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Instructions to Assessor
[bookmark: _Toc485297749]Prior to conducting the assessment
· Read this document in its entirety
· Contextualise the activities, observations/demonstrations and other submitted evidence to ensure it reflects the learner cohort. Check this against the mapping, to ensure it is still valid
· Ensure that workplace (or simulated environment for learners that are not working) is suitable for the parameters of any required task, to ensure the learners will have an appropriate opportunity to demonstrate their skills
· If observations are undertaken on the job/in a simulated environment, discuss the assessment methods with the third party, so that they are aware of what is required of them (e.g. using the Third Party Observations/Demonstrations document), as well as any modifications that may be required in the workplace
· Ensure that the learner is allocated the appropriate time and resources required for the tasks
· If appropriate, determine and agree with the third party an acceptable timeframe for each observation
· Advise the learner prior to conducting observation/assessment:
· what will occur throughout the assessment process
· when the assessment will occur
· the level of competency expected
· Confirm arrangements for the third party to observe the learner in the workplace with the learner and the third party
· Ensure that the third party understands the requirements and instructions regarding the Third Party Observations/Demonstrations
· Never tell the learner how to perform a task or answer a question, as that would render the assessment invalid – the expectation is that the learner should know this prior to commencing the assessment
· Use the checklists and answer guides to assist you with marking, but never show or share them with the learner or the third party.

[bookmark: _Toc485297750]Selecting a third party
· The third party must be someone in a position to make a valid comment on performance of the learner, e.g. a line manager
· You may use the third party at your discretion, when you feel the learner has not given a satisfactory response for any of the criteria in the unit of competency. Therefore, you may not need third party evidence for all of the performance criteria.
[bookmark: _Toc485297751]Conducting the assessment
· Establish and oversee the evidence-gathering process to ensure it remains valid, sufficient, authentic, current and flexible
· Advise the learner when to commence the assessment
· Gather supporting documents, where available and appropriate, as evidence to help you make a judgement of the learner’s competency
· Record observations and evidence against the checklist
· Where a checklist point is not observable due to reasons outside the learner’s control, modify the scenario to allow the learner an opportunity to perform the task in question
· Do not interfere with the assessment unless the learner’s actions impose a risk of harm
· If there is an error, record it
· When the assessment is complete, advise the learner and record your comments in the relevant section. You must determine whether they are competent (C) or not yet competent (NYC).
[bookmark: _Toc485297752]Making the decision on competency
· The learner needs to be deemed satisfactory for all of the criteria in the unit to gain competency
· If you are in doubt of the learner’s competency, gather further evidence to guide your decision. For example, this may include asking supplementary questions or requesting a portfolio of evidence from the learner
· Assess learners on their performance in this unit, not on actions before or after the assessment (unless a portfolio of evidence is required)
· Use the checklists and your professional judgment to determine the final outcome. However, if the learner’s performance in the assessment does not reflect performance during the course, consider undertaking an oral quiz or other supplementary assessment
· If you are marking the learner NYC (Not Yet Competent), ensure you outline why you have made this decision, and provide advice on how the learner can improve skills/knowledge prior to their next attempt.


When using evidence you have gathered on the learner to judge their competency, the following criteria will need to be met (as applicable to the unit of competency):
· All the performance criteria elements have been addressed to the required standard (set out in the unit of competency)
· The knowledge evidence/required knowledge has been demonstrated
· The performance evidence has been practically demonstrated
· The foundation skills/required skills have been practically demonstrated
· The assessment conditions/critical aspects of assessment have been met
· The context and consistency of assessment are addressed to appropriate AQF level
· The learner has been assessed through a range of assessment methods
· The learner has completed all assessments to the levels defined in the assessor workbook (as stated in the Learner Workbook activity answers and summative assessment answers).
[bookmark: _Toc485297753]After the assessment
· Provide learners with:
· clear and constructive feedback based on the assessment decision
· information on ways of overcoming any identified gaps in competency revealed by the assessment
· the opportunity to discuss the assessment process and outcome 
· information on reassessment and the appeals process
· an opportunity for reassessment, if appropriate
· Regardless of the outcome of the assessment, provide all learners with a copy of the completed checklist, ensuring the comments section is completed. 
· Where the learner’s performance is deemed not yet competent, provide detailed feedback on the criteria they need to improve upon, if requested
· Record and report the outcome of assessment for each learner.

[bookmark: _Toc415147200][bookmark: _Toc485297754]Observation/demonstration
Throughout this unit, the learners will be expected to show their competency of the elements through observations or demonstrations. As trainer/assessor, you will compile a list of demonstrations that you recognise the learners will need to complete, or tasks to be observed. Any required observations and demonstrations will need to be completed, as well as the activities found in the Learner Workbook. 
An explanation of observations and demonstrations:
Observation is on-the-job
The observation will usually require:
· Performing a work based skill or task 
· Interaction with colleagues and/or customers.
Demonstration is off-the-job
A demonstration will require:
· Performing a skill or task that is asked of you
· Undertaking a simulation exercise.
You will need to inform each learner which one of the above they will be required to do. The observation/demonstration will cover one of the unit’s elements.
The observation/demonstration will take place either in the workplace or the training environment, depending on the task to be undertaken and whether it is an observation or demonstration. As trainer/assessor, you will ensure each learner is provided with the correct equipment and/or materials to complete the task. Learners should also be informed on how long they have to complete the task.
Learners should be able to demonstrate the skills, knowledge and performance criteria required for competency in this unit, as seen in the Learner Guide.


