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Introduction

This guide takes you through the various documents associated with the unit of 
competency and the resources you will require to deliver it. It also provides some 
suggestions to assist you in delivering and assessing the knowledge and skills a 
learner needs to communicate effectively in the workplace.

Areas of explanation in the unit include:

• how to gather, convey and receive information

• completing routine written correspondence

• people skills

• respect, cultural differences and related legislation.

Qualification overview
This unit of competency, BSBCMM201A Communicate in the workplace, forms part of 
Certificate II in Building and Construction (Pathway – Paraprofessional) and is aimed 
at people who are considering a paraprofessional career in the residential building 
industry (as opposed to a career in the trade sector).

The course consists of 12 units of study and a period of work placement. These two 
components, study and work, will provide you with an introductory background to the 
paraprofessional side of the residential building industry.

To progress further in the industry from this introductory level, you will then need to 
specialise in a particular field of study such as building, estimating, scheduling, drafting 
or building design. Courses for these careers usually commence at Certificate IV level 
and progress through to diploma or even advanced diploma levels at a registered 
training provider who delivers these programs.

Some areas of study, such as architecture, interior design and construction 
management can then be studied further at degree level at university.
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Unit overview
This unit describes the performance outcomes, skills and knowledge required to 
communicate in the workplace. It includes gathering, conveying and receiving 
information together with completing routine written correspondence.

No licensing, legislative, regulatory or certification requirements apply to this unit at the 
time of endorsement.

Competence in this unit will be demonstrated by active participation in class exercises 
and discussions and an open‑book written test.

The full unit of competency is provided for you at Annex A to this guide.

Resources and preparation
To deliver this unit effectively you will need to familiarise yourself with the learner’s 
guide. While there aren’t many physical resources required, you will need to take with 
you to class some stories and ideas to prompt discussion. Any specific preparation is 
described in the activity suggestions table later in this guide. Also, check the resources 
column of the delivery plan, provided at Annex B to this guide, for resources required in 
each session of the program.

Students are required to provide:

• an A4 notepad

• pens, pencils, eraser

• an A4 file.

Resources noted in this guide may vary across regions, especially state legislation.

You will need to check all websites noted in the learner’s guide before each delivery 
session as addresses can change without notice.

Resources noted in the learner’s guide may also vary across regions, especially where 
state/territory legislation is referenced. Please review within the context of your own 
local requirements.

Check the resources column of the delivery plan, provided at Annex B to this guide, for 
resources required in each section of the program.
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Delivery strategy

Helping learners learn to communicate effectively is not easy. There’s no 
one-size-fits-all approach as so much to do with communication is personal and 
varies widely between individuals. For example, your learners will all have different 
skills, family, cultural backgrounds and work experience which influence how they 
communicate. To deliver this course successfully, you will need to spend time getting to 
know your learners and then tailor your classes to best suit the group.

Some activities require learners to work in pairs or groups. You may need to put 
learners into these pairs or groups yourself to improve participation and outcomes, 
rather than leaving learners to decide who to work with.

Some topics require discussion that might move into sensitive or contentious areas; 
you will need to be prepared for this.

If you have not done so already, get a copy of the learner’s guide and familiarise 
yourself with it. Also look at the delivery plan provided at Annex B to this guide.

The following table, provides some ideas that may be useful to you in preparing for, or 
facilitating, specific activities in the learner’s guide.

Activity Suggestion

Activity 1.4

Practice using actions to 
communicate

You may first need to find a willing participant to partner with 
you and perform an example scenario to the class, with you 
acting as the responder.

Also have a few scenario ideas in mind for those pairs that 
might struggle to think of something for themselves.

Activity 1.9

Jargon as a barrier

To get started, you could provide some examples of jargon 
from the training sector – learning criteria, assessment 
outcomes, holistic assessment, or maybe some (non‑sensitive) 
documents that you have had to decipher recently.

Activity 2.2

Collecting information

Set a time limit of (say) five minutes for each of the two 
participants on the questioning part to help keep everyone on 
track.

Activity 2.5

Discussion behaviours

After this activity it may be a good idea to have a class 
discussion to consider any varying responses to the 
behaviours and expand on the reasons for them.

Activity 2.10

Phone call practice

Prepare some scenario cards of phone conversations for 
learners to work through. Ensure some reflect or relate 
to workplace procedure (eg a scripted greeting). Suitable 
scenarios will vary between learner groups. 

Activity 3.11

Documents I use

Provide samples of real workplace documents for learners to 
examine once they have completed this activity.
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Activity 3.14

Making a draft – other 
important considerations

Learners may need some support to work through this activity. 
Things that might help could include:

• discussing the reasons the boss might have for 
sending the letter

• discussing tone in written communication

• discussing appropriate tone and language to use, 
including greetings and sign‑off, to suit the purpose 
of this letter.

Activity 3.18

Write an email

Determine if your learners are familiar with emails. If they’re 
not, as part of the content leading up to this activity, it would be 
useful to provide some realistic emails for learners to examine 
and practice things like identifying who sent them, what time 
they were sent or when a response is required.

