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1. Getting Started

In order to use this package, you will need a minimum computer system as well as some specific software, as outlined below.

Hardware Requirements

· IBM compatible computer with a 300 MHz processor

· 64 Mb of SDRAM (128MB preferred)

· 800 x 600 display with 16bit colour

· Approximately 60MB hard disk space

· CD ROM drive

· 28.8 k modem or higher configuration

· Sound card

OR

· Macintosh PowerPC with Mac OS 8.6 or higher.

Software Requirements

An Internet Browser:

Site built for IE 5 plus and Netscape 4.7 plus. Preferred is Internet Explorer 6.

Two specific “Plug-ins”:

A plug-in adds extra functionality to your web browser. You may already have these plug-ins installed on your computer. If they are not installed you will be prompted to download the plug-in from the Internet. You will be taken to a site outside of this Toolbox. Simply follow the instructions provided at the remote site. When the plug-in has successfully been installed, return to the Toolbox.

To work through this Toolbox you will require the following plug-ins:

Macromedia Flash 5

http://www.macromedia.com/shockwave/download/index.cgi?P1_Prod_Version=ShockwaveFlash
Adobe Acrobat Reader

http://www.adobe.com/products/acrobat/readstep2.html
2. General Overview

Purpose

The Community Services and Health Industry is becoming increasingly regulated, professional, and accountable. Those working or intending to work in the sector are now required to expand their skills and knowledge accordingly.

Traditional methods of training are not always suited to the needs of these learners. The classroom environment may require too much travel or time for people already stretched by the demands of work and family. Standard paper-based distance education is not engaging or experiential enough to efficiently transfer the skills required.

The online delivery of education has advantages in its format and flexibility. By being engaging and interactive, real-world tasks are able to be simulated. The Toolbox uses scenarios and case studies which learners respond to in a variety of ways. They can plan courses of action, collaborate with other learners in devising solutions, and play interactive games to reinforce their learning. They can learn when and where it suits them.

The Toolbox is a set of resources that support learning. Not all the learning is done at the computer.  The Toolbox suggests other external activities that a participant may perform, typically in their workplace or community, in order to develop competency. The completion of the Toolbox activities and external activities provides evidence that can contribute to formal assessment. RTOs may wish to add service-specific assessments to complete the training for a particular workplace.

This Toolbox focuses on the development of a range of higher level competencies in the community service sector including communication, advocacy and policy development.

Target Audience

The Toolbox supports a wide range of Registered Training Organisations (RTOs) as well as student/learners. The number of potential users is significant, consisting of:

· learners enrolled in a range of specialist/higher level qualifications in community services. These could be community work, youth work, mental health work, alcohol and other drug work or disability work.

The following types of services and workers will find the Toolbox useful:

· Community counselling services

· Community based residential services

· Employment, education and training support services

· Information and education providers

· Community and Area Health staff

· Supported Accommodation Assistance Program (SAAP) workers

· Community Services Grants Program (CSGP) workers

· Multicultural support workers

· Consumer advocacy groups

· Care support services

· Education and training support services

· Peak bodies, lobbyists

· Employees from a range of other community services work eg alcohol and other drug work, youth work and aged care work.

The access to online training will be of particular value to learners in remote areas or who are otherwise unable to conveniently access more traditional training. Learners may wish to complete specific sections of the Toolbox as the corresponding need arises in their workplace. Trainers can use (and edit) the extensive resources such as handouts, collaborative exercises, and activities, games and scenarios. Facilitators can tailor learning plans, and customise the Toolbox, according to the needs of individual learners.

Points to remember

Facilitators need to bear in mind that online education has its own special requirements:

· Employees with no previous study experience may needs tips and support in developing study habits.

· Learners with little or no experience with computers will need support with such tasks as getting started online, saving files, using email, and joining discussion forums.

· Online education is not a quick or magic learning medium. In many ways it is more challenging than traditional education. It requires discipline, maturity, and hard work – both at and away from the computer.

· Adequate time needs to be allocated for tasks in the Toolbox. It can not be completed in a week or two. A study plan should be negotiated between facilitator and learner.

Underpinning Ideas

The Toolbox uses tasks, activities, and problem solving to engage the learner. Presented with a task, the learner gathers the information and experience  - both on and off-line  - needed to accomplish it. The tasks are realistic – they are likely to be found in the workplace, and require the same sorts of sub-tasks to accomplish them. Thus a learner, either in virtual or actual way, may be required to: attend meetings, do research, read or write reports, conduct planning, make contacts, interpret data, present information, interview clients, contribute to group discussion – in short, do anything they would expect to do in their workplace.

The Toolbox uses a constructivist approach, meaning that knowledge and skills already possessed by the learner are utilised as a foundation for further learning. Skills they have used when planning a holiday may be transferred to planning service delivery; observations of their social networks may translate to those in the workplace. Those learners already working will be able to use knowledge already acquired – and skip the corresponding online content – in order to complete the task. By allowing this the Toolbox provides a built-in recognition of prior learning. It does not frustrate experienced workers by forcing them to work through (what for them are) redundant learning activities.

Competencies, called Jobs, each contain a set of learning activities that have been mapped to their corresponding performance criteria. Jobs may be approached either sequentially (where the learner works through the tasks following a suggested series of steps), or in non-linear fashion (where the learner selects the activities in the order they wish). Although activities in a task together form a meaningful unit of learning, they are not so interdependent as to prohibit the learner from accessing them in any way that suits them. Not being locked into a predetermined learning pathway allows the freedom to explore, and material not of immediate interest to the learner can be skipped or returned to later.

Active learning means learning by doing, generally by solving problems. Active learning has been facilitated through the design of the jobs and tasks, which provide a range of different situations, problems, perspectives and learning contexts. The Toolbox provides a variety of policy and research scenarios. There are a number of tasks to complete in the real world. In addition, the simulated workplace is brought to life when learners interact through discussion and debate, and collaborate to assess needs and design intervention strategies.

Facilitators will adjust their role depending on the needs of learners, structure of delivery (distance, mixed-mode, workplace based, classroom augmented), and areas they wish to emphasise and/or expand upon. They may substitute for tasks and activities with scenarios from, or more relevant to, the learner’s own workplace and learning needs.

3. The Structure of the Toolbox

Overview

[image: image2.wmf] 

The Toolbox metaphor in which the learning activities are placed is a community based service called the Carmen Poldis Community Centre. The competencies contained in the Toolbox are reflected in the range of services provided by the Centre. These services include individual support and advocacy, a family services program, a community development program, a volunteer program as well as a strong social research and justice centre. Services the centre does not possess are provided through its partnerships and networks. The systems advocacy capacity draws on the Centre’s links with other community services as well as policy and research activities.
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The hub of the Carmen Poldis Community Centre is the front desk and provides the metaphor for the main menu page where learners may choose a job to undertake. Each job represents a unit of competency and comprises a series of tasks. These tasks are varied and some ensure that the particular needs of non-metropolitan services are addressed.
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This Toolbox focuses on the development of a range of higher level competencies in the community service sector including communication, advocacy and policy development.

While each competency (Job) stands alone and is supported by a series of tasks, there can be some overlap in the material underpinning these tasks.

Once the learner has selected a Job, they enter the office, which provides the metaphor for a menu within the unit of competency.

Each Job comprises two or three Tasks that are accessed via the office desk.

Learners are provided with related Activities, Hints, Handouts and Resources that develop the knowledge, skills and values required to complete the task.

The activities reflect a problem solving approach requesting the learners to focus on specific incidents or case studies to identity and prioritise client or community issues, gather information to address these and to work with the client or group toward an agreed outcome.

Each activity is built around the theme of ‘Read, Respond and Reflect’.

· In the component Read, there are Handouts that can be viewed and printed. These Handouts provide information helpful to understanding and completing the Activity.

· The Respond component contains the heart of the Activity - sometimes a story; sometimes an interactive exercise.

· In Reflect the learner is invited to consider a number of questions. The reflections may be placed in a learning journal for the teacher. Or they may be used to support individual learning. Each RTO will decide on whether this component is assessable.

Use of the Tea room button enables learners to observe as virtual workers reflect on the nature of the task, the knowledge required to complete it and the value system from which they undertake it.