[bookmark: _Toc485297755]Reasonable adjustments
Where learners are unable to complete the tasks in the methods specified due to situations beyond your/their control, you will need to make reasonable adjustments.
These will be dependent on the specific needs of the learners.
While learner needs will vary on an individual basis, examples are given below:
Learner workbook written answers
If the student is unable to write (e.g. due to a disability or injury), you may ask them questions verbally and record their responses on an audio device.
Also, you have the option of asking supplementary questions to confirm their competency in a given criteria, if necessary.
Skills activity
If the learner is unable to demonstrate their skills at the time of your presence, for whatever reason, they could provide a video demonstration to the assessor, or obtain third party evidence of them demonstrating the skills in question.
Knowledge activity
If the learner is unable to verbally answer questions, for whatever reason, they could provide written answers to the questions, or provide an audio recording of their answer at a later date.
Performance activity
If the learner is unable to perform the required practical tasks at the time of asking, for whatever reason, they may provide video evidence at a later date, or complete the task in a simulated environment, with evidence given by the designated third party, if required.




[bookmark: _Toc485297756]Additional Evidence
In addition to the assessments provided in this unit, learners may also display competence through additional evidence. 
This may include, but is not limited to:
Workplace evidence
Portfolios
Existing qualifications
Workplace documents
Case studies
Research
Reports.
This additional evidence may be submitted by the learner or their third party, but should be subject to validation by the assessor.


[bookmark: _Toc485297757]Learner Workbook Activity answers
Complete the following activities individually or in a group (as applicable to the specific activity and the assessment environment).
[bookmark: _Toc485297758]Activity 1A
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to identify and reflect on own social and cultural perspectives and biases

	
	Complete the reflection technique described in Chapter 1.1 for ten different diverse groups. Identify at least one of your cultural biases.

The learner may keep their results confidential to encourage honesty. However, they should be seen to conduct the exercise for at least ten different groups, which may include:

· A person with crutches
· An Aboriginal man
· A gay couple
· An immigrant who doesn’t speak English
· A single parent with lots of children
· A Muslim man wearing religious clothes
· A woman with a mental disability.






[bookmark: _Toc485297759]Activity 1B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to work with awareness of own limitations in self and social awareness

	
	Explain how one of the social biases identified in Activity 1A may affect your work, and how you can improve it.

While working, the learner should try to be aware that:

· There may be subjects of which they don’t have sufficient or up-to-date knowledge
· Other people may have different perspectives to them
· People have social biases of their own
· Society changes and what is considered a bias will evolve.






[bookmark: _Toc485297760]Activity 1C
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to use reflection to support own ability to work inclusively and with understanding of others

	
	1. What is meant by non-judgemental practice? What values may affect it?

2. Considering your responses to Activities 1A and 1B, write a short 250-word summary of how you can use the results of your personal reflection to ensure that your work is inclusive and understanding of others.

1. This means you don’t make moral judgements (e.g. “That is wrong or immoral”) that don’t affect the person’s wellbeing. 

Values affecting your judgement  may stem from a variety of areas, including:

· Religions followed by you, your family and your community
· Culture and traditions
· Life events
· Employment
· Education
· Media
· Lifestyle choices
· Political beliefs.

2. The learner’s summary should draw links between the personal biases they have identified in previous activities, how these biases have the potential to negatively impact their practice, and how they can be aware of or overcome their personal biases to ensure that their practice is inclusive and demonstrates understanding of others. They do not need to specify their personal biases in their answer, but should show awareness that personal biases may exist.

Learners’ responses will be personal, but practical suggestions may include:

· After reflection, analyse which of the biases identified may affect how people are treated
· Consider where personal beliefs and values come from
· Analyse the consequences of things said on the basis of personal biases
· Determine whether beliefs are relevant to the person’s wellbeing.






[bookmark: _Toc485297761]Activity 1D
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to identify and act on ways to improve own self and social awareness

	
	1. List three ways you can improve yourself and your social awareness. 

2. Research and identify two professional opportunities within your organisation or in your local area that you can act upon to improve own self and social awareness. Provide details of each opportunity that you identify, e.g. cost, location, time, duration, etc.

1. Strategies to improve bias include:

· Cross cultural work teams
· Cross cultural employee representation on committees
· Workplace free of culturally insensitive literature, posters, signage
· Inclusion in decision-making.

Professional development opportunities may also be beneficial. They include:

· Coaching/mentoring
· Skills training
· Professional development schemes/initiatives
· Support and/or sponsorship towards new professional qualifications
· Attendance at events within the industry, e.g. conferences/networking events
· Opportunities to take on more responsibility, e.g. leading a team project.

2. The learner must research and identify two professional opportunities that it would be possible for them to act upon at a later date. These opportunities should be either within the organisation or within the local area. Specific details of the identified opportunities must be provided.

Opportunities may include, but are not limited to:

· Coaching/mentoring
· Skills training
· Professional development schemes/initiatives
· Support and/or sponsorship towards new professional qualifications
· Attendance at events within the industry, e.g. conferences/networking events
· Opportunities to take on more responsibility, e.g. leading a team project.

Opportunities identified must have a focus on self-development and/or the development of social awareness.






