[image: image1.emf][image: image2.emf]
[image: image3.jpg]Australian Government

Comcare

GPO Box 9905, Canberra ACT 2601
1300 366 979 www.comcare.gov.au




Certificate IV in Government

(Injury Rehabilitation Management)
(PSP40904)
Candidate

Skills Recognition

Booklet

Advanced Communication, Customer Service and Negotiation Skills for Injury Management Professionals

PSPGOV402B – Deliver and Monitor Service to Clients

PSPGOV412A – Use Advanced Workplace Communication Strategies
PSPGOV507A – Undertake Negotiations 
Candidate information

Candidate’s Name: 

            
     

Department / Agency:                   

     
Telephone:




     

Email:





     

Certificate IV Government

Injury Rehabilitation Management 
(PSP40904)
Recognition of Prior Learning (RPL) Package
This package contains the evidence portfolio information, interview requirements, third party report and assessor’s results and comments to enable your application for RPL to be assessed against the following units of competency from the Certificate IV Government – Injury Rehabilitation Management.  
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Copyright Statement

The material contained in this booklet is copyright and is provided for your general use and information only.  Reproduction of the material is permitted (retaining this notice, and any headers and footers) for your personal and non-commercial use in unaltered form only.  Apart from any use permitted under the Copyright Act 1968, all other rights are reserved.

While we make every effort to ensure that material is accurate and up to date (unless denoted as archival material), you should make independent inquiries before entering any commitment based on material published here.  We specifically disclaim responsibility for any loss you may suffer as a result of relying on the information contained herein.

Links to other sites are provided in good faith, but we can give no assurance of the quality, accuracy or relevance of material on such sites.

Requests for further information or authorisation should be directed to:

           Learning and Development Solutions Team

           Comcare

           14 Moore St

Canberra City ACT 2601

Instructions: 

The following three units form an integral part of the Certificate IV in Government (Injury Rehabilitation Management). In order to undertake the RPL process you need to:

1. Write a brief summary detailing your experience as a case/injury manager focusing on the communication, customer service and negotiation skills you have developed in your position/s of employment in this field.  
2. Read the evidence list and collect your evidence demonstrating communication, customer service and negotiation skills within the past 2 years. In order to protect privacy and confidentiality it is vital that all copies of documents must be de-identified. 

3. Make yourself familiar with the range of questions that you may be asked at your RPL interview in order to ensure you are able to accurately demonstrate your knowledge.

4. Have your supervisor or other appropriate person complete and sign the Third Party Report (pages 10 – 15 of this document) prior to your RPL interview. 

If you have any questions or enquiries please do not hesitate to contact the Learning and Development Solutions team on 
tel: 1300 366 979 or 
email: learning.development@comcare.gov.au 

Information for evidence portfolio
Detail the type of evidence that you are able to provide in support of your claim for RPL and your current competence for this unit.

If you wish to refer to the full unit of competency – it is available from www.ntis.gov.au
PSGOV402B –  Deliver and Monitor Service to Clients 
PSPGOV402B/01
Identify and define client needs
PSPGOV402B/02
Deliver client service

PSPGOV402B/03
Monitor and improve client service delivery

PSPGOV402B/04
Review client service  

	Evidence requirements / examples of evidence that you are able to provide



	Assessment must show the delivery and monitoring of service to clients  undertaken in a range of a minimum of 3 contexts or occasions over time – this means for each type of evidence you must supply evidence demonstrating the delivery and monitoring of service to clients across 3 cases within the last 2 years. 

Choose examples (3) of complex cases that you have been directly involved in as a Case Manager and describe in detail, identifying the following points: 
· All key stakeholders / clients

· Outline in point form the specific needs of each stakeholder

· Explain in detail the action / approach you took in order to address these needs, and the challenges you faced in accomplishing this

· What processes did you use to monitor and review progress and outcomes for these stakeholders?
· Any further evidence you consider relevant to this work outcome



Interview requirements

It is likely that once you have submitted your evidence for each of the units that you will be required to make an appointment to discuss your evidence. At this interview you should also be prepared to answer a series of questions that will enable the assessor to determine your knowledge against relevant criteria in this unit of competency.

PSGOV402B –  Deliver and Monitor Service to Clients 
PSPGOV402B/01
Identify and define client needs
PSPGOV402B/02
Deliver client service

PSPGOV402B/03
Monitor and improve client service delivery

PSPGOV402B/04
Review client service  


The types of questions that you may be asked at the interview may include, but not limited to
· Outline what processes you use to identify client needs and respond to specific needs? 
· How do you ensure that you monitor client service and meet required standards?

· What procedures does your organisation have to seek and respond to client feedback about your service?
· Any other questions as appropriate.

Information for evidence portfolio

Below is a list of the types of evidence that you need to provide to support your claim for RPL and your current competence for this unit.

