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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 Assessor Kit streamlines the RPL assessment process for CHC40302 Certificate IV in Disability Work 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


CHC40302  CERTIFICATE IV IN DISABILITY WORK
CORE UNITS

	Unit Code
	Unit Title
	Questions
	Practical

	CHCCOM3C
	Utilise specialist communication skills to build strong relationships
	(
	(

	CHCCS301A
	Work within a legal and ethical framework
	(
	

	CHCDIS1C
	Orientation to disability work
	(
	(

	CHCDIS2B
	Maintain an environment designed to empower people with disabilities
	(
	(

	CHCDIS3C
	Provide services to people with disabilities
	(
	(

	CHCDIS4B
	Design procedures for support
	(
	(

	CHCDIS6C
	Plan and implement community integration
	(
	(

	CHCORG5B
	Maintain an effective work environment
	(
	(

	CHCOHS302A
	Participate in safety procedures for direct care work
	(
	(

	CHCCS405A
	Work effectively with culturally diverse clients and co-workers
	(
	(


	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 disability work as is available. 

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

· ‘Blue Card’ – Working with children safety check

· brief CV or work history

· certificates/results of assessment 

· certificates/results of assessment – interstate/overseas

· certificates/results of assessment – universities

· results/statement of attendance/certificates – vendor training courses

· results/statement of attendance/ certificates – in house courses, workshops, seminars, symposiums

· results/statements of attendance/ certificates – club courses e.g. first aid, officials, surf life saving, etc

· photographs of work undertaken

· 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

· emails, records, reports, statements that demonstrate communication with internal and external clients, documents issues with clients or colleagues and how they are addressed and other matters relating to your role in a range of contexts and situations

· 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: 

CHC40302 Certificate IV in Disability Work
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

	CHCCOM3C
	Utilise specialist communication skills to build strong relationships
	
	
	
	
	

	CHCCS301A
	Work within a legal and ethical framework
	
	
	
	
	

	CHCDIS1C
	Orientation to disability work
	
	
	
	
	

	CHCDIS2C
	Maintain an environment designed to empower people with disabilities
	
	
	
	
	

	CHCDIS3C
	Provide services to people with a disabilities
	
	
	
	
	

	CHCDIS4B
	Design procedures for support
	
	
	
	
	

	CHCDIS6C
	Plan and implement community integration
	
	
	
	
	

	CHCORG5B
	Maintain an effective work environment
	
	
	
	
	

	CHCOHS302A
	Participate in safety procedures for direct care work
	
	
	
	
	

	CHCCS405A
	Work effectively with culturally diverse clients and co-workers
	
	
	
	
	


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 RECOGNISED IN DISABILITY WORK?


Workers in the Certificate IV in Disability Work generally work in residential group homes, training resource centres, day respite centres, open employment services, other community settings and client homes. These workers apply knowledge and skills gained through qualifications and/or previous experience to provide training and support to people with disabilities to enhance their ability to achieve greater levels of independence, self reliance and community participation. These workers report to service managers and may liaise with health professionals and other service agencies. Workers in this group may work without direct supervision and may be required to supervise and/or co-ordinate a limited number of lower classified workers.
This qualification consists of 14 units, 10 compulsory units and 4 elective units.
To gain the compulsory units for this certificate, you will need to demonstrate that you currently can do some or all of the following:

· have an understanding of the historical and current issues that affect people with a disability in their daily life

· use a variety of manual handling and assistive devices during day to day activities

· empower clients, maintain an effective work environment, use and maintain equipment and information systems 

· a sound working knowledge of the Occupational Health and Safety legislation that affects workers in the disability sector

· use specialist communication skills to build effective working relationships with clients and colleagues

· develop, implement and monitor client support programs

You may have other skills that can also be used to get recognition in additional units towards a Certificate IV in Disability Work.

“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 facilities that support people with disabilities that 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 disability work 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 the disability work sector 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:

· ‘Blue Card’ – Working with children safety check

· brief CV or work history and current position description
· certificates/results of assessment 

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

· results/statements of attendance/ certificates – club courses e.g. first aid, officials, surf life saving, etc

· photographs of work undertaken

· 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

· emails, records, reports, statements that demonstrate communication with internal and external clients, documents issues with clients or colleagues and how they are addressed and other matters relating to your role in a range of contexts and situations

· 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 disability work 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

CHC40302 Certificate IV in Disability Work


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

	CHCCOM3C
	Utilise specialist communication skills to build strong relationships
	
	
	

	CHCCS301A
	Work within a legal and ethical framework
	
	
	

	CHCDIS1C
	Orientation to disability work
	
	
	

	CHCDIS2C
	Maintain an environment designed to empower people with disabilities
	
	
	

	CHCDIS3C
	Provide services to people with disabilities
	
	
	

	CHCDIS4B
	Design procedures for support
	
	
	

	CHCDIS6C
	Plan and implement community integration
	
	
	

	CHCORG5B
	Maintain an effective work environment
	
	
	

	CHCOHS302A
	Participate in safety procedures for direct care work
	
	
	

	CHCCS405A
	Work effectively with culturally diverse clients and co-workers
	
	
	


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.


	
	
	
	
	


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 competence 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

Competence 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

	CHCCOM3C

Utilise specialist communication skills to build strong relationships
	1:
Discuss how you have communicated with staff and clients in order to build trusting relationships. How have you ensured all staff have communicated effectively and worked to minimise conflict situations within the workplace?
2:
Give examples of situations where you have participated in internal and external forums where you represented your organisation/ team. Consider examples when you have had to research and present information (verbal and/or written) which promotes the organisation.

	CHCCS301A

Work within a legal and ethical framework 
	3:
Discuss the policies, procedures, protocols, legislation and common law that affect your work role and responsibilities and provide examples of how you have applied these in your daily work role, particularly within a legal and ethical framework. 

4:
Describe how you ensured clients rights and interests are protected by your staff.

	CHCDIS1C

Orientation to disability work
	5:
Discuss how you have demonstrated your capacity to deliver quality services which support the rights, interests and needs of people with a disability/s.


In your example, consider issues that face people with a disability, access and equity principles, the diversity of disabilities and the impact on their lives, awareness of your own attitudes on working with people with a disability, and how you have responded to situations of risk or potential risk to people with a disability.

	CHCDIS2C

Maintain an environment designed to empower people with disabilities
	6:
Describe how you have worked to enhance and foster the independence and ‘self determination’ of a person with a disability.

7:
How have you contributed to the development and/or review of policy and legislation related to disabilities and the disability sector?

8:
Discuss a time when a client of your organisation has expressed their sexuality and/or sexual needs.  Give details of how you identified and recognised these needs and how you have accommodated the expressions of identity and sexuality.

	CHCDIS3C

Provide services to people with disabilities
	9:
Describe the strategies and actions that you have taken to assist and support a person with a disability to identify and meet their own needs. Discuss how you have responded to changes in their needs.

	CHCDIS4B

Design procedures for support
	10:
Discuss the steps that you have taken to develop and implement an appropriate individual support plan.

	CHCDIS6C

Plan and implement community integration
	11:
Detail the steps that you have undertaken to maximise participation of a client in the community. Discuss how you have worked with the family/advocate/s of the client in this process of community integration and any specific barriers that you have encountered.

	CHCORG5B

Maintain an effective work environment
	12:
Discuss how you have cooperatively worked with others to contribute to the effective operation of your workgroup, considering how you have established and maintained appropriate work relationships and reviewed and developed your own work performance.

	CHCOHS302A

Participate in safety procedures for direct care work
	13:
Detail the possible risks associated with moving a client and what you have done in order to move a client safely, including the use of equipment to reduce the risk of manual handling?  How have you identified and assessed these possible risks?

14:
Describe workplace hazards and control measures around those hazards.

15:
List the standard infection control procedures used in your workplace and give an example of how this is practiced, monitored and controlled.

	CHCCS405A

Work effectively with culturally diverse clients and co-workers
	16:
Discuss a workplace situation where you have encountered some difficulties with someone or a group of people from culturally diverse background/s. What did you do to resolve this difficulty, conflict or misunderstanding in order to build a positive working relationship?


	RECORD OF CONVERSATION
CHCCOM3C  Utilise specialist communication skills to build strong relationships


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 1:
Discuss how you have communicated with staff and clients in order to build trusting relationships. How have you ensured all staff have communicated effectively and worked to minimise conflict situations within the workplace?


Question 2:
Give examples of situations where you have participated in internal and external forums where you represented your organisation/ team. Consider examples when you have had to research and present information (verbal and/or written) which promotes the organisation.