[bookmark: _Toc485297762]Activity 2A
	Estimated Time
	40 Minutes

	Objective
	To provide you with an opportunity to value and respect diversity and inclusiveness across all areas of work

	
	1. What are some of the benefits of diversity in the workplace? Give at least five examples.

2. How can you respect diversity in all areas of work? Give at least three examples.

3. What does the behaviour of someone who values and respects inclusiveness look like?

4. Give three examples of inclusive principles.

1. Benefits of diversity include:

· Creativity increases due to different ideas, attitudes and experiences
· Language and cultural skills enable the organisation to operate in foreign countries
· Bringing in innovations from other cultures
· Encouraging people from all backgrounds to join the organisation.
· Greater cross-fertilisation of ideas
· Improved client service, both internal and external 
· Promotion of equity and fairness
· Improved access for clients from diverse backgrounds to government services and programs
· Improved relationship with the community and wider sources of recruitment
· Greater responsiveness to change
· Cultural enrichment
· A workforce representative of the client base
· A balanced workforce in terms of age, gender, race and culture.

2. Answers may include:

· Acknowledging its importance in the workplace
· Supporting initiatives to promote and utilise diversity
· Encouraging inclusive hiring practices
· Getting to know others in the workplace and their experiences/potential
· Writing a vision statement regarding your attitudes to adversity
· Avoiding broad generalisations.

3. Behaviour that is inclusive will ensure that all work members are involved in relevant work tasks without discrimination. For example, a work meeting that is supposed to include all members of a work team should not exclude team members due to age/race/gender, etc. 

In order to provide a role model for others, inclusive behaviour would be demonstrated through making sure that all work members are invited to be involved in all relevant tasks and that all opinions are taken into account, regardless of the personal circumstances, lifestyle or background of team members.

4. Answers may include:

· Giving all people opportunities
· Ensuring there are open channels for communication so all people can provide feedback
· Social activities are inclusive; for example, sporting or alcohol-related activities may not be suitable for everyone
· Acknowledging diverse celebration days (e.g. Gay Pride, International day of Persons with Disabilities)
· Using language that doesn’t assume heterosexuality (e.g. ‘partner’ instead of ‘husband/wife’)
· Make allowances for allow religion’s praying,  food and clothing requirements.






[bookmark: _Toc485297763]Activity 2B
	Estimated Time
	1 hour

	Objective
	To provide you with an opportunity to contribute to the development of work place and professional relationships based on appreciation of diversity and inclusiveness

	
	1. How can you coach other to develop professional relationships? Give three examples.

2. Create a 5-10 minute training presentation for workers that gives practical advice for developing workplace and professional relationships based on appreciation of diversity and inclusiveness. Attach a print-out of your presentation to your workbook.

1. To coach others to develop better professional relationships, you could:

· Encourage employees to spend more time with each other
· Talk about their experience and areas of expertise  
· Practice maintaining relationships after a disagreement
· Develop their active-listening and teamwork skills
· Encourage them to give and receive appropriate feedback
· Resolve conflict quickly and efficiently.

2. The learner should create a 5-10 minute presentation (e.g. PowerPoint) that gives practical advice for developing workplace and professional relationships based on appreciation of diversity and inclusiveness. This PowerPoint should be aimed as if at a group of co-workers or employees.

Practical advice may include:

· Employing trust, mutual respect, mindfulness and effective communication
· Welcoming diversity; considering the merit of diverse suggestions.

The learner may also approach the topics of diversity and inclusiveness more generally within their presentation, covering topics from section 2.1 to educate their peers.

Topics may include:

· Benefits of diversity
· How you can respect diversity
· Inclusive behaviours
· The principles of inclusiveness.






[bookmark: _Toc485297764]Activity 2C
	Estimated Time
	25 Minutes

	Objective
	To provide you with an opportunity to use work practices that make environments safe for all

	
	Define cultural safety and how you ensure it in the workplace. Give three examples.

Culturally safe places are those which empower all people, regardless of diversity. Culturally unsafe practices are those which diminish, demean or disempower the cultural identity and wellbeing of an individual.

You can ensure cultural safety by:

· Improve the health and wellbeing of others
· identify the power relationship of the stakeholders in a service and empower the users of a service
· Recognising inequalities in various areas
· Avoid bias towards certain cultures. 






[bookmark: _Toc485297765]Activity 3A
	Estimated Time
	45 Minutes

	Objective
	To provide you with an opportunity to show respect for diversity in communication with all people

	
	1. How can you show respect for diversity in communication?

2. This is a group activity for the whole class. A signed observation by either an approved third party or the assessor will need to be included in these activities as proof of completion.

You will each be given an employee profile. Profiles will be diverse and represent a range of backgrounds.

Role-play a work gathering as a group. During this task, you must demonstrate respect in your communication with others.

Everyone should exchange roles with another learner after 15 minutes and repeat the activity.

After the activity, write a short 300-word self-assessment. In this self-assessment, you should identify the verbal and non-verbal communication techniques you used during this activity to show respect for diversity.

1. You can demonstrate respect through:

· Getting the correct spelling/ pronunciation
· Acquiring necessary aids
· Using generic language
· Learning cultural standards.

Communication may include:

· Verbal
· Appropriate gestures and facial and physical expressions
· Posture
· Written
· Signage
· Through an interpreter or other person.

2. The learner must demonstrate application of a range of verbal and non-verbal communication techniques that show respect.

This may include:

· Ensuring they use the proper pronunciation of someone’s name
· Using generic language that will not cause offence or show assumption
· Responding respectfully to different cultural standards of communication.

In their self-assessment, learners may identify additional verbal or non-verbal communication techniques that they employed during the activity with the intention of showing respect.







