improvement or a specific goal to reach.
3. Supply helpful suggestions for employee improvement
Once you’ve set expectations for your employee, go a step further and provide helpful resources for improvement. These resources often include additional training, informational resources such as manuals and even physical tools depending on the role.
4. Schedule progress meetings with the employee
Once you give your performance plan to your employee, you need to meet with them on occasion and discuss their performance. Within the plan, set a schedule for meetings or at least a loose time frame in which the employee can schedule better times for themselves.
5. Outline consequences for not meeting standards
All performance improvement plans need to have a time frame for improvement. Explain in your plan that consequences are handed out to those who fail to meet requirements. Provide further detail by outlining those specific consequences and what they include.












	Q8:
	How can you use the RACI matrix to set accountabilities for the team members? Write your answer in 100-150 words.  
	Satisfactory response

	
	
	Yes 

	No 


	The RACI matrix – Responsible, Accountable, Consulted, Informed 

Responsible – It is critical to ensure each team member feels responsible for the work they complete, without any responsibility the outcomes is generally poor. This also covers understanding of their role, if their role and tasks are defined each individual understands what they are responsible for. 

Accountable – very similar to the above, once the responsibility is confirmed each team member needs to be accountable for it to be completed. 

Consulted – They are used as a consultant and advisory capacity in their subject field. 

Informed – Overall goals and performance of the team is passed along to each team member usually in one way communication, this keeps them up to date with incentive to continue to achieve success. 

	Q9:
	What is the ‘feedback sandwich’ technique? What is its purpose? Write your answer in 50-100 words. 

	Satisfactory response

	
	
	Yes 

	No 


	The feedback sandwich basically represents a technique where you start by giving some praise to the individual, follow it with feedback about what needs to be improved and conclude with a positive statement. It is designed to keep the esteem of the person receiving the feedback elevated whilst also encouraging them to improve. You need to be however careful about using this approach as when often used team staff will anticipate for the “bad news” every time you praise.














	Q10:
	How can you use performance counselling in identifying and resolving work performance problems? Explain the steps in 200-250 words. 

	Satisfactory response

	
	
	Yes 

	No 


	1.	Identify the problem
The problem needs to be recognised and described in clear and concise terms. Avoid ambiguous and vague statements; instead, use specific and concrete terms.
2.	Assess and analyse the problem
What is the seriousness of the problem and how long has the problem existed? What is the degree of discrepancy between the individuals current level of performance and the expected level? Where it is practical, obtain valid, reliable and unbiased information about the performance state.
3.	Set up a meeting
Once the problem has been distinguished a meeting is to be organised with the individual to discuss and examine this issue. 
4.	Meet with the team member
Meet with the individual and inform the team member that you, as their leader, and the organisation is concerned about their performance at work. Establish the problem in context by explaining it and defining it with specific terms. The individual must understand precisely what the issue or concern is, why it is an issue, how it affects the workplace and why you are concerned.
5.	Jointly devise a solution
The resolution should be mutually reached, because if a team member has a say in the solution, then the likeliness of them acting on it increases. Formulate a clear action plan, including milestones and timelines.
6.	Monitor and review
Organise an additional meeting with the individual to examine and discuss their performance against the established action plan. It is practical to allow sufficient time for the individual to demonstrate improvement in their work. It is recommended to preserve the written records of all discussions related to poor performance, including the action plan. This ensures that the records can be referred to if the need for further action arises. Further action might need to be taken if the employee's performance does not progress after discussions. 

	Q11:
	Answer the following questions: 
11.1. What are the three (3) important aspects of collaboration? Write your answer in 70-120 words. 
11.2. Why is it important to encourage collaboration among teams? Write your answer in 100-150 words. 

	Satisfactory response

	
	
	Yes 

	No 


	· Brainstorming- Collaboration allows team members to come together on a common platform and work towards the achievement of a common goal by thinking, brainstorming and offering various perspectives to provide solutions.
· Providing Value- Working towards the same goal inspires the team members with a strong sense of purpose. The team sees value in working together as the common goal gives them a meaningful reason to work together, along with receiving mutual benefits for the company as well as the team.
· Equal Partaking- Collaboration provides every team member with equal opportunities to participate and communicate their ideas.

Collaboration within the team is critical, it allows ideas to be shared and the team strengths to be combined in a positive way. The team can continue to learn from each other, problems are solved, it allows individuals to self analise which will created a great environment for development. Others benefits are that he solutions are identified quickly therefore reducing time, the team is more efficient as a result and the skills of team members are improved. 


	Q12:
	Why is it important to follow-up unresolved issues, concerns and problems raised by team members with line management? Write your answer in 50-70 words. 

	Satisfactory response

	
	
	Yes 

	No 


	Unresolved issues can be a massive hinderance on the team, it lowers morale and pins individuals against each other or management. Below are other behaviors that will occur. 

· a decrease in energy and enthusiasm
· a feeling of helplessness
· a loss of purpose
· an increasing amount of one-sided discussions
· pessimism
· mistrust and dishonesty
· interpersonal attacks

Staff retention will be impacted, loss of productivity and many other detrimental issues will arise. Therefore it is very important to resolve issues succinctly and efficiently. 

	Q13:
	In some circumstances, following up a problem might reveal that the proposed solution has not actually addressed the problem and that it is still an issue for the team.

How should you address the unresolved issues, concerns and problems raised by stakeholders? Write your answer in 50-100 words. 

	Satisfactory response

	
	
	Yes 

	No 


	
Unresolved issus should be addressed as follows.

Team leader must.
1. Re-examine the issue—are the same factors triggering it? Why has it not been fixed?
2. Discuss the problem with the stakeholders to get a better understanding of it.
3. Determine why the original intervention has not had the wanted effect.
4. Evaluate the risk and probability of the issue.
5. Find and establish the action most appropriate.





Assessment Results Sheet  
	Outcome
		First attempt: 



Outcome (make sure to tick the correct checkbox):  

Satisfactory (S) ☐ or Not Satisfactory (NS) ☐

Date: _______(day)/ _______(month)/ _______(year)

Feedback: 











	Second attempt: 



Outcome (please make sure to tick the correct checkbox):  
Satisfactory (S) ☐ or Not Satisfactory (NS) ☐
Date: _______(day)/ _______(month)/ _______(year)
Feedback: 








	Student Declaration
	· I declare that the answers I have provided are my own work.  Where I have accessed information from other sources, I have provided references and/or links to my sources. 
· I have kept a copy of all relevant notes and reference material that I used as part of my submission. 
· I have provided references for all sources where the information is not my own. I understand the consequences of falsifying documentation and plagiarism. I understand how the assessment is structured. I accept that the work I submit may be subject to verification to establish that it is my own.
· I understand that if I disagree with the assessment outcome, I can appeal the assessment process, and either re-submit additional evidence undertake gap training and or have my submission re-assessed. 
· All appeal options have been explained to me.

	Student Signature
	
Tony scott 

	Date 
	
26/6/22

	Trainer/Assessor Name 
	

	Trainer/Assessor Declaration
	I hold:

☐ Vocational competencies at least to the level being delivered
☐ Current relevant industry skills 
☐ Current knowledge and skills in VET, and undertake
☐ Ongoing professional development in VET

I declare that I have conducted an assessment of this student’s submission. The assessment tasks were deemed current, sufficient, valid and reliable. I declare that I have conducted a fair, valid, reliable, and flexible assessment.  I have provided feedback to the student.


