
\ 

  

Learner Resource 

BSBCMM211 
Apply communication skills 



Learner Resource 

 

2 
BSBCMM211 Apply communication skills (Release 1) 
Learner Resource Produced 27 November 2020 
© Precision Group (Australia) 

 
 

Precision Group (Australia) 
Level 13, 269 Wickham St, Fortitude Valley 4006 
Email: info@precisiongroup.com.au 
Website: www.precisiongroup.com.au 
 
© 2020 Precision Group (Australia) 
 
BSBCMM211 - Apply communication skills (Release 1) 

Overseas Student Information 

If you are an overseas student and you have a problem 
with your school or college that you haven’t been able to 
fix, the Overseas Students Ombudsman might be able to 
help. The Ombudsman is a free complaint investigation 
service, available to people on student visas who are 
studying with private providers. You can read more about 
what the Ombudsman does, or make a complaint online, 
by visiting www.ombudsman.gov.au. 

 

Copying for Educational Purposes 

The Australian Copyright Act 1968 allows 10% of this 
resource to be copied by any educational institute for 
educational purposes, provided that the institute (or the 
body that administers it) has given a remuneration notice 
to the Copyright Agency Limited (CAL) under the Act. For 
more information, email info@copyright.com.au or visit 
www.copyright.com.au for other contact details. 

 

Copyright Notice 

No part of this resource may be reproduced in any form 
or by any means, electronic or mechanical, including 
photocopying or recording, or by an information retrieval 
system without written permission from Precision Group 
(Australia). Legal action may be taken against any person 
who infringes their copyright through unauthorised 
copying. 

These terms are subject to the conditions prescribed 
under the Australian Copyright Act 1968. 

Disclaimer 

Precision Group (Australia) has made a great effort to 
ensure that this material is free from error or omissions. 
However, you should conduct your own enquiries and 
seek professional advice before relying on any fact, 
statement or matter contained in this document. 
Precision Group (Australia) is not responsible for any 
injury, loss or damage as a result of resource included or 
omitted from this material. Information in this course 
material is current at the time of publication. 
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About the Business Services Training Package 

 

The BSB Business Services Training Package covers a diverse range of industries and occupations. 
Business Services covers a range of cross-industry functions and services supporting the commercial 
activities of all industries. 

 

Defining Qualifications 
When units of competency are grouped into combinations that meet workplace roles, they are called 
qualifications. These qualifications are aligned to the Australian Qualifications Framework (AQF). Each 
qualification will have ’packaging rules’ which establish the number of core units, number and source 
of elective units and overall requirements for delivering the qualification. 

 

Delivery and Assessment of Qualifications 
RTOs must have the qualifications (or specific units of competency) on their scope to deliver nationally 
recognised training and assessment. RTOs are governed by and must comply with the requirements 
established by applicable national frameworks and standards. RTOs must ensure that training and 
assessment complies with the relevant standards. 

  



Learner Resource 

 

BSBCMM211 Apply communication skills (Release 1) 
Learner Resource Produced 27 November 2020 

© Precision Group (Australia) 
7 

 

Qualification Training Pathways 
A pathway is the route or course of action taken to get to a destination. A training pathway is the 
learning required to attain the competencies to achieve career goals. Everyone has different needs 
and goals, and therefore requires a personalised and individual training pathway. 

 

Foundation Skills 
Foundation Skills are the non-technical skills that support the individual’s participation in the 
workplace, in the community and in education and training. 

 

Australian Core Skills Framework (ACSF) 
This Assessment meets the five ACSF core skills as described in the Foundation Skills mapping. 
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About this Unit of Competency 

 

BSBCMM211 - Apply communication skills 

This unit standard BSBCMM211 Apply Communication Skills covers the skills and knowledge required 
to develop basic communication skills in the workplace, including identifying, gathering, and 
conveying information along with completing assigned written information. 

This unit applies to those working under direct supervision who are developing basic skills and 
knowledge of workplace communication in preparation for working in a broad range of settings. 

This Learner Resource is broken up into three elements. These include: 

1. Identify communication requirements 

2. Communicate using verbal and non-verbal communication skills 

3. Draft written communications 

At the end of this training, you will be asked to complete an assessment pack for this unit of 
competency. You will need to access a supervisor, a manager, or your assessor who can observe you 
perform project or workplace tasks and verify your competency or performance. 