[bookmark: _Toc485297766]Activity 3B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to use verbal and non-verbal communication constructively to establish, develop and maintain effective relationships, mutual trust and confidence

	
	1. Describe three non-verbal communication techniques to maintain relationships.

2. This is a role-play activity to be conducted in pairs.

With a partner, discuss the following quote from Stephen R. Covey:

‘Strength lies in differences, not in similarities.’

What is your interpretation of this quote? What does it mean? How can it be applied in work practice?

Your partner may have different ideas. Demonstrate a range of verbal and non-verbal communication techniques for constructive and respectful discussion as you exchange ideas.

A signed observation by either an approved third party or the assessor will need to be included in these activities as proof of completion.

1. Non-verbal communication techniques include:

· Smiling and nodding to them as a welcome
· Not touching someone without their permission
· Not invading their personal space
· Using appropriate visual and written material, where appropriate and possible.

You can demonstrate respect by:

· Actively listening and responding to their needs
· Respecting all people and involve them in important decision-making situations
· Respecting people’s cultural values, protocols and methods of doing business
· Providing refreshments and meet transport needs if holding a meeting with them
· Waiting your turn to speak
· Using appropriate language.

2. The learner should demonstrate strong verbal and non-verbal communication skills when discussing with their partner. They are not being assessed on their ideas, but on their interpersonal skills during this task.

They may demonstrate the RESPECT strategy:


· Recognise how what you’re saying is coming across
· Eliminate negative words and phrases from your vocabulary. Don’t use words that can be hurtful, offensive or misinterpreted
· Speak with people, not at them. Engage in a conversation, not a debate or lecture
· Practice appreciation. Show appreciation to those around you
· Earn respect from others by modelling respectful behaviours yourself
· Consider others’ feelings before speaking and acting
· Take time to listen. Don’t interrupt.

In addition, they may demonstrate a range of non-verbal techniques to show respect:

· Smiling and nodding
· Not touching without permission
· Not invading personal space
· Using appropriate visual and written materials, if required
· Respecting opposing opinions.






[bookmark: _Toc485297767]Activity 3C
	Estimated Time
	2 hours

	Objective
	To provide you with an opportunity to, where a language barrier exists, use effective strategies to communicate in the most efficient way possible and to seek assistance from interpreters or other persons according to communication needs

	
	1. How can you overcome language and cultural barriers? Give a general overview of options in no more than 150 words.

2. You need to present an idea to your team. Two of your team members have English as a second language. How can you use resources to communicate more efficiently? List at least two options.

3. Interact with any two CALD persons in a simulated work environment determined by your assessor. Each interaction must last a minimum of fifteen minutes. During these interactions, you must demonstrate a range of techniques that you can personally employ to overcome language barriers and more effectively communicate.

4. Research and identify appropriate interpreters or other persons to assist with interpreting for:

· A person with Hindi as a first language
· A person with Tagalog as a first language
· A Torres Strait Islander with Kala Lagaw Ya (Mabuyag dialect) as a first language.

You should provide details of interpreters/personnel/interpreting services approved by your organisation, where applicable.

1. The learner will need to know the available interpreter resources available to your organisation and its needs, so you can employ them as necessary.

Government agencies are required to provide and pay for professional interpreters when people are seeking government-related services that have difficulties speaking English.

A cultural broker is someone who facilitates people from one culture crossing over to another. In other words, they act as a mediator between people/groups of different cultures, to enable effective communication and reduce conflict. They act as more than just an interpreter – in colloquial terms, they would be known as a "middle man".

Useful resources for finding interpreters include:

· Australian Institute of Interpreters and Translators Incorporated (AUSIT): www.ausit.org 
· Translating and Interpreting Service (TIS): www.tisnational.gov.au 
· National Accreditation Authority for Translators and Interpreters (NAATI): www.naati.com.au.

2. The learner should suggest two resources that may aid in effectively delivering a presentation to a linguistically diverse group.

Resource options may include, but are not limited to:

· Laptops
· Tablet computers
· Projectors/monitors
· Mobile phones
· Internet
· Brochures
· Leaflets
· Resource cards.

The learner should provide an explanation for how these resources will improve communication.

For example:

“Giving internet access to a person during a presentation gives them the opportunity to search for translations to unknown phrases. Some sites also offer complete translation of their pages into languages other than English.”

3. The learner must demonstrate use of a range of communication techniques to help them communicate more effectively with linguistically diverse people.

The learner may employ a combination of any of the following techniques:

· Make the environment conducive to communication – avoid places with too much background nose, distractions or likely interruptions
· Speak clearly, but do not raise your voice
· Speak slowly, repeat if necessary, and check the person’s understanding
· Adapt the pace of conversation to suit the person’s needs
· Use words your listener is likely to know and avoid jargon and slang
· Do not speak ‘pidgin English’ – this can actually make it harder for the person to understand you
· Avoid jokes, irony, satire and sarcasm, as these may be lost in translation and misunderstood
· Use the active rather than the passive voice
· Give instructions in clear, logical sentences and present one topic at a time
· Gauge how much people are likely to remember
· Give the speaker plenty of time to respond at their own pace
· Listen
· Give clues through your body language
· Do not exclude the person from discussion because others with better English are present
· Be considerate of the person as an individual.

4. The learner must research and identify interpreters that are specialists in Hindi, Tagalog and Kala Lagaw Ya. They should consider the context of their work, and, where applicable, ensure that interpreters will be able to translate technical terms. Where applicable, the learner should identify interpreters, personnel or interpreting services that are approved by the organisation. This may include staff members with interpreting abilities or interpreters or interpreting services that the organisation uses regularly.