Activity 3.21

Filling in a form

For this activity learners will complete a form. You will need to 
provide a blank/sample form, or forms, suited to your learner 
group.

In the final assessment, learners are required to complete a 
typical time sheet. Have a look at this assessment item and 
determine if it may be beneficial for your group to practice with 
something similar to that in Activity 3.21 (eg if the 24‑hour clock 
convention is not familiar to them).

Activity 3.23

What do we assume?

A discussion around prior/background/local knowledge and 
experience in the context of interpreting this and other signs 
would be useful.

Section 4 – Prejudice 
and discrimination

It could be useful to provide extracts of some or all of the Acts 
listed in this topic and some examples of cases they relate to. 
Alternatively, if your learners have access to the internet or 
newspapers, they could research examples themselves and 
present them to the class.

The Acts listed are:

• Age Discrimination Act 2004

• Australian Human Rights Commission Act 1986

• Disability Discrimination Act 1992

• Racial Discrimination Act 1975

• Sex Discrimination Act 1984.
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The learner’s guide

Format and intent
In the learner’s guide you’ll find a variety of material to help you deliver this unit. 
This includes:

• content – text, images and diagrams

• activities, including – fill in the blanks, discussions, research, written, all related 
to the content most recently covered.

All written activities are designed to be written directly into the learner’s guide. When 
learners have finished the unit, their guide should be complete and able to be used 
as a reliable reference in the future. For this to be the case, the activities need to be 
checked and/or discussed to give learners the opportunity to correct any incorrect or 
incomplete parts.

Note: the learner’s guide is not intended to be content‑heavy, and it is not a text book. 
It is designed to complement your classroom delivery and provide learners with a 
summary of the unit content.

Content
The content is divided into four sections and there are several topics within each 
section.

Section 1 introduces learners to the communication process, main types of 
communication and barriers to communication.

In Section 2, learners move into receiving and sharing information in the workplace, 
including using technology and communicating with clients.

Section 3 focuses on written communication in a work environment and provides 
learners with the opportunity to explore and create a range of workplace 
documentation.

Section 4 looks at how to work effectively with different people in different situations 
and meet the performance criteria relating to element three of this unit of competency. 
The content in this section should provide you with a good starting point, but you will 
need to tailor sessions to suit your learner group and will probably need to supplement 
the content in the learner’s guide.
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Assessment summary

The assessments for this unit are designed to assess learner’s competency in the three 
elements of the unit. There are two components to the assessment.

1. A portfolio consisting of in‑class activities.

2. An open‑book, short‑answer written test to reinforce the course learning.

An assessment plan providing a suggested scheduling of the assessment is provided 
at Annex C to this guide.

A matrix is included at Annex E to this guide, showing how the assessment tasks map 
to the unit performance criteria.

Results and appeals
Please refer to your training organisation or association website for information about 
the assessment process.
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Annex A – Unit details

Unit title Communicate in the workplace

Descriptor This unit describes the performance outcomes, skills and 
knowledge required to communicate in the workplace. It includes 
gathering, conveying and receiving information together with 
completing routine written correspondence.

No licensing, legislative, regulatory or certification requirements 
apply to this unit at the time of endorsement.

National code BSBCMM201A

Employability skills This unit contains employability skills.

Pre‑requisite units Nil

Application This unit applies to individuals who perform a range of routine 
workplace communication tasks using a limited range of 
practical skills and fundamental knowledge of effective listening, 
questioning and non-verbal communication in a defined context 
under direct supervision or with limited individual responsibility.

Element 1 Gather, convey and receive information and ideas

1.1 Collect information to achieve work responsibilities from appropriate sources

1.2 Use method/s and/or equipment to communicate appropriate ideas and information to 
the audience

1.3 Use effective listening and speaking skills in verbal communication

1.4 Seek input from internal and external sources to develop and refine new ideas and 
approaches

1.5 Respond to instructions or enquiries promptly and in accordance with organisational 
requirements

Element 2 Complete workplace documentation and correspondence

2.1 Present written information and ideas in clear and concise language to ensure the 
intended meaning of correspondence is understood by recipient

2.2 Draft and present correspondence within designated time lines

2.3 Ensure presentation of written information meets organisational standards of style, 
format and accuracy

2.4 Complete workplace forms and documentation in a clear, concise and easy to read 
format
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Element 3 Communicate in a way that responds positively to individual 
differences

3.1 Value all individuals and treat them with respect, courtesy and sensitivity

3.2 Take into consideration cultural differences in all verbal and non‑verbal communication

3.3 Use communication to develop and maintain positive relationships, mutual trust and 
confidence

3.4 Make efforts to use basic strategies to overcome language barriers

3.5 Ensure that behaviour is consistent with legislative requirements, enterprise guidelines 
and/or social protocols

Required skills and knowledge

Required skills
• communication skills to request advice, to receive feedback and to work with a 

team

• culturally appropriate communication skills to relate to people from diverse 
backgrounds and people with diverse abilities

• literacy skills to identify work requirements, and to understand and process basic 
workplace documentation

