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Assessment Overview  

This Student Assessment Booklet includes all your tasks for assessment of this unit. 

About your assessments 

This unit requires that you complete one assessment tasks.  

You must complete all tasks to achieve Competency for this unit. 

Assessment Task About this task 

Assessment Task 1: Written questions  You must correctly answer all 8 questions to show that 

you understand the knowledge required of this unit.  

Assessment Task 2: Workplace project There are two parts to this task. You are required to obtain 

feedback from three clients or colleagues and develop 

communication strategies in response to different 

scenarios.  

Assessment Task 3: Role plays There are two role play scenarios. You are required to 

demonstrate resolving a challenging situation and 

demonstrate facilitating a meeting to discuss a workplace 

issue.  

Assessment Task 4: Portfolio You are required to submit evidence of three types of 

written correspondence gathered from your work 

placement, including the workplace style-guide. 

How to submit your assessments 

When you have completed each assessment task you will need to submit it to your assessor. 

Instructions about submission can be found at the beginning of each assessment task. 

Make sure you photocopy your written activities before you submit them – your assessor will put the 

documents you submit into your student file. These will not be returned to you. 

Assessment Task Cover Sheet 

At the beginning of each task in this booklet, you will find an Assessment Task Cover Sheet. Please fill it 

in for each task, making sure you sign the student declaration.  

Your assessor will give you feedback about how well you went in each task, and will write this on the 

back of the Task Cover Sheet. 

Assessment appeals 

You can make an appeal about an assessment decision by putting it in writing and sending it to us. Refer 

to your Student Handbook for more information about our appeals process.  
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Assessment Plan 

The following outlines the requirements of your final assessment for this unit. You are required to 

complete all tasks to demonstrate competency for this unit.  

Your assessor will provide you with the due dates for each assessment task. Write them in the table 

below. 

Assessment Requirements Due date 

1. Written questions  

2. Workplace project  

3. Role plays  

4. Portfolio  

 

AGREEMENT BY THE STUDENT  

Read through the assessments in this booklet before you fill out and sign the agreement below. Make 

sure you sign this before you start any of your assessments. 

Have you read and understood what is required of you in terms of 

assessment? 

   Yes   No 

Do you understand the requirements of this assessment?        Yes   No 

Do you agree to the way in which you are being assessed?    Yes   No 

Do you have any special needs or considerations to be made for this 

assessment?  If yes, what are they?   

 __________________________________________________________________________  

   Yes   No 

Do you understand your rights to appeal the decisions made in an 

assessment? 

   Yes   No 

Student name:  ____________________________________________________________________________________  

Student signature:  ___________________________________________________   Date:  _____________________  

Assessor name:  ___________________________________________________________________________________  

Assessor signature:  __________________________________________________   Date:  _____________________  
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Assessment Task Cover Sheet – Assessment Task 1 

You: Please fill out this cover sheet clearly and accurately.  Make sure you have kept a copy of your work. 

Name: 

Date of submission: 

Unit:  

 CHCCOM002 

 Use communication to build relationships  

Assessor to complete  

Assessment Task 

Satisfactory/ 

Not 

Satisfactory Date 

Was this a re-

submission? 

Y/N 

Written questions   
 

STUDENT DECLARATION 

I  ________________________________________________________ declare that these tasks are my own work.  

 None of this work has been completed by any other person. 

 I have not cheated or plagiarised the work or colluded with any other student/s.  

 I have correctly referenced all resources and reference texts throughout these assessment tasks.  

 I understand that if I am found to be in breach of policy, disciplinary action may be taken against me. 

Student signature:  ________________________________________________________________________________  

Student name:  ____________________________________________________________________________________  

 

 

  



 

 
CHCCOM002 STUDENT ASSESSMENT BOOKLET CB CP V1.0 (ID 125074)  

© 2016 Eduworks Resources Page 8 

ASSESSOR FEEDBACK 

Assessors: Please return this cover sheet to the student with assessment results and feedback.  

A copy must be supplied to the office and kept in the student’s file with the evidence.  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

 __________________________________________________________________________________________________  

Assessor signature:  _______________________________________________________________________________  

Assessor name:  ___________________________________________________________________________________  

Date:  _____________________________________________________________________________________________   
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Assessment Task 1: Written Questions 

TASK SUMMARY: 

You are to answer all the questions in this task. 