On competent completion of the assessment, you must have demonstrated skills and knowledge 
required to develop basic communication skills in the workplace, including identifying, gathering, and 
conveying information along with completing assigned written information.  
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Chapter 1: Identify Communication Requirements 

 

Identifying the communication requirements for your workplace will look different in each 
organisation. It is important to identify these for your work role so that you are able to perform in 
your role effectively. 

This chapter will guide you through how to identify your work tasks, the communication channels in 
your organisation, and the relevant stakeholders who you will likely be communicating with.  

You will also learn about the different types of communication methods and how and why it is 
important to seek advice from your supervisors on these communication methods for your work tasks.  
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1.1 Identify Work Task 

Work tasks are the duties that you perform in a job role.  

 

1.1.1 Factors that Affect Work Tasks 

 

Work tasks will vary between workplaces and industries and will depend on a few different 
factors, including: 

 

In smaller businesses, each employee may perform multiple roles so their work tasks would be 
varied and greater in quantity, whereas larger companies with many employees would have 
specific job roles that may limit the number of different tasks that each employee needs to 
perform.   

The type of 
workplace that you 

work in

The type of  
industry that you 

work in

Your job role within 
that workplace

Time of day/ 
month/year
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1.1.2 Work Tasks Relevant to Communication 

Work tasks related to communication in the workplace may include: 

 

 

1.1.3 Identifying Work Tasks 

 

How do you identify your work tasks for your role within the workplace? There are a number of 
ways you will be able to do this, including: 

 at orientation when you commence employment 

 reading your job description document 

 through on-the-job training  

sending an email

participating in a meeting

answering calls

sending a letter
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1.2 Identify Communication Channels in the Organisation 

Communication is the process of imparting information, facts, ideas, feelings, and courses of action 
through messages. This may take the form of written words, spoken words, or even gestures. 
Communication begins, but it never ends. Each time a person communicates, another person 
responds with facts, feelings, ideas, or attitudes. It is not sufficient to know what you want to say and 
to simply say it. Effective communication involves the other person in acquiring a full understanding 
of the issues. 

In any communication transaction, whether it is oral, written, or visual, there must be: 

 A sender – This is the person who initiates the message. 

 A message – This is the information or idea that is to be conveyed. 

 A receiver – This is the person who receives the message from the sender. 

 Feedback – This is the information a receiver gives back to the sender. 

Communication channels are the medium through which senders transmit messages to receivers. 
Types of communication channels may include: 

 

  

Face-to-face

Electronic

Written information, instructions, or procedures

Broadcast media
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Here is a closer look at each of these communication channels. 

  

Some important things to remember about communication channels are: 

 They must adhere to organisational requirements 

 They must be suitable for the task 

 You must confirm the use of communication channels with your supervisor for each task, as 
they may be different for different tasks. 

  

• This channel is when direct contact is required to send or receive a message. It can 
be used with customers, colleagues, supervisors, managers, trainers, assessors, and 
mentors.

Face-to-face (e.g. team meeting)

• This channel is when direct face-to-face contact is either not required or not 
possible to send or receive a message from the business. It can also be used with 
advertising the business, contacting customers of the business, and communicating 
with colleagues, supervisors, managers, trainers, and assessors.

Electronic (e.g. email)

•This channel is best used to assist employees in completing tasks by following 
written procedures, instructions, or rules and to provide information to employees 
or customers of the business.

Written information (e.g. instructions or procedures)

• Broadcast media is a way of communicating to the general public through television 
and radio. This communication channel is best used for marketing campaigns and 
advertising business.

Broadcast media (e.g. TV and radio)
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1.3 Identify Relevant Stakeholders 

 

Stakeholders are the people involved in the business. Stakeholders can be both internal and external. 
An internal stakeholder is someone directly involved within the business, such as the supervisor or 
employee. An external stakeholder, on the other hand, is someone who uses the business such as a 
customer.  

Examples of stakeholders include:  

 

Relevant stakeholders are the people within your workplace that you need to communicate with when 
performing tasks within your job role. Each task may have different people that you need to 
communicate with, so you will need to identify the relevant stakeholders to determine the 
appropriate communication channel for that task. You will also need to understand the method and 
format of the communication channel. These will be discussed in further chapters.  