The learning activities provide the opportunity for learners to apply knowledge and skills to contexts provided by the Toolbox and learners currently employed and their training providers are encouraged to substitute situations from their own workplace or locality.

4. Orientation to the Toolbox

Main entry page

Click anywhere on the image of the Community Centre and its environs to enter the site.
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Reception page

This is the main menu page where the learner may select the unit of competency they want to undertake. Each job represents a unit of competency.

There are also links at the bottom of the page that open ‘pop-up’ windows that provide orientation information, information about technical requirements, background to the Carmen Poldis Community Centre and other material. Close the pop up windows to return to the Reception page.

Click on a Job to enter the corresponding office.
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Office page
Each job comprises two or three tasks that are accessed via the office desk.

Learners are provided with a matrix of related activities, hints, handouts and resources that can develop the knowledge, skills and values required to complete the task. Graphical elements within the office are the links to these activities, resources and advice. When the mouse cursor is moved over these elements, a roll over text box appears that describes them.

From the desk pad, click on a Task.
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Task page – The Task

Learners must complete each task within the job to be considered competent. Learners may undertake a task directly or may choose to build their knowledge and skills prior to beginning a task by downloading handouts, accessing virtual colleagues or completing interactive activities.

At the bottom of the page, click on “continue on to teasing out the task”(alternatively, click on “Teasing out the task” in the top left margin).

Task page – Teasing out the Task

A character discusses the task and provides some context and background.

At the bottom of the page, click on the link to the resources (alternatively, click on “Resources to help” in the top left margin).

Task page – Resources 

A number of resources to assist the learner complete the task are provided – paper, people, partner and learning.

In the Paper section, click on the “CPCC Policy and Procedures Manual” or the “New Cedar Service Directory” link to access these documents in pop-up windows. Close the window to return to the resources page.

Click on the “colleagues” link in the Partner section to move to the tearoom. In the tearoom, the learner may select a topic of discussion related to the task and then choose a virtual colleague and read their views on the topic. Use the “back” link to return to the resources page.

Click on one of the “Handouts” links. A pop-up window will open containing information relevant to the task. Clicking on the “Print” link will print this out or the text may be saved as an RTF or PDF file by clicking on the appropriate link. Close the pop-up window to return to the resources page.

Learners may practice easier problems and gain immediate feedback by undertaking various activities.

Click on the “Activity 1” link to move to the Activity 1 page.

Task page – Resources – Activities

The activities follow a ‘read, respond and reflect’ methodology. Learners may download and read a handout that relates to the activity before proceeding to the respond section.

Click on the “Handouts” link. A pop-up window will open containing information relevant to the activity. Clicking on the “Print” link will print this out or the text may be saved as an RTF or PDF file by clicking on the appropriate link. Close the pop-up window to return to the activity page.

Click on the “Continue to the Respond Section…” link at the bottom of the page (alternatively, click on the “Respond” link in the top left margin). The ‘Respond’ section of the activities pages contains a number of interactive games and puzzles which provide immediate feedback.

Click on the “Continue to the Reflect Section…” link at the bottom of the page (alternatively, click on the “Reflect” link in the top left margin). In this section, the learner is asked to reflect on what they have learned. Learners may type their responses into a Word document that is opened by clicking on the “You can type your responses here” link.

Overall design

Once the learner has navigated beyond the Office page, the design of the site follows a consistent theme. Each page features a navigation bar across the top of the page that uses the graphical elements or icons that were introduced in the Office. These allow one-click access to all the major elements of the site. The navigation bar is repeated at the bottom of each page in a text based format.
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Beneath the navigation bar is the trailbar. This provides a visual representation, tracking where the learner is located within the site.

5. Customising the Toolbox

Customising the structure

The Toolbox has been designed so that it can be easily disaggregated. This means that it can be:

· delivered as an entire Toolbox

· delivered as one or more units at a time

· broken into smaller resources that can be used in various ways eg, it may allow shared resources and segments of the Toolbox to stand-alone.

This design philosophy allows for:

· Flexibility in delivery

· Flexibility in the way learners can access the materials

· Deliverers can customise individual parts.

The file structure of the Toolbox has been created with disaggregation in mind. There is a ‘root’ directory that contains folders and files, which are essential to the operation of the Toolbox. The root folder named ‘Reception’ contains folders that house the individual units of competencies and a number of other essential files and folders. The folders containing the unit of competency material have been named with the units’ individual code.

To disaggregate the Toolbox, simply copy the entire file structure from the CD to the hard drive of the host computer. Using a suitable file management program, expand the ‘Reception’ folder in the root directory and delete the unit folders that are not required.

In this way all the essential folders and files are maintained in their correct location.

Customising Flash files

Note: The customising of Flash files and their associated variable text files, should only be undertaken by a person proficient in the use of Macromedia Flash.

The site uses Macromedia Flash for the Learning Interactions and navigation aids.  All source files for the Flash movies can be found in the 'source_files' sub-directory in the root directory of the CD.  Within this sub directory, the site directory structure of the units of competency folders is replicated.  Within each unit of competency folder are sub folders named for the content they contain: activities; hints; team.

The “team” movies are those tea room colleagues that appear solely in the tea room. The “hints” movies are the characters, tea room colleagues and unit specific characters, that appear throughout the site.

Most of the Flash movies used as Learning Interactions in the site (eg: DARN, Garden of Good and Evil, Hangfox, Combination Locks) are very simple to customize.  They have been designed so that the text used within the movie is imported from an external text file.  If a movie has this capability, then a text file of the same name as the movie will exist in the _txt directory that is on the same level as the Flash movie in question.  For example, to edit the text that appears in Activity two of Job one, the text file named j01act02ab.txt in the directory reception\chccd16a\activities\_txt is the appropriate file to edit. The Flash movie that calls upon this text file is named j01act02ab.swf and is found in the directory reception\chccd16a\activities\_flash. The source file for this flash movie is named cd16a_j01_act02ab.fla and is found in the directory source files\cd16a\activities.

In this way comments by people appearing throughout the site may be edited.  The tea room comments are customisable by editing the "hints.txt" file that resides in the '_txt' subdirectory of the "team" directory.  For each topic in the tea room, comments are numbered.  eg:  &caleb01 contains Caleb's comment for Topic 1 in that tearoom, and &caleb02 is his comment for Topic 2 and so on.  You can even add more topics by simply adding text to the &caleb03 and &caleb04 and &caleb05 and so on.  Please note that if you do add more topics, you will need to edit the tearoom Flash source file ('tearoom.fla') to add that topic to the whiteboard in the tearoom.

To customize any Flash movie in the site, you need to know which unit is to be customised and whether the Flash movie is an activity, hint or team interaction. The Flash source file can then be located within the source_files sub-directory.

Of course, all other '*.rtfs" and '*.htm' files are readily customisable as usual.

For advice on customising flash files email jwalker@pnc.com.au.

CHCCD16A Undertake Systems Advocacy

Unit description

This Job is about using advocacy to ensure that the rights and needs of individuals are maintained within the broader rights and needs of the general community. The worker uses their understanding of the balance between the rights of the general community and the individual rights of people to address specific issues.

Elements of Competency

1. Obtain, analyse and document information relevant to the needs of people

· relevant documented information about particular issues are obtained and analysed

· relevant statistical and research data are obtained and analysed

· consultations are conducted with relevant stakeholders to identify and describe issues of concern and gain support

· relevant information is synthesised into forms appropriate for communicating with, and providing to, relevant agencies and stakeholders.

2. Work with stakeholders to develop strategies to address identified needs

· close working relationships/networks with relevant stakeholders are developed and maintained

· formal meetings, working groups and other activities are organised to develop policy statements, action plans, projects, and programs to address identified needs

· meetings, working groups and other activities aimed at developing relevant strategies and decision making are participated in

· strategic/action/project plans are prepared in forms that are appropriate to the needs and roles of relevant stakeholder organisations.