	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
	Workplace policy and procedures

Legislation

Rights of individuals

Duty of care

Ethics

Program standards

Cross-cultural protocols
Conflict resolution 

Empathy

Crisis intervention
	
	

	Communication skills:
	
	
	

	Communicates in a non judgemental manner
	
	
	

	Ensures communication meets individual needs (e.g. use of alternative/augmentative communication devices, sign)
	
	
	

	Establishes rapport with both client and colleague
	
	
	

	Exchanges information and responds to enquiries
	
	
	

	Uses active and reflective listening
	
	
	

	Makes decisions around appropriate work, behaviour etc
	
	
	

	Clarifies and summarises through questioning
	
	
	

	Provides responses that are culturally appropriate
	
	
	

	Expresses an individual perspective
	
	
	

	Expresses own philosophy, ideology and background
	
	
	

	Explores and ‘unpacks’ problems
	
	
	

	Summarises and reflects responses in conflict situations
	
	
	

	Seeks feedback and provides advice
	
	
	

	Uses appropriate non verbal communication
	
	
	

	Ensures communication is reviewed to establish the effectiveness of communication styles and channels
	
	
	

	Provides coaching and mentoring to staff around communication 
	
	
	

	Ensures networks and relationships are maintained
	
	
	

	Develops and expresses own leadership style
	
	
	

	Ensures all team members work towards common goals/ objectives
	
	
	

	Communicates in a respectful and sensitive manner
	
	
	

	Minimises conflict by:
	
	
	

	Identifies and evaluates the situation 
	
	
	

	Uses a variety of techniques to resolve the conflict
	
	
	

	Identifies and evaluates the specific communication needs of clients and colleagues
	
	
	

	Identifies areas that may result in conflict
	
	
	

	Respects difference of opinion
	
	
	

	Uses mediation to ensure all parties are heard
	
	
	

	Works with all parties to resolve conflict in a timely manner
	
	
	

	Seeks agreement from all parties as to conflict resolution processes
	
	
	

	Awareness of triggers for conflict
	
	
	

	Conducts specific interviews with clients and staff members which may focus on:
	
	
	

	Staffing issues
	
	
	

	Roles of workers/boundaries etc
	
	
	

	Information gathering
	
	
	

	Confidentiality of information
	
	
	

	Aspects of disclosure and non disclosure
	
	
	

	Individual or group interviews
	
	
	

	Refers to mediation or other appropriate service
	
	
	

	Crisis intervention and grief and loss issues
	
	
	

	Question 2
	
	
	

	Forums:
	
	
	

	Regional forums, specialist and peak bodies, professional associations, conferences, workshops, interagency
	
	
	

	Networks/ Informal forums:
	
	
	

	Other workers, trainers, teachers, committees
	
	
	

	Presenting information involves:
	
	
	

	Ensures clarity and appropriate sequence of information
	
	
	

	Meets timeframes
	
	
	

	Uses appropriate media
	
	
	

	Addresses audience needs
	
	
	

	Uses appropriate written language 
	
	
	

	Promotion of organisation:
	
	
	

	Compiles written brochures, information sheets, fact sheets
	
	
	

	Oral presentations
	
	
	

	Reports to internal or external individuals or groups
	
	
	

	Provides written reports to key stakeholders (if appropriate)
	
	
	

	Applications for funding or sponsorship (if appropriate)
	
	
	


	RECORD OF CONVERSATION
CHCCS301A  Work within a legal and ethical framework


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 3:
Discuss the policies, procedures, protocols, legislation and common law that affect your work role and responsibilities and provide examples of how you have applied these in your daily work role, particularly within a legal and ethical framework. 
Question 4:
Describe how you ensured clients rights and interests are protected by your 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 3
	Effective communication
Negotiation and problem solving skills

Legal system and implications on work role

Ethics

Duty of Care

Workplace policies and procedures

Client Service Standards

Privacy 

Confidentiality

Written communication and report writing
	
	

	Policies and procedures/legislation/common law:
	
	
	

	Recruitment of staff
	
	
	

	Complaints and dispute resolution
	
	
	

	Privacy and security of information, Freedom of Information
	
	
	

	Health Records legislation
	
	
	

	Discrimination, harassment and EEO
	
	
	

	Poisons and therapeutics
	
	
	

	Residential and community services
	
	
	

	Occupational Health and Safety
	
	
	

	Criminal Acts
	
	
	

	Understands and applies principles of duty of care
	
	
	

	Legal issues such as consent, assault, negligence, defamation
	
	
	

	Understands types of law – civil/criminal
	
	
	

	Understands types of abuse
	
	
	

	Manages suspected abuse
	
	
	

	Reports suspected abuse
	
	
	

	Works within standards and codes of practice
	
	
	

	Works within role and level of responsibility
	
	
	

	Reviews policies and procedures and contributes to ongoing quality assurance processes
	
	
	

	Understands legislation around contracts (staffing, procurement etc)
	
	
	

	Ethical Application:
	
	
	

	Understands ethics, ethical behaviour and ethics in practice
	
	
	

	Defines difference between ethical and legal issues
	
	
	

	Upholds the rights and responsibilities of the client
	
	
	

	Upholds the rights and responsibilities of workers
	
	
	

	Explains rights, codes of ethics and duty of care responsibilities to clients and others
	
	
	

	Works in an ethical manner
	
	
	

	Works in a non-judgemental manner
	
	
	

	Uses problem solving and conflict resolution 
	
	
	

	Delivers service regardless of attitude, values and beliefs
	
	
	

	Follows workplace policies and procedures
	
	
	

	Contributes to/facilitates the review of polices and protocols
	
	
	

	Trains staff in ethics and ethical issues
	
	
	

	Reports unethical conduct
	
	
	

	Responds to reports of unethical conduct according to workplace policies and procedures
	
	
	

	Seeks assistance from others if unsure of actions to be taken
	
	
	

	Question 4
	
	
	

	Clients rights may include:
	
	
	

	Privacy and confidentiality
	
	
	

	Dignity
	
	
	

	Freedom of association
	
	
	

	Choice and decision making
	
	
	

	Complaints and dispute resolution
	
	
	

	Right to express ideas and opinions
	
	
	

	Access to services
	
	
	

	Appropriate standard of care
	
	
	

	Ensures clients rights protected by staff by:
	
	
	

	Identifies and expresses concerns raised by client and/or advocate/s
	
	
	

	Refers client and/or advocate/s to other services
	
	
	

	Follows complaint protocols 
	
	
	

	Reports abuse/neglect 
	
	
	

	Understands role of legal guardian, guardianship board, public trustee and advocate
	
	
	

	Networks with other services around legal and ethical issues
	
	
	

	Trains staff in recognising and responding suspected abuse/neglect
	
	
	


	RECORD OF CONVERSATION
CHCDIS1C  Orientation to disability work


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 5:
Discuss how you have demonstrated your capacity to deliver quality services which support the rights, interests and needs of people with a disability/s.


In your example, consider issues that face people with a disability, access and equity principles, the diversity of disabilities and the impact on their lives, awareness of your own attitudes on working with people with a disability, and how you have responded to situations of risk or potential risk to people with a disability.

	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
	Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy considerations

Advocacy

Respect for persons

Effective communication

Access to appropriate support personnel

Personal values and attitudes
Legislation
	
	

	Delivering service supporting the rights of people with disabilities may involve:
	
	
	

	Provides choice and decision making opportunities
	
	
	

	Facilitates access and equity
	
	
	

	Addresses client requirements
	
	
	

	Uses a variety of service models to support clients
	
	
	

	Addresses health and safety issues
	
	
	

	Addresses legal responsibilities and duty of care
	
	
	

	Accesses networks and other services within the community
	
	
	

	Ensures clients are empowered
	
	
	

	Issues that people with a disability may face:
	
	
	

	Access to services (employment/ education/ accommodation/ community etc)
	
	
	

	Meeting individual needs and personal goals
	
	
	

	Discrimination 
	
	
	

	Family and carer issues (grief and loss/ economic/ social/ physical)
	
	
	

	Access to transportation
	
	
	

	Community and social stereotypes and barriers to participation
	
	
	

	Client requirements may depend on:
	
	
	

	Type of disability/s (physical, intellectual, sensory, psychiatric etc), acquired or developmental
	
	
	

	Support available
	
	
	

	Illness/ condition
	
	
	

	Advocates
	
	
	

	Delivering service to meet client rights includes:
	
	
	

	Client is consulted and requirements are acknowledged and met
	
	
	

	Client consents to service
	
	
	

	Services delivered are holistic and client-centred
	
	
	

	Ensuring client privacy and confidentiality
	
	
	

	Common law is met
	
	
	

	Client is treated in a dignified, safe and comfortable manner
	
	
	

	Client is allowed to express own feelings
	
	
	

	Client is allowed and encouraged to maintain friendships
	
	
	

	Client is offered choice to participate in service provision/ activities etc
	
	
	

	Client is able to access complaint mechanisms etc
	
	
	

	Responding to situations of risk in the context of the work role may include:
	
	
	

	Identifies risks
	
	
	

	Provides information on risks or potential risks
	
	
	

	Works towards risk minimisation
	
	
	

	Engages in strategies for preventing abuse of people with disabilities
	
	
	

	Reports risks as appropriate
	
	
	

	Reports uncharacteristic behaviours
	
	
	

	Ensures client safety needs are met
	
	
	


	RECORD OF CONVERSATION
CHCDIS2C  Maintain an environment designed to empower people with disabilities


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 6:
Describe how you have worked to enhance and foster the independence and ‘self determination’ of a person with a disability.

Question 7:
How have you contributed to the development and/or review of policy and legislation related to disabilities and the disability sector?

Question 8:
Discuss a time when a client of your organisation has expressed their sexuality and/or sexual needs.  Give details of how you identified and recognised these needs and how you have accommodated the expressions of identity and sexuality.

