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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:
	Gabriela Kotur

	Student ID: 
	R3JWLW3X3K

	Contact number:
	0415061190

	E-mail address:
	gabikotur@gmail.com

	Trainer details  

	Full name: 
	John Bell


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

	Code:
	RII50420

	Name: 
	Diploma of Civil Construction Management

	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:  [image: A close up of a paper
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Date:  31/05//2024



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: Gabriela Kotur                     
Student Signature: [image: A close up of a paper
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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 Team dynamics are the unconscious psychological influences that shape and direct a team`s behavior. It refers to the relationship and interactions between team members that can affect positively or negatively productivity and performance to achieve a shared goal. When the team starts to work together, people`s individual behaviors become dependent on their interactions around them, influencing their demeanor, manners and conduct. From these interactions, the dynamic can evolve. People`s motivations, attitudes and cognition start to emerge, influencing how everybody feels about each other, their team and their project.
1.2 Team cognition, cohesion and conflict are the three dimensions of team dynamics. Although this list does not encompass all aspects, researchers have focused on these three because of their importance in effective teamwork.
1.3 When team dynamic is positive, teams can achieve their goals more efficiently and effectively, and members are more likely to feel satisfied and engaged in their work, supporting team performance. Poor team dynamics can affect not only the productivity of your company but also team morale, hindering team performance. Although individual knowledge is important, it is not enough to foster effective teamwork. In research on team cohesion, cognition and conflict, the worst performing teams were those whose team members clashed in their interactions and conversations. 
Reference: https://www.ckju.net/en/dossier/importance-team-dynamics-team-performance-and-how-improve-it


	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 


	2.1 The five stages of team development according to Bruce Tuckman model. He called the stages: forming, storming, norming, performing, and adjourning. 
At the first forming to storming stage, uncertainty is high, and people are looking for leadership. It is important to stablish clear objectives for the group. Create a team charter and help team members to set personal goals so that they can see how their work will fit with the bigger picture. Most interactions are social as members get to know each other, try exercises to forge group bond and stablish buy-in to your vision.
At the storming to norming stage, is a period by conflict and competition as individual personalities emerge. It is essential that you establish processes to track the progress of tasks. To build team trust, try asking for help on tasks, this encourages people to reflect on what they can offer and what they need from other team members. Subgroups and cliques may form around strong personalities. Don`t leave team conflict unchecked, ask for and hear everyone`s point of view.   
The next norming to performing stage. Conflicts is resolved and team performance increases as members learn to cooperate and begin to focus on team goals. Get the team to bond further with team building exercises. Use ono-on-ones to encourage individuals to review their goals and take responsibility for them.
At the final stage is the performing to adjourning. When the team has settled, take the time to celebrate the team`s achievements, having positive shared experiences. Also make time for the group`s personal development. Discuss with your team what opportunities and resources are available to them.
2.2 Open communication is about honesty, availability, and transparency. It means you must tell the truth as it is and be willing to hear it in return. It also means you have access to the information you need, and you must provide the information to those who need it, too. Finally, it means nothing can be kept secret. No chance for politicking or intrigues. Open communication is based on the following principles:
. Trust - When you know you will hear an honest opinion, you do not expect a get knife in your bac. You can rely on your colleagues. You can ask for help. This highly reduces the risk od workplace conflict and lays the foundation for healthy work relationships.
.   Psychological safety – It is the ability to express your thoughts without fear of judgment or rejection. A workplace is psychological safe when employees can openly raise up sensitive issues and be sure that they will not be fired for challenging someone else`s authority.
. Consistency – For communication to be truly open, it must be open on a regular basis. This is why it is important to stablish specific open communication policies that would normalize this phenomenon in the workplace.  
Below are some forms of how to maintain an open communication:
. Practice transparency from top to down. Some leaders are afraid of sharing sensitive information, like news about restructuring, with employees. However, even though it really may cause some chaos and emotional instability among team members, it may also let people share opinions about the issue and help the leader come up with a better solution.
. Stablish a culture of feedback. As a manager, be open enough to hear different thoughts about work going on. Be approachable, work on your communication skills, practice active listening, and take employees remarks into account. Regularly update people on their performance results too.
. Build an environment of psychological safety, where no one is humiliated or punished for making mistakes, asking questions, or sharing concerns. Make it a company culture value.
. Remove physical barriers. If necessary, restructure departments, both logically (so that people working on the same thing can actually collaborate and openly communicate) and physically ( so that they can see each other more often) Ensure the quality of virtual communication by implementing the use of technology.
Reference: https://www.mindtools.com/abyj5fi/forming-storming-norming-and-performing
https://courses.lumenlearning.com/suny-principlesmanagement/chapter/reading-the-five-stages-of-team-development/#:~:text=Bruce%20Tuckman%2C%20an%20educational%20psychologist,norming%2C%20performing%2C%20and%20adjourning.
https://www.runn.io/blog/open-communication#:~:text=Open%20communication%20is%20the%20ability,participants%20in%20the%20work%20process





