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	[bookmark: _Toc160636539]Assessment Task 2: Client Rights and Responsibilities (Research project)


Task summary
Community service organisations (CSOs) are often dealing with some of society’s most vulnerable people. To ensure that every client is provided with the highest level of service, the majority of CSOs operate under the guidance of a set of client rights and responsibilities. In this project, you are asked to research client rights and responsibilities. You will also develop some information for clients on their rights and responsibilities.
Resources and equipment required to complete this task
Access to a computer, appropriate software, email and the Internet. 
Your RTO’s referencing/citation guide.
When and where should the task be completed?
Your assessor will either provide you with time in class or will set this as a homework task. 
Your assessor will provide you with the due date for this assessment.
What needs to be submitted?
Research report.
Reference list. 
Client group summary.
Rights and responsibilities information.
Instructions
Research tasks are designed to test your skills in accessing and analysing relevant information: Use the following tips to help you complete the task:
Review the task thoroughly before you get started and make sure that you understand what it is that you are required to do. If you have any questions, discuss them with your trainer or assessor.
Only use information from reliable sources. If you are unsure about how to assess the reliability of sources, discuss this with your trainer or assessor before you get started.
Rely on current information – as a general rule, sources should not be more than six years old.
Reference all sources of information according to your RTO’s referencing style guide. If you are unsure about how to reference your sources, discuss this with your trainer or assessor before you get started.
Remember that all of the work that you do must be your own.





	Part A


For the first part of this task, you will research the client rights and responsibilities policies of at least six CSOs. Write a report (400–600 words) that:
Compares the positives and negatives.
Discusses if there is anything in particular that stands out or which is common to all six policies 
Discusses what you believe has been done particularly well 
Discusses the sort of language used – what conclusions can you make about the readers of the information, is the information and format used appropriate?
You should ensure that your report is clearly written and uses non-discriminatory language.


	Part B


Think about a client group who you would like to work with in future.
Prepare some information about client rights and responsibilities for them. Remember to consider the age/ background of your client when developing your information. You may choose to create a poster, a handout, a digital story, a short video, a comic… it’s up to you to come up with the best and most appropriate way to communicate with the client group that you have selected.
Note: you will use this information in Assessment Task 4 (role plays).
When you have finished, write a short paragraph about your target group and why you chose the communication method you did.

































	[bookmark: _Toc158630155]Assessment Task 2: Client Rights and Responsibilities (research project)

	
	Yes
	No
	Comments

	Part A: Did the student submit a research report which compared the client rights and responsibilities policies of at least six CSOs and which:

	compared the positives and negatives, such as:
how referrals to other services are conducted
inclusivity guidelines for support workers
provision and availability of language interpreters?
	
	
	

	pointed out the commonalities between all six, such as:
focus on quality customer service
the client needs come first
support for safety and wellbeing of staff?
	
	
	

	highlighted elements of the policies which were done particularly well, such as: 
cultural considerations, languages spoken in the community
environmental spaces, what the clients see and experience
client follow up processes
community support groups
ongoing staff training?
	
	
	

	analysed the language used, such as:
clear
unambiguous
inclusive
references to other sources of information?
	
	
	

	Part B: Did the student develop and submit an information piece appropriate to their selected target audience, such as:
poster
handout
digital story
short video
comic?
	
	
	

	Did the student provide a summary of their target audience, such as:
at risk youth group
elderly
cognitive impairment
single parents
homeless
victims of domestic violence?
	
	
	

	
Please add any feedback to the student about this task on the Assessment Cover Sheet. Keep a copy of the completed Assessment Task Cover Sheet. 

	Please note any reasonable adjustments made for this task below.

	Assessment Task 2 Outcome:
	Satisfactory    	Not Satisfactory 
	Date:
	

	Trainer/assessor name:
	
	Trainer/assessor signature:
	




































	[bookmark: _Toc160636541]Assessment Task 3: Dealing With Challenging Behaviours (Research project)


Task summary
Community service organisations (CSOs) are often dealing with some of society’s most vulnerable people. This includes clients with complex needs which may combine drug and alcohol dependence, mental health issues, financial hardship, unemployment, interaction with the child protection system and many others. This can mean that, from time-to-time, as the first point of contact, you may be confronted with a client who is extremely angry, frustrated, aggressive and even violent. 
In this task, you will research strategies for dealing with aggressive behaviour and then you will develop a checklist for yourself to use if you feel that your personal safety is at risk.
Resources and equipment required to complete this task
Access to a computer, appropriate software, email and the Internet. 
Your RTOs referencing guide.
When and where should the task be completed?
Your assessor will either provide you with time in class or will set this as a homework task. 
Your assessor will provide you with the due date for this assessment.
What needs to be submitted?
Research report.
Reference list. 
Personal safety checklist.
Instructions
[bookmark: _Hlk494135297]Research tasks are designed to test your skills in accessing and analysing relevant information: Use the following tips to help you complete the task:
Review the task thoroughly before you get started and make sure that you understand what it is that you are required to do. If you have any questions, discuss them with your trainer or assessor.
Only use information from reliable sources. If you are unsure about how to assess the reliability of sources, discuss this with your trainer or assessor before you get started.
Rely on current information – as a general rule, sources should not be more than six years old.
Reference all sources of information according to your RTO’s referencing style guide. If you are unsure about how to reference your sources, discuss this with your trainer or assessor before you get started.
Remember that all of the work that you do must be your own.

