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[bookmark: _Toc24292862]3.2 Social Competence – Verbal Communication units (4 units) 

[bookmark: _Toc24292863]
BSBCMM101 BSBCMM211 Apply basic communication skills
[bookmark: O_704153]
[bookmark: O_704154]Application
This unit describes the skills and knowledge required to develop basic communication skills in the workplace in particular, including gatheringidentifying, gathering and , conveying and receiving information together along with completing assigned written information.
It applies to individuals working under direct supervision who are developing basic skills and knowledge of workplace communication in preparation for working in a broad range of settings.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_704157]Unit Sector
Social Competence – Verbal Communication
[bookmark: O_704158]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Identify communication requirementsworkplace communication procedures
	1.1 1.1 Identify organisational work task 
1.2 Identify communication channels in the organisation communication requirements and workplace procedures with assistance from appropriate people 
1.32 Identify appropriate lines of communication with supervisors and colleaguesIdentify relevant stakeholders 
1.43 Seek advice from supervisor on the communication methods/equipment most appropriate for the task

	2. Communicate in the workplaceCommunicate using verbal and non-verbal communication skills
	2.1 Plan verbal communication 
2.2 Use verbal communication to communicate with stakeholdersUse effective questioning, and active listening and speaking skills to gather and convey information
2.2 3 Use appropriate non‑verbal behaviour to communicate with stakeholders 
at all times
2.43 Seek and Encourage, arespond tocknowledge and act upon constructive feedback on communication 

	3. Draft written informationcommunications
	3.1 Identify relevant procedures and formats for written information according to organisational policies and procedures
3.2 Draft written information and submit to supervisor for approval and present assigned written information for approval
3.3 Seek and respond to feedback on written communication, ensuring it is written clearly, concisely and within designated timeframes
3.3 Ensure written information meets required standards of style, format and detail
3.4 Seek assistance and/or feedback to aid communication skills development



[bookmark: O_704159]Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	SKILL
	DESCRIPTION

	Learning
	Develops skills required to carry out own role by seeking and acting on feedback

	Reading
	Reviews textual information to identify communication requirements and organisational procedures

	Writing
	Drafts simple texts using appropriate grammar, spelling and punctuation in accordance with organisational standards
Proofreads own texts for accuracy and compliance with organisational requirements

	Interact with othersTeamwork
	Follows instructions regarding what and how to communicate
Seeks to cooperate with others to achieve results in immediate work context

	Get the work doneSelf-management
	Follows clearly defined instructions, seeking assistance when necessary
Uses digital technologies following instructions to enter and retrieve data

Follows organisational policies and procedures and practices relevant to own role

	Technology
	Uses digital technologies following instructions to enter and retrieve data

	Initiative and enterprise
	Asks questions and listens to gain information and confirm understanding




[bookmark: O_704161]Unit Mapping Information
No equivalent unit. Supersedes but is not equivalent to:
BSBCMM101 Apply basic communication skills
BSBCMM201 Communicate in the workplace.

[bookmark: O_704168]Links
Companion Volume implementation guides are found in VETNet - https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10



[bookmark: _Toc24292864]Assessment Requirements for BSBCMM101 BSBCMM211 Apply basic communication skills
[bookmark: O_704163]
[bookmark: O_704164]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
gather information about procedures, methods and equipment requirements for workplace communication, with the assistance of others
use appropriate verbal and non-verbal skills to seek and convey information in face-to-face situations on at least three occasions 
draft routine written documents within designated timeframes and check confirm that the documents meet organisational requirements. on at least three occasions.

In the course of above, the candidate must:
gather information about procedures, methods and equipment requirements for workplace communication, with the assistance from supervisor.
[bookmark: O_704165]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of: 
outline organisational policies, plans and procedures related to the organisation’s standards or protocols for workplace communication
describe different communication styles
questioning, listening and speaking skills
standards of written information applicable to own role
presentation styles, format and detail relevant to own role.