	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 . Hire with care – Creating a new hire orientation program to make sure new members start off on the right foot is critical for building a good team. Applicants need to be in sync with the fundamental elements of the company culture and have the right personality traits to fit in well. Throwing together a bunch of talented people is not enough for them to turn into a good team.
. Eliminate knowledge silos - make sure all knowledge is documented in one central, organized, and searchable place to share information. Creating a culture of knowledge sharing and developing a formal knowledge management strategy is fundamental.
. Communicate effectively – Effective communication is the exchange of information, intention and emotion. It involves clearly transmitting a message and receiving acknowledgment that the message has been received and understood by your intended audience. Also providing acknowledgment to others that ensures they feel heard and understood.
. Keep the team small – the more people you add to a team, the harder it becomes to keep them aligned and synchronously working towards the same goal. Small teams have the advantage of creating a sense of ownership. Here, each member feels not only responsible for their tasks but also authoritative over them. And this largely feeds into more productive, higher-quality work.
. Celebrate success together - Recognizing team and individual achievements—big and small—helps boost overall morale. Employees can see that their work wasn’t overlooked and take comfort in knowing that their leadership appreciates their contributions. Celebrating team wins can foster a deeper sense of unity and belonging and reinforce cohesion among the team as everyone is working toward a common goal.
3.2 . Make the intentions known - From the outset, emphasize to employees that you focus on constructive, results-oriented suggestions. Specify the level of detail you expect, the format, etc.
. Give examples - Encourage your employees to make proposals by, for example, making a list of the types of ideas you would like to receive, with a few examples for reference.
. Determine who will review these ideas - If possible, create a committee or working group to review employee suggestions. Ensure that this group includes employees from several levels of your organization so that all proposals have the opportunity to be considered from several perspectives. This way, your employees will be encouraged to submit a proposal, knowing that their ideas will be thoroughly reviewed.
. Ask for solutions - Ask your employees to provide as much as possible, potential solutions to the problems they raise.
. Drop the anonymity - Nobody wants to give their good ideas anonymously! A good idea has an owner, and he must not be dispossessed of his good idea. 
. Share your feedback - Be sure to provide feedback/comment for all suggestions, so that employees can understand why their ideas were approved or rejected. But let them know that the ideas are indeed being considered.
. Communicate around implemented ideas - Share the details of the improvements that have been implemented with the entire organization. This brings recognition to the employee who made the suggestion and shows the entire company that the ideas become real innovations.
Reference: https://cocoom.com/methodologies-en/4-tips-to-set-up-an-effective-suggestion-box-in-your-company/?lang=en
https://www.nuclino.com/articles/building-team-cohesion

	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 


	4.1 One of the conditions necessary for successful team work is team members' ability to make decisions and solve problems as a group. Some of the most effective decision making processes include building consensus. Consensus means coming to an agreement. Creating consensus in a team setting means finding a proposal acceptable enough that all team members can support it, with no member opposing it.
4.2 . Brainstorming - This starts by allowing everyone to put forth their ideas. All ideas must be encouraged and put on the table before you go through consensus building. Consensus begins by connecting ideas together and removing those ideas that are redundant. Since resources are limited for addressing problems, priorities have to be established by assigning a level of importance to different ideas. Develop as many options as possible before narrowing the list of ideas. In addition, the facilitative leader ensures everyone understands the meaning of each idea before moving forward.
. Multi-voting - can reduce a list containing a large number of items to a manageable few. At the beginning of the process, each member gets a number of votes equal to no more than one half or one third of the total number of items listed. Members cast their votes for the items they perceive as best on the list, but may cast only one vote per item. Items receiving votes from half or more of the group are circled. The process repeats, with members casting limited votes for the best of the remaining circled items. The team continues multi-voting until it reduces the list to three to five items.
Reference: https://exinfm.com/board/how_to_brainstorm.htm#:~:text=Another%20important%20part%20of%20brainstorming,those%20ideas%20that%20are%20redundant.
https://www.opm.gov/policy-data-oversight/performance-management/teams/effective-teams-strive-for-consensus/




	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 


	5.1 a)Mediation is a way of managing conflict that uses an impartial person to help team members to resolve their disagreements. The intention is to ease workplace tensions before they escalate into something more damaging. It differs from disciplinary and grievance procedures by offering a more informal and flexible approach.
b) Conflict coaching is a confidential, one-on-one, model of conflict resolution which reviews a conflict and develops the client’s awareness of self and ability to manage conflict. It is a powerful stand-alone tool which can also be used as an effective pre-cursor to mediation in forums such as workplaces, families, business partnerships and collaborative practice. The coaching can focus on a particular dispute or situation that involves specific others, or on certain behaviors that an individual may wish to change to improve their own conflict competence.
c) Team building interventions are purposeful actions and strategies designed to enhance the cohesiveness and performance of a team. These interventions encompass a wide array of activities, exercises, and initiatives aimed at improving communication, trust, collaboration, and overall effectiveness within a team. Understanding the underlying principles of team building interventions is crucial for leaders and organizations seeking to create an environment where teams can thrive and achieve sustainable success. By gaining insight into the foundational concepts of team dynamics and the science behind effective interventions, it becomes possible to implement strategies that yield lasting results.
5.2 (1) Address the conflict - Ignoring a problem in the workplace may seem like a good idea. Like a stray cat, if you don't feed it, it will eventually go away. However, when it comes to people's problems, ignoring them is rarely the right solution. This reaction can cause employees to feel bullied, forgotten, unimportant, and disgruntled. Instead, be proactive when you first suspect something is not correct. Follow the appropriate steps toward conflict resolution and address the problem instead of pretending to be unaware.
(2) Clarify the Issue Causing the conflict - Take the time to find out exactly what's going on. Check your sources, and don't rely on the company rumor mill. Misinterpretations may only escalate the issue, so ensure you approach the right people and ask the right questions.
(3) Bring the Involved Parties Together to Talk - To get to the root of the problem, you must go directly to the source: the two or more parties involved in the conflict. While it's fine to talk with them separately, there should be a time when you bring them together, acting as a mediator. Allow them to talk through their issues and help them find healthy solutions. Be open and positive in your communication, and encourage them to do the same.
(4) Identify a Solution - Emphasize the importance of a win-win scenario, where everyone keeps their job, and tension at work is reduced. Offer compromises or trade-offs that employees can use to make each other happy while maintaining their own sense of peace. Let participants know that finding a workable solution is the only acceptable outcome.
(5) Monitor and Follow Up - Follow-up is vital to good conflict resolution, so you must check back in to view the results of your negotiations. Is everyone abiding by the agreement? Are both parties satisfied with the outcome? Are boundaries being observed? If not, you may invite everyone to your office for a second conversation to de-escalate the situation before it repeats. In extreme cases, you may have to call upon your strong leadership skills and good judgment to make a difficult decision, such as demotion or termination.
Reference: https://online.champlain.edu/blog/top-conflict-resolution-strategies
https://www.mindtools.com/aj565hn/resolving-workplace-conflict-through-mediation
https://www.adrac.org.au/conflict-coaching
https://www.outlife.in/team-building-interventions.html#:~:text=A%20team%20intervention%20can%20include,may%20impact%20the%20team's%20performance