If you wish to refer to the full unit of competency –it is available from www.ntis.gov.au
PSPGOV412A – Use Advanced Workplace Communication Strategies
PSPGOV412A/01
Deal with complex enquiries / complaints

PSPGOV412A/02
Give directions

PSPGOV412A/03
Manage meetings

PSPGOV412A/04
Make presentations 

	Evidence requirements / examples of evidence that you are able to provide



	Assessment must show use of advanced workplace communication strategies undertaken in a range of a minimum of 3 contexts or occasions over time – this means for each type of evidence  you must supply evidence demonstrating the above advanced workplace communication strategies across 3 contexts within the last 2 years. 

Specific evidence requirements must include
· Methods for establishing, understanding and dealing with client complaints

· Range of actions taken to resolve client complaints
· Evidence of giving directions to others (e.g. team members) 
· Conduct, facilitation and reporting of meetings eg – notice of meeting, agenda, minutes
· Structure, organisation and effectiveness of presentations – notes, supporting documentation (eg Power Points) and third party report / review 
· Written explanation of how you have taken the target audience into account when designing and delivering presentation 
· Any further evidence you consider relevant to this work outcome 




Interview requirements

It is likely that once you have submitted your evidence for each of the units that you will be required to make an appointment to discuss your evidence.  At this interview you should also be prepared to answer a series of questions that will enable the assessor to determine your knowledge against relevant criteria in this unit of competency.

PSPGOV412A – Use Advanced Workplace Communication Strategies
PSPGOV412A/01
Deal with complex enquiries / complaints

PSPGOV412A/02
Give directions

PSPGOV412A/03
Manage meetings

PSPGOV412A/04
Make presentations

The types of questions that you may be asked at the interview may include, but not limited to

· Describe a situation where you dealt with a client complaint. How did you ensure that you followed organisational policy and principles of procedural fairness in dealing with the complaint?
· How do you confirm that the client has fully understood your instructions and directions, and acts on them appropriately?

· Name the relevant legislation that forms the background that you need to be aware of when you are giving directions to others in the workplace? 
· What processes do you follow to ensure decisions and recommendations from meetings are adequately recorded? 

· Describe a presentation strategy you have recently used to match the characteristics of the target audience and the available resources. How did you evaluate the effectiveness of your presentation?
· Any other questions as appropriate.

 Information for evidence portfolio

Detail the type of evidence that you are able to provide in support of your claim for current competence for this unit.

If you wish to refer to the full unit of competency – it is available from www.ntis.gov.au
PSPGOV507A – Undertake Negotiations
PSPGOV507A/01
Plan for negotiation
PSPGOV507A/02
Conduct negotiation
PSPGOV507A/03
Finalise negotiation outcomes 
	Evidence requirements / examples of evidence that you are able to provide



	Assessment must show Undertaking Negotiations undertaken in a range of a minimum of 3 contexts or occasions over time – this means for each type of evidence you must supply evidence demonstrating Undertaking Negotiations across 3 contexts within the last 2 years. 

Specific evidence requirements must include

· Records of having undertaken negotiations 
· Case notes of negotiation plan regarding purpose of negotiation, desired outcomes, relevant information, timeline and logistics
· A written description of techniques that you have used for negotiating  
· Relevant legislation and policies, including organisational policy for dealing with conflict

· Case notes showing reporting of negotiation, follow up activities and outcomes
· Any further evidence you consider relevant to this work outcome 



Interview requirements

It is likely that once you have submitted your evidence for each of the units that you will be required to make an appointment to discuss your evidence. At this interview you should also be prepared to answer a series of questions that will enable the assessor to determine your knowledge against relevant criteria in this unit of competency.

PSPGOV507A – Undertake Negotiations
PSPGOV507A/01
Plan for negotiation
PSPGOV507A/02
Conduct negotiation

PSPGOV507A/03
Finalise negotiation outcomes 

The types of questions that you may be asked, at the interview, may include, but not limited to

· How do you determine the acceptability of a proposed solution?
· What record keeping practices do you need to consider in your documentation?
· How do you ensure that all parties follow up on the agreed outcomes?

· Any other questions as appropriate.

Third Party Report

	Competency/
Task
	Working in the area of injury rehabilitation management requires specific and unique skills and knowledge. 