How do you identify the relevant stakeholders in your workplace? 

There are a number of ways you will be able to do this, including: 

 at orientation when you commence employment 

 verbal instructions from your mentor, supervisor, or manager 

 through on-the-job training  

Colleagues Supervisors / 
Managers Customers Trainers Assessors Mentors
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Activity 1 
Identify at least three of the six hidden stakeholders in the word search below. 
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1.4 Seek Advice from Supervisor on Communication Methods 

Communication methods are essentially the different ways through which you send messages to 
others. It is through these methods that you make use of different communication channels. They 
include: 

 Written communication 

This method is an essential part of workplace communication. It is generally the most formal 
method of communication, preferred because of the exactness it provides. The cons of this 
method are that it is time-consuming, and some things may be lost in translation once your 
receiver reads the message. However, it provides you with a record of your interaction which 
is useful, especially when it comes to complex information. To avoid miscommunication, you 
must make good use of words when you communicate in writing. 

 Verbal communication 

Also known as oral communication, this method involves engaging in conversations with 
others. Often done in person, this method allows you to take in and give out more information 
in less time. It is also easier to determine if you are being understood when communicating 
verbally, so it is ideal when you need an immediate reply. However, verbal communication 
relies on one’s ability to retain as much information as they can. Sometimes, this leads to 
information overload. It is important to engage in active listening and confirm that you and 
those you communicate with are on the same page so that you can avoid this. 

 Non-verbal communication 

This method refers to the cues that accompany verbal communication. The way you say things 
and the body language you display as you communicate say just as much, if not more than the 
language you use. These can inform those you communicate with about your level of 
understanding, mood, etc. However, others may misread your non-verbal cues. To avoid this, 
you need to pay equal attention to both verbal and non-verbal signals – the two work hand in 
hand. 

Below are some examples of when different communication methods are used in the workplace. 

 

Usually, you will be informed during your orientation and training as to which communication method 
you will be required to use when performing your job.   

Written

Instructions

Procedures

Verbal

Meetings

Phone calls

Non-Verbal
Hand gestures such as 

waving or shaking hands

Nodding your head to 
acknowledge a customer
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However, if you are unsure or have not already been given this information, you should seek advice 
from your supervisor on the most appropriate communication method when communicating with 
relevant personnel or completing your tasks. Tips in doing so include: 

 Prepare beforehand 

As with anything, it is best to have a plan of action before seeking advice. This will help you be 
less anxious and also save time. Know exactly what you want to ask by preparing. Ensure to 
ask questions that are relevant to the topic at hand. Things you need to consider include: 

 

 Seek advice at the right time 

It is important that you seek advice at the right time. If possible, schedule it beforehand so 
your supervisor can also prepare. Another consideration is the timing – do not delay seeking 
advice. If you need advice for a communication engagement next week, do not wait until the 
day before the engagement to seek advice. 

 Engage in active listening 

You need to be sure that you understand the advice you receive. Pay full attention to what 
your supervisor says and make an effort to ask questions and seek clarification when you are 
not sure you understand some points they give. You can also repeat what you have heard to 
confirm that it is indeed correct. They are there to help you, but you need to help yourself, 
too. Use non-verbal cues like nodding your head to let your supervisor know that you are 
listening and you understand what they are saying. 

 Communicate appropriately 

As you seek advice, you will have to ask questions and respond to questions as well. As you 
do, remember to follow conventions in communicating. Use the appropriate language; 
remember to follow grammar rules and avoid discriminatory language. Use the appropriate 
tone; be courteous and provide emphasis and stress on your key points. Pronounce your 
words well and supplement your speech with the appropriate non-verbal signs. 

 Record the advice you receive 

Lastly, it is important that you have a record of the advice you receive so that you can refer to 
this later on if you need to. Note key points and, if possible, any action points and steps you 
can take to apply these.  

What kind of information will you communicate?

Who will you communicate with?

How much time do you have to communicate?

Are there any other factors to consider (e.g. logistics)?
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Activity 2 
1. On what occasions would your organisation communicate with you orally? 

 

i.        

ii.       

iii.       

 

2. For each of the following activities, select the most appropriate method of 
communication: 

i. asking a colleague who works next to you a question 

ii. communicating an order to a supplier  

 

i.       

ii.       