• organisational skills to plan work priorities and arrangements

• technology skills to select and use technology appropriate to communication tasks

Required knowledge
• key provisions of relevant legislation from all forms of government that may affect 

aspects of business operations, such as:

 ◦ anti‑discrimination legislation

 ◦ ethical principles

 ◦ codes of practice

 ◦ privacy laws

 ◦ occupational health and safety (OHS)

• organisational policies, plans and procedures, especially style guide

• spelling, grammar and punctuation.
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Unit details

Annex A

Range statement
The range statement relates to the unit of competency as a whole. It allows for different 
work environments and situations that may affect performance. Bold italicised wording, 
if used in the performance criteria, is detailed below. Essential operating conditions that 
may be present with training and assessment (depending on the work situation, needs 
of the candidate, accessibility of the item, and local industry and regional contexts) may 
also be included.

Communication 
equipment may 
include:

• facsimile machines

• information technology components including hardware, 
software and communication packages

• keyboard equipment including mouse, touchpad, keyboard

• network systems

• pens, pencils

• telephones

Verbal 
communication may 
include:

• answering enquiries from clients

• answering telephone calls

• informal discussions

• requests from colleagues

• use of voice mail

Organisational 
requirements may 
include:

• access and equity principles and practice

• business and performance plans

• defined resource parameters

• ethical standards

• goals, objectives, plans, systems and processes

• legal and organisational policies, guidelines and 
requirements

• OHS policies, procedures and programs

• quality and continuous improvement processes and 
standards

• quality assurance and/or procedures manual
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Written information 
may include:

• briefing notes

• electronic mail

• facsimiles

• general correspondence

• handwritten and printed materials

• internal memos

• telephone messages

Correspondence 
may include:

• emails

• memorandums

• messages

• proformas

• standard/form letters

Standards may 
include:

• Australian Standards

• legislation

• organisational policies and procedures

• specified work standards

• standards set by workgroup
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Unit details

Annex A

Evidence guide
The Evidence Guide provides advice on assessment and must be read in conjunction 
with the performance criteria, required skills and knowledge, range statement and the 
Assessment Guidelines for the Training Package.

Overview of 
assessment

Critical aspects for 
assessment and 
evidence required 
to demonstrate 
competency in this 
unit

Evidence of the following is essential:

• using communication methods appropriate to the audience

• producing clear, concise and correct written communication

• providing prompt responses to requests for information

• knowledge of relevant legislation.

Context of and 
specific resources 
for assessment

Assessment must ensure:

• access to an actual workplace or simulated environment

• access to office equipment and resources

• examples of workplace documents, including policies and 
procedures relating to communication.

Method of 
assessment

A range of assessment methods should be used to assess 
practical skills and knowledge. The following examples are 
appropriate for this unit:

• direct questioning combined with review of portfolios of 
evidence and third party workplace reports of on‑the‑job 
performance by the candidate

• review of written information and ideas

• demonstration of techniques

• observation of presentations

• review of correspondence and completed workplace forms 
and documentation

• assessment of presentation of written information.

Guidance 
information for 
assessment

Holistic assessment with other units relevant to the industry sector, 
workplace and job role is recommended, for example:

• other general administration units.
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Annex B – Delivery plan

The following notes will help you to prepare for the delivery of this unit’s content.

The learner’s guide is a required resource for all sessions. In addition, each session 
may require specific resources (see below), while some will share resources over a 
number of weeks’ delivery.

This delivery strategy is not intended to be the only way the unit content could 
be delivered. Delivery methods may vary depending on local, regional and/or 
organisational requirements.

Given that learners in this unit are likely to lack experience of any of this content, you 
will have to guide them through the content on most occasions. However, learners 
should also be encouraged to find their own answers to questions so as to develop 
their knowledge of where information can be sourced, even if they don’t have any 
background in the residential building industry at all.

Note: This delivery plan is based on 15 × two‑hour sessions. A different session 
length or number of sessions will require adjustments to the plan.

Session Performance 
criteria

Guide

1 1.2, 1.3

3.1, 3.3, 3.4

Section 1 – Communication

Introduction

The communication process

Main types of communication

2 1.2, 1.3

3.1, 3.3, 3.4

Continue Section 1

Listening

Communication barriers

3 1.1, 1.3, 1.4, 1.5 Section 2 – Information and ideas

Communicating at work

Interacting with others

Collecting information

Sharing information

4 1.1, 1.3, 1.4, 1.5

3.1, 3.3, 3.5

Continue Section 2

Developing and refining ideas

Giving and receiving instructions
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Session Performance 
criteria

Guide

5 1.1, 1.3, 1.4, 1.5

3.1, 3.3, 3.5

Continue Section 2

Looking after clients

6 2.1, 2.3

3.1,3.3,3.5

Section 3 – Workplace documentation

Writing effectively

Professionalism

7 2.1, 2.2, 2.3, 2.4 Continue Section 3

Completing documentation

The writing process

8 2.1, 2.2, 2.3, 2.4 Continue  Section 3

The writing process (continued)