RESOURCES AND EQUIPMENT REQUIRED TO COMPLETE THIS TASK 

 Access to textbooks and other learning materials. 

 Access to a computer and the Internet (if you prefer to type your answers). 

WHEN AND WHERE DO I COMPLETE THIS TASK? 

 This task may be done in your own time as homework or you may be given time to do this task in 

class (if applicable). Your assessor will advise. 

Write in the due date as advised by your assessor:  ___________________________________________  

WHAT DO I NEED TO SUBMIT? 

Your answers to all the questions.  

WHAT HAPPENS IF I GET SOMETHING WRONG? 

If your assessor marks any of your answers as incorrect, they will talk to you about resubmission. You 

will need to do one of the following: 

 Answer the questions that were incorrect in writing. 

 Answer the questions that were incorrect verbally.  

INSTRUCTIONS: 

 This is an open book test – you can use your learning materials as reference. 

 You need to answer all 8 questions correctly.  

 You must answer the questions by writing in the space provided.  

 If you need more space, you can use extra paper. Make sure you write on each extra piece of paper 

your name and the question number/s you are answering. 

 You may prefer to use your computer to type your answers. Your assessor will let you know if you 

can email your answers as a Word file, or if you must print and submit hard copies. 

QUESTION 1 

Provide an appropriate communication approach for each of the following situations.  

Communication situation Response 

Your client is Italian and speaks hardly 

any English. You do not speak Italian and 

are not able to understand what she is 

saying. 
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Communication situation Response 

Your client is an Aboriginal woman. She 

does not want you to shower her as you 

are male. You are the only person 

available at the current time to do 

showers. 

 

Your client is a devout catholic. She often 

talks to you about God and asks you 

about your religious beliefs. You are an 

atheist. 

 

Your client is a mother who has just 

found out that her daughter is a drug 

addict. She is inconsolable – crying 

uncontrollably and blaming herself for 

her daughter’s addiction. 

 

Your client is blind. You need to explain a 

procedure to her. 

 

Your client is dying from cancer. She is in 

a lot of pain and is not expected to live 

more than a few days. 

 

Your client is 100 years old. You are 20. 

Your client constantly reminisces about 

how good things were in the old days 

and how young people nowadays are all 

no good. 

 

QUESTION 2 

In the workplace, misunderstandings and communication difficulties often occur. Provide at least five 

examples of communication challenges or barriers that commonly occur in your role as a personal carer.  

1. 

2. 
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Assessment Task 2: WORKPLACE PROJECT 

TASK SUMMARY: 

There are two parts to this task.  

 Part A: You will need to obtain feedback from three clients or colleagues you have worked with 

during your work placement.   

 Part B: You will need to respond and develop communication strategies for different scenarios 

provided. 

RESOURCES AND EQUIPMENT REQUIRED TO COMPLETE THIS TASK 

 Access to your work placement service 

 Access to three clients or colleagues  

 Three feedback report templates (provided) 

 Client consent form (provided) 

 Communication strategy (template provided).  

WHEN AND WHERE DO I COMPLETE THIS TASK? 

 You will complete this task at your workplace (this will be during your work placement, where 

applicable) 

Write in the due date as advised by your assessor:  ___________________________________________  

WHAT DO I NEED TO SUBMIT? 

 Client consent forms (if submitting feedback from clients) 

 Three completed feedback reports (Part A) 

 A completed communication strategy (Part B). 

WHAT HAPPENS IF I GET SOMETHING WRONG? 

If you do not provide three completed feedback reports or they do not have sufficient information 

included; your assessor will discuss the details of resubmission with you directly. 

INSTRUCTIONS: 

PART A – OBTAIN FEEDBACK FROM CLIENTS OR COLLEAGUES   

 The purpose of this task is to gather information about your own communication strategies, style and 

techniques from others in the workplace.  

 You will need to obtain feedback from either three clients or three colleagues that you have worked 

with during your work placement. Colleagues selected can be of any level or position in the 

workplace. The three individuals you select to complete this task must be people you have interacted 

with on a daily basis.  

 Provide each individual with the feedback report template to document their response. Staff or 

clients may be asked for feedback verbally, in which case you will need to complete the report with 

their response. A signature of the person will still need to be captured on each document.    

