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Trainer/assessor guide

CHCPRPO04
Promote and represent the service

Welcome to this unit of study

This unit describes the skills and knowledge required to
promote and represent the organisation to the community,
including developing responses to negative publicity and
perception.

The unit applies to work in all industry sectors, and to
individuals who work with significant autonomy, most likely
in management roles.

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: Promote the service to the COMMUNITY ..ocveiiirinieiiiree ettt ettt aen 5
Analysing information that informs promotional aCLIVILIES ........cccccevieirinireninneeee e 5
Targeting community stakeholders and their INTEreStS.......iv it 9
Providing accurate and positive information about the SErVICE .......ccvivirierieiririreeeseeeesere e 11
Facilitating opportunities for the community t0 CONtIDULE .......cvirieiriririeiereeereseeesee e 16
Community information MaterialsS anNd FESOUITES .....ccviverireririerieteere ettt be s 18
Developing information campaigns t0 addreSS ISSUES .....ccueveiririirieieisisieieesressessesesessessesesessessessessesessenses 24
Encouraging staff to participate in appropriate forUmMS ......cveiviririeriririeetseree et aes 26

Check YOUT UNAErSTANGING ....coovirieiiiririeieteesiete ettt sttt ettt st ettt sttt e st e be st et e st ebe st e bensenesbesbensensenes 29

TOPIC 2: REPIESENT TNE SEIVICE ..ottt sttt b e sttt s b e sttt be s b st et e bt e besbe e et ebesbeneenene 31
Philosophy, purpose, policies and procedures of the SEIVICE.....ccivviiiririerieirireeeesesre e seaes 31

Using opportunities for promotion CONSTIUCHIVEIY ....c.cvivirieiiiririiicrereieeecseseee et ssenen 35
Representing the service's perspective and Need fOr rESOUITES ......cccvuvirerieirerenieieesereeee e sseeeesieees 36

Check YOUT UNAEISTANGING ....couiviirieieiertirieietriesteet ettt ettt ettt st be bbb et b s b b et ebe s b e bensesesbessenseneenes 37

Topic 3: Respond to negative publiCity and PerCePLiONS.......ccevivirierierereeterese ettt st sbe s 39
Seeking advice from stakeholders and SUPPOITEIS ...cuccivirierieiiinineeeese ettt st be b e 39
Reviewing OrganiSation POLICIES ....cviiiiririeieireretee ettt ettt ettt sttt be st e sbe e esesbestensenees 43
Analysing negative publicity and developing @ StrategY ......cccceviverierirerienieieesseeteiesreree e 47

Check YOUT UNAEISTANGAING ....ocvivieiiriieieiiereetere ettt ettt st ettt et b e sbe s st e besbesbe e st enbesaesasensenbesaaensenses 51
RTINS . .. ettt ettt b bbbt bR bt e bR R e bR bR b e e R Rt R b e b et r b e R e rene 53
ASSESSMENT WOFKDOOK ...ttt be bbb b sbsae b s b st ssas e st ssa st smaenas 55
UNIt INFOrMIALION ..ttt st ebe s b st 57
What is competency-based aSSESSMENT?.......ooiiiiiiriirieeieiere ettt sttt ettt sae et e st e sbesatesesbesaeensensens 58
How Will My COmMPetenCY D8 @SSESSEA?....c.oiiiirieieerererer ettt sttt st be st et e e ebesbenseneene 59
ASSESSIMENT AGIEEIMENT ...ttt sttt s b e ettt e b e b e e bt e s bt e s b e e b e e s beesbeesreesraesmeesmnesanesaneentens 60
Foundation SKillsS CRECKIIST.......ccovviiiiiiiii et 61
SKillS FECOGNILION.....eeeireeeeeeereeeeree ettt eee st e e st e e st et s ae st sne st s ae st s saessnesaesseessessnassesssesssassesneesaesnnesnessees 62
Topic 1: Promote the service to the COMMUNILY c..ocvviririeiriree ettt s 63
TOPIC 2: REPIESENT TNE SEIVICE ..ottt ettt ettt sttt s b et et e s b e s ae e st e st e sbe e st enbesbesasenbebesaaensantes 64
Topic 3: Respond to negative publicity and PerCEPLiONS.......ccvivieiririerieietreretee ettt sttt sae e ere e seens 65
KNOWIEAZE QUESTIONS .....oonniieieiereireieereeeteeresentesste st e sressassetessssesnesssssessasssesonsasssesostesssesostesssessssssssesssssessessasssssasses 66
Topic 1: Promote the service to the COMMUNILY ...ocviiviriiieiiereee ettt st a e sbesbenaens 67
TOPIC 2: REPIESENT TNE SEIVICE .ctiuieiieiiriiieteere ettt sttt et s b e sttt s be b et et e b s b e st et e bt ebesbe it e e sbesbensenene 74
Topic 3: Respond to negative publicCity and PerCePLiONS........cviverrerenierieereretetee ettt sreseens 78
Topic 4: SPeCific KNOWIEAZE BVIABNCE ....c.iveeeiieectet sttt sttt sttt s b st e st e seebe st e s e e esesbansenens 83
PerformManCe tasks........cuiiiiiiiiiiiie bbb sR s s eneent 88
Third party evidence COlleCtion AgIrEEMENT ....cciviiiirireeteee ettt sttt et st s bt et besbe st esbesbessaessanbes 89
Topic 1: Promote the service to the COMMUNILY ...ccvciviriiieiiireeeeseee ettt st sa e sbe st seens 90
TOPIC 2: REPIESENT TNE SEIVICE .ctiuieiieiiriiieteere ettt sttt et s b e sttt s be b et et e b s b e st et e bt ebesbe it e e sbesbensenene 92
Topic 3: Respond to negative publicCity and PerCePLiONS........cviverirereriereeereetee ettt ettt sreseene 94

CHCPRPO04: Promote and represent the service (Trainer/assessor guide)
© smallprint V5 Jul 2019



COMPIELION FECONM......eiiiiiieeereeeeert ettt st e st st e s et st e s sae st e e sae s e st e e s e s st e b asntesssassnsesssesstasssessssesnsesssssennens 95
Unit mapping and assesSmMeNnt ChECKIIST ........covv ittt s 96

Trainer/ aSSESSOI USEI INSTIUCLIONS........uuueeeiiiieeeeeeeeeeeesseeersreseeereeeeeeeessssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssssnnns 98

CHCPRPO004: Promote and represent the service (Trainer/assessor guide)
© smallprint V5 Jul 2019 e



About this trainer/assessor guide

Learning resource

The learning resource is divided into the following topics:
»  Promote the service to the community
»»  Represent the service

»»  Respond to negative publicity and perceptions

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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