	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 6
	Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy considerations

Advocacy and self-advocacy

Social justice

Respect for persons

Rights of clients – human, legal and moral

Effective communication
Lobbying
	
	

	Enhances independence and self-determination:
	
	
	

	Supports choice and decision making and follows through with decisions made
	
	
	

	Encourages access and equity 
	
	
	

	Provides assistance in accessing support
	
	
	

	Provides assistance in allowing independent action and thinking
	
	
	

	Supports clients to communicate needs etc
	
	
	

	Provides ongoing support
	
	
	

	Encourages other staff and community to support independence of a person with a disability
	
	
	

	Links with wider community and activities and services
	
	
	

	Understands own values and attitudes 
	
	
	

	Participates in appropriate forums/seminars etc
	
	
	

	Question 7
	
	
	

	Contributes appropriate to role and/or responsibility
	
	
	

	Reports issues and/or legislation that does not support people with disabilities
	
	
	

	Consults with colleagues/supervisor/ lobby groups/ Government/ other agencies
	
	
	

	Researches issues around empowerment 
	
	
	

	Participates in forums/workshops/seminars
	
	
	

	Provides written/ verbal feedback to appropriate person/s
	
	
	

	Encourages clients to participate in forums and supports client in that participation 
	
	
	

	Question 8
	
	
	

	Identification of sexuality and needs involves:
	
	
	

	Observes/monitors behaviour
	
	
	

	Understands appropriate and inappropriate behaviour 
	
	
	

	Consults/discusses with client
	
	
	

	Case notes/file notes/ reports
	
	
	

	Reports from significant others (family, advocates, health professionals etc)
	
	
	

	Awareness of community values and attitudes in relation to people with a disability and sexuality/ identity
	
	
	

	Awareness of own values and attitudes in relation to people with a disability and sexuality/identity
	
	
	

	Supporting clients to meet their sexuality/identity needs:
	
	
	

	Listens to clients (clarification and feedback)
	
	
	

	Educates clients (and significant others)
	
	
	

	Supports clients in their expressions of sexuality and identity
	
	
	

	Refers clients to agency/personnel to assist in meeting unmet needs
	
	
	

	Understands different cultural and spiritual expressions of sexuality
	
	
	

	Awareness and strategies around sexuality and sexual expression in communal living arrangements
	
	
	

	Ensures that work fits within organisation and worker role and responsibilities 
	
	
	

	Manages inappropriate sexual behaviour
	
	
	

	Trains staff 
	
	
	

	Respects client choices/ individuality etc
	
	
	


	RECORD OF CONVERSATION
CHCDIS3C  Provide services to people with disabilities


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 9:
Describe the strategies and actions that you have taken to assist and support a person with a disability to identify and meet their own needs. Discuss how you have responded to changes in their needs.
	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
	Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy

Confidentiality

Safety and Security 
Respect for persons

Rights of clients – human, legal and moral

Effective communication
	
	

	Assist a person to identify needs involves:
	
	
	

	Listens to client, family, advocate/s, significant others, staff who support client (if appropriate)
	
	
	

	Observes the client 
	
	
	

	Understands the disability/s and the impact that the disability/s may have on the client and ability to meet needs (including social)
	
	
	

	Promotes independence and self determination
	
	
	

	Provides feedback and support to client, family, staff who support client (if appropriate)
	
	
	

	Develops a care plan/response plan in consultation with key stakeholders that reflects needs
	
	
	

	Services provided to client to meet needs
	
	
	

	Accesses existing services and resources to meet needs
	
	
	

	Resources, equipment and aids provided to meet needs
	
	
	

	Changes in client needs are reported as appropriate
	
	
	

	Support is altered to meet changing needs (including referral, staffing etc)
	
	
	

	Ensures risks are minimised
	
	
	

	Understands the basic needs of people with acquired disabilities
	
	
	

	Understands the basic needs of people with developmental disabilities
	
	
	

	Understands the physical, social and emotional needs of people with a disability and the impact on service delivery
	
	
	

	Understands dysphagia 
	
	
	

	Assistance around meeting personal need:
	
	
	

	Refers to specialist services
	
	
	

	Specialist equipment/resources are provided/accessed
	
	
	

	Trains/educates staff to utilise equipment/resources
	
	
	

	Ensures continuous consultation/review to meet needs
	
	
	

	Reports needs, changing needs and meeting needs as per job role
	
	
	


	RECORD OF CONVERSATION
CHCDIS4B  Design procedures for support


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 10:
Discuss the steps that you have taken to develop and implement an appropriate individual support plan.
	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 10
	Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy considerations

Respect for persons

Rights of clients – human, legal and moral

Effective communication
Client-focused approach
	
	

	Assessment of person:
	
	
	

	Involves key stakeholders in the assessment process
	
	
	

	Identifies, analyses and records relevant information
	
	
	

	Seeks observation and feedback from others 
	
	
	

	Designs program/support:
	
	
	

	Discusses options with client and key stakeholders, considering needs, resources, organisational guidelines etc
	
	
	

	Discusses referral processes (if appropriate) to specialist services
	
	
	

	Includes review/evaluation milestones/process in program/plan
	
	
	

	Implement personal support:
	
	
	

	Identifies support procedures
	
	
	

	Trains staff and relevant others
	
	
	

	Accesses resources/requirements (if necessary)
	
	
	

	Monitors, reviews and evaluates program/support
	
	
	

	Uses a case management approach
	
	
	


	RECORD OF CONVERSATION
CHCDIS6C  Plan and implement community integration


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 11:
Detail the steps that you have undertaken to maximise participation of a client in the community. Discuss how you have worked with the family/advocate/s of the client in this process of community integration and any specific barriers that you have encountered.
	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 11
	Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy considerations

Advocacy and self-advocacy

Social justice

Respect for persons

Rights of clients – human, legal and moral

Effective communication
Client-focused approach
	
	

	Steps:
	
	
	

	Assesses and identifies client needs
	
	
	

	Uses own knowledge of options, networks, services etc
	
	
	

	Matches above with client needs
	
	
	

	Identifies and accesses appropriate resources/equipment
	
	
	

	Supplies information about community access options to client and their family/advocate/s etc
	
	
	

	Ensures cultural and linguistic needs are identified and met
	
	
	

	Ensures transport needs are met
	
	
	

	Seeks assistance from client and their family/advocate/s etc to determine activities to enhance community integration
	
	
	

	Identifies barriers to community access
	
	
	

	Works with client and their family/advocate/s etc to develop strategies to address barriers
	
	
	

	Supports client and their family/advocate/s etc to access community 
	
	
	

	Barriers:
	
	
	

	Physical barriers
	
	
	

	Community attitudes/values etc
	
	
	

	Access barriers
	
	
	

	Transport barriers
	
	
	

	Communication barriers
	
	
	

	Social participation barriers
	
	
	

	Addressing barriers:
	
	
	

	Accesses specific support
	
	
	

	Lobbies relevant person/s
	
	
	

	Refers/seeks assistance (if required)
	
	
	

	Meets specific client requirements
	
	
	

	Seeks alternative approaches to addressing barriers
	
	
	

	Ensures client consultation in relation to addressing barriers
	
	
	

	Provides community education (if applicable)
	
	
	

	Networks in the community
	
	
	

	Promotes the benefits of community integration
	
	
	

	Coordinates a wide range of activities/services/programs
	
	
	

	Monitors and reviews client participation
	
	
	


	RECORD OF CONVERSATION
CHCORG5B  Maintain an effective work environment


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 12:
Discuss how you have cooperatively worked with others to contribute to the effective operation of your workgroup, considering how you have established and maintained appropriate work relationships and reviewed and developed your own work 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 12
	Work safety practices

Workplace procedures

Legislation relevant to workplace

Client Service Standards

Respect for persons

Effective communication
Effective team operation

Negotiation and conflict resolution 

Duty of Care
	
	

	Cooperatively works with others:
	
	
	

	Works within own work role and own work plan
	
	
	

	Works ethically
	
	
	

	Follows legislation and awards
	
	
	

	Provides training 
	
	
	

	Ensures outcomes, objectives, timeframes are met
	
	
	

	Complies with legislation and organisational guidelines
	
	
	

	Manages contingencies
	
	
	

	Monitors work load of others to ensure equitable distribution of work
	
	
	

	Seeks advice/feedback/assistance from others to meet work plans or support others in meeting work plans
	
	
	

	Manages complaints 
	
	
	

	Ensures team works to optimal level
	
	
	

	Ensures completes tasks within time frame
	
	
	

	Uses appropriate interpersonal and communication skills
	
	
	

	Works within role to facilitate team meetings
	
	
	

	Ensures team works to meet client goals and objectives
	
	
	

	Communicates appropriately within group during meetings
	
	
	

	Allows opportunities for all group participants to contribute during group meetings
	
	
	

	Explores all relevant strategies within work group
	
	
	

	Ensures agendas and objectives of group meetings are met
	
	
	

	Provides relevant information to all group members as appropriate
	
	
	

	Monitors and reviews communication style with group members
	
	
	

	Maintains relationships:
	
	
	

	Recognises and responds appropriately to cultural diversity
	
	
	

	Alters communication styles to meet the needs of work group members
	
	
	

	Addresses staff/workplace/workgroup  issues promptly
	
	
	

	Minimises conflict 
	
	
	

	Ensures team goals are met
	
	
	

	Informs colleagues of workplace standards
	
	
	

	Reviews performance:
	
	
	

	Participates in peer review
	
	
	

	Attends training
	
	
	

	Monitors performance
	
	
	

	Participates in regular performance appraisals
	
	
	

	Maintains updated knowledge of changes to legislation etc
	
	
	


	RECORD OF CONVERSATION
CHCOHS302A  Participate in safety procedures for direct care work


THIS UNIT ALSO REQUIRES A MANDATORY PRACTICAL DEMONSTRATION OF THE USE OF ASSISTIVE DEVICES/MANUAL HANDLING AND HAND WASHING.  PLEASE REFER TO TASK 4.

CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 13:
Detail the possible risks associated with moving a client and what you have done in order to move a client safely, including the use of equipment to reduce the risk of manual handling?  How have you identified and assessed these possible risks?

Question 14:
Describe workplace hazards and control measures around those hazards.

Question 15:
List the standard infection control procedures used in your workplace. Give an example of how this is practiced, monitored and controlled.