	Part A


For the first part of this task, you will research strategies for dealing with aggressive clients. Write a brief summary (600–750 words) looking at the following:
What communication strategies can you use to de-escalate an aggressive client?
What are the signs to look for that a client might be becoming aggressive?
What strategies can you use to avoid further escalating a client?
What role does body language play?
When should you seek assistance and from whom?
You should ensure that your report is clearly written and uses non-discriminatory language.


	Part B


Develop a checklist or prompt sheet for yourself that you could use to help you identify and respond to situations where there is an issue of personal safety (your own, a client’s or perhaps someone else’s). 
Hint: Think about the information that you would like to have close at hand in that situation. 







	[bookmark: _Toc158630156]Assessment Task 3: Dealing With Challenging Behaviours (research project) 

	
	Yes
	No
	Comments

	1. Part A: Did the student submit a research report which:

	Summarised effective communication strategies for de-escalating an aggressive client, such as:
remaining calm
being polite
making eye contact
clear voice 
tell the client their rights
establishing boundaries.
	
	
	

	1. Explained signs to look for that a client may be becoming aggressive, such as:
raised voice
use of inappropriate language
threats of violence
accusations of racism.
	
	
	

	1. Outlined strategies for avoiding further escalation of a client, such as:
distance self from and danger
ensure others in the immediate vicinity are safe
seek the help of others.
	
	
	

	1. Explained the role of body language when dealing with aggressive clients, such as:
try to be on even level/height
don’t stand over a client
lean in slightly to show interest.
	
	
	

	1. Explained when to seek assistance and from whom, such as:
other services
other staff
mandatory reporting of suspected abuse
referral to eternal agencies.
	
	
	

	Part B: Did the student develop a prompt sheet or checklist which they could use to help identify and respond to situations where there is an issue of personal safety, such as:
policies
procedures
appropriate contacts, such as: internal phone numbers
specialist advice/support
calling for supervisor/manager
emergency services
 hospital
mental health crisis team
security.
 The checklist must reflect an understanding of the need to be prepared to respond to issues of personal safety and to seek assistance appropriately.
	
	
	

	
Please add any feedback to the student about this task on the Assessment Cover Sheet. Keep a copy of the completed Assessment Task Cover Sheet. 

	Please note any reasonable adjustments made for this task below.

	Assessment Task 3 Outcome:
	Satisfactory    	Not Satisfactory 
	Date:
	

	
	Trainer/assessor signature:
	































	[bookmark: _Toc494110835][bookmark: _Toc160636543]Assessment Task 4: Providing First Point of Contact (Role plays) 


[bookmark: _Hlk494135417]Task summary
For this task, you will be asked to participate in three role plays. In each of the three role plays you will be the first point of contact in a community service organisation.
When and where should the task be completed?
This task will be done in class time in a simulated work environment. 
Your assessor will provide you with the date of the role plays and a due date for the critical analysis.
What needs to be submitted?
Three completed intake forms
[bookmark: _Hlk494135545]What do I need to do if I get something wrong?
If your assessor identifies that you did not correctly or adequately demonstrate the skills and knowledge required of this task, you will be given feedback on areas for improvement. Your assessor will provide you with guidance as to whether you need to: 
redo the role play/s immediately after you have considered their feedback 
undertake further learning and redo the role play/s at a later date – your assessor will provide you with further details about this. 
Instructions
Practical tasks provide an opportunity for your assessor to observe you completing a task which asks you to apply the skills and knowledge you have acquired. Use the following tips to help you complete the activity:
Review the task thoroughly before you get started and make sure that you understand what it is that you are required to do. If you have any questions, discuss them with your assessor.
Consider OHS and always work safely.
When being observed by your assessor, clearly demonstrate your skills. Read the instructions below so you know what your assessor is expecting to see.
Print out three copies of the Intake Form in preparation for the role play.
In each role play your assessor will play the role of the client. One of your classmates will play the role of a workplace supervisor, who you can call if you need.
As the first point of contact, you will have a number of tasks:
To welcome the client to the organisation (called Crestvale Community Care) and introduce yourself.
To gather identifying information from the client in order to complete the intake form included below.
To use the information that you developed in Assessment 2 to explain the client’s rights and responsibilities to them.
To identify the urgency of the client’s need.
To refer clients to other agencies as appropriate.