	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 


	6.1 When team members understand their purpose and how it contributes to the bigger picture, they are more motivated to use discretionary effort which can lead to increased productivity and achieving team objectives. As a leader, it's important that you provide regular feedback, both from your own viewpoint and from that of customers or clients. This will help your people to see that their work really does make a difference. Most people want to know that their work has meaning – that it helps someone else or makes the world a better place. When people understand the deeper purpose behind their work, they're likely to be more satisfied and more productive.
6.2 (1) Write a meaningful mission statement.
(2) Link personal drivers with team or organizational goals.
(3) Uncover strengths.
(4) Build a positive work environment.
(5) Use feedback to boost positivity. 




	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 


	7.1. Performance plans are used to help improve an employee’s work performance. They can be inclusive of both professional and personal growth in most cases. The main goal of performance improvement plans is to help employees reach their full potential. This can help the employee and the company. The employee will open new opportunities for growth, and the company will benefit from their hard work. 
7.2. (1)- Joint Planning & Communication: process between you and the employee that focuses on what the employee is expected to accomplish during the performance period. 
(2)- Seek Agreement on Measurable Results: ensure performance is evaluated in terms of measurable results and to describe how these results are achieved. 
(3)- Establish Clear & Explicit Goals: provide meaningful feedback, using a communication process that makes sure both the employee and you have agreed what are the objective indicators.
(4)- Establish a Year-Round Communication Process: the employee is expected to accomplish, how well s/he is meeting these performance objectives, and what steps need to be taken by you and the employee to ensure that the objectives are met. 
(5)- Promote Professional Development: You and the employee need to identify a plan that can promote the employee’s professional development, often including a discussion of educational and training opportunities necessary to promote that professional development.
(6)- Identify Corrective Action Needs: You need to identify corrective action that needs to be taken by the employee and you in those instances where the employee has not accomplished a performance objective.
(7)- Identify the Consequences: You and the employee need to identify the consequences when the employee has not accomplished a performance objective. These consequences need to be discussed at the commencement of an employee performance plan and periodically reviewed for relevancy during the performance review period.
(8)- Establish Basis for Pay for Performance: You and the employee need to establish a reliable and rational basis for determining pay based upon performance. These metrics need to be discussed and established at the commencement of the performance review period.
Reference: 
https://www.freshbooks.com/hub/productivity/performance-plan
https://www.theexecutivesuite.com/blog/employee-performance-plans/


	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 


	Using the RACI system, you list every task, milestone and decision, then clarify who's responsible, who's accountable, and, where appropriate, who needs to be consulted or informed.
Responsible – these people are the "doers" of the work. They must complete the task or objective or make the decision. Several people can be jointly responsible.
Accountable – this person is the "owner" of the work. He or she must sign off or approve when the task, objective or decision is complete. This person must make sure that responsibilities are assigned in the matrix for all related activities. There is only one person accountable, which means that "the buck stops there."
Consulted – these are the people who need to give input before the work can be done and signed off. These people are "in the loop" and active participants.
Informed – these people need to be kept "in the picture." They need updates on progress or decisions, but they do not need to be formally consulted, nor do they contribute directly to the task or decisions.

Project Management Institute, "A Guide to the Project Management Body of Knowledge (PMBOK Guide)": fifth edition (2013)

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

	Satisfactory response

	
	
	Yes 

	No 


	Sandwich feedback is an approach to delivering constructive criticism that partners this criticism with praise. Line managers may often use it in a performance review setting if they have constructive criticism to give. They 'layer' the criticism between two pieces of positive feedback or praise. This keeps the tone of the conversation positive and helps mitigate any potentially negative impact the criticism may have on the employee. Remember to be specific about the praise and the critique. As with any feedback using behavioral observations as well as the impact can help deepen the learning.
Reference: 
https://www.linkedin.com/advice/0/how-do-you-use-sandwich-method-structure?src=go-pa&trk=sem-ga_campid.20504573223_asid.152647775643_crid.672282546692_kw._d.c_tid.dsa-2085941153486_n.g_mt._geo.9068984&mcid=7103090122790711296&cid=&gad_source=1&gclid=Cj0KCQjwgJyyBhCGARIsAK8LVLPNvNNknLlkqaX9jQRTcQysJMVMazVKiX5gDbSOnKmcwCmGVeHA0swaArsxEALw_wcB&gclsrc=aw.ds