	Trainer/Assessor Signature
	

	Date
	


	Office Use Only
	The outcome of this assessment has been entered into the Student Management System 

on _________________ (insert date) 

by (insert Name) __________________________________







Pre-Assessment Checklist: Task 2 - Skills Test 
	The purpose of this checklist

	The pre-assessment checklist helps students determine if they are ready for assessment. The trainer/assessor must review the checklist with the student before the student attempts the assessment task. If any items of the checklist are incomplete or not clear to the student, the trainer/assessor must provide relevant information to the student to ensure they understand the requirements of the assessment task. The student must ensure they are ready for the assessment task before undertaking it.

	Section 1: Information for Students 

	☐ Make sure you have completed the necessary prior learning before attempting this assessment. 
☐ Make sure your trainer/assessor clearly explained the assessment process and tasks to be completed. 
☐ Make sure you understand what evidence is required to be collected and how. 
☐ Make sure you know your rights and the Complaints and Appeal process. 
☐ Make sure you discuss any special needs or reasonable adjustments to be considered during the assessment (refer to the Reasonable Adjustments Strategy Matrix and negotiate these with your trainer/assessor). 
☐ Make sure that you have access to a computer and the internet (if you prefer to type the answers).
☐ Make sure that you have all the required resources needed to complete this Assessment Task (AT). 
☐ The due date of this assessment task is in accordance with your timetable. 
☐ In exceptional (compelling and compassionate) circumstances, an extension to submit an assessment can be granted by the trainer/assessor.  Evidence of the compelling and compassionate circumstances must be provided together with your request for an extension to submit your assessment work. 
☐ The request for an extension to submit your assessment work must be made before the due date.

	Section 2: Reasonable adjustments  

	I confirm that I have reviewed the Reasonable Adjustments guidelines and criteria as provided in Appendix A and attached relevant evidence as required and select the correct checkbox.
☐ I do require reasonable adjustment
☐ I do not require reasonable adjustment

	Declaration (Student to complete)
☐ I confirm that the purpose and procedures of this assessment task has been clearly explained to me. 
☐ I confirm that I have been consulted about any special needs I might have in relation to the assessment process. 
☐ I confirm that the criteria used for this assessment has been discussed with me, as have the consequences and possible outcomes of this assessment. 
☐ I confirm I have accessed and understand the assessment information as provided in the Student Handbook.
☐ I confirm I have been given fair notice of the date, time, venue and/or other arrangements for this assessment. 
☐ I confirm that I am ready for assessment.

Student Name: ______________________________________                      

Student Signature: ___________________________________ 


Assessment method-based instructions and guidelines: Skills Test 
	Assessment type 


	
· Skills Test - Manage team effectiveness


	Instructions provided to the student:



	Assessment task description:      


	· This is the second (2) assessment task you must successfully complete to be deemed competent in this unit of competency. 
· This assessment task is a Skills Test. 
· This assessment task consists of three (3) practical demonstration activities. 
· Activity 1: Develop individual and team performance plan.
· Activity 2: Prepare individual performance improvement plans 
· Activity 3: Develop strategies and processes to facilitate team cohesion
· Activity 4: Monitor the outcomes of performance plans 
· Activity 5: Communicate and follow-up unresolved issues, concerns and problems
· You must attempt all activities of the project for your trainer/assessor to assess your competence in this assessment task.


	Applicable conditions:         


	· This skill test is untimed and is conducted as an open book assessment (this means you are able to refer to your textbook or other learner materials during the test). 
· You will be assessed independently on this assessment task. 
· No marks or grades are allocated for this assessment task. The outcome of the task will be Satisfactory or Not Satisfactory.
· As you complete this assessment task, you are predominately demonstrating your skills, techniques and knowledge to your trainer/assessor. 
· Your trainer/assessor may ask you relevant questions during this assessment task  


	Resubmissions and reattempts:  


	· Where a student’s answers are deemed not satisfactory after the first attempt, a resubmission attempt will be allowed.
· The student may speak to their trainer/assessor if they have any difficulty in completing this task and require reasonable adjustments.
· For more information, please refer to the Student Handbook. 


	Location:


	· This assessment task may be completed in: 

☐ a classroom
☐ learning management system (i.e. Moodle),
☐ or an independent learning environment. 

· Your Trainer/Assessor will provide you with further information regarding the location for completing this assessment task. 

	  Purpose of the assessment


	The purpose of this assessment task is to assess the student’s knowledge and skills essential to manage team effectiveness in a range of contexts and industry settings.

· Skill to provide feedback to encourage, value and reward others
· Skill to model desired behaviour and practices 
· Skill to encourage and foster a shared understanding of purpose, roles and responsibilities
· Skill to support team to meet expected performance outcomes including providing formal and informal learning opportunities as needed
· Skill to develop performance plans with key performance indicators (KPIs), outputs and goals for individuals or the team which incorporate input from stakeholders
· Skill to communicate effectively with a range of stakeholders about team performance plans and team performance 
· Skill to evaluate and take necessary corrective action regarding unresolved issues, concerns and problems raised by internal or external stakeholders.




[bookmark: _Hlk57889782]Assessment task instructions 
· The purpose of this assessment task is to assess the students’ knowledge and skills essential to lead teams in the workplace and to actively engage with the management of the organisation.
· The student will take on the role of the Customer service team leader. 
· The trainer/assessor will take on the role of Operations Manager. 
· The trainer/assessor will further assign the roles of the customer service team members to the students/staff members. 
· The student will have the responsibility to manage the team members. 
· For Activity 1,2,4 and 5, where the meeting is to be conducted: 
· If the meeting is a face-to-face meeting
· The trainer/assessor will supervise/observe the meeting as well 
· The student must complete meeting agenda, meeting minutes and associated templates 
· If the meeting is conducted online 
· The student must use video conferencing tools such as zoom 
· The student must record the meetings and send the recorded meetings to the trainer/assessor. 
· The student must complete meeting agenda, meeting minutes and associated templates  
· The trainer/assessor will assess the meeting based upon the recorded meeting and the templates completed. 
· The student must use the templates provided to document their responses. 
· The student must follow the word-limits specified in the templates. 
· The trainer/assessor must assess the student using the performance checklist provided. 


Assessment Task 2: Skills Test
Case study
Online Media Solutions is a marketing and web development business based in Melbourne, Australia. From idea to design, development and marketing, we achieve results for our clients and grow their business. 
We have ventured into the web service industry to offer our superior and unique services to small businesses and organisations. Our experience and expertise in web sales and e-commerce give us the backing to provide solutions that are currently lacking in the market.
There is an all-time high demand for web development and marketing for small businesses with signs of rising further. Interestingly, few web developers have taken advantage of this opportunity, leaving the industry with no dominant provider.
The high costs of the projects and the focus on more prominent companies and organisations could be the contributing factor as to why this market remains untapped. We have a system that will reduce the project costs dramatically, giving us the opportunity to offer quality services at reduced prices.
Mission
Our professional team of specialists with industry expertise deliver solutions not only for leading brands but also for non-profit organisations and innovative start-up businesses. We aim to reach success by providing unique yet creative solutions to our customers that will elevate their online presence.
Our vision
Quality web solutions with a sound technical foundation that enable our clients to impress their customers and improve their online image worldwide. We want to make our customers stand out in the online environment and become the leading provider of online services for small and medium-sized businesses.
Keys to success 
· We will offer quality web services to small businesses and organisations at affordable prices.
· Customised and tailored services.
· Establishment of alliances and partnerships with internet service providers and organisations involved in computer consultancy
Services offered 
We offer the following services to our clients: 
· Interface and Web Design Services 
· E-commerce 
· Web development 
· Responsive web design 
· WordPress Development Solutions
· HTML and CMS Development Services
· Coding
· Graphic Design
· Application development
· Online marketing
· Search Engine Optimisation
· Pay Per Click (PPC) Marketing
· Content marketing
· Social media marketing
· Online Email Marketing
· Copyrighting
· Content and Production Copyright
· Web hosting and support
Values
· Quality service to our clients
· Integrity and accountability 
· Reliability
· Quality 
· Innovation
· Respect 
Organisational hierarchy
 [image: ]