 Each report should include feedback on the following: communication style and technique, 

professionalism, efficiency of providing information, responding to challenges and barriers, 

responding to feedback or queries. Modify space in the report as required.  
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Assessment Task 3: ROLE PLAYS 

TASK SUMMARY: 

There are two role play scenarios in this task: 

 Part A: You are required to facilitate a resolution in a challenging situation 

 Part B: You are required to facilitate a meeting about a workplace issue. 

RESOURCES AND EQUIPMENT REQUIRED TO COMPLETE THIS TASK 

 Two role play scenarios (provided)  

 An additional participant (for Part A)  

 Three additional participants (for Part B) 

 A recording device (for work-based students only) 

 Document for an agenda and meeting minutes (student to provide).  

WHEN AND WHERE DO I COMPLETE THIS TASK? 

 This task may be done in your own time as homework or you may be given time to do this task in 

class (if applicable). Your assessor will advise. 

Write in the due date as advised by your assessor:  ___________________________________________  

WHAT DO I NEED TO SUBMIT? 

 Work-based students will need to submit recordings of both role plays. 

 Part B: Meeting agenda and minutes. 

WHAT HAPPENS IF I GET SOMETHING WRONG? 

If your assessor sees that you have not completed one or both role plays completely and satisfactorily, 

you will be provided with another opportunity to redo it. Your assessor will provide you with the details of 

resubmission when they provide you with the outcome of this task. 

INSTRUCTIONS: 

PART A – MR O’REILLY AND THE GOLF CLUB 

 The purpose of this role play is to demonstrate how you would respond to a challenging situation in 

the workplace. The objective of the discussion is for you to facilitate an appropriate resolution.  

 Read the role play scenario ‘Mr O’Reilly and the golf club’ to prepare for your response. The situation 
is fictional and involves a client’s daughter being upset with the state of her father who is a resident 
at the facility under your care. You are an aged care support worker. 

 You will need to discuss the situation, communicate effectively and work towards a resolution with 

the additional participant to defuse the conflict.   

 The additional participant in this role play may be played by another classmate of your 

trainer/assessor.  

 Refer to the checklist below to ensure you are familiar with what your assessor will be looking for.  

 

 

If you are doing this course as a workplace-based student, you will need to 

complete this role play scenario with a colleague or friend. Provide them with the 

additional participant instructions. You will need to record your performance and 

submit as evidence of completing this task.  
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Assessment Task 4: PORTFOLIO 

TASK SUMMARY: 

For this task you are required to gather and submit copies of three types of written correspondence, and 

a copy of the workplace style-guide.  

RESOURCES AND EQUIPMENT REQUIRED TO COMPLETE THIS TASK 

 Access to textbooks and other learning materials 

 Access to a computer and the Internet (if you prefer to type your responses). 

WHEN AND WHERE DO I COMPLETE THIS TASK? 

 You will complete this task at your workplace (this will be during your work placement, where 

applicable) 

Write in the due date as advised by your assessor:  ___________________________________________  

WHAT DO I NEED TO SUBMIT? 

 Three types of workplace correspondence 

 A copy of the workplace style-guide.  

WHAT HAPPENS IF I GET SOMETHING WRONG? 

If your assessor sees that your portfolio is not complete or sufficient, the details of resubmission will be 

discussed with you when you are provided with the outcome for this task. 

INSTRUCTIONS: 

 The purpose of this task is to demonstrate how you have used different communication strategies 

with others during your work placement. 

 You are required to provide copies of at least three types of correspondence you have developed, 

written or used to communicate with staff, clients, families or external providers and the broader 

community. At least one item should be in the form of digital media such as social media, email or 

intranet correspondence. Other items can include letters, notices, presentations, newsletters etc.   

 A copy of the workplace style-guide for correspondence should also be provided. This may be a 

document outlining the protocols for written correspondence for emails, reports, minutes, letters etc.  

 Your portfolio can be set up using a display book, A4 binder with plastic pockets or A4 notebook. It 

should be clearly detailed and labelled according to the evidence required in this task.  

 You will need to be able to prove that you have created each document. You must get your 

supervisor to sign each document that you add to your portfolio. This will also provide evidence that 

you have permission to remove the document from your workplace. 

 

Note:  

A portfolio checklist has been included for you to gather requirement documents. Additional space has 

been provided for you to document any reminder notes or details. This is a reminder only and does not 

need to be submitted for this task.  
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Assessment Information  

About this marking guide 

This document is to be used as a guide to marking the assessment tasks required for this unit.  