3. Advocate for and facilitate the implementation of strategies developed to address specific needs

· relevant opportunities for communicating formally and informally about the needs of individuals are identified and pursued

· submissions for resources to implement identified projects, action plans, etc. are prepared

· relevant government policy development  is contribute to as required

· work is undertaken with  consumers and other stakeholders are work with to implement relevant projects and action plans and programs

· opportunities are pursued and comments provided on policy documents, legislation, project plans and other relevant documents regarding the needs of target groups.
Job 1: Undertake Systems Advocacy

[image: image9.png]A Task 1
Fle Edt View Favortes Took Help

Gtk + > - @ [0 4| Qsesrch (GFavortes Gvieds 3| B+ S A - =

‘address [&] m:4ANTA Toolbox|final_parlpar'receptionchecomdaitastsitaska him =] @oo |unis 7

uplore Attitudes to Commur

rosoft Internet Explorer

JOB 4: Manage Comrnunication

Task 1: Explore Attitudes to Communication

The Task
In this task you will be asked to
o Examine communication within the CPCC
o Suggest ways of improving communication within the CPCC
Your Role

Explore the task until you can answer the following questions:

« Seek staff opinion about problems with communication in the CPCC

« Make suggestions about what is necessary for effective communication to occur in CPCC

o Callect staff suggestions on how the communication systems and cimate might be improved
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Task 1: Conduct a Needs Assessment

Outline

In this task students conduct a needs assessment which looks at domestic and family violence. 

The student’s role is to:

1. Collect background information on domestic and family violence.

2. Identify stakeholders who have something to contribute to the assessment of needs and understanding of issues.

3. Identify relevant Government Policy and provide a brief analysis of current policy.

4. Compile this information and present it as a short report.

Activities to support completion of Task 1

Activity 1: 
What is Systems Advocacy?

Read: 
Handout 1
-
Essential Elements of Systems Advocacy


Handout 2
-
Strategies in Systems Advocacy

Respond:
Part 1
-
Defining systems advocacy


Part 2
-
Strategies in systems advocacy

Reflect:
The learner reflects upon some of the gains from a systems advocacy campaign.

Activity 2: 
Understanding the Role of Research in Systems Advocacy

Read: 
Handout 3
-
The role of research in systems advocacy

Respond:
Part 1
-
Research as a critical base for systems advocacy


Part 2
-
The components of needs assessment


Part 3
-
Research methods – includes chat and forum


Part 4
-
Collaborating to develop a Code of Ethics – includes forum

Reflect:
The learner reflects on why research is such an important part of the systems advocacy process.

Activity 3: 
Conducting Consultations

Read: 
Handout 4
-
Conducting a Consultation

Respond:
The importance of consultations to advocacy

Reflect:
The learner reflects on the feelings and actions of those members in a group who do not feel they have been heard.

Activity 4: 
Documenting the Needs Assessment and Consultation

Read: 
Handout 5
-
Writing up Findings

Respond:
Part 1
-
Parts of a research report


Part 2
-
The uses of a research report


Part 3
-
Qualities of an effective research report

Reflect:
The learner considers good and bad points of research reports they have read.

Other Resources to support completion of Task 1:

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· CPCC Policy and Procedures Manual

· Statistics on the occurrence of Domestic violence and Family Violence in New Cedar

· New Cedar Service Directory. This will tell the learner about the services available in New Cedar.

Web sites

· Australian Institute of Criminology

· Australian Statistic on Domestic Violence.

People Resources

· Karima Paradis - New Cedar Women's Health Service

· Beth Holroyd - Lillians Refuge

· Tina Zaid - Director, Edith Marchant Child Care Centre

· Benjamin Borg - Manager, Department of Family Services

· Police Constable Brown - New Cedar Police Station

· Jude Sheehan - Coordinator, Caritas Centre.

Partner Resources

The learner’s colleagues have their say in the Tea Room. The discussions concern: responding to identified community needs by developing services, and planning and conducting an advocacy campaign to increase family services.

Teacher’s Role

Activity 2 has forums on ACOSS, research methods, and a Code of Ethics. The latter is an exercise done in pairs, and the teacher may have to match up learners with partners. Learners need not submit a comprehensive Code of Ethics, as the points covered on the forum will soon grow very large. Activity 2 also has a chat room about research methods. Teachers will need to coordinate a time when all learners in a group can be logged on simultaneously.

Task 2: Plan a Campaign

Outline

In this task students plan a campaign to expand the range of services for families experiencing family and domestic violence.

The student’s role is to write a short report which documents a plan for a community based advocacy campaign to expand the range of services available to women and their children experiencing domestic and family violence. This plan should include:

1. A statement of the objectives of the campaign.

2. A list of stakeholders including a list of key people who should be invited to form an advisory group to assist in the planning process and participate in the advocacy campaign and develop terms of reference.

3. An overview of the campaign strategies.

4. Promotional materials for the campaign including media releases, content for interviews, posters, pamphlets and examine uses of websites.

5. A petition to enable community members to lend support to the campaign.

6. A plan for meetings with Members of Parliament.

Activities to support completion of Task 2

Activity 5: 
Planning a Campaign

Read: 
Handout 6
-
Facilitating Change on a political level


Handout 7
-
How to plan and Conduct a campaign


Handout 8
-
Community Participation and Empowerment


Handout 9
-
Key Stakeholders and Community Partners


Handout 10
-
Public meetings

Respond:
Part 1
-
Steps in a campaign


Part 2
-
Campaigning – includes a forum


Part 3
-
Review a campaign in New Cedar

Reflect:
The learner reflects on their own experience with campaigns either 
as a participant or as a stakeholder or observer

· How do campaigns impact upon different groups in a community?

· What are some of the positive and negative consequences?

· List the key elements for a successful campaign.
Activity 6: 
Lobbying Members of Parliament

Read:
Handout 11
-
Australian System of Government


Handout 12
-
Working with politicians


Handout 13
-
Lobbying politicians


Handout 14
-
Petitions

Respond:
Part 1
-
How MPs can be of help


Part 2
-
Who to Lobby

Reflect:
The learner reflects on their view of politicians, and how this might affect their lobbying style.

Activity 7: 
Working with the Media

Read: 
Handout 15
-
Dealing with the Media

Respond:
Part 1
-
Considering Media Strategies


Part 2
-
Effective Media Stories – includes a forum

Reflect:
The learner compares the characteristics of effective and ineffective media campaigns.

Activity 8: 
Dealing With Stress

Read: 
Handout 16
-
Tensions between Advocacy and the Development 



and Maintenance of Professional Relationships


Handout 17
-
Direct Action

Respond:
Part 1
-
Types of Direct Action


Part 2
-
Explaining Direct Action tactics – includes forum

Reflect:
The learner reflects on the ethics of Direct Action tactics, and whether the ends justify the means.

Activity 9: 
Writing a Submission and Follow Through Action

Read: 
Handout 18
-
The Funding Process Rationale


Handout 19
-
Steps in Submission Writing

Respond:
Part 1
-
Format for a submission


Part 2
-
Strategies to support a submission

Reflect:
The learner reflects on how submissions can support the work of a campaign, and skills needed to write a successful submission.
Other Resources to support completion of Task 2:

Paper Resources

· The Needs Assessment completed in Task 1

· CPCC Policy and Procedures Manual - this contains a list of legislation to understanding of Government policies

· New Cedar Service Directory -this will provide information about other services and enable the identification of other key stakeholders that can inform the research process

· News paper clippings which can help to show who the groups are that have worked successfully together in the past.

People Resources

Staff members and workers from other services.

Partner Resources

The learner’s colleagues have their say in the Tea Room. The discussions concern: responding to identified community needs by developing services, and planning and conducting an advocacy campaign to increase family services.

Teacher’s role

Activity 5 has two forums. The first requires an investigation of a campaign in the learner’s local area. They may need tips on accessing archived media. The other forum in Activity 5 is an exercise done in pairs, and the teacher may have to match up learners with partners. Activity 7 requires both contributing an effective media story to the forum, and reviewing the work of other learners. It will, then, require a couple of visits by the learner.

CHCCOM3A Utilise Specialist Communication Skills

Unit description

This Job is concerned with the performance of higher level and specialist communication skills and techniques within and external to the workplace. It focuses on applying higher level communication skills required for effective operation in the workplace.

Elements of Competency

1. Meet specific communication needs of clients and colleagues

· specific communication needs of clients and colleagues are identified and strategies implemented to ensure these needs are met including:

· recognising own limitations

· referral to specialists

· utilising techniques and aids

· providing written drafts

· where conflict arises, it is addressed in a timely way and in a manner which does not compromise the standing of the organisation or the integrity of the individual.

