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Trainer/assessor guide

CHCCOMO002

Use communication to build
relationships

Welcome to this unit of study

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.

It may be undertaken as:

» part of a formal qualification nationally recognised
through the Australian Qualifications Framework (AQF)

» astand alone unit

»» part of a formal skill set

© smallprint owns all copyright on its products as detailed in the Copyright Act 1968.
It does not issue licenses for reproduction of this material.



Contents

AbOUL this trainer/ass@SSOr SUIE ........occevieeiriieeirrieeireeetrreeteeest e te et ssees e e seses e seessessaesssessassesssesseessessensnessansnes 4
LEAINING FESOUICE.......eiieiiiieieiteete et et e et st e e st st e s et s et e st e s e st e e e e s sat s b e s ea e e e at e e st e e ate s s e s ent e s s e e st esssasntesanesstasnnesssasensess 5
Topic 1: Communicate With clients and CO-WOTKEI'S .....co.ivieiiiririeietrereeetseet ettt sbeaen 5
COMMUNICAtION LECANMIGUES ...ttt b ettt b et b e bt e st s b e st et e besbenbenene 5
Respect, acceptance of individual difference and understanding rights........ccccoiverieieniinenecnineneceeesenes 12
Represent the organisation apProPriately ..cui et sa et be s e b ssenaes 17

Provide information to clients and SErviCe ProViderS ... ivirerieirirenieteesestetee sttt sae et sbenses 24

Check YOUT UNAEISTANGING ....coveviirieieiertinieietetertee ettt ettt st b e bbb bt e st e bbb et ebe s b e b et esesbesbenseneenis 29

Topic 2: ADddress COMMUNICATION NEEAS ......ocviviiririeiiriertetee ettt sttt s et e st st st e besbesbeestebesbesnsesessessaensenses 31
Recognise and support COMMUNICAtION NEEAS ..ovviveeiririirieieireret ettt et be b be e sesbessesesessessensen 31
Interpreter and transIation SEIVICES ...ttt sttt st sttt st st ae e besbe st e e esesbestenseneen 38
Problems and commuNICation DAITIEIS .......occiviiiiiiiniiiir ettt 41

Defuse conflict or potentially diffiCUlt SITUALIONS ...eveeieiriieiecsieeserere e nnen 44

Seek and respond to feedback 0N COMMUNICAtION....ccuiciiiriiriiiriseece e 48

Check YOUT UNAErSTANGING ....coovirieiiiririeieteesiete ettt sttt ettt st ettt sttt e st e be st et e st ebe st e bensenesbesbensensenes 51

TOPIC 3: FACTATE MEETINGS ....eevirteieieeiereeteet ettt ettt sttt s b e sttt e b e b et et e bt s b e sa et e bt e besb et e st ebesbeneenene 53
Meeting agendas and lists of invited PartiCiPaNnts ........cciverieirininernireee et sa e ssanees 53
Contribute t0 MEETING QENUAS ..c..cv ittt sttt st et b et e b st e b e s esesbesbensesessesbensensons 58

Provide opportunities to explore issues and share information...........coevevevneninernneneeeeeeesee 60
Encourage participation and implement strategies to meet communication needs ..........ccecevvecenreennn 62
Facilitate the resolution Of CONTIICT ..co.civiiirieiieee ettt bbb es 67

MiINUEE OF FECOND MEBETINE ..euveuiriiriirieieirertet ettt sttt ettt et eb e sbeste st et s bestesse st ebesbessessesesbesaensenessestensansesessessansenens 69
EVAlUALe MEETLING PrOCESSES ...ovviriirieieiirierieieiteie sttt et ste st et eresbeste st e st sbestestestebesbesbentesesbestensentebestensensesesbessensenens 73