	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
	Manual Handling Code of Practice

Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy considerations

Respect for persons

Rights of clients – human, legal and moral

Effective communication
	
	

	Risks involved in moving a client:
	
	
	

	Lifting tasks
	
	
	

	Pushing/pulling tasks
	
	
	

	Carrying objects
	
	
	

	Reaching tasks
	
	
	

	Restraining tasks
	
	
	

	Risk factors involved in manual handling:
	
	
	

	Posture adopted
	
	
	

	Movement undertaken
	
	
	

	Forces exerted
	
	
	

	Environmental conditions such as underfoot conditions
	
	
	

	Lighting
	
	
	

	Heat
	
	
	

	Duration and frequency of the task
	
	
	

	Client physical ability to assist
	
	
	

	Client medical conditions
	
	
	

	Equipment or other devices attached to client (eg Catheters, IV’s)
	
	
	

	Availability of equipment to support/assist in the manual handling process
	
	
	

	Moving a client safely involves:
	
	
	

	Understands basic biomechanics
	
	
	

	Plans for the manual handling process
	
	
	

	Follows OHS policy and procedure at all times
	
	
	

	Uses organisational documents (eg. risk assessment matrix) to identify risk
	
	
	

	Reports risks to supervisor/OHS representative
	
	
	

	Requests assistance of other staff if necessary
	
	
	

	Uses equipment safely and to organisational requirements to assist movement of client
	
	
	

	Identification and assessment of risk involves:
	
	
	

	Conducts a risk assessment
	
	
	

	Identifies possible risk
	
	
	

	Identifies likelihood of occurrence of injury
	
	
	

	Identifies consequences of injury
	
	
	

	Examines client assessment documents and care plans
	
	
	

	Modifies task and/or approach to dealing with risk
	
	
	

	Implements corrective action
	
	
	

	Reduces the amount of manual handling required
	
	
	

	Examines and reviews policies
	
	
	

	Question 14
	
	
	

	Workplace hazards:
	
	
	

	Personal safety (threats from clients/ access etc)
	
	
	

	Machinery and equipment
	
	
	

	Biological threats
	
	
	

	Chemicals
	
	
	

	Work-related environment
	
	
	

	Work related stress
	
	
	

	Electrical hazards
	
	
	

	Organisational issues (shift work, irregular hours)
	
	
	

	Control Measures:
	
	
	

	Follows hazard management policies and procedures
	
	
	

	Reports hazards and follows up
	
	
	

	Participates in client assessment and care plan development
	
	
	

	Reduces manual handling
	
	
	

	Follows complaint and resolution process
	
	
	

	Changes the environment
	
	
	

	Changes/adds equipment
	
	
	

	Eliminates the risk by:
	
	
	

	Engineering controls
	
	
	

	Administrative controls through training
	
	
	

	Use of PPE
	
	
	

	Ensures provision of OH&S committee/staff representative
	
	
	

	Uses/follows signage
	
	
	

	Changes workplace practices/procedures
	
	
	

	Participates in meetings
	
	
	

	Participates in training
	
	
	

	Completes appropriate documentation
	
	
	

	Question 15
	
	
	

	Lists standard infection control procedures according to organisational procedures - may include:
	
	
	

	Hand washing
	
	
	

	Personal hygiene
	
	
	

	PPE
	
	
	

	Handling/disposal sharps
	
	
	

	Biological waste management
	
	
	

	Waste management
	
	
	

	Cleaning and spills management
	
	
	

	Chemical use
	
	
	

	Immunisation
	
	
	

	Blood/body fluid exposure
	
	
	

	Food handling procedures
	
	
	

	Soiled linen/clothing procedures
	
	
	

	Sterilisation procedures (if appropriate)
	
	
	

	Applies personal protective equipment
	
	
	

	Checks own knowledge and application of standards by observing practices
	
	
	

	Monitors own practices and practices of others
	
	
	

	Recognises and responds to needs for training
	
	
	

	Reports breaches of infection control procedures as per organisational guidelines
	
	
	


	RECORD OF CONVERSATION
CHCCS405A  Work effectively with culturally diverse clients and co-workers


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 16:
Discuss a workplace situation where you have encountered some difficulties with someone or a group of people from culturally diverse background/s. What did you do to resolve this difficulty, conflict or misunderstanding in order to build a positive working relationship?
	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
	Work safety practices

Workplace procedures

Legislation relevant to workplace

Client Service Standards

Respect for persons

Effective communication
Sensitivity and respect and inclusive behaviour
	
	

	Ensures work practices are culturally appropriate, non discriminatory, free of bias, stereotyping, racism, prejudice
	
	
	

	Awareness of different cultural groups and practices
	
	
	

	Awareness of own bias towards different cultural groups
	
	
	

	Awareness of how others may experience a culture and respond to past experiences
	
	
	

	Awareness of different roles of cultures in society
	
	
	

	Awareness of principles of EEO, anti-discrimination legislation and impact on work practices
	
	
	

	Awareness of other key factors (sex, age, disability, race etc) and impact  on work practices
	
	
	

	Awareness of cultural practices that may cause conflict
	
	
	

	Uses basic conflict resolution skills and negotiation skills
	
	
	

	Uses open communication and active listing
	
	
	

	Refers to resolve issue according to organisational procedures
	
	
	

	Explores alternative forms of communication (if appropriate)
	
	
	

	Demonstrates respect
	
	
	

	Demonstrates inclusive behaviour
	
	
	

	Ensures workplace free of culturally insensitive literature, posters, signage
	
	
	

	Provides/participates in cross-cultural training
	
	
	

	Awareness of cultural beliefs and practices that may cause harm
	
	
	

	Develops respectful and sensitive relationships with staff and clients from culturally diverse backgrounds
	
	
	

	Uses an interpreter (if appropriate)
	
	
	


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.

	Unit of Competency
	Practical Task

	CHCCOM3C

Utilise specialist communication skills to build strong relationships

CHCDIS2C

Maintain an environment designed to empower people with disabilities
CHCCS405A

Work effectively with culturally diverse clients and co-workers

CHCDIS1C

Orientation to disability work
	TASK 1

*This task may be completed in conjunction with another task.
Communicate with a client with a disability. During this communication, demonstrate:

· Respectful communication

· Choice and decision making opportunities

· Active listening

· Feedback processes
· How you altered communication for this client
· How you have built /are building a strong relationship with the client

· Information exchanges with the client

	CHCCOM3C

Utilise specialist communication skills to build strong relationships

CHCORG5B

Maintain an effective work environment

CHCCS405A

Work effectively with culturally diverse clients and co-workers

CHCDIS4B

Design procedures for support

CHCDIS3C
Provide services to people with disabilities
	TASK 2

Provide examples of programs, projects, events or activities that you have worked on.

Select a few of these examples and with documentary evidence of outcomes where possible, detail aspects of how you have completed the following:

· Works with culturally diverse clients and co-workers

· Resolves conflict 

· Maintains an effective work environment

· Uses appropriate communication

· Represents the organisation to a range of different groups
· Supports people with disabilities

· Provides services to people with disabilities
· Coaches/mentors other staff
Examples of evidence may include: meeting minutes, reports/records, photographs, DVD/Video evidence, project plans/programs, client case files, rosters, 3rd party evidence, an individual support plan, presentations etc.

	CHCCS405A

Work effectively with culturally diverse clients and co-workers

CHCCOM3C

Utilise specialist communication skills to build strong relationships
	TASK 3
Scenario – read the scenario and complete the task

A new staff member has begun working in your facility. Her name is Lan and she has been living in Australia for eight years. You notice that other staff are making value judgements and racist remarks about Lan in the staff room. A few staff have cornered Lan and threatened her safety.

Action required:

a)   Identify how you will deal with the comments in relation to Lan

b)   How you will resolve this issue within your work role

	CHCOHS302A

Participate in safety procedures for direct care work
CHCCOM3C

Utilise specialist communication skills to build strong relationships
	TASK 4
FOR USE ONLY IF ASSESSING CHCOHS302A 

Candidate to demonstrate the use of a number of items of manual handling equipment (This is a mandatory requirement for the assessment of CHCOHS302A and candidates MUST demonstrate competence in the below tasks):

a)

The use of a mechanical hoist

b)

The use of a wheelchair

c)
Safely moving a client from a bed to a chair – using manual handling equipment/ safe lifting techniques

d)

Demonstration of approved hand washing techniques



	CHCCOM3C

Utilise specialist communication skills to build strong relationships

CHCORG5B

Maintain an effective work environment
	TASK 5
Facilitate a workplace group. This group may be:

· Client group (e.g. an activity group, learning group)
· Case management meeting

· Networking group

· Team meeting

· Inter/intra agency meeting

· Workplace meeting (e.g. OH&S Committee meeting) 
During this facilitation, demonstrate:

a) How you exchange/provide information

b) Meeting timeframes

c) Effective communication

d) How you encouraged participation from all members

e) How you encouraged team work

f) Negotiation/conflict management/resolution (if applicable)

	CHCCOM3C

Utilise specialist communication skills to build strong relationships

CHCDIS1C

Orientation to disability work

CHCDIS2C

Maintain an environment designed to empower people with disabilities

CHCDIS3C
Provide services to people with disabilities

CHCDIS4B

Design procedures for support

CHCDIS6C

Plan and implement community integration
	TASK 6
Scenario

Please read the following scenario and answer the questions that follow.
Laura has an intellectual disability, additionally, due to her physical condition she spends much of her time in a wheelchair. She lives at home with her family and both parents are elderly. Her funds are limited. Most of the time she is a warm and friendly person but can get frustrated and upset when she does not get what she wants. Laura seems to deal with things rationally about sixty percent of the time.