This document outlines the instructions provided to the student for each task and accompanying 

sample/ benchmark answers and any relevant instructions for the assessor.  

Assessment tasks  

This unit is assessed in the following ways: 

Assessment Task Overview 

Assessment Task 1: Written questions Students must correctly answer all 8 questions to show that 

they understand the knowledge required of this unit.  

Assessment Task 2: Workplace project  There are two parts to this task. Students are required to 

obtain feedback from three clients or colleagues and 

develop communication strategies in response to different 

scenarios.  

Assessment Task 3: Role plays There are two role play scenarios. Students are required to 

demonstrate resolving a challenging situation and 

demonstrate facilitating a meeting to discuss a workplace 

issue.  

Assessment Task 4: Portfolio  Students are required to submit evidence of three types of 

written correspondence gathered from their work 

placement, including the workplace style-guide.  

Assessment plan 

The Student Assessment Booklet includes an assessment plan that students are required to read and 

sign. Get this signed plan before students begin the assessment tasks for this unit. Students can use this 

plan to declare whether they need any support or adjustments. 

Assessment documents 

We have developed a range of comprehensive assessment documents for assessment of this unit.  

Assessors will need the following documents: 

 Assessment Record Tool – to be used by the assessor to record the decision-making process. Details 

about workplace-based tasks (if applicable) are also included in this document. 

 This Marking Guide, which includes: 

– a guide to assessors on the process of assessment 

– benchmark responses to assessment tasks 

– mapping of assessment tasks to unit of competency requirements (see the end of this booklet). 

Students will need to receive: 

 Student Assessment Booklet for this unit/topic 

 Student’s Guide to Practical Placement (for class-based students only – they need to be given this 

booklet only once). 

 Workplace Hours Log Book (for workplace-based students only – they need to be given this booklet 

only once). 

Assessors must provide students with the due date for each assessment task for this unit – students 

should be instructed to write the dates in their Student Assessment Booklet. 



 

 CHCCOM002 MARKING GUIDE CB WP V1.0 (ID 125070)  

© 2016 Eduworks Resources  Page 5 

 

Assessment attempts and resubmissions 

Students have up to three attempts to complete assessment tasks satisfactorily. If after the third attempt, 

the student has not completed the task satisfactorily, the assessor must make alternative arrangements 

for assessment. Depending on the task, this may include: 

 resubmitting incorrect answers to questions (such as short answer questions and case studies) 

 resubmitting part or all of a project, depending on how the error impacts on the total outcome of the 

task 

 redoing a role play after being provided with appropriate feedback about their original performance  

 being observed a second (or third time) undertaking any tasks/activities that were not satisfactorily 

completed the first time, after being provided with appropriate feedback. 

Students should be provided with an appropriate time frame in which to resubmit their work, for example 

students may: 

 be given 30 days in which to resubmit incorrect responses to written tasks, projects and so on 

 be provided with feedback on the day about their performance in a role play and then redo the task 

during the next task 

 need to redo workplace-based tasks (if applicable) during the same workplace visit or a follow-up 

observation may be required – you should discuss arrangements with the student’s supervisor to 
agree on a suitable time and date for reassessment. 

Assessors should refer to their RTO’s policy and procedures regarding training and assessment for 
further information.  

Assessment outcomes 

Each assessment task will be given an outcome of either Satisfactory (S) or Not Satisfactory (NS). 

Students must complete all tasks for a unit satisfactorily to achieve an overall outcome of Competent (C) 

for a unit. If one or more of tasks are assessed as Not Satisfactory, students will be given an overall 

outcome for the unit of Not Yet Competent (NYC).  

Students can be given two further attempts to complete the task and achieve a Satisfactory outcome. 

Students need to be given a timeframe for resubmission and advised what they must include in the 

resubmission. 

Assessors are required to use the Assessment Record Tool to record the assessment decision for each 

task. The Record of Assessment Outcomes on the final page of the Assessment Record Tool should be 

completed by the assessor. 

Task Cover Sheet 

Assessors must ensure that students have completed the Assessment Task Cover Sheet for each 

assessment task. 

Assessment appeals 

All students have the right to appeal an assessment decision. To make an appeal about an assessment 

decision, students must follow the process outlined in the Student Handbook. 