[bookmark: O_704166]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. 
This includes access to:
office equipment
business resources 
workplace policies and procedures relating to communication.
case studies and, where possible, real situations
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_704169]Links
Companion Volume implementation guides are found in VETNet - https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24292865]BSBCMM4011 Make a presentations
[bookmark: O_646622]
[bookmark: O_646623]Application
This unit covers the skills and knowledge required to prepare, deliver and review a presentations to for a target audiences.
This unit applies to individuals who may be expected to make presentations for a range of purposes, such as marketing, training and promotions. They contribute well developed communication skills in presenting a range of concepts and ideas.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_646626]Unit Sector
[bookmark: O_646627]Social Competence – Verbal Communication
Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. PPrepare a presentation
	1.1 Plan and document presentation approach and intended outcomes
1.2 Identify target audience, location, resources requirements
1.3 Choose Select presentation strategies, format and delivery methods that match the characteristics of the target audience, location, resources and personnel neededaccording to presentation requirements
1.3 Select presentation aids, materials and techniques that suit the format and purpose of the presentation, and will enhance audience understanding of key concepts and central ideas
1.4 4 Brief others personnel involved in the presentation on their roles/r and esponsibilitiesresponsibilities within the presentation
1.55 Select techniques to evaluate presentation effectiveness

	2. Deliver a presentation
	2.1 Explain and discuss desired outcomes of the presentation with the target audience
2.12 Present to target audience 
2.2 Summarise key concepts and ideas
2.3 Provide opportunity for audience to seek clarification on presentation information Use presentation 
2.4 Confirm target audience understand key concepts and ideas, aids, materials and examples to support target audience understanding of key concepts and central ideas
and that identified
2.3 presentation objectives have been achieved 
 Monitor non-verbal and verbal communication of participants to promote attainment of presentation outcomes
2.4 Use persuasive communication techniques to secure audience interest
2.5 Provide opportunities for participants to seek clarification on central ideas and concepts, and adjust the presentation to meet participant needs and preferences 
2.6 Summarise key concepts and ideas at strategic points to facilitate participant understanding

	3. Review the presentation 
	3.1 Implement techniques to reviewEvaluate the effectiveness of the presentation
3.2 Seek and discuss feedback and any reactions to the presentation from participants or and from key relevant personnel involved in the presentationstakeholders 

3.33 Utilise feedback from the audience or from key personnelMake changes to presentation based on feedback received involved in the presentation to make changes to central ideas presented



[bookmark: O_646628]Foundation Skills
This section describes language, literacy, numeracy and employment skills incorporated in the performance criteria that are required for competent performance.
	SKILL
	DESCRIPTION

	Reading
	Reviews and analyses documents to identify information relevant to a specific presentation 

	Writing
	Develops material to convey ideas and information to target audience in an engaging wayy

	Oral Communication
	Presents information using words and non-verbal features appropriate to the audience and context 
Uses listening and questioning techniques to gather information required to develop or and modify presentations 
Interprets audience reactions and changes words or non-verbal features accordingly 

	Problem solving
	Interprets audience reactions and changes words and non-verbal features accordingly

	Interact with othersPlanning and organising
	Selects and uses appropriate conventions and protocols to encourage interaction or to present information 
Demonstrates sophisticated control over oral, visual and written formats, drawing on a range of communication practices to achieve goalss
Recognises the need to alter personal communication style in response to the needs or  expectations of others

	Initiative and enterprise 
	Selects and uses appropriate conventions and protocols to encourage interaction and to present information 
Recognises the need to alter personal communication style in response to the needs and expectations of others

	Get the work doneSelf-management
	Takes responsibility for planning, sequencing and prioritising tasks and own workload to achieve outcomes
Uses feedback from others, analytical and lateral thinking to review current practices and develop new ideas
Uses the main features and functions of digital tools to complete work tasks

	Technology
	Uses the main features and functions of digital tools to complete work tasks




[bookmark: O_646630]Unit Mapping Information
Supersedes and is equivalent to BSBCMM401 Make a presentation. 

[bookmark: O_646637]Links
Companion Volume implementation guides are found in VETNet - https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10



[bookmark: _Toc24292866][bookmark: O_646632]Assessment Requirements for BSBCMM4011 Make a presentations

[bookmark: O_646633]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
prepare and deliver at least two different presentations related to occupation or area of interest interest.

In the course of the above, the candidate must: which demonstrate the use of:
effective presentation strategies and communication principles
aids and materials to support the presentation
identify effective presentation strategies and communication principles
use aids and materials to support the presentation
select and implement methods to review the effectiveness of own presentation and document any changes which would improve future presentationssuggested improvements.