	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 


	DOCUMENT AND UNDERSTAND THE ISSUE BEFOREHAND
It’s important that you have all the facts and understand the issue at hand. To ensure the meeting runs smoothly, you should collate relevant information to present to the employee.
This may include specific examples of the issue, including the date and time of the occurrences. You should also document the frequency and severity of the problem, and the effect on the employee’s performance goals as well as impact on the workplace, their colleagues and clients.
GIVE YOUR EMPLOYEE TIME TO PREPARE
It’s important that you don’t spring the performance counselling session on your employee. Give them time to prepare for the meeting by giving them the relevant details beforehand.
You should inform the employee of the date and location of the meeting, ensuring that it is in a private setting and giving a minimum of 24 hours’ notice. 
CONDUCT THE PERFORMANCE COUNSELLING SESSION FIRMLY BUT FAIRLY
Once you have documented the issue at hand and allowed your employee time to prepare, conduct the performance counselling meeting in a private setting.
During the meeting, try to be as objective as possible. Focus on the behaviours and actions of the employee – do not attack them personally. Describe the performance issue to your employee factually and present them with examples and occurrences of their unsatisfactory behaviour.
Make sure that your employee knows what is expected of them, and they understand why their current level of performance is an issue. Consider and discuss whether the employee has been provided with sufficient resources, support, and training to perform at the desired level. 
Ask your employee whether there are any extenuating circumstances that may be impacting their work and behaviour. Remember that a meeting is a two-way discussion, so use active listening and allow your employee to speak freely – but bring the conversation back to the issue at hand if it becomes tangential. 
CREATE AN ACTION PLAN
Creating an action plan (often called a Performance Improvement Plan) is a key part of performance counselling sessions. After considering your employee’s responses and point of view, you should mutually agree on next steps to work towards the required levels of performance.
Set goals and targets for your employee and clarify the standards they are required to meet going forward. Create a list of things to be actioned by you, your employee, or other parties. This could include providing support and training or setting tasks for your employee. Your action plan must have a specific period of review. At the end of the period specified in the action plan, you must schedule a follow up meeting with your employee.

Reference: 
https://www.employeematters.com.au/how-to-create-a-positive-counselling-environment-tips-for-hr-professionals/#:~:text=Performance%20counselling%2C%20also%20referred%20to,non%2Dadherence%20to%20work%20instructions.




	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 


	11.1 (1)Trust - Teamwork is based on relationships, and at the foundation of every relationship is trust. If you lack trust in your teammates, or, if you do not believe they will do what they say they will do, you’ll constantly double-check their work or attempt to accomplish tasks on your own.
(2) Tolerance - If your team is diverse (which we hope it is!), you’ll be working with people from all sorts of cultures and backgrounds. Their values, perspectives and ways of communicating may differ from yours, and you’ll need to be able to appreciate the differences. Without tolerance, an employee will try to impose their values and ideas onto others, making it difficult to bond and collaborate.
(3) Self-awareness - The first step to being able to communicate well is knowing what you’re trying to say. Self-awareness enables you to recognize your feelings and concerns so that you better express them. In a team environment, everyone is affected by each other. To get the outcome you want, you’ll need to know the part you play in your team dynamics.
11.2 Collaboration isn’t just a means of working towards a common goal. It’s also an excellent way to encourage innovation and creativity. When individuals with diverse skills and backgrounds come together, it leads to the exchange of unique perspectives and ideas. This can result in more innovative solutions and creative problem-solving that may not have been possible with just one person working on the task.
By leveraging team members’ collective knowledge, experience, and expertise, new and exciting ideas can be generated that an individual could not have thought of alone. 
Emphasizing collaboration can lead to a culture of innovation where everyone is encouraged to think outside the box and share their ideas and perspectives.
1 - It helps us problem-solve 
2- Collaboration brings people (and organizations) closer together 
3- Collaboration helps people learn from each other 
4- It opens new channels for communication 
5- Collaboration boosts morale across your organization 
6- It leads to higher retention rates 
7- Collaboration makes us more efficient workers

Reference: 
https://getmarlee.com/blog/3-important-skills-for-teamwork-and-collaboration
https://blog.jostle.me/blog/why-collaboration-is-important



	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 


	By ensuring that conflict can be resolved effectively, it can also allow for positive growth and professional development. It can even be a tremendous learning opportunity for those involved and others within the company. We often assume that conflict is negative and should be avoided at all costs but, actually, it can have many benefits when it is appropriately managed. Conflict management refers to the process of dealing with confrontations that may occur in the workplace. This means that the negative effects of conflict need to be addressed, with a focus being placed on its positive aspects.
Reference:
https://cpdonline.co.uk/knowledge-base/health-and-safety/managing-conflict-in-the-workplace/


	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 


	Despite your best efforts, conflicts may still arise with difficult stakeholders. When conflicts occur, it's important to remain calm, professional, and open to dialogue. Focus on finding a solution that meets both your stakeholders’ needs and the project's objectives. Keep an open mind and be flexible during this process, and be willing to make concessions if necessary.
· Address potential conflicts before they escalate, and work to find solutions that meet the needs of all stakeholders.
· Avoid personal attacks or blaming, and keep the discussion focused on finding a solution.
· Show empathy towards the difficult stakeholder by acknowledging their concerns and demonstrating that you understand their perspective.
· Look for common ground and areas of agreement with the difficult stakeholder.
· Brainstorm with the difficult stakeholder to find creative solutions that meet both their needs and the project's objectives.
Reference: 
https://www.tractivity.co.uk/blog/how-to-deal-with-difficult-stakeholders





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
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	Date 
	
31.05.2024

	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: Gabriela Kotur                     
Student Signature: [image: A close up of a paper
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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:
	26.04.24 11:00am

	Location:
	34 Harper Street

	Chairperson:
	Ryan Christopher 

	Meeting Attendees:
Full names and roles

	Ryan Christopher (engineer) / Gabriela Kotur (designer) / Mick Eringthon (civil construction manager) Kathleen Christopher (HR)


	Agenda Item/Topic
	Discussion/Outcomes
	Action Officer
	Due Date

	Welcome
	Brief introduction by the chairperson or project manager
	engineer
	26.04.24

	
(Agenda item 1)

Topic? Quality Control and Assurance

	Update on quality inspections and testing procedures.
Compliance with regulations and standards.
Any issues identified and actions taken to address them.

	designer
	26.04.24

	
(Agenda item 2)

Topic? Schedule and Timeline

	
Review of project timeline and deadlines.
Any delays or adjustments needed.
Coordination of activities to ensure timely completion.

	civil construction manager
	26.04.24

	
(Agenda item 3)

Topic? Stakeholder Communication
	Updates on communication with stakeholders.
Any concerns or feedback received.
Plans for stakeholder engagement moving forward.


	engineer




	
26.04.24




	Summary
	Assignment of action items and responsibilities.
Deadline for completion of tasks.

