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Modification History

Release Comments

Release 1 This version first released with BSB Business Services Training
Package Version 1.0.

Performance Evidence

Evidence of the ability to:

. access and analyse information to achieve planned outcomes

. apply techniques for resolving problems and conflicts and dealing with poor performance
within organisational and legislative requirements

. review and improve workplace outcomes in consultation with relevant personnel
. adjust interpersonal style and communications to respond to cultural and social diversity
. apply relationship management and communication skills with a range of people that:

. demonstrate integrity, respect, empathy and cultural sensitivity and promote trust

. forge effective relationships with internal and/or external people and help to maintain
these networks

« encourage participation and foster contribution of and respect for ideas and feedback
« provide support to colleagues to resolve difficulties.

« communicate ideas and information to diverse audiences

« develop networks and build team relationships.

Note: If a specific volume or frequency is not stated, then evidence must be provided at least
once.

Knowledge Evidence
To complete the unit requirements safely and effectively, the individual must:
. (give examples of how work relationships and the cultural and social environment can

support or hinder achieving planned outcomes

. explain techniques for developing positive work relationships and building trust and
confidence in a team

« identify relevant legislation from all levels of government that affects business operation
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« describe arange of methods and techniques for communicating information and ideas to a
range of stakeholders

. outline problems solving methods

. explain methods to resolve workplace conflict

« explain methods to manage poor work performance

. explain how to monitor, analyse and introduce ways to improve work relationships.

Assessment Conditions

Assessment must be conducted in a safe environment where evidence gathered demonstrates
consistent performance of typical activities experienced in the management field of work and
include access to:

« relevant legislation and regulations

. relevant workplace documentation and resources

. case studies and, where possible, real situations

. interaction with others.

Assessors must satisfy NVR/AQTF assessor requirements.

Links

Companion Volume implementation guides are found in VETNet -
https://vetnet.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10
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