Training and Assessment Strategies 

Each RTO will have a Training and Assessment Strategy that outlines the assessment methods and tasks 

to be used in the delivery of each course.  

All assessors should be provided with a copy of the relevant Training and Assessment Strategy for the 

courses they deliver.  

Assessors must ensure they work within the parameters and guidelines of the strategy and 

communicate any areas that may need improvement or updating as they are identified. 



 

 CHCCOM002 MARKING GUIDE CB WP V1.0 (ID 125070)  

© 2016 Eduworks Resources  Page 9 

 

Assessment Task 1: Written Questions 

TASK SUMMARY: 

Students are to answer all written questions. 

RESOURCES AND EQUIPMENT REQUIRED TO COMPLETE THIS TASK 

 Access to textbooks and other learning materials. 

 Access to a computer and the Internet. 

WHEN AND WHERE DO STUDENTS NEED TO COMPLETE THIS TASK? 

 This task may be done in the student’s own time as homework or they may be given time to do this 

task in class (where applicable).  

 Provide students with the due date for this assessment so they can write it in their Student 

Assessment Booklet. 

WHAT DO STUDENTS NEED TO SUBMIT? 

 Their answers to each question. 

Instructions to students: 

 This is an open book test – students can use their learning materials as reference. 

 Students need to answer all 8 questions correctly.  

 Students must answer the questions by writing in the space provided.  

 If students need more space, they can use extra paper. All additional sheets of paper must include 

their name and the question number/s they are answering. 

 Students may prefer to use their computer to type their answers. Advise students if they can email 

their answers as a Word file, or if they must print and submit hard copies. 

INSTRUCTIONS TO THE ASSESSOR 

Purpose of the task 

Students are to demonstrate that they understand the knowledge required of this unit. 

Submission 

Students need to submit answers to all of the questions in this task.  

Reassessment arrangements 

If students answer any questions in this task incorrectly, they will need to be given an appropriate time 
in which to resubmit. Students should only redo questions that are incorrect; however they will need to 
resubmit the entire assessment.  

Students can be given the opportunity to answer questions verbally if appropriate.  

Discuss timeframes for resubmission with the student when you tell them the outcome for this task. 

Guidance to assessing this task 

Benchmark responses are provided for each question. 

Record the outcome of this assessment in the Assessment Record Tool. 
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QUESTION 1 

Provide an appropriate communication approach for each of the following situations.  

Answers will vary, however students should provide a suitable approach explaining their communication 
approach in each situation. Sample answers provided. 

Communication situation Response 

Your client is Italian and speaks hardly 

any English. You do not speak Italian and 

are not able to understand what she is 

saying. 

Arrange for interpreter (possibly a family member or staff 
member who speaks Italian). 

Use pictures, diagrams and simple language to get your 
message across. 

Ask questions to clarify what the person means. For 
example, point to stomach – ‘Does it hurt here? What 
about here?’ 

Your client is an Aboriginal woman. She 

does not want you to shower her as you 

are male. You are the only person 

available at the current time to do 

showers. 

Explain that you are the only person available at the 

moment but if she is happy to wait for her shower you will 
organise a female worker. 

In the meantime encourage the client to wash themselves 
in the basin if they are able to. 

Your client is a devout catholic. She often 

talks to you about God and asks you 

about your religious beliefs. You are an 

atheist. 

Take an interest in what your client is saying and in how 

important her religion is to her. Simply state that you have 
different religious beliefs to her but you respect her beliefs. 

Your client is a mother who has just 

found out that her daughter is a drug 

addict. She is inconsolable – crying 

uncontrollably and blaming herself for 

her daughter’s addiction. 

Display empathy. Offer something to break the pressure – 

for example, a cup of tea, or an offer to sit down and chat. 
Allow her to talk through her worries if she wishes. Obtain 
professional help if required. 

Your client is blind. You need to explain a 

procedure to her. 

Explain clearly what the procedure is, remembering that 
the person cannot see what you are describing – nor can 

they read your body language.  

Ask the client if they would like to use touch to understand 
the procedure better. Always tell them what you are going 
to do next. For example, ‘I’m going to lift your arm now so 
that I can put the cuff on your arm.’ 

Your client is dying from cancer. She is in 

a lot of pain and is not expected to live 

more than a few days. 

Talk honestly with the client. Allow them to talk about 

preparing for death if they wish to. Talk about their life, 
their family and the good things in their life. Ask if there is 
anything you can do to relieve their pain. 