	-
	26.04.24

	Next Meeting time/date
	26.05.24
	-
	-

	Meeting closed at:
	26.04.24 at 01:00pm
	-
	-

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





Meeting minutes template: 

	Minutes of Meeting
Meeting Objective:
Planning, progress tracking, issue resolution, and ensuring alignment among stakeholders.
Attendees:
Ryan Christopher (engineer) / Gabriela Kotur (designer) / Mick Eringthon (civil construction manager) 
Venue:
34 Harper Street
Date:
26.04.24

	No.
	Points Discussed
	Actions Suggested
	Target Date

	1
	Quality inspections / Compliance with regulations
	Establish Inspection Checklists
Training and Education
	10.05.24

	2
	Timeline and deadlines
	Detailed Project Planning
Regular Progress Tracking
	20.05.24

	3
	Communication with stakeholders
	Multiple Communication Channels
Transparency and Accountability
	24.05.24
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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: 
Regular Team Meeting and Brainstorming Sessions:
Schedule regular team meetings or brainstorming sessions to discuss upcoming tasks, projects, or decisions. Encourage open dialogue and active participation from all team members by creating a supportive and inclusive environment. Provide opportunities for team members to share their ideas, insights, and concerns regarding planning, decision-making, and operational aspects of team tasks.

Strategy 2:
Utilize Feedback Mechanisms and Continuous Improvement Practices:
Promote knowledge sharing and peer learning opportunities to leverage the diverse expertise and perspectives within the team and enhance collective decision-making and problem-solving capabilities. Encourage regular feedback exchanges through one-on-one discussions, anonymous surveys, or feedback sessions to solicit input on processes, procedures, and performance.
 


	Policies and procedures to promote team member accountability for personal work and team tasks (100-150 words)
Purpose and application of the policy 
· Clear Expectations and Role Clarity
· Goal Setting and Performance Management
· Accountability Frameworks and Agreements
· Regular Communication and Reporting
· Training and Development
· Recognition and Rewards
· Feedback and Performance Improvement
Procedures 
· Develop job descriptions and role definitions outlining the responsibilities, duties, and expectations for each team member.
· Communicate clear performance expectations and objectives for both individual work and team tasks.
· Regularly review and update performance goals to reflect changing priorities and objectives.
· Conduct performance evaluations and provide feedback to team members on their progress towards meeting goals and expectations.
· Establish accountability frameworks or agreements that define the roles and responsibilities of team members and outline consequences for failing to meet performance expectations.
· Clearly articulate consequences for both individual and team accountability, such as performance improvement plans, disciplinary actions, or recognition and rewards for achieving goals.
· Implement regular communication channels and reporting mechanisms to keep team members informed about progress, challenges, and achievements.
· Hold regular team meetings, progress reviews, or check-ins to discuss individual and team performance, address issues, and identify opportunities for improvement.
· Provide training and development opportunities to enhance team members' skills, knowledge, and competencies related to their roles and responsibilities.
· Offer resources and support for professional development, such as workshops, courses, certifications, or coaching sessions
· Establish a system for recognizing and rewarding individual and team achievements, contributions, and excellence.


	A process to identify issues, concerns and problems identified by team members (30-50 words)
Creating a structured process to identify issues, concerns, and problems identified by team members is essential for fostering open communication, addressing challenges proactively, and promoting a culture of continuous improvement within the team.
· Establish Open Communication Channels
· Provide Training and Guidance
· Implement Feedback Mechanisms
· Regular Check-ins and One-on-One Meetings
· Use Collaborative Tools and Technologies
· Conduct Root Cause Analysis
· Prioritize and Escalate Issues as Needed
· Implement Solutions and Follow-Up
· Celebrate Successes and Learn from Failures



	A process to address the identified issues, concerns and problems identified by team members (50-100 words)
Documentation and Prioritization: Begin by documenting all identified issues, concerns, and problems raised by team members. Ensure that each issue is clearly described, including relevant details such as its impact, urgency, and potential root causes. 
Root Cause Analysis: Conduct a thorough root cause analysis for each identified issue to understand its underlying causes and contributing factors. 
Develop Action Plans: Collaborate with the team to develop action plans for addressing each identified issue. Ensure that action plans are specific, measurable, achievable, relevant, and time-bound (SMART).
Implementation of Solutions: Implement the action plans according to the established timelines and responsibilities. Ensure that team members have the necessary resources, support, and guidance to execute their tasks effectively.












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:
	27.09.2023 at 11:00am

	Location:
	34 Harper Street

	Chairperson:
	Gabriela Kotur

	Meeting Attendees:
Full names and roles
	Ryan Christopher (Site engineer) / Mick Etherington (Civil Construction Manager) / Kathleen Christopher (HR) / Gabriela Kotur (designer)

	Agenda Item/Topic
	Discussion/Outcomes
	Action Officer
	Due Date

	Welcome
	Review the agenda and objectives for the meeting
	designer
	27.09.23

	(Agenda item 1)
Topic? 

Project Progress Review
	Overview of current project status and progress.
Review of key milestones, deliverables, and timelines.
Discussion of any issues or challenges encountered.
	Civil Construction Manager
	27.09.23

	(Agenda item 2)
Topic?

