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QuickStart for trainers

This section has the basic information you need to get started using the Up Front! Toolbox. 

What’s in this Toolbox?

This Toolbox contains learning resources for self-guided study and group learning. They may be used in online or blended delivery settings.

The design of Up Front! is based on a problem-centred approach to learning. Learners work through sets of structured problem solving activities based on the stories of six team leaders and their trainer, and then apply what they have learnt to their own workplace.

Underpinning knowledge is provided in Learning packs for those learners who prefer to take a content-focused approach to their learning.

See the last section of this Trainer guide for a detailed mapping of tasks and case studies to the Training Package.

Units of competency and tasks

Self-contained learning resources are provided for each unit of competency. 

Each unit contains two to four tasks aligned to the Training Package. See the last section of this Trainer guide for a detailed mapping of tasks and case studies to the Training Package.

Table: Units of competency and tasks

	Unit of competency
	Task

	Specialist (core) units

	BSBCMN402A Develop work priorities
	Develop plans and schedules

	
	Improve your work performance

	BSBCMN411A Monitor a safe workplace
	Inform your team about OHS

	
	Involve your team in OHS

	
	Coordinate OHS training

	
	Control hazards and risks

	BSBFLM412A Promote team effectiveness 
	Plan to achieve team outcomes

	
	Encourage teamwork

	
	Facilitate team activities

	
	Communicate with management

	BSBFLM403B Implement effective workplace relationships 
	Communicate information and ideas

	
	Develop trust and confidence

	
	Develop networks

	
	Manage difficult situations

	BSBFLM405B Implement operational plan 
	Obtain resources

	
	Implement and monitor the plan

	
	Manage performance

	Extra (elective) units

	BSBFLM409B Implement continuous improvement 
	Involve your team in continuous improvement

	
	Monitor and review performance

	
	Keep the focus on improvement

	BSBCMN410A Coordinate implementation of customer service strategies 
	Describe your customer needs

	
	Implement customer service strategies

	
	Evaluate customer service

	BSBCMN419A Manage projects
	Get ready to manage a project

	
	Make the project happen

	
	Close the project and reflect on it


Task and Learning packs

Tasks

Each task is mapped to performance criteria in the Training Package. Tasks may be used for learning and assessment, and may be incorporated into a portfolio of work for assessment. 

Tasks contain:

· See – learners see a model of good practice when one of six team leader characters in Up Front! solves a workplace problem. Also contains:

· sample work tools used by the team leader character, including a review by the team leader on their own performance (in .DOC file format)

· a review by the 'trainer' character

· a groupwork idea.

· Try – another team leader tells us about their problem and learners ‘try out’ their skills by working on solutions. Also contains:

· a decision-making quiz 

· a decision tool activity 

· a groupwork idea

· general information on problem-solving and decision-making.

· Apply – learners apply the task in their own workplace (or another practice setting) in order to begin transferring new knowledge and skills into their day-to-day practice. This section contains:

· a groupwork idea

· a workplace task sheet in the form of a generic template that learners may adapt to the task at hand.

	Tip!

	The workplace task sheets throughout the Toolbox follow a general format with guidelines to help learners create their own workplace activity for each task.

We recommend that trainers customise these workplace task sheets with more specific guidelines on how learners should approach the task in their industry or organisation.

They are provided in .DOC file format so you can edit them in a program like Microsoft Word. Distributing the customised version to your group can then be as easy as sending an email with their workplace task sheet attached.


Learning packs

Each task is supported by a learning pack with content to support learners as they develop their knowledge and skills. The learning packs are for self-guided study and contain:

· Overview with an explanation of key terms

· Show and tell – an audio presentation to introduce the topic the learner 

· Content guide – reading notes written in easy-to-read plain English, with short questions to help learners make the connection between the 'theory' and their own workplace 

· Websites to explore for more resources

· Self-check – a short quiz so learners can see how they're going with the key ideas in the learning pack. 

	Tip!

	During trials it was found that some learners preferred to begin a topic by reading through the Content guide and writing short answers to the ‘My workplace’ activities. 

Other learners preferred to start by listening to the stories and problems in the ‘See’ and ‘Try’ sections.

More confident learners liked to begin with the workplace task sheet in the ‘Apply’ section, working through other resources as needed.

Up Front! is designed to allow this flexibility but you may need to guide learners through their first task in a structured way, until they are familiar with the format.


Foundation skills Learning packs

Foundation skills Learning packs contain an outline of some important underpinning knowledge and skills that are relevant to most of the units of competency in Up Front! They are:

· Apply legislation to the workplace

· Communicate with your team 

· Mentor and coach individuals and teams 

· Use business technology

On the Introduction page for each unit we've highlighted each of these whenever they map directly to the performance criteria in the Training Package. You will see the following text:

“ …will help you with Task 2 in this unit.”

Different groups of learners will use these resources in different ways, and they’ll need to use them at different times. Therefore you may need to provide directions to your group on when and how they use them.

Computer hardware and software

You will need

· a standard web browser like Internet Explorer (version 5 and above) or Netscape (version 6.2 or higher)

· a monitor where you can set the display size to 800x600 or 1024x768

· Flash Player version 7 or higher (when you go to the home screen for a Unit the Toolbox will tell you if you don't have it)

· A program such as Microsoft Office, Word or Open Office that can open .DOC files.

Follow the link to Help on any Home screen for more details.

Learner guide

We have provided a detailed Learner guide with the Up Front! Toolbox. It has instructions on how to use each part of the Toolbox. It is a .DOC file so you can modify it with any information specific to your learners.

Up Front! characters

Case studies are based on six team leader characters and their trainer:

· Shauna – supervisor in postal and delivery

· Ken – supervisor in a plant bakery

· Arens – maintenance team leader in a local Council

· Jill – bar supervisor in a Club

· Garry – head nurse in a nursing home

· Jamilah – accounts payable manager in a bank

· Susan – their trainer

See the section ‘Training Package mapping – Tasks and case studies’ for a summary of all case studies.

Introducing learners to management

If you wish to begin your training program with some background to general management principles, you may like to give the following reading guide to your group. 

Learners will also come across these reading activities as they work through the Up Front! Content guides, as listed in the following table.