Organisation’s commitment to customer service 
Online Media Solutions is committed to providing quality customer service to its customers. The company has the vision to build a creative, empowered, customer-focused family of employees who see beyond simply making sales and constructing workflows. The company’s emphasis on the customer experience permeates every level of its culture and collective work ethic. 
Following are the strategic customer service objectives of the Online Media Solutions:
· Achieve average customer satisfaction of 95% for customer enquiries. 
· Decrease average first reply time for e-mail support from 11 hours to 8 hours
· The service call resolution rate to be improved from 80% to 90% 
· The first contact resolution (FCR) rate to be improved by 10% by next month.
· Provide appropriate support and training to the customer service staff members to improve their skills or address any performance or other issues. 
· To promote team member accountability for personal work and team tasks.
Customer service team purpose, roles, and responsibilities
Purpose
The sole purpose of the customer service team is to ensure that the customer’s questions and issues are answered and solved, and the organisational objectives are met.
Online media solutions currently have the following customer service team members: 
· Customer service team leader (You)
· Customer service representative (Three team members)
· Yuki 
· Charon 
· Fernando 
Customer service team roles and responsibilities
Customer service team leader 
· Coordinate customer service team.
· Provide direct customer support 
· Review and resolve escalations. 
· Evaluate team performance and provide appropriate support or training. 
· Manage team effectiveness 
· Support process improvement 
Customer service representative 
· Maintaining a positive, empathetic and professional attitude toward customers at all times.
· Responding promptly to customer inquiries.
· Communicating with customers through various channels.
· Acknowledging and resolving customer complaints.
· Knowing products and services inside and out so that you can answer questions.
· Processing orders, forms, applications, and requests.
· Keeping records of customer interactions, transactions, comments and complaints.
· Communicating and coordinating with colleagues as necessary.
· Providing feedback on the efficiency of the customer service process.
· Ensure customer satisfaction and provide professional customer support.
· Resolve customer complaints via phone, e-mail, mail, or social media.
· Utilise computer technology to handle high call volumes.
· Work with the customer service manager to ensure proper customer service is being delivered.
· Handle changes in policies or renewals.
Current scenario and your roles and responsibilities 
HR Manager conducted the employee performance assessment last week and handed over the performance reports to the Customer service team leader (You) and the Operations Manager. The following are the outcomes of the employee performance assessment conducted: 
· Yuki has achieved an average customer satisfaction rating of 72%. This is very low as per the organisational standards. 
· Fernando has an excellent customer satisfaction rating of 97%. However, the service call resolution rate is 65%. 
· Charon has performed quite well and has achieved the desired customer satisfaction and service call resolution rating. However, there have been times, when she has not been able to manage her time properly and has been found guilty of either replying late to the customer enquiries e-mailed to her or not even replying back. 
Your role and responsibilities 
You are working as a Customer service team leader in your workplace. You oversee the customer service and support operations of your organisation. When managing the operations of the organisation, you lead teams and actively engage with the management of the organisation. 
As part of your job role, you have the following job responsibilities: 
· Encourage and foster a shared understanding of purpose, roles and responsibilities
· Develop performance plans with key performance indicators (KPIs), outputs and goals 
· Communicate effectively with a range of stakeholders about team performance plans and team performance 
· Support team in meeting expected performance outcomes 
· Develop strategies for facilitating team member input into planning, decision making and operational aspects of team tasks
· Develop policies and procedures to promote team member accountability for personal and team tasks 
· Provide feedback to the team members on team effort, and contributions and encourage, value and reward others
· Develop processes to identify and address issues, concerns and problems identified by team members
· Encourage team members to participate in and to take responsibility for team activities and support them to identify and resolve work performance problems 
· Model desired behaviour and practices and promote work team collaboration through individual behaviour 
· Establish and maintain open communication processes and communicate information from line management to the team 
· Communicate and follow-up unresolved issues, concerns and problems
· Evaluate and take necessary corrective action regarding unresolved issues, concerns and problems raised by internal or external stakeholders.


Skills Test:

This assessment task requires you to demonstrate skills to manage and lead at least one team in the workplace and to actively engage with the management of the organisation. You need to complete the following activities: 
· [bookmark: _Hlk52787492]Activity 1: Develop individual and team performance plan.
· Activity 2: Prepare individual performance improvement plans 
· Activity 3: Develop strategies and processes to facilitate team cohesion
· Activity 4: Monitor the outcomes of performance plans 
· Activity 5: Communicate and follow-up unresolved issues, concerns and problems
During the course of the above activities, you are required to demonstrate the following skills: 
· Reading skills to analyse and interpret textual information from the organisation’s strategic goals and objectives and outcomes of employee performance assessment to establish team goals or to determine corrective action
· Writing skills to prepare team performance plan and individual improvement plans for the team members. 
· Oral communication skills: 
· Using appropriate vocabulary and non-verbal features when engaging in discussions or providing information 
· Using listening and questioning skills to confirm understanding and to engage the audience 
· Skills to develop policies and procedures to achieve organisational goals. 
· Teamwork skills: 
· Using appropriate conventions and protocols when communicating with diverse stakeholders 
· Using interpersonal skills to gain trust and confidence of the team and provides feedback to others in forms that can be understood and used
· Adapting personal communication style to build positive working relationships and to show respect for the opinions, values and particular needs of others
· Planning and organising skills: 
· Developing, implementing and monitoring team and individual performance plans and processes to ensure team effectiveness 
· Supporting staff members and ensure the team is focused on work outcomes 
· Planning for unexpected outcomes and implementing creative solutions to overcome challenges


[bookmark: _Hlk58649037]The roles and their responsibilities: Relationships with stakeholders such as staff members and Operations manager
The assessment task requires you to communicate with a number of organisational stakeholders. The main roles applicable to the assessment task includes: 
Role number 1: Operations Manager: The Operations Manager is the individual who supervises or is in charge of the operations of the organisation. Their job role and responsibilities are:
· Assign a team to you to complete the project 
· Assist you in understanding the task requirements 
· Provide you information about job roles and responsibilities 
· Supervise you completing the assessment task and requirements 
Role number 2: Customer service team members: The team members are student’s co-worker or workfellow. They are associates that the candidate works with. Their job role and responsibilities are:
· Assist you in completing the project on time 
· Help you to research and identifying relevant information 
· Participate in a healthy and open discussion 
· Communicate and collaborate with you for each assessment activity 
Note: 
· The trainer/assessor will take on the role of Operations Manager. 
· The trainer/assessor will assign the roles of team members for each activity. 
· Each student will be assessed individually for all assessment activities. 
Timeframe to complete the project: 
Two weeks (You have two weeks to complete the project) 
Task requirements 
· You will be assessed on your technical knowledge and skills to complete this project
· You will be assessed on working in a team environment and meeting your job role and responsibilities 
· You must follow the instructions provided by the Operations Manager.  
· All individuals must complete their role and assigned responsibilities and meet the specified deadlines 
· The task must be completed in the specified timeframe 


