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	HOW TO USE THIS RPL ASSESSOR KIT


This RPL Assessor Kit is divided into sections to allow you to easily access only those sections you require at any given time. These sections are:

SECTION A – Assessor Information
You need to read this information before conducting an assessment. It outlines the intent and processes surrounding this RPL assessment and how it differs from assessment undertaken following formal training.

SECTION B – Candidate Information and Application Forms

You give this information to the candidate. It tells them about the assessment process as well as containing simple forms for the applicant to fill out. From the information provided by the candidate on these forms, you will be able to gain a general understanding of the skills and experience the candidate may have, as well as potential referee contacts. 

SECTION C – Competency Conversation
You use this section to determine and record candidate competence via a competency conversation. In other words, these questions guide your conversation with the applicant and assist in your assessment of their competence. The notes you take about this conversation are important evidence for assessment.

SECTION D – Practical Tasks and Observation Recording Sheets

You use this section to assess competencies through a practical demonstration of the candidate’s skills. It contains practical tasks/scenarios on the outcomes required to determine competency and a place to record your observation. The notes you take are important evidence for assessment.

SECTION E – Resources for Practical Tasks

You use this section to access required resources for performing practical tasks and scenarios.

SECTION F – Third Party Verification

You give this section to the referees to confirm the candidate’s skills and experience in this qualification/occupation. The referees may fill out the appropriate form and return to you to confirm your judgement. You may be able to complete this part of evidence gathering in person while at the workplace.

SECTION G – Assessment Tables

You use this table as a reference tool to see at a glance how units/elements of competency are assessed within the tool. All the elements and performance criteria within the competency units are cross-matched in this table with a corresponding assessment question/task/scenario. This allows you to validate the assessment process against the qualification.
SECTION A

Assessor Information
It is VITAL you read this information prior to commencing your RPL assessment. It provides generic information on assessment, as well as an overview of this streamlined RPL assessment process.

	ADVICE FOR ASSESSORS


This RPL Assessors Kit streamlines the RPL assessment process for BSB41004 Certificate IV in Business (Frontline Management) by taking a practical approach to RPL and increasing the use of on-site questioning and observation. This will assist in developing a “picture of the candidate’s skills and knowledge”. This picture can then be compared with industry standards enabling a determination of whether the candidate has achieved the required outcomes.

IMPORTANT ASPECTS TO REMEMBER:

A sound knowledge of assessment and the qualification is essential

It is important to have a good understanding of the competencies and qualification/s appropriate to the candidate’s goals. 

Assessing a single unit of competency is rarely cost or time effective. Where possible, effort should be made to assess several units at the same time taking advantage of any commonality in content.  This means looking at the whole picture of a particular job role as it happens in industry and assessing holistically. This saves valuable time in the assessment process.  

Assessment involves judgement

This tool encourages the use of a “competency conversation” to maximise the candidate’s opportunities to demonstrate competence. This is NOT an oral exam. It is about using the two or three holistic questions provided to start a conversation with the candidate which draws out their actual individual experiences and relevant skills. In other words, it is about the assessor probing the candidate through a conversation to draw out further information on the candidate’s experience which may not be forthcoming due to nerves or confusion over technical terminology.

The tool also provides observable tasks to allow candidates to demonstrate skills.

Authentication/verification is integral to RPL assessment

It is critical information gleaned from the interview and observation be confirmed with those who can vouch for the candidate’s skill over time. Supervisors would generally perform this role.  Authentication may also be done through conversation but it cannot be stressed enough that it is essential assessors take careful notes to back up and record their judgement.

Recording assessment is critical 

Keep careful records of all aspects of conversations, skills demonstration or documentation viewed that support the claim of prior learning.  Remember – the record is the document that makes sense of the assessment and why a particular judgment was made.  Keeping detailed notes about the candidate’s response is vital, as is the rationale for judgement.

The assessment record is a legal document and must be signed, dated and stored according to requirements of the State Training Authority and the AQTF Standards for Registered Training Organisations.
Assessor summaries and other quality assurance documentation from your own Registered Training Organisation will also be required. For examples of assessment summary documentation, please see Assessment Guide Number 1: Training Package Assessment Materials Kit:

http://resourcegenerator.gov.au/loadpage.asp?page=TPAGGuide01.htm 

To access further information on the principles assessment and dimensions of competency, you can visit Assessment Guide Number 1: Training Package Assessment Materials Kit.

http://resourcegenerator.gov.au/loadpage.asp?page=TPAGGuide01.htm 

To access further information on the Australian Qualifications Framework, you can visit:

http://www.aqf.edu.au/   

	COMPETENCIES IN THIS ASSESSMENT TOOL


BSB41004 CERTIFICATE IV IN BUSINESS (FRONTLINE MANAGEMENT)
CORE UNITS

	Unit Code
	Unit Title
	Questions
	Practical

	BSBFLM403B
	Implement effective workplace relationships
	(
	(

	BSBFLM405B
	Implement operational plan
	(
	(

	BSBFLM412A
	Promote team effectiveness
	(
	(

	BSBCMN402A
	Develop work priorities
	(
	(

	BSBCMN411A
	Monitor a safe workplace
	(
	(


ELECTIVE UNITS 

	Unit Code
	Unit Title
	Questions
	Practical

	BSBFLM406B
	Implement workplace information system
	(
	

	BSBFLM409B
	Implement continuous improvement
	(
	(

	BSBCMN404A
	Develop teams and individuals
	(
	(

	BSBCMN410A
	Coordinate implementation of customer service strategies
	(
	(

	BSBCMN412A
	Promote innovation and change
	(
	(

	BSBCMN413A
	Implement and monitor environmental policies
	(
	

	BSBCMN416A
	Identify risk and apply risk management processes
	(
	(

	BSBCMN419A
	Manage Projects
	(
	(

	BSBEBUS403A
	Communicate electronically
	(
	(

	BSBEBUS409A
	Lead and facilitate e-staff
	(
	(


	OVERVIEW OF RECOGNITION PROCESS


This kit has been developed to streamline the application for recognition of prior learning.

	RPL ASSESSMENT PROCESS FLOWCHART FOR ASSESSORS



	STEPS IN THE RPL PROCESS


1. Complete application 

The candidate completes the application forms in SECTION B. It is important candidates provide as much information of their previous experience in the business industry as is available. 

Documents that may be available include but are not limited to:

· brief CV or work history
· certificates/results of assessment – universities, vendor training courses, in house courses, workshops, seminars, symposiums
· diaries/task sheets/job sheets/log books
· membership of relevant professional associations
· hobbies/interests/special skills outside work
· references/letters from previous employers/supervisors
· industry awards
· any other documentation that may demonstrate industry experience

Candidates also need to provide contact details for one or two referees who can confirm their industry skills in context and over time.

To have skills formally recognised under the Australian Qualifications Framework, you must ensure the candidate’s skills meet industry standards.
2. Interview about candidate’s documentary information

Review the information provided by the candidate and arrange a time for both you and the candidate to discuss. Begin alignment of documentation and skills to the following qualification: 

BSB41001 Certificate IV in Business (Frontline Management)
The candidate will have the opportunity to discuss and identify previous experience with you. The available documents are step one in collecting information and you will need to determine which units of competency, if any, are fully covered at this stage. You use your own or your RTO’s assessment recording forms to record this stage of the assessment.

There may be instances where the candidate has little, or no, documentary information of industry experience. This is not a barrier to gaining recognition. This will just require you to rely on the questioning, practical assessment and referee validation phases of the RPL process.

3. Questions for the Competency Conversation

The bank of questions in SECTION C is the next phase in collecting evidence for the RPL process. The questions are designed to enable you to have a “competency conversation” with the candidate to further gain evidence of their past experience. REMEMBER, the primary focus is on the candidate’s experience.

Each question has “key points” to look for in responses. You may use the list of key points to formulate questions of your own if you wish, or contextualise the question to the candidate’s particular work situation. The Record of Conversation sheets indicate relevant content that should be sought. Place a tick next to each key point as you hear this topic being discussed during the conversation. You should read the “industry requirements” of each competency before the candidate answers the questions posed. You may also target the assessment to those aspects that present the greatest risk in the industry. Questions are aligned with the relevant unit/s of competency in SECTION G. 

It is not intended every question for all competencies is asked, only those competencies the initial interview about the candidate’s documentary evidence has failed to fully address. The question bank covers most but not all units in the kit. Units without questions are covered in the practical assessment/scenario section.
4. Practical assessment tasks

It is important that you use both Steps 3 (Questioning) and 4 (Practical Assessment) in doing this assessment. The RPL process is a streamlined RPL process which does not rely solely on practical assessment but uses a combination of questioning and practical to provide evidence of candidate competence.

This is the third phase in collecting evidence. A practical skills test is then conducted by you at the candidate’s workplace or another suitable venue. Appropriate permission must be sought before entering workplaces.

This is a further opportunity for candidate to demonstrate competence. It is expected the practical assessment will comprise only those competencies the candidate is still unable to demonstrate knowledge/experience in after documentary review and questioning have been applied. These assessments contain the practical skills and application of knowledge for the qualification. A number of holistic practical assessments are included in this kit (SECTION D) to assist you with tasks suitable for observation on the job. 

You decide if the response to questions and practical assessment tasks fulfils the requirements of the standard and may choose to pursue the issue further for a determination to be made. The assessment is a conversation/observation, not an exam, and you are encouraged to assist candidates to focus responses toward relevant issues.

Assessing through observation and questioning, particularly on the job, will speed up and streamline the RPL assessment process. 

NOTE: Where candidate’s documentation and questions meet the assessment requirement, it is still strongly recommended the candidate undertake one practical assessment so you are confident in making a judgement of “competent”. The practical assessment selection should be negotiated between you and the candidate.

Recording sheets for candidate information, questioning and the practical assessments have been included in SECTION D. You may use other recording mechanisms provided these also keep a complete record of assessment and justification of judgement. Candidate responses, observations of skills demonstrated and documents presented as evidence must be noted in enough detail so anyone external to the process (e.g. a fellow assessor, auditor, lawyer, etc) can read the record and retrace your judgement.  

5. Gap training

RPL is an assessment process designed to show areas of competence and to identify IF a candidate has gaps in skills and knowledge against a whole qualification.

Not all candidates will have skill/knowledge gaps. 

If a candidate has skills gaps, a pathway to complete training in the outstanding units can be negotiated to assist the client to gain the full qualification.
	EVIDENCE REVIEW


Recognition of prior learning outcomes (both Granted and Not Granted) are now funded nationally and as such will be included in National AVETMISS audits. NCVER have stipulated evidence recording requirements for RPL assessments as a minimum requirement for passing an AVETMISS audit. The following “Evidence Review” proforma has been approved by NCVER as covering AVETMISS audit requirements for RPL recorded outcomes. It also gives you an opportunity to track a student’s assessment progress at a glance.

It is expected that this “Evidence Review” summary sheet (or similar) would be attached to each participant’s evidence compiled during the RPL assessment process.

(Place a tick in the appropriate evidence collection method column for each unit of competency. Place a line through those units not examined as part of this RPL assessment.)
	Unit Code
	Unit Title
	Questions
	Practical
	Documents
	3rd Party Report
	Other evidence

	CORE UNITS

	BSBFLM403B
	Implement effective workplace relationships
	
	
	
	
	

	BSBFLM405B
	Implement operational plan
	
	
	
	
	

	BSBFLM412A
	Promote team effectiveness
	
	
	
	
	

	BSBCMN402A
	Develop work priorities
	
	
	
	
	

	BSBCMN411A
	Monitor a safe workplace
	
	
	
	
	

	ELECTIVE UNITS

	BSBFLM406B
	Implement workplace information system
	
	
	
	
	

	BSBFLM409B
	Implement continuous improvement
	
	
	
	
	

	BSBCMN404A
	Develop teams and individuals
	
	
	
	
	

	BSBCMN410A
	Coordinate implementation of customer service strategies
	
	
	
	
	

	BSBCMN412A
	Promote innovation and change
	
	
	
	
	

	BSBCMN413A
	Implement and monitor environmental policies
	
	
	
	
	

	BSBCMN416A
	Identify risk and apply risk management processes
	
	
	
	
	

	BSBCMN419A
	Manage Projects
	
	
	
	
	

	BSBEBUS403A
	Communicate electronically
	
	
	
	
	

	BSBEBUS409A
	Lead and facilitate e-staff
	
	
	
	
	


Assessor’s Name:  






Assessor’s Signature:





Date: 



SECTION B

Candidate Information and Application Forms

You give this information to the candidate for them to read about the RPL process and to complete the appropriate forms.

	WHAT DOES IT MEAN TO BE A FRONTLINE MANAGER


Frontline managers are integral to many different work situations in many diverse industries. They can be supervisors, team leaders, leading hands, unit coordinators, each with responsibility for leading a team towards achieving workplace goals.
Frontline management represents a move away from the traditional approach of one person controlling and maintaining workflow, discipline, and management of people, to a more team-based approach of coaching, facilitating and developing individuals. 

Therefore, the modern frontline manager will use team members’ talents effectively to build commitment to company goals and achieve high performance and productivity. The frontline manager will be a good role model to the team, monitor work performance, communicate decisions, guide and direct operations, identify and solve problems, monitor the achievement of organisational goals, plan for change, and lead a team through transition.

The Certificate IV in Business (Frontline Management) is the qualification recognised by industry for frontline management skills. The qualification consists of 8 units of competency - 5 compulsory units and 3 elective units. The Certificate IV in Business (Frontline Management) also provides a pathway to the Diploma of Business (Frontline Management) for those wishing to increase and refine their frontline management skills.

Candidates will need to be able to demonstrate that they can currently do some or all of the following:

· collect, analyse and communicate information and to use that information to develop and maintain effective working relationships and networks
· implement an operational plan by monitoring and adjusting operational performance, producing short-term plans for the department/section, planning and acquiring resources and providing reports on performance as required.