2. Conduct effective interviews with clients or staff

· a range of appropriate communication strategies are employed in interview situations to:

· establish rapport

· elicit facts and information

· facilitate resolution of issues

· develop action plans

· defuse potentially difficult situations

· records of interviews are made and maintained in accordance with organisational procedures

· in conducting interviews and formal discussions, effort is applied to ensure that appropriate structures, timeframes and protocols are mutually agreed and adhered to

· effective questioning, speaking, listening and nonverbal communication techniques are used during interviews, to ensure the required information or message is communicated

· feedback and advice is given in a way which reflects current identified good practice

· the conduct of interviews and formal discussions shows due regard to individual differences, needs and rights

· appropriate grievance and interviewing procedures are used to deal with problems of a serious nature

· referrals to other staff or specialist services are made as appropriate to ensure duty of care responsibilities are met.

3. Contribute to the development of effective communication strategies

· strategies for internal and external dissemination of information are developed, promoted, implemented and reviewed as required to ensure individual and organisational effectiveness is maximised

· channels of communication are established and reviewed regularly to ensure staff are informed of relevant information in a timely way

· coaching in effective communication is provided as required  to staff as required

· negotiation and conflict resolution strategies are used where required to promote effective operation of the organisation

· relevant work related networks and relationships are maintained as required to ensure client needs and organisational objectives are met

· all communication with clients and colleagues is appropriate to individual needs and the situation and promotes achievement of organisational objectives.

4. Represent the organisation to a range of groups

· when participating in internal and external forums, presentations are relevant, appropriately researched and presented in a manner to promote the organisation, and  adjusted to meet audience needs

· presentations are clear and sequential and delivered within a predetermined time and utilise appropriate media to enhance the presentation and address audience needs

· enquiries are responded to in a manner consistent with organisation standards

· differences in views are respected and considered in a way that values and encourages other’s contributions

· written communication is consistent with organisational standards.

5. Facilitate group discussions

· mechanisms which enhance effective group interactions are defined and implemented

· strategies which encourage all group members to participate are used routinely including seeking and acknowledging contributions from all members

· objectives and agendas for meetings and discussions are routinely set and followed

· relevant information is provided to groups as appropriate to facilitate outcomes

· evaluation of group communication strategies is undertaken to promote ongoing participation of all parties

· the specific communication needs of individuals are identified and addressed.

Job 2: Communicate Effectively


Task 1: Engage with and Interview a Client

Outline

In this task learners consider the skills needed for engaging and assessing the needs of a potential client, and develop guidelines for communication with people in crisis upon first contact.

The learner’s role is to is to prepare a resource for people who may be left in charge of reception in which they:

1. Explain the importance and range of communication skills required in the welfare workplace.

2. Compile a list of resources that would be of use to people wanting to develop their communication skills.

3. Design a guide for use in situations where people in crisis arrive at the centre and require a brief assessment and assistance on the spot.

Activities to support completion of Task 1

Activity 1: 
The Skilled Communicator

Read: 
Handout 1
-
The Skilled Communicator


Handout 2
-
First Contact

Respond:
A case study, and learning interaction

Reflect:
The learner reflects on the effect of stereotyping on communication. They consider questions related to how they communicate when stressed, and on the case study above.

Activity 2: 
Engage and Explore

Read: 
Handout 2
-
First Contact 


Handout 3
-
The Crisis Interview

Respond:
A case study, learning interactions, and a forum

Reflect:
The learner considers their response to a client who wishes to take a course of action the learner is reluctant to support.

Activity 3: 
Problem Solving With Clients in Crisis

Read: 
Handout 4
-
Problem Solving and Action Planning

Respond:
A case study, and learning interactions

Reflect:
The learner considers the difference between being directive and non-directive.

Activity 4: 
Establishing Priorities

Read: 
Handout 5a
-
Establishing Priorities


Handout 5b
-
Negotiating a Crisis Referral

Respond:
A case study, learning interaction, and forum

Reflect:
The learner considers how they would facilitate discussion with a client regarding some sensitive issues.

Other Resources to support completion of Task 1

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· CPCC Policy and Procedures Manual

· New Cedar Service Directory

· Some examples of written communication.

People Resources

· Hear what young mother Ela has to say

· Hear what skater Les has to say

· Hear what volunteer Rosie has to say.
Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss aspects of first contact with a client, and the idea of mindful communication.

Teacher’s Role

Activities 2 and 4 contain forums. These are quite closely related to the content of the activities. The questions should be taken as starting points for discussion, and debate between learners is to be encouraged.

Task 2: Collect and Present Information

Outline

In this task learners review and comment on the quality of some examples of written and spoken communication, and present ideas on conflict resolution to a meeting.

The student’s role is to:

1. Review the examples of communication and suggest how they might be improved.

2. Summarise the types of problems that keep appearing in the examples provided.

3. Write a proposal detailing how they would present this summary to a meeting.

Activities to support completion of Task 2

Activity 5: 
Recording Information

Read: 
Handout 6
-
Recording Information


Handout 7
-
Written Communication in the Workplace

Respond:
Part 1
-
Case study - When Calm Descends


Part 2
-
Recording Information Accurately and Objectively


Part 3
-
The finer details of making a referral – includes a forum

Reflect:
The learner reflects on how biased and judgemental opinions in the Daily-log could cause problems in the future, and when it is appropriate to use subjective language.

Activity 6: 
Group Discussion

Read: 
Handout 8
-
Group Discussion


Handout 9
-
Running a One-off Meeting

Respond:
Part 1
-
Case study


Part 2
-
Considerations when setting up a meeting

Reflect:
The learner reflects on considerations when setting up a meeting, 


and whether holding a meeting is always the best structure for 


discussion.

Activity 7: 
Responding to Conflict

Read: 
Handout 10
-
Disruptive Behaviour in Groups


Handout 11
-
Responses to Conflict

Respond:
Case study, and learning interaction

Reflect:
Learners reflect on their own style and values around the topic of conflict.

Activity 8: 
Presenting Information

Read: 
Handout 12
-
Planning a Presentation


Handout 13
-
Delivering a Presentation


Handout 14
-
Writing a Report

Respond:
Case study, and questions about distilling the essence of research

Reflect:
Learners reflect on some considerations around giving presentations.

Other Resources to support completion of Task 2:

Paper Resources

In the filing cabinet the learner will find some resources that will help: 

· Minutes - excerpt from a meeting in which a worker talks about the need to stop doing Case plans

· Minutes - excerpt from a meeting regarding Teenage Parenting Group

· New Cedar Service Directory

· CPCC Policy Manual

· Interpreter Notice

· Communication Book Entry [Bad]

· Communication Book Entry [Good]

· Client File Entry

· Instructions for Changing Printer Ink

· Email - plain language please.

People Resources

· Hear what skater Les has to say

· Hear what volunteer Rosie has to say.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss aspects of first contact with a client, and the idea of mindful communication.

Teacher’s role

Activity 5 has a forum in which learners are invited to provide good examples of appropriate communication. They are NOT invited to comment upon each others’ work. The teacher however, may provide feedback to individual learners.

CHCNET3A Develop New Networks

Unit description

This Job is about the establishment of formal networks that will benefit the organization and the client. Specifically you will be asked to develop one new network, and rejuvenate another existing network.

Elements of Competency

1. Develop and maintain appropriate networks

· organisational, professional and Individual networking needs are identified, prioritised and appropriate new networks are established as required to meet client needs and organisational objectives

· significant cultural practices, needs and traditions are incorporated into the networking strategy and its development

· strategies to develop effective new networks are implemented in consultation with key people and in accordance with organisational objectives

· information about new network is made available to other staff and others as appropriate

· processes for engaging relevant community members in collection and dissemination of information are developed and implemented as appropriate to ensure effective operation of the network.

2. Reflect social and cultural awareness in developing and maintaining networks

· potential discrimination or culturally based obstacles to effective networks are identified and strategies to avoid them are developed and implemented

· cultural differences and diversity are valued as a resource in networks and integrated into practices, relationships and strategies wherever relevant

· where individual relationships interfere with the effective operation of networks, timely remedial action is taken in accordance with organisational procedures, to ensure maximum benefit to clients

· effectiveness and relevance of networks is regularly evaluated against organisational goals and client needs in consultation with key people, and appropriate modifications are made as necessary.