Table: Reading guide for an introduction to management

	Reading guide
	Contained in Content guide for…

	Levels of management

Cole, K (2001) Supervision The theory and practice of first-line management. Prentice Hall: Sydney, pp 6-7, and/or

Robbins, S, Bergman, R, Stagg, I & Coulter, M (2003) Management. 3rd Edition. Prentice Hall: Sydney, pp 6-7.

These books talk about the different levels of management in organisations:

· senior managers 

· middle managers

· frontline managers (team leaders, supervisors).

How are these roles similar and different? For example, consider the goals and objectives that are set at each of these levels. What titles are used for these levels in your organisation?
	BSBCMN402A Develop work priorities, Task 1 Develop plans and schedules

	Functions of management
Cole, K (2001) Supervision The theory and practice of first-line management. Prentice Hall: Sydney, pp 8-11, and/or

Robbins, S, Bergman, R, Stagg, I & Coulter, M (2003) Management. 3rd Edition. Prentice Hall: Sydney, pp 9-11.

These books talk about how managers and supervisors have five overall functions to do in their jobs:

· planning – defining goals and developing plans to achieve them

· organising – arranging resources to get the work done

· staffing – recruiting and training staff 

· leading – setting a good example, guiding and motivating the team

· monitoring – watching ‘how things are going’

How do these functions fit in with the day-to-day work that you do as a team leader?
	BSBFLM412A Promote team effectiveness, Task 1 Plan to achieve team outcomes

BSBFLM405B Implement operational plan, Task 1 Obtain resources

BSBCMN419A Manage projects, Task 1 Get ready to manage a project

	Approaches to leadership

Cole, K (2001) Supervision The theory and practice of first-line management. Prentice Hall: Sydney, Ch 2 pp 606-624, and/or

Robbins, S, Bergman, R, Stagg, I & Coulter, M (2003) Management. 3rd Edition. Prentice Hall: Sydney, Ch 16 pp 482-502.

These books talk about different approaches to leadership (leadership theories, or ways of thinking about being a manager):

· trait approach – these theories say you need certain traits or qualities to be a manager, eg confidence, intelligence, initiative

· behavioural approach – these theories often put managers into categories according to how the manager behaves, eg authoritarian or democratic

· situational approach – these theories say that effective managers vary their leadership style to suit the situation (also called the contingency approach)

Think about how these approaches provide guidelines to how you interact with your team, and solve problems in the workplace.
	BSBFLM412A Promote team effectiveness, Task 2 Encourage teamwork

BSBFLM403B Implement effective workplace relationships, Task 4 Manage difficult situations

BSBCMN419A Manage projects, Task 2 Make the project happen


Tools and templates

Up Front! contains a number of workplace tools and templates.Trainers should be aware that:
· all the tools are aids to managing, they are not guarantees of success

· there are always a range of tools for managing particular issues beyond the ones contained in this Toolbox

· even if a tool has been successful in a particular situation that doesn't mean it will be equally successful next time round – because variables such as the manager/employee relationship, available resources, external factors etc may all have changed in the meantime

· there is never only one best way of doing things as what is best for some people is not for others.

Please make these points clear to your learners as well.

Organisational gaps

In undertaking some tasks learners may find their workplace doesn't have the processes, plans or policies mentioned in the Up Front! Toolbox. This is not an unusual situation. Many organisations are at different stages of development. If you identify organisational gaps that may inhibit learners performing a Toolbox task you should customise the task appropriately.

Assessment guidelines

The following information is provided as a guideline only, and should not be interpreted as a prescribed assessment strategy. Registered Training Organisations (RTOs) should design their own assessment for this qualification. 

Co-assessment of certain units in this qualification is recommended – be sure to check the guidelines in each Unit of Competency in the Training Package. With this in mind we have provided two sample workplace projects that provide a co-assessment strategy for certain units. These are on the following pages, and you should adapt these for your own learners.

The workplace task sheet in each task is designed to align to specific performance criteria in the Training Package. These are listed in the Performance criteria page in each Unit in the Toolbox. This means that completed task sheets may be added to a portfolio of evidence for assessment. 

If you have experienced candidates who request an assessment-only pathway to their qualification, but who do not have sufficient evidence to apply for recognition, the task sheets may also be used for this purpose. 

Other assessment methods are:

· observation of workplace performance – will need a well planned observation guide; will need to be combined with other methods to assess underpinning knowledge

· simulation – for example role plays to assess negotiation or consultation skills; useful for overcoming ethical issues when direct observation in the workplace is not appropriate

· interview/dialogue – present case scenarios and ask learners how they would respond; include questions to assess underpinning knowledge; improves access and equity; when integrated with observation of performance can assess understanding in context; may be conducted online.

Assessment resources

Developed to help VET professionals plan, design and deliver assessment using the web, Assessing Online includes case studies and a gallery of different online assessment strategies. 

Go to flexiblelearning.net.au/assessing.
Recognition and learning plan tool

An online tool for self-assessment, recognition and developing a personalised learning plan is provided with the Up Front! Toolbox.

The benefits of this tool for learners and RTOs are:

· to facilitate and streamline 'gap training' which is the focus of workplace delivery of the Frontline Management qualification

· to help learners develop learning plans that are personalised to their specific needs (the learning plan also links directly into Toolbox resources, effectively serving as a personal Up Front! Toolbox menu)

· to streamline recognition and make it more accessible by stepping candidates through the process, from initial self-assessment through to organising their portfolio

· to reduce time spent by RTOs explaining recognition to candidates and assisting them to compile portfolios. 

For recognition purposes, learners may use it to generate their own Recognition organiser. This is a report that will assist them to collate the information they will need for an application for recognition, which they will then submit using the normal processes within your RTO.

See the Help section for instructions on using this tool (from the main Toolbox home screen, open the Recognition and learning plan tool and click Help).

Sample assessment projects

Project 1

Project 1 provides for co-assessment of the following units:

· BSBFLM403B Implement effective workplace relationships

· BSBCMN410A Co-ordinate implementation of customer service strategies

· BSBCMN419A Manage projects

Workplace assessment

This assessment project should be conducted in the learner’s workplace and negotiated with trainer/facilitator and work supervisor.