Your client is 100 years old. You are 20. 

Your client constantly reminisces about 

how good things were in the old days 

and how young people nowadays are all 

no good. 

Show respect and display interest in the person’s 
experiences and stories. Discuss how things have 
changed over the years – some for good – some for bad. 
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Assessment Task 2: Workplace Project  

TASK SUMMARY: 

There are two parts to this task.  

 Part A: Students will need to obtain feedback from three clients or colleagues they have worked with 

during their work placement.   

 Part B: Students will need to respond and develop communication strategies for different scenarios 

provided. 

RESOURCES AND EQUIPMENT REQUIRED TO COMPLETE THIS TASK 

 Access to their work placement service 

 Access to three clients or colleagues  

 Three feedback report templates (provided) 

 Client consent form (provided) 

 Communication strategy (template provided).  

WHEN AND WHERE DO STUDENTS NEED TO COMPLETE THIS TASK? 

 Students will complete this task at their workplace (this will be during their work placement, where 

applicable) 

 Provide students with the due date for this assessment so they can write it in their Student 

Assessment Booklet. 

WHAT DO STUDENTS NEED TO SUBMIT? 

 Client consent forms (if submitting feedback from clients) 

 Three completed feedback reports (Part A) 

 A completed communication strategy (Part B). 

Instructions to students: 

PART A: OBTAIN FEEDBACK FROM CLIENTS OR COLLEAGUES   

 The purpose of this task is to gather information about your own communication strategies, style and 

techniques from others in the workplace.  

 You will need to obtain feedback from either three clients or three colleagues that you have worked 

with during your work placement. Colleagues selected can be of any level or position in the 

workplace. The three individuals you select to complete this task must be people you have interacted 

with on a daily basis.  

 Provide each individual with the feedback report template to document their response. Staff or 

clients may be asked for feedback verbally, in which case you will need to complete the report with 

their response. A signature of the person will still need to be captured on each document.    

 Each report should include feedback on the following: communication style and technique, 

professionalism, efficiency of providing information, responding to challenges and barriers, 

responding to feedback or queries. Modify space in the report as required.  

 If you have requested feedback from clients, you will need to obtain the client or carer/family 

member consent prior to them participating in this task. A client consent form has been provided 

which you will need to make copies of.  
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Assessment Task 3: Role Plays   

TASK SUMMARY: 

There are two role play scenarios in this task: 

 Part A: Students are required to facilitate a resolution in a challenging situation 

 Part B: Students are required to facilitate a meeting about a workplace issue. 

RESOURCES AND EQUIPMENT REQUIRED TO COMPLETE THIS TASK 

 Two role play scenarios (provided)  

 An additional participant (for Part A)  

 Three additional participants (for Part B) 

 A recording device (for work-based students only) 

 Document for an agenda and meeting minutes (student to provide).  

WHEN AND WHERE DO STUDENTS NEED TO COMPLETE THIS TASK? 

 This task may be done in the student’s own time as homework or they may be given time to do this 
task in class (where applicable).  

 Provide students with the due date for this assessment so they can write it in their Student 

Assessment Booklet. 

WHAT DO STUDENTS NEED TO SUBMIT? 

 Work-based students will need to submit recordings of both role plays.  

 Part B: Meeting agenda and minutes. 

Instructions to students: 

PART A – MR O’REILLY AND THE GOLF CLUB 

 The purpose of this role play is to demonstrate how you would respond to a challenging situation in 

the workplace. The objective of the discussion is for you to facilitate an appropriate resolution.  

 Read the role play scenario ‘Mr O’Reilly and the golf club’ to prepare for your response. The situation 

is fictional and involves a client’s daughter being upset with the state of her father who is a resident 
at the facility under your care. You are an aged care support worker.  

 You will need to discuss the situation, communicate effectively and work towards a resolution with 

the additional participant to defuse the conflict.   

 The additional participant in this role play may be played by another classmate of your 

trainer/assessor.  

 Refer to the checklist below to ensure you are familiar with what your assessor will be looking for.  