Job 3: Linking CPCC to the Community


Task 1: Develop a New Network

Outline

In this task learners develop a strategy to help form a new network which is sensitive to issues of culture.

The student’s role is to:

1. To identify what the advantages are for the CPCC to work cooperatively rather than competitively with other services.

2. To identify agencies in New Cedar who might like to form a family service Inter-agency group.

3. To find out which agencies are interested in the new program opportunity and to come up with a strategy to allow cooperation on this issue.

4. To identify any cultural difference among the agencies so that they can be networked with in a culturally sensitive way.

Activities to support completion of Task 1

Activity 1: 
Introducing Networking

Read: 
Handout 1
-
What is Networking?


Handout 2
-
The Opportunities found in Networking


Handout 3
-
Formal and Informal Networks


Handout 4
-
What is an Inter-agency

Respond:
The differences between formal and informal networking, and the language of networking

Reflect:
The learner reflects on the differences between formal and informal networking.

Activity 2: 
A Networking Story

Read: 
Handout 5
-
The Benefits of Developing Strong Networks


Handout 6
-
Obstacles to Strong Networks


Handout 7
-
Ways of Encouraging Networking


Handout 8 
-
The Do's and Don'ts of Networking

Respond:
A case study illustrating the usefulness of networking

Reflect:
The learner considers the uses of networking when approaching the delicate issue of child protection in the cross-cultural context.

Activity 3: 
Behaviours that Help and Hinder Networking

Read: 
Handout 7
-
Ways of Encouraging Networking

Respond:
The learner’s experience of networking at a time when they joined a group – includes chat room

Reflect:
The learner considers which behaviours help or hinder networking.

Activity 4: 
Getting to Know the Community Services and Health Industry

Read: 
Handout 9
-
The Structure of the CSHI


Handout 10
-
Getting to Know the CSHI

 
Handout 11
-
CSHI Workforce


Handout 12
-
Peak Organisations

Respond:
Part 1
-
Research CSHI services in the community.


Part 2
-
Definitions of differing areas of service delivery in the CSHI


Part 3
-
Investigate some Peak Organisations in the CSHI – includes forum

Reflect:
The learner considers the overall aims of the CSHI.

Activity 5: 
Consulting in the Community Services Industry

Read: 
Handout 13
-
Consulting with Others


Handout 14
-
The Advantages of Consultation


Handout 15
-
Methods of Consulting


Handout 16
-
Considerations when Planning a Consultation

Respond:
A case study in which networking goes awry

Reflect:
The learner considers what they need to be particularly sensitive about when networking with various community groups.

Other Resources to support completion of Task 1

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· Paper clipping file

· Overview of New Cedar

· New Cedar Service Directory. This will tell the learner about the services available in New Cedar.

People Resources

There are a range of people who would be worth talking to about this task of establishing a new network.

1. Pansy Melrose (Executive Director of CPCC). She attended a Child Protection Industry Breakfast last week and she may know which agencies in New Cedar are interested in the new funds.

2. Joanne Peterson - Aboriginal Land Council.

3. Jude Sheehan - Caritas Centre.

4. George Muldoon - Children and Community Services.

5. Karima Paradis - Women's Health Centre.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss: working with culturally diverse groups; establishing new networks; conflict in networks.

Teacher’s Role

Activity 3 has a chat room about the learner’s experience of networking at a time when they joined a group. Teachers will need to coordinate a time for all users in a group to be logged on simultaneously. Activity 4 has a forum about Peak organisations. Teachers may need to get learners to elect the Peaks they wish to research so that a range are covered.

Task 2: Rejuvenate an Existing but Struggling Network

Outline

In this task learners evaluate the problems in a network, and develop new strategies to revitalise the network and to then maintain it.

The student’s role is to:

1. Identify what are some of the reasons the forum has broken down and if it is possible to rejuvenate the network.

2. Develop a strategy to get the forum back on track and keep it there.

Activities to support completion of Task 2

Activity 6: 
Visiting an Interagency

Read: 
Handout 8
-
Do's and Don'ts of Networking


Handout 17
-
Maintaining the Inter-agency Network


Handout 18
-
Effective Inter-agencies


Handout 19
-
Managing the Inter-agency Meeting


Handout 20
-
Managing Difficult Behaviour at Meetings

Respond:
Part 1
-
Discover inter-agencies in your own area


Part 2
-
Evaluate an Inter-agency – collaborative exercise

Reflect:
The learner reflects on networking – its advantages, ethical considerations, and the most useful strategies.

Activity 7: 
Maintaining and Evaluating a Network

Read: 
Handout 17
-
Maintaining the Inter-agency Network


Handout 18
-
Effective Inter-agencies


Handout 19
-
Managing the Inter-agency Meeting


Handout 20
-
Managing Difficult Behaviour at Meetings

Respond:
Part 1
-
Some "what would you do" scenarios


Part 2
-
Learners reflect on some of their good and not so good 



experiences of groups – includes forum

Reflect:
The learner reflects on their own roles, and the agendas of others, 


concerning a group they have been involved with.

Activity 8:
Evaluating the Network

Read: 
Handout 21
-
The Action Reflection Model


Handout 22
-
Evaluating the Network

Respond:
Part 1
-
Reflect upon what evaluation is in theory


Part 2
-
The action reflection model in practice

Reflect:
The learner considers aspects of the action reflection model in relation to networking – includes forum.

Activity 9: 
Revision Crossword

Read: 
(Terms are taken from the material covered in this task)

Respond:
An interactive crossword

Reflect:
The learner is permitted to maintain their informal social networks at this point.
Other Resources to support completion of Task 2:

Paper Resources

In the filing cabinet the learner will find some resources that will help:

· The 'New Cedar Chronicle' newspaper clippings of:

· March 1988: (Poverty Threatens New Cedar)

· June 1999: (New Cedar Base Hospital Safe!!!)
· New Cedar Service Directory - to find out about the Social Justice Research Unit and the role of the forum

· CPCC Policy.

People Resources

Phone members of the forum and others who have an interest in it to hear their views. It would be helpful to get differing perspectives on the problem.

· Joanne Peterson - Aboriginal Land Council

· Jude Sheehan - Caritas Centre

· Beth Holroyd - Coordinator Lillian's Refuge

· Jyostna Khan - Chairperson of the Forum. New Cedar Community Service TAFE teacher

· George Jabor - Council for Cultural and Linguistic Diversity

· Angela Benett - Parent, New Cedar North Public School Parent Committee

· Reg Arnold - Board Member CPCC.

 Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss: working with culturally diverse groups; establishing new networks; conflict in networks.

Teacher’s role

Activity 6 requires collaboration with another learner. Teachers may need to put learners in touch with each other so that pairs are formed. Activity 7 is a fairly straightforward exercise of contributing to a forum, and should require minimal maintenance.

CHCCOM4A Develop, Implement and Promote Effective Communication Techniques

Unit description

This Job is concerned with the performance of higher level and specialist communication skills and techniques within and external to the workplace. It focuses on effective communication in the workplace and applying specialist communication techniques.

Elements of Competency

1. Contribute to the development of effective communication strategies

· strategies for internal and external dissemination of information are developed, promoted, implemented and reviewed as required to ensure individual and organisational effectiveness is maximised

· in developing and implementing strategies special communication needs are addressed to avoid discrimination in the workplace

· channels of communication are established and reviewed regularly to ensure staff are informed of relevant information in a timely way

· coaching in effective communication is provided to staff as required

· negotiation and conflict resolution strategies are used where required to promote effective operation of the organisation

· issues are negotiated with key stakeholders, clients and staff in a way which leads to a mutually acceptable outcome

· relevant work related networks and relationships are maintained as required to ensure client needs and organisational objectives are met

· all communication with clients and colleagues is appropriate to individual needs and the situation and promotes achievement of organisational objectives.

2. Represent the organisation to a range of groups

· when participating in internal and external forums, presentations are relevant, appropriately researched and presented in a manner to promote the organisation, and  adjusted to meet audience needs

· presentations are clear and sequential and delivered within a predetermined time and utilise appropriate media to enhance the presentation and address audience needs

· questions from the audience are responded to in a manner consistent with organisation standards

· differences in views are respected and considered in a way that values and encourages other’s contributions.