Tasks

You are to liaise with your work supervisor and decide on a customer service strategy, which could be implemented as a project, using team members from the workplace, and establishing an effective workplace relationship with these members.  

Each stage of the customer service project will need to be documented and provided to your assessor as evidence that you are competent in these units.  The tasks listed below will provide guidance in the evidence to gather for this assessment.

You will need to include your customer service strategies in a project plan, complete with scope, strategies, deliverables, milestones, budget expenditure, reporting requirements etc, as outlined below:

· Project plan – should include goals, strategies, team members, timelines, task breakdown, roles, responsibilities, risk management, budget expenditure.

· Strategy – based on the data used, how the strategy to improve customer service delivery was developed.  Examples could include what suppliers or stakeholders were involved, what networks were formed with suppliers, communication strategies between internal customers in place, what difficulties the work team were experiencing and input from the team on how these could be resolved, any systems put in place, eg tracking or monitoring systems, what follow up system/s were put in place.

· Project management tools – monitoring of the project will need to be at regular intervals and you could use MS Project software, or other tools to create a Gantt chart, Pert chart, spreadsheets and reports.

· Records of project team meetings – minutes of meetings outlining consultation processes, negotiation of team roles, timelines, reporting of progress, feedback processes for team performance and achievement of project goals. 

· Records of work team meetings – consultation meetings where you and the work team contributed information, ideas and feedback to the project team.

· Records of progress – eg subsequent meetings to monitor progress and resolve any difficulties arising with any aspect of the project, eg may need to re-assign roles.

· Procedures - developed to resolve customer difficulties and complaints.

· Processes - developed to evaluate implementation of customer service strategy (as outlined above under strategy).

· Review - of project against plan, finalisation of budget, documentation of project and any lessons learnt.

Simulated assessment 

You could provide the learner with a simulated assessment if the workplace is not suitable to meet some, or all, of the assessment requirements.

Scenario

Graham Sandler has just been promoted to frontline manager of the outdoor furnishing department of the large department store where he works.  His manager has asked him to investigate the poor performance of the department, as sales were below budget.

Graham undertook an analysis of the department’s customer suggestions and complaints records to gain an understanding the frequency and type of complaints from external customers.  His analysis found the most common complaints were late delivery of furniture, so he investigated this further.  He found that often the manufacturer was late with deliveries as a result of delays in supply of raw materials to them.  However, as there were no monitoring systems in place to track the lead time manufacturers advised, staff in the department were not aware of the problem until a customer rang to complain.

These findings indicated there was no communication and seeking/sharing of information with internal staff in the department and no relationship with suppliers.  It also indicated a dilemma with external customers, where customer delivery was a problem.  Graham reported his findings to his manager, who agreed to provide $10,000 from the budget for a project to develop customer service strategies to overcome the delivery problem to customers.  The project would focus on improving relationships with internal customers and suppliers in order to be able to deliver goods to external customers in the time quoted to them.

Graham has been given two days per week (based on $40.00 per hour) to work on this project, along with the customer service team leader for one day per week (based on $27.00 per hour), and a clerical assistant for three days per week (based on $18.00 per hour).  Input will be given from Graham’s team and they will attend meetings, but this will be during work time, and there will be no cost for this.

Tasks

Your task is to develop and present your customer service strategies in a project plan, complete with scope, strategies, deliverables, milestones, budget expenditure, reporting requirements etc, as outlined below:

· Project plan – should include goals, strategies, team members, timelines, task breakdown, roles, responsibilities, risk management, budget expenditure.

· Strategy – based on Graham’s analysis of customer complaints, how the strategy to improve customer service delivery was developed.  Examples to include would be what suppliers or stakeholders were involved, what networks were formed with suppliers, communication strategies between internal customers were put in place, what difficulties the work team were experiencing and input from team on how these could be resolved, tracking or monitoring system was put in place, what follow up system with external customers was put in place to advise of any delays etc.

· Project management tools – monitoring of the project will need to be at regular intervals and you could use MS Project Software, GANTT chart, PERT chart, spreadsheets and reports.

· Records of project team meetings – minutes of meetings outlining consultation processes, negotiation of team roles, timelines, reporting of progress, feedback processes for team performance and achievement of project goals. 

· Records of work team meetings – consultation meetings between Graham and his work team to contribute information, ideas and feedback to project team

· Records of progress – eg subsequent meetings to monitor progress and resolve any difficulties arising with any aspect of the project, eg may need to re-assign roles.

· Procedures - developed to resolve customer difficulties and complaints.

· Processes - developed to evaluate implementation of customer service strategy (as outlined above under strategy).

· Review - of project against plan, finalisation of budget, documentation of project and any lessons learnt.

Project 2

Project 2 provides for co-assessment of the following units:

· Promote team effectiveness

· Implement operational plan

· Implement continuous improvement

· Monitor a safe workplace

Workplace assessment

This assessment project should be conducted in the learner’s workplace and negotiated with trainer/facilitator and work supervisor.

Tasks

You are to liaise with your work supervisor and decide on a workplace safety issue that needs improving, and that relates to the operational plan. For this continuous improvement project based on workplace safety, you will need to obtain a copy of the organisation’s operational plan and discuss this with your supervisor, identifying the workplace safety issues identified in the plan. In consultation with your supervisor, you will then form a team to implement the improvements developed by the team for this workplace safety aspect of the Operational Plan. It will probably be necessary to provide some training to staff to ensure compliance with the improvement.

Each stage of the continuous improvement project will need to be documented and provided to your assessor as evidence that you are competent in these units.  The tasks listed below will provide guidance in the evidence to gather for this assessment.