· promote teamwork by developing team plans to meet expected outcomes, leading the work team, and proactively working with the management of the organisation
· plan own work schedules, monitor and obtain feedback on work performance and development
· implement and monitor the organisation's Occupational Health and Safety policies, procedures and programs in the relevant work area to meet legislative requirements.

“If you are doing these roles in your job, then don’t write off your skills – consider getting them recognised.”

	TIPS AND HINTS TO HELP YOU PREPARE FOR RECOGNITION


To have skills formally recognised in the national system, assessors must make sure you have the skills and knowledge to meet the industry standard. This means you must be involved in a careful and comprehensive process that covers the content of all unit/s or qualification/s you can be recognised for.

Assessment happens in a variety of ways. Being prepared can save you valuable time and hassle and make the recognition process stress-free for you. 

Here are some tips and hints for you:

1. Be prepared to talk about your job roles and your work history. Bring a resume or jot down a few points about where you have worked, either paid or unpaid, and what you did there.

2. Bring your position description and any performance appraisals you have from any business offices or facilities you have worked in.

3. Consider the possibilities for workplace contact. Are you in a workplace that is supporting your goal to get qualified? Would you feel comfortable to have the assessor contact your workplace or previous workplaces so your skills can be validated?

4. Think about who can confirm your skill level. Think about current or recent supervisors who have seen you work in the past 18 months and will be able to confirm your skills. The assessor will need to contact them. You may also have community contacts or even clients themselves who can vouch for your skill level.

5. Collect any certificates from in-house training or formal training you have done in the past.

6. You can speak with your training organisation about other ways you can show your skills in the business sector. These could be letters from employers, records of your professional development sessions, employers or clients in related industries or government agencies, acknowledgements, workplace forms (as long as they don’t show client details) or other relevant documents.

	STEPS IN THE RPL PROCESS


Step 1 – Provide information of your skills and experience

Complete the attached forms and provide as much information of your previous experience in frontline management as you can. This is your first opportunity (and not the last) to provide proof of your variety of experience in the industry. Here you can supply examples of your work history which could include:

· brief CV or work history

· certificates/results of assessment – universities, vendor training courses, in house courses, workshops, seminars, symposiums

· diaries/task sheets/job sheets/log books

· membership of relevant professional associations

· hobbies/interests/special skills outside work

· references/letters from previous employers/supervisors

· industry awards

· any other documentation that may demonstrate industry experience
Depending on the industry you have worked in, you may or may not have documentary evidence available. This should not deter you from seeking RPL as the Assessor will work with you during the RPL process.

You will also need to supply contact details of one or two work referees who can confirm your skills in the industry. 

Step 2 – Conversation with Assessor

An assessor will review the information you have provided (usually with you) and begin to match up your skills to the units/subjects in the qualification. At this point, you will have the opportunity to discuss and identify your previous experience with the assessor who will understand your industry experience and conduct a competency conversation with you. You will be required to answer frontline management related questions to identify your current skills. 

Step 3 – Practical demonstration of your skills

The assessor will conduct a practical skills test at your workplace (if appropriate) or at another suitable venue. This, again, is an opportunity to demonstrate your level of competence. This assessment will be focussed on skills that are required in the qualification. Your assessor will identify the skills that he/she will want you to demonstrate.

Further steps

After the assessment, your assessor will give you information about the skills that have been recognised and whether you have gained the full qualification. If you do have skill gaps, these may be addressed through flexible training.
	APPLICATION – Self Assessment Questionnaire

BSB41004 Certificate IV in Business (Frontline Management


Candidate Name:  





  Date Completed:  



Please identify your level of experience in each competency. 

	Unit Code
	Unit Title
	I have performed these tasks

	
	
	Frequently
	Sometimes
	Never

	CORE UNITS

	BSBFLM403B
	Implement effective workplace relationships
	
	
	

	BSBFLM405B
	Implement operational plan
	
	
	

	BSBFLM412A
	Promote team effectiveness
	
	
	

	BSBCMN402A
	Develop work priorities
	
	
	

	BSBCMN411A
	Monitor a safe workplace
	
	
	

	ELECTIVE UNITS

	BSBFLM406B
	Implement workplace information system
	
	
	

	BSBFLM409B
	Implement continuous improvement
	
	
	

	BSBCMN404A
	Develop teams and individuals
	
	
	

	BSBCMN410A
	Coordinate implementation of customer service strategies
	
	
	

	BSBCMN412A
	Promote innovation and change
	
	
	

	BSBCMN413A
	Implement and monitor environmental policies
	
	
	

	BSBCMN416A
	Identify risk and apply risk management processes
	
	
	

	BSBCMN419A
	Manage Projects
	
	
	

	BSBEBUS403A
	Communicate electronically
	
	
	

	BSBEBUS409A
	Lead and facilitate e-staff
	
	
	


Candidate Signature:  





  Date: 



	RPL APPLICATION FORM


Applicant Details:

	1.  Occupation you are seeking recognition in
	

	2  Personal Details

	Surname
	

	Preferred Title (Mr, Mrs, Ms, Miss)
	

	First Name/s
	

	Any other name used
	

	Home Address
	

	Postal address if different from above 
	

	Telephone Numbers
	Home:
	Work:

	· 
	Mobile:
	Fax:

	Date of Birth
	     /       /        

	Gender 
	MALE ( / FEMALE (

	Age
	

	Are you a permanent Resident of Australia
	YES ( / NO (

	3  Current Employment 

	Are you currently employed?

If Yes, in which occupation are you currently employed? 

Who is your current employer? 


	YES ( / NO (
………………………………………………………

……………………………………………………….



	4. Armed Forces details (If Applicable)

	Branch of Service


	

	Trade classification on discharge


	


	5. Further Training

	Have you undertaken any training courses related to the occupation applied for?
	YES ( / NO (

	If Yes
	

	What occupation were you trained in?
	

	Training completion Date (month, year)
	

	Country where you trained
	

	Name of course and institution (if applicable)
	

	6.  Is there any further information you wish to give in support of your application
	

	7. Professional Referees (relevant to work situation)

	Name

Position

Organisation

Phone Number

Mobile Number

Email Address
	……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

	Name

Position

Organisation

Phone Number

Mobile Number

Email Address
	……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………


	APPLICANT EMPLOYMENT HISTORY FORM


	Name, Address and Phone number of Employers
	Period of Employment

(DD/MM/YYYY)
	Position Held
	Full Time

 Part-time

 Casual 
	Description of Major Duties

	
	From
	To
	
	
	

	1.


	
	
	
	
	

	2.


	
	
	
	
	

	3.


	
	
	
	
	

	4.


	
	
	
	
	

	5.


	
	
	
	
	


Attach additional sheet if required

If you are including documents in your application, please provide a brief description below 

	Document Description

(e.g. resume, photos, awards etc)
	Office Use Only – Assessor to use this section to align documents to specific units of competency and identify key questions for competency conversation

	
	

	
	

	
	

	
	

	
	


Declaration

I declare that the information contained in this application is true and correct and that all documents are genuine.

Candidate Signature:  





  Date 



SECTION C

Competency Conversation
This section assists the assessor in documenting the competency conversation.

Do NOT give this section to the candidate.

Once you have assessed the candidate’s documentary information and determined which competencies you still require more information/evidence on, you use the question bank and Record of Conversation sheets in this section to document evidence of past experience. It is not intended that every question for all competencies be discussed during the conversation, only those competencies the initial documentary review has failed to fully address. 

Each question has “key points” to look for in responses. You may use the list of key points to formulate questions of your own if you wish, or contextualise or rephrase the suggested question to the candidate’s particular work situation. The questions are not intended to be a formal ‘script’ for the assessor to follow, but to provide guidance in exploring the range of the candidate’s skills, knowledge and experience in performing a particular task or function.

The Record of Conversation sheets indicate relevant content that should be sought. Place a tick next to each key point as you hear this topic being discussed during the conversation. In doing so, you are making a statement of fact about what you hear the candidate say during the competency conversation. Use the Comments section to provide further detail about the context of the discussion or briefly outline any examples discussed by the candidate. You may also use the Comments section to make a brief analysis of the responses or summary judgements about the quality of the candidate’s responses in relation to the requirements of the competency standard.

Remember, the notes you take about this conversation are important evidence and should be retained in the candidate’s assessment record.
	QUESTION BANK


Note to Assessors: Refer to “Record of Conversation” sheets
	Unit of Competency
	Question

	BSBFLM403B
Implement effective workplace relationships
	1: 
Discuss how you have gathered information and then circulated that information within the workplace.

2: 
Discuss the methods that you have used to develop trust and positive relationships with co-workers, customers and suppliers.

3: 
Consider the networks that you belong to. How have you developed networks and how did you maintain those networks?

4: 
Describe the processes that you have used to deal with conflict and/or difficult situations among staff.

	BSBFLM405B
Implement operational plan
	5: 
In your experience, what are the important factors in implementing an operational plan?

6: 
Give examples of how you have successfully implemented operational plans for a business, department or section.

7: 
How have you determined the human resource and other physical resource requirements for your business needs and acquired these resources?

8: 
Outline the systems and processes you have used to effectively implement the operational plan, and to monitor operational performance.

	BSBFLM412A
Promote team effectiveness
	9:  
What skills and qualities do you consider that a manager needs to possess to effectively develop a team?

10: 
How have you developed team cohesion in your workplace?

11: 
What communication strategies have you used to ensure effective team work? 

12: 
What do you think are the most important factors in developing effective team work and why?

	BSBCMN402A
Develop work priorities
	13:
Discuss an example of how you have adapted your work plan when a factor beyond your control conflicted with the completion of a personal work activity. What factors contributed to the disruption and how did you replan your schedule?

14: 
What have you done to ensure your personal work performance meets your organisation’s standards for quality and customer service?

15: 
Discuss how you self-reflect on your work performances and how you plan and record your professional development

	BSBCMN411A
Monitor a safe workplace
	16: 
Outline how you have kept up-to-date with occupational health and safety legislation, regulation and industry practice.

17: 
Discuss how you have identified and recorded hazards and risks within the workplace.

18: 
Discuss risk control within your workplace. Outline procedures for implementing controls and monitoring risks.

19: 
Discuss the methods of consultation that you have used with your work groups to manage OH&S hazards within the workplace. How was this information used to ensure safety in the workplace?

20:
How have you identified the safety training needs of staff? What did you do to facilitate training?

21: 
How have you maintained OH&S records within your work team?  Why was maintaining this information important?

	ELECTIVE UNITS (choose 3)

	BSBFLM406B
Implement workplace information system
	E1: 
How have you determined the information needs for your business and acquired this information?

E2: 
What experience have you had in implementing business management systems including technology based systems?

E3: 
How do you ensure the success of business plans and budgets in your area of business operations?

	BSBFLM409B
Implement continuous improvement
	E4: 
How have you contributed to continuous improvement in your workplace?

E5:
How have you ensured system reviews are used to improve customer service?
E6: 
How have you ensured all staff are involved in continuous improvement in their day-to-day activities?

	BSBCMN404A
Develop teams and individuals
	E7: 
Discuss a learning plan you have been involved in developing for yourself or a member of your team. How were the learning and development requirements of the individual identified?

E8: 
How have you ensured learning activities meet the identified needs?

E9:
Explain the monitoring process your organisation uses to assess learning outcomes are met.

	BSBCMN410A
Coordinate implementation of customer service activities
	E10: 
Discuss a recommendation you made to management to improve on meeting customer needs. What methods did you use to assess customer needs?

E11: 
Outline your organisations Customer Service Standard. How do you monitor how effectively the Standard is applied in the workplace?

E12: 
How does your organisation promote and encourage good customer service?

	BSBCMN412A
Promote innovation and change
	E13: 
Discuss a change to work practices implemented in your workplace. How was the need for change identified? How did you contribute to the implementation of the change?

E14:
What methods have you used to gather information on the effect of change? How did you present this information to senior management?

E15: 
Describe an innovative idea you have had to improve work practices. What guidelines did you follow when considering the idea and how did you source feedback on the idea?

	BSBCMN413A
Implement and monitor environmental policies
	E16: 
Describe your organisation’s environmental policies and procedures. How have you shared this information with others in your work team?

E17: 
Discuss your role and responsibilities in identifying environmental hazards and assessing risk in your area. What types of reports are you required to complete (both internal and external)?

E18:
Provide three (3) examples of environmental risks you have identified in your work area. What action did you take to rectify or improve the situation?

E19:
What training have you undertaken (or arranged for your team) on environmental procedures and what did the training cover?

	BSBCMN416A

Identify risk and apply risk management processes
	E20: 
How is risk identified and evaluated in your organisation? How is this information used?

E21: 
Describe a risk you have identified in your workplace and how you treated the risk. What did you do to ensure the treatment was effective?

	BSBCMN419A
Manage projects
	E22: 
Discuss an example of a project you have managed and how you formulated your project plan.

E23:
In administering a project plan, how did you manage risk?

E24:
What information have you collected at the final review of a project? How was it used to plan for future projects?

	BSBEBUS403A
Communicate electronically
	E25: 
How have you participated in online communication?  Give examples.

E26: 
Were there any records kept of this online communication?

E27: 
Were you involved in the setup of this communication?  If so, what organisational procedures or policies did you follow?

E28: 
Give an example of the guidelines and protocols you followed in your collaborations for online conferencing?

	BSBEBUS409A
Lead and facilitate e-staff
	E29: 
Describe an arrangement you have worked under in which you supervised staff carrying out work duties at an alternative site i.e. at home or elsewhere?

E30: 
What implementation issues were considered to ensure offsite staff were supported, protected and assisted in performing their job?

E31: 
How were arrangements formalised?

E32:
How did you arrive at agreed outcomes with your staff for their duties? How did you supervise or mentor these staff?