9 2.1, 2.2, 2.3, 2.4

3.3, 3.4, 3.5

Continue  Section 3

Workplace documents and forms

10 2.1, 2.2, 2.3, 2.4

3.3, 3.4, 3.5

Continue  Section 3

Forms and checklists

Facsimiles

11 2.1

3.1, 3.2, 3.3, 3.4, 
3.5

Continue  Section 3

Communicating visually

12 3.1, 3.2, 3.3, 3.4, 
3.5

Section 4 – Individual differences

New Australians

13 3.1, 3.2, 3.3, 3.4, 
3.5

Continue  Section 4

Individual differences

14 3.1, 3.2, 3.3, 3.4, 
3.5

Continue  Section 4:

Interpersonal communication

Overcoming language barriers

Assessment 1 due

Review and prepare for Assessment 2

15 All Assessment 2 due
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Annex C – Assessment plan

The assessments for this unit are designed to assess competency in the three 
elements of the unit, as contained in Annex A.

Due Assessment Elements

Sessions 1 to 14 Assessment 1 – Portfolio of activities

There is no formal assessment for this, but you 
will need to observe and note how learners 
progress through the unit and their participation in 
the activities.

You are looking for demonstrated understanding 
of the skills and knowledge required for this unit

1 and 2

Session 15 Assessment 2 – Written open‑book test

Refer to the assessment document for full details. 
Please note this is an open‑book assessment, but 
learners must work individually on it.

All

Note: Not all of the questions in Assessment 2 have a definitive answer. Suggested 
answers are provided for some questions at Annex F to this guide; however, you 
will need to determine for yourself whether other answers are satisfactory.
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Annex D – Assessments
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Assessment 1 – Portfolio of activities

Introduction
This assessment involves the completion and submission of a portfolio of 
in‑class activities.

Requirements
You are required to complete all the prescribed in‑class activities and submit them 
as a portfolio. All responses must be typed, to demonstrate the use of technology in 
communication.

Assessment 1
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Assessments

Annex D

BSBCMM201A

Communicate in the workplace

Assessment 1 – Portfolio of in‑class activities

Name  Date 

I have received feedback on this assessment.

Signature  Date 

Assessor’s initials
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Assessment 2

Assessment 2 – Written open‑book test

Introduction
This assessment is designed to assess your ability across all elements in this unit of 
competency.

Requirements and format
Your responses to Assessment 2 will be in short answer format. You are required to 
answer a series of questions related to the course material.

Your lecturer will explain the marking criteria.

Materials and equipment
To attempt this assessment you will need:

• pens, pencils etc

• the assessment paper

• this guide
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Assessment 2

Annex D

BSBCMM201A

Communicate in the workplace

Assessment 2 – Written open‑book test

Name  Date 

I have received feedback on this assessment.

Signature  Date 

Assessor’s initials
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Assessment 2

Annex D

Assessment 2 – Written open‑book test

Instructions
• This assessment requires you to write short answers in the spaces provided.

• It is an open‑book assessment so you may look inside your learner’s guide to help 
you to answer the questions.

• Collaboration with others in your class is not permitted. However, you may seek 
guidance from your lecturer.

• Read each question carefully.

• Attempt all questions.

• Remember to put your name on the cover page.

• Return the assessment booklet to your lecturer when you’re finished.

Answer the following questions in the spaces provided.

1. Briefly describe what is meant by ‘feedback’ in the context of the communication 
process.

2. Give three examples of each of the following:

Verbal communication

1.

2.

3.

Written communication

1.

2.

3.

Visual communication

1.

2.

3.
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Non‑verbal communication

1.

2.

3.

3. List three ways you might be able to tell whether the person you are talking to is 
really listening to you or not.

1.

2.

3.

4. Give three examples of what could be described as non‑verbal communication in a 
face‑to‑face exchange.

1.

2.

3.

5. Give two examples of jargon. Make them from something you know well but that 
others might not – maybe from a sport you enjoy, a hobby you’re into or a computer 
game you play.

1.

2.
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Assessment 2

Annex D

6. Darren is a new trainee site clerk (straight out of school) and it’s his very first day on 
the job. The foreman gives him the following instructions:

‘Go and see Smithy and ask him if he’s got enough snap ties to finish the 
job. Then see how many two‑metre form pans are behind the Block Three 
plant room and if there’s not enough, ring up and order some more.’

 List all the things you think are wrong with the foreman’s instructions (in other words, 
what should he have made clearer to Darren?).

7. Give three examples of how the environment (where you are) can be a barrier when 
communication is taking place.

1.

2.

3.

8. Write an example of an open question and a closed question.

Open question:

Closed question:
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9. Which do you think are better, open or closed questions?

10. List three things to remember when writing a message down.

1.

2.

3.

11. You work in a builder’s office. Below are three pieces of information that need to be 
shared. For each one, write what you consider to be the best and most efficient way 
of getting the information to the receivers. You must include the use of technology in 
your answer.

Information Best shared using . . .

A request to two colleagues in your 
office to attend a meeting at a certain 
place, day and time.

Advise others in your office that you 
have a second‑hand motorbike to 
sell.