3. Facilitate group discussions

· mechanisms which enhance effective group interactions are defined and implemented

· strategies which encourage all group members to participate are used routinely including seeking and acknowledging contributions from all members

· objectives and agendas for meetings and discussions are routinely set and followed

· relevant information is provided to groups as appropriate to facilitate outcomes

· evaluation of group communication strategies is undertaken to promote ongoing participation of all parties

· the specific communication needs of individuals are identified and addressed.

4. Produce quality written materials

· writing is succinct and clear and is presented in a logical and sequential way which matches the audience and the purpose of the document

· organisation guidelines and current accepted standards of writing which match the purpose are observed in producing all written documentation

· appropriate and timely advice to management and clients is prepared and provided as required

· where individual skill levels do not match workplace requirements, appropriate remedial action is taken, including seeking assistance and additional training.

5. Conduct interviews

· in conducting interviews and formal discussions effort is applied to ensure that appropriate structures, timeframes and protocols are mutually agreed and adhered to

· effective questioning, speaking, listening and nonverbal communication techniques are used during discussions and interviews, to ensure the required information is accessed or message communicated

· the conduct of interviews and formal discussions shows due regard to individual differences, needs and rights

· appropriate grievance and counselling procedures are used to deal with problems of a serious nature.

Job 4: Manage Communication


Task 1: Explore Attitudes to Communication

Outline

In this task learners examine communication within the CPCC, and suggest ways of improving communication within the CPCC.

The student’s role is to:

1. Seek staff opinion about problems with communication in the CPCC.

2. Make suggestions about what is necessary for effective communication to occur in CPCC.

3. Collect staff suggestions on how the communication systems and climate might be improved.

Activities to support completion of Task 1

Activity 1: 
The Skilled Communicator

Read: 
Handout 1
-
The Skilled Communicator


Handout 2
-
Recognising Your Limitations

Respond:
Part 1
-
Inventory of learners’ communication skills


Part 2
-
Recognising skills which require development

Reflect:
The learner reflects on their strengths, limitations, and areas for improvement.

Activity 2: 
Controlling Information Flow

Read: 
Handout 3
-
Information Dissemination


Handout 4
-
Filtering Information

Respond:
Part 1
-
Reveals communication flow problems within the centre


Part 2
-
Some communication terms and concepts – includes forum

Reflect:
Learners reflect upon how they might rationalise/improve information flow into their home so that documents always get to right person and are easy to locate quickly?

Activity 3: 
Interviewing

Read: 
Handout 5
-
Types of Interviews


Handout 6
-
Interview Structure

Respond:
Part 1
-
A colleague has a favour to ask 


Part 2
-
Some interview skills exercises – includes forum

Reflect:
The learner considers questions they would need to address if they were to have to interview people about problems in their organisation.

Activity 4: 
Influencing Factors

Read: 
Handout 7
-
Communication Climate


Handout 8
-
Factors Influencing Effective Interviewing


Handout 9
-
Interviewing Requirements

Respond:
Part 1
-
Some interviews for comment


Part 2
-
Assess the communication climate at the CPCC


Part 3
-
Climate games

Reflect:
The learner compares supportive and defensive communication climates that they have experienced.

Activity 5: 
Facilitating a Group Discussion

Read: 
Handout 10
-
Preparing for Group Discussions


Handout 11
-
Running a meeting


Handout 12
-
Problem Solving in Groups


Handout 13
-
Written Communication Tools

Respond:
Part 1
-
After the interviews


Part 2
-
Arranging a group problem solving discussion, and using discussion skills to contribute to the design of better systems – includes forum

Reflect:
The learner considers aspects of communication system design.

Other Resources to support completion of Task 1

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· Communication book

· New Cedar Service Directory. This will tell the learner about the services available in New Cedar

· CPCC Policy and Procedures Manual.

People Resources

· George Muldoon - Family Service Worker from Family and Community Services

· Keith Wilson - Councillor from New Cedar

· Jude Sheehan - Caritas Centre Family Services 

· Les – Skater.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss communication systems in the CPCC.

Teacher’s Role

In Activity 1 learners compare those communication media they prefer, and those they prefer to avoid. Using forums may be one of them! Activities 3 and 4 contain straightforward forums, but Activity 5 will need some collating of posts to form a useful list. Thank learners individually for their contributions.

Task 2: Contribute to Improving Communication Systems

Outline

In this task learners explore staff perceptions using group discussion, and present information recommending improvements to communication in CPCC.

The student’s role is to outline how group discussion could be used to improve communication and address conflicts. They then need to suggest how information could be presented to both a group audience, and in a written report.

Activities to support completion of Task 2

Activity 5: 
As outlined above.

Activity 6: 
Conflict in the Workplace.

Read: 
Handout 14
-
Behaviours that Disrupt Group Functioning


Handout 15
-
The Nature of Conflict


Handout 16
-
Responses to Conflict


Handout 17
-
Managing Conflict

Respond:
Part 1
-
Notes from a group discussion


Part 2
-
Exploring conflict

Reflect:
The learner reflects on situations of conflict they have been in, and how they would deal with them in the future.

Activity 7: 
Giving a Presentation

Read: 
Handout 18
-
Preparing a Presentation


Handout 19
-
Presentation Types and Structures


Handout 20
-
Delivering the Presentation

Respond:
Planning presentations

Reflect:
The learner considers the role of structure in presentations, and their preferred presenting style.

Activity 8:
Report writing

Read: 
Handout 21
-
Report writing

Respond:
Reporting on communication in the CPCC

Reflect:
The learner considers what makes a good report, and how reports should be presented.

Other Resources to support completion of Task 2:

Paper Resources

In the filing cabinet the learner will find some resources that will help: 

· Communication book

· Discussion notes

Partner Resources

Through the tearoom, and hints, colleagues give their opinion on communication and presenting reports.

Teacher’s role

Be on the lookout for learners who maintain they could never hold the floor and lead a discussion – even though they may be perfectly assertive in an online forum. Point out that they are not living down to their own expectations!

CHCP&R2A Contribute to Policy Development

Unit description

This Job is concerned with implementing research that is relevant to the operations of the organisation. This requires carrying out research activities that are directly related to the organisation and for the management, design, interpretation and analysis of research.

Elements of Competency

1. Review existing policies

· relevant organisational and other policies are identified and assessed for their relevance and effectiveness to the organisation's objectives

· clients and other stakeholders are consulted about their views on policies

· reviews of policies are documented and presented in a format appropriate to the purpose of the review, the context, and the receiver.

2. Contribute to research for policy advice

· research and consultation strategies appropriate to the worker’s role in the research process are identified, planned and implemented within time frames, resource constraints and agreed processes

· research and consultation outcomes are collated, reported and presented in a format appropriate to the research process, the purpose of the research, the context and the receiver

· factors impacting on the quality or outcomes of the research or consultation are identified and incorporated in reports.

3. Provide briefing materials on policy issues

· briefing materials are prepared as required in a format appropriate to the audience, the purpose and the context

· on the worker’s and organisation’s role and expertise are drawn on for briefing materials

· reasoned argument and evidence are incorporated into briefing materials.

4. Promote informed policy debate

· strategies to stimulate informed debate appropriate to the worker’s role in policy development, community education or client service delivery are identified in consultation with other workers and management

· strategies to stimulate informed debate are implemented within time frames, resource allocations and agreed processes

· where necessary, strategies are implemented to translate policy materials into language/s easily understood by clients and other stakeholders

· strategies are developed which enable exchange of views and information between policy initiators, clients and other stakeholders.

Job 5: Contribute to Policy Development


Task 1: Review Existing Policy

Outline

In this task learners are required to review a draft CPCC Policy and recommend improvements if they are needed.

The learner’s role is to read the draft policy and consider a number of questions relating to its fairness, goals, details, and potential effectiveness.

Activities to support completion of Task 1

Activity 1: 
How Policy Assists

Read: 
Handout 1
-
What is Policy?