	RECORD OF CONVERSATION
BSBFLM403B  Implement effective workplace relationships


CANDIDATE’S NAME:

Question 1: 
Discuss how you have gathered information and then circulated that information within the workplace.
Question 2: 
Discuss the methods that you have used to develop trust and positive relationships with co-workers, customers and suppliers.
Question 3: 
Consider the networks that you belong to. How have you developed networks and how did you maintain those networks?
Question 4: 
Describe the processes that you have used to deal with conflict and/or difficult situations among staff.
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question 1
	Interpersonal skills 
Effective communication
Leadership and teamwork

Workplace procedures

Conflict resolution

Respect for person
Code of conduct / ethical standards
	
	

	Gathering information: awards, legislation, agreements, policies, procedures, standards, archives, planning, networking, meetings 
	
	
	

	Disseminate information: formal, informal, meetings, seminars, workshops, written, verbal, training, newsletters, electronic
	
	
	

	Question 2
	
	
	

	Honesty, politeness, recognition, confidentiality, empathy, integrity, cultural respect, consistency of service/support, communication, acknowledge contribution of others, positive role modelling; meet needs of co-workers, customers and suppliers
	
	
	

	Question 3
	
	
	

	Making contact, open communication, confidentiality, non discriminatory, building trust and relationships, contributing ideas and information, action, meeting outcomes, providing feedback, sharing information, being supportive
	
	
	

	Question 4
	
	
	

	Analysis of problem/issue, communication, listening, facilitation of discussion, consultation and mediation, support, counselling, policies and procedures, training, coaching, mentoring, staff development plans, feedback, review
	
	
	


	RECORD OF CONVERSATION
BSBFLM405B  Implement operational plan


CANDIDATE’S NAME:

Question 5: 
In your experience, what are the important factors in implementing an operational plan?

Question 6: 
Give examples of how you have successfully implemented operational plans for a business, department or section.
Question 7: 
How have you determined the human resource and other physical resource requirements for your business needs and acquired these resources?

Question 8: 
Outline the systems and processes you have used to effectively implement the operational plan, and to monitor operational performance.
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question 5
	Risk management
Budget and resource management

Contingency management
Mentoring, coaching, and training

Interpersonal skills 

Effective communication

Leadership and teamwork
	
	

	Relates to organisational business plan and other policies
	
	
	

	Collecting resource information and analysing the information
	
	
	

	Setting performance indicators
	
	
	

	Gaining to team members acceptance and understanding of plan
	
	
	

	Acquiring appropriate resources
	
	
	

	Regular monitoring of KPIs
	
	
	

	Planning for, and managing, contingencies in the event changes KPIs are not achieved
	
	
	

	Communicating to staff and stakeholders
	
	
	

	Question 6
	
	
	

	Identifies appropriate resource information
	
	
	

	Identifies linkages to organisation’s business plan or other higher level plan
	
	
	

	Plans for contingencies
	
	
	

	Monitors plan and achievement of KPIs
	
	
	

	Recruits employees to meet plan’s objectives
	
	
	

	Monitors financial targets and budgets
	
	
	

	Links in with organisation’s continuous improvement strategy
	
	
	

	Gives support and mentoring to employees to achieve plan
	
	
	

	Question 7
	
	
	

	Gathers and analyses information from specialists e.g. finance or HR manager
	
	
	

	Includes requirements of organisation performance or business plan
	
	
	

	Analyses outputs, staff and equipment required for break-even
	
	
	

	Acquires physical resources and services
	
	
	

	Question 8
	
	
	

	Key performance indicators
	
	
	

	Financial management tools, including budget performance
	
	
	

	Human resource management tools
	
	
	

	Quality system
	
	
	

	Systems for addressing unsatisfactory performance
	
	
	

	Implementation of continuous improvement systems
	
	
	

	Employee performance management
	
	
	


	RECORD OF CONVERSATION
BSBFLM412A  Promote team effectiveness


CANDIDATE’S NAME:

Question 9:  
What skills and qualities do you consider that a manager needs to possess to effectively develop a team?
Question 10: 
How have you developed team cohesion in your workplace?
Question 11: 
What communication strategies have you used to ensure effective team work? 
Question 12: 
What do you think are the most important factors in developing effective team work and why?
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question 9
	Interpersonal skills 

Effective communication

Leadership and teamwork

Conflict resolution

Respect for person

Code of conduct / ethical standards
	
	

	Ability to relate to people from a range of social, cultural and ethnic backgrounds and physical and mental abilities
	
	
	

	Communication skills, including conflict resolution, empathy, etc
	
	
	

	Basic training skills, including mentoring and coaching
	
	
	

	Planning and organising skills, including delegation
	
	
	

	Problem solving skills
	
	
	

	Leadership skills
	
	
	

	Motivation skills
	
	
	

	Question 10
	
	
	

	Using collaborative planning and decision making
	
	
	

	Multi skilling and job rotation
	
	
	

	Team Meetings and Workshops
	
	
	

	Regularly encouraging two way communication
	
	
	

	Addressing problems and concerns quickly
	
	
	

	Set example through own approach
	
	
	

	Question 11
	
	
	

	Performance Reviews
	
	
	

	Team Meetings and Workshops
	
	
	

	Regular feedback
	
	
	

	Encouraging team members to take responsibility
	
	
	

	Team encouraged to identify problems
	
	
	

	Mentoring and support
	
	
	

	Ensure adequate lines of communication between line management and team
	
	
	

	Question 12
	
	
	

	Regular and consistent communication
	
	
	

	Collaboratively establishing a common goal or vision
	
	
	

	Developing and keeping team morale and motivation at high levels
	
	
	

	Team members cooperate and take responsibility
	
	
	

	Communication with management kept open
	
	
	

	Managers communicate performance achievements
	
	
	

	Team members encouraged to identify issues and problems, and these are followed up by management
	
	
	

	Using technology to facilitate information sharing and communication
	
	
	


	RECORD OF CONVERSATION
BSBCMN402A  Develop work priorities


CANDIDATE’S NAME:

Question 13:
Discuss an example of how you have adapted your work plan when a factor beyond your control conflicted with the completion of a personal work activity. What factors contributed to the disruption and how did you replan your schedule?
Question 14: 
What have you done to ensure your personal work performance meets your organisation’s standards for quality and customer service?

Question 15: 
Discuss how you self-reflect on your work performances and how you plan and record your professional development
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question 13
	Legislation 

Company policies and procedures 

Productivity management

Time management

Business technology

Records management
	
	

	Factors 

· interruptions or delays by others

· conflicting priorities 

· competition for scare resources 

· changes in the scope of work by the client 

· changes in materials cost outside budget 

· technology/equipment breakdown

· describes other 
	
	
	

	Resolves problems
	
	
	

	Plans for further contingencies 
	
	
	

	Allows for time delays
	
	
	

	Plans to achieve other work outcomes during delays
	
	
	

	Asks for help
	
	
	

	Prioritises and plans to complete non-priority work later
	
	
	

	Question 14
	
	
	

	Sequences work efficiently
	
	
	

	Follows procedures, work instructions
	
	
	

	Complies with legislative and regulatory requirements
	
	
	

	Clarifies work through discussions 
	
	
	

	Monitors own work output 
	
	
	

	Asks for feedback 
	
	
	

	Acts on feedback and self-assessment 
	
	
	

	Uses controlled documents – forms, task checklists, batch control sheets, etc
	
	
	

	Complete workplace documentation at each stage of process
	
	
	

	Reports errors and inconsistencies
	
	
	

	Takes corrective action / resolves issues
	
	
	

	Contributes to procedural improvements
	
	
	

	Question 15
	
	
	

	Shows awareness of opportunities for learning and development 
	
	
	

	Discusses learning and plan opportunities 
	
	
	

	Accesses professional development activities 
	
	
	

	Demonstrates pro-active attitude towards skills development 
	
	
	

	Attends professional workshops, community courses, in-house programs, conferences
	
	
	

	Receives coaching and mentoring
	
	
	

	Conferences
	
	
	

	Undertakes formal education 
	
	
	


	RECORD OF CONVERSATION
BSBCMN411A  Monitor a safe workplace


CANDIDATE’S NAME:

Question 16: 
Outline how you have kept up-to-date with occupational health and safety legislation, regulation and industry practice.

Question 17: 
Discuss how you have identified and recorded hazards and risks within the workplace.
Question 18: 
Discuss risk control within your workplace. Outline procedures for implementing controls and monitoring risks.

Question 19: 
Discuss the methods of consultation that you have used with your work groups to manage OH&S hazards within the workplace. How was this information used to ensure safety in the workplace?
Question 20:
How have you identified the safety training needs of staff? What did you do to facilitate training?
Question 21: 
How have you maintained OH&S records within your work team?  Why was maintaining this information important?

	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question 16
	Legislative requirements
Hazard identification and control
Company policies and procedures

Records management
Management systems
	
	

	Notes new legislation, codes of practices, etc
	
	
	

	Conducts research (internet, media, industry journals, networks, industry associations, statistics, libraries)
	
	
	

	Networks across industry sectors
	
	
	

	Receives information bulletins or updates from professional associations
	
	
	

	Attends safety seminars, workshops and conferences
	
	
	

	Reads industry journals, books, information guides
	
	
	

	Scans industry and general media
	
	
	

	Uses organisation’s library
	
	
	

	Maintains links with local, state, national organisations
	
	
	

	Networks with organisation’s WHS personnel
	
	
	

	Question 17
	
	
	

	Identification of risks/hazards: workplace inspections; consultation; observation; examine incident and injury records; ask co-wokers; OH&S audits and reports; meetings; checking and maintaining equipment; maintaining register of equipment faults/hazards
	
	
	

	Recording: reports – audit, OH&S; Hazard Identification Forms, Provisional Improvement Notices, Risk Assessment Reports; Accident Report Form; Hazardous Substance Register, first aid reports; plant and equipment maintenance registers; minutes of OHS committee meetings; Material Safety Data Sheets; environmental reports
	
	
	

	Question 18
	
	
	

	Hierarchy of controls:

Eliminate

Substitute

Engineer

Administrate

PPE
	
	
	

	Undertakes audit and inspection reports
	
	
	

	Consults with WHS personnel
	
	
	

	Determines consequences (severity, likelihood, perceived and actual risks)
	
	
	

	Monitoring: periodically reviewing risk management processes; reviewing outcomes of audits; follow-up recommendations and actions implemented; review action plans; management to analyse statistics
	
	
	

	Question 19
	
	
	

	Examples of consultation: Individual or group meetings, induction and training sessions, suggestions to/from staff; participation in OHS committees, sharing investigation results, involving team members in safety audits; referring matters to union delegates if appropriate
	
	
	

	Acts promptly on receipt of information; follows up on outstanding issues; re-trains staff if necessary; maintains confidentiality (if appropriate); records actions taken
	
	
	

	Ensures OH&S representatives present at meetings
	
	
	

	Question 20
	
	
	

	Identifies training needs: observation, consultation, legislative requirements, organisational requirements; skills audit/identifying gaps; training needs analysis; gap training
	
	
	

	Consults OH&S committee/representatives
	
	
	

	Arranges individual training (mentoring, coaching, on-the-job training, demonstration)
	
	
	

	Arranges group training (on-/off-site courses, upskilling)
	
	
	

	Allocates training budget and/or resources
	
	
	

	Question 21
	
	
	

	Maintaining records: documents readily available; documents approved by appropriate person; documentation periodically reviewed and revised; actions followed up with appropriate personnel, medical records maintained in confidence; document appropriately stored and archived
	
	
	

	Legal requirements, workplace requirements, common law
	
	
	


ELECTIVE UNITS

(select 3)

	RECORD OF CONVERSATION
BSBFLM406B  Implement workplace information system


CANDIDATE’S NAME:

Question E1: 
How have you determined the information needs for your business and acquired this information?
Question E2: 
What experience have you had in implementing business management systems including technology based systems?
Question E3: 
How do you ensure the success of business plans and budgets in your area of business operations?
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E1
	Enterprise policy and procedures

Quality assurance

Planning and evaluation processes
Leadership skills

Effective consultation and communication

Records management

Information privacy
	
	

	Sources information from specialists eg finance or HR manager
	
	
	

	Uses information management systems within enterprise
	
	
	

	Analyses staff and client feedback
	
	
	

	Utilises performance reporting systems (eg to identify trends and developments)
	
	
	

	Develops plans to acquire information where not immediately available
	
	
	

	Prepares resource proposals (e.g. business cases) to management
	
	
	

	Question E2
	
	
	

	Examples of workplace systems: Financial Management Systems; Records Management System; HR and payroll systems; Customer Relationship Management Systems; Performance Management Systems
	
	
	

	Understands different sources of information and the need to link information management and reporting
	
	
	

	Ability to assess future information requirements and make recommendations for improvement
	
	
	

	Question E3
	
	
	

	Ensures business plans reflect organisational outcomes
	
	
	

	Involves team in the budget development
	
	
	

	Encourages staff to develop resource submissions
	
	
	

	Uses information systems to support budget e.g. to identify where extra resources required
	
	
	

	Makes contingency plans
	
	
	

	Follows enterprise guidelines and processes for budget management
	
	
	


	RECORD OF CONVERSATION
BSBFLM409B  Implement continuous improvement


CANDIDATE’S NAME:

Question E4: 
How have you contributed to continuous improvement in your workplace?
Question E5:
How have you ensured system reviews are used to improve customer service?
Question E6: 
How have you ensured all staff are involved in continuous improvement in their day-to-day activities?