She has recently requested a new wheelchair as her present one is in a poor state of repair. Additionally, she expressed a desire to learn how to paint or learn an art skill with a group of young people her age, as she is often lonely and bored at home.

a) Detail some ways that you can support her in meeting her needs in relation to getting a new wheelchair.

b) Outline the steps that you would take to assist her in becoming involved in a community activity and learning new skills. How would you also work with the family in the process?

c) How would you overcome some of the barriers to participation in such activities?

d) How would you enhance Laura’s independence?

e) How would you measure the success of meeting Laura’s requests?

f) Discuss the workplace processes you would need to follow to meet Laura’s needs
g) Provide an example of a plan/program that you would use with Laura.

	CHCCOM3C

Utilise specialist communication skills to build strong relationships

CHCDIS1C

Orientation to disability work

CHCDIS2C

Maintain an environment designed to empower people with disabilities

CHCDIS3B

Provide services to people with disabilities

CHCDIS4B

Design procedures for support

CHCDIS6C

Plan and implement community integration
CHCOHS302A

Participate in safety procedures for direct care work
	TASK 7
Perform a daily activity with a client with a disability.

During this task demonstrate how it:

a) Meets the client care plan

b) Allows choice and decision making opportunities, empowers clients and encourages independence
c) Facilitates community access 

d) Allows expressions of individuality and sexuality

e) Meets the needs of the client

f) Ensures hazards and risks are managed during the activity

g) Follows protocols for recording of activity

	CHCDIS3C

Provide services to people with disabilities

CHCOHS302A

Participate in safety procedures for direct care work
	TASK 8
Note: This task is only to be completed with the explicit consent of the client. The client must also be informed that they do not have to agree to participate in this task.
*This task may be completed in conjunction with another task.
Perform a personal care task with a client. This task may include:

· Washing

· Dressing and undressing

· Grooming 

· Hair and nail care

· Toileting

· Oral hygiene

· Skin maintenance


	OBSERVATION RECORDING SHEET

Practical Tasks


CANDIDATE’S NAME:
     
  SIGNATURE:       
   DATE:       

ASSESSOR’S NAME:
     
  SIGNATURE:       
   DATE:       

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.

	Unit and element covered in task
	Task No.
	Observable behaviours in task
	Industry requirements
	Assessor’s comments
	Indicate if behaviour observed
	Date assessed

	CHCCOM3C
1.1, 2.1, 2.5, 3.1
CHCDIS2C

1.1, 1.3, 1.4

CHCCS405A

3.1, 3.2, 3.3

CHCDIS1C

2.1, 2.2
	1
	Demonstrates respectful communication 
Provides choice and decision making opportunities

Follows through on client choice

Demonstrates active listening through use of paraphrasing and appropriate non verbal communication (eye contact, touch etc)

Provides feedback to client throughout the communication 

Alters communication to meet needs of client – may include use of sign or augmentative/alternative communication devices

Builds trust relationship with client through listening and empowering client

Recognises verbal communication

Responds appropriately to verbal communication

Communicates in a culturally sensitive manner
	Workplace policy and procedures

Legislation

Rights of individuals

Duty of care

Ethics

Program standards

Cross-cultural protocols
	
	
	

	CHCCOM3C
CHCORG5B
2.1, 2.2, 2.4

CHCCS405A
CHCDIS4B
CHCDIS3C
	2
	Works with clients and colleagues in a culturally sensitive, appropriate and respectful manner
Alters communication to meet individual needs of clients and co-workers

Resolves conflict by:

· identifies area of conflict or potential conflict
· reflects a non-biased, non judgemental attitude
· facilitates conflict resolution
· acts as a mediator during the conflict
· uses active listening techniques
· uses appropriate communication (verbal and non verbal)
· refers conflict if unable to resolve
Maintains an effective work environment by:

· works with others to achieve goals and objectives within timeframes
· ensures work is undertaken within role and level of responsibility
· maintains conflict and potential conflict areas according to job role
· ensures that the team is working effectively
· prioritises specific tasks and duties
· uses appropriate communication 
· provides/participates in training 
Uses appropriate verbal and non verbal communication

Alters communication to meet individual needs (if appropriate)

Provides feedback and advice to clients and colleagues

Reviews own performance

Represents the organisation to a range of groups by:
· participates in appropriate forums
· presents information in appropriate format and according to audience needs
· information presented is of standard required by the organisation
Supports people with disabilities by:

· assists client to identify own needs
· assesses client needs and works to meet individual needs
· designs, plans and implements program to meet client needs
· identifies specific supports required and implements supports and program
· empowers clients to participate in program development/implementation
Provides services to people with disabilities by:

· responds to changes in client needs
· alters program to meet changed needs
· ensures service meets changed needs
· refers client according to organisational requirements
· reports appropriately and in format required by organisation
Coaches/mentors other staff:

· identifies coaching/mentoring need
· implements program around coaching/mentoring
· reviews program
· alters program to meet changing needs of staff (if appropriate)
	Duty of care
Ethical practice

Legislation and awards

Negotiation and mediation

Empathy

Effective communication

Workplace policy and procedures

Rights of individuals
Program standards

Cross-cultural protocols
	
	
	

	CHCCS405A
CHCCOM3C

1.1, 1.2, 1.3, 2.1, 2.2, 2.3, 2.5, 2.6, 5.1, 5.2, 5.3, 5.4, 5.5
	3 a)
	Builds working relationship with Lan

Acts in a culturally respectful manner

Communicates in a sensitive and respectful manner

Encourages other staff to work in a culturally respectful manner

Provides cross-cultural communication training to staff

Facilitates conflict and negotiation process according to job role
	Workplace policy and procedures

Legislation

Rights of individuals

Duty of care

Ethics

Program standards

Cross-cultural protocols
Confidentiality

Safety and security
	
	
	

	CHCCOM3C
1.1, 1.2, 1.3, 2.1, 2.2, 2.3, 2.5, 2.6, 5.1, 5.2, 5.3, 5.4, 5.5
	3 b)
	Facilitates conflict and negation process according to job role

Interviews staff appropriately and implements resolution processes

Refers incident (according to role and responsibility)

Reports inappropriate behaviour according to job role

Reports in an appropriate format
Documents incident (if required) according to organisational policy and procedures
	
	
	
	

	CHCCOM3C

1.1, 2.1, 2.5, 3.4
CHCOHS302A

1.1, 1.2, 1.3, 1.4
	4 a)
	Identifies the manual handling task involved

Identifies the client related risk factors and modifies selected approach and choice of equipment to minimise risk

Communicates appropriately to client to maintain relationships and inform them of manual handling task being undertaken

Ensures all safety aspects are considered prior to use of hoist

Follows manufacturers guidelines in the correct use of mechanical hoist
Safely moves client 
Cleans and stores hoist appropriately
	OH&S requirements
Client Service Standards

Duty of Care

Privacy 

Respect for persons

Rights of clients – human, legal and moral

Effective communication
Occupational Health and Safety policies and procedures

Manual handling procedures
	
	
	

	CHCCOM3C

1.1, 2.1, 2.5, 3.4
CHCOHS302A

1.1, 1.2, 1.3, 1.4
	4 b)
	Identifies the manual handling task involved

Identifies the client related risk factors and modifies selected approach and choice of equipment to minimise risk

Communicates appropriately to client to inform them of manual handling task being undertaken

Ensures all safety aspects are considered prior to use of wheelchair

Follows manufacturers guidelines in the correct use of wheelchair
Safely uses wheelchair
Cleans and stores wheelchair appropriately
	
	
	
	

	CHCCOM3C

1.1, 2.1, 2.5, 3.4
CHCOHS302A

1.1, 1.2, 1.3, 1.4
	4 c)
	Identifies the manual handling task involved

Identifies the client related risk factors and modifies selected approach and choice of equipment to minimise risk

Communicates appropriately to client to inform them of manual handling task being undertaken

Ensures all safety aspects are considered prior to use of manual handling equipment

Follows manufacturers guidelines in the correct use of manual handling equipment
Safely transfers the client
Cleans and stores equipment appropriately
	
	
	
	

	CHCCOM3C

1.1, 2.1, 2.5, 3.4
CHCOHS302A

1.1, 1.2, 1.3, 1.4
	4 d)
	Identifies the risks of infection

Applies infection control procedures

Demonstrates approved hand washing techniques
	
	
	
	

	CHCCOM3C

CHCORG5B
2.1, 2.2, 2.3, 2.4, 3.1, 3.2, 3.3, 3.4, 3.5
	5
	Information is provided in a timely and appropriate format 
Timeframes are established and met

Agendas are established and followed

Communicates appropriately to all group members and according to organisational requirements

Allows for individual differences in communication with all team members

Ensures all members participate in workgroup using strategies

Ensures all members understand objectives and goals and roles and responsibilities of all team members

Understands team operation/roles of members

Encourages contribution of all members of team

Uses team building skills to ensure team work

Uses appropriate communication

Identifies area of conflict or potential conflict
Reflects a non-biased, non judgemental attitude

Facilitates conflict resolution

Acts as a mediator during the conflict

Uses active listening techniques

Uses appropriate communication (verbal and non verbal)

Refers conflict if unable to resolve
	Duty of care

Legislation and awards

Negotiation and mediation

Effective communication

Workplace policy and procedures

Rights of individuals
Program standards
	
	
	