If needing to research appropriate interpreters, the learner may make use of the following resources:

· Australian Institute of Interpreters and Translators Incorporated (AUSIT): www.ausit.org 
· Translating and Interpreting Service (TIS): www.tisnational.gov.au 
· National Accreditation Authority for Translators and Interpreters (NAATI): www.naati.com.au.






[bookmark: _Toc485297768]Activity 4A
	Estimated Time
	45 Minutes

	Objective
	To provide you with an opportunity to identify issues that may cause communication misunderstandings or other difficulties and consider the impact of social and cultural diversity where difficulties or misunderstandings occur

	
	1. Identify three issues that may cause communication difficulties and explain how you can overcome them.

2. Write a brief (50-100 word) commentary on each of the following scenarios, considering how social and cultural diversity may have played a role in the misunderstanding occurring. You may conduct research on the cultures of those in the scenarios if you are not sure.

Scenario One
There has been a misunderstanding between a worker and a CALD client. The worker made a joke about one of the client’s children and the client became very upset. The worker doesn’t understand how she has caused offence – it was meant to be funny.

Scenario Two
A female worker tried to greet an Orthodox Jewish male client by warmly shaking his hand. He refused to shake her hand, and the worker was offended.

Scenario Three
A community worker attends a meeting with an Aboriginal family. It is a very hot day and she is wearing a short and revealing dress. She notices that the family seem to be irritated and upset with her, even though she is being polite and professional.

1. Issues that may cause difficulties include:

· Jargon and slang 
· Unclear organisation rules and protocols
· Written information
· Expected behaviour, such as eye contact, use of language, concepts of politeness
· Emotional constraints, such as how extroverted or introverted they are.

Try to anticipate any issues that will cause communication problems or misunderstandings. You may be able to help minimise them in advance. This could include changing your own behaviour (e.g. minimising jargon and slang) or providing information to the person.

2. The learner must demonstrate that they have shown consideration for how social and cultural diversity may have affected these situations. They may choose to undertake further research on cultural norms to inform their answer.

For example:

Scenario one: The CALD client may have taken the joke literally and not understood the tone (e.g. sarcasm).She may not have understood that the worker was making a joke and may have interpreted her words as an insult to her children.

Scenario two: In Orthodox Jewish culture, it is considered inappropriate to have physical contact with a person of the opposite gender unless that person is a spouse, sibling, or parent or child.

Scenario three: In Aboriginal and Torres Strait Islander communities, short dress/shorts are considered inappropriate, and the family may have been offended by the women’s choice of dress.






[bookmark: _Toc485297769]Activity 4B
	Estimated Time
	30 Minutes

	Objective
	To provide you with an opportunity to explain how make an effort to sensitively resolve differences, taking account of diversity considerations and how to address any difficulties with appropriate people and seek assistance when required

	
	1. How can you sensitively resolve diverse communication difficulties when you encounter them? In 100-200 words, provide a written summary of your ideas.

2. From whom or from where would you seek assistance, if required, to address any difficulties? Consider what would be appropriate in a range of situations and identify these in your answer. Your total answer should be no more than 300 words.

1. One technique is the negotiation of culturally appropriate guidelines. Having a set of pre-existing culturally appropriate guidelines that all people are required to follow will give you a basis to decide if behaviour has violated these conditions. If these difficulties, differences or misunderstandings are not covered by these, it is your responsibility to amend these for future situations. You must also ensure that these guidelines are communicated to the appropriate personnel who they affect.

Mediators are essential for resolving disputes; they provide an objective view of the situation and help decide what the resultant actions should be. You need to identify who will act as a mediator for the dispute in each situation – a set of pre-designated personnel is a useful thing to have. However, make sure that the mediator has no bias towards either party, as it will compromise their ability to be impartial.

You may need to seek additional assistance, such as:

· Language interpreters
· Cultural interpreters
· The person’s family, friends or carers
· Communication training for the person or other people they interaction with
· Diversity awareness programs. 

2. Answers may include:

· Language interpreters
· Cultural interpreters
· The person’s family, friends or carers
· Communication training for the person or other people they interact with
· Diversity awareness programs. 

The learner may expand their answer by considering appropriate assistance in different situations. Reference may be made to organisational policy and procedure in their answer.


[bookmark: _Toc435695596][bookmark: _Toc435782284][bookmark: _Toc485297770]Summative Assessments
The summative assessments are the major activities designed to assess the learner’s skills, knowledge and performance, as required to show competency in this unit. These activities should be completed after finishing the Learner Guide. These should be completed as stated under the trainer/assessor instructions.
Skills, knowledge and performance may be termed as:
· Skills – skill requirements, required skills, essential skills, foundation skills
· Knowledge – knowledge requirements, required knowledge, essential knowledge, knowledge evidence
· Performance – evidence requirements, critical aspects of assessment, performance evidence.
Section A: Skills Activity
The Skills Activity is designed to be a series of demonstrative tasks that should be assessed by observation (by the assessor or third party, depending on the circumstances).
It will demonstrate all of the skills required for this unit of competency, and observation should be recorded in the relevant section of the Observations/Demonstrations document.
Section B: Knowledge Activity (Q & A)
The Knowledge Activity is designed to be a verbal questionnaire where the assessor asks the learner a series of questions to confirm their competency for all of the required knowledge in the unit of competency.
Section C: Performance Activity
The Performance Activity is designed to be a practical activity performed either in the workplace or a simulated environment. The learner should demonstrate the required practical tasks for the unit of competency and be observed by the assessor and/or third party, as applicable to the situation.
The observation should be recorded in the relevant section of the Observations/Demonstrations document.
Note: The learner should have completed written answers, portfolios or any evidence of competency should be attached to the learner workbook.