Advise your manager that you’ve 
had a phone call to say that an angry 
client is on his way to see her.
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Assessment 2

Annex D

12. Giving instructions well is not as easy as it may sound. Below are the steps needed 
to replace a flat tyre on a car.

In the boxes next to the steps, write the order in which you think each step should be 
done. You will probably need to do some crossing out as you go so make sure your 
final answer is clear.

Step Step number

Finish lowering the jack and put it in the boot.

Place the jack under the car.

Get the spare tyre from the boot.

Lower the jack till the replacement tyre just touches 
the ground.

Remove the wheel nuts from the mounting studs.

Get the jack and wheel brace from the boot.

Tighten the wheel nuts.

Place the spare wheel onto the mounting studs.

Put the wheel with the flat tyre in the boot.

Put the wheel nuts back on the studs.

Slightly loosen the wheel nuts while the car’s 
weight will stop the wheel from turning.

Give the wheel nuts a final tighten to bed in the 
wheel.

Operate the jack to raise the car.

Remove the wheel with the flat tyre.

Make sure the handbrake is on.
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13. List three things to keep in mind when you’re speaking on the phone.

1.

2.

3.

14. List three things to remember to do when you’re about to make a business phone 
call.

1.

2.

3.

15. You left the following written message on your manager’s desk after you took a 
phone call for him while he was at lunch.

Mrs Allen rang. She says you won’t know her but she wants you to ring her 
about a quote. She’s going out but will be back later. The job’s near the post 
office, apparently.

Now he’s come to see you and he seems a bit angry about the message. Below, 
write why this might be.

16. Written information in the workplace needs to be clear and concise.

The following notice is above the photocopier in your office. In the space below, 
rewrite it so that its message is clearer and more concise.

Attention all employees of this establishment.

It has come to the attention of the management that some employees are 
being less than efficient in the matter of their consumption of copy paper in this 
establishment and so there is therefore considerable wastage of same.

Employees are requested from this point in time on to reduce their wastage of 
copy paper by making sure that they only print documents that must be printed 
and that all other documents aren’t printed. This will help the environment, 
reduce costs and at the same time use less paper.

Your help in this matter will be of assistance in aiding the company to lower its 
operating costs.
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17. Business correspondence should always be courteous even when you’re unhappy 
about something. Rewrite the following three paragraphs (from company emails) so 
that they sound more courteous.

(To a client) 
I can assure you 
that the paint 
colour in the 
kitchen is the 
one you chose 
and it will cost 
you to change it.

(To an architect) 
I waited for you 
on site and when 
you didn’t front 
after ten minutes 
I came back 
here because 
I’m very busy.
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(To a supplier) 
We ordered 
jarrah and you 
supplied pine. 
How about 
teaching the 
wally in your 
despatch 
department 
that there’s a 
difference!

18. Your manager (Ted Short) has rung and left the following voice mail for you.

Can you email the Duncans and tell them that they won’t be able to move in 
till the 15th.

Tell them the stove’s been held up. Plus the electrician’s still waiting for them 
to choose the bathroom lights.

Tell them I’ll meet them on‑site if they want.

Have they decided whether they want the gutters painted or not?

The stove should arrive Monday.

Oh, and they haven’t picked out the ensuite lights either.

Rewrite the information so that it’s in a form suitable for emailing to the clients.
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19. List three things to keep in mind when you’re filling in a form.

1.

2.

3.

20. Below is a timesheet for a company whose pay week runs from Wednesday to 
Tuesday. You must fill it in to enable the pay clerk to calculate your pay for the week. 
Fill it in using the following information:

Your payroll number is 00107. You worked on job number 773 from 
Wednesday to Friday from 07.00 to 15.30 (less half an hour for lunch at 
12.00).

On Saturday you worked from 07.00 to 11.30 on job number 771 (which is 
behind schedule).

Monday saw you back on job 773 from 07.00 to 15.30. On Tuesday you had 
to go to job 775 for the day but you were absent from 11.15 to 13.30 for a 
doctor’s appointment. You also worked through to 17.00 on Tuesday.

Name Payroll no.

Job no.
AM PM

Start Finish Start Finish

Wednesday

Thursday

Friday

Saturday

Sunday

Monday

Tuesday 

21. Give two reasons why, in some situations, visual communication can be better than 
written.
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22. List three things to remember about treating others in the workplace with courtesy.

1.

2.

3.

23. List three things that might seem to make a workplace colleague different from you 
in terms of cultural background.

24. List three things that can be classified as harassment in the workplace.

1.

2.

3.

25. List three ways that language barriers can be minimised in the workplace.

1.

2.

3.

26. Explain your understanding of an organisation’s style guide, why it exists and when 
you would use it.

27. Explain why it is important that spelling, grammar and punctuation is correct in all 
business documents and communication.

End of Assessment 2
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Annex E – Assessment guide

Unit name National ID

Communicate in the workplace BSBCMM201A

The activities that learners are required to complete in class during this course will 
cover the performance criteria completely. As learners will be assessed on their 
participation in and completion of class activities for Assessment 1, activity numbers 
are shown.