	CHCCOM3C

1.1, 1.2, 1.3, 2.1, 2.5, 2.6

CHCDIS1C

1.1, 1.2, 1.3, 1.4, 1.5, 2.2

CHCDIS2C

1.2, 1.3, 2.1, 2.2, 2.3

CHCDIS3C
1.1, 1.2, 1.3, 1.4, 1.5

CHCDIS4B

1.1, 1.2
	6 a)
	Works with client to identify need

Supports client to meet need

Identifies strategies to meet need (including accessing funding etc)

Refers client to other services (if appropriate)

Provides assistance according to job role and responsibility

Reports as appropriate
	Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy considerations

Advocacy and self-advocacy

Social justice

Respect for persons

Rights of clients – human, legal and moral

Effective communication
	
	
	

	CHCDIS1C
1.1, 1.2, 1.3, 1.4, 1.5, 2.2

CHCDIS2C

1.1, 1.2, 1.3, 1.4

CHCDIS3C
1.1, 1.2, 1.3, 1.4, 1.5, 2.2, 3.1, 3.2, 3.3, 3.4, 3.5, 3.7, 3.8, 3.9

CHCDIS4B

CHCDIS6C
CHCCOM3C

1.1, 1.2, 1.3
	6 b)
	Promotes community access and integration

Upholds the rights of people with disabilities

Assess client

Works with client to identify need

Understands the range of services available in the community

Design plan/program

Accesses variety of resources to facilitate community access

Accesses equipment and services to facilitate community access

Liaises with agencies and other key personnel

Coordinates community access with key personnel

Implement plan/program

Communicates appropriately with family, advocate/s and/or significant others to establish need, identify resources and key personnel

Provides options for community access for clients

Reviews plan
	
	
	
	

	CHCDIS6C
2.1, 2.2, 2.3, 2.4, 3.1, 3.2, 3.3, 3.4, 3.5, 3.6
	6 c)
	Communicates appropriately with client, family and/or significant others

Works with client to identify barriers

Works within job role to address barriers

Seeks funding options to address barriers (if appropriate)
	
	
	
	

	CHCDIS2C
2.1, 2.2, 2.3, 2.4
CHCDIS6C

1.1, 1.2, 1.3, 1.4, 1.5, 3.1, 3.2, 3.3
CHCDIS4B

2.1, 3.1
	6 d)
	Communicates appropriately with client

Provides options for choice and decision making

Follows through with choices and decisions made

Works with people to develop strategies to encourage independence

Provides support to client to foster independence

Encourage others to promote independence of client

Provides opportunities for clients to promote independence

Identify and seek to change policy and legislation that does not promote independence of people with disabilities

Ensures clients individuality is enhanced by community access activities
	
	
	
	

	CHCDIS3C
3.9

CHCDIS4B

2.2, 3.3
CHCDIS6C

3.6
	6 e)
	Understands role of service provision 

Uses resources appropriately

Ensures ongoing consultation with client and key personnel 

Responds to changes in clients needs

Meets required changes within organisational role and responsibility

Evaluates the program using appropriate strategies
	
	
	
	

	CHCDIS1C

3.1, 3.2, 3.3
CHCDIS3C
	6 f)
	Follows organisational policies and procedures to meet client needs

Ensures the safety and security of clients 

Ensures risks are minimised for clients with disabilities

Ensures appropriate referral processes are undertaken
	
	
	
	

	CHCDIS4B
CHCDIS6C
	6 g)
	Identifies the needs of the client

Develops plan/program in consultation with key personnel

Ensures plan/program meets the needs of the client

Ensures plan/program addresses barriers and potential barriers to accessing the community

Strategies, aids, resources and equipment are contained within the plan/program (and access requirements) within organisational role and responsibilities

Implements the plan/program
	
	
	
	

	CHCDIS4B
	7 a)
	Ensures all work undertaken meets the client care plan, organisational guidelines and legislation

Works within own work role 

Liaises and reports appropriately
	Work safety practices

Workplace procedures

Client Service Standards

Duty of Care

Privacy considerations

Advocacy and self-advocacy

Social justice

Respect for persons

Rights of clients – human, legal and moral

Effective communication
Ethical practice
	
	
	

	CHCDIS2C
1.1, 1.2, 1.3, 1.4, 2.1, 2.2, 2.3, 2.4, 3.1, 3.2, 3.3, 3.4, 3.5
	7b)
	Communicates appropriately with client

Provides opportunities for choice and decision making
Follow through choices 
Provides support (where required)

Encourages independence 

Empowers clients
Identifies and seeks to change policy and legislation that does not promote independence of people with disabilities
	
	
	
	

	CHCDIS6C
	7 c)
	Communicates appropriately with client

Follows client care plan

Supports client to overcome barriers to accessing the community

Provides assistance in accessing community (transport, communication, social support etc)

Educates the community (where appropriate)
	
	
	
	

	CHCDIS2C
4.1, 4.2, 4.3, 4.4, 4.5, 4.6
	7 d)
	Opportunities for individuality and sexuality are provided to the client

Expressions of individuality and sexuality are encouraged and respected

Ensures other staff are encouraged to allow expressions of individuality and sexuality
	
	
	
	

	CHCDIS3C
	7 e)
	Identifies client need

Works within role to meet client needs

Works within care plan to meet client needs

Ensures appropriate reporting within care plan on completion of activity
	
	
	
	

	CHCDIS1C
3.1, 3.2, 3.3

CHCOHS302A

1.1, 1.2, 1.3, 1.4, 2.1, 2.2, 2.3, 3.1, 3.2, 3.3, 3.4, 3.5, 4.1, 4.2, 5.1, 5.2
	7 f)
	Identifies hazards and risks prior to commencement of activity

Ensures all work is undertaken safely and within organisational guidelines and legislation

Uses appropriate equipment and resources during activity

Uses equipment and resources appropriately during activity

Ensures equipment and resource faults are reported appropriately

Reports and records hazards and risks during the activity

Manages hazards and risks during the activity
	
	
	
	

	CHCCOM3C
4.2
	7 g)
	Records activity appropriately

Ensures written records are completed appropriately (if required)

Ensures verbal reports are given to appropriate personnel (if required)
	
	
	
	

	CHCDIS3C
1.1, 1.2, 1.3, 2.1, 2.2, 3.1, 3.2, 3.3, 3.4
CHCOHS302A

1.1, 1.2, 1.3, 1.4, 2.1, 2.2, 2.3, 3.1, 3.2, 3.3, 3.4, 3.5, 4.1, 4.2, 6.4, 6.5
	8
	Communicates appropriately with client to inform them of personal care task

Works according to job role

Understands the physical aspects of the disability
Ensures area task is undertaken is safe and risk free for client and staff

Ensures room/water temperature is appropriate (according to task)

Uses aids appropriately and according to instruction (according to task)

Ensures dignity, privacy and confidentiality is maintained

Ensures task is undertaken safely and according to organisational requirements

Ensures task is undertaken without injury to worker and client

Completes client care plan/file appropriately

Reports to supervisor (if required)
	OH&S requirements
Workplace procedures

Client Service Standards

Duty of Care

Privacy 

Respect for persons

Rights of clients – human, legal and moral

Effective communication

Confidentiality

Safety and security 
	
	
	


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.

There are no specific resources required for the assessment of this qualification, however, in undertaking RPL Assessment utilising this tool, assessors and participants may wish to visit the following sites for possible resources:

· Resource Generator - www.resourcegenerator.gov.au 

· Community Services and Health Industry Skills Council - www.cshisc.com.au
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

· acts in accordance with the organisation’s operating procedures and within a legal and ethical framework
· communicates appropriately with clients and colleagues and as part of a team and responds effectively to difficult situations 
· provides support to groups and individuals
· works within role and responsibilities
· designs and develops procedures for supporting people with a disability
· facilitates community access for people with a disability
· provides services to people with disabilities
· works within timeframes and to organisational objectives
· works to empower people with disabilities
· works with culturally diverse clients and colleagues
· understands the philosophies and historical perspectives around service provision to people with disabilities
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

	CHCCOM3C Utilise specialist communication skills to build strong relationships

	1.
Identify appropriate communication strategies to meet the needs of clients and colleagues and build strong relationships
	1.1
Specific communication needs of clients and colleagues are identified including:

- Utilising techniques and aids

- Translation and language interpreters

- Cultural interpreters

- Referral to specialists

1.2
Identify areas of mistrust or conflict that may require conflict resolution

1.3
Identify the need to include additional people including trusted friends, case workers, family members or adults
	1
1

1
	1,2,3,4,5,6a),b)
2,3,5,6a),b)
2,3,5,6a),b)

	2.
Conduct effective communication with clients and staff
	2.1
Selection from a range of appropriate communication strategies is made and employed to

- establish rapport

- exchange information

- facilitate resolution of issues

- defuse potentially difficult situations

2.2
Basic counselling skills are applied where appropriate to provide a brief intervention

2.3
Interviews are conducted according to established procedures

2.4
Feedback and advice is given in a way which reflects current identified good practice

2.5
Due regard to individual differences, needs and rights is shown in communicating with clients and colleagues

2.6
Referrals to other staff or specialist services are made as appropriate to ensure duty of care responsibilities are met in situations where break downs in communication occur

2.7
Enquiries are responded to in a manner that promotes achievement of mutual outcomes

2.8
Differences in views are respected and considered in a way that values and encourages the contribution of others
	1
1

1

1

1

1

1

1
	1,2,3,4,5,6a)
2,3,5
2,3,5
2,5
1,2,3,4,5,6a)
2,3,5,6a)
2,5
2,5

	3.
Contribute to the development of effective communication strategies
	3.1
Strategies are implemented to check on the effectiveness of communication with clients and colleagues