	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E4
	Continuous improvement strategies

Benchmarking

Change management

Effective consultation and communication
Planning and evaluation processes

Productivity management
Interpersonal skills 

Leadership and teamwork
	
	

	Develops organisational policies and procedures
	
	
	

	Implements communication strategies with staff
	
	
	

	Uses customer feedback processes for systems improvement
	
	
	

	Implements quality assurance systems
	
	
	

	Involves employees in system improvements
	
	
	

	Implements team recognition and reward programs
	
	
	

	Completes performance appraisals
	
	
	

	Maintains records and reports recommendations
	
	
	

	Question E5
	
	
	

	Uses Total Quality Management tools (eg. benchmarking, process reengineering, measuring, solution analysis, Plan-Do-Check-Act, quality circles)
	
	
	

	Uses customer satisfaction survey results
	
	
	

	Uses Quality Standards / procedures / flowcharts / checklists
	
	
	

	Analyses performance reports
	
	
	

	Undertakes quality audits
	
	
	

	Maintains records and reports feedback 
	
	
	

	Monitors work performance against customer standards
	
	
	

	Question E6
	
	
	

	Involves staff in developing procedures
	
	
	

	Seeks regular staff feedback / open communication
	
	
	

	Collaborates in making decisions
	
	
	

	Uses quality monitoring processes
	
	
	

	Builds culture of improvement / innovation / learning
	
	
	

	Uses coaching and mentoring of staff to improve quality focus
	
	
	

	Make organisational goals meaningful
	
	
	

	Implement recognition and reward program
	
	
	

	Celebrates successes
	
	
	


	RECORD OF CONVERSATION
BSBCMN404A  Develop teams and individuals


CANDIDATE’S NAME:

  ASSESSOR’S NAME:

   DATE:


Question E7: 
Discuss a learning plan you have been involved in developing for yourself or a member of your team. How were the learning and development requirements of the individual identified?
Question E8: 
How have you ensured learning activities meet the identified needs?

Question E9:
Explain the monitoring process your organisation uses to assess learning outcomes are met.
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E7
	Interpersonal skills 

Effective communication

Leadership and teamwork

Productivity management
	
	

	Conducts a training needs analysis
	
	
	

	Establishes priority learning activities
	
	
	

	Develops learning plan collaboratively with appropriate personnel
	
	
	

	Seeks agreement on learning plan before implementing
	
	
	

	Selects cost effective learning methods (coaching, personal study, external formal courses, in house or on-the-job training)
	
	
	

	Completes analysis systematically and/or periodically
	
	
	

	Adds new or changed equipment, procedures, systems or processes to learning needs
	
	
	

	Encourages individuals to identify own learning activities
	
	
	

	Collects and compares performance feedback
	
	
	

	Validates learning needs against organisational requirements
	
	
	

	Question E8
	
	
	

	Follows guidelines, policies and procedures
	
	
	

	Identifies industry standards for job role
	
	
	

	Checks proposed learning activities to identify learning outcomes
	
	
	

	Seeks feedback from others on external programs or facilitators
	
	
	

	Question E9
	
	
	

	Interviews individual before attending learning activities to clarify expectations
	
	
	

	Interviews individual on completion of activity to assess learning
	
	
	

	Supports individual in implementing learning back in the workplace
	
	
	

	Obtains feedback from trainee and trainers on learning outcomes and future learning needs
	
	
	

	Assesses and records performance outcomes to determine effectiveness of learning and additional development needs
	
	
	

	Reviews and modifies learning plans during learning
	
	
	

	Maintains learning records to identify future development needs
	
	
	


	RECORD OF CONVERSATION
BSBCMN410A  Coordinate implementation of customer service activities


CANDIDATE’S NAME:

  ASSESSOR’S NAME:

   DATE:


Question E10: 
Discuss a recommendation you made to management to improve on meeting customer needs. What methods did you use to assess customer needs?
Question E11: 
Outline your organisations Customer Service Standard. How do you monitor how effectively the Standard is applied in the workplace?
Question E12: 
How does your organisation promote and encourage good customer service?
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E10
	Legislation 
Industry codes of practice
Company policies and procedures
Customer special needs

Planning and evaluation processes

Confidentiality

Effective communication

Leadership and teamwork
	
	

	Discusses recommendation – delivery times, price offer, product/service availability, refund/guarantee offer
	
	
	

	Customer survey
	
	
	

	Complaint forms
	
	
	

	Customer database
	
	
	

	Customer service statistics
	
	
	

	Analysis of data
	
	
	

	Written reports
	
	
	

	Minutes of meetings
	
	
	

	Question E11
	
	
	

	Identifies key aspects of Customer Service Standard
	
	
	

	Identifies the approach staff members should take to the customer 
	
	
	

	Identifies types of issues the member can deal with themselves, and those that are referred to management
	
	
	

	Identifies returns and refund procedure
	
	
	

	Outlines method for dealing with a complaint about service
	
	
	

	Outlines how to dealing with goods under warranty or guarantee
	
	
	

	Discusses complaints recording procedure
	
	
	

	Monitors implementation by:

· reviewing customer service data – surveys, complaints, questionnaires 
· identifying changes required 
· reporting to designated personnel 
· making recommendations for future strategies
· maintaining records to compare outcome
	
	
	

	Question E12
	
	
	

	Provides clear instructions
	
	
	

	Embed within workplace procedures
	
	
	

	Inducts new staff
	
	
	

	Involves everyone in the process
	
	
	

	Sets sales targets
	
	
	

	Provides incentives
	
	
	

	Conducts training
	
	
	


	RECORD OF CONVERSATION
BSBCMN412A  Promote innovation and change


CANDIDATE’S NAME:

  ASSESSOR’S NAME:

   DATE:


Question E13: 
Discuss a change to work practices implemented in your workplace. How was the need for change identified? How did you contribute to the implementation of the change?

Question E14:
What methods have you used to gather information on the effect of change? How did you present this information to senior management?
Question E15: 
Describe an innovative idea you have had to improve work practices. What guidelines did you follow when considering the idea and how did you source feedback on the idea?
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E13
	Legislation 
Industry codes of practice
Company policies and procedures

Planning and evaluation processes

Organisation’s strategic plan
Effective communication

Leadership and teamwork
	
	

	Identifies an appropriate example of workplace change
	
	
	

	Identifies change drivers:

· management decisions (e.g. relocation, downsizing, new priorities)
· technical, market, organisational or resource changes or uncertainty  
· corporate research and development
· organisational restructuring, staffing changes 
· introduction of new technology or products
· continuous improvement programs 
· employee or team suggestions or interviews
· market demands; new client base 
· analysis of qualitative/quantitative data 
· brainstorming and feedback 
	
	
	

	Implements change by:

· creating a readiness to change
· creating shared vision and common direction 
· developing leadership
· implementing mentoring and coaching programs 
· building the ability to change
· promoting participation and consultation with individuals and teams
· encouraging teams and asking for feedback 
· promoting positive attitude 
	
	
	

	Question E14
	
	
	

	Customer surveys 
	
	
	

	Employee satisfaction 
	
	
	

	Industrial disputes
	
	
	

	Supplier feedback
	
	
	

	Productivity measures
	
	
	

	Cost savings 
	
	
	

	Market share data 
	
	
	

	Presents information to senior management through:

· weekly reports
· monthly reports 
· present to consultative groups 
· occupational health and safety meetings 
· union delegates consultation 
· financial reports 
· business and performance plans 
	
	
	

	Question E15
	
	
	

	Values contribution of others 
	
	
	

	Integrates different points of view
	
	
	

	Ensures idea is realistic
	
	
	

	Ensures idea relates to work practices / company goals
	
	
	

	Ensures idea is clear, correct and complete
	
	
	

	Identifies risk factors and potential constraints
	
	
	

	Provides recommendation for success of change
	
	
	

	Sources feedback through:

· customer surveys
· interviews
· comments from colleagues 
· analysis of qualitative/quantitative data 
· recommendations 
· management decisions 
· knowledge management systems
· quality assurance data
	
	
	


	RECORD OF CONVERSATION
BSBCMN413A  Implement and monitor environmental policies


CANDIDATE’S NAME:

  ASSESSOR’S NAME:

   DATE:


Question E16: 
Describe your organisation’s environmental policies and procedures. How have you shared this information with others in your work team?
Question E17: 
Discuss your role and responsibilities in identifying environmental hazards and assessing risk in your area. What types of reports are you required to complete (both internal and external)?

Question E18:
Provide three (3) examples of environmental risks you have identified in your work area. What action did you take to rectify or improve the situation?

Question E19:
What training have you undertaken (or arranged for your team) on environmental procedures and what did the training cover?

	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E16
	Legislation and Acts 

Codes of practice 

Enterprise policies and procedures 

Legal requirements 

Australian Standards

Planning and evaluation processes
	
	

	Identifies organisation’s policy, which may include:

· hazard and risk identification
· avoid or minimise risk and waste 
· environmental signage and labelling
· environmental auditing 
· environmental aspects of product standards 
· environmental work practices
· record keeping and reporting procedures 
	
	
	

	Shares information through:

· communicating others (verbally, in writing, posters, memos, procedures, emails)
· leading by example
· demonstrating practices 
· training team members
· inducting new team members
	
	
	

	Question E17
	
	
	

	Implements current strategies and future improvements
	
	
	

	Monitors strategies and outcomes and keeping records
	
	
	

	Understands and maintains knowledge on environmental concepts, policies and procedures
	
	
	

	Acts as a facilitator to involve and consult with staff
	
	
	

	Educates or identifies training needs
	
	
	

	Supervises others
	
	
	

	Reports environmental information (internally and externally) eg:

· measurements of environmental performance
· details of environmental hazards
· details of environmental polices and strategies 
· assessment of environmental polices and strategies
· details of potential and existing environmental risks assessment and identification 
· comments and responses – including internal and external sources 
	
	
	

	Question E18
	
	
	

	Examples of environmental risks:
	
	
	

	Incorrect resource use – paper, cardboard, office equipment, electricity 
	
	
	

	Poor energy management – heating, cooling, office equipment, lighting, water heating 
	
	
	

	Incorrect purchasing – office stationary, batteries, printer cartridges, photocopiers, computers, furniture, paper, printing, cleaning services
	
	
	

	Transport – couriers, company cars, commuting to work, freight deliveries 
	
	
	

	Waste – paper, glass bottles, aluminium cans, hand towels, obsolete office equipment, light bulbs, organic waste
	
	
	

	Rectification actions:
	
	
	

	Identifies action to be taken
	
	
	

	Determines who takes the action – self or delegate
	
	
	

	Develops an information and communication plan
	
	
	

	Sets targets and timelines to rectify
	
	
	

	Monitors results
	
	
	

	Seeks approval as required
	
	
	

	Question E19
	
	
	

	Formal training – workshops, seminars
	
	
	

	Informal training – one-on-one
	
	
	

	Organisation wide – general awareness training
	
	
	

	Training may cover:

· new and changed environmental procedures and initiatives 
· use of equipment
· purchasing environmentally friendly products 
· specific procedures e.g. toner cartridge recycling 
	
	
	


	RECORD OF CONVERSATION
BSBCMN416A  Identify risk and apply risk management processes


CANDIDATE’S NAME:

  ASSESSOR’S NAME:

   DATE:


Question E20: 
How is risk identified and evaluated in your organisation? How is this information used?
Question E21: 
Describe a risk you have identified in your workplace and how you treated the risk. What did you do to ensure the treatment was effective?
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E20
	Legislation

Company policies and procedures

Australian Standards

Risk management practices

Planning and evaluation processes
	
	

	Identifies risks through:

· checklists
· judgement based on experience and records 
· flow charts 
· brainstorming 
· systems analysis 
· scenario analysis
· systems engineering techniques 
	
	
	

	Evaluates:

· existing controls
· impact (consequences)
· frequency of occurrence
· likelihood of occurrence
· overall level of risk
· appropriate risk models and tools
	
	
	

	Continually monitors identified risks 
	
	
	

	Determines which risks should be treated
	
	
	

	Identifies options to treat risks with positive outcomes 
	
	
	

	Assesses each option to treat risk 
	
	
	

	Develops and implements treatment plans (control measures)
	
	
	

	Analyses and evaluates residual risks after treatment plans have been implemented 
	
	
	

	Question E21
	
	
	

	Describes risk identified 
	
	
	

	Proposes action (control measures)
	
	
	

	Allocates resources as required
	
	
	

	Delegates responsibilities
	
	
	

	Sets timeframes
	
	
	

	Outlines performance measures
	
	
	

	Reports on treatment plan
	
	
	

	Conducts regular reviews of implemented treatment
	
	
	

	Measures treatment success against plan
	
	
	

	Monitors and improves treatment
	
	
	


	RECORD OF CONVERSATION
BSBCMN419A  Manage projects


CANDIDATE’S NAME:

  ASSESSOR’S NAME:

   DATE:


Question E22: 
Discuss an example of a project you have managed and how you formulated your project plan.

Question E23:
In administering a project plan, how did you manage risk?

Question E24:
What information have you collected at the final review of a project? How was it used to plan for future projects?
	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E22
	Legislation

Data management

Resource Management

Australian Standards

Time management
Information technology

Company policies and procedures

Effective communication

Planning and evaluation processes
	
	

	Establishes project scope, parameters and constraints
	
	
	

	Defines and analyses project stakeholders
	
	
	

	Identifies reporting relationships
	
	
	

	Identifies relationships to other projects in the organisation
	
	
	

	Identifies required resources (including human resources)
	
	
	

	Sources organisation project tools
	
	
	

	Sequences and schedules activities and tasks
	
	
	

	Develops and costs budgets
	
	
	

	Seeks input from other functional areas
	
	
	

	Gains approval for project plan
	
	
	

	Question E23
	
	
	

	Develops a risk management plan
	
	
	

	Ensures project personnel are clear about roles and responsibilities
	
	
	

	Implements training as required
	
	
	

	Provides support as required
	
	
	

	Seeks specialist input
	
	
	

	Maintains records for progress reports
	
	
	

	Communicates frequently with stakeholders
	
	
	

	Identifies and evaluates risk to establish treatment
	
	
	

	Monitor and review projects systems
	
	
	

	Question E24
	
	
	

	Collects performance information through:

· contract documents
· forms, logs, checklists completed by personnel
· progress reports

· finance/budget reports
· performance criteria on contractors
· process information
· documented problems
	
	
	

	Prepares project completion report including future recommendations
	
	
	

	Reviews information against original plan and updates plan for future use
	
	
	

	Advises of problems faced and resolutions
	
	
	

	Reviews processes for more effective implementation
	
	
	

	Determines suitability of contractors for future projects
	
	
	

	Documents lessons learned
	
	
	


	RECORD OF CONVERSATION
BSBEBUS403A  Communicate electronically


CANDIDATE’S NAME:

Question E25: 
How have you participated in online communication?  Give examples.

