Unit number – Interpersonal and Written Communication 3

LEVEL 3 – Communicate Complex information in a range of 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:

How to adapt style (e.g. intonation, inflexion, business or technical terminology and vocabulary) to audience needs;
How to reduce listening barriers; 

Cultural differences.
· Written:

Structuring written material (e.g. paragraphs, headings, vocabulary, sentence length, etc) to meet audience needs.


	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 complex information by communicating interpersonally:

· Selecting appropriate communications styles;

· Adapting terminology and vocabulary to meet the needs of the audience;

· Reducing barriers to listening;

· Differentiating between facts and feelings.

· Send and receive complex information by communicating in writing:

· Developing messages that convey alternative viewpoints;

· Extracting key messages from written correspondence;

· Reviewing and editing documents created by others.

· Provide guidance to immediate colleagues on how to communicate information


	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.


Evidence Requirements 

To demonstrate your competence you will be required to complete at least 3 Substantial and complex tasks covering the listed skills, related Interpersonal and Written Communication.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                              
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