3.2
Established channels of communication are reviewed regularly to ensure clients and co workers are informed of relevant information in a timely way

3.3
Coaching in effective communication is provided to colleagues and clients as required

3.4
Relevant work related networks and relationships are maintained as required to ensure client needs and organisational objectives are met
	1
1

1

1
	1,2,5
2,5
2,5
2,4,5

	4.
Represent the organisation to a range of groups
	4.1
When participating in internal and external forums, presentations are relevant, appropriately researched and presented in a manner to promote the organisation, and adjusted to meet audience needs

4.2
Written communication is consistent with organisational standards
	2
2
	2,5
2,5,7g)

	5.
Apply specific communication techniques to assist in resolving conflict
	5.1
Strategies are put in place to develop a trusting relationship that will enable facilitation of conflict resolution

5.2
Specific mediation processes are applied that enable individual issues

5.3
Agreement is sought on processes to be followed to resolve conflict within scope of own abilities, skills and work role

5.4
Referral to conflict resolution and mediation is made as appropriate

5.5
Verbal communication skills are utilised to assist in resolving any conflict
	1
1

1

1

1
	2,3,5
2,3,5
2,3,5
2,3,5
2,3,5

	6.
Implement mechanisms that facilitate group discussion
	6.1
Opportunities are provided to fully explore all relevant issues

6.2
Strategies which encourage all group members to participate equally are used routinely including seeking and acknowledging contributions from all members

6.3
Objectives and agendas for meetings and discussions are routinely set and followed

6.4
Relevant information is provided to groups as appropriate to facilitate outcomes

6.5
Evaluation of group communication strategies is undertaken to promote ongoing participation of all parties

6.6
Strategies are implemented to ensure the specific communication needs of individuals within the group are identified and addressed
	12
12

12

12

12

12
	2,5
2,5
2,5
2,5
2,5
2,5

	CHCCS301A Work within a legal and ethical framework

	1.
Demonstrate an understanding of legislation and common law relevant to work role
	1.1
All work reflects an understanding of the legal responsibilities and obligations of the work role

1.2
Key statutory and regulatory requirements relevant to the work role are demonstrated

1.3
Duty of care responsibilities are fulfilled in the course of practice

1.4
Responsibility is accepted for own actions

1.5
Confidentiality is maintained

1.6
Where possible the agreement of the client is sought prior to providing services
	3
3

3

3

3

3
	

	2.
Follow the organisation’s policies and practices
	2.1
Work is performed within organisational policies protocols and procedures

2.2
Contribution is made to the review and development of policies and protocols

2.3
Work is undertaken within position specifications/role responsibilities

2.4
Clarification is sought when unsure of scope of practice as defined by position description

2.5
Clarification is sought of unclear instructions
	3
3

3

3

3
	

	3.
Work ethically
	3.1
The rights of the client are protected when delivering services

3.2
The ability to use effective problem solving techniques when exposed to competing value systems is demonstrated

3.3
Services are delivered to all clients regardless of personal values, beliefs and attitudes

3.4
Potential ethical issues and ethical dilemmas in the workplace are recognised and discussed with an appropriate person

3.5
Unethical conduct is recognised and reported to an appropriate person
	4
4

4

4

4
	

	4.
Recognise and respond when the clients rights and interests are not being protected
	4.1
The client and/or their advocate/s is supported to identify and express their concerns

4.2
The client and/or their advocate/s is referred to advocacy services as appropriate

4.3
Organisational policy and protocols are followed when managing a complaint

4.4
Witnessed signs consistent with financial, physical, emotional, sexual abuse and neglect of the client are recognised and reported to an appropriate person

4.5
Understanding of the role and responsibilities of legal guardians is demonstrated
	4
4

4

3,4

4
	

	CHCDIS1C Orientation to disability work

	1.
Demonstrate an understanding of the delivery of quality services for people with disabilities
	1.1
An understanding of key issues facing people with disabilities and their carers is demonstrated

1.2
The context of policy, regulatory, legislative and legal requirements as they apply to the area of disability work is demonstrated

1.3
A commitment to access and equity principles is demonstrated

1.4
Personal values and attitudes regarding disability are taken into account when planning and implementing work with people, with disabilities

1.5
An understanding of the differences that specific disabilities may have on clients is demonstrated. This will include acquired and developmental disabilities
	5
5

5

5

5,9
	6a),b)
6a),b)

6a),b)

6a),b)

6a),b)

	2. Demonstrate the capacity to support rights, interests and needs of people with disabilities
	2.1
People with disabilities are supported and encouraged to exercise their rights and independence

2.2
Different client requirements are acknowledged

2.3
Legal responsibilities and duty of care are complied with

2.4
Situations which may pose a health or safety issues are reported according to organizational procedures

2.5
Different models for working in the sector are applied to meet client needs
	5
5

5

5

5
	1
1,6a),b)

	3. Respond to situations of risk or potential risk to people with disabilities
	3.1
Respond to situations of risk and report to appropriate people

3.2
Report uncharacteristic or inappropriate behaviour

3.3
Report situations of risk which may have an adverse effect on the health of people with disabilities
	5
5

5
	6f),7f)
6f),7f)

6f),7f)

	CHCDIS2C Maintain an environment designed to empower people with disabilities

	1. Work to enhance the independence and ‘self-determination’ of the person with a disability
	1.1
Independent action and thinking by the person with the disability is encouraged and supported
1.2
Options for action in relevant issues are identified and discussed with the person with the disability and/or their advocate/s/carer

1.3
Decisions and/or preferred options of the person with the disability and/or their advocate/s/carer are listened to and acted upon within organisational policies and protocols

1.4
Assistance is provided as appropriate to communicate needs, interests and requirements of person with a disability, their carers and significant others
	6
6

6

6
	1,6b),7b)
6a),b),7b)

1,6a),b),7b)

1,6b),7b)

	2.
Foster the independence of a person with a disability
	2.1
Strategies are developed and supported to promote independence, taking differences into account
2.2
On-going support is provided, where required, to maximise the independence of the person with the disability

2.3
Colleagues are encouraged to promote the independence of people with a disability

2.4
People with a disability are encouraged to participate in appropriate forums and provided with information and skills to do so
	6
6

6

6
	6a),d),7b)
6a),d),7b)
6a),d),7b)
6d),7b)

	3.
Contribute to the review of policy and legislation related to disabilities and disability services
	3.1
People with a disability and/or their advocate/s/carer are encouraged to express their views about policies, legislation and empowerment
3.2
Non-compliance with legislation and/or policy and protocols are reported to an appropriate person

3.3
Contribution is made to the review of legislation and policy frameworks

3.4
Feedback is provided from consumers through appropriate mechanisms

3.5
Work as a member of a team to research and contribute to policies on empowerment
	7
7

7

7

7
	7b)
7b)

7b)

7b)

7b)

	4.
Recognise and accommodate the expressions of identity and sexuality of the person with a disability
	4.1
An understanding of the impact of a disability on an individual’s expression of identity and sexuality is demonstrated
4.2
The impact of community values and attitudes regarding sexuality and a person with the disability are recognised

4.3
The worker’s own values and attitudes regarding sexuality are not imposed on others

4.4
The person with the disability is supported to express their identity and sexuality

4.5
Different spiritual and cultural expressions of sexuality are respected

4.6
Unmet needs relating to identity and sexuality are acknowledged and referred to an appropriate person
	8
8

8

8

8

8
	7d)
7d)

7d)

7d)

7d)

7d)

	CHCDIS3C Provide services to people with disabilities

	1.
Assist the person with a disability to identify and meet their needs
	1.1
Strategies that the person with the disability may adopt to minimise the impact of their disability are outlined
1.2
An understanding of the major causes of disabilities and the difference between developmental and acquired disabilities is demonstrated in all work

1.3
The interests and life activities of the person with a disability are recognised and accommodated when delivering services

1.4
The person with the disability is supported to recognise the impact their disability may have on their activities of living and their lifestyle

1.5
Referrals are made to appropriate agencies to assist in resolution of any issues
	9
9

9

9

9
	2,6a),b),f),7e),8
2,6a),b),f),7e),8
2,6a),b),f),7e),8
2,6a),b),f),7e),8
2,6a),b),f),7e),8

	2.
Respond to changes in the needs of a person with a disability
	2.1
Knowledge of common physical, psychosocial and emotional needs is utilised when delivering services to a person with a disability
2.2
Demonstrate appropriate use of existing community resources, procedures and equipment to assess and meet the needs of a person with a disability within work role and responsibility
2.3
Changes in the needs of a person with a disability are discussed with the person and reported to the supervisor as required to ensure appropriate allocation of resources and support
	9
9

9
	2,6f),7e),8
2,6b),f),7e),8
2,6f),7e),8

	3.
Support or assist the person with a disability to meet their personal needs
	3.1
Support and assistance is provided in accordance with an individual development plan developed and agreed with the person, and with organisational policies, protocols and procedures
3.2
Support and assistance is provided with any technical care activities in accordance with the service delivery/individual development plan and organisational policies, protocols and procedures

3.3
Difficulties in meeting needs are clarified with the person with the disability, their carer/s or a supervisor and addressed with organisational protocols

3.4
Processes and aids for providing assistance are identified and used as appropriate

3.5
Ongoing consultation is undertaken with the person with the disability and carers to ensure needs continue to be met

3.6
Confidentiality, privacy and dignity of the person with the disability is maintained within organisational policy and protocols

3.7
All work is performed in a manner that supported the preferences and promoted autonomy of the person with the disability