 

3. Who are the stakeholders that you would likely be communicating with in your 
workplace? 

 

i.       

ii.       

iii.       
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Notes 
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Key Points: Chapter 1 

• Communication is the process of imparting information, facts, ideas, feelings, and 
courses of action through messages. This may take the form of written words, 
spoken words, or even gestures. 

• Communication involves a sender sending a message to a receiver, which the 
receiver responds to.  

• You can identify the work tasks for your job role through orientation, training on 
the job, and your job description document. 

• Communication channels will vary for different tasks. 

• Communication channels are used to communicate with customers, employees, 
the general public, and for marketing and advertising. 

• Stakeholders may include customers, supervisors, managers, trainers, assessors 
and mentors. 

• When deciding what method of communication to use, you should think about 
who you are communicating with, why you are communicating, if a record is 
required, and how quickly a response is needed. 
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Chapter 1 – ‘True’ or ‘False’ Quiz 

Tick ‘True’ if the statement is correct, and ‘False’ if not. True False 

 Communication involves a sender, receiver, message, and feedback.   

 
Stakeholders are the people involved in the business, and you must 
communicate with them.  

  

 Verbal communication is usually preferred when exactness is required.    

 Communication channels are the same for every work task.   

 Verbal communication allows for an immediate reply.    

 Stakeholders are another name for the owners of the business.   

 
You should always seek advice from your supervisor on communication 
methods for work tasks. 
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Chapter 2: Communicate Using Verbal and Non-Verbal 
Communication Skills 

 

Learning how to communicate effectively is an essential skill in any employment situation, as well as 
an essential skill in your personal life. 

This chapter will prepare you for verbal communication and non-verbal communication. It will assist 
you in understanding the elements that make up verbal communication and how to plan for effective 
verbal communication. You will also learn about the different types of non-verbal communication and 
how these are used in everyday life as well as in the workplace.  

Lastly, the final section of this chapter will discuss the importance of seeking and responding to 
feedback on your communication skills.  
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2.1 Plan Verbal Communication 

Planning verbal communication allows you 
to ensure you will deliver your message 
well so that the person receiving it will 
understand your message the way in which 
you intended. 

Not all verbal communication needs a plan. 
Informal discussions in the workplace with 
colleagues or customers may not 
necessarily need to be planned; however, if 
you are planning to address a large group 
of colleagues or customers, hold a meeting, 
or speak with your manager, planning first 
will ensure your best chance of success in 
delivering your message. 

 

A basic planning process should include the following: 

 The topic – What will you be discussing? 

This will be the main reason for the communication.  

 How you will begin – What will you start the conversation with? 

It is best to begin your communication with something positive, especially if you have an issue, 
concern, or negative feedback. Then approach the issue, concern, or negative feedback, this 
softens the delivery of your message and reduces any tension. 

 How you will end – How do you want the conversation to end? 

As with the beginning of your communication, you should always try to end on a positive note. 
This will show your supervisor that you have a positive attitude but also need to address any 
issues or concerns.   

 Any questions you will ask – What answers do you need from the communication? 

Make sure the questions are on topic and to the point. 

 An expected outcome from the communication – What do you want to achieve from the 
conversation? 

Have an outcome in mind with the view that this is your desired outcome. It does not 
necessarily mean that it will be the actual outcome.   
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2.2 Use Verbal Communication to Communicate with Stakeholders 

What you say and how you say it will greatly affect whether or not the receiver understands your 
message the way you want them to. When you use verbal communication, you have to learn to use 
the following in the appropriate manner: 

 Language  

In Australia, the main language used is English. Given this, it is important to use appropriate 
English words when speaking. Avoid using jargon or slang at all times. You must consider the 
level of formality in the language that you use to communicate verbally. This will depend on 
who you are speaking with and the topic you are discussing. 

 Tone 

The way in which you speak will either create interest in what you are saying or cause the 
listener to lose interest.  

The use of a sarcastic tone could make the receiver react in a negative way and is not usually 
appropriate for the workplace. Meanwhile, the use of a monotone voice could make the 
listener lose interest in what you are saying. 

 Volume 

Volume refers to the level of your speech. Speaking in an appropriate volume level shows 
confidence and attitude in verbal communication. 

Below are some examples of the use of verbal communication with stakeholders in the workplace. 