Assessment 1 Assessment 2

Element 1 Gather, convey and receive information and ideas

1.1 Collect information to achieve work 
responsibilities from appropriate sources

2.2, 2.9

1.2 Use method/s and/or equipment to 
communicate appropriate ideas and 
information to the audience

3.1, 3.2, 3.17, 
3.18

Q1, Q2, Q3, Q4, 
Q5, Q6, Q8, Q9, 
Q10, Q11, Q12, 
Q13, Q14, Q15, 
Q16, Q21

1.3 Use effective listening and speaking skills 
in verbal communication

2.8, 3.19 Q1, Q2, Q3, Q4, 
Q5, Q6, Q8, Q9, 
Q12, Q13, Q14

1.4 Seek input from internal and external 
sources to develop and refine new ideas 
and approaches

2.3

1.5 Respond to instructions or enquiries 
promptly and in accordance with 
organisational requirements

2.6

Element 2 Complete workplace documentation and correspondence

2.1 Present written information and ideas in 
clear and concise language to ensure the 
intended meaning of correspondence is 
understood by recipient

3.14 Q10, Q11, Q15, 
Q16, Q18

2.2 Draft and present correspondence within 
designated time lines

3.13, 3.14, 3.15 Q3.16, Q3.17, 
Q3.18, Q3.19, 
Q3.20, Q3.21, 
Q3.22
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Assessment 1 Assessment 2

2.3 Ensure presentation of written information 
meets organisational standards of style, 
format and accuracy

3.16 Q2, Q15, Q17, 
Q18, Q19, Q20

2.4 Complete workplace forms and 
documentation in a clear, concise and 
easy to read format

3.18 Q2, Q20

Element 3 Communicate in a way that responds positively to individual 
differences

3.1 Value all individuals and treat them with 
respect, courtesy and sensitivity

4.1 Q13, Q14, Q17, 
Q18, Q22, Q24

3.2 Take into consideration cultural 
differences in all verbal and non‑verbal 
communication

4.3 Q23, Q24

3.3 Use communication to develop and 
maintain positive relationships, mutual 
trust and confidence

4.8 Q3, Q9, Q12, 
Q13, Q14, Q17, 
Q18

3.4 Make efforts to use basic strategies to 
overcome language barriers

4.9 Q5, Q6, Q7, Q12, 
Q14, Q21, Q25

3.5 Ensure that behaviour is consistent 
with legislative requirements, enterprise 
guidelines and/or social protocols

4.4, 4.5, 4.6 Q22, Q23, Q24



3 © VET (WA) Ministerial Corporation 2012 | BC1953

Assessment guide

Annex E

Assessment 1 Assessment 2

Required skills

communication skills to request advice, to 
receive feedback and to work with a team

2.2, 2.3, 2.6

culturally appropriate communication skills to 
relate to people from diverse backgrounds and 
people with diverse abilities

2.2, 2.3, 2.6

literacy skills to identify work requirements, and 
to understand and process basic workplace 
documentation

2.3, 2.6,  
3.13–3.22

Q2, Q6, Q8, Q11, 
Q16, Q17, Q18, 
Q19, Q20

organisational skills to plan work priorities and 
arrangements

2.3 Q12

technology skills to select and use technology 
appropriate to communication tasks

All Q11

Required knowledge

key provisions of relevant legislation from all 
forms of government that may affect aspects of 
business operations, such as:
• anti‑discrimination legislation
• ethical principles
• codes of practice
• privacy laws
• occupational health and safety (OHS)

4.4–4.7 Q22, Q23, Q24, 
Q25

organisational policies, plans and procedures, 
especially style guide

3.22 Q26

spelling, grammar and punctuation. 3.13–3.22 Q27

Critical aspects of evidence
Evidence of the following is essential:

using communication methods appropriate to 
the audience

2.2, 2.3, 2.6 Q2, Q6, Q8, Q11, 
Q13, Q14, Q16, 
Q17, Q18

producing clear, concise and correct written 
communication

3.13–3.22 Q16, Q17, Q18, 
Q20

providing prompt responses to requests for 
information

2.2, 2.3

knowledge of relevant legislation 4.4, 4.5, 4.6 Q22–Q25
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Assessment 1 Assessment 2

Dimensions of competency

Task skills All All

Task management skills All All

Task contingency skills All All

Job role/Work environment skills All All
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Marking key – Assessment 2

Open‑book test
Note: Answers, where appropriate, are provided in blue text.

1. Briefly describe what is meant by ‘feedback’ in the context of the communication 
process.

The way the receiver lets the communicator know they have received

the message; for example, replying to the email, or nodding.

2. Give three examples of each of the following:

Verbal communication

1. Face‑to‑face conversations      Telephone conversations

2. Voicemail      Teleconferences      Meetings

3. Interviews      Lectures

Written communication

1. Letters      Emails      Texts

2. Reports      Faxes      Notes

3. Notices      Instructions

Visual communication

1. Signs      Diagrams

2. Plans      Drawings      Videos

3. Photos      Symbols

Non‑verbal communication

1. Body language

2. Appearance

3. Tone of voice
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3. List three ways you might be able to tell whether the person you are talking to is 
really listening to you or not.