3.8
Work is performed to the standard required by the organisation

3.9
Work is reviewed in an ongoing way to ensure the needs of the person with disabilities are met
	9
9

9

9

9

9

9

9

9
	2,6b),f),7e),8
2,6b),f),7e),8
2,6b),f),7e),8
2,6b),f),7e),8
2,6b),f),7e),8
2,6f),7e),8
2,6b),f),7e),8
2,6b),f),7e),8
2,6b),e),f),7e),8

	CHCDIS4B Design procedures for support

	1.
Assess the person with a disability’s personal support requirements
	1.1
The person with a disability, significant others and other support staff are actively involved in the assessment process and/or are encouraged to participate
1.2
All relevant information on the person with a disability and his/her personal support requirements is identified, analysed and recorded according to organisational procedures
	10
10
	2,6a),b),g),7a)
2,6a),b),g),7a)

	2.
Design individual personal support procedures
	2.1
Options for designing procedures are discussed and choices justified within relevant organisational policies and procedures
2.2
A process for evaluation and review of the procedure is implemented
	10
10
	2,6b),d),g),7a)
2,6b),e),g),7a)

	3.
Implement individual personal support procedures
	3.1
Support procedures for the person with a disability are identified
3.2
Staff are trained to apply support procedures

3.3
Implementation of the support procedure is evaluated and changes are made to support procedures where necessary
	10
10

10
	2,6b),d),g),7a)
2,6b),g),7a)

2,6b),e),g),7a)

	CHCDIS6C Plan and implement community integration

	1.
Support the person with a disability to engage with a social network and the broad community
	1.1
The interests, abilities and requirements of the person with the disability are identified in order that they may engage with a social network
1.2
Relevant options, networks and services are matched to the requirements of the person with the disability

1.3
Appropriate resources are identified and accessed according to organisational policy and protocols

1.4
Information is provided about the options available to the person with the disability and/or their advocate/s/carer

1.5
Individual choices an cultural differences are recognised and accommodated
	11
11

11

11

11
	6b),d),g),7c)
6b),d),g),7c)

6b),d),g),7c)

6b),d),g),7c)

6b),d),g),7c)

	2.
Work with the person with a disability and their family in the community integration process
	2.1
Barrier to participation are identified and strategies to address these are implemented following consultation with the person with the disability and/or their advocate/s/carer
2.2
The person with the disability and their family/carer are supported in their endeavours to facilitate community integration

2.3
The person with the disability and their family/carer are assisted to establish their requirements and maximise community acceptance of their participation in community life

2.4
The person with the disability and their family/carer are assisted to select activities that will enhance successful integration
	11
11

11

11
	6b),c),g),7c)
6b),c),g),7c)

6b),c),g),7c)

6b),c),g),7c)

	3.
Assist in minimising isolation for people with disabilities
	3.1
Requirements for support, aids and environmental modification are identified and strategies to deal with these are developed in conjunction with the person with the disability and/or their advocate/s/carer
3.2
Own limitations in addressing issues are recognised and advice is sought when necessary

3.3
Physical barriers to participation are assessed and solutions identified with the involvement with the person with the disability

3.4
Where appropriate identify communication/social participation barriers caused by cognitive deficits associated with acquired brain injury are assessed and solutions identified

3.5
Transport issues are discussed with the person with the disability and strategies to address these are identified

3.6
Processes are put in place to evaluate ongoing success of strategies
	11
11

11

11

11

11
	6b),c),d),g),7c)
6b),c),d),g),7c)

6b),c),d),g),7c)

6b),c),g),7c)

6b),c),g),7c)

6b),c),e),g),7c)

	CHCORG5B Maintain an effective work environment

	1.
Work to achieve identified outcomes
	1.1
Own work roles and responsibilities are defined and agreed with appropriate people
1.2
Work plans are developed and implemented to ensure:

· desired outcomes are achieved

· objectives are met

· agreed timeframes are met

· compliance with relevant guidelines and procedures

· contingencies are managed

· duty of care responsibilities are met

· ethical practice

· the work of the organisation is promoted

1.3
Where appropriate to work role, an understanding of relevant legislation and awards is incorporated into work place practices and decisions

1.4
Where relevant to work role, unpaid workers and others are provided with appropriate training, briefing and supervision

1.5
Where problems arise in meeting work plans, action is taken as appropriate to re-negotiate or seek assistance
	12
12

12

12
	

	2.
Establish and maintain appropriate work relationships
	2.1
Effective communication and interpersonal skills are used to ensure all workplace interactions contribute to achievement of organisational objectives and promotion of the community services industry
2.2
 Workplace relations reflect consideration of the full range of individual and cultural differences

2.3
Any issues related to the wellbeing of work colleagues are dealt with promptly and in accordance with organisational procedures

2.4
Potential and actual conflicts in the workplace are handled to minimise disruption
	12
12

12

12
	2,5
2,5
5
2,5

	3.
Facilitate operation of the workgroup
	3.1
Active participation in all team processes is undertaken to ensure team objectives are met
3.2
Individual responsibilities within the team are achieved to the identified standard and timeframe
3.3
Individuals for whom the worker is responsible are informed of standards of workplace performance in an appropriate manner

3.4
The range of individual skills and knowledge are developed and utilised to enhance team performance

3.5
Appropriate effort is applied to maximise effective communication and to ensure issues are resolved within the team, and conflict is resolved
	12
12

12

12

12
	5
5

5

5

5

	4.
Review and develop own performance
	4.1
Own performance is regularly monitored against workplans, organisational objectives and client needs
4.2
Opportunities for formal and informal development of skills and knowledge are sought out and accessed to optimise performance
	12
12
	

	CHCOHS302A Participate in safety procedures for direct care work

	1.
Identify manual handling hazards, assess related risk and follow risk minimisation procedures
	1.1
Identify manual handling hazards

1.2
Assess the risk using the tools described in the Manual Handling Code of practice for their state

1.3
Apply recognised control measures for manual handling risk

1.4
Follow established manual handling procedures and work instructions for minimising manual handling risk
	13
13

13

13
	4,7f),8
4,7f),8

4,7f),8

4,7f),8

	2.
Identify sources of risks to personal safety, assess the level of risk and follow risk minimisation procedures
	2.1
Identify sources of threat to personal safety and assess level of risk

2.2
Identify environments, situations and client-related risk factors that have a risk of personal threat
2.3
Apply practical strategies and enterprise procedures to minimise risk
	13,14
13,14

13,14
	7f),8
7f),8

7f),8

	3.
Identify sources of infection and apply industry-accepted practice to minimise risk of infection to themselves, clients and others.
	3.1
Identify risks of infection

3.2
Apply standard infection control procedures as part of their work routine.

3.3
Recognise situations when additional infection control procedures are required.

3.4
Apply additional infection control procedures as part of their work

3.5
Identify other sources of infection for workers
	15
15

15

15

15
	7f),8
7f),8

7f),8

7f),8

7f),8

	4.
Identify other hazards and assess risk
	4.1
Identify other hazards in the work area during the performance of duties

4.2
Assess level of risk
	15
15
	7f),8
7f),8

	5.
Follow procedures and strategies for risk control
	5.1
Report hazards in the work area to designated personnel according to workplace procedures

5.2
Follow accurately workplace procedures and work instructions for controlling risks with minimal supervision
	15
15
	7f)
7f)

	6.
Contribute to OHS in the workplace
	6.1
Describe employee rights and employer obligations regarding consultation on OHS matters.

6.2
Raise task and/or job specific OHS issues with appropriate people in accordance with workplace procedures and relevant OHS legislative requirements

6.3
Contribute to participative arrangements for OHS management in the workplace within organisational procedures and the scope of responsibilities and competencies

6.4
Provide feedback to supervisor on hazards in work area in line with organisational OHS policies and procedures

6.5
Provide support in implementing procedures to control risks in accordance with organisational procedures
	14
14

14

14

14
	8

8

	CHCCS405A Work effectively with culturally diverse clients and co-workers

	1.
Apply an awareness of culture as a factor in all human behaviour
	1.1
Work practices followed are culturally appropriate

1.2
Work practices followed create a culturally and psychologically safe environment for all persons

1.3
Work practices are reviewed and modified in consultation with persons from diverse cultural backgrounds
	16
16

16
	2,3a)
2,3a)

2,3a)

	2.
Contribute to the development of relationships based on cultural diversity
	2.1
Respect for cultural diversity is demonstrated in all communication and interactions with clients, colleagues and customers

2.2
Specific strategies are used to eliminate bias and discrimination in dealing with clients and co-workers
	16
16
	2, 3a)
2, 3a)

	3.
Communicate effectively with culturally diverse persons
	3.1
Respect for cultural diversity is demonstrated in all communication with clients, their families, staff, customers and others

3.2
Communication is used constructively to develop and maintain effective relationships, mutual trust and confidence

3.3
Where language barriers exist, efforts are made to communicate in the most effective way possible

3.4
Assistance is sought from interpreters or other persons as required
	16
16

16

16
	1,2, 3a)
1,2, 3a)
1,2, 3a)
2, 3a)

	4.
Resolve cross-cultural misunderstandings
	4.1
Issues that may cause conflict are identified

4.2
If difficulties or misunderstandings occur, cultural differences are considered

4.3
Effort is made to sensitively resolve differences, taking into account of cultural considerations

4.4
 Difficulties are addressed with appropriate people and assistance sought when required
	1,16
1,16

1,16

1,16
	2
2

2

2














issue QUALIFICATION- RTO








INTERVIEW and DOCUMENT REVIEW 








COMPETENCY


CONVERSATION











Practical Assessment








APPLICATION








gap training (only IF REQUIRED)














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 sheet 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





