Language Tone Volume 

- Using casual or informal 
language when 
communicating with your 
colleagues. 

- Using formal language 
during a meeting with your 
supervisor. 

- Using an assertive and 
confident tone when asking a 
question to your supervisor. 

- Using a neutral voice when 
delivering a report on project 
delays and issues. 

- Whispering a question to 
your colleague during a 
meeting to avoid disruption. 

- Speaking louder than usual to 
get the attention of a 
colleague who seems to not be 
paying attention during a 
consultation. 
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2.2.1 Communication Styles  

A valuable aspect of communication that you must understand involves style. Communication 
style is the unique way through which each person interacts with others. It reflects the overall 
approach a person would have in communicating with others. 

There are four basic communication styles. These are: 

 

 Passive Communication Style 

People who demonstrate a passive communication style often avoid expressing their 
feelings and/or opinions even though it fails to promote their needs and rights. They 
are indirect in their communication. They are likely to silently listen and speak very 
little, allowing others to interrupt them when they try to speak. They also allow others 
to make decisions for them. When they do speak up, they tend to be apologetic even 
when they have not done anything wrong. Passive communicators value the feelings of 
those they communicate with more than their own. 

 Aggressive Communication Style 

People who demonstrate an aggressive communication style often express their 
feelings and/or opinions to promote their own needs even though it violates the rights 
of others. They are very direct in communication - perhaps, a little too direct. They are 
likely to start fights due to their way of speaking, which is marked by excessive 
directness, honesty and expressiveness. They also speak in a voice that is loud and 
demanding. They tend to interrupt others when they try to speak, talk more than they 
listen, and dominate conversations. This is because they value their rights over that of 
everyone else.  

  

Passive Aggresive Passive-
Aggressive Assertive
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 Passive-Aggressive Communication Style 

People who demonstrate a passive-aggressive communication style don’t express their 
feelings and/or opinions outright but do so in subtle and indirect ways, resulting in a 
failure to promote their own needs and the violation of the rights of others. People who 
use this style are indirect but also expressive. Like those who use the passive 
communication style, they tend to keep to themselves. However, like aggressive 
communicators, they are highly concerned with themselves, refusing to fully 
acknowledge their true feelings. For instance, if they are angry, they tend to be in denial 
about it. They also use sarcasm to mask their true intentions. In conversations, they 
usually begin with being silent but end up rudely stating their true thoughts and 
opinions without thinking about how others feel. 

 Assertive Communication Style 

People who demonstrate an assertive communication style directly express their 
feelings and/ opinions in a way that is considerate of those they are communicating 
with. They promote and show equal concern for their needs while still respecting the 
rights of others. People who communicate assertively are appropriately direct and 
honest. They can express their disagreement with others respectfully and state their 
true needs and wants clearly. They speak with confidence, but not to the point that 
they speak over or ignore others. They display high empathy towards those they 
communicate with. 
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2.2.2 Presentation 

Another aspect of communication that you must know about is presentation. Presentations are 
a key part of workplace operations. There is a lot of information that you will need to present, 
and you must ensure that you do so effectively. 

This means presenting information: 

 Briefly – Keep your presentation short and simple. Do not waste the time of your 
audience. 

 Clearly – Use simple and precise language. The audience needs to understand your 
presentation.  

 Persuasively – You have to be convincing. The audience needs to believe your 
presentation. 

There are different presentation styles you can make use of in the workplace. These include: 

 

The general format that you follow for your presentations is: 

 Introduction 

You will try to get the audience’s attention and interest at the start. You will also 
introduce the topic you will be discussing. 

 Body 

This is the heart of your presentation. Here, you will discuss the topic in depth.  

 Conclusion 

To wrap up your presentation, you will summarise everything that you have discussed. 
You will also highlight the key points in your presentation. 

 Forum 

To ensure that your audience has understood your presentation, you will not simply 
end things with your conclusion. You will welcome questions from your audience and 
answer these. This step will help ensure understanding.  