 

 

If you are doing this course as a workplace-based student, you will need to 

complete this role play scenario with a colleague or friend. Provide them with the 

additional participant instructions. You will need to record your performance and 

submit as evidence of completing this task.  
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Unit Mapping – CHCCOM002 Use communication to build relationships 

Application  This unit describes the skills and knowledge to apply specific communication techniques to establish, build and maintain relationships with 

clients, colleagues and other stakeholders based on respect and trust. This unit applies to work across a range of workplace contexts 

where workers at all levels may communicate with individuals and/or groups both in person and in writing.  

Licensing requirements NA  

Prerequisites NA 

 

Element Performance criteria 

Assessment Tasks  

AT1 AT2 AT3 AT4 

1. Communicate 

with clients and 

co-workers 

1.1 Identify and use appropriate communication techniques 

to communicate with clients and colleagues 
Q1 A   

1.2 Communicate in a manner that demonstrates respect, 

accepts individual differences and upholds rights 
Q1 A   

1.3 Represent the organisation appropriately and in 

accordance with communication policies and protocols 
 A   

1.4 Provide information to clients and service providers in 

accordance with communication policies and protocols 
 A   

2. Address 

communication 

needs 

2.1 Recognise and support communication needs of clients, 

colleagues and external networks 
Q1 A   

2.2 Facilitate access to interpreter and translation services 

as required 
Q3 A   

2.3 Identify and address problems and communication 

barriers 
Q2 A   

2.4 Defuse conflict or potentially difficult situations with 

clients and colleagues and refer in accordance with 

organisational requirements 

  All  

2.5 Seek and respond to feedback on the effectiveness of 

communication with clients, colleagues and external 

networks 

 A   
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Element Performance criteria 

Assessment Tasks  

AT1 AT2 AT3 AT4 

3. Facilitate 

meetings 

3.1 Develop an agenda and list of invited participants in 

consultation with appropriate people 
Q8  B  

3.2 Communicate details of the meeting to the participants 

and other stakeholders in accordance with organisation 

communication protocols 

  B  

3.3 Contribute to and follow objectives and agendas for 

meeting 
  B  

3.4 Provide opportunities to fully explore all relevant issues 

and provide relevant information 
  B  

3.5 Use strategies that encourage all members to participate 

equally, including seeking and acknowledging 

contributions from all members 

  B  

3.6 Implement strategies to ensure the specific 

communication needs of individuals within the meeting 

are identified and addressed 

  B  

3.7 Facilitate the resolution of conflict between participants Q7  B  

3.8 Minute or record meeting in accordance with 

organisation requirements 
Q8  B  

3.9 Evaluate meeting processes and identify lessons learned 

or opportunities for improvement 
Q8  B  

 

Foundation skills Description 

Assessment Tasks 

AT1 AT2 AT3 AT4 

The Foundation Skills describe those required skills (language, literacy, numeracy and employment skills) that are essential to performance. 

Foundation skills essential to performance are explicit in the performance criteria of this unit of competency. 
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Performance Evidence 

Assessment Tasks  

AT1 AT2 AT3 AT4 

The candidate must show evidence of the ability to complete tasks outlined in elements and performance criteria of this unit, manage tasks and manage contingencies in the context of 

the job role. There must be demonstrated evidence that the candidate has: 

 obtained feedback from 3 clients or colleagues on effectiveness of communication 

and responded appropriately 
 All    

 prepared 3 types of written correspondence in accordance with organisation 

communication protocols  
    

 facilitated resolution of 1 difficult situation with a client, colleague or service provider   A   

 facilitated 1 meeting around a workplace issue    B   

 

Knowledge Evidence 

Assessment Tasks  

AT1 AT2 AT3 AT4 

The candidate must be able to demonstrate essential knowledge required to effectively complete tasks outlined in elements and performance criteria of this unit, manage the task and 

manage contingencies in the context of the work role. This includes knowledge of: 

 Organisation communication policies and protocols      

 Different communication styles and techniques, and how they impact on 

interpersonal communication, including 
Q1, Q4 A  All   

 strategies for effective interpersonal communication Q1  B   

 person centred and rights based approaches Q1    

 cross-cultural communication protocols Q1     

 non-verbal communication cues Q1  A  All   

 group processes and dynamics  A  All   

 motivational interviewing versus coercive approach Q5     

 collaboration versus confrontation   All   

 Communication strategies to:   A, B   
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Knowledge Evidence 