Site Updates / Inspections
	Report on recent site activities, inspections, and observations.
Address any safety concerns or incidents.
Discuss upcoming site work and resource allocations.

	Human Resources
	27.09.23

	(Agenda item 3)
Topic?

Budget / Cost Management
	Review of project budget and expenditures.
Discussion of cost control measures and strategies.
Update on any changes or adjustments to the budget.
	
Site engineer

	27.09.23


	Summary
Thank everyone for their participation and contributions
	Summarize key decisions, action items, and next steps from the meeting.
Assign responsibilities and deadlines for action items.
Confirm the date, time, and location of the next meeting (if applicable).
	designer
	27.09.23

	Next Meeting time/date
	07.11.23
11:00am
	-
	-

	Meeting closed at:
	01:00pm
	-
	-

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


Meeting minutes template: 

	Minutes of Meeting
Meeting Objective: Overview of current project status and progress.
Attendees: Ryan Christopher (Site engineer) / Mick Etherington (Civil Construction Manager / Kathleen Christopher (OHS)   / Gabriela Kotur (Civil supervisor)

Venue: 34 Harper Street (Board Room)

Date: 27.09.23


	No.
	Points Discussed
	Actions Suggested
	Target Date

	1
	Cost Management
	Regular Cost Tracking and Monitoring
	09.10.23

	2
	Safety concerns
	Safety Training and Education
	15.10.23

	3
	Deliverables and timelines.
	Communication and Collaboration
	20.10.23

	4
	Project status and progress
	Tracking and Reporting
	29.10.23
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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:
	01.03.24 11:00am

	Location:
	34 Harper street

	Chairperson:
	Kathleen Christopher

	Meeting Attendees:
Full names and roles
	Ryan Christopher (Site engineer) / Mick Etherington (Civil Construction Manager) / Kathleen Christopher (HR) / Gabriela Kotur (designer)

	Agenda Item/Topic
	Discussion/Outcomes
	Action Officer
	Due Date

	Welcome
	Overview of the meeting objective: improving supply chain efficiency
	Human resources 
	01.03.24

	(Agenda item 1)
Topic?
Collaboration with Suppliers and Partners
	Discussion on strengthening relationships with suppliers and partners to enhance efficiency.
Identification of opportunities for collaboration and improvement.

	Human resources
	01.03.24

	(Agenda item 2)
Topic?
Resource Allocation and Timeline
	Allocation of resources (budget, manpower, technology) for implementing efficiency improvement initiatives.


	Human resources
	01.03.24

	(Agenda item 3)
Topic?
Risk Management and Contingency Planning
	Discussion on identifying and mitigating potential risks to the supply chain improvements.
Development of contingency plans to address unforeseen challenges.


	
Human resources

	
01.03.24


	Summary
	Recap of key discussion points and decisions made.
Assignment of action items, responsibilities, and deadlines.

	Human resources
	01.03.24

	Next Meeting time/date
	30.04.23 11:00am
	-
	-

	Meeting closed at:
	01.03.24 01:00pm
	-
	-

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


Meeting minutes template: 

	Minutes of Meeting
Meeting Objective:
Identify opportunities for optimization, streamline processes, and enhance collaboration among stakeholders. 
Attendees:
Ryan Christopher (Site engineer) / Mick Etherington (Civil Construction Manager) / Kathleen Christopher (HR) / Gabriela Kotur (designer)
Venue:
34 Harper Street 
Date:
01.03.24

	No.
	Points Discussed
	Actions Suggested
	Target Date

	1
	Strengthening relationships
	Regular Communication
	05.03.24

	2
	Allocation of resources improvement
	Prioritize Goals
	12.03.24

	3
	Potential risks
	Scenario Planning
	19.03.24

	4
	Establishment of a timeline
	Monitor and Track Progress
	26.03.24
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Template: Solutions implemented to address the unresolved issues, concerns and problems 
	Unresolved issues, concerns and problems
	Actions implemented 
	Date implemented 

	Identifying potential risks and vulnerabilities in operations and developing mitigation strategies


	Implementing contingency plans to address unforeseen events or disruptions.
Monitoring external factors such as market trends, regulatory changes, and geopolitical risks.

	05.03.24

	
Meeting customer expectations by delivering products or services on time and according to specifications.





	Implementing customer feedback mechanisms to identify areas for improvement.
Resolving customer complaints and issues in a timely and satisfactory manner.

	12.03.24

	Managing inventory levels to meet customer demand while minimizing carrying costs.







	Optimizing supply chain networks to ensure timely delivery of materials and products.
Building relationships with suppliers and vendors to improve reliability and reduce lead times.

	19.03.24

	Sign off: [image: A close up of a paper

Description automatically generated]
Date:  01.03.24





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
	John Bell


	Date 
	
31.05.24

	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
	 Ryan Christopher 
	ROLE / TITLE
	Site Engineer 
	EMPLOYEE ID
	 RC

	SUPERVISOR
	Gabriela Kotur 
	DEPARTMENT
	Civil Designer
	DATE
	 23/05/24


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

	Individual/Team purpose 

	Design and build projects, where the contractor is responsible for both designing and constructing the project, one or more architects and engineers are likely be working for the contractor and therefore considered part of the construction team. The team will have to successfully complete the construction of a new highway interchange that addresses the growing traffic demands in the area. This interchange will serve as a critical transportation hub, facilitating smoother traffic flow, reducing travel times, and enhancing safety for commuters and pedestrians alike.