[bookmark: _Toc485297771]Summative Assessments answer guide
[bookmark: _Toc485297772]Section A: Skills Activity
Objective: To provide you with an opportunity to show you have the required skills for this unit.

The Foundation Skills describe those required skills (language, literacy, numeracy and employment skills) that are essential to performance.
Foundation skills essential to performance are explicit in the performance criteria of this unit of competency.
Therefore, there is no skills activity required for this unit, as they have been covered in the previous activities.


[bookmark: _Toc485297773]Section B: Knowledge Activity (Q & A)
Objective: To provide you with an opportunity to show you have the required knowledge for this unit.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Concepts of cultural awareness, cultural safety and cultural competence and how these impact different work roles
· Concepts and definitions of diversity 
· Own culture and the community attitudes, language, policies and structures of that culture and how they impact on different people and groups
· Features of diversity in Australia and how this impacts different areas of work and life:
political
social
economic 
cultural
· Legal and ethical considerations (international, national, state/territory, local) for working with diversity, how these impact individual workers, and the consequences of breaches:
discrimination:
· age
· disability
· racial
· sex
human rights: 
· Universal declaration of human rights 
· relationship between human needs and human rights
· frameworks, approaches and instruments used in the workplace
rights and responsibilities of workers, employers and clients, including appropriate action when rights are being infringed or responsibilities not being carried out
· Key areas of diversity and their characteristics, including:
culture, race, ethnicity
disability
religious or spiritual beliefs
gender, including transgender 
intersex
generational
sexual orientation/sexual identity - lesbian, gay, bisexual, heterosexual
· Key aspects, and the diversity, of Australia’s Aboriginal and/or Torres Strait Islander cultures, including:
social, political and economic issues affecting Aboriginal and/or Torres Strait Islander people
own culture, western systems and structures and how these impact on Aboriginal and/or Torres Strait Islander people and their engagement with services
· Potential needs of marginalised groups, including:
protective factors
physical, mental and emotional health issues/care needs
consideration of impacts of discrimination, trauma, exclusion and negative attitudes 
· Resources that support individuals and organisations to embrace and respond to diversity 
language and cultural interpreters
imagery
· Influences and changing practices in Australia and their impact on the diverse communities that make up Australian society 
· Impact of diversity practices and experiences on personal behaviour, interpersonal relationships, perception and social expectations of others.

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

All answers will vary depending on the learner and the organisation they work for but the learner should be able to answer each question competently.

1. What information about a cultural group may you have to become aware of in order to work effectively with them?

2. What types of diversity may you encounter in your role?

3. How can your attitudes impact diverse groups of people?

4. How may cultural diversity impact different areas of work?

5. What legal methods are there of protecting diverse people from discrimination?

6. Outline the articles of the universal declaration of human rights.

7. What is the difference between human needs and human rights?

8. For each area of diversity listed below, describe in detail their characteristics and factors that may affect people in the group:

· Culture, race, ethnicity
· Disability
· Religious or spiritual beliefs
· Gender 
· Generational
· Sexual orientation.

9. What social, political and economic issues affect Aboriginal and Torres Strait Islander people?

10. What could the impact of adversity from being part of a diverse group include?

11. What resources may you need to work effectively with diverse groups?

12. What may affect people’s attitudes to diverse groups?

13. Give an example of a time in your experience when diversity practices have improved an interpersonal relationship.

1. Social awareness may include:

· Various groups’ history 
· Groups’ current situation and the issues facing them now
· Common ways of life and values within the group
· Taboos and offensive topics to the group.

2. Answers will vary according to the learner’s role. Diversity may include:

· Ethnicity
· Race
· Language
· Cultural norms and values
· Religion
· Beliefs and customs
· Kinship and family structure and relationships
· Personal history and experience, which may have been traumatic
· Gender and gender relationships
· Age
· Disability
· Sexuality
· Special needs.

3. Your perceptions or biases can manifest through:

· Discrimination
· Social avoidance
· Preferential or unfair workplace treatment
· Stereotyping
· Racial or offensive language/slurs
· Dictating clothes based on gender
· Not allowing people to practice their religion/faith.

4. Cultural diversity may impact work due to:

· Language barriers
· Cultural barriers
· Different expectations of workplace procedures and behaviour
· Discrimination and lack of teamwork.

5. All people are entitled to human rights, such as the right to self-determination or maintain their own cultural institutions. If their rights are breached, people can appeal to the Australian Human Rights Commission and then the Federal Court of Australia. 

[bookmark: _Toc393359092][bookmark: _Toc450338089]The Racial Discrimination Act 1975 also ensures that Australians of all backgrounds are treated equally and afforded the same opportunities. It is against the law to treat people of any race, colour, descent, national or ethnic origin, and immigration status unfairly (on the basis of these qualities). 