Assessment activities
Activity 1: Develop a team performance plan
Activity context 
[bookmark: _Hlk59426843]Management wants you to establish team performance plan that aligns with the strategic objectives of the organisation. This is to ensure that the team is focused on the strategic objectives and appropriate support is provided to the team members to meet the expected outcomes. 
Description of the activity
This activity requires you to develop a team performance plan with expected outcomes, key performance indicators (KPIs) and goals for the work team. You must use the performance plan template (Appendix B) to prepare the team performance plan. 
To develop a team performance plan, you are required to engage in discussion with the team members. The team members will be: 
· Yuki 
· Charon 
· Fernando 
The trainer/assessor will allocate the roles of the team members to the staff members/students. 
When engaging in discussion with the team to prepare a performance plan, you are required to: 
· Follow the communication guidelines 
· Ask questions to the team using the discussion prompts provided. 
· Comply with the organisation’s guidelines when communicating with the team members. 
· Use performance plan template (Refer to Appendix B). Document the following: 
· [bookmark: _Hlk59437266]Team purpose 
· Roles and responsibilities (as per organisational and task objectives)
· Team goals 
· Expected outcomes
· Strategies to achieve team goals  
· Resources/support required to complete the goal activities 
· Key performance indicators/performance benchmarks according to the organisation’s objectives



Communication guidelines for the customer service team leader 
	During the discussion	
· Work through the discussion prompts below, focusing on issues that you want to discuss.
· During the discussion, you can positively influence the discussion by:
· keeping honest communication going
· being respectful
· taking a positive approach and focusing on the future
· having realistic and reasonable expectations of each other
· seeking and confirming that you both understand what the other is saying by summarising key points and agreements
· Encourage and foster a shared understanding of purpose, roles and responsibilities 
· Promote work team collaboration through individual behaviour
· Incorporate input from team members 
· Confirm what has been agreed including any actions such as who will do what and by when.
· Decide what will be recorded and how it will be recorded.
Following the discussion	
Prepare the performance plan by recording the main points and what was agreed using the template provided.





Performance Criteria/Performance Checklist: Activity 1
	This task must address the following performance criteria/ performance checklist. 


	To be assessed as satisfactory (S) in this assessment task the participant needs to demonstrate competency in the following critical aspects of evidence
	S
	N/S
	Trainer/Assessor to complete
(Comment and feedback to students)

	a) Documented responses were concise and to the point and followed the word limit requirements. 
	
	
	

	b) Communication guidelines were followed during the discussion. 
	
	
	

	c) Complied with the communication guidelines when communicating with the team members
	
	
	

	d) Took audience, purpose and contextual factors into account when making decisions about what to communicate with whom, why and how.
	
	
	

	e) Completed performance plan was in accordance with the organisational objectives. 
	
	
	

	f) Completed team performance plan included the details specified. 
	
	
	

	g) KPIs aligned with the improvement goals. 
	
	
	

	h) Encouraged and fostered a shared understanding of purpose, roles and responsibilities 
	
	
	

	i) Used listening and questioning techniques to confirm understanding and to engage the audience and incorporated input from team members
	
	
	

	j) Used appropriate conventions and protocols when communicating with diverse stakeholders
	
	
	

	k) Used interpersonal skills to gain trust and confidence of the team and provided feedback to others in forms that can be understood and used
	
	
	

	l) Adapted personal communication style to build positive working relationships and to show respect for the opinions, values and particular needs of others
	
	
	




Activity 2: Prepare individual performance improvement plans
Activity context
Management wants you to ensure that the team members reach full potential while working towards team goals. They want you to prepare individual performance improvement plans for the team members to address the areas of improvement for the team members. The purpose of the individual performance improvement plans is to: 
· Address the areas of improvement based on the outcomes of performance assessment conducted (Refer to the “Current scenario” section in the case study)
· Monitor that the individuals are working towards the team goals and the areas of improvement
· Include formal and informal learning opportunities to support team members in meeting expected performance outcomes
· Mitigate any unforeseen risks at an early stage, and address any performance issues 
Description of the activity
This activity is a continuation of activity 1. This activity requires you to arrange a meeting with each of  the following team members: 
· Yuki 
· Fernando 
The purpose of the meetings is to address the areas of improvement and prepare individual performance improvement plans for the team members. 
The individual performance improvement plans must be prepared using the template provided. (Refer to Appendix C). 
When preparing the individual performance improvement plans, you must ensure that they have the ability to: 
· Address the areas of improvement based on the outcomes of performance assessment conducted (Refer to the “Current scenario” section in the case study)
· Monitor that the individuals are working towards the team goals and the areas of improvement
· Include formal and informal learning opportunities to support team members in meeting expected performance outcomes
· Mitigate any unforeseen risks at an early stage, and address any performance issues 
Before preparing the individual performance improvement plan for each team member, you are required to identify the issues, concerns, and problems to be resolved considering the following: 
· Areas of improvement 
· Team performance plan prepared in Activity 1  
Before the meeting, you are required to develop a meeting agenda and send an e-mail to the team member to invite them to the meeting. 
The meeting agenda must be prepared, considering the objectives of the meeting and using the template provided. The meeting agenda must discuss the purpose of the meeting and provide details regarding the place, date and time of the meeting. 
After preparing the meeting agenda, you are then required to send an e-mail to the staff members to invite them to the meeting. 
	Guidelines for writing the e-mail: 
· Ensure the text written in the e-mail is grammatically correct and free of errors. 
· Use business style writing. 
· The text must provide a summary of the attachment. 
· Attach meeting agenda to the e-mail. 



After e-mailing the meeting agenda to the participants of the meeting, you are then required to conduct a meeting with them. 
When conducting the meeting, you must demonstrate effective and communication skills at all times: 
· Use formal communication style, encouraging and respectful tone 
· Ask questions to clarify and confirm understanding 
· Listen actively
· Understand the information needs of others 
· Adapt communication to suit the audience
· Answer questions clearly and concisely
· Use non-verbal communication skills that encourage discussion and feedback: nodding, smiling, eye contact 
During the meeting, you must: 
· Welcome the participants 
· Provide an introduction to the meeting’s purpose 
· Provide an opportunity for discussion. 
· Listen and comprehend information from a variety of spoken exchanges with the participants of the meeting 
· Provide an opportunity for the audience to ask questions 
· Respond to questions. 
· Acknowledge and respond to differences in opinions.
· Prepare the individual performance improvement plan (Appendix C) in consultation with the team member: 
· Discuss the outcomes of the performance assessment conducted. 
· [bookmark: _Hlk59437645]Discuss the expected outcomes (As per the strategic objectives)
· Discuss the areas that the team members would like to improve. (Improvement goals)
· Discuss the activities (formal and informal learning opportunities) that will aid to achieve the improvement goals. 
· Discuss the resources to complete the activities. 
· Provide an evaluation schedule to monitor the progress of improvement activities.
· Set KPIs (Expected progress) to track the improvements. 
During the meeting, the team members will: 
· Discuss their areas of improvement 
· Confirm and clarify the activities ( formal and informal learning opportunities) that will aid to achieve the improvement goals.
· Provide their point of view on the expected KPIs. 
Close the meeting: 
· Summarise the agreed outcomes 
· Complete the individual performance improvement plans 
After the meeting, you must provide summary outcomes of the meeting using the meeting minutes template provided. 
After preparing the meeting minutes, send an e-mail to the attendees of the meeting. 
Guidelines for writing the e-mail: 
· Ensure the text written in the e-mail is grammatically correct and free of errors. 
· Use business style writing. 
· The text must provide a summary of the attachment. 
· Attach meeting minutes to the e-mail. 
Required evidence to be submitted: 
· Meeting agenda and meeting minutes 
· Individual performance improvement plans 


Meeting agenda template: 

	Date/Time:
	

	Location:
	

	Chairperson:
	

	Meeting Attendees:
Full names and roles

	


	Agenda Item/Topic
	Discussion/Outcomes
	Action Officer
	Due Date

	Welcome
	
	
	

	
(Agenda item 1)

Topic?

