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A colleague asks for advice on a 
work issue 

  

 

 

 

 

Practice Task 3 
Read the example on page 18, then answer the question that follows. 

Example: Communication methods 
Kane has been asked to inform four area managers that they are required to attend an online 
meeting at 2pm to discuss sales forecasts. Kane sets up the online meeting, which 
automatically sends each participant a meeting link via email. However, Kane knows that if the 
area managers are out visiting customers, they are unlikely to access their email immediately.  

So, he decides to send a text message to let them know about the meeting and where they can 
access the link. He also decides to call Stan and talk to him about accessing the meeting, as he 
knows Stan is often in a location where internet access is unreliable. 

 

Question 1  

Refer to the above example, ‘Communication methods’. List the three communication 
methods that Kane used to inform managers of the meeting and suggest reasons why he used 
these methods. 

 

Question 2 

State two verbal and two written methods of communication and the advantages and 
disadvantages of each. 
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Practice Task 4 
Question 1  

Complete the table to plan an email communication to a company requesting information 
about one of their products. 

Purpose  

Audience  

Information needs  

Communication requirements  

Communication method  

 

Question 2 

List two ways that templates can help you plan communications. 

 

 

Practice Task 5 
Question 1  

Why do you think workplace communication requires formal language? 

 

Question 2  

State two examples of written and verbal communication. 

 

Question 3 

Research one of your state’s legislations and outline how it is relevant to workplace 
communication. 

 

Read the example on page 38, then answer the question that follows. 

Example: Clear, accurate and courteous writing 
Sashi Brenner manages a sales team. Sashi sent an email to his team:  

Hey peeps! Don’t forget that your reports are due to me on Monday, 18th October. Miss the 
deadline and you’re on toilet cleaning duty for the next month. 
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Cheers Sashi 

Sashi was trying to lighten the tone of his request for the time-consuming sales reports he 
needed from his sales team, but not all his team appreciated his informal tone, and one team 
member took the email seriously and complained about it to HR.  

When Monday came around and Sashi asked for the reports, half of his team had completed 
them while the other half said they were working to the due date, which was the 28th of 
October. Sashi had written the wrong date on his email: the correct date was the 28th of 
October! 

Sashi reflected on the unexpected consequences of his email. He decided to check his emails 
for accuracy and make the language more formal in the future to avoid confusion and offence. 

 

Question 4 

Rewrite Sashi’s email (from the example, ‘Clear, accurate and courteous writing’) in a formal 
style. 

 

Question 5 

Briefly describe the purpose of a code of conduct. 

 

Question 6 

Briefly describe the purpose of an organisational policy. 

 

Question 7 

Where could an organisation source ethical behaviour guidelines from to use in their 
organisation? 

 

Question 8 

Which type of communication may support an organisation’s culture as a considerate 
organisation? Tick all that apply. 

 Use of correct grammar 

 Inclusive communication  

 Regular detailed reports 

 SMS and telephone calls 
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Question 4 

Jason is one of the members of Ben’s team. He has taken to telling Ciara how beautiful she 
looks each day. Is this appropriate? What should Ben do? 

 

Practice Task 9 
Read the example on page 69, then answer the question that follows. 

Example: Contribute to discussions 
Amy is invited to attend a meeting to explain to staff how the new process for claiming their 
expenses.  

Amy is nervous as she doesn’t have much experience talking to groups of people. Her manager 
is supportive and tells her to prepare some simple step-by-step instructions on the expense-
claiming process. He advises her to provide these instructions as handouts and also to use 
them in a PowerPoint presentation. 

Amy knows the content well and she feels the instructions are clear, but she knows that 
people are often resistant to change.  

She begins by asking the team how long it currently takes them to complete expense claims. 
This invites contributions from the team, and they share their frustrations with her. Amy then 
tells them how the new process will save them time. 

She speaks clearly, keeping the information brief, and telling them only what they need to 
know. After she has finished, she asks some questions so she can judge if everyone has 
understood what has been said. 

Amy observes the positive body language from the team and is pleased that her strategy 
worked. 

 

Question 1  

How did Amy attempt to provide clear communication? 

 

Question 2 

List five ways that you can support others in workplace discussions. 

 

Question 3 

State three ways you can show courtesy towards others during a conversation. 
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Practice Task 10 
Read the example on page 75, then answer the questions that follow. 

