Unit number – Interpersonal and Written Communication 2

LEVEL 2 – Communicate Information in Familiar Contexts.

Unit Overview

Have the ability to communicate verbally and in written format, using language and terminology appropriate to the audience. 
How can I demonstrate knowledge?

	A competent person will
	Possible sources of evidence

	· Know relevant uses of interpersonal and written communication techniques.

· Interpersonal:

Active listening (i.e. summarising, paraphrasing, body language);

Listening barriers (e.g. background noise, distractions, lack of concentration);

Types of question (e.g. open, closed and probing).

· Written:

Business or Technical Terminology; 

Format and style for different communication channels (e.g. letter, memo, e-mail and fax).


	Knowledge of how to establish rapport with individuals, how to compose written material and how to interact successful with individuals and groups. This can be shown through the content of your work-produced evidence, as well as by personal statement and/or answers to questions. 

Records of professional discussion with your assessor may also be provided. 




How can I satisfy the skills and techniques?

	A competent person can
	Possible sources of evidence

	· Send and receive familiar information by communicating interpersonally in familiar work situations:

· Modulating voice when speaking to suit the listener or audience;

· Articulating and expressing ideas clearly and concisely; 

· Listening actively (e.g. by taking notes);

· Clarifying and confirming understanding (e.g. by paraphrasing or repetition);

· Responding to question with accurate information;

· Ensuring content is appropriate to the needs of the audience;

· Identifying and avoiding listening barriers;

· Maintaining focus on the purpose of the communication.

· Send and receive familiar information by communicating in writing using relevant formats:

· Using and understanding appropriate business or technical terminology;


	Workplace expert witness testimony by someone who has knowledge of your work activities. 

Assessor observation of you carrying out customer care procedures. 

Documentary evidence recording actions taken.


Continued

	A competent person can
	Possible sources of evidence

	· Ensuring content, format and style are appropriate to the audience and channel (e.g. letter, memo, fax, e-mail, web chat);

· Structuring writing in a logical framework; 

· Convey ideas and information in a clear and concise manner;

· Identify relevant information in written communications;

· Review or proof reading written work.


	


Evidence Requirements 

To demonstrate your competence you will be required to complete at least 2 Comprehensive tasks covering the listed skills, related Interpersonal and Written Communication.
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