Assessment Tasks  

AT1 AT2 AT3 AT4 

 build and maintain relationships and trust  B   

 facilitate workplace meetings  B   

 negotiate for optimal outcomes  B   

 deliver business presentations  B   

 address barriers   A   

 solve problems and resolve conflict Q7  All   

 types of interpretation and translation services specific to the client group, and how to 

access them 
Q3     

 factors that commonly contribute to the development of communication barriers 

including high emotions, mistrust or misunderstandings 
Q2    

 professional relationship boundaries   A  A   

 digital media and use in community services and health sector including:  Q6     

 web Q6     

 email Q6     

 social media Q6     

 podcast and videos Q6     

 tablets and applications Q6     

 newsletters and broadcasts Q6     

 intranet  Q6     
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Assessment Conditions 

Assessment Tasks  

AT1 AT2 AT3 AT4 

Skills must have been demonstrated in the workplace or in a simulated environment that reflects workplace conditions. The following conditions must be met for this unit: 

 written correspondence protocols and style guides, including letters, emails, minutes, 

case notes, reports 
    

 modelling typical workplace conditions, including:   All    

 interactions with clients and co-workers from a range of diverse backgrounds Q1  A  All   

 facilitation of groups of at least 3 people   B   

 typical workplace reporting processes Q3, Q8 B B  

 interpreter and translation services where required Q3     

 use of digital media Q6     

Assessors must satisfy the Standards for Registered Training Organisations (RTOs) 

2015/AQTF mandatory competency requirements for assessors. 
RTO to ensure 
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Introduction   

Assessment requirements  

This record tool is to be used to record the assessment decisions for CHCCOM002 Use communication to 

build relationships.  

Assessment is based on a number of forms of evidence, as follows: 

 Task 1: Written questions  

 Task 2: Workplace project 

 Task 3: Role plays 

 Task 4: Portfolio. 

Recording assessment outcomes 

Use this Assessment Record Tool to record the outcomes of each assessment task related to this unit. 

Add any further comments about the student’s performance to the Assessment Cover Sheet for the 
relevant task. 

Marking Guide 

Refer to the Marking Guide for further instructions and details about each assessment task. 

Assessment Checklists 

Use the checklists below to record the outcomes of each task.  

Record each outcome on the Record of Assessment Outcomes at the end of this document. 

 

 



 

 CHCCOM002 ASSESSMENT RECORD TOOL CB WP V1.0 (ID 125077)  

© 2016 Eduworks Resources Page 9 

 

PART A: MR O’REILLY AND THE GOLF CLUB  

Did the student demonstrate the following:  

 
Comments 

Yes No 

Identify and address the issue?    

Investigate the issue by gathering further information?   

Demonstrate a level of understanding and empathy?    

Use appropriate interpersonal skills?    

Use non-verbal communication?    

Demonstrate appropriate level of respect?       

Defuse the conflict through the discussion?    

Use active listening and questioning skills?    

Use appropriate language?    

Remain diplomatic and professional in their approach?   

Provide reassurance and follow up action?    

Negotiate an agreeable outcome?   

Please add any feedback to the student about this task on the Assessment Cover Sheet. Keep a copy of the completed Assessment Task Cover Sheet.  

Please note any reasonable adjustments made for this task below. 

Assessment Task A Outcome Satisfactory     Not Satisfactory  Date: 
 

Trainer/assessor name:  Trainer/assessor 

signature:  
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Record of assessment outcomes: CHCCOM002 

This section records the outcome of each task/assessment requirement so that the final assessment 

outcome can be determined for CHCCOM002 Use communication to build relationships. 

The table below shows all the assessment requirements for this unit. Once a student has satisfactorily 

completed all requirements related to the unit, they can be given a Final Assessment Result of 

‘Competent’. A number of spaces have been provided to record multiple attempts. Final Assessment 
Results should only be recorded once all tasks have been attempted. 

Assessment Tasks 

Task Outcome 

Satisfactory (S) 

Not satisfactory (NS) Date 

Assessor 

initials 

Assessment Task 1: Written questions 

 

  

  

  

Assessment Task 2: Error! Reference source not found. 

 

  

 Part A    

 Part B    

Assessment Task 3: Role plays 

 

  

 Part A   

 Part B   

Assessment Task 4: Portfolio  

 

  

  

  

Final Assessment Results Result (C/NYC) Date 

CHCCOM002 Use communication to build relationships    

Student name: 

Assessor name: 

Assessor signature: Date:        /       / 

 