Looking at the speaker

Giving you their full attention

Keeping personal opinion out of it

Letting you finish

Things like nodding or smiling at appropriate moments and saying things like.

‘Uh huh’ and ‘I see’.

4. Give three examples of what could be described as non‑verbal communication in a 
face‑to‑face exchange.

Frowning

Smiling

Nodding or shaking head

Sighing

Shrugging

Grimacing

5. Darren is a new trainee site clerk (straight out of school) and it’s his very first day on 
the job. The foreman gives him the following instructions:

‘Go and see Smithy and ask him if he’s got enough snap ties to finish the 
job. Then see how many two‑metre form pans are behind the Block Three 
plant room and if there’s not enough, ring up and order some more.’

 List all the things you think are wrong with the foreman’s instructions (in other words, 
what should he have made clearer to Darren?).

Too much jargon

Who’s Smithy? Where can he be found?

How many is enough?

Who to ring?

How many more?
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6. Give two examples of jargon. Make them from something you know well but that 
others might not – maybe from a sport you enjoy, a hobby you’re into or a computer 
game you play.

7. Give three examples of how the environment (where you are) can be a barrier when 
communication is taking place.

1. Noise

2. Distractions

3. Interruptions

8. Write an example of an open question and a closed question.

Open question:

Closed question:

9. Which do you think are better, open or closed questions?

Answer should contain the idea  ‘It depends on …’
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10. List three things to remember when writing a message down.

Write down the name of the caller and where they’re from.

Get their number.

Take brief details.

Tell them that someone will call them back.

Read the message, including the phone number, back to the caller to make sure

you have written it all correctly.

Pass the message on to the right person in your workplace straight away.

11. You work in a builder’s office. Below are three pieces of information that need to 
be shared.
For each one, write what you consider to be the best and most efficient way of 
getting the information to the receivers.

Information Best shared using …

A request to two colleagues in your 
office to attend a meeting at a certain 
place, day and time.

Email or memo

Advise others in your office that you 
have a second‑hand motorbike to 
sell.

Noticeboard in lunch room

Advise your manager that you’ve 
had a phone call to say that an angry 
client is on his way to see her.

Urgently face to face or by phone
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12. Giving instructions well is not as easy as it may sound. Below are the steps needed 
to replace a flat tyre on a car.

In the boxes next to the steps, write the order in which you think each step should be 
done. You will probably need to do some crossing out as you go so make sure your 
final answer is clear.

Step Step number

Finish lowering the jack and put it in the boot. 14

Place the jack under the car. 4

Get the spare tyre from the boot. 2

Lower the jack till the replacement tyre just touches 
the ground.

12

Remove the wheel nuts from the mounting studs. 7

Get the jack and wheel brace from the boot. 3

Tighten the wheel nuts. 11

Place the spare wheel onto the mounting studs. 9

Put the wheel with the flat tyre in the boot. 15

Put the wheel nuts back on the studs. 10

Slightly loosen the wheel nuts while the car’s 
weight will stop the wheel from turning.

5

Give the wheel nuts a final tighten to bed in the 
wheel.

13

Operate the jack to raise the car. 6

Remove the wheel with the flat tyre. 8

Make sure the handbrake is on. 1
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13. List three things to keep in mind when you’re speaking on the phone.

The other person wants to understand you, so speak clearly.

The person on the other end can’t see you (for example if you nod) so be sure to

express verbally that you have understood or that you agree.

The other person may not know you, so make sure you sound polite, helpful and

knowledgeable.

The other person’s time is valuable, so keep your call to the point, don’t ramble on.

The person you are talking to is forming an opinion of the company you work for

based on the conversation they are having with you, so make sure it’s a good one.

14. List three things to remember to do when you’re about to make a business phone 
call.

Check you have the correct number and name for the person you want to speak to.

Have a pen and paper ready to take any notes.

Plan what you want to say or ask, maybe make a list.

Have any information you might need ready; for example, a quote or price list.

15. You left the following written message on your manager’s desk after you took a 
phone call for him while he was at lunch.

Mrs Allen rang. She says you won’t know her but she wants you to ring her 
about a quote. She’s going out but will be back later. The job’s near the post 
office, apparently.

Now he’s come to see you and he seems a bit angry about the message. Below, 
write why this might be.

List of what important information is missing.
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16. Written information in the workplace needs to be clear and concise.

The following notice is above the photocopier in your office. In the space below, 
rewrite it so that its message is clearer and more concise.

Attention all employees of this establishment.

It has come to the attention of the management that some employees are 
being less than efficient in the matter of their consumption of copy paper in this 
establishment and so there is therefore considerable wastage of same.

Employees are requested from this point in time on to reduce their wastage of 
copy paper by making sure that they only print documents that must be printed 
and that all other documents aren’t printed. This will help the environment, 
reduce costs and at the same time use less paper.

Your help in this matter will be of assistance in aiding the company to lower its 
operating costs.

Answers should be concise, non‑repetitive and use plain language.