	
	
	

	
(Agenda item 2)

Topic?

	

	
	

	
(Agenda item 3)

Topic?
	

	




	





	Summary
	Overall Summary

Decision/s

Action/s if any

	
	

	Next Meeting time/date
	
	
	

	Meeting closed at:
	
	
	

	Minutes are a true and accurate record of the meeting
	Approved/confirmed by whom?
	
	





Meeting minutes template: 

	Minutes of Meeting
Meeting Objective:

Attendees:

Venue:

Date:


	No.
	Points Discussed
	Actions Suggested
	Target Date

	
	
	
	

	
	
	
	

	
	
	
	

	Signature of attendee 1:                                                Signature of attendee 2:

Signature of attendee 3:                                                Signature of attendee 4:




Student Pack




Student Pack
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Performance Criteria/Performance Checklist: Activity 2
	This task must address the following performance criteria/ performance checklist. 


	To be assessed as satisfactory (S) in this assessment task the participant needs to demonstrate competency in the following critical aspects of evidence
	S
	N/S
	Trainer/Assessor to complete
(Comment and feedback to students)

	a) Consulted the stakeholders in preparation of the team performance plan and individual performance improvement plans 
	
	
	

	b) Played an active role in facilitating effective outcomes.
	
	
	

	c) Identified issues were based on the team performance plan prepared in Activity 1 and outcomes of performance assessment conducted.  
	
	
	

	d) Documented responses were concise and to the point and followed the word limit requirements. 
	
	
	

	e) Took audience, purpose and contextual factors into account when making decisions about what to communicate with whom, why and how.
	
	
	

	f) Completed individual performance improvement plan: 
· Had the ability to address the issues specified
· Expected outcomes were in accordance with the strategic objectives 
· Included formal and informal learning opportunities had the ability to address the improvement goals 
· Resources documented were sufficient
· Evaluation schedule was in accordance with the defined timelines 
· KPIs aligned with the expected outcomes. 
	
	
	

	g) Facilitated agreement on the preferred course of action. 
	
	
	

	h) Timeframe aligned with the time period specified in the activity. 
	
	
	




Activity 3: Develop strategies and processes to facilitate team cohesion 
Activity context
During the discussion with the team members, you came to know that the team members issues were never discussed before, and neither were they addressed. The team members told you that their inputs have never been valued and that has also led to change in their behaviours toward work and downfall in their performance. 
You discovered that there had been no strategies, policies and procedures and processes to develop and facilitate team cohesion. You have discussed these matters with the Operations Manager. After the discussion, the Operations Manager has allocated you the task to develop strategies, policies and procedures and processes to improve and facilitate team cohesion. 
The purpose of these strategies and processes is to: 
· Facilitate team members input into planning, decision making and operational aspects of team tasks
· Promote team member accountability for personal work and team tasks
· Identify and address issues, concerns and problems identified by team members 
Description of the activity
This activity requires you to develop strategies and processes to facilitate team cohesion. The strategies and processes must include the following: 
· Two (2) strategies to facilitate team members input into planning, decision making and operational aspects of team tasks
· Policies and procedures to promote team member accountability for personal work and team tasks
· A process to identify issues, concerns and problems identified by team members
· A process to address the identified issue, concerns and problems
You must use the template provided to document your responses. You must ensure that the documented responses are concise to the point and within the specified word limit. 


Template: 

	Two (2) strategies to facilitate team members input into planning, decision making and operational aspects of team tasks (30-50 words each)

Strategy 1: 





Strategy 2:




 


	Policies and procedures to promote team member accountability for personal work and team tasks (100-150 words)
Purpose and application of the policy 


Procedures 
















	A process to identify issues, concerns and problems identified by team members (30-50 words)







	A process to address the identified issues, concerns and problems identified by team members (50-100 words)










Performance Criteria/Performance Checklist: Activity 3
	This task must address the following performance criteria/ performance checklist. 


	To be assessed as satisfactory (S) in this assessment task the participant needs to demonstrate competency in the following critical aspects of evidence
	S
	N/S
	Trainer/Assessor to complete
(Comment and feedback to students)

	a) Developed strategies and processes that facilitate team cohesion.
	
	
	

	b) Developed strategies had the ability to facilitate team members input into planning, decision making and operational aspects of team tasks.
	
	
	

	c) Developed policies and procedures promoted accountability for both personal and team tasks.  
	
	
	 

	d) Developed processes had the ability to identify address the identified issue, concerns and problems. 
	
	
	

	e) Developed strategies and processes were concise to the point and within the specified word limits. 
	
	
	




Activity 4: Monitor the outcomes of performance plans 
Activity context
After the implementation of the team performance plans, a scheduled follow up was conducted to monitor the progress and performance of the team members. The following are the outcomes of the performance assessment conducted: 
Team performance 
· Average customer satisfaction of 95% for customer enquiries was achieved. 
· The average first reply time for e-mail support was decreased from 11 hours to 8 hours
· Service call resolution rate was improved from 80% to 90% 
· The first contact resolution (FCR) rate was improved by 10% by next month.
Individual’s performance 
· Fernando, Charon and Yuki have achieved the desired KPIs. 
The desired objectives have been achieved. However, there has been an incident that the management wants to address with the customer service staff members. 
	Incident: 
Yuki received a call from a customer who wanted to enquire about the website development. Yuki introduced herself. The customer asked Yuki where she is a migrant. After Yuki explained that she has recently moved to Australia from China, the customer asked to speak to any Australian customer service staff as he was opposed to immigration. Yuki was annoyed and informed the customer that Online Media Solutions did not need business from such customers and slammed down the phone. 
Yuki has been the best performing employee from last six months and always handled these sort of situations in a very professional manner. After having a discussion with Yuki, you have become aware that she was having issues with her personal life at that moment and things have sorted out now.



The management wants you to conduct a meeting with the team members. The purpose of this meeting is to:
· Provide feedback to the team members to encourage, value and reward others
· Make the team members become aware of the code of ethics that they need to follow 
· Assess any further needs of the team members or any unresolved issues, concerns and problems that they need the organisation to address. 


Description of the activity
This activity requires you to arrange a meeting with the following customer service team members: 
· Yuki
· Charon 
· Fernando
The purpose of the meeting is to monitor and address the outcomes of the team performance plan and identify any unresolved issues, concerns and problems. 
Before the meeting, you are required to: 
· Carefully analyse the information given in the case study. 
· Develop a meeting agenda and send an e-mail to the staff members to invite them to the meeting. 
The meeting agenda must be prepared, considering the objectives of the meeting and using the template provided. The meeting agenda must discuss the purpose of the meeting and provide details regarding the place, date and time of the meeting. 
After preparing the meeting agenda, you are then required to send an e-mail to the staff members to invite them to the meeting. 
	Guidelines for writing the e-mail: 
· Ensure the text written in the e-mail is grammatically correct and free of errors. 
· Use business style writing. 
· The text must provide a summary of the attachment. 
· Attach meeting agenda to the e-mail. 