Handout 2
-
Policies, Procedures and Accountability

Respond:
Part 1
-
Types of policies used in the community services 



industry


Part 2
-
Effective Policies

Reflect:
The learner reflects how policies can assist a community service worker to achieve best practice, some of the risks to community service clients of not having effective policies in place.

Activity 2: 
Improving Policies

Read: 
Handout 3
-
Developing and Reviewing Policy

Respond:
The consequences of ineffective policies, and reviewing policy with a view to improving it

Reflect:
The learner considers what they can do when they believe a policy is making unreasonable demands on client or staff behaviour.

Other Resources to support completion of Task 1

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· CPCC Policy and Procedures Manual

· New Cedar Service Directory. This will tell the learner about the services available in New Cedar

People Resources

A range of people who would be worth talking to about this task:

1. Fran Parsons - CPCC Family Service Program

2. Cheryl Jackson - Coordinator of the Family Services Program

3. Halya Sahin - Social justice and Research Assistant

4. June Burge - Office Manager and Accountant.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss the policy of eligibility, and working cross-culturally.

Teacher’s Role

This task has ‘open’ chat and forum rooms, where learners can swap, compare, and discuss policy matters.

Task 2: Prepare a Briefing Paper

Outline

In this task prepare a briefing paper to assist in the development of a new Policy for the CPCC.

The student’s role is to:

1. Research the issues and to write a draft briefing paper.

2. Develop a procedure for implementation of a policy.

Activities to support completion of Task 2

Activity 3: 
Research and Data Collection

Read: 
Handout 4
-
Role of Research on Policy Development \


Handout 5
-
Data Collection

Respond:
Part 1
-
Collecting Data


Part 2
-
The 'What, Where and When' of data collection

Reflect:
The learner considers what types of issues they need to be aware of when choosing a research method to suit a community, and why research is an important part of policy development.

Activity 4: 
Presenting Policy

Read: 
Handout 6
-
Provide Briefing Materials on Policy Matters

Handout 7
-
Structure of Briefing Papers

Respond:
Part 1
-
Structure of a Proposal


Part 2
-
Informed Debate

Reflect:
The learner reflects upon why consultation is such an important part of policy development, and why it is necessary to check policy ideas with stakeholders prior to implementation.

Other Resources to support completion of Task 2:

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· CPCC Policy and Procedures Manual

· New Cedar Service Directory. This will tell the learner about the services available in New Cedar.

People Resources

A range of people who would be worth talking to about this task:

1. Su Nyugen - Worker at Caritas Centre

2. Fran Parsons - CPCC Family Service Program

3. George Muldoon - State Department of Family and Community Service

4. Comments from women who participated in the weekly Vietnamese Women's Day held at the CPCC.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss the policy of eligibility, and working cross-culturally.

Teacher’s Role

This task has ‘open’ chat and forum rooms, where learners can swap, compare, and discuss policy matters.

CHCP&R3A Undertake Research Activities

Unit description

This Job is about developing and analysing policies that impact on the client group and the work of the organisation. Contributing to policy development involves reviewing existing policies through stakeholder consultation and research, collating, reporting and presenting outcomes, providing briefing materials and promoting informed policy debate.

Elements of Competency

1. Prepare a research plan

· the views and interests of stakeholders are reflected in the research methodology and it and is compatible with ethical considerations

· the research methodology is selected for suitability to the needs, purposes and resources and maximising credibility of outcomes

· research strategies are selected and used which are appropriate to the client group, the subject matter being researched, the resources available and the outcomes sought

· strategies for validating research outcomes are incorporated within the research plan.

2. Implement appropriate research strategies

· resources needed to conduct research are determined and allocated

· all relevant information is collected in a timely manner and recorded and stored to ensure validity, confidentiality and security

· a representative range of people and groups with an interest in the issues is identified and consulted in appropriate ways to ensure the validity of outcomes

· consultation is undertaken according to the agreed practices and protocol of own and other agencies

· consideration of cultural sensitivities and ethical issues is imbedded in all consultation.

3. Organise and analyse information

· information is organised in a form which allows analysis and is suitable for the purpose of the research

· patterns and explanations developed are derived from the data to ensure validity and reliability.

4. Report the findings of the research

· complete and accurate details of the research methodology, information and analysis are reported in an accessible and useable style and format

· opportunities are provided for the validation of the research findings

· the results of the research are reported and made available to all relevant stakeholders.

Job 6: Undertake Research Activities


Task 1: Undertake a Research Plan

Outline

In this task learners prepare and plan a research project that will identify and prioritise the needs of residents participating in the New Cedar International Day.

The student’s role is to develop a plan of how they would undertake research to determine what is really needed to make this day a success. They must ensure the views and interests of the stakeholders are reflected in the research methodology. It is also important that the research uses a participatory model and accounts for cross-cultural as well as ethical issues.

Activities to support completion of Task 1

Activity 1: 
Introducing Research

Read: 
Handout 1
-
What is Research?


Handout 2
-
Research as a Community Services Activity


Handout 3
-
Research Rules


Handout 4
-
Action Research

Respond:
Part 1
-
Action Research


Part 2
-
The difference between Primary and Secondary Research

Reflect:
The learner reflects on their feelings about doing, and how research can improve their work.

Activity 2: 
Ethical, Cultural and Method Issues in Research

Read: 
Handout 5
-
Participatory Research


Handout 6
-
Cultural Issues in research


Handout 7
-
Community Consultation


Handout 8
-
Ethical Research


Handout 9
-
Research methods

Respond:
Part 1
-
Types of sub-cultural grouping and research to find out 


more about that grouping – includes forum


Part 2
-
Research Methods – includes forum


Part 3
-
Researching Ethically

Reflect:
The learner reflects on research and their own community, and some aspects of the national census.

Activity 3: 
Designing and Implementing a Research Plan

Read: 
Handout 10
-
Designing and implementing a research plan

.

Respond:
Part 1
-
Research Considerations


Part 2
-
Stages in the Research Process

Reflect:
The learner considers the consequences of conducting research in the incorrect order.

Activity 4: 
Social Surveys

Read: 
Handout 11
-
Descriptions of Surveys


Handout 12
-
Questionnaires

Respond:
Part 1
-
Introducing Social Surveys


Part 2
-
Defining Elements of Social Surveys


Part 3
-
Relevant Questions for a survey

Reflect:
The learner reflects upon a time when they participated in a survey.

Activity 5: 
Sampling

Read: 
Handout 13
-
Sampling

Respond:
Part 1
-
Identifying Sampling Frames


Part 2
-
Random Sampling

Reflect:
The learner imagines ethical issues concerning researchers accessing sampling frames, and problems that occur in using samples rather than a census of communities being studied.

Activity 6: 
Observations and Interview

Read: 
Handout 14
-
Observations


Handout 15
-
Interviews

Respond:
Part 1
-
Observation and interview


Part 2
-
Using the content from interviews

Reflect:
The learner reflects on the exercise in Respond (above), and whether research can better understanding of how people use public spaces. They also consider the ethics of observing people without them being aware of it.

Other Resources to support completion of Task 1

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· A list of ideas from the last meeting about the types of activity for the grand finale on the evening of Celebrating Diversity

· Statistical information about the ethnic diversity in New Cedar.

People Resources

A number of people from the planning committee can offer their points of view. These perspectives may be incorporated into the research plan.

· Athena - Greek Representative

· Soghra - Kurdish Representative

· Hamid - Iraq Representative

· Jody - New Cedar Historical Society

· Pierre - French Representative

· Sah Hoon - Vietnamese Representative

· Mario - Italian Representative

· Ling wan - Chinese Representative

· Jenny - New Cedar Aboriginal Land Council.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss the value of research, including various some benefits they have observed.

Teacher’s Role

Activity 2 has two forums in which learners contribute their thoughts about conducting research in various contexts. Teachers should monitor the discussion in these forums, as preconceptions about the various groups and organisations may be rife. Also interesting will be the forum for Activity 6, in which learners are required to observe members of the public and consider the ethics of conducting this type of research. Some may express discomfort.

Task 2: Conduct a Research Exercise

Outline

In this task learners analyse some research already undertaken on the topic of client complaints.