You will outline the process the Improvement Project Team are to follow in order to achieve their objective. The documentation and activities required may include: 

· Records of the consultation process (eg minutes of meetings) with the team for development of goals in relation to Operational Plan Objective (this could be incorporated with next point – documentation)

· Documentation of team purpose, roles, responsibilities, goals, plans and objectives

· Formal and informal feedback processes to be used for performance of team and individuals

· Recruitment records of employees to work on the improvement team (show they have skills required, eg provide short CV showing your skills, internal advertisement to staff etc)

· Induction program for employees working on the improvement team (eg what would need to be included in program)

· Key Performance Indicators (KPIs) for individual and team effectiveness (eg give two KPI examples)

· Individual and team work plans (eg roles, tasks and timelines for you or a team member) 

· Responsibilities of OH&S committee to provide information to the improvement team (eg attend initial meeting, provide policy etc)

· Reviews of organisation’s OHS policies, procedures and programs

· Training programs you have developed for employees in health and safety procedures (topics, dates, duration etc)

· Records of training for employees (how these will be kept)

· Communication processes used to communicate these programs to department work teams as part of the continuous improvement project relating to Operation Plan Objective on OHS

· Monitoring of OHS programs

· Organisation’s procedures for identifying hazards

· Materials developed for mentoring and coaching of team to achieve goal or continuous improvement process

· KPI measures for monitoring the effectiveness of workplace systems

· Details of how work performance was documented to aid in future review of the Operational Plan and success of the continuous improvement project

Simulated assessment 

The learner could be provided with a simulated assessment if the workplace is not suitable to meet some, or all, of the assessment requirements.

Scenario

Francine Johnson has just been promoted to frontline manager of the catering department of the large hotel where she works. Her job application for this frontline management position shows that her background and qualifications are in catering, but she also has undertaken OH&S courses for supervisors and has shown considerable skill in monitoring safety in the workplace.  

Francine’s manager has discussed the Operational Plan with her, and asked her to represent her department on an OHS continuous improvement project, which relates to the operational plan.

The following is an extract from the hotel’s operational plan:


Operational Plan (2004-2007):

Objective: Strengthen the capacity of business and workers to monitor OHS effectively

1. Development of skills

Increased knowledge, understanding and skills are needed across the workplace to monitor hazards in a fast-changing environment.

1.1
Development of an action plan


1.1.1   Review of OHS policies and procedures

1.1.2 OHS training for staff in policies and procedures


The continuous improvement project aims to meet the objective of the Operational Plan – Strengthen the capacity of business and workers to monitor OHS effectively. At the conclusion of the improvement project, it is anticipated the team will have developed an action plan to meet this objective. 
Part of the improvement project is to organise OHS training for staff.  All frontline managers from each department are part of the improvement project team to come up with an OHS Training Plan for staff. The manager of each department consults with individual work teams to analyse training needs of their own staff.  

Francine undertook an analysis of the department’s hazards and accident reports to gain an understanding the frequency and type of safety issues in the catering department. Following this analysis, Francine called a team meeting to discuss the findings with staff and ascertain areas where the team requires additional training.  

The training needs identified from the analysis and the team meeting are to be tabled at the improvement team meeting and included in the OHS Training Plan for the team.

Tasks

You will outline the process the improvement project team are to follow in order to achieve their objective. The documentation and activities required may include:

· Records of the consultation process (eg minutes of meeting) with team for development of goals in relation to Operational Plan Objective (this could be incorporated with next point – documentation)

· Documentation of team purpose, roles, responsibilities, goals, plans and objectives

· Formal and informal feedback processes to be used for performance of team and individuals

· Recruitment records of employees to work on improvement team (show they have skills required, eg provide short CV showing your skills, internal advertisement to staff etc)

· Induction program for employees working on the improvement team (eg what would need to be included in the program)

· Key Performance Indicators (KPIs) for individual and team effectiveness (eg give two KPI examples)

· Individual and team work plans (eg roles, tasks, timelines for you or a team member) 

· Responsibilities of OH&S committee to provide information to improvement team (eg attend initial meeting, provide policy etc)

· Reviews of organisation’s OHS policies, procedures and programs

· Training programs you have developed for employees in health and safety procedures (topics, dates, duration etc)

· Records of training for employees (how these will be kept)

· Communication processes used to communicate these programs to department work teams as part of the continuous improvement project relating to the Operation Plan Objective on OHS

· Monitoring of OHS programs

· Organisation’s procedures for identifying hazards

· Materials developed for mentoring and coaching of team to achieve goal or continuous improvement process

· KPI measures for monitoring the effectiveness of workplace systems

· Details of how work performance was documented to aid in future review of the Operational Plan and success of the continuous improvement project

Facilitating online 

Here are some great tips supplied by trainers who facilitate elearning programs. They’re not meant to be prescriptive, and different things will work for different trainers and learners.

Tips for trainers

· At enrolment time, well before classes begin, ask learners to work through this site: www.tafe.qld.gov.au/rsg - Ready Set Go, a student guide to Online Learning. Explains the language of the Internet, and has guides for using email, sending and receiving attachments, using web browsers, and using web forums and chat systems.

· Learning online in distance mode, and interacting with people via emails and chats, will require learners to have reasonable literacy and keyboard skills – more so than for learners who learn in a face-to-face setting where they can talk about ideas. If this isn't realistic for your learners consider face-to-face sessions to supplement distance learning, or other supports such as telephone support or teleconferences.

· If learners are new to online learning (and are able to get to a workshop) some trainers may like to hold a face-to-face orientation workshop for online learners. A session plan for one of these is in this Trainer Guide.

· If you are delivering the program online, email will probably be the primary method of communication with your learners, so ensure that you have a clear system of email folders for managing the traffic.

· Send a weekly email to all learners with reminders of the tasks that should be completed, the tasks in progress with reminders for times of chats or forums during that week. Alerting learners to activities for which they should be undertaking individual learning (eg in the learning tasks and the learning packs) prior to a group activity in the week to come can also be helpful. You might comment on the quality of work in the preceding week and provide tips and encouragement for the task at hand. 
· Be clear about timeframes by setting targets for learning. These can help you with your ‘online lesson’ planning. You will need to set frameworks so that learners know what to do, and when to do it.

· If you manage a very large group of learners, create a sense of community online by setting up study groups of 4 – 8 learners, all of whom begin the Unit at more or less the same time. This makes it easier for learners to gain the benefits of social learning and to form networks as they study.

· Once you have set up the study group, facilitate an online ‘icebreaker’ activity when students start the Unit. Ideas for facilitating this activity are contained in this Trainer guide. 

· Plan ahead and be clear to your learners about which groupwork activities that you expect them to complete (also see the next section containing extension activities).

· When learners are about to start an online group activity, send them an email with instructions on what teams they will be in or whose job it is to start a round robin activity. Do not presume learners will work it out.
· Establish whether your learners have completed any previous units online. This way you can gauge how much support you will need to provide to coach learners to develop online learning skills, as well as the content in the units. You will probably find learners require different levels of support. In the first few weeks get a clear picture of how each learner is coping to enable early intervention.