After e-mailing the meeting agenda to the participants of the meeting, you are then required to conduct a meeting with them. 
When conducting the meeting, you must demonstrate effective and communication skills at all times: 
· Use formal communication style, encouraging and respectful tone 
· Ask questions to clarify and confirm understanding 
· Listen actively
· Understanding the information needs of others 
· Adapt communication to suit the audience
· Answer questions clearly and concisely.
· Use non-verbal communication skills that encourage discussion and feedback: nodding, smiling, eye contact 
· Promote work team collaboration through individual behaviour
· Model desired behaviour and practices
During the meeting, you must: 
· Welcome the participants 
· Provide an introduction to the meeting’s purpose 
· Provide feedback to team members on team effort and contributions to encourage, value and reward them 
· Discuss the following: 
· Discuss the incident that took place and how it can affect the company’s reputation. 
· Discuss the code of ethics that the team members need to follow. 
· Discuss how in a team, they can work in collaboration with each other and address any issues or concerns? 
· Discuss that the management is committed to addressing any further learning needs of the staff members. Ask the following questions: 
· Are there any unresolved issues, concerns and problems that the team members need to discuss? 
· What are the further areas of improvement that the team members need to focus on? 
· Provide an opportunity for discussion. 
· Listen and comprehend information from a variety of spoken exchanges with the participants of the meeting 
· Provide an opportunity for the audience to ask questions 
· Respond to questions. 
· Assess the concerns of the participants  
· Acknowledge and respond to differences in opinions.
· Agree on further solutions. 
· Make revisions to the individual performance improvement plans based on the further areas of improvement. 
The individual/team members will: 
· Answer the questions asked by the Customer service team leader. 
· Provide their feedback on the further course of actions. 
Close the meeting: 
· Summarise the agreed outcomes 
After the meeting, you must provide summary outcomes of the meeting using the meeting minutes template provided. 
After preparing the meeting minutes, send an e-mail to the attendees of the meeting. 
Guidelines for writing the e-mail: 
· Ensure the text written in the e-mail is grammatically correct and free of errors. 
· Use business style writing. 
· The text must provide a summary of the attachment. 
Evidence to be submitted after each fortnight individual and team meeting: 
· Meeting minutes 
· Revised individual performance improvement plans


Meeting agenda template: 

	Date/Time:
	

	Location:
	

	Chairperson:
	

	Meeting Attendees:
Full names and roles
	

	Agenda Item/Topic
	Discussion/Outcomes
	Action Officer
	Due Date

	Welcome
	
	
	

	(Agenda item 1)
Topic?
	
	
	

	(Agenda item 2)
Topic?
	

	
	

	(Agenda item 3)
Topic?
	

	


	



	Summary
	Overall Summary
Decision/s
Action/s if any

	
	

	Next Meeting time/date
	
	
	

	Meeting closed at:
	
	
	

	Minutes are a true and accurate record of the meeting
	Approved/confirmed by whom?
	
	


Meeting minutes template: 

	Minutes of Meeting
Meeting Objective:

Attendees:

Venue:

Date:


	No.
	Points Discussed
	Actions Suggested
	Target Date

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Signature of attendee 1:                                                Signature of attendee 2:

Signature of attendee 3:                                                Signature of attendee 4:






Performance Criteria/Performance Checklist: Activity 4
	This task must address the following performance criteria/ performance checklist. 


	To be assessed as satisfactory (S) in this assessment task the participant needs to demonstrate competency in the following critical aspects of evidence
	S
	N/S
	Trainer/Assessor to complete
(Comment and feedback to students)

	a) Analysed and discussed the outcomes of the performance plans with the team members
	
	
	

	b) Team issues were discussed
	
	
	

	c) Documented further course of action aligned with the issues specified
	
	
	

	d) Revisions made to the performance plans were based on the feedback from the team members and the incident given in the case study.
	
	
	

	e) Submitted the required evidence
	
	
	

	f) E-mail texts were grammatically correct and free of errors. 
	
	
	

	g) Used appropriate style when writing e-mails. 
	
	
	

	h) Required attachments were present in the e-mail. 
	
	
	

	i) Text provided a summary of attachment. 
	
	
	

	j) Meeting agenda prepared took the purpose of meeting into consideration. 
	
	
	

	k) Used formal communication style, encouraging and respectful tone 
	
	
	

	l) Asked questions to clarify and confirm understanding
	
	
	

	m) Listened actively
	
	
	

	n) Understood the information needs of others
	
	
	

	o) Adapted communication to suit the audience
	
	
	

	p) Answered questions clearly and concisely.
	
	
	

	q) Used non-verbal communication skills that encourage discussion and feedback: nodding, smiling, eye contact
	
	
	

	r) Took audience, purpose and contextual factors into account when making decisions about what to communicate with whom, why and how.
	
	
	

	s) Selected and used appropriate conventions and protocols when communicating with diverse stakeholders
	
	
	

	t) Promoted work team collaboration through individual behaviour
	
	
	

	u) Modelled desired behaviour and practices
	
	
	





Activity 5: Communicate and follow-up unresolved issues, concerns and problems

Description of the activity: 
This activity is a continuation of Activity 4. 
This activity requires you to arrange a meeting with the Operations Manager. 
The purpose of the meeting is to communicate and follow-up the unresolved issues, concerns and problems raised by team members with management and address them. 
Before the meeting, you are required to develop a meeting agenda and send an e-mail to the staff members to invite them to the meeting. 
The meeting agenda must be prepared, considering the objectives of the meeting and using the template provided. The meeting agenda must discuss the purpose of the meeting and provide details regarding the place, date and time of the meeting. 
After preparing the meeting agenda, you are then required to send an e-mail to the staff members to invite them to the meeting. 
	Guidelines for writing the e-mail: 
· Ensure the text written in the e-mail is grammatically correct and free of errors. 
· Use business style writing. 
· The text must provide a summary of the attachment. 
· Attach meeting agenda to the e-mail. 



After e-mailing the meeting agenda to the participants of the meeting, you are then required to conduct a meeting with them. 
When conducting the meeting, you must demonstrate effective and communication skills at all times: 
· Use formal communication style, encouraging and respectful tone 
· Ask questions to clarify and confirm understanding 
· Listen actively
· Understanding the information needs of others 
· Adapt communication to suit the audience
· Answer questions clearly and concisely.
· Use non-verbal communication skills that encourage discussion and feedback: nodding, smiling, eye contact 
During the meeting, you must: 
· Welcome the participants 
· Provide an introduction to the meeting’s purpose 
· Discuss the following with the management: 
· Team performance  
· Outcomes of the performance plan 
· Unresolved issues, concerns and problems raised by team members 
· Possible corrective actions 
· Provide an opportunity for discussion. 
· Listen and comprehend information from a variety of spoken exchanges with the participants of the meeting 
· Provide an opportunity for the audience to ask questions 
· Respond to questions. 
· Assess the concerns of the participants  
· Acknowledge and respond to differences in opinions.
· Agree on the further course of action. 
The Operations Manager will: 
· Assess the unresolved issues, concerns and problems. 
· Provide their feedback on the further course of actions. 
Close the meeting: 
· Summarise the agreed outcomes 
After the meeting, you must: 
· Provide summary outcomes of the meeting using the meeting minutes template provided. 
· Address the unresolved issues, concerns and problems by completing the template provided and get it signed off from the Operations Manager. 
After preparing the meeting minutes, send an e-mail to the attendees of the meeting. 
Guidelines for writing the e-mail: 
· Ensure the text written in the e-mail is grammatically correct and free of errors. 
· Use business style writing. 
· The text must provide a summary of the attachment. 
Evidence to be submitted after each fortnight individual and team meeting: 
· Meeting agenda Meeting minutes 
· Template: Solutions implemented to address the unresolved issues, concerns and problems.
 


Meeting agenda template: 

	Date/Time:
	

	Location:
	

	Chairperson:
	

	Meeting Attendees:
Full names and roles
	

	Agenda Item/Topic
	Discussion/Outcomes
	Action Officer
	Due Date

	Welcome
	
	
	

	(Agenda item 1)
Topic?
	
	
	

	(Agenda item 2)
Topic?
	

	
	

	(Agenda item 3)
Topic?
	