Example: Listening and questioning 
Thea is busy at her desk when a colleague appears at her door. Thea glances over, continues 
typing and says, ‘How can I help you, Josie?’  

‘I’m sorry to interrupt,’ Josie replies, ‘but do you have a minute?’ 

The tone of Josie’s voice makes Thea stop typing and she turns to look properly at Josie. She 
immediately says, ‘Of course. Come in and close the door’. 

As Josie comes in, Thea turns off her screen and switches her phone to silent. She turns to face 
Josie, ensuring her that she has her full attention and Josie smiles gratefully, knowing that 
Thea is focused on their conversation. 

Josie blurts out, ‘I just have to tell you, I don’t want to work here anymore. I just can’t. That’s 
it’. 

Thea responds, ‘Okay, I hear what you’re saying, but can you tell me what has made you come 
to this decision?’ Josie tells her the details of an argument she has had with another staff 
member. Thea nods and says, ‘I see’ throughout the conversation. She then asks, ‘Has this 
happened before?’ 

Question 1 

List three active listening techniques used by Thea. 

 

Question 2  

What questioning techniques did Thea use to obtain more information? 

 

Question 3  

What are four ways you can support communication in a team? 

 

Practice Task 11 
Question 1  

Who could you seek feedback from about your communication skills in the workplace? 

 

Question 2  

State three strategies you could use to obtain feedback from others. 
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Practice Task 3 
Read the example on page 18, then answer the question that follows. 

Example: Communication methods 
Kane has been asked to inform four area managers that they are required to attend an online 
meeting at 2pm to discuss sales forecasts. Kane sets up the online meeting, which 
automatically sends each participant a meeting link via email. However, Kane knows that if the 
area managers are out visiting customers, they are unlikely to access their email immediately.  

So, he decides to send a text message to let them know about the meeting and where they can 
access the link. He also decides to call Stan and talk to him about accessing the meeting, as he 
knows Stan is often in a location where internet access is unreliable. 

 

Question 1  

Refer to the above example, ‘Communication methods’. List the three communication 
methods that Kane used to inform managers of the meeting and suggest reasons why he used 
these methods. 

Suggested response 

Email via online meeting software  

• Why: Automatic sending of information about meeting to area managers. This will ensure 
they know about the meeting, when it’s being held and how to access it. 

 

Text message 

• Why: To ensure all area managers are aware of the meeting if they haven’t or can’t access 
their email. 

 

Phone call 

• Why: To ensure Stan is aware of the meeting and can attend. 

 

Question 2 

State two verbal and two written methods of communication and the advantages and 
disadvantages of each. 

Suggested response 

Responses may include two of each of the following.  

Verbal 
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An example for Victoria might be the Equal Opportunity Act 2010, which states that it is against 
the law for someone to discriminate against you because of a characteristic that you have, or 
that someone assumes you have. If you held a meeting in a room that wasn’t wheelchair 
accessible and it meant that an employee couldn’t attend, this would be discrimination. 

 

Read the example on page 38, then answer the question that follows. 

Example: Clear, accurate and courteous writing 
Sashi Brenner manages a sales team. Sashi sent an email to his team:  

Hey peeps! Don’t forget that your reports are due to me on Monday, 18th October. Miss the 
deadline and you’re on toilet cleaning duty for the next month. 

Cheers Sashi 

Sashi was trying to lighten the tone of his request for the time-consuming sales reports he 
needed from his sales team, but not all his team appreciated his informal tone, and one team 
member took the email seriously and complained about it to HR.  

When Monday came around and Sashi asked for the reports, half of his team had completed 
them while the other half said they were working to the due date, which was the 28th of 
October. Sashi had written the wrong date on his email: the correct date was the 28th of 
October! 

Sashi reflected on the unexpected consequences of his email. He decided to check his emails 
for accuracy and make the language more formal in the future to avoid confusion and offence. 

 

Question 4 

Rewrite Sashi’s email in a formal style. 

Suggested response 

Dear sales team 

I would like to remind you that I would appreciate your sales reports to be provided to me by 
the due date – 28th October. 

Please let me know if you will have any difficulty meeting this deadline. 

Thank you 

Sashi Brenner 

Manager – Sales 

 

Question 5 

Briefly describe the purpose of a code of conduct. 

Suggested response 



 BSBXCM301 – Practice Assessment Marking Guide 

 
 

 Release 1 (Aspire Version 1.2) 
© Aspire Training & Consulting 12 

 

What barrier/s might be contributing to this communication issue? What issues could this 
cause? What should Ben do? 