Starting together as a group – online icebreakers

You can use an online icebreaker in a computer training room or with learners who are different locations. 

If you intend your learners to collaborate online (using email, a learning management system, or a web discussion board) it’s important to give them a change to get familiar with each other by using the medium, before they get down to the serious part.

Go to www.thiagi.com for some ideas. Follow the link to Freebies, then to Training games.
Set group projects based on the workplace task sheets

The workplace task sheet under the ‘Apply’ tab in each Up Front! task can be used for groupwork.

A group could:

· work together to identify a similar problem/issue/opportunity that they will base their task on, then work individually with their own work teams, and later report back to the group as part of their own review process, or

· if they are in the same organisation, work together to identify a common problem/issue/opportunity, and then work on it as a team within their organisation.

Some advantages of this approach are:

· it can facilitate social learning, especially useful if learners are geographically dispersed or isolated

· learners gain practice using online communication tools in a practical task-focused way

· it can allow learners to practise skills of planning, collaboration, consultation and networking required of an frontline manager

· it can be integrated with assessment of underpinning skills such as communication skills, and of the Key Competencies.

Here are some practical suggestions for implementing group projects:

· limit teams to no more than 3 or 4 learners

· set a date for completion of the group project

· consider asking learners to write a self assessment and peer assessment of their contribution to the group process – this will encourage learners to reflect on their collaborative skills, as well as providing you with more information if you are considering using the groupwork as an assessment item

· provide guidelines as to how you expect your learners to collaborate, eg entirely online, or through a mix of face-to-face meetings and online communication.

Implementing the groupwork ideas – fun ways to do it

When you see the groupwork ideas in Up Front! you will notice that we have confined it to a general topic or question, ie we have not written a facilitation process into the question itself.

This is so that you can facilitate the groupwork ideas in a way that suits your learners, your teaching style and the technology available. Here are some ideas.

· Email game – designed to progressively generate and process content around a salient issue; go to www.thiagi.com for more information; follow the link to 'Freebies'. 

Example adapted from BSBFLM409B Implement continuous improvement, Task 1:
'101 breakthrough improvements'
Create a list of any breakthrough improvements in your workplace that would make a difference to improving customer service. 
Appoint a game coordinator. Each learner sends a list of 10 breakthrough improvements in their workplace that would make a difference to improving customer service (they send this to the game coordinator). Game coordinator collates these and sends the complete list back to all players. Players then vote on the top 5 improvements. The coordinator again collates the results and feeds them back to players.
Game takes no more than 5 days.

· Debate – turn the groupwork topic into a debate. 

Example adapted from BSBFLM412A Promote team effectiveness, Task 1:
'Absenteeism and low morale are signs that the supervisor is not doing their job'
Assign teams to the ‘yes’ and ‘no’ cases, choose an adjudicator, and hold the debate on your forum or chat system.
A fun alternative to the traditional debate is to form three teams. If you're in a training room get two teams to stand facing each other to increase the sense of confrontation; these two team are assigned the 'yes' and 'no' cases. They then argue their case to each other as forcefully as they can; there are no rules.
The third team votes on the winner.
· Depolariser – aims to increase levels of awareness about alternative points of view; see www.thiagi.com for more information; follow the link to 'Freebies'.

· At the coalface – focusing on a particular topic, learners tell each other about their own experiences at work. It’s usually easy for most people to talk about their own experiences. The questions you set for the group should also encourage some critical reflection, eg ‘What would you do differently?’

· WebQuest – learners find good websites on a particular topic, containing useful tools etc, each group is responsible for preparing a report to the larger group of websites with a brief review of each. A good way to develop web research skills and collaboration skills at the same time
· Workplace research – use team research to get learners to look at a particular issue/problem/process in their workplace(s). Put learners in 'mini-teams' then get them to report back to the larger group. You can use the ‘My workplace’ prompt questions in the Content guide. The Content guide is found inside each Learning pack in the Up Front! Toolbox.

· Peer review – learners team up with a study buddy and give structured feedback on each other’s work on the task. Useful to encourage group collaboration and support, and to practise the important skill of giving and receiving feedback. Use the process of Praise-Improvement-Praise to facilitate this so that the focus remains constructive:

· praise one specific thing the other person did

· suggest one point for improvement
· praise one more specific thing the other person did. 

· Role play – use this where practising an interpersonal skill is relevant. Use role plays carefully – they require some skill on the part of the facilitator.



Orientation session plan

Where learners are new to online learning it is helpful (if possible) to provide a face-to-face orientation session.  Why? Relationships in online learning support successful learning in the same way as in traditional classroom settings, establishing contact with peers and facilitators assists in developing these relationships.

The following is designed for a 1 – 3 hour session; just choose the activities you want to use with your group.
Table 3: Orientation session plan
	Time
	Activity
	Resources

	15 min 
	Icebreaker – introduction game
	Any game, see www.thiagi.com

	15 min
	Outline outcomes for this session, eg:

· establish basic skills for online learning

· establish expectations of learners

· provide guided introduction to Up Front! Toolbox

· conduct a self-assessment and begin to prepare an individual learning plan.
	

	15 min
	Brainstorm expectations of learners – groups of 5 – 7

Feedback whole group
	Butchers paper

	
	5 minute break – move to computers
	

	30 minutes
	Introduce the Learning Management System or communication tool.  Be sure you point them to the system's online learner or user manual.  Ask learners to:

· update their details – eg change password or email address.

· post to forum – a brief bio – or it could be game ( 3 things about yourself, 1 of which is lie) – each learner is to respond to someone’s post - which is the lie?)
	Computers with LMS (eg WebCT) or communication tools (eg WebBoard)

	30 min
	Give learners the following questions (or questions you devise): What aspect of being a team leader do you particularly like and why? What attracted you to the job/industry you're in? Where do you see yourself in 5 or 10 years?

Facilitate a chat around these 3 questions .

This could lead into the self-assessment activity using the Up Front! Recognition and learning plan tool (see below)
	Computers with LMS (eg WebCT, Janison) or access to an online group tool (eg WebBoard, ninemsn groups)

	45 min
	Introduce learners to features of Toolbox:

· Identify the unit/units they are to study.