	Roles and responsibilities 

	User-Centered Design: Both designers and engineers should prioritize the needs, preferences, and limitations of end-users throughout the design and development process. This involves conducting research, gathering feedback, and iterating designs to ensure usability and accessibility.
Collaboration and Communication: Effective collaboration between designers and engineers is essential for successful outcomes. They should communicate openly, share insights, and integrate their expertise to solve complex problems and realize innovative solutions.
Safety and Reliability: They must ensure that their creations meet safety standards and perform reliably under various conditions. This includes rigorous testing, risk assessments, and adherence to regulations and industry best practices.
Ethical Considerations: They need to consider the ethical implications of their work, including potential social consequences and impacts on diverse communities. This entails upholding principles of fairness, equity, and inclusivity, and avoiding harm or discrimination.
Continuous Learning and Improvement: In rapidly evolving fields like design and engineering, staying updated with the latest technologies, methodologies, and trends is crucial. They should invest in ongoing learning and professional development to enhance their skills and adapt to new challenges.
Integrity and Professionalism: Upholding high standards of integrity and professionalism is fundamental. This includes honesty, transparency, and accountability in their work, as well as respecting intellectual property rights and maintaining confidentiality when required.
Sustainability: Designers and engineers should consider the environmental impact of their products and systems, striving to minimize resource consumption, waste generation, and carbon emissions. This involves choosing eco-friendly materials, optimizing energy efficiency, and designing for longevity and recyclability.





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

	GOAL #
	GOAL DESCRIPTION
	ISSUE ADDRESSED BY MEETING GOAL

	1
	Traffic Flow Improvement
	Minimized congestion

	2
	Safety Enhancement  
	Reduced accidents

	3
	Environmental Responsibility
	Preserved local ecosystems

	4
	Quality Assurance  
	Meets regulatory requirements

	5
	Stakeholder Engagement
	Positive relationships

	6
	Timely Completion 
	Minimized disruptions

	7
	Operational Efficiency
	Project cost-effectively



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

	EXPECTATION DESCRIPTION

	Delivery of a high-quality construction project that meets or exceeds client expectations.

	Completion of the project within the agreed-upon timeline or schedule. 

	Completion of the project within the allocated budget or cost estimate.

	Effective communication and collaboration with all project stakeholders.



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

	GOAL #
	ACTIVITY
	START DATE
	PROJECTED DATE OF COMPLETION

	1
	Design and construct the interchange to accommodate current and projected traffic volumes, minimizing congestion and delays during peak hours.
	23/05/23
	20/07/23

	2
	Implement safety measures such as improved signage, lane markings, and lighting to enhance visibility and reduce the risk of accidents or collisions
	20/07/23
	20/08/23

	3
	Minimize the environmental impact of construction activities by implementing erosion control measures, managing stormwater runoff, and preserving local ecosystems to the extent possible
	23/08/23
	23/09/23

	4
	Ensure that all construction work meets or exceeds industry standards, regulatory requirements, and client specifications, with a focus on durability, reliability, and longevity
	23/09/23
	23/10/23

	5
	Engage with local authorities, transportation agencies, and community stakeholders throughout the project lifecycle to address concerns, gather feedback, and foster positive relationships.
	23/10/23
	20/12/23

	6
	Manage project timelines and schedules effectively to ensure that the interchange is completed on time and within budget, minimizing disruptions to local traffic and businesses.
	09/01/24
	09/02/24

	7
	Optimize construction processes, workflows, and resource allocation to maximize productivity, minimize waste, and deliver the project cost-effectively.
	09/02/24
	09/03/24


[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

	Geotechnical and Environmental Studies
	Perform environmental studies to identify potential impacts on natural resources, habitats, and communities

	Traffic Control Training 
	Offer specialized training on topics such as traffic control, pedestrian safety, and work zone safety.


	Specific Standards Training
	Conduct specialized training sessions focusing on specific industry standards relevant to construction work


	Communication and Collaboration Platforms
	Real-time messaging, file sharing, and video conferencing capabilities help keep everyone informed and aligned with project timelines.

	Training and Development
	Online courses, workshops, and webinars on project management fundamentals and scheduling techniques can help team members develop skills in managing project timelines effectively.

	Professional Development
	Establishing mentorship programs and knowledge-sharing sessions to facilitate learning and skill development among project teams



PROGRESS BENCHMARKS

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

	1
	Traffic Flow Improvement
	23.05.24
	email
	Traffic Data Collection
	volume, speed, and congestion

	2
	Safety Enhancement  
	23.05.24
	email
	Road Safety Education Programs
	compliance with traffic laws

	3
	Environmental Responsibility
	23.05.24
	email
	Compliance with Regulations
	obtaining necessary permits

	4
	Quality Assurance  
	23.05.24
	email
	Quality Standards Establishment
	clear quality standards and specifications

	5
	Stakeholder Engagement
	23.05.24
	email
	Communication Plan Development
	which channels, and at what frequency

	6
	Timely Completion
	23.05.24
	email
	Project Schedule Development
	includes all tasks, milestones, dependencies, and resource

	7
	Operational Efficiency
	23.05.24
	email
	Supply Chain Integration and Optimization
	including procurement, inventory management, and logistics



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.   

	Failure to meet the performance improvement goals outlined in this plan may result in further disciplinary action, up to and including termination of employment.





SIGNATURES

	EMPLOYEE NAME
	EMPLOYEE SIGNATURE
	DATE

	Gabriela Kotur
	[image: A close up of a paper

Description automatically generated]
	23.05.24



	SUPERVISOR NAME
	SUPERVISOR SIGNATURE
	DATE

	Ryan Christopher
	[image: A close up of a paper

Description automatically generated]
	23.05.24





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

	EMPLOYEE NAME
	 Mick Eringthon
	ROLE / TITLE
	Civil Supervisor
	EMPLOYEE ID
	 ME

	SUPERVISOR
	Ryan Christopher  
	DEPARTMENT
	Engineer  
	DATE
	11.04.24 



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

	1
	Improve time management skills to consistently meet project deadlines.
	Enhanced time management will improve overall project efficiency and team collaboration.