This report addresses the candidate’s competency to perform the role of a rehabilitation case manager in a work environment (or on the job).
It provides evidence as to the candidate’s demonstration of the injury rehabilitation management competencies:
PSPGOV402B – Deliver and Monitor Service to Clients

PSPGOV412A – Use Advanced Workplace Communication Strategies

PSPGOV507A – Undertake Negotiations 



	Please read the following prior to completing this report:

This candidate is enrolled in the Certificate IV in Government (Injury Rehabilitation Management). In order to confirm the skills that the candidate has demonstrated throughout the coursework and assessment activities we are seeking a report from you as their supervisor. We value your contribution and ask that you answer the questions honestly.
A detailed outline of each competency is provided at the back of this report. If you are not familiar with what is required to be demonstrated under any one or all competencies, you might like to read this information prior to completing this report.
A supporting statement outlining the candidate’s capacity against each competency MUST be provided. As this report will form an additional piece of evidence as to the candidate’s capacity to demonstrate the competencies, please ensure the statements made are considered and productive in that regard. Where you are unable to make a comment as the candidate’s abilities, feel free to indicate this in the appropriate place on the form.
Important
Please also take into consideration the following:

· That you are satisfied you have witnessed the person demonstrate these competencies on a regular basis to a high standard

· We would recommend only completing this report if the person has been working in a role with case management responsibilities for more than six months and you have been working with them for that same period.
Thank you for your assistance.



	Candidate’s Name
	

	Units of Competency
	PSPGOV402B – Deliver and Monitor Service to Clients

PSPGOV412A – Use Advanced Workplace Communication Strategies

PSPGOV507A – Undertake Negotiations 

	Third Party Name

	

	Role

	

	Relationship to candidate
	

	Workplace

	

	Date of Report

	

	Overall Supporting Statement (required)



	Confirming if the candidate has consistently, and to a satisfactory standard demonstrated skill and knowledge relating to


	Yes
	No 
	Not able to comment

	PSPGOV402B – Deliver and Monitor Service to Clients



	Identifies and defines the clients needs – client information is used to identify services as required
	□
	□
	□

	Specific clients needs are addressed with any difficulties identified and addressed
	□
	□
	□

	Client services are delivered in accordance with organisational policy and procedure 
	□
	□
	□

	Delivery of service to clients is appropriate, timely and accurately targeted
	□
	□
	□

	Service to clients is monitored and reviewed and regular feedback is used to improve quality of service
	□
	□
	□

	Reviews are made of the service provided to client service – client feedback is sought and responded to 
	□
	□
	□

	Modifications to client service are carried out where appropriate in response to the review of service delivery 
	□
	□
	□

	Required Supporting Statement (outlining the candidate’s capacity against this competency)



	Confirming if the candidate has consistently, and to a satisfactory standard demonstrated skill and knowledge relating to


	Yes
	No
	Not able to comment

	PSPGOV412A – Use Advanced Workplace Communication Strategies



	Complaints or enquires from clients are handled with empathy, and is responded to in an appropriate and timely manner within the guidelines of the organisation


	□
	□
	□

	Directions are related to others in a clear and concise manner appropriate to the message and to the receiver 
	□
	□
	□

	Meetings are appropriately managed with agenda developed in consultation with participants 
	□
	□
	□

	Meetings are conducted to ensure they are timely and  focused on the objectives
	□
	□
	□

	All decisions from meetings are summarised and recorded appropriately for actions to occur efficiently 
	□
	□
	□

	Presentations are made to a range of groups that help improve the groups understanding of key concepts and ideas 
	□
	□
	□

	Presentation strategies are chosen to match the characteristics of the target audience, and evaluated as to its effectiveness 
	□
	□
	□

	Required Supporting Statement (outlining the candidate’s capacity against this competency)


	Confirming if the candidate has consistently, and to a satisfactory standard demonstrated skill and knowledge relating to:
	Yes
	No 
	Not able to comment

	PSPGOV507A – Undertake Negotiations 


	Negotiations are planned for with primary and secondary needs and outcomes identified
	□
	□
	□

	Information relating to the negotiation is collected analysed and organised to support the negotiating approach and plan
	□
	□
	□

	Conducts negotiations using appropriate techniques to pursued the other party of the strength of the organisations position
	□
	□
	□

	Agreed conclusions to the negotiation are reached and documented and signed off by the parties
	□
	□
	□

	Negotiation outcomes are reported and stakeholders are appropriately debriefed as to the outcomes  
	□
	□
	□

	Required Supporting Statement (outlining the candidate’s capacity against this competency)



Report Sign off

Third Party Signoff 
By providing this report I am certifying that I have provided an honest, accurate and true account of the candidate’s abilities, to the best of my knowledge.
	Third Party Signature
	

	Candidature Signature
	

	Date: 
	


Assessor’s recordings

PSPGOV402B – Deliver and Monitor Service to Customers 
From evidence portfolio 

Summary of evidence provided
From interview / challenge test

Third party report
Additional comments and actions
Assessor’s recordings

PSPGOV412A – Use Advanced Workplace Communications 
From evidence portfolio 

Summary of evidence provided
From interview / challenge test

Third party report
Additional comments and actions
Assessor’s recordings

PSPGOV507A – Undertake Negotiations 
From evidence portfolio 

Summary of evidence provided
From interview / challenge test

Third party report
Additional comments and actions
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