· Move through the structure of the unit. The learning tasks, the characters, the groupwork ideas, the learning packs.

· Ask each learner to work through the online Guided tour.
	Up Front! Toolbox – on server or CDs for each learner to access

	45 min
	Up Front! Recognition and learning plan tool:

· Explain the concepts of self-assessment, recognition and learning plans (there is background information you can use on the Help screen of this tool)

· Briefly show the main section of the Recognition and learning plan tool – click the tabs that correspond with the concepts you’ve just explained.

· Learners can complete the self-assessment while you move around the room to guide and help them

· Refinement of any recognition applications and learning plans may be done after this orientation session.
	Up Front! Toolbox – on server or CDs for each learner to access

	5 min
	Revisit Outcomes for session and learner expectations
	Brainstorm material and overheads on session objectives


Customising for your clients and learners
Workplace task sheets and Content guides (.DOC)

The Workplace task sheets provide the practical activity for each Toolbox task. We've designed them to work in a wide range of situations, but they will be even more useful if you customise them to add specific instructions for your own learners. 

The Content guides are detailed readings on the topic, with short activities that help the learner make the connection between the 'theory' and their own job.

They are provided as .DOC files so you can change them easily using your Office application or word processor. You can either:

· make the changes and email them to your learners (or distribute through your learning management system), or

· overwrite the version of the resource that your learners are using from a CD or server.

The workplace task sheets are located inside each unit:

· open the folder toolbox_601
· open the folder with the number you want to customise, eg cmn402a
· open the documents folder – the task sheet for all tasks in the unit are here.

The Content guides are located inside the lo folder:

· open the folder toolbox_601
· open the folder lo
· open the folder with the number you want to customise, eg 2003_237_004
· open the documents folder – the Content guides for the topic is here.

See-Try-Apply case studies (Flash)

The See-Try-Apply case studies in the Tasks are rich in media, but we’ve built them so you can customise the content without needing to learn the Flash developer software. You can:

· change entire case studies, including audio and images, so they’re specific to your industry

· edit the text information on the overview or any other screen to highlight a particular point for your learners

· edit the decision quiz.

You can also edit any of the work samples and the learner’s workplace task sheet (see instructions for editing .DOC files above).

Show and tell presentations (Flash)

The Show and tell presentations in the Learning packs contain sound and images, but we’ve built them so you can customise the content without needing to learn the Flash developer software. The Show and tells provide learners with an overview of the topic area, so you could customise it to:

· your industry (eg images specific to your industry)

· your State (eg information on workplace relations laws, or OHS laws)

· your organisation (eg information on quality systems, or performance management systems).

Quizzes (Flash)

The quizzes in the Try case studies (decision quiz) and the Learning packs (self-check) may also be customised.

Editing the .TXT files for Flash items

You can customise these Flash items by editing a .TXT file that contains their data, and by changing the images or sounds that the .TXT files references. 

You will need to copy the contents of the CD onto a hard drive so that your changes are saved. You can then copy your customised version of the Up Front! Toolbox to your web server, or onto CDs for your learners.

For instructions on how to do this, see ‘Editing the .TXT files for See-Try-Apply & Show and tell’ in the Up Front! Technical guide. 

Training Package mapping

Tasks and case studies

	Unit of competency
	Task
	Case studies
	Performance criteria

	Specialist (core) units

	BSBCMN402A Develop work priorities
	Develop plans and schedules
	See: Jill feels like she’s only just coping with day-to-day disasters. But she got the job because expect her to bring the bar into line with the Club’s new mission statement. If only she had the time!

Try: Shauna is directed to increase targets but has already approved Christmas leave.
	1.1 Workgroup plans are prepared to reflect consideration of resources, client needs and workgroup targets

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

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

1.4 Business technology is used effectively and efficiently to manage and monitor planning completion and scheduling tasks

	
	Improve your work performance
	See: Due to council merger Arens has to re-apply for his job, so he wants to upgrade his skills as a supervisor – he develops a learning plan.

Try: Feedback on team and individual performance is not practised in Jamilah's team, she needs to get it going.
	2.1 Personal performance standards are identified and analysed through self assessment and feedback from others on the achievement of work objectives

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

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

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

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

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

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

	BSBCMN411A Monitor a safe workplace
	Inform your team about OHS
	See: Garry is concerned that his staff don’t have access to safety manuals, and about verbal and physical abuse towards staff from patients.

Try: Jill is concerned about behaviour of intoxicated patrons and wants to make her team more aware of their rights and responsibilities.
	1.1 Relevant provisions of Occupational Health and Safety legislation and codes of practice are accurately explained to the work group

1.2 Information on the organisation's Occupational Health and Safety policies, procedures and programs is provided in a readily accessible manner to the work group

1.3 Information about identified hazards and the outcomes of risk assessment and control is regularly provided and clearly explained to the work group

	
	Involve your team in OHS
	See: Shauna needs to encourage better OHS practices in her workteam.

Try: Arens is responsible for the risk assessment in his work area, and wants to involve his team in this.


	2.1 The importance of effective consultative mechanisms in managing health and safety risks are explained

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

2,3 Issues raised through consultation are promptly dealt with in accordance with organisational consultation procedures

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

6.2 Aggregate information and data from work area records are used to identify hazards and monitor risk control procedures in work area

	
	Coordinate OHS training
	See: All team leaders have been asked to determine what training is required in their teams and suitable times for this training. Arens has compiled a list and is about to discuss it with his workgroup.

Try: Jamilah needs to work out a budget for training for herself and her team in OHS. She also need to conduct a training gap analysis, identify training requirements and organise the training.
	3.1 Occupational Health and Safety training needs are systematically identified in line with organisational requirements

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

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

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

	
	Control hazards and risks
	See: Ken has a problem with the rotating night shifts. He’s seen numerous incidents and accidents occur and no one reports them because they don’t think they’re important when medical attention has not been needed.