Question E26: 
Were there any records kept of this online communication?

Question E27: 
Were you involved in the setup of this communication?  If so, what organisational procedures or policies did you follow?

Question E28: 
Give an example of the guidelines and protocols you followed in your collaborations for online conferencing?

	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E25
	Legal requirements
Privacy, confidentiality 
Intellectual property protocols
'Netiquette' and internet protocols
	
	

	Examples may include: teleconferencing, videoconferencing, collaboration software, live chat, whiteboarding, bulletin boards, electronic groups
	
	
	

	Provides information on the type of equipment and software used
	
	
	

	Has knowledge of process and instructions for operation of software/technology
	
	
	

	Follows organisational policies and procedures in relation to online communication
	
	
	

	Question E26
	
	
	

	Documents / records online communication i.e. agenda, minutes, action plans and follow up
	
	
	

	Ensures legal and ethical requirements for online collaboration are met
	
	
	

	Question E27
	
	
	

	Follows procedures, protocols and meeting behaviour for electronic conferencing
	
	
	

	Sources technology requirements for electronic conferencing
	
	
	

	Uses software features during conferencing
	
	
	

	Refers to manufacturer’s instructions for use of equipment, and associated help manuals
	
	
	

	Arranges technical advice when difficulties occur
	
	
	

	Question E28
	
	
	

	Example provided of guidelines for collaborations in online conferencing
	
	
	

	Identifies specific guidelines relating to online electronic communication to meet organizational requirements
	
	
	

	Outlines meeting rules, i.e. agenda, minutes, ongoing actions etc. that were adopted
	
	
	

	Identified record keeping procedures followed
	
	
	


	RECORD OF CONVERSATION
BSBEBUS409A  Lead and facilitate e-staff


CANDIDATE’S NAME:

Question E29: 
Describe an arrangement you have worked under in which you supervised staff carrying out work duties at an alternative site i.e. at home or elsewhere?

Question E30: 
What implementation issues were considered to ensure offsite staff were supported, protected and assisted in performing their job?

Question E31: 
How were arrangements formalised?

Question E32:
How did you arrive at agreed outcomes with your staff for their duties? How did you supervise or mentor these staff?

	KEY POINTS

The candidate’s response should evidence the following
	INDUSTRY REQUIREMENTS

These must be evidenced in the candidate’s response
	Indicate if response addresses KP and IR
	COMMENTS

Record other key points and examples from conversation. 

Identify whether a practical assessment is warranted.

	Question E29
	Legal factors and regulatory policies

Company policy and procedures 
Effective communication
Leadership and teamwork
Quality Assurance
	
	

	Provides information on role and responsibilities
	
	
	

	Identifies the suitability of work for offsite arrangements
	
	
	

	Identifies work objectives and output targets
	
	
	

	Identifies where individuals concerned are suitable to work offsite / unsupervised
	
	
	

	Identifies reporting arrangements and supervisor arrangements i.e. timelines and outcomes 
	
	
	

	Outlines formal relationships with other staff not offsite
	
	
	

	Question E30
	
	
	

	Considers:

· security of staff

· public liability

· utilities at offsite location

· communication expenses

· use of information technology to support workers

· work routines
	
	
	

	Implements communication strategy to support offsite staff (regular contact via telephone, e-mail and face-to-face discussions/meetings)
	
	
	

	Question E31
	
	
	

	Provides evidence of agreement for working on alternative site in e-work environment

eg. telecommuting, work-from-home, virtual office 
	
	
	

	Coordinates formal agreement with staff to ensure all conditions of employment are clear
	
	
	

	Arranges inspection of premises (WHS)
	
	
	

	Addresses issues such as workers’ compensation, public liability, insurance, taxation issues
	
	
	

	Ensures employee has access to other support e.g. human resources, training, employee assistance services
	
	
	

	Sets up channels to ensure adequate involvement with team and other ‘on-site’ staff
	
	
	

	Question E32
	
	
	

	Ensures guidance is provided by supervisor or mentor 
	
	
	

	Formalises supervisor and mentor arrangements
	
	
	

	Manages links between office based staff and e-staff (eg regular meetings)
	
	
	

	Establishes regular performance reviews / training requirements
	
	
	

	Provides communication systems to ensure staff can stay in contact with supervisor
	
	
	


SECTION D

Practical Tasks and 

Observation Recording Sheets

You use this section to assist you in determining a candidate’s competency in those areas where they have not yet successfully demonstrated their skills, knowledge and prior experience. Therefore, candidates are not required to complete all tasks. You select tasks after considering available evidence collected through previous phases and according to context and needs of each candidate.
	PRACTICAL TASKS


Candidates are not required to complete all tasks. The Assessor is to select tasks after considering available evidence collected through previous phases and according to the context and needs of each candidate.

TASK 1
BSBFLM403B  Implement effective workplace relationships
Gather a variety of documents from your workplace to demonstrate how you have developed and implemented workplace relationships, networks and business contacts. Some examples may include:

· business contact list or business card file
· diary entries or notes of network meetings attended

· emails, letters or other written communications where you have negotiated or resolved a problem

· performance plans you have negotiated with underperforming staff

· feedback forms (from customers or colleagues) on your job performance

· consultation with key stakeholders

· emails or other documents which show you have consulted with staff on workplace issues

· agendas/minutes from workplace planning days you have participated in
· newsletters or reports you have written to keep staff or business contacts informed of decisions or current issues

· coaching and mentoring plans you have developed with staff

Discuss some of your document with your Assessor to demonstrate how you have contributed to developing trust with others, and improving workplace relationships.
TASK 2 
BSBFLM405B  Implement Operational Plan

Gather a variety of documents from your workplace to demonstrate how you have developed and implemented an operational plan. Some examples may include:

· the operational plan

· the organisational business plan to which the operation plan relates

· the workforce profile which supports the operational plan

· budgets submissions and plans you have developed to support the action items in the  operational plan

· contingency plans that were developed

· meeting notes or other documents where key stakeholders were consulted

· documents showing how risks/blockages were identified and evaluated

· reports showing progress made against action items

· meetings minutes showing where you discussed the Operational Plan with your staff

· budget or financial reports which show the use of resources to achieve the Operation Plan’s objectives

Discuss these documents with your Assessor to demonstrate how you have implemented, resources, and monitored the Operational Plan

TASK 3
BSBFLM412A  Promote team effectiveness

(This may be undertaken in written form using Section E or by verbal discussion with your Assessor)

Scenario:

Phil has been working as an assistant manager in the large firm of Johnson and Beck, Solicitors for 5 years, and is currently undertaking formal training in frontline management.  Lesley is the office manager for the firm and has been asked by management to introduce some new systems.  The office and its team are keen to work developing and using new systems to improve the business operation.

Lesley has written a memo to all staff instructing them to conform to the latest system which she has written herself, without consultation with any other staff.

The memo is very authoritative and badly worded and other staff who have received the memo also feel the same way Phil does. They feel strongly about the process of non-consultation and then being instructed to carry out the system.

Phil and Lesley are also friends outside of work, and Phil knows that Lesley did not mean to get staff offside, and would be very upset if the staff rebelled against her memo.  He understands she has not thought about consultation and the effect it has on the team.

Phil wants to the other staff members to feel supported, as there is a very good team in the office, who all get along well normally. But Phil also wants to support Lesley and give her feedback about the situation, without making her feel she has done the wrong thing. Having recently studied the principles of team effectiveness as part of his frontline management course, he believes that he could offer some advice to Lesley. He decides to talk to her about the situation 
Questions:

Outline what you believe are some of the important issues Phil should cover with Leslie to help her develop her team.
TASK 4

BSBCMN411A  Monitor a safe workplace

This task requires you gather workplace documents concerning safety in the workplace. Some examples may include:

· workplace policy on occupational health and safety

· key personnel – first aid officer, floor fire warden, WHS officer/manager, WHS auditor

· accident and injury records and statistics
· register of equipment faults and their rectification

· equipment maintenance plan or service log
· emergency evacuation procedure

· minutes of OHS meetings

· minutes of team meetings where WHS issues were raised or discussed

· training records showing WHS training attended by yourself and your staff

· WHS audit / inspection reports and actions taken to implemented improvements or recommendations

· expenditure records on WHS implementation eg. purchase of /replenishment of first aid kits, surge protectors, etc

· industry journals, flyers, etc where you have kept abreast of WHS issues in the workplace

Once you have accessed relevant documents, show your assessor how you have used them to monitor safety in the workplace.
TASK 5
BSBFLM409A  Implement continuous improvement
This task requires you gather workplace documents demonstrating how you have implemented continuous improvement in the workplace. Some examples may include:

· your organisation’s quality policy
· documents showing how the policy is communicated to staff (eg. communications plan)
· training undertaken by staff in continuous improvement as relates to their job role

· performance appraisals you have conducted with your staff

· recognition and rewards programs you have implemented or coordinated

· benchmarks you have established and monitored

· internal quality audits you have conducted

· customer satisfaction surveys you have developed and rolled out

· analysis of survey data and development of recommendations

· how you have built a culture of continuous improvement in your organisation
Discuss the documents you have gathered with your Assessor.

TASK 6

BSBCMN410A  Coordinate implementation of customer service strategies
BSBCMN412A  Promote innovation and change
This task requires you gather workplace documents demonstrating how you have implemented customer service strategies in the workplace. Some examples may include:

· your organisations Customer Service Standard

· records of training programs you have developed or coordinated to support the Customer Service Standards

· minutes of meetings where you have discussed customer services issues, problems or innovations

· strategies you have implemented to build rapport with customers
· documents show how you have investigated and resolve a customer problem or complaint

· how you manage stress in the workplace

· research you have undertaken on what your services your organisation’s competitors are providing and how they compare to your organisations services

· customers satisfaction surveys you have conducted

· reward programs you coordinate to recognise customer service excellence amongst staff

· innovations you have developed to improve the Customer Service Standard 

· how you have monitored and reviewed the implementation of recommendations for improvement in customer service

· strategies you have developed or implement to bring lost customers back

· “mystery shopper” programs you have implemented to test levels of customer service

· how you have reviewed or developed work instructions, manuals which codify customer service standards

· how you have researched customers trends and developed innovative strategies to meet the emerging needs of consumers in the marketplace.

Discuss the documents you have gathered with your Assessor.
TASK 7 
You and your Assessor may negotiate whether to complete PART A or PART B of this assessment task.
PART A: (Integrated task)
BSBCMN419A  Manage projects 

BSBCMN402A  Develop work priorities 

BSBCMN404A  Develop teams and individuals 

BSBCMN416A  Identify risk and apply risk management processes
Scenario:
This task requires you to demonstrate your project planning skills to plan a conference in six (6) months time from now. The conference is to be held in Sydney and small businesses across Australia are to be invited. You work for an E-Marketing company and the conference will feature new E-Marketing products and services offered by your company.
Complete the following steps to this task using the resources provided in Section E of this document:

(a) define the scope of the project (partially completed) and develop a overview plan using the tables given to you by your Assessor
(b) assign roles and responsibilities to each person in your team

(c) identify risks and OHS issues
(d) write in examples of costs you may encounter in such a project using the categories in the table as a guideline
(e) develop products and services knowledge for team members and self

(f) write a number of questions you might ask your self and your team to review the success of the conference

(g) identify how you will monitor the project, report, and maintain records
or
PART B:

BSBCMN419A  Manage projects 
BSBCMN402A  Develop work priorities 

BSBCMN404A  Develop teams and individuals 

BSBCMN416A  Identify risk and apply risk management processes
Gather a variety of documents from your workplace to demonstrate a workplace project you have managed. Some examples may include:

· research you have conducted which led to the formulation of a new project

· evidence of consultation with stakeholders

· risk analysis

· documents showing the establishment of key milestones

· project timeline
· project plan

· submission to senior management to gain approval for the project

· development of a budget to support the project

· the assignment or recruitment of human resources to work to achieve project outcomes

· documents showing how you have monitored and review progress against the plan

· newsletters / emails to staff and stakeholders advising of the progress of the projects

· interim reports to senior management

· final report to senior management

· analysis of how the project went, key learnings for the next project
Discuss these documents with your Assessor to demonstrate how you managed the project.

TASK 8
BSBEBUS403A  Communicate electronically
(This may be undertaken in written form using Section E or by verbal discussion with the Assessor)

You have been given the task of organizing a meeting by internet streaming and videoconference for your work team with your supervisor who is at an alternative work site.

You must access your organisation’s policies and procedures in relation to online electronic communication and identify where there may be differences in your online communications to those of your office-based meetings.

a) State the type of equipment you would use

b) State the type of software you would use

c) Outline the process for collaboration and the parameters required in order to hold this teleconference.

d) Briefly summarise the process for the teleconference from pre-start to winding up and completing the teleconference.

e) State any legal or legislative issues you would have to address.

f) State how you would record the above teleconference, i.e. what you would use and where it would be recorded.
TASK 9
BSBEBUS409A  Lead and facilitate e-staff
(This may be undertaken in written form using Section E or by verbal discussion with the Assessor)

You are asked to design a suitable agreement between yourself and a staff member of an organisation who will work at home or from an alternative site during some of your scheduled working hours with the organisation.  