6. Article I 
All human beings are born free and equal in dignity and rights. They are endowed with reason and conscience and should act towards one another in a spirit of brotherhood. 
Article 2 
Everyone is entitled to all the rights and freedoms set forth in this Declaration, without distinction of any kind, such as race, colour, sex, language, religion, political or other opinion, national or social origin, property, birth or other status. Furthermore, no distinction shall be made on the basis of the political, jurisdictional or international status of the country or territory to which a person belongs, whether it be independent, trust, non-self-governing or under any other limitation of sovereignty. 
Article 3 
Everyone has the right to life, liberty and security of person. 
Article 4 
No one shall be held in slavery or servitude; slavery and the slave trade shall be prohibited in all their forms. 
Article 5 
No one shall be subjected to torture or to cruel, inhuman or degrading treatment or punishment. 
Article 6 
Everyone has the right to recognition everywhere as a person before the law. 
Article 7 
All are equal before the law and are entitled without any discrimination to equal protection of the law. All are entitled to equal protection against any discrimination in violation of this Declaration and against any incitement to such discrimination. 
Article 8 
Everyone has the right to an effective remedy by the competent national tribunals for acts violating the fundamental rights granted him by the constitution or by law. 
Article 9 
No one shall be subjected to arbitrary arrest, detention or exile. 
Article 10 
Everyone is entitled in full equality to a fair and public hearing by an independent and impartial tribunal, in the determination of his rights and obligations and of any criminal charge against him. 
Article 11 
· Everyone charged with a penal offence has the right to be presumed innocent until proved guilty according to law in a public trial at which he has had all the guarantees necessary for his defence. 
· No one shall be held guilty of any penal offence on account of any act or omission which did not constitute a penal offence, under national or international law, at the time when it was committed. Nor shall a heavier penalty be imposed than the one that was applicable at the time the penal offence was committed. 
Article 12 
No one shall be subjected to arbitrary interference with his privacy, family, home or correspondence, nor to attacks upon his honour and reputation. Everyone has the right to the protection of the law against such interference or attacks. 
Article 13 
· Everyone has the right to freedom of movement and residence within the borders of each State. 
· Everyone has the right to leave any country, including his own, and to return to his country. 
Article 14 
· Everyone has the right to seek and to enjoy in other countries asylum from persecution.
· This right may not be invoked in the case of prosecutions genuinely arising from non-political crimes or from acts contrary to the purposes and principles of the United Nations. 
Article 15 
· Everyone has the right to a nationality. 
· No one shall be arbitrarily deprived of his nationality nor denied the right to change his nationality. 
Article 16
· Men and women of full age, without any limitation due to race, nationality or religion, have the right to marry and to found a family. They are entitled to equal rights as to marriage, during marriage and at its dissolution. 
· Marriage shall be entered into only with the free and full consent of the intending spouses. 
· The family is the natural and fundamental group unit of society and is entitled to protection by society and the State. 
Article 17 
· Everyone has the right to own property alone as well as in association with others. 
· No one shall be arbitrarily deprived of his property. 
Article 18 
Everyone has the right to freedom of thought, conscience and religion; this right includes freedom to change his religion or belief, and freedom, either alone or in community with others and in public or private, to manifest his religion or belief in teaching, practice, worship and observance. 
Article 19 
Everyone has the right to freedom of opinion and expression; this right includes freedom to hold opinions without interference and to seek, receive and impart information and ideas through any media and regardless of frontiers. 
Article 20 
· Everyone has the right to freedom of peaceful assembly and association. 
· No one may be compelled to belong to an association. 
Article 21 
· Everyone has the right to take part in the government of his country, directly or through freely chosen representatives. 
· Everyone has the right to equal access to public service in his country. 
· The will of the people shall be the basis of the authority of government; this will shall be expressed in periodic and genuine elections which shall be by universal and equal suffrage and shall be held by secret vote or by equivalent free voting procedures. 
Article 22 
Everyone, as a member of society, has the right to social security and is entitled to realization, through national effort and international co-operation and in accordance with the organization and resources of each State, of the economic, social and cultural rights indispensable for his dignity and the free development of his personality. 
Article 23 
· Everyone has the right to work, to free choice of employment, to just and favourable conditions of work and to protection against unemployment. 
· Everyone, without any discrimination, has the right to equal pay for equal work. 
· Everyone who works has the right to just and favourable remuneration ensuring for himself and his family an existence worthy of human dignity, and supplemented, if necessary, by other means of social protection. 
· Everyone has the right to form and to join trade unions for the protection of his interests. 
Article 24 
Everyone has the right to rest and leisure, including reasonable limitation of working hours and periodic holidays with pay. 
Article 25 
· Everyone has the right to a standard of living adequate for the health and well-being of himself and of his family, including food, clothing, housing and medical care and necessary social services, and the right to security in the event of unemployment, sickness, disability, widowhood, old age or other lack of livelihood in circumstances beyond his control. 
· Motherhood and childhood are entitled to special care and assistance. All children, whether born in or out of wedlock, shall enjoy the same social protection. 
Article 26 
· Everyone has the right to education. Education shall be free, at least in the elementary and fundamental stages. Elementary education shall be compulsory. Technical and professional education shall be made generally available and higher education shall be equally accessible to all on the basis of merit. 
· Education shall be directed to the full development of the human personality and to the strengthening of respect for human rights and fundamental freedoms. It shall promote understanding, tolerance and friendship among all nations, racial or religious groups, and shall further the activities of the United Nations for the maintenance of peace. 
· Parents have a prior right to choose the kind of education that shall be given to their children. 
Article 27 
· Everyone has the right freely to participate in the cultural life of the community, to enjoy the arts and to share in scientific advancement and its benefits. 
· Everyone has the right to the protection of the moral and material interests resulting from any scientific, literary or artistic production of which he is the author. 
Article 28 
Everyone is entitled to a social and international order in which the rights and freedoms set forth in this Declaration can be fully realized. 
Article 29 
· Everyone has duties to the community in which alone the free and full development of his personality is possible. 
· In the exercise of his rights and freedoms, everyone shall be subject only to such limitations as are determined by law solely for the purpose of securing due recognition and respect for the rights and freedoms of others and of meeting the just requirements of morality, public order and the general welfare in a democratic society. 
· These rights and freedoms may in no case be exercised contrary to the purposes and principles of the United Nations. 
Article 30 
Nothing in this Declaration may be interpreted as implying for any State, group or person any right to engage in any activity or to perform any act aimed at the destruction of any of the rights and freedoms set forth herein. 
Source: http://www.ohchr.org/EN/UDHR/Documents/UDHR_Translations/eng.pdf