The student’s role is to write:

1. A short overview of the research.

2. An introduction explaining why the research needed to be conducted and what it was hoped the research would achieve.

3. A summary of the research findings.

4. Discussion of what the findings mean.

5. Recommendations - what the research tells us to do with the service.

Activities to support completion of Task 2

Activity 7: 
Using Other People's Research

Read: 
Handout 16
-
Using Other People's Research

Respond:
Part 1
-
A case study, in which the learner determines what went 


wrong with the research – includes forum


Part 2
-
Review a research findings document – includes forum

Reflect:
The learner reflects what they consider to be the qualities of a good research report, and posts these to the forum.

Activity 8: 
Reporting the Research Findings

Read: 
Handout 17
-
Organising and Analysing Information


Handout 18
-
Report the Finding of the Research

Respond:
Part 1
-
Different sections of a report


Part 2
-
Using charts and graphs to present information

Reflect:
The learner discusses presentation media, and what they would do to make sure a report was ignored!

Other Resources to support completion of Task 2:

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss the value of research, including various benefits they have observed.

Teacher’s role

Activity 7 contains three forums – one about some faulty research, one about reviewing an article, and one about the qualities of a good research report. Teachers should contribute their own observations to these forums as appropriate.
CHCP&R4A Develop and Implement Policy

Unit description

This Job is about developing and applying policy initiatives in the workplace. The development of policy involves research and consultation, testing draft policies through consultation and discussion, developing policy materials, proposals and implementation and evaluation plans, then implementing and reviewing as planned.

Elements of Competency

1. Research and consult with others to develop policies

· existing organisational, government and other policies relevant to the issue are evaluated to determine their currency and relevance for the organisation and its clients

· appropriate research and consultation which will contribute to policy development is undertaken and documented in accordance with organisational policies and procedures

· relevant stakeholders are consulted throughout the policy development process to ensure relevance and acceptance of the product

· appropriate mechanisms are provided to facilitate open constructive  discussion about policy issues and their possible resolution

· policies are developed which reflect the culture, values and objectives of the organisation

· resourcing implications of implementation and review mechanisms are included in policies.

2. Test draft policies

· an appropriate consultation plan is developed and implemented to test and review draft policies

· policy implementation issues including monitoring and evaluation processes are discussed with relevant personnel and the policy modified as appropriate

· changes to policies are notified to those affected in time to take remedial action.

3. Develop policy materials

· policy materials are prepared in a format and style to facilitate understanding and implementation of the policy

· policy proposals are developed which acknowledge a range of sources, interest groups and applications.

4. Implement and review policies

· a policy implementation plan is developed and followed to ensure maximum impact of new and revised policies

· strategies to ensure wide dissemination of policy information is developed and utilised

· evaluation plan is developed and implemented to ensure ongoing review of policies and maximum input from clients and stakeholders

· policies are reviewed in accordance with organisational policies and procedures

· policies relevant to the organisation’s operation are promoted in an appropriate manner utilising a range of strategies to key clients and stakeholders

· feedback received during marketing and promotion are utilised in the review of policies.

Job 7: Develop and Implement Policy


Task 1: Research and consult with others to develop policies

Outline

In this task learners identify the issues effecting the development of a new policy.

The student’s role is to:

1. Identify four conditions the CPCC would use to determine if it was appropriate for Domestic violence to be taken up as an issue for policy development.

2. Determine the political issues that will influence the development of this policy.

3. Discuss ways to facilitate open and constructive discussions on these policy issues.

4. Identify and explain the ethical issues that need to be considered in the development of a new policy.

5. Identify different methods to use to get the policy implemented.

Activities to support completion of Task 1

Activity 1: 
Introducing Networking

Read: 
Handout 1
-
An overview of Policy

Respond:
Part 1
-
Policies at the Carmen Poldis Community Centre


Part 2
-
Parts of a Policy Document


Part 3
-
Keeping Policies on Track

Part 4
-
Getting Policies Right


Part 5
-
The Eight Steps in the Policy Cycle

Reflect:
The learner considers what would happen to an organisation that did not have any policy, and how policies assist the work of a community service worker.

Activity 2: 
Balancing Political, Administrative and Process Needs 

Read: 
Handout 2
-
Hypothetical Case Study Development of a Carmen 


Poldis Community Centre Policy to meet the needs of 


Children “at risk”

Respond:
Part 1
-
Is policy making political in nature?


Part 2
-
Linking the political policy and administrative domains

Reflect:
The learner reflects the importance of balancing policy process, political considerations and administrative needs when developing effective policy.

Activity 3: 
Starting the Policy Cycle

Read: 
Handout 3
-
Starting the Policy Cycle

Respond:
True/False exercise about policy

Reflect:
The learner determines whether the Carmen Poldis Centre Policy Document adequately addresses the rights of the mentally ill.

Activity 4: 
The process of analysing policy.

Read: 
Handout 4
-
Policy Analysis


Handout 5
-
Policy Instruments

Respond:
Part 1
-
Identify the five steps in the policy making process


Part 2
-
Policy Instruments

Reflect:
The learner considers how policy analysis can assist in the development of effective policy, and how policy ideas can be turned into a reality.

Other Resources to support completion of Task 1

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· CPCC Policy and Procedures Manual

· The Policy manual provides clues about who needs to be consulted within the CPCC, and about current policy in this area.

· New Cedar Service Directory.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss: good processes, good policy; keeping the policy development process manageable; implementing the policy.

Teacher’s Role

There are no collaborative activities for this task. Some learners may be trying to develop policy in the real world. This can be overwhelming, especially for the first time and if done properly! They may need some support in the form of advice…and remind them to look in the tea room.

Task 2: Testing Policies

Outline

In this task learners consider the issues that must be addressed in order to effectively test the suitability of a new policy.

The learner’s role is to prepare a staff development session with overheads and handouts for staff that address a number of concerns.

Activities to support completion of Task 2

Activity 5: 
Consultation and Testing Draft Policies

Read: 
Handout 6
-
Consultation

Respond:
Draft a Consultation Plan – includes forum

Reflect:
The learner reflects upon why consultation is such an important part of the process of developing effective policy, why it needs to be planned in advance, and how it be used to test a draft policy.

Activity 6: 
Coordinating the Implementation of Policy

Read: 
Handout 7
-
Coordination

Respond:
Part 1
-
Develop policy that does not conflict with existing policy

Reflect:
The learner considers why the implications of policy need to be 


considered from three different perspective’s i.e. policy, 



administration and financial.

Other Resources to support completion of Task 2:

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

· CPCC Policy and Procedures Manual.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss: good processes, good policy; keeping the policy development process manageable; implementing the policy.

Teacher’s Role

Activity 5 requires learners to submit to the forum an HIV/AIDS policy plan. Although learners are not required to comment on each others’ plans it would be wise to be alert for discriminatory comments.

Task 3: Draft a Policy

Outline

In this task learners draft a new Policy for the Carmen Poldis Community Centre.

The learner’s role is to is to prepare a draft policy using the following format:

· Title

· Date policy ratified by the Management committee

· Policy statement

· Policy Scope

· Details of the policy

· Procedures for implementing the policy.

Activities to support completion of Task 3

Activity 7: 
Implementing Policies

Read: 
Handout 8
-
The Decision is made


Handout 9
-
Implementation

Respond:
Part 1
-
Policies at the Carmen Poldis Community Centre


Part 2
-
Parts of a policy document


Part 3
-
Keeping policies on track

Reflect:
The learner considers the processes that help to legitimise a policy, and why it is necessary to plan the implementation of a new policy.

Activity 8: 
Evaluating Policies

Read: 
Handout 10
-
Evaluation

Respond:
why organisations need to evaluate policy

Reflect:
The learner considers the consequences of not reviewing policies 


regularly.

Other Resources to support completion of Task 3:

Paper Resources

There are a range of resources in the filing cabinet. Of particular help will be:

1. CPCC Policy and Procedures Manual – includes examples of policy.

Partner Resources

The learner’s colleagues have their say in the Tea Room. They discuss: good processes, good policy; keeping the policy development process manageable; implementing the policy.

Teacher’s Role

Activity 5 requires learners to submit to the forum an HIV/AIDS policy plan. There are no collaborative activities for this task. Some learners may be trying to develop policy in the real world. This can be overwhelming, especially for the first time and if done properly! They may need some support in the form of advice…and remind them to look in the tea room.
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