The agreement must allow for flexibility and formalise the arrangements.

a. In the agreement, state which legal and regulatory requirements need to be covered so that both you and the organisation are covered legally.

b. State how you will and your supervisor/mentor will work within this framework, ie reporting relationships, regular meetings, how projects will be set up in relation to

· objectives to achieve outcomes

· setting strategies

· timeframes

· how decision making will take place

· how performance indicators will ensure achievement of objectives

c. State how a work performance plan would formalise agreed goals and targets

d. State how problems in work performance would be addressed, and how performance appraisal would be documented.
	OBSERVATION RECORDING SHEET

Practical Tasks


CANDIDATE’S NAME:

ASSESSOR’S NAME:

LOCATION:

NB: The skills listed below must be verified by a competent assessor through observed demonstration either in the candidate’s workplace as part of the candidate’s normal work duty OR as part of a practical assessment/demonstration set by the assessor.

	Task
	Unit and element covered in task
	Observable behaviours in task
	Industry requirements
	Assessor’s comments
	Indicate if behaviour observed
	Date assessed

	1
	BSBFLM403B
1, 2, 3, 4
	Documents provide evidence of:

Appropriately sourced information to further business objectives

Communication of ideas to business colleagues and within work team

Consultation processes 

Feedback loops

Timely resolution of issues/problems

Referral of issues to relevant personnel

Appropriate level of professionalism in communications 

Relationships benefit the organisational / work unit objectives

Maintenance of customer loyalty

Establishment/maintenance of networks
Resolution of problems or conflict

Effective records management
Monitoring of staff performance
	Interpersonal skills 

Effective communication

Leadership and teamwork

Workplace procedures

Conflict resolution

Respect for person

Code of conduct / ethical standards
	
	
	

	2
	BSBFLM405B
1, 2, 3
	Documents provide evidence of:

Clear understanding organisation’s strategic direction
Ability to set actions/strategies to achieve organisational goals at the operational level

Use of communication plan to implement plan
Use of KPIs to monitor achievement

Use of mentoring tools

Acquisition of human resources and physical resources in the appropriate manner

Budget and resource management 
Risk management

Contingency management

Ability to meet key performance indicators
Achievement of targets and outcomes

Familiarity with use of information management systems and business technology

Effective records management processes
	Interpersonal skills 

Effective communication

Leadership and teamwork
	
	
	

	3
	BSBFLM412A
1, 2, 3, 4
	Issues and suggestions which Phil may raise with Lesley:

Involve team in preparing implementation strategy including roles and responsibilities

Encourage team to take responsibility

Establish cooperative arrangements 

Establish feedback mechanisms

Provide ongoing support and mentoring 
Regularly communicate progress/successes
Work with team to resolve issues and problems and develop shared goals

Provide opportunities to team to have input into decision making and for regular feedback

Establish communication opportunities with management

Use appropriate interpersonal skills in communicating with work colleagues

Demonstrate that guidance and support are offered to resolve a colleague’s work difficulties

Deal with issues affecting workplace performance

Manage issues constructively within organisational processes
Demonstrate the principles of effective communication            (cont…)
Demonstrate appropriate behaviour towards work colleagues

Adopt negotiation and problem solving strategies in team communication

Negotiate difficult situations to achieve an effective resolution
	Interpersonal skills 

Effective communication

Leadership and teamwork

Conflict resolution

Respect for person

Code of conduct / ethical standards
	
	
	

	4
	BSBCMN411A
1, 2, 3, 4, 5, 6
	Documents provide evidence of:

Provision of information to team about OHS policies and procedures

Implementation of OHS guidelines

Regular monitoring of OHS practices in the workplace

Availability of appropriate training to staff

Monitoring and reviewing of the effectiveness of OHS training

Identification and control of workplace hazards

Adequate control of risks
Allocation of budget/resources to support OHS in the workplace

Consultation mechanisms

Effective training / mentoring / coaching
Maintenance of OHS records/statistics

Review of records/statistics to feed into improved workplace safety
Effective records management
	Legislative requirements

Hazard identification and control
Company policies and procedures

Records management

Management systems
	
	
	

	5
	BSBFLM409A
1, 2, 3
	Documents provide evidence of:
Commitment to the philosophy of continuous improvement

Regular reports on achievement KPIs
Regular financial performance reports 

Monitoring of customer satisfaction
Development of actions to improve customer satisfaction

Development of actions to improve business processes

Assessment of the impact of improved practices
Encouraging team involvement and feedback

Clear communication of system improvements/modifications to relevant staff

Mentoring/coaching/training of team members in implementing business improvements

Monitoring of staff performance
Achievement of incremental continuous improvement and increased productivity

Use of business systems to support organisational outcomes

Effective records management
	Continuous improvement strategies

Benchmarking

Change management

Effective consultation and communication

Productivity management

Interpersonal skills 

Leadership and teamwork
	
	
	

	6
	BSBCMN410A
1, 2, 3
	Documents provide evidence of:

Promotion/communication of customer service standards
Strategies/guidelines to deal with complaints and difficulties 

Strategies to help customer articulate needs

Assessment of customer needs

Consideration of customer’s special needs and how to address such needs 

Reporting processes forms
Maintenence of professionalism in dealing with customers
Allocation of budget/resources to support and improve Customer Service

Training strategies to support Customer Service standards

Effective consultation with staff on customer service issues
Monitoring of customer satisfaction

Effective records management

Use of business systems to support organisational outcomes
	Legislation 

Industry codes of practice

Company policies and procedures

Customer special needs

Confidentiality

Effective communication

Leadership and teamwork
	
	
	

	6
	BSBCMN412A
1, 2, 3, 4
	Identifies opportunities for improved work practices

Analyses risk factors involved with change 

Plans and implements change

Encourages others to foster change

Encourages suggestions on change and improved work practices

Communicates change goals and objectives 

Uses business technology to implement change

Provides learning on change – mentoring/coaching

Overcomes change problems with team members

Maintains relationships and communication during change process 

Monitors and evaluates effectiveness of change 
	Legislation 

Industry codes of practice

Company policies and procedures

Organisation’s strategic plan

Effective communication

Leadership and teamwork
	
	
	

	7 A and B
	BSBCMN419A
1, 2, 3, 4, 5
BSBCMN416A
1, 2, 3, 4
	Identifies scope and purpose of project 

Plans project (conference) 

Determines project resource requirements
Consults with stakeholders
Allocates roles and responsibilities – including self
Develops budget for project and seeks approval
Allocates costs in line with company guidelines 

Reviews project for high quality outcomes 

Seeks advise and recommendations for improvement

Review effectiveness of planning tools

Reviews staffing allocation

Identifies potential risks

Develops risk management plan – including OHS

Evaluates and monitors risk

Records and reports on resource usage 

Reports on effectiveness of project in contributing to business outcomes
Monitors and reports on budget  and actual costs

Measures outcomes against plan and budget

Records problems and future planning
	Legislation

Data management

Resource Management

Time management

Information technology

Company policies and procedures

Effective communication
	
	
	

	7A 
7B
	BSBCMN404A

1, 2, 3

BSBCMN402A

1, 2, 3
	Develops objectives and priorities for the project

Incorporates into time line

Develops contingencies

Establishes own level of skills to undertake the project

Undertakes appropriate level of professional development to meet job role

Determines learning needs of others

Coordinates training, coaching and learning for self and project team 

Evaluates learning outcomes in meeting project needs

Assesses own management of project
	Productivity management

Time management

Business technology

Records management
Effective communication
	
	
	

	8
	BSBEBUS403A
1, 2, 3
	Plan for organizing a videoconference and internet streaming session is provided

Organisation’s policies and procedures in relation to online electronic communication are researched and quoted.

Type of equipment used is stated

Type of software used is stated

Process for collaboration and the parameters required in order to hold videoconference/streaming is documented

Process for videoconference/streaming from pre-start to winding up and completing the teleconference is documented.

Legal or legislative issues to be addressed are stated

Method of recording videoconference/streaming is documented.
	Legal requirements

Privacy, confidentiality 

Intellectual property protocols

'Netiquette' and internet protocols
	
	
	

	9
	BSBEBUS409A
1, 2, 3
	Development of work agreement in line with legal and legislative requirements

The agreement allows for flexibility

Reporting relationships, regular meetings, how projects will be set up in relation to

Objectives to achieve outcomes

Setting strategies

Timeframes

How decision making will take place

How performance indicators will ensure achievement of objectives are documented

Work performance plan with agreed goals and targets is identified

Elements of a performance appraisal to be documented are identified
	Legal factors and regulatory policies

Company policy and procedures 

Effective communication

Leadership and teamwork

Quality Assurance
	
	
	


SECTION E

Resources for Practical Tasks

You use this section to access any resources required by the candidate to undertake the practical task/s or scenario/s. They are suggested resources only. You may wish to modify or use other resources for the assessment tasks.

	RESOURCES FOR ASSESSMENT TASKS


CANDIDATE’S NAME:


SIGNATURE:


DATE:


TASK 3

Outline what you believe are some of the important issues Phil should cover with Leslie to help her develop her team. (these can be in dot point form)

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


TASK 7A

(a)
In Table 1, define the scope of the project (partially completed) and develop an overview plan by completing the timeframes (column C) and resources (column D)

	A. Item
	B. Particulars
	C. Time
	D. Resources

	Purpose/
Scope
	Sydney conference 

Date - 
Key speakers

i
ii
iii
Places/seats available - 
	Complete timeframes 


	Complete resource allocation/requirements 



	Objectives 
	To present a successful conference:

· with a 10 percent profit margin

· which will provide the company with new networks 
	
	

	Stage 1
	Preparation requirements list


	
	

	Stage 2
	Monitoring arrangements


	
	

	Stage 3
	Completion due before conference 


	
	

	Stage 4
	Review and reporting on conference 


	
	


(b)
Assign roles and responsibilities to each of the team:

	Role
	Responsibilities 

	
	

	
	

	
	

	
	

	
	


(c)
Identify risks and OHS issues

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


(d)
Write in examples of costs you may encounter in the project. Use the categories in the table as a guideline:

	Categories 
	Cost items 

	Allocated costs 
	

	Capital expenditure
	

	Direct costs
	

	Fixed costs
	

	Indirect costs 
	

	Labour costs
	

	Materials and supplies costs 
	

	Overhead costs 
	

	Semi-variable costs 
	

	Vendor costs 
	


(e)
Develop products and services knowledge for team members and self.

	

	

	

	

	

	

	

	

	


(f)
Write a number of questions you might ask yourself and your team to review the success of the conference:
	

	

	

	

	

	

	

	


(g) identify how you will monitor the project, report, and maintain records
	

	

	

	


TASK 8
a) State the type of equipment you would use

b) State the type of software you would use

c) Outline the process for collaboration and the parameters required in order to hold this teleconference.

d) Briefly summarise the process for the teleconference from pre-start to winding up and completing the teleconference.

e) State any legal or legislative issues you would have to address.

f) State how you would record the above teleconference, i.e. what you would use and where it would be recorded.
	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


TASK 9
a) In the agreement, state which legal and regulatory requirements need to be covered so that both you and the organisation are covered legally.

b) State how you will and your supervisor/mentor will work within this framework, ie reporting relationships, regular meetings, how projects will be set up in relation to

· objectives to achieve outcomes

· setting strategies

· timeframes

· how decision making will take place

· how performance indicators will ensure achievement of objectives

c) State how a work performance plan would formalise agreed goals and targets

d) State how problems in work performance would be addressed, and how performance appraisal would be documented
	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


SECTION F

Third Party Verification

The preferred approach in gaining third party validation is to take the forms in this section to the candidate’s previous employers or referees to gain confirmation of the candidate’s skills against the required competencies. This would be done during a conversation or interview with these people. 

It may be beneficial to make contact with the employers/referees early in the recognition process to make appointments, particularly if you have to travel some distance to visit them. This may be done on the same day as a practical assessment in the workplace if appropriate.

It is recommended that verification be obtained from one or two referees who can confirm the candidate’s industry skills in context over time.
REFEREE TESTIMONIAL

(Date)

To whom it may concern,

RE: 






skills in/as 






(insert candidate name) 





(insert industry/job title) 

I certify that the above named person has:

worked at 






 for a period of 
 years

regularly undertaken the following activities within the workplace since commencing employment with this organisation: 

( Initial those skills/ competencies (below) that the candidate has or can successfully perform in the workplace
· implements effective workplace relationships
· implements operational plans
· promotes team effectiveness
· develops work priorities
· monitors safety in the workplace
Optional:
· implements workplace information systems
· implements continuous improvement
· develops teams and individuals
· coordinates implementation of customer service strategies

· promotes innovation and change
· implements and monitors environmental policies

· identifies risks and applies risk management processes

· manages projects

· communicates electronically
· leads and facilitates e-staff
If you would like any further information or would like to discuss any of the above, I can be contacted on 




Yours sincerely

Signature

Print Name and Position

SECTION G

Assessment Tables

You use these tables as a reference tool to see at a glance which units/elements of competency are within the qualification. 

Question numbers refer to those found in SECTION C of this kit.

Practical assessment/scenarios numbers refer to those found in SECTION D of this kit.

It is important to note that this section is used for validation purposes only. Any mapping should be done after questions and tasks have been selected.