	


	



	Summary
	Overall Summary
Decision/s
Action/s if any

	
	

	Next Meeting time/date
	
	
	

	Meeting closed at:
	
	
	

	Minutes are a true and accurate record of the meeting
	Approved/confirmed by whom?
	
	


Meeting minutes template: 

	Minutes of Meeting
Meeting Objective:

Attendees:

Venue:

Date:


	No.
	Points Discussed
	Actions Suggested
	Target Date

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	Signature of attendee 1:                                                Signature of attendee 2:

Signature of attendee 3:                                                Signature of attendee 4:






Template: Solutions implemented to address the unresolved issues, concerns and problems 
	Unresolved issues, concerns and problems
	Actions implemented 
	Date implemented 

	


	
	

	





	
	

	






	
	

	Sign off: 
Date:  





Performance Criteria/Performance Checklist: Activity 5
	This task must address the following performance criteria/ performance checklist. 


	To be assessed as satisfactory (S) in this assessment task the participant needs to demonstrate competency in the following critical aspects of evidence
	S
	N/S
	Trainer/Assessor to complete
(Comment and feedback to students)

	a) The discussion was conducted based on the guidelines provided
	
	
	

	b) Team performance and performance plan implementation outcomes were discussed
	
	
	

	c) Identified unresolved issues were communicated 
	
	
	

	d) Demonstrated knowledge and skills to plan for unexpected outcomes and implement creative responses to overcome challenges 
	
	
	

	e) Demonstrated knowledge and skills to address the unresolved issues, problems and concerns 
	
	
	

	f) Corrective actions aligned with the unresolved issues, problems and concerns
	
	
	

	g) Submitted the required evidence
	
	
	

	h) E-mail texts were grammatically correct and free of errors. 
	
	
	

	i) Used appropriate style when writing e-mails. 
	
	
	

	j) Required attachments were present in the e-mail. 
	
	
	

	k) Text provided a summary of attachment. 
	
	
	

	l) Meeting agenda prepared took the purpose of meeting into consideration. 
	
	
	

	m) Used formal communication style, encouraging and respectful tone 
	
	
	

	n) Asked questions to clarify and confirm understanding 
	
	
	

	o) Listened actively
	
	
	

	p) Understood the information needs of others  
	
	
	

	q) Adapted communication to suit the audience
	
	
	

	r) Answered questions clearly and concisely.
	
	
	

	s) Used non-verbal communication skills that encourage discussion and feedback: nodding, smiling, eye contact
	
	
	

	t) Took audience, purpose and contextual factors into account when making decisions about what to communicate with whom, why and how.
	
	
	

	u) Selected and used appropriate conventions and protocols when communicating with diverse stakeholders
	
	
	





Assessment Results Sheet  
	[bookmark: _Hlk9418703]Outcome
		First attempt: 



Outcome (make sure to tick the correct checkbox):  

Satisfactory (S) ☐ or Not Satisfactory (NS) ☐

Date: _______(day)/ _______(month)/ ____________(year)

Feedback: 









	Second attempt: 



Outcome (make sure to tick the correct checkbox):  

Satisfactory (S) ☐ or Not Satisfactory (NS) ☐

Date: _______(day)/ _______(month)/ ____________(year)
Feedback: 







	Student Declaration
	· I declare that the answers I have provided are my own work.  Where I have accessed information from other sources, I have provided references and or links to my sources. 
· I have kept a copy of all relevant notes and reference material that I used as part of my submission. 
· I have provided references for all sources where the information is not my own. I understand the consequences of falsifying documentation and plagiarism. I understand how the assessment is structured. I accept that the work I submit may be subject to verification to establish that it is my own.
· I understand that if I disagree with the assessment outcome, I can appeal the assessment process, and either re-submit additional evidence undertake gap training and or have my submission re-assessed. 
· All appeal options have been explained to me.


	Student Signature
	


	Date 
	


	Trainer/Assessor Name 
	

	Trainer/Assessor Declaration
	I hold:

☐ Vocational competencies at least to the level being delivered
☐ Current relevant industry skills 
☐ Current knowledge and skills in VET, and undertake
☐ Ongoing professional development in VET

I declare that I have conducted an assessment of this student’s submission. The assessment tasks were deemed current, sufficient, valid and reliable. I declare that I have conducted a fair, valid, reliable, and flexible assessment.  I have provided feedback to the student.


	Trainer/Assessor Signature
	

	Date
	


	Office Use Only
	The outcome of the assessment has been entered into the Student Management System 

on _________________ (insert date) 

by (insert Name) __________________________________






Appendix A: Reasonable Adjustments

	Write (task name and number) where reasonable adjustments have been applied: 


	

	Reasonable Adjustments 


	· Students with carer responsibilities, cultural or religious obligations, English as an additional language, disability etc. can request for reasonable adjustments. 
· Please note, academic standards of the unit/course will not be lowered to accommodate the needs of any student, but there is a requirement to be flexible about the way in which it is delivered or assessed. 
· The Disability Standards for Education requires institutions to take reasonable steps to enable the student with a disability to participate in education on the same basis as a student without a disability. 
· The trainer/assessor must complete the section below “Reasonable Adjustment Strategies Matrix” to ensure the explanation and correct strategy have been recorded and implemented. 
· The trainer/assessor must notify the administration/compliance and quality assurance department for any reasonable adjustments made. 
· All evidence and supplementary documentation must be submitted with the assessment pack to the administration/compliance and quality assurance department.


	Reasonable Adjustment Strategies Matrix (Trainer/Assessor to complete)


	Category
	Possible Issue
	Reasonable Adjustment Strategy 
(select as applicable)

	 LLN
	 Speaking
 Reading
 Writing
 Confidence
	 Verbal assessment 
 Presentations 
 Demonstration of a skill 
 Use of diagrams 
 Use of supporting documents such as wordlists

	 Non-English Speaking Background 
	 Speaking
 Reading
 Writing
 Cultural background
 Confidence
	 Discuss with the student and supervisor (if applicable) whether language, literacy and numeracy are likely to impact on the assessment process
 Use methods that do not require a higher level of language or literacy than is required to perform the job role
 Use short sentences that do not contain large amounts of information
 Clarify information by rephrasing, confirm understanding 
 Read any printed information to the student
 Use graphics, pictures and colour coding instead of, or to support, text
 Offer to write down, or have someone else write, oral responses given by the student
 Ensure that the time available to complete the assessment, while meeting enterprise requirements, takes account of the student’s needs

	 Indigenous
	 Knowledge and understanding
 Flexibility
 Services
 Inappropriate training and assessment
	 Culturally appropriate training
 Explore understanding of concepts and practical application through oral assessment
 Flexible delivery 
 Using group rather than individual assessments 
 Assessment through completion of practical tasks in the field after demonstration of skills and knowledge. 