Note: If a specific volume or frequency is not stated, then evidence must be provided at least once.
[bookmark: O_646634]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of: 
identify information collection methods that will support review and feedback of presentations
identify regulatory and organisational obligations and requirements relevant to presentations
describe the principles of effective communication including:
persuasive communication techniques
verbal and non-verbal communication
describe the range of presentation aids and materials available to support presentations
presentation methods including different aids, materials and techniques.

[bookmark: O_646635]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. 
This includes access to:
equipment, materials and business software packages for making a presentation.
business technology
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
[bookmark: O_646638]Links
Assessment Requirements for BSBLDR511 Communicate with influence	Draft

Companion Volume implementation guides are found in VETNet - https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10
[bookmark: _Toc24292867]BSBCMM412 Lead difficult conversations
[bookmark: O_674998][bookmark: O_674999]Application
This unit describes the skills and knowledge required to prepare, facilitate and lead difficult conversations. 
This unit applies to individuals who may work as managers and leaders and and are required to lead difficult conversations in the workplace. They contribute well developed conversation and relationship building skills in having difficult conversations.
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_675002]Unit Sector
[bookmark: O_675003]Social Competence – Verbal Communication
Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Prepare for conversation 
	1.1 Identify conversation requirements
1.2 Identify, gather and develop materials required for the conversation 
1.3 Organise the logistics and stakeholders required for the conversation 
1.4 Seek feedback from supervisor on conversation content as required 
1.5 Review conversation content and make changes according to feedback received

	2. Facilitate difficult conversation
	2.1 Select delivery style according to conversation context and stakeholder requirements
2.2 Undertake conversation with relevant stakeholders
2.3 Provide opportunity for stakeholder input
2.4 Confirm relevant stakeholders understand and are comfortable with conversation and outcomes
2.5 Refer stakeholders to support services as required

	3. Follow up and review conversation
	3.1 Follow up with stakeholders 
3.2 Seek and respond feedback from stakeholders 
3.3 Identify areas of improvement for undertaking difficult conversations according to feedback received


Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	Skill
	Description

	Reading
	Reviews and analyses documents to identify information relevant to a specific conversation

	Writing
	Develops material to convey ideas and information to target audience in an engaging way

	Oral Communication
	Presents information using words and non-verbal features appropriate to the audience and context

	Planning and organising
	Takes responsibility for planning, sequencing and prioritising tasks and own workload to achieve outcomes

	Initiative and enterprise
	Demonstrates sophisticated control over oral, visual and written formats, drawing on a range of communication practices to achieve goals
Uses listening and questioning techniques to gather information required to develop and modify presentations 

	Technology
	Uses the main features and functions of digital tools to complete work tasks

	Problem solving
	Recognises the need to alter personal communication style in response to the needs and expectations of others
Interprets audience reactions and changes words and non-verbal features accordingly
Uses feedback from others, analytical and lateral thinking to review current practices and develop new ideas


[bookmark: O_675006]Unit Mapping Information
No equivalent unit. New unit. 
Links
Companion Volume Implementation Guide is found on VETNet: 

[bookmark: _Toc12125823][bookmark: _Toc24292868]Assessment Requirements for BSBCMM412 Lead difficult conversations
Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
lead at least two difficult conversations in the workplace.

In the course of the above, the candidate must: 
adapt delivery style and tone according to the mood of the conversation
understand and react to relevant personnel using conviction and empathy
confirm relevant stakeholders feel comfortable with the conversation 
display conviction and empathy to relevant stakeholders throughout the conversation.
Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of:
legislation, regulations, standards and codes of practice relating to workplace communication
relevant workplace policies, procedures and communication
communication styles applicable to own role
delivery styles, tones and techniques of communication, including:
verbal and non-verbal communication 
conviction and empathy
common support services relevant to performance evidence.
Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. This includes access to:
workplace documentation and resources relevant to performance evidence.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards.
Links
Companion Volume Implementation Guide is found on VETNet: 




[bookmark: _Toc24292869][bookmark: O_1001569]BSBLDRCMM5113 Communicate with influence