	Elements
	Performance Criteria
	Questions
	Practical Tasks

	BSBFLM403B  Implement effective workplace relationships

	1.
Collect, analyse and communicate information and ideas
	1.1
Relevant information is collected from appropriate sources, analysed and shared with the work team to improve work performance
1.2
Ideas and information are communicated in a manner which is appropriate and sensitive to the cultural and social diversity of the audience and any special needs
1.3
Consultation processes are implemented to encourage employees to contribute to issues related to their work, and feedback in regard to outcomes is promptly relayed to the work team
1.4
Contributions from internal and external sources are sought and valued in developing and refining new ideas and approaches
1.5
Processes are implemented to ensure that issues raised are resolved promptly or referred to relevant personnel as required
	1, 11, 12
1, 2, 3, 9

1, 2, 3, 11, 12

2, 3, 10, 11,12

2, 4, 11, 12
	Task 1

	2.
Develop trust and confidence
	2.1
All internal and external contacts are treated with integrity, respect and empathy

2.2
The organisation’s social, ethical and business standards are used to develop and maintain effective relationships

2.3
Trust and confidence of colleagues, customers and suppliers is gained and maintained through competent performance

2.4
Interpersonal styles and methods are adjusted to meet the organisation’s social and cultural environment

2.5
Other members of the work team are encouraged to follow examples set, according to organisation’s policies and procedures
	2, 3

2, 3

2, 3, 11, 12

9, 11, 12

1, 2, 11, 12
	Task 1

	3.
Develop and maintain networks and relationships
	3.1
Networks are used to identify and build relationship

3.2
Networks and other work relationships are used to provide identifiable benefits for the team and organisation
	2, 3

2, 3
	Task 1

	4.
Manage difficulties into positive outcomes
	4.1
Difficulties are identified and analysed, and action is taken to rectify the situation within the requirements of the organisation and relevant legislation

4.2
Colleagues are guided and supported to resolve work difficulties

4.3
Workplace outcomes are regularly reviewed and improved in consultation with relevant  personnel

4.4
Poor work performance is managed within the organisation’s processes

4.5
Conflict is managed constructively within the organisation’s processes
	4

2, 4, 11, 12

4, 11, 12

4, 11, 12

4, 11, 12
	Task 1

	BSBFLM405B  Implement operational plan

	1.
Implement operational plan
	1.1
Details of resource requirements are collated, analysed and organised in consultation with relevant personnel, colleagues and specialist resource managers

1.2
Operational plans are implemented to contribute to the achievement of the organisation’s performance/business plan

1.3
Key performance indicators are identified and used to monitor operational performance

1.4
Contingency planning is undertaken as required

1.5
Consultation processes are undertaken as required
1.6 
Assistance in the development and presentation of proposals for resource requirements is provided in line with operational planning processes
	5, 6, 7

5, 6,7 ,8

5, 8

5, 6

5, 6

5, 6, 7
	Task 2

	2.
Implement resource acquisition
	2.1 
Employees are recruited and inducted within the organisation’s policies, practices and procedures

2.2
Plans for acquisition of physical resources and services are implemented within the organisation’s policies, practices and procedures in consultation with relevant personnel
	5, 6, 7

5, 6, 7
	Task 2

	3.
Monitor operational performance
	3.1 
Performance systems and processes are monitored to assess progress in achieving profit/productivity plans and targets

3.2 
Budget and actual financial information is analysed and used to monitor profit/productivity performance

3.3 
Unsatisfactory performance is identified and prompt action is taken to rectify the situation according to organisational policies

3.4 
Mentoring, coaching and supervision is provided to support individuals/teams to use resources effectively, economically and safely

3.5 
Recommendations for variation to operational plans are presented and approved by the designated persons/groups

3.6 
Systems, procedures and records associated with performance are implemented in accordance with the organisation’s requirements
	8

8

8

8

8

8
	Task 2

	BSBFLM412A  Promote team effectiveness

	1.
Plan to achieve team outcomes
	1.1
Team purpose, roles, responsibilities, goals, plans and objectives are identified, established and documented in consultation with team members

1.2
Team members are supported in meeting expected outcomes  
	9, 10, 11, 12

9, 10, 11, 12
	Task 3

	2.
Develop team cohesion
	2.1
Opportunities are provided for input of team members into planning, decision making and operational aspects of work team

2.2
Team members are encouraged and supported to take responsibility for own work and to assist each other in undertaking required roles and responsibilities

2.3
Feedback is provided to team members to encourage, value and reward individual and team efforts and contributions

2.4
Issues, concerns and problems identified by team members are recognised and addressed or referred to relevant persons as required
	9, 10, 11, 12

9, 10, 11, 12

9, 10, 11, 12

9, 10, 11, 12
	Task 3

	3.
Participate in and facilitate work team
	3.1
Team members are actively encouraged to participate in and take responsibility for team activities and communication processes

3.2
The team is given support to identify and resolve problems which impede its performance

3.3
Own contribution to work team serves as a role model for others and enhances the organisation's image within the work team, the organisation and with clients/customers
	9, 10, 11, 12

9, 10, 11, 12

9, 10, 11, 12
	Task 3

	4.
Liaise with management
	4.1
Communication with line manager/management is kept open at all times

4.2
Information from line manager/management is communicated to the team

4.3
Unresolved issues, concerns and problems raised by the team/team members are communicated to line manager/management and followed up to ensure action is taken

4.4
Unresolved issues, concerns and problems related to the team/team members raised by line managers/management are communicated to the team and followed up to ensure action is taken
	9, 10, 11, 12

9, 10, 11, 12

9, 10, 11, 12

9, 10, 11, 12
	Task 3

	BSBCMN402A  Develop work priorities

	1.
Plan and complete own work schedule
	1.1 
Workgroup plans are prepared to reflect consideration of resources, client needs and workgroup targets

1.2
Work objectives and priorities are analysed and incorporated into personal schedules and responsibilities

1.3
Factors affecting achievement of work objectives are identified and contingencies established and incorporated into work plans

1.4
Business technology is used efficiently and effectively to manage and monitor planning completion and scheduling of tasks
	13, 14

13, 14

13, 14

13, 14
	Task 7

	2.
Monitor own work performance
	2.1
Personal performance standards are identified and analysed through self assessment and feedback from others on the achievement of work objectives

2.2
Feedback on performance is actively sought from colleagues and clients and evaluated in context of individual and group requirements

2.3
Variations in the quality of service and products are routinely identified and reported in accordance with organisational requirements
	14, 15

14, 15

14, 15
	Task 7

	3.
Coordinate professional development
	3.1
Personal knowledge and skills are assessed against competency standards performance descriptions to determine development needs and priorities

3.2
Opportunities for improvement and sources of learning are researched and planned in liaison with colleagues

3.3
Feedback is used to identify and develop ways to improve competence within available opportunities

3.4
New skills are identified and professional development activities are accessed and completed to facilitate continuous learning and career development

3.5
Records and documents relating to achievements and assessments are stored and maintained in accordance with organisational requirements
	14, 15

15

14, 15

15

14, 15
	Task 7

	BSBCMN411A Monitor a safe workplace

	1.
Provide information to the work group about Occupational Health and Safety policies and procedures
	1.1
Relevant provisions of Occupational Health and Safety legislation and codes of practice are accurately explained to the workgroup
1.2
Information on the organisation’s Occupational Health and Safety policies, procedures and programs is provided in a readily accessible manner to the work group
1.3
Information about identified hazards and the outcomes of risk assessment and control is regularly provided and clearly explained to the workgroup
	16, 19

17, 18, 19

17, 18,19
	Task 4

	2.
Implement and monitor participative arrangements for the management of Occupational Health and Safety
	2.1
The importance of effective consultative mechanisms in managing health and safety risks are explained

2.2
Consultative procedures are implemented and monitored to facilitate participation of work group in management of work area hazards

2.3
Issues raised through consultation are promptly dealt with in accordance with organisational consultation procedures

2.4
The outcomes of consultation over Occupational Health and Safety issues are recorded and communicated promptly to the work group
	17, 18, 19

17,18, 19

17, 18, 19

17, 18, 19
	Task 4

	3.
Implement and monitor the organisation’s procedures for providing Occupational Health and Safety training
	3.1
Occupational Health and Safety training needs are systematically identified in line with organisational requirements

3.2
Arrangements are made to meet Occupational Health and Safety training needs of team members in consultation with relevant individuals

3.3
Workplace learning opportunities and coaching and mentoring assistance are provided to facilitate team and individual achievement of identified training needs

3.4
Costs associated with provision of training for work team are identified and reported to management for inclusion in financial plans
	19, 20

19, 20

20

20
	Task 4

	4.
Implement and monitor procedures for identifying hazards and assessing risks
	4.1
Hazards in work area are identified and reported in accordance with Occupational Health and Safety policies and procedures

4.2
Team member hazard reports are actioned promptly in accordance with organisational procedures
	17, 21

17, 21
	Task 4

	5.
Implement and monitor the organisation’s procedures for controlling risks
	5.1
Procedures to control risks are implemented using the hierarchy of controls and organisational requirements
5.2
Inadequacies in existing risk control measures are identified and reported in accordance with hierarchy of controls
5.3
Outcomes of reported inadequacies are monitored where appropriate to ensure a prompt organisational response
	17, 18

17, 18, 21

17, 18 21
	Task 4

	6.
Implement and monitor the organisation’s procedures for maintaining Occupational Health and Safety records for the team
	6.1
Occupational Health and Safety records of incidents of occupational injury and disease in work area are accurately completed and maintained in accordance with OHS legal requirements
6.2
Aggregate information and data from work area records are used to identify hazards and monitor risk control procedures in work area
	21

17, 21
	Task 4

	BSBFLM406B Implement workplace information system

	1.
Identify and source information needs
	1.1
Information required by teams is determined and found

1.2
Information held by the organisation is acquired and reviewed to determine suitability, accessibility, currency and reliability according to organisational policies
1.3
Plans are prepared and implemented to obtain information which is not immediately available or accessible
	E1, E2, 1

E1

E1
	

	2.
Collect, analyse and report information
	2.1
Collection of information is timely, and is adequate and relevant to the needs of teams

2.2
Information is in a format suitable for analysis, interpretation and dissemination

2.3
Information is analysed to identify and report relevant trends and developments in terms of the needs for which it was acquired
	E1, E2

E1, E2

E1, E2
	

	3.
Implement information systems
	3.1
Management information systems are implemented effectively to store, retrieve and regularly review data for decision making purposes

3.2
Technology available in the work area is used to manage information effectively

3.3
Recommendations for improving the information system are submitted to designated persons and/or groups 
	E2, E3

E2, E3

E2
	

	4.
Prepare business plan/budgets
	4.1
Teams are involved in business plans and/or budget preparation in a way which uses their contribution effectively and contributes to gaining support for the outcomes

4.2
Business plans and/or budgets are presented and prepared in accordance with the organisation's guidelines and requirements

4.3
Contingency plans are implemented in the event that alternative action is required
	E3, 11, 12

E3

E3
	

	5.
Prepare resource proposals
	5.1
Resource planning data is collected in consultation with colleagues, including those who have a specialist role in resource management

5.2
Estimates of resource needs and use reflect the organisation's business plans, and customer and supplier requirements

5.3
Proposals to secure resources are supported by clearly presented submissions describing realistic options, benefits, costs and outcomes
	E1, E3, 11, 12

E3

E3
	

	BSBFLM409B Implement continuous improvement

	1.
Implement continuous improvement systems and processes
	1.1
Systems are implemented to ensure that individuals and teams are actively encouraged and supported to participate in decision making processes, assume responsibility and exercise initiative
1.2
The organisation's continuous improvement processes are communicated to individuals and teams, and feedback is obtained

1.3
Effective mentoring and coaching ensures that individuals and teams are able to implement the organisation's continuous improvement processes
	E4, E6

E4, E6, 11, 12

E6, 11, 12
	Task 5

	2.
Monitor and review performance
	2.1
The organisation's systems and technology are used to monitor and review progress and to identify ways in which planning and operations could be improved
2.2
Customer service is improved through continuous improvement techniques and processes

2.3
Recommendations for adjustments are formulated and communicated to those who have a role in their development and implementation
	E5

E5, E6

E5, E6
	Task 5

	3.
Implement opportunities for further improvement
	3.1
Processes are implemented to ensure that team members are informed of savings and productivity/ service improvements in achieving the business plan
3.2
Work performance is documented to aid the identification of further opportunities for improvement

3.3
Records, reports and recommendations for improvement are managed within the organisation's systems and processes
	E6

E6

E6
	Task 5

	BSBFCMN404A  Develop teams and individuals

	1.
Determine development needs
	1.1
Learning and development needs are systematically identified and implemented in line with organisational requirements

1.2
A learning plan to meet individual and group training and development needs is collaboratively developed, agreed to and implemented

1.3
Individuals are encouraged to self evaluate performance and identify areas for improvement

1.4
Feedback on performance of team members is collected from relevant sources and compared with established team learning needs
	E7, E8

E7, E8

E7, E8

E7, E8
	Task 7

	2.
Develop individuals and teams
	2.1
Learning and development program goals and objectives are identified to match specific knowledge and skill requirements of competency standards

2.2
Learning delivery methods are appropriate to the learning goals, the learning style of participants, and availability of equipment and resources

2.3
Workplace learning opportunities and coaching and mentoring assistance are provided to facilitate individual and team achievement of competencies

2.4
Development opportunities incorporate a range of activities and support materials appropriate to the achievement of identified competencies

2.5
Resources and timelines required for learning activities are identified and approved in accordance with organisational requirements
	E7, E8, 11

E7, E8, 11

E7, E8, 11

E7, E8, 11

E7, E8
	Task 7

	3.
Monitor and evaluate workplace learning
	3.1
Feedback from individuals or teams is used to identify and implement improvements in future learning arrangements

3.2
Outcomes and performance of individuals/teams are assessed and recorded to determine the effectiveness of development programs and the extent of additional development support

3.3
Modifications to learning plans are negotiated to improve the efficiency and effectiveness of learning

3.4
Records and reports of competency are documented and maintained within organisational requirements
	E9, 11

E9, 11

E9, 11

E9
	Task 7

	BSBCMN410A  Coordinate implementation of customer service strategies

	1.
Advise on customer service needs
	1.1
Customer service needs are clarified and accurately assessed using appropriate communication techniques

1.2
Problems matching service delivery to customers are diagnosed and options for improved service are developed within organisational requirements