7. Human rights refers to human entitlement, whereas human needs refers to charity, i.e. something generally considered essential, but not covered in the Declaration of Human Rights. 

8. Answers will vary depending on the issue chosen. They were covered in detail in Chapter 1A of the Learner Guide (refer to this for specific answers). Issues that may be common across groups include:

· Physical health problems 
· Mental health problems 
· Discrimination (either physical or emotional)
· Incarceration or being victims of crime
· Emotional health problems, such as self-harm
· Lack of political representation.

9. The issues may include:

· Physical health problems such as:
· heart disease
· alcohol or drug (AOD) problems
· violence
· Mental health problems such as:
· unresolved trauma
· depression
· Incarceration
· Emotional health problems such as:
· identity crisis
· feelings of grief and loss
· Lack of political representation.

10. The impact of being part of a diverse group may include:

· Discrimination
· Racism, sexism or homophobia
· Bullying, either in the workplace or elsewhere
· Physical or mental health problems
· Unemployment
· Homelessness.

11. Resources that support individuals and organisations to embrace and respond to diversity include:

· Language interpreters
· Cultural interpreters
· The person’s family, friends or carers
· Communication training for the person or other people they interaction with
· Diversity awareness programs. 

12. Influences on Australian society that may affect people’s response to diversity may include:

· Religion
· Media
· Recent news, such as immigration or terrorist events
· People’s individual upbringing and communities
· Changing attitudes (usually becoming more tolerant.)

13. Answers will vary according to the learner’s personal experiences. Answers may include any time when diversity was used to improve relations, such as preventing discrimination, creating understanding, breaking down barriers or improving communication.


[bookmark: _Toc485297774]Section C: Performance Activity
Objective: To provide you with an opportunity to demonstrate the required performance elements for this unit.

This activity will enable you to demonstrate the following performance evidence:
· Undertaken a structured process to reflect on own perspectives on diversity
· Recognised and respected the needs of people from diverse social and cultural backgrounds in at least 3 different situations:
selected and used appropriate verbal and non-verbal communication
recognised situations where misunderstandings may arise from diversity and formed appropriate responses.

Answer the activity in as much detail as possible, considering your organisational requirements.

All activity answers will vary depending on the learner and the organisation they work for but the learner should be able to demonstrate their competency in the unit requirements.

1. Undertake a structured process to reflect on own perspectives on diversity.

Ensure that you:

· Identify and reflect on your own social perspectives and biases
· Identify your limitations in self and social awareness
· Identify and act on ways to improve own self and social awareness.

2. In a workplace or simulated workplace environment, recognise and respect the needs of people from diverse social and cultural backgrounds in at least 3 different situations.

Ensure that you:

· Select and use appropriate verbal and non-verbal communication
· Recognise situations where misunderstandings may arise from diversity and form appropriate responses.

1. A reflection process should aim to identify the learner’s perspectives on diversity. One method of doing this is using word association to describe various people. Write down the first thing that comes to mind. This could be on a wide range of diversity, such as a disabled person, a Chinese person or a gay person; the object is to identify unconscious biases against or for them. Limitations in social awareness may be related to knowledge about a group, such as their history, current issues and offensive subjects. The learner should clearly identify these.

Then, they will need to find and undertake opportunities to improve their awareness. This may include professional development opportunities such as coaching/mentoring, skills training or professional development schemes. They could also use strategies such as promoting cross-cultural work teams and ensuring inclusion in decision making. 

2. Diverse people will have a wide variety of needs which the learner will need to identify and respond to. These may include protection from discrimination, workplace support, training or assistance in integration. The learner must demonstrate respect by acknowledging their important to the person and working to achieve them. They may have to identify the person’s protective factors and strengthen them (e.g. language course, support groups.)

Appropriate verbal and non-verbal communication will vary according to the person and their individual needs. The learner will need to identify barriers (such as jargon, unclear work rules, language difficulties) and work to minimise these. This could include changing their own behaviour (e.g. minimising jargon and slang) or providing appropriate information to the person. Non-verbal cues are also important when working with people of other cultures; the learner should avoid giving offence and demonstrate accepted non-verbal cues (e.g. eye contact, silences, turn taking.) 

The learner should work to identify situations where misunderstandings may occur, whether due to different cultural perceptions, lack of knowledge of situations or language barriers, and minimise them. This could be done using a range of techniques such as appointing mediators and negotiation. The learner may need additional resources, such as language interpreters, cultural interpreters, support from the person’s family, friends or carers, communication training and diversity awareness programs. 
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