Try: Garry needs to develop a risk assessment process but he cannot find any previous OHS records. He may need to start from scratch.
	4.1 Hazards in work area are identified and reported in accordance with Occupational Health and Safety policies and procedures

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

5.1 Procedures to control risks are implemented using the hierarchy of controls and organisational requirements

5.2 Inadequacies in existing risk control measures are identified and reported in accordance with hierarchy of controls

5.3 Outcomes of reported inadequacies are monitored where appropriate to ensure a prompt organisational response

6.1 Occupational Health and Safety records of incidents of occupational injury and disease in work area are accurately completed and maintained in accordance with OHS legal requirements

	BSBFLM412A Promote team effectiveness 
	Plan to achieve team outcomes
	See: Jill is having problems with her team since recent changes to the Club’s systems – they all seem to be confused about their roles and responsibilities.

Try: Some members of Ken’s team are not turning up on time when rostered on and when Ken tries to talk to the team about the roster, there is a lack of cooperation.
	1.1 Team purpose, roles, responsibilities, goals, plans and objectives are identified, established and documented in consultation with team members

1.2 Team members are supported in meeting expected outcomes

	
	Encourage teamwork
	See: Although, deadlines are being met Shauna thinks that there is too much joking and laughing at work. She likes to get straight to the task without all the unnecessary chit-chat.

Try: Garry has to decide how to spend some funds. Management have recommended that he spend his budget on a computer upgrade but his nursing staff have other priorities.
	2.1 Opportunities are provided for input of team members into planning, decision making and operational aspects of work team

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

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

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

	
	Facilitate team activities
	See: Arens gets along well with his staff, but lately he has not been able to achieve the outcomes he expects from team meetings. Some of his team tend to dominate the meetings while others go off on a tangent.

Try: The sales manager has come to Shauna to talk about the drop in use of the same day courier service, and Shauna knows it’s related to the way her team is working.
	3.1 Team members are actively encouraged to participate in and take responsibility for team activities and communication processes

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

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

	
	Communicate with management
	See: Garry has to deal with a trainee nurse who is not following OHS procedures expected by management. He leaves her a note, and when she doesn’t respond he gets angry with her in the tearoom. He now needs to resolve the situation.

Try: Jamilah has found out that a report she gave to management is incorrect because of poor record keeping by her team. She now has to fix the problem and do some explaining to management.
	4.1 Communication with line manager/management is kept open at all times

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

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

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

	BSBFLM403B Implement effective workplace relationships 
	Communicate information and ideas
	See: Garry needs to work with staff to update job descriptions and he wants to make sure they understand why it’s being done.

Try: Jamilah needs to inform staff about upcoming appraisals.
	1.2 Ideas and information are communicated in a manner which is appropriate and sensitive to the cultural and social diversity of the audience and any special needs of this audience

1.3 Consultation processes are implemented to encourage employees to contribute to issues related to their work, and feedback in regard to outcomes is promptly relayed to the work team

1.4 Contributions from internal and external sources are sought, and valued in developing and refining new ideas and approaches

1.5 Processes are implemented to ensure that issues raised are resolved promptly or referred to relevant personnel as required

	
	Develop trust and confidence
	See: Ken has a talk with a staff member who is very stressed and disorganised.

Try: Garry is not comfortable around his staff who stop talking when he enters room and are suspicious of him.
	2.1 All internal and external contacts are treated with integrity, respect and empathy

2.2 The organisations social, ethical and business standards are used to develop and maintain effective relationships

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

2.4 Interpersonal styles and methods are adjusted to meet the organisations social and cultural environment

2.5 Other members of the workgroup are encouraged to follow example set, according to organisational policies and procedures

	
	Develop networks
	See: Jamilah needs to learn more about the organisation so she can deal with problems referred to her, and finds that form networks with other supervisors helps.

Try: Arens needs to network with supervisors in another organisation – how to start? 


	3.1 Networks are used to identify and build relationships

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

	
	Manage difficult situations
	See: Kerry wanted the job as bar supervisor but Jill got it. Now Kerry is undermining Jill and causing problems in front of staff and customers.

Try: Ken has a group in his team who are negative and who always seem to be bad mouthing management –  it's demotivating for everyone.
	4.1 Difficulties are identified and analysed, and action is taken to rectify the situation within the requirements of the organisation and relevant legislation

4.2 Colleagues are guided and supported to resolve work difficulties

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

4.4 Conflict is managed constructively within the organisation’s processes

	BSBFLM405B Implement operational plan 
	Obtain resources
	See: The nursing home where Garry works is implementing a new short-stay service. Garry knows that with current resources other routine tasks will suffer, so he has to work out what resources will be needed, and how he’ll get them.

Try: Jamilah has been given the job of coordinating the activities of external HR consultants who have just been engaged by her bank. She must work out how she will make sure they comply with bank policies and procedures, and how she will keep things within budget.
	1.1 Details of resource requirements are collated, analysed and organised in consultation with relevant personnel, colleagues and specialist resource managers

1.6 Assistance in the development and presentation of proposals for resource requirements is provided in line with operational planning

2.1 Employees are recruited and inducted within the organisation’s policies and practices

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

	
	Implement and monitor the plan
	See: Ken suspects that the previous production manager’s plan of operations is a bit out of date. But there is no way to be really sure how things are going, and how well his team is working.

Try: There are problems with the HR contractors – they are running over-budget, staff are dissatisfied with the service levels, and Jamilah feels she doesn't really know what is going on.


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

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

1.4 Contingency planning is undertaken as required

1.5 Consultation processes are undertaken as required

3.1 Performance systems and processes are monitored to assess progress in achieving profit/productivity plans and targets

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

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

	
	Manage performance
	See: Garry has a mix of new and experienced staff working in the short-stay convalescent program. Customer feedback indicates a problem with the newer staff, and the more experienced staff are confused and annoyed about the feedback.

Try: Despite her best efforts to formulate and communicate performance expectations to the external consultants, Jamilah hears that organisations procedures have not been followed for recruitment, and now the union is involved.
	3.3 Unsatisfactory performance is identified and prompt action is taken to rectify the situation according to organisational policies

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

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

	Extra (elective) units

	BSBFLM409B Implement continuous improvement 
	Involve your team in continuous improvement
	See: Ken did some OHS training and decided to get involved in the bakery’s OHS program. He has been delegated the task of improving OHS systems.