1.3
Advice is relevant, constructive and promotes the improvement of customer service delivery

1.4
Business technology is used to structure and present information on customer service needs
	E10

E10, E11

E10, E11, E12

E10
	Task 6

	2.
Support implementation of customer service strategies
	2.1
Customer service strategies and opportunities are promoted to designated individuals and groups

2.2
Available budget resources are  identified and allocated to fulfil customer service objectives

2.3
Procedures to resolve customer difficulties and complaints are actioned promptly within organisational requirements

2.4
Coaching and mentoring assistance is provided to colleagues to overcome difficulties in meeting customer service standards

2.5
Decisions to implement strategies are taken in consultation with designated individuals and groups
	E11, E12, 1

E11, E12

E10

E12, E7

E11
	Task 6

	3.
Evaluate and report on customer service
	3.1
Client satisfaction with service delivery is reviewed using verifiable data in accordance with organisational requirements

3.2
Changes necessary to maintain service standards are identified and reported to designated groups and individuals

3.3
Conclusions and recommendations are prepared from verifiable evidence and provide constructive advice on future directions of client service strategies

3.4
Systems, records and reporting procedures are maintained to compare changes in customer satisfaction
	E10, E11

E11

E11

E10, E11
	Task 6

	BSBCMN412A  Promote innovation and change

	1.
Identify and develop opportunities for improved work practices
	1.1
Options for change incorporate identified improvements to work practices and procedures

1.2
Risk factors affecting change are analysed to identify potential constraints

1.3
Change is planned and resourced to promote the introduction and management of new processes

1.4
Benefits of change are clear and consistent with organisational requirements

1.5
Timelines and targets for implementation are realistic and support the achievement of change
	E13

E13

E13

E13

E13
	Task 6

	2
 Lead team to foster innovative work practices
	2.1
Team members are selected to maximise innovative opportunities

2.2
Work assignments are organised to facilitate innovative work skills

2.3
Team members are provided with guidance and coaching on innovation in the workplace

2.4
Models of innovative work practice are provided and discussed
	E13

E13

E13

E13
	Task 6

	3.
Facilitate commitment to workplace change
	3.1
Opinions and suggestions on improving work practices are encouraged to facilitate participation in change processes

3.2
Goals and objectives of change are communicated clearly and promptly to individuals and teams

3.3
Business technology is used to manage and provide access to information on progress towards objectives of change

3.4
Mentoring and coaching is provided to support individuals and groups in introduction of change

3.5
Decisions to overcome problems in the implementation of change are made in consultation with designated individuals and groups

3.6
Effective relations and communications are maintained with clients and stakeholders during the process of change
	E13, E15

E13, E15

E13, E15

E13, E7

E13, 3

E13, 3
	Task 6

	4.
Monitor and evaluate change
	4.1
Organisation’s systems and technology are used to monitor progress towards objectives

4.2
Team members are actively encouraged to reflect on team activities and opportunities for improvement and innovation

4.3
Team activities are evaluated based on feedback from team members, management, clients and other interested people

4.4
Suggestions for work improvements made by team members are positively received and acted on where appropriate

4.5
Evidence and information on the impact of change is accurate, relevant and reported within organisational requirements

4.6
Recommendations for improving methods or techniques to manage change are negotiated with designated individuals and groups using appropriate negotiation skills

4.7
Systems, records and reporting procedures are maintained according to organisational requirements

4.8
Feedback on individual and group work practices is prompt and constructive
	E14, E15

E14, E15, 12

E14, E15, 12

E14, E15, 12

E14, E15

E14, E15

E14, E15

E14, 12
	Task 6

	BSBCMN413A  Implement and monitor environmental policies

	1.
Provide information to the work team
	1.1
Information provided to the work team is explained in a clear and concise manner and is readily accessible by all employees

1.2
Organisation’s activities/performance in regard to environmental management and business sustainability are conveyed to work team where required

1.3
Links between environmental, financial, safety and other risk areas and how these are integrated in organisational policies and practices are explained

1.4
Information on environmental systems and procedures and other risk areas within the area of management responsibility is provided
	E16, 1, 11

E16, 1, 11

E16, 1, 11

E16,1, 11
	

	2.
Implement and monitor operational procedures
	2.1
Existing and potential environmental risks are identified and assessed and/or expert advice sought as required

2.2
Prioritised recommendations from the assessments are carried out as part of the organisation’s operational procedures

2.3
Organisational environmental policies and procedures are implemented

2.4
Tasks are allocated and outcomes are monitored in accordance with organisational policies and targets

2.5
Contingency plan is implemented promptly when incidents occur
	E17, E18

E17, E18

E17, E18

E17, E18

E17, E18
	

	3.
Implement and monitor change and continuous improvement
	3.1
Environmental improvement plans are implemented for own work group and integrated with other operational activities

3.2
Best practice approaches to improving environmental performance by reducing environmental risk and waste are identified, implemented and monitored

3.3
Suggestions and ideas about environmental management are sought from the work team and acted upon where appropriate

3.4
Suggestions are sought from supply chain, at tender/contract stage, for ways of improving environmental performance
	E17, E18

E17, E18

E17, E18, 11

E17, E18
	

	4.
Implement and monitor recording procedures
	4.1
Internal and external reporting procedures are identified and implemented as required

4.2
Environmental records are accurately and legibly maintained and stored securely in a form accessible for reporting purposes

4.3
Information/records are monitored to identify trends that may require remedial action, and used to promote continuous improvement of environment performance
	E17

E17

E17, E4, E6
	

	5.  Implement and monitor an environmental management training program
	5.1
Environmental training needs are identified accurately, specifying gaps between environmental competencies required and those held by group members

5.2
Arrangements are made for fulfilling identified training needs for the work group with relevant parties
	E19

E19
	

	BSBCMN416A  Identify risk and apply risk management processes

	1.
Identify risks
	1.1
Tools for identification of risks are accessed

1.2
Risks are identified

1.3
Identified risks are documented in accordance with relevant policies, procedures and legislation
	E20, E21, E23

E20, E21, E23

E20, E21, E23
	Task 7

	2.
Analyse and evaluate risks
	2.1
Causes of risks are analysed

2.2
Potential impact of risks is determined

2.3
Frequency of exposure to risks is determined

2.4
Likelihood of risks is determined

2.5
Risks categorisation is undertaken and risk priorities set

2.6
Analysis processes and outcomes are documented
	E20, E21

E20, E21

E20, E21

E20, E21

E20, E21

E20, E21
	Task 7

	3.
Treat risks
	3.1
Appropriate control measures for risks are determined and assessed for strengths and weaknesses

3.2
Risks are continuously monitored

3.3
Control measures are identified for all risks

3.4
Risks relevant to whole of organisation or having an impact beyond own work responsibilities and area of operation are referred on to others as per established policies and procedures

3.5
Control measures for own area of operation and/or responsibilities are chosen and implemented 

3.6
Treatment plans are prepared and implemented
	E20, E21

E20, E21

E20, E21

E20, E21

E20, E21

E20, E21
	Task 7

	4.
Monitor and review effectiveness of treatment of risks
	4.1
Implemented treatments are regularly reviewed against measures of success

4.2
Review results are used to improve the treatment of risks

4.3
Assistance is provided to auditing risk in own area of operation

4.4
Management of risk in own area of operation is monitored and reviewed
	E20, E21, E23

E20, E21, E23

E20, E21, E23

E20, E21, E23
	Task 7

	BSBCMN419A  Manage projects

	1
 Define project
	1.1
Project scope and other relevant documentation is accessed

1.2
Project stakeholders are defined

1.3
Clarification is sought from delegating authority of any issues related to project and project parameters

1.4
Limits of own responsibility and reporting requirements are identified

1.5
Relationship of project to other projects and to the organisation’s objectives is clarified

1.6
Available resources to undertake project are determined and accessed
	E22

E22

E22

E22

E22

E22
	Task 7

	2.
Develop project plan
	2.1
Project plan including timelines, task breakdown, roles and responsibilities is developed

2.2
Appropriate project management tools are identified and accessed

2.3
Risk management plan, which includes OHS, is formulated for project

2.4
Project budget is developed and approved

2.5
Team members are consulted and their views taken account of in planning the project

2.6
Project plan is finalised and any necessary approvals gained to commence project according to documented plan
	E22

E22

E23

E23

10, 11, 12

E22
	Task 7

	3.
Administer and monitor project 
	3.1
Action is taken to ensure that project team members are clear about their responsibilities and the requirements of the project

3.2
Support is provided to project team members, especially with regard to special needs, to ensure that the quality of the expected outcomes of the project and documented timelines are met

3.3
Required record keeping systems are established and maintained throughout the project

3.4
Plans for managing project finances, human, physical and technical resources and quality are implemented and monitored

3.5
Project reports are completed and forwarded as required to stakeholders

3.6
Risk management is undertaken as required to ensure project outcomes are met

3.7
Project deliverables are achieved
	10, 11, 12

10, 11, 12

E22, E24

E22

E22

E23

E24
	Task 7

	4.  Finalise project
	4.1
Financial record keeping associated with project is completed and checked for accuracy

4.2
Staff involved in project are assigned to new roles or reassigned to previous roles

4.3
Project documentation is completed and any necessary sign offs obtained for concluding project
	E24

E24

E24
	Task 7

	5.
Review project
	5.1
Project outcomes and processes are reviewed against the project scope and plan

5.2
Team members are involved in the review of the project

5.3
Lessons learnt from project are documented and reported within the organisation
	E24

E24, 10, 11, 12

E24
	Task 7

	BSBEBUS403A  Communicate electronically 

	1.
Communicate on line
	1.1
Technology requirements for communicating online are researched and current equipment and software confirmed as sufficient for participation 

1.2
Internet culture, net ethics and net etiquette is investigated and implemented to enable effective participation using electronic communication media 

1.3
Electronic groups are accessed to share information on business topics in accordance with organisational policy and procedures 

1.4
Participation in business electronic chat rooms and Internet meetings occurs in accordance with organisational policy and procedures and accepted net etiquette 

1.5
Record keeping requirements relating to online communication are met in accordance with organisational requirements
	E25, E27

E25, E27, E28

E25, E27, E28

E25, E27, E28

E26
	Task 8

	2.
Collaborate on line
	2.1
Parameters for online collaboration are negotiated with group members in accordance with organisational requirements 

2.2
Available hardware and software are confirmed as meeting the requirements for online collaboration in accordance with specified parameters 

2.3
Material is posted and responded to and online discussions held with group members in accordance with agreed collaboration parameters and organisational requirements 

2.4
Record keeping requirements relating to online collaboration are met in accordance with organisational requirements

2.5
Legal and ethical requirements for online collaboration are met in accordance with organisational requirements
	E25, E27, E28

E25, E27, E28

E25, E27, E28

E26

E26
	Task 8

	3.
Implement electronic conferencing procedures
	3.1
Procedures, protocols and meeting behaviour for electronic conferencing are identified and implemented 

3.2
Technology requirements for electronic conferencing are confirmed 

3.3
Software features to be used during conferencing are agreed and mastered 

3.4
Participation in electronic conferencing occurs in accordance with electronic communication policy and organisational requirements

3.5
Record keeping requirements relating to electronic conferencing are met in accordance with organisational requirements
	E25, E28

E25, E27

E25, E27

E25, E27, E28

E26
	Task 8

	BSBEBUS409A  Lead and facilitate e-staff

	1.
Facilitate e-work outcomes
	1.1
Role and responsibilities of e-work supervisors are clarified with management and e-staff 

1.2
Leadership and direction are provided to e-staff to foster independent self-managed work practices that address agreed outcomes in terms of quality and milestones 

1.3
Work objectives for e-staff are linked to measurable targets and include agreed timeframes

1.4
Decision making is participative, transparent and used to review work allocation responsibilities of e-staff and related on-site staff
	E29, E30, E31, E32

E29, E30, E31, E32

E29, E30, E31, E32

E29, E30, E31, E32
	Task 9

	2.
Support e-staff
	2.1
Guidance is provided to e-staff to establish and maintain a supportive working environment in accordance with legal and organisational requirements 

2.2
Key personnel / mentors are assigned to support e-staff and to provide a link between them and the organisation

2.3
Effective working relations between office-based staff and e-staff are established and maintained through regular meetings and other occasions used to build organisational culture and values
	E29, E30, E31, E32

E29, E30, E31, E32

E29, E30, E31, E32
	Task 9

	3.
Manage e-staff performance
	3.1
Regular meetings are planned and conducted to determine individual progress, identify needs, clarify/solve issues and provide networking opportunities 

3.2
Performance is evaluated against agreed goals and targets and addressed in accordance with organisational policy and practice 

3.3
Problems in work performance are addressed through constructive solutions identified with e-staff

3.4
Evidence relating to performance is valid, documented and evaluated to identify learning and development requirements
	E29, E30, E31, E32

E29, E30, E31, E32

E29, E30, E31, E32

E29, E30, E31, E32
	Task 9
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APPLICATION








Practical Assessment








COMPETENCY CONVERSATION











INTERVIEW and DOCUMENT REVIEW 








issue QUALIFICATION- RTO














Step 1:


Analyse the application.


Identify links between any documents applicant provides and competency units.


Identify any key questions for competency conversation.





Step 5:


Identify any practical activities required to confirm competency


Observe practical activity








Step 7:


Identify areas where 3rd party verification is needed and inform candidate. 


Confirm / Verify 3rd party reports





Step 3:


Conduct competency conversation








Step 2:


Record results of analysis in table at end of application








Step 4:


Complete the Record of Conversation sheets during the competency conversation








Step 6:


Complete Practical Assessment Tasks Observation Sheets








Step 8:


Receive completed Third party reports








* Remember RPL assessment is an accumulative process of collecting evidence.








Complete assessment sign off & file documentation.


Issue qualification / advise of gap training as appropriate








Assessment Activity





Record keeping Activity
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