Your assessor will be looking to see that you can:
1. greet the client in a pleasant and respectful way
2. use effective listening skills
3. respond appropriately to diverse people and varying behaviour 
4. gather identifying information from the client
5. explain rights and responsibilities of the client
6. discuss purpose for seeking help with the service 
7. referred any concerns or problems to a supervisor
8. identify urgency and nature of need 
9. finalise the discussion with the client
10. submit a completed client intake form.


	[bookmark: _Hlk220061180]CRESTVALE COMMUNITY CARE – INTAKE FORM

	Client name:
	Date:

	Address:

	
	State:

	Suburb:
	Postcode:

	Phone:
	Mobile:

	Intake form completed by:

	Translator required?        Yes            No    Details:

	Reason for accessing service?  
financial counselling (make appointment)
general counselling (make appointment or refer)
crisis housing (refer)
refugee services (make appointment or refer)
drug and alcohol counselling (make appointment or refer)
mental health services (make appointment or refer)
disability support (make appointment or refer)
*Note: for clients in urgent need (or who you suspect may be in urgent need), refer immediately to a supervisor or case worker for further assessment.

	Priority:            Appointment made             Immediate referral 
	Referred to:

	Rights and responsibilities information provided/explained?






	Assessment Task 4: Providing First Point of Contact (Role plays)

	Did the student demonstrate the required level of competence for each of the following points?
	RP 1
	RP 2
	RP 3
	Comments

	Greet the client in a pleasant and respectful way:
smile
make eye contact
speak in a warm, welcoming way to the business
introduce themselves by name
show genuine interest in the clients’ presence.
	
	
	
	

	Use effective listening skills:
allowing the client to say what they need to say without interrupting them
giving full attention, not getting distracted
asking clarifying and follow up questions
paraphrasing what has been said to confirm understanding.
	
	
	
	

	Respond appropriately to diverse people and varying behaviour:
used clear, non-discriminatory language such as selecting words carefully, speaking clearly, avoiding industry jargon as well as the use of Australian idioms
considered the cultural needs of the client such as asking for their communication preferences, or maintaining eye contact if culturally appropriate, using technology to translate, arranging for a translator to be present
considered the language and literacy needs of the client
confirmed that the client understood the information that they had received
remained calm
listen to the client concerns
avoid arguing
establish boundaries, abuse and aggressive behaviour is not acceptable
aim to negotiate a resolution.
	
	
	
	

	Gather identifying information from the client:
use the intake form to record information whilst speaking with the client
explained the rationale for collecting personal information
uphold rights of the client and explain that information is kept confidential.
	
	
	
	

	Explain rights and responsibilities of the client:
used the rights and responsibilities information developed in Assessment 2 to explain the client’s rights and responsibilities to them
explain next steps
take the time to confirm understanding with the client.
	
	
	
	

	Discuss purpose for seeking help with the service:
aim to ascertain what the client needs
provide client with service information in line with their needs
provide client with current, relevant and culturally appropriate service information.
	
	
	
	

	Referred any concerns or problems to a supervisor:
identify issues of personal safety for self, clients and others
respond to issues of personal safety for self, clients and others
recognise situations beyond the scope of role and seek assistance.
	
	
	
	

	Identify urgency and nature of need:
prioritise urgency of the matter 
assist clients to contact other agencies
provide support with accessing other services as appropriate.
	
	
	
	

	Finalise the discussion with the client:
ask the client if needs have been met
provide further assistance as determined.
	
	
	
	

	Submitted a completed client intake form:
information on the form is accurate
information of the form is legible 
information is in line with the conversation held with the client.
	
	
	
	

	
Please add any feedback to the student about this task on the Assessment Cover Sheet. Keep a copy of the completed Assessment Task Cover Sheet. 

	Please note any reasonable adjustments made for this task below.

	Assessment Task 4 Outcome:
	Satisfactory    	Not Satisfactory 
	Date:
	

	Trainer/assessor name:
	
	Trainer/assessor signature:
	




	Assessment Tasks
	Task Outcome

	
	Satisfactory (S)
Not satisfactory (NS)
	Date
	Assessor initials

	Assessment Task 1: Written Questions 
	
	
	

	Assessment Task 2: Client Rights and Responsibilities (Research Project)
	
	
	

	Assessment Task 3: Dealing With Challenging Behaviours (Research Project)
	
	
	

	Assessment Task 4: Providing the First Point of Contact (Role Plays)
	
	
	

	Final Assessment Results
	Result (C/NYC)
	Date

	CHCCOM001 Provide first point of contact
	
	

	Student name:

	Assessor name:

	Assessor signature:
	Date:   	    /       /
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