Try: Delivery targets have not been met for the last three weeks. Shauna has been asked to investigate the problem and make recommendations for improving the delivery process.
	1.1 Systems are implemented to ensure that individuals and teams are actively encouraged and supported to participate in decision making processes, assume responsibility and exercise initiative

1.2 The organisation’s continuous improvement processes are communicated to individuals and teams, and feedback is obtained

1.3 Effective mentoring and coaching ensures that individuals and teams are able to implement the organisation’s continuous improvement process

	
	Monitor and review performance
	See: Following a hazard audit, Ken wants to get his team more involved in implementing the OHS improvement. To keep up the momentum, Ken also wants to introduce some new monitoring tools

Try: Arens must get his staff back on track – customer complaints have been received due to poor maintenance in the city’s parks. But staff are demotivated and worried about their jobs during a possible merger with another Council.
	2.1  The organisation's systems and technology are used to monitor and review progress and to identify ways in which planning and operations could be improved

2.2  Customer service is improved through continuous improvement techniques and processes

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

	
	Keep the focus on improvement
	See: A customer survey indicates a great improvement in customer service at the nursing home. Garry wants to tell his team about the results of the survey, consolidate the improvements and get his team to look for further areas to improve.
Try: Staff have learnt new skills in a training course but they’re just too busy to put them to use. Jamilah wants to look at how she can help them.
	3.1  Processes are implemented to ensure that team members are informed of savings and productivity/ service improvements in achieving the business plan

3.2  Work performance is documented to aid the identification of further opportunities for improvement

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

	BSBCMN410A Coordinate implementation of customer service strategies 
	Describe your customer needs
	See: Jill has to deal with recent vague complaints from club patrons about delays in bar service and lack of server friendliness.
Try: Garry has conducted research on the OHS needs of nursing staff for the Consultative Committee. As a member of the Committee, Garry sees these staff as his internal customers.
	1.1 Customer service needs are clarified and accurately assessed using appropriate communication techniques

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

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

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

	
	Implement customer service strategies
	See: After she and her team have implemented service improvements, Jill is still getting some negative feedback from customers. She decides some customer service training will help.
Try: Arens needs to contact customers in response to complaints the Council has been getting about poor maintenance in local parks.
	2.1 Customer service strategies and opportunities are promoted to designated individuals and groups

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

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

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

2.5 Decisions to implement strategies are taken in consultation with designated individuals and groups

	
	Evaluate customer service
	See: The new rehab service is going well, and the CEO wants Garry to review the service to evaluate its effectiveness. This will form the basis for a decision about whether to offer a similar service in other locations.

Try: Arens needs to contact customers in response to complaints the Council has been getting about poor maintenance in local parks.
	3.1 Client satisfaction with service delivery is reviewed using verifiable data in accordance with organisational requirements

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

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

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

	BSBCMN419A Manage projects
	Get ready to manage a project
	See: As part of a new environmental education project, the Council is installing bag dispensers and bins for dog owners. Arens is getting ready to manage the installation project.

Try: Ken wants to organise occupational health and safety training for his team. He wants to plan it so he’ll get maximum attendance with minimum disruption to the work.
	1.1 Project scope and other relevant documentation is accessed

1.2 Project stakeholders are defined

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

1.4 Limits of own responsibility and reporting requirements are identified

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

1.6 Available resources to undertake project are determined and accessed

2.1 Project plan including timelines, task breakdown, roles and responsibilities is developed

2.2 Appropriate project management tools are identified and accessed

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

2.4 Project budget is developed and approved

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

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

	
	Make the project happen
	See: Management is interested in Arens’ project so they will be monitoring its outcomes. But some of Arens' staff have negative attitudes about the project, and he’s worried this may impact on how it goes.

Try: Jill is organising a one-off fund raising event that will involve staff working with unpaid volunteers.
	3.1 Action is taken to ensure that project team members are clear about their responsibilities and the requirements of the project

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

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

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

3.5 Project reports are completed and forwarded as required to stakeholders

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

3.7 Project deliverables are achieved

	
	Close the project and reflect on it
	See: The final OHS workshop has been delivered and Ken is winding the project up. He has plenty of feedback and information, and now he needs to document it in a final report.

Try: Shauna needs to finalise her project and focus the staff back on their day-to-day jobs.
	4.1 Financial record keeping associated with project is completed and checked for accuracy

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

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

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

5.2 Team members are involved in the review of the project

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


Foundation skills Learning packs

The following mapping is only to performance criteria in the Training Package; these skills are also covered in the range statements for most units.

	
	BSBCMN411A Monitor a safe workplace
	BSBFLM412A Promote team effectiveness
	BSBFLM403B Implement effective workplace relationships
	BSBFLM409B Implement continuous improvement
	BSBCMN410A Coordinate implementation of customer service strategies
	BSBCMN419A Manage projects

	Apply legislation to the workplace
	1.1 Relevant provisions of Occupational Health and Safety legislation and codes of practice are accurately explained to the work group

6.1 Occupational Health and Safety records of incidents of occupational injury and disease in work area are accurately completed and maintained in accordance with OHS legal requirements
	
	4.1 Difficulties are identified and analysed, and action is taken to rectify the situation within the requirements of the organisation and relevant legislation
	
	
	

	Communicate with your team
	
	2.1 Opportunities are provided for input of team members into planning, decision making and operational aspects of work team

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

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

4.2 Information from line manager/management is communicated to the team
	1.3 Consultation process is implemented to encourage employees to contribute to issues related to their work, and feedback in regard to outcomes is promptly relayed to the workgroup
	
	2.5 Decisions to implement strategies are taken in consultation with designated individuals and groups
	2.5 Team members are consulted and their views taken account of in planning the project

	Mentor and coach individuals and teams
	3.3 Workplace learning opportunities and coaching and mentoring assistance are provided to facilitate team and individual achievement of identified training needs
	
	
	1.3 Effective mentoring and coaching ensures that individuals and teams are able to implement the organisation’s continuous improvement processes
	2.4 Coaching and mentoring assistance is provided to colleagues to overcome difficulties in meeting customer service standards
	

	Use business technology
	
	
	
	2.1  The organisation's systems and technology are used to monitor and review progress and to identify ways in which planning and operations could be improved
	1.4 Business technology is used to structure and present information on customer service needs
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