	 Age
	 Educational background
 Limited study skills 
	 Make sure font size is not too small
 Trainer/Assessor should refer to the student’s experience
 Ensure that the time available to complete the assessment takes account of the student’s needs
 Provision of information or course materials in an accessible format. 
 Changes in teaching practices, e.g. wearing an FM microphone to enable a student to hear lectures
 Supply of specialised equipment or services, e.g. a note-taker for a student who cannot write
 Changes in lecture schedules and arrangements, e.g. relocating classes to an accessible venue
 Changes to course design, e.g. substituting an assessment task
 Modifications to the physical environment, e.g. installing lever taps, building ramps, installing a lift

	 Educational background
	 Reading
 Writing
 Numeracy
 Limited study skills and/or learning strategies
	 Discuss with the Student previous learning experience
 Ensure learning and assessment methods meet the student’s individual need

	 Disability
	 Speaking
 Reading
 Writing
 Numeracy
 Limited study skills and/or learning strategies
	 Identify the issues
 Create a climate of support
 Ensure access to support that the student has agreed to
 Appropriately structure the assessment
 Provide information or course materials in an accessible format, e.g.  a textbook in braille
 Changes in teaching practices, e.g. wearing an FM microphone to enable a student to hear lectures
 Supply of specialised equipment or services, e.g. a note-taker for a student who cannot write
 Changes in lecture schedules and arrangements, e.g. relocating classes to an accessible venue
 Changes to course design, e.g. substituting an assessment task
 Modifications to the physical environment, e.g. installing lever taps, building ramps, installing a lift



	Explanation of reasonable adjustments strategy used


	



	Trainer/Assessor Name 
	

	Trainer/Assessor Declaration
	
I declare that I have attached all relevant evidence to provide reasonable adjustment. The training package guidelines and criteria have not been compromised in the process of providing reasonable adjustment to the student. I declare that I have conducted a fair, valid, reliable, and flexible assessment.  I have provided explanation of reasonable adjustments strategy used, as required. 


	Trainer/Assessor Signature
	

	Date
	






Appendix B: Team performance plan template 
PERFORMANCE PLAN ACTION PLAN

	EMPLOYEE NAME
	 
	ROLE / TITLE
	
	EMPLOYEE ID
	 

	SUPERVISOR
	 
	DEPARTMENT
	 
	DATE
	 


[bookmark: _Toc354384082]
TEAM PURPOSE, ROLES, AND RESPONSIBILITIES
Provide specific team purpose, roles and responsibilities.

	Individual/Team purpose 

	

	Roles and responsibilities 

	



TEAM GOALS
Provide specific goals as they relate to strategic organisational objectives.

	GOAL #
	GOAL DESCRIPTION
	ISSUE ADDRESSED BY MEETING GOAL

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	



EXPECTED OUCTOMES
To demonstrate progress toward goal achievement, the following performance standard expectations must be met.

	EXPECTATION DESCRIPTION

	

	

	

	



STRATEGIES 
List activities/strategies that will aid to achieve the goals set above. 

	GOAL #
	ACTIVITY
	START DATE
	PROJECTED DATE OF COMPLETION

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


[bookmark: _Toc514852225]
RESOURCES
List resources available to complete goal activities; for example, training materials, training activities, seminars, peer mentoring, management support, etc. 

	RESOURCE NAME
	DESCRIPTION OF RESOURCE

	
	

	
	

	
	

	
	

	
	



PROGRESS BENCHMARKS

	GOAL #
	ACTIVITY
	DATE OF CHECK
	FOLLOW-UP METHOD
phone, email, mtg.
	EXPECTED PROGRESS/KPIs
	COMMENTS

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



TIMELINE FOR IMPROVEMENT, CONSEQUENCES, AND EXPECTATIONS
Provide a summary of any stipulations placed upon the performance improvement plan, consequences of insufficient effort, and any legal concerns, such as confidentiality as related to this document.   

	




SIGNATURES

	EMPLOYEE NAME
	EMPLOYEE SIGNATURE
	DATE

	
	
	



	SUPERVISOR NAME
	SUPERVISOR SIGNATURE
	DATE

	
	
	





Appendix C: Individual performance improvement plan 
[bookmark: _Hlk59437451]INDIVIDUAL PERFORMANCE IMPROVEMENT PLAN: TEAM MEMBER 1

	EMPLOYEE NAME
	 
	ROLE / TITLE
	
	EMPLOYEE ID
	 

	SUPERVISOR
	 
	DEPARTMENT
	 
	DATE
	 



IMPROVEMENT GOALS
Provide specific goals as they relate to areas of concern to be addressed and improved upon.

	GOAL #
	GOAL DESCRIPTION
	ISSUE ADDRESSED BY MEETING GOAL

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	



EXPECTATIONS
To demonstrate progress toward improvement goal achievement, the following performance standard expectations must be met.

	EXPECTATION DESCRIPTION

	

	

	

	



GOAL ACTIVITIES
List activities that will aid to achieve the improvement goals set above. 

	GOAL #
	ACTIVITY
	START DATE
	PROJECTED DATE OF COMPLETION

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



RESOURCES
List resources available to complete goal activities; for example, training materials, training activities, seminars, peer mentoring, management support, etc. 

	RESOURCE NAME
	DESCRIPTION OF RESOURCE

	
	

	
	

	
	

	
	

	
	



PROGRESS MONITORING
Provide an evaluation schedule to monitor the progress of improvement activities. 

FOLLOW-UP SCHEDULE

	DATE SCHEDULED
	ACTIVITY
	CONDUCTED BY
	DATE COMPLETED

	
	30-Day Review
	
	

	
	45-Day Review
	
	

	
	60-Day Review
	
	

	
	90-Day Review
	
	



PROGRESS BENCHMARKS

	GOAL #
	ACTIVITY
	DATE OF CHECK
	FOLLOW-UP METHOD
phone, email, mtg.
	EXPECTED PROGRESS/KPIs
	COMMENTS

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



TIMELINE FOR IMPROVEMENT, CONSEQUENCES, AND EXPECTATIONS
Provide a summary of any stipulations placed upon the performance improvement plan, consequences of insufficient effort, and any legal concerns, such as confidentiality as related to this document.   

	




SIGNATURES

	EMPLOYEE NAME
	EMPLOYEE SIGNATURE
	DATE

	
	
	



	SUPERVISOR NAME
	SUPERVISOR SIGNATURE
	DATE

	
	
	







INDIVIDUAL PERFORMANCE IMPROVEMENT PLAN: TEAM MEMBER 2

	EMPLOYEE NAME
	 
	ROLE / TITLE
	
	EMPLOYEE ID
	 

	SUPERVISOR
	 
	DEPARTMENT
	 
	DATE
	 



IMPROVEMENT GOALS
Provide specific goals as they relate to areas of concern to be addressed and improved upon.

	GOAL #
	GOAL DESCRIPTION
	ISSUE ADDRESSED BY MEETING GOAL

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	



EXPECTATIONS
To demonstrate progress toward improvement goal achievement, the following performance standard expectations must be met.

	EXPECTATION DESCRIPTION

	

	

	

	



GOAL ACTIVITIES
List activities that will aid to achieve the improvement goals set above. 

	GOAL #
	ACTIVITY
	START DATE
	PROJECTED DATE OF COMPLETION

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	



RESOURCES
List resources available to complete goal activities; for example, training materials, training activities, seminars, peer mentoring, management support, etc. 

	RESOURCE NAME
	DESCRIPTION OF RESOURCE

	
	

	
	

	
	

	
	

	
	



PROGRESS MONITORING
Provide an evaluation schedule to monitor the progress of improvement activities. 

FOLLOW-UP SCHEDULE

	DATE SCHEDULED
	ACTIVITY
	CONDUCTED BY
	DATE COMPLETED

	
	30-Day Review
	
	

	
	45-Day Review
	
	

	
	60-Day Review
	
	

	
	90-Day Review
	
	



PROGRESS BENCHMARKS

	GOAL #
	ACTIVITY
	DATE OF CHECK
	FOLLOW-UP METHOD
phone, email, mtg.
	EXPECTED PROGRESS/KPIs
	COMMENTS

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



TIMELINE FOR IMPROVEMENT, CONSEQUENCES, AND EXPECTATIONS
Provide a summary of any stipulations placed upon the performance improvement plan, consequences of insufficient effort, and any legal concerns, such as confidentiality as related to this document.   

	




SIGNATURES

	EMPLOYEE NAME
	EMPLOYEE SIGNATURE
	DATE

	
	
	



	SUPERVISOR NAME
	SUPERVISOR SIGNATURE
	DATE
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