
BSBFLM312 
Contribute to team effectiveness

Learner Workbook

[image: C:\Users\Sophie\Desktop\My Work\ArtWork\stick_figures_team_puzzle_7003.png]












[bookmark: _Toc417655407]Table of Contents
 
	1
Table of Contents	2
Assessment – BSBFLM312: Contribute to team effectiveness	3
Competency Record to be completed by Assessor	4
Activities	6
Activity 1.1.1	6
Activity 1.2.1	8
Activity 2.1.1 – 2.2.1	9
Activity 2.3.1	11
Activity 2.4.1	12
Activity 3.1.1	13
Activity 3.2.1	15
Activity 3.3.1	16
Activity 4.1.1 – 4.2.1	18
Activity 4.3.1	19
Skills and Knowledge Activity	20
Major Activity	22

Candidate Details
[bookmark: _Toc417655408]Assessment – BSBFLM312: Contribute to team effectiveness
Please complete the following activities and hand in to your trainer for marking. This forms part of your assessment for BSBFLM312: Contribute to team effectiveness.
Name: 		Rani Doyle
Address:	94 Bald Hills Road 
		Bald Hills 
Email:		rani_doyle@hotmail.com
Employer:	Securcom
Declaration
I declare that no part of this assessment has been copied from another person’s work with the exception of where I have listed or referenced documents or work and that no part of this assessment has been written for me by another person.
Signed:		____________________________________________________________
Date:		____________________________________________________________
If activities have been completed as part of a small group or in pairs, details of the learners involved should be provided below;
This activity workbook has been completed by the following persons and we acknowledge that it was a fair team effort where everyone contributed equally to the work completed. We declare that no part of this assessment has been copied from another person’s work with the exception of where we have listed or referenced documents or work and that no part of this assessment has been written for us by another person.
Learner 1:	____________________________________________________________
Signed:		____________________________________________________________
Learner 2:	____________________________________________________________
Signed:		____________________________________________________________
Learner 3:	____________________________________________________________
Signed:		____________________________________________________________


[bookmark: _Toc417655409]Competency Record to be completed by Assessor
Learner Name:		_______________________________________________________
Date of Assessment:	_______________________________________________________
The learner has been assessed as competent in the elements and performance criteria and the evidence has been presented as;
	
	Assessor Initials

	Authentic
	

	Valid
	

	Reliable
	

	Current
	

	Sufficient
	



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

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

Comments from Trainer / Assessor:
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
[bookmark: _Toc415147200]Assessor Signature:		________________________________________________________
Observation/Demonstration

Throughout this unit, you will be expected to show your competency of the elements through observations or demonstrations. Your instructor will have a list of demonstrations you must complete or tasks to be observed. The observations and demonstrations will be completed as well as the activities found in this workbook. An explanation of demonstrations and observations:
Demonstration is off-the-job
A demonstration will require:
Performing a skill or task that is asked of you
Undertaking a simulation exercise
Observation is on-the-job
The observation will usually require:
Performing a work based skill or task 
Interaction with colleagues and/or customers
Your instructor will inform you of which one of the above they would like you to do. The demonstration/observation will cover one of the unit’s elements.
The observation/demonstration will take place either in the workplace or the training environment, depending on the task to be undertaken and whether it is an observation or demonstration. Your instructor will ensure you are provided with the correct equipment and/or materials to complete the task. They will also inform you of how long you have to complete the task.
You should be able to demonstrate you can:
1. Contribute to team outcomes
2. Support team cohesion
3. Participate in work team
4. Communicate with management
You should also demonstrate the following skills;
Writing
Oral communication
Navigate the world of work
Interact with others
Get the work done
[bookmark: _Toc417655410]Activities
[bookmark: _Toc315352844][bookmark: _Toc417655411]Activity 1.1.1
	Estimated Time
	30 Minutes

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

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

It is important to consult with team members so that the team has a clear and shared understanding of its purpose so that it can make the best contribution to achieving the organisation’s goals

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

I consult with my team members when someone is unsure of something and if one of us need support or at our monthly admin team meetings where we will have open discussions. 

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

	Team’s purpose






	

	Roles and responsibilities within the team





	

	Goals, plans, objectives




	





[bookmark: _Toc315723433][bookmark: _Toc417655412]
Activity 1.2.1
	Estimated Time
	30 Minutes

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

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

It is important to provide support to team members so they can achieve their work goals and objectives when work gets to be challenging.



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

Different methods of support you can use with your team mates may include: 
· Induction training to introduce them to the organisation, the team and the team leader, and to set out organisational procedures and policies, etc.
· Basic training in their role setting out the standards required and giving them the knowledge and skills they need to be able to meet those standards
· Specialist training to enable them to perform any specific functions in their role (e.g. using specialist equipment, etc.)
· Coaching and mentoring to help team members to develop competence in an aspect of their role.