[bookmark: O_1001574]Application
This unit describes the skills and knowledge required to present and negotiate persuasively, lead and participate in meetings and make presentations to customers, clients and other key stakeholders.
This unit applies to individuals who are It applies to managers and leaders who are required to identify, analyse, synthesise and act on information from a range of sources, and who deal with unpredictable problems as part of their job role. They use initiative and judgement to organise the work of self and others and plan, evaluate and co-ordinate the work of teams. 
No licensing, legislative or certification requirements apply to this unit at the time of publication.
[bookmark: O_1001573]Unit Sector
Social Competence – Verbal Communication
[bookmark: O_1001572]Elements and Performance Criteria
	ELEMENT
	PERFORMANCE CRITERIA

	Elements describe the essential outcomes.
	Performance criteria describe the performance needed to demonstrate achievement of the element.

	1. Identify communication requirementsCommunicate clearly
	1.1 Confirm authority to present material on behalf of an organisation or work area, in accordance with organisational policies and procedures
1.2 Identify information that may be subject to confidentiality and manage appropriately
1.3 Identify information needs of audience and prepare a position in line with purpose of communication 1.1 Confirm authority to present material on behalf of a business, in accordance with organisational policies and procedures 
1.2 Identify information that may be subject to confidentiality and manage appropriately 
1.3 Identify information needs of audience and prepare a position in line with purpose of communication
1.4 Use language, written or verbal, that is appropriate for the audience
1.5 Use active listening to seek stakeholder and intra-organisational input to achieve a balanced exchange of views

	2. Negotiate to achieve agreed outcomePresent and negotiate persuasively
	2.1 Identify objectives of negotiation and desires, needs and requirements of stakeholders
2.2 Identify and document potential issues and problems
2.3 Prepare positions and supporting arguments according to objectives
2.4 Communicate with stakeholders, and establish areas of common ground and potential compromise
2.5 Confirm and document outcomes of negotiation 2.1 Map stakeholder landscape, identifying key individuals and target groups in line with organisational objectives
2.2 Prepare realistic positions and supporting arguments in advance of the likely expectations and tactics of others
2.3 Acknowledge differences of opinion to encourage the rigorous examination of all options
2.4 Use a variety of communication styles to present business positions to best effect
2.5 Seek mutually beneficial solutions by establishing areas of common ground and potential compromise
2.6 Keep negotiations focused on key issues and moving forward towards a final resolution

	3. Participate in and lead meetings effectively
	3.1 Identify the need for meeting and schedule according to stakeholder availability 
3.2 Prepare meeting materials and distribute to stakeholders
3.3 Conduct meeting and contribute to discussions 
3.4 Seek consensus on meeting objectives
3.5 Summarise outcomes of meetings and distribute to stakeholders3.1 Identify the need for any meetings and schedule meetings in response to the need
3.2 Prepare materials relating to key issues and disseminate in advance
3.3 Develop and circulate an agenda, and use efficient, inclusive meeting procedures to maximise participation and maintain order
3.4 Achieve agreed outcomes in the available time by co-operating with and seeking consensus and compromise
3.5 Summarise outcomes of meetings for action and distribute to stakeholders promptly, as required 

	4. Make presentations at meetings, forums and conferences
	4.1 Identify forums to present according to organisational objectives
4.2 Determine tone, structure, style of communication and presentation according to target audience
4.3 Prepare presentation according to desired outcomes
4.4 Provide an opportunity for audience to ask questions
4.5 Follow up with stakeholders following presentation 
4.6 Evaluate presentation and identify areas for improvement4.1 Identify appropriate forums to present business positions, in line with organisational objectives
4.2 Obtain reliable information and advice to prepare appropriate presentations 
4.3 Adapt language, explanations, media and information/entertainment balance to meet the needs of the audience
4.4 Respond to questions openly, honestly, and in accordance with organisational policies



[bookmark: O_1001571]Foundation Skills
This section describes those language, literacy, numeracy and employment skills that are essential to performance but not explicit in the performance criteria.
	SKILL
	DESCRIPTION

	Writing
	Prepares documentation that accurately summarises key findings or and outcomes for own use and for distribution to others
Prepares presentations appropriate to audience needs, context and purpose