	2
	Enhance communication skills to ensure clarity and proactive engagement with team members and stakeholders
	Effective communication fosters better collaboration and reduces misunderstandings.

	3
	Develop proactive problem-solving skills to address complex issues more independently.
	Strengthening problem-solving abilities contributes to overall team efficiency and innovation.

	
	
	

	
	
	



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

	EXPECTATION DESCRIPTION

	Reduce the number of overdue tasks by 50% within the next three months.

	Receive positive feedback from team members and stakeholders regarding improved communication.

	Successfully resolve technical issues with minimal guidance from supervisors.

	



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

	GOAL #
	ACTIVITY
	START DATE
	PROJECTED DATE OF COMPLETION

	1
	Submit all assigned tasks on or before the deadline
	11.04.24
	11.05.24

	2
	Improve written and verbal communication in team meetings and project updates.
	11.04.24
	11.05.24

	3
	Take the initiative to propose solutions to at least two challenging technical problems per month.
	11.04.24
	11.05.24

	
	
	
	



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

	Time management workshop
	Attend time management workshops and implement prioritization techniques learned.

	Communication training
	Participate in communication training sessions and actively seek feedback from colleagues.

	Mentorship
	Seek mentorship from experienced team members and utilize online resources for skill enhancement.

	
	

	
	



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

FOLLOW-UP SCHEDULE

	DATE SCHEDULED
	ACTIVITY
	CONDUCTED BY
	DATE COMPLETED

	11.04.24
	30-Day Review
	M.E.
	TBC

	25.05.24
	45-Day Review
	M.E.
	TBC

	11.06.24
	60-Day Review
	M.E.
	TBC

	11.07.24
	90-Day Review
	M.E.
	TBC



PROGRESS BENCHMARKS

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

	1
	Time management
	11.05.24
	email
	Execution
	Work on the tasks according to your plan

	2
	Communication
	11.05.24
	email
	Clear and Concise Messaging
	Communicate your ideas clearly and concisely

	3
	Propose solutions 
	11.05.24
	email
	Creative Problem Solving
	Thinking outside the box

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



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.   

	· Attend time management workshop scheduled for next month.
· Participate in weekly check-ins with the supervisor to discuss progress and challenges.
· Engage in daily prioritization exercises to manage workload effectively.
· Practice active listening and seek clarification when communicating with team members and stakeholders.
· Take on additional training courses or workshops focused on problem-solving techniques.




SIGNATURES

	EMPLOYEE NAME
	EMPLOYEE SIGNATURE
	DATE

	Mick Eringthon 
	[image: A close up of a paper

Description automatically generated]
	11.04.24



	SUPERVISOR NAME
	SUPERVISOR SIGNATURE
	DATE

	Ryan Christopher 
	[image: A close up of a paper

Description automatically generated]
	11.04.24







INDIVIDUAL PERFORMANCE IMPROVEMENT PLAN: TEAM MEMBER 2

	EMPLOYEE NAME
	 Gabriela Kotur 
	ROLE / TITLE
	Designer 
	EMPLOYEE ID
	 GK

	SUPERVISOR
	 Ryan Christopher 
	DEPARTMENT
	Engineer 
	DATE
	11.04.24 



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

	1
	Improve proficiency in roads and railways
	Enhanced technical skills will contribute to better project outcomes and client satisfaction.

	2
	Develop effective project management skills to ensure successful project delivery
	Effective project management is crucial for meeting client expectations and maintaining profitability

	3
	Improve adherence to safety protocols and regulations on road construction sites.
	Ensuring a safe working environment is essential for preventing accidents and injuries

	
	
	

	
	
	



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

	EXPECTATION DESCRIPTION

	Dedicate 8 hours per week to self-study and practice.

	Complete all projects within the specified timeline and budget for the next month.

	Receive positive feedback from supervisors and colleagues regarding improved safety compliance

	



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

	GOAL #
	ACTIVITY
	START DATE
	PROJECTED DATE OF COMPLETION

	1
	Successfully apply advanced techniques during construction.
	11.04.24
	11.05.24

	2
	Utilize project management software to track project progress, budget, and resources.
	11.04.24
	11.05.24

	3
	Practice safe working habits and encourage team members to do the same
	11.04.24
	11.05.24

	
	
	
	



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

	Workshops on traffic control
	Attend technical training sessions or workshops on traffic control.

	Mentorship
	Seek mentorship from experienced project managers

	Safety training 
	Attend safety training sessions and review safety protocols regularly

	
	



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

FOLLOW-UP SCHEDULE

	DATE SCHEDULED
	ACTIVITY
	CONDUCTED BY
	DATE COMPLETED

	11.04.24
	30-Day Review
	G.K.
	11.03.24

	25.05.24
	45-Day Review
	G.K.
	25.04.24

	11.06.24
	60-Day Review
	G.K.
	11.05.24

	11.07.24
	90-Day Review
	G.K.
	11.06.24



PROGRESS BENCHMARKS

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

	1
	Improve proficiency
	11.05.24
	email
	Better project outcomes
	Client satisfaction

	2
	Project delivery
	11.05.24
	email
	Maintaining profitability
	Successful project delivery

	3
	Safety protocols
	11.05.24
	email
	Preventing accidents and injuries
	Improved safety compliance

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	



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

	Gabriela Kotur
	[image: A close up of a paper

Description automatically generated]
	11.06.24



	SUPERVISOR NAME
	SUPERVISOR SIGNATURE
	DATE

	Ryan Christopher
	[image: A close up of a paper

Description automatically generated]
	11.06.24
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