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

I have supported new team members by introducing them to what is expected from the company and showing general support in everyday work so if they need a hand with anything they know that I am always willing to lend a hand and show support with anything they need. 

The impact of my support creates a friendly relationship between co-workers thus creating a positive working environment. 
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[bookmark: _Toc417655413]Activity 2.1.1 – 2.2.1
	Estimated Time
	40 Minutes

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

	Activity
	Why is it useful to encourage team members to participate in planning, decision making and operational aspects of the work team?
By Involving all team members to participate in planning, decision making and operational aspects of the work team allows for more opportunities and ideas to be raised from different perspectives that the team leader may not have thought of. 


What methods can you use to encourage this participation from team members?
Methods to encourage participation from team members: 
· Discussion of action plans and how to implement them in team meetings 
· One-to-one meetings with team members to ask them for their views.




Why is it important for team members to take responsibility for their own work?
It is important for team members to accept responsibility for their own work so if something happens to go wrong, that person is responsible for taking action and asking for assistance, and the team leader can refer to the person who took responsibility for the task if needed. 






Why is it important for team members to assist each other in their work?
It is important for team members to assist each other in their work so that everyone knows they are making a contribution to the work and that their thoughts and opinions are respected with the rest of the team.









How can you encourage team members to take responsibility for their work, and assist others when needed?
Ways of encouraging team members to take responsibility for their work include:
· Discussing your expectations with them and checking their understanding of these
· Agreeing how and when the person is going to keep you updated about their progress so that you are fully aware of progress and problems, etc.
· Avoiding a ‘blame culture’ – encourage people to speak up when things aren’t going well without fear of being blamed or humiliated
· Taking positive steps to resolve problems.
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[bookmark: _Toc417655414]Activity 2.3.1 
	Estimated Time
	20 Minutes

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

	Activity
	Why is it important to provide feedback to team members about their efforts and contributions?
Giving feedback is an effective way of encouraging, valuing and rewarding the team members’ efforts. It can also be a way for team members to understand what they could do differently in order to improve. 





What are the possible consequences if team members are not given feedback about their work?
By not receiving feedback can result in team members feeling demoralised when they have worked hard to achieve a good outcome and go unnoticed by the team. It can also result in the team members lacking encouragement and their motivation may decrease to strive for excellence and can let down the rest of the team. 



Describe a time when you have given feedback to a team member about their work. How and when did you give this feedback? How did the team member respond to the feedback? Is there anything you would do differently when giving feedback in future?
I have given feedback to one of my co-workers, when she was helping me out with entering invoices into our system. She had accidentally entered a couple of them into our system wrong, so I thanked her for helping me out and informed her about a couple of errors that were easy fixes but just so she could keep an eye out for future references. 










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

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

	Activity
	What types of issues, concerns or problems might affect the team?
Team members being treated inappropriately by other team members including bullying, harassment, inappropriate remarks making the other person feel uncomfortable in the workplace are just a couple of issues that really affect the team. 

How do you identify the team’s issues, concerns and problems?
Communication within the team and having open communication channels between the team and the team leader is a priority thing to have in an effective team so the team can identify if there is an issue, concern or problem in the team.


To whom can you refer issues, concerns and problems raised by the team?
Issues, concerns and problems raised by the team should be referred to the team leader or supervisor.  


Describe how you have handled an issue, concern or problem raised by the team. How did you respond to this? Did you refer this matter to anyone else? If so, who did you raise this with? What was the outcome of the team raising this with you?
I had an issue with one of our sub-contractors over the phone once. He spoke to me very rudely and I did not appreciate it. I told 2 of my co-workers and they told me to refer it to my supervisor. She then advised me that she would raise the issue with the sub-contractor’s project manager who then had a word to the subcontractor.  




[bookmark: _Toc417655416]Activity 3.1.1 
	Estimated Time
	20 Minutes

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

	Activity
	What communication processes do you use for communicating with your team on an informal and formal basis?
I usually use the two-way communication process when communicating with my team members on informal and formal occasions.
Why is it desirable to encourage team members to participate in team activities and communication processes?
It is desirable to encourage all team member to participate in team activities and communication processes so that every team member is making a contribution and other team members can identify aspects of their work from others perspective, ultimately creating a stronger team bond where every team member has a say that is heard and taken into account by the rest of the team and the team leader. 
How can you encourage and support team members to participate in team activities and communication processes?
By assuring the team members’ thoughts and opinions are very important and giving them positive feedback are effective ways to encourage and support the team members to participate in team activities and communication processes.