	Oral Communication
	Selects appropriate and engaging vocabulary adjusting language and presentation features to maintain effectiveness of interaction 
Uses active listening and questioning to seek information and confirm understanding

	Navigate the world of work
	Understands the implications of legal and ethical responsibilities to maintain confidentiality 

	Interact with othersTeamwork
	Demonstrates sophisticated control over oral, visual and/or written formats, drawing on a range of communication practices to achieve goals
Selects and uses appropriate relevant conventions and protocols when communicating with team members
Adapts personal communication style to build trust and positive working relationships and to show respect for the opinions and values of others
Plays a lead role in situations requiring effective negotiation and collaboration, demonstrating high level conflict resolution skills and ability to engage and motivate others

	Get the work doneSelf-management 
	Plans, organises and implements complex tasks required to achieve required outcomes 
Uses analytical processes to evaluate options, and aid in problem-solving and decision-making
Demonstrates sophisticated control over oral, visual and/or written formats, drawing on a range of communication practices to achieve goals

	Problem solving
	Uses analytical processes to evaluate options, and aid in problem-solving and decision-making
Plays a lead role in situations requiring negotiation and collaboration, demonstrating high level conflict resolution skills and ability to engage and motivate others

	Initiative and enterprise
	Adapts personal communication style to build trust and positive working relationships and to show respect for the opinions and values of others
Understands the implications of legal and ethical responsibilities to maintain confidentiality 
Selects relevant vocabulary adjusting language and presentation features to maintain effectiveness of interaction 

	Planning and organising
	Plans, organises and implements tasks required to achieve required outcomes 



[bookmark: O_1001570]Unit Mapping Information
Supersedes and is equivalent to BSBLDR513 Communicate with influence.
Supersedes but is not equivalent to:
BSBCMM402 Implement effective communication strategies
BSBGOV404 Communicate with community stakeholders.

[bookmark: O_1001563]Links
Companion Volume implementation guides are found in VETNet - https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


[bookmark: _Toc24292870][bookmark: O_1001565]Assessment Requirements for BSBLDR5113 Communicate with influence

[bookmark: O_1001568]Performance Evidence
The candidate must demonstrate the ability to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including evidence of the ability to:
review organisational policies to determine information that may be subject to confidentialityprepare for, participate in, and lead meetings on at least two occasions
prepare and make presentations to groups on at least one occasion.

In the course of the above, the candidate must: 
negotiate and present persuasively
identify relevant stakeholder groupsreview organisational policies to determine information according to confidentiality
identify relevant stakeholder groups

communicate clearly with key stakeholders to position the business to best effect including:
 listening actively,
 understanding the information needs of others and 
adapting communication to suit the audience
prepare for, participate in, and lead meetings to obtain outcomes
meeting materials, including: 
agenda 
minutes template 
outcomes

of people including:
identifying suitable fora platform for presentations
presenting reliable information 
designing the presentation to meet the needs of the audience 
answering questions clearly and concisely.

[bookmark: O_1001567]Knowledge Evidence
The candidate must be able to demonstrate knowledge to complete the tasks outlined in the elements, performance criteria and foundation skills of this unit, including knowledge of: 
Key industry, media and government organisations, events and communication channels that are relevant to the organisation
Key principles of cross-cultural communication
Key features of various techniques for negotiation, mediation, conflict resolution and incident de-escalation
Key features of structured and inclusive meeting procedures
Key features of relevant oorganisational objectives relevant to performance evidence
communication tone, structure, style 
Key features of relevant organisational policies and procedures, including in relation to theaccording to confidentiality of information.


[bookmark: O_1001566]Assessment Conditions
Skills in this unit must be demonstrated in a workplace or simulated environment where the conditions are typical of those in a working environment in this industry. 
This includes access to:
relevant workplace documentation and resources relevant to performance evidence
organisation information, including organisational structure, goals, objectives and plans relevant to performance evidence.
case studies and, where possible, real situations 
interaction with others.

Assessors of this unit must satisfy the requirements for assessors in applicable vocational education and training legislation, frameworks and/or standards. 
[bookmark: O_1001564]Links
Companion Volume implementation guides are found in VETNet - https://vetnet.education.gov.au/Pages/TrainingDocs.aspx?q=11ef6853-ceed-4ba7-9d87-4da407e23c10