Check YOUT UNAEISTANGING ....coeviirieieieriirieteteiest ettt ettt ettt st et be bbb e st e b b e b et ebe s b e bensenesbesbenseneenis 75
RTINS . ..ttt ettt b bbbt st b ettt bbb st s beb e st b e stk e bt b e bt b e st ke b et b e Rt eb etk ene et enet e b et ebene 77
ASSESSMENT WOTKDOOK ...ttt e bbb sa e sb s b st e b s b et et st st st s e st e 79
UNIE INFOIMIGTION ottt ettt bbbt b et s bt seen et snenennes 81
What is competency-Dased @SSESSIMENT? ..o ittt ettt sttt be b e e ene 82
How Will My COMPELENCY D @SSESSEA?....cuiiiiiirieeteterte ettt ettt ettt sttt s et sbesbe et esbesbesssensessesanensensas 83
ASSESSIMENT AZIEEIMENT ...ttt sttt st s e sttt s et et e e bt s b e e b e et e e b e e be e beesbeesb e e baesbeesmeesaeesmeeensesnsesanesnseenseans 84
FOUNdation SKillS CRECKIIST.......cirieiieiciic et 85
SKillS FECOGNILION.....eeeiieeeteeerteeertece ettt seee st et st e s e st e s e s sae s e ssses e snessesssesssessassnsssesssessesssesssessasssessesseessessnessesnnes 86
Topic 1: Communicate With clients and CO-WOIKEI'S .....ooveiiiiiriiieieerenete ettt ettt st sbe st saens 87
Topic 2: ADdress COMMUNICATION NEEAS .....cevirieiieiririenteeee ettt sttt sttt st st be b e e st et e b sbesae e s besbeneesene 88
TOPIC 3: FACHTATE MEELINGS ..vertereeieeeert ettt sttt s st s b e et b e s b e et e bt b e e e e st e b e b eeesene 89
KNOWIEAZE QUESTIONS ...ttt ettt ettt e et s s et s s e st s s st e st s s et s be s st ssne st ensesstesssensesnsassens 90
Topic 1: Communicate wWith clients and CO-WOTKEIS ......ooiriiiiririeieterereet ettt ettt e b e besaeen 91
Topic 2: ADdress COMMUNICATION NEEAS .....civirierieiiirierieese ettt sttt st et sbesbe st seesesbeste s esesbesbensenessesbenseneans 98
TOPIC 3: FACTATE MEETINES ..c.eevirtiriieiirtirietet sttt sttt b et e b s bbbt s b b et e st ese e b e be st enesbesbenbeneenene 107
Topic 4: SPeCific KNOWIEAZE VIAENCE.......oiueieirieieieteertee sttt sttt be b b e e ene 117

CHCCOMO002: Use communication to build relationships (Trainer/assessor guide)
2 © smallprint V5 Jun 2019



Pl OIIMANCE TASKS...ciiiiiteeeiiiitieeiicctrreeeeesreeeeeesssseeeeessssaeeesessssseeesssssssseessssssseessssssssesssssssssesessssssseeesssssssessesssssseessssnns 122

Third party evidence cOlleCtion agrEEMENT ......civiiriririeiereree ettt st et sbesbe e e e enene 123
Topic 1: Communicate with clients and CO-WOIKEIS .....oouiiiiririieie ettt 124
Topic 2: ADdress COMMUNICATION NEEAS .....ccevuiviirieriririiieietrereteter ettt sttt sttt b e s b b e e e bt sbe st esee e enene 126
TOPIC 3: FACIITAte MEETINES .. eetieieeteteteeee ettt sttt st st ea b et e b e s aeea b et e s besae et esbesbeenbensesbesaeenne 127
COMPIELION FECON....uieiiiieeetrtecrtec ettt ettt s r e st ae st s ae st s st s b e et s b e st senesatsene st e st srnentsssesntsnsesatenns 130
LT Ty g P T o] o 11 o =TT 131
Trainer/ assesSSOr USEr INSTIUCLIONS .....cocvviiiiiiiiiiiiiit ittt st ae st b st ssbe st s sae st s sbesae bt ssaes 135

CHCCOMO002: Use communication to build relationships (Trainer/assessor guide)
© smallprint V5 Jun 2019 3



About this trainer/assessor guide

Learning resource

The learning resource is divided into the following topics:
» Communicate with clients and co-workers
» Address communication needs

» Facilitate meetings

Each topic provides information to help you gain the skills and knowledge required to perform the work tasks to which they
refer. Read the information and practise the skills described. You should also take the opportunity to undertake additional
independent research. Your trainer/assessor may also provide supplementary information including interpretation of the

contents of this resource.

At the end of each topic is:
»  asetof true or false questions

»»  aset of multiple choice questions

These questions provide an opportunity to check your understanding and progress. They are self-marking and do not form

part of the assessment for the unit.

Assessment workbook

To have this unit recognised as a formal qualification you need to have your skills and knowledge assessed. The assessment
workbook provides:

»»  information on competency-based assessment

»  instructions on how you will be assessed

»»  assessment tools to assess your competence

»  instructions on how to complete the assessment tasks within each assessment tool

To be assessed as competent you need to provide evidence that you have the skills and knowledge to undertake the
requirements of this unit. This assessment of competency is made by a qualified trainer/assessor from a registered training
organisation. You must complete all the assessments as directed by your trainer/assessor to the required standard. It is not
necessary to work through the guide in the order in which it is written. However this is at the discretion of your trainer/

assessor.

Disclaimer

Information contained in this resource is drawn from sources believed to be reliable. The firm, its employees, agents and
contractors do not warrant the correctness of the sources used and accept no responsibility to any person for any errors or

omissions or for any loss or damage howsoever caused from the use of this resource.
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