Suggested response 

• Ciara may be hearing impaired, distracted or finding it hard to follow a conversation when 
there are many people talking. To overcome this challenge, Ben could have a clear rule 
about only one person talking at a time, regularly ask if Ciara understands what he is 
saying, speaking clearly and positioning himself in clear view of Ciara.  

• Ciara’s action may be a safety concern to him or others. 
• Ben should tell his manager about the situation. 

 

Question 3 

Two members of Ben’s team are not getting along. They hardly speak to each other and it’s 
becoming a real problem as they have to work together some days. What should Ben do? 

Suggested response 

• Ben should try to uncover the basis for the conflict and reflect on what could be done to 
remove the barriers and improve communication. 

• Ben should tell his manager about the situation. 

 

Question 4 

Jason is one of the members of Ben’s team. He has taken to telling Ciara how beautiful she 
looks each day. Is this appropriate? What should Ben do? 

Suggested response 

No, this is communication of a sexual nature and is not appropriate. Ben should speak to Jason 
to resolve the situation and he should also inform his manager. 

 

Practice Task 9 
Read the example on page 69, then answer the question that follows. 

Example: Contribute to discussions 
Amy is invited to attend a meeting to explain to staff how the new process for claiming their 
expenses.  

Amy is nervous as she doesn’t have much experience talking to groups of people. Her manager 
is supportive and tells her to prepare some simple step-by-step instructions on the expense-
claiming process. He advises her to provide these instructions as handouts and also to use 
them in a PowerPoint presentation. 
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Amy knows the content well and she feels the instructions are clear, but she knows that 
people are often resistant to change.  

She begins by asking the team how long it currently takes them to complete expense claims. 
This invites contributions from the team, and they share their frustrations with her. Amy then 
tells them how the new process will save them time. 

She speaks clearly, keeping the information brief, and telling them only what they need to 
know. After she has finished, she asks some questions so she can judge if everyone has 
understood what has been said. 

Amy observes the positive body language from the team and is pleased that her strategy 
worked. 

Question 1  

How did Amy attempt to provide clear communication? 

Suggested response 

• She spoke clearly. 
• She kept it brief. 
• She didn’t give unwanted or unneeded information. 
• She confirmed the participants’ understanding by asking questions. 

 

Question 2 

List five ways that you can support others in workplace discussions. 

Suggested response 

Responses may include five of the following: 

• Not talking over others 
• Inviting people to speak 
• Using open-ended questions 
• Acknowledging the value of others’ contributions 
• Demonstrating listening 
• Using positive body language 
• Summarising other people’s ideas 

 

Question 3 

State three ways you can show courtesy towards others during a conversation. 

Suggested response 

Responses may include three of the following: 

• Let others finish what they are saying before starting to talk. 
• Say ‘please’ and ‘thank you’ appropriately. 
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• Acknowledge that other people’s time is important. 
• Listen intently to what is being said. 

 

Practice Task 10 
Read the example on page 75, then answer the questions that follow. 

Example: Listening and questioning 
Thea is busy at her desk when a colleague appears at her door. Thea glances over, continues 
typing and says, ‘How can I help you, Josie?’  

‘I’m sorry to interrupt,’ Josie replies, ‘but do you have a minute?’ 

The tone of Josie’s voice makes Thea stop typing and she turns to look properly at Josie. She 
immediately says, ‘Of course. Come in and close the door’. 

As Josie comes in, Thea turns off her screen and switches her phone to silent. She turns to face 
Josie, ensuring her that she has her full attention and Josie smiles gratefully, knowing that 
Thea is focused on their conversation. 

Josie blurts out, ‘I just have to tell you, I don’t want to work here anymore. I just can’t. That’s 
it’. 

Thea responds, ‘Okay, I hear what you’re saying, but can you tell me what has made you come 
to this decision?’ Josie tells her the details of an argument she has had with another staff 
member. Thea nods and says, ‘I see’ throughout the conversation. She then asks, ‘Has this 
happened before?’ 

 

Question 1 

List three active listening techniques used by Thea. 

Suggested response 

• She looks attentively at Josie. 
• She switches off the screen and phone. 
• She nods and affirms. 

 

Question 2  

What questioning techniques did Thea use to obtain more information? 

Suggested response 

• Probing 
• Closed questions 
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