17. Business correspondence should always be courteous even when you’re unhappy 
about something.
Rewrite the following three paragraphs (from company emails) so that they sound 
more courteous.

(To a client) 
I can assure you 
that the paint 
colour in the 
kitchen is the 
one you chose 
and it will cost 
you to change it.

We have checked and the paint colour used was definitely

the one you chose.

We can of course repaint the kitchen but it would have to

be as a variation at extra cost.

(To an architect) 
I waited for you 
on site and when 
you didn’t front 
after ten minutes 
I came back 
here because 
I’m very busy.

I waited at our prearranged place and time but as I had

another appointment here at the office I’m afraid I had to

leave after ten minutes.
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(To a supplier) 
We ordered 
jarrah and you 
supplied pine. 
How about 
teaching the 
wally in your 
despatch 
department 
that there’s a 
difference!

You have sent pine in place of the jarrah we ordered.

Could you please deliver the correct timber ASAP?

 18. Your manager (Ted Short) has rung and left the following voice mail for you.

Can you email the Duncans and tell them that they won’t be able to move in 
till the 15th.

Tell them the stove’s been held up. Plus the electrician’s still waiting for them 
to choose the bathroom lights.

Tell them I’ll meet them on‑site if they want.

Have they decided whether they want the gutters painted or not?

The stove should arrive Monday.

Oh, and they haven’t picked out the ensuite lights either.

Rewrite the information so that it’s in a form suitable for emailing to the clients.

Dear Mr & Mrs Duncan.

We regret to inform you that the handover date has had to be postponed until the

15th of this month.

To enable the electrical installation to be completed, could you please choose the

ensuite and bathroom lights as soon as possible?

Delivery of the stove has been delayed but it will arrive this Monday.

Mr Short said he would be pleased to meet you on‑site should you wish to do so.

Regards,

xxxxx
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19. List three things to keep in mind when you’re filling in a form.

• Print neatly.

• Use a pen not a pencil.

• Spell correctly.

• Use correct grammar.

• Avoid slang and abbreviations.

• Read right through the form before starting to fill it out.

• Read all instructions.

• That also applies to ‘tick boxes’. Read whether you’re supposed to tick them, 

 cross them, number them, write ‘yes’ or ‘no’ in them, etc.

• Some parts of the form may not apply to you or what you are doing. Leave them

 blank or write ‘n/a’ which is short for ‘not applicable’.
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20. Below is a timesheet for a company whose pay week runs from Wednesday to 
Tuesday. You must fill it in to enable the pay clerk to calculate your pay for the week. 
Fill it in using the following information:

Your payroll number is 00107. You worked on job number 773 from 
Wednesday to Friday from 07.00 to 15.30 (less half an hour for lunch at 
12.00).

On Saturday you worked from 07.00 to 11.30 on job number 771 (which is 
behind schedule).

Monday saw you back on job 773 from 07.00 to 15.30. On Tuesday you had 
to go to job 775 for the day but you were absent from 11.15 to 13.30 for a 
doctor’s appointment. You also worked through to 17.00 on Tuesday.

Name Payroll no. 00107

Job no.
AM PM

Start Finish Start Finish

Wednesday 773 07.00 12.00 12.30 15.30

Thursday 773 07.00 12.00 12.30 15.30

Friday 773 07.00 12.00 12.30 15.30

Saturday 771 07.00 11.30

Sunday

Monday 773 07.00 12.00 12.30 15.30

Tuesday 775 07.00 11.15 13.30 17.00

21. Give two reasons why, in some situations, visual communication can be better than 
written.

Visual communication can be very effective when explaining complex situations,

if explaining in words would take a long time or be inaccurate. It can also be useful

if there is a language barrier between the sender and receiver.
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22. List three things to remember about treating others in the workplace with courtesy.

• Watch your language.

• Don’t criticise or complain in public.

• Stay cool.

• Use technology appropriately.

• Respond as quickly as possible to requests and questions.

• Minimise interruptions to others.

23. List three things that might seem to make a workplace colleague different from you 
in terms of cultural background.

• Customs

• Social values

• Dress

• Family obligations

• Religious practices

Non‑verbal behaviour – eye contact, facial expressions, hand gestures and how

people interpret them vary between cultures

24. List three things that can be classified as harassment in the workplace.

Telling insulting jokes about particular racial groups

Sending explicit or sexually suggestive emails

Displaying offensive or pornographic posters or screen savers

Making derogatory comments or taunts about someone’s race or religion

Asking intrusive questions about someone’s personal life, including their sex life

25. List three ways that language barriers can be minimised in the workplace.

• Adjust your language to fit your listener.

• Pronounce all words carefully.

• Use only plain language.

• Employ visuals to clarify your message.
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26. Explain your understanding of an organisation’s style guide, why it exists and when 
you would use it.

A style guide is a set of standards for the writing and design of the organisation’s

documents. It should be used whenever documents are created.

27. Explain why it is important that spelling, grammar and punctuation is correct in all 
business documents and communication.

Spelling, grammar and punctuation are important components of business 

writing, to ensure business documents are accurate and communicate a

professional message.

End of Assessment 2
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