Describe a time when you encouraged participation from the team. What did you do and what was the outcome?
I have encouraged participation from team members by asking for their opinion of things I am unsure of. 


How can you encourage individuals and teams to take responsibility for their actions?
By acknowledging colleagues where they have helped you out or acknowledging their efforts and giving them positive feedback at our team meetings is an effective way to encourage individuals to take responsibility for their actions. 






[bookmark: _Toc417655417]Activity 3.2.1 
	Estimated Time
	20 Minutes

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

	Activity
	How can you support the team to identify and resolve work problems?
By actively communicating with team members is an effective way to identify and resolve work problems. 






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















[bookmark: _Toc417655418]Activity 3.3.1
	Estimated Time
	30 Minutes

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

	Activity
	Why is it important that you act as a positive role model to others in the way that you work as part of a team?
It is important to act as a positive role model so that rest of the team will follow in your footsteps and act in a positive manner 
How can you enhance the organisation’s image through your own behaviour?
By Displaying positive behaviour in the workplace will enhance the organisation’s image. If the employees are showing a positive attitude whilst getting tasks done promptly and efficiently, customers will see that as a reflection on the company’s ethics. 
What impressions would be created by the following behaviours from a team leader?
	Behaviour
	Observed by
	Impression created

	Complaining about the line manager/another department


	The team
	Not very professional in how they conduct themselves. 
Issues within the company that may affect the rest of the team and how they perform tasks. 
		

	Ignoring a member of the team who asks them a question 



	A client/customer
	Poorly managed company if this is the way the team leaders treat their team.

	
	
	


	Behaviour
	Observed by
	Impression created

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


	A client/customer
	Caring for the customers’ needs, will try their best to understand what I want and meet the customer needs.

	Cancelling meetings/briefings with the team




	The team
	Unorganised, Unprepared. 







 









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

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

	Activity
	Why is it important to maintain open lines of communication with line managers/management?
It is important to maintain open lines of communication with line managers and management so that everyone has the same understanding and correct information is flowing throughout the team to carry out tasks efficiently 

What should you consider when communicating information from your line manager/management to your team?
Things to consider when communicating information from the line manager/management to the team include: 
· Always acknowledge the communication from your line manager – this lets them know that the message has been received and understood
· Ask for clarification if something is unclear
· Ensure that you always inform your line manager of anything that you think they need to be aware of – avoid putting them in a position where they have to deal with embarrassing surprises as this makes you ,them and the whole department look unprofessional as if people don’t know what they are doing
· Be honest in your communication – by doing this, over time, trust and good working relationships will build.


Give an example of when you have communicated information from the line manager/management to the team. How did you handle this? What was the outcome?







[bookmark: _Toc417655420]Activity 4.3.1
	Estimated Time
	20 Minutes

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

	Activity
	What types of unresolved issues might affect the team?
Unresolved issues that may affect the team can include things such as: 
· interpersonal problems and conflicts
· grievances and complaints
· problems relating to people’s roles and responsibilities
· and many more 


Why is it important to communicate and follow-up on unresolved issues?
It is important to communicate and follow-up on unresolved issues so that the team leader and the line manager understands how the person is travelling with the issue and if it is getting better or worse. It is also important so that appropriate action can be made to try and help the issue get resolved. 




How and when can you communicate and follow-up on unresolved issues to your line manager/management?
Anytime that is appropriate as unresolved issues should usually be treated sensitively. Ideally in a private matter where I’m speaking to the line manager one on one is where I will communicate an unresolved issue. 








[bookmark: _Toc417655421][bookmark: _Toc347237121][bookmark: _Toc348081175]Skills and Knowledge Activity
	Estimated Time
	60 – 120 Minutes

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the foundation skills, knowledge evidence and performance evidence.

	Activity
	Complete the following individually and attach your completed work to your workbook.

The answers to the following questions will enable you to demonstrate your knowledge of:
· Writing
· Oral communication
· Navigate the world of work
· Interact with others
· Get the work done
· Organisational goals, objectives and plans that relate to the team 
· Legislation, regulations, standards or codes of practice that may impact team performance and outcomes 
· Organisational structure with reference to the organisational chart
· Options for addressing performance issues in the organisation
· Principles and techniques of group dynamics and processes, motivation and negotiation
· Individual behaviour and differences of others

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

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

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

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

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

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







































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

	Objective
	To provide you with an opportunity to demonstrate your knowledge of the entire unit.

	Activity
	This is a major activity – your instructor will let you know whether you will complete it during class or in your own time.
Attach your completed answers to the workbook.
You must individually, answer the following questions in full to show your competency of each element:
1. Contribute to team outcomes
2. Support team cohesion
3. Participate in work team
4. Communicate with management

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