Instructive
Delivers complex and/or 

technical information

Storytelling
Presents stories and 

anecdotes

Freeform
Uses an impromptu style 

of presentation

Visual
Makes use of visual aids
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2.3 Use Non-Verbal Behaviour to Communicate with Stakeholders 

 

Non-verbal communication is the way you use your body language to express your feelings or 
emotions. Think about the following examples: 

 

Non-verbal communication is an essential part of communicating with anyone. It is the way in which 
you can communicate with people who are hearing impaired or who may not speak English. It also 
provides the receiver with an idea of how the communication is going to flow. For example, if you say 
hello but have a frown on your face, the person who you are speaking with may be confused with the 
interaction or think that you are cranky or that they are in trouble. However, if you were smiling when 
you say hello, you are likely to get the same response back. The message is being delivered clearly. 

  

If someone you are 
talking to smiles, you 
know they are happy

Nodding your head 
says ‘yes’

Shaking your head 
means ‘no’

Waving your hand is 
a way of saying 

‘hello’ or ‘goodbye’
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There are different kinds of non-verbal communication, including the following: 

Gestures 

These are significant movements of the body, usually accompanied by the message in order to 
express a feeling about the message. Gestures include: 

 

The gestures that accompany a message and the behaviour of the participants in the 
communication play vital parts in the process.  

Remember, actions will often speak louder than words! 

 

Facial Expressions 

 

In the communication process, the context of what the other person says may be significantly 
influenced according to whether the facial expression is open, friendly, guarded, or hostile. A facial 
expression can contradict or elaborate on the meaning of the spoken word.  

moving the whole body

shrugging your shoulders

waving your arms
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Body language 

Body language usually refers to the unconscious movement of the body. These include: 

 

These movements all give an indication of the person’s comfort, interest or disinterest, or 
understanding. The non-verbal communication that you express can be either positive or 
negative. 

 Positive body language 

When passing on information in a face-to-face manner, it is best to use body language 
that is polite and friendly. This is also known as positive body language. This type of body 
language helps facilitate understanding between the two parties. Some of the types of 
body language that you might utilise are: 

 

 Negative body language 

There is much difficulty in communication between cultures, and nowhere is this more 
evident than when examining non-verbal communication. A gesture seen as being polite 
in Australia may well offend individuals from other cultures. Some gestures are 
completely different between cultures. For example, in Australia, it is generally good 
manners to make eye contact with people that you are talking to. However, in many Asian 
cultures, direct and sustained eye contact is seen as a challenge or threat.  

shifting in one’s seat uncomfortably

making eye contact

fidgeting

dropping your head

holding your head high

puffing your chest out

keeping eye 
contact smiling

staying an 
appropriate 

distance away

facing the person 
you are talking to
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Activity 3 
Unjumble the letters inside the boxes to make meaningful words. After this, match each 
phrase with the statement which best describes it. 

  

 

Unjumbled Word Description 

      Doing this with your head says ‘yes.’ 

      Doing this with your hand is a way of saying ‘hello’ or ‘goodbye.’ 

      These are usually a significant movement of the body. 

      This is one example of body language. 

      Body language that is polite and friendly is also known as this. 

  

defggiint eegrsstu ddginno

eiiopstv agnivw
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2.4 Seek and Respond to Feedback on Communication 

Feedback is the means by which you know if you have successfully communicated – whether your 
message has been received and whether it has been received in the way you intended it. 

 

2.4.1 Seeking Feedback on Communication  

Seeking feedback on your communication can be as simple as asking the person you are 
speaking to, ‘Does that make sense?’ or as formal as setting up a meeting and giving out 
evaluation forms.  

It is important that you do this so that you know how well you were able to engage in the act – 
or in other words, how well you communicated.  

You might ask the receiver whom you are speaking with, or you may ask someone who is 
observing your communication delivery. You can ask feedback from: 

 

The process of seeking feedback is quite similar to that of asking for advice, which was 
previously outlined in section 1.4. Specific guidelines you must take note of include: 

 Ask the right questions 

You should know the specific questions you will be asking. These should be 
contextualised to the communication activity and should look into different aspects of 
the engagement. Guide questions to consider include: 

  

supervisor colleague mentor trainer assessor

How difficult or complex is the topic being discussed?

Were there any distractions or external factors that could have 
affected the communication act?

How did you overcome any difficulties encountered?

How well did the receiver understand what was being 
communicated?

How appropriate was your use of non-verbal language?

How appropriate was your use of verbal language?
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 Seek feedback at the right time 

Effective feedback is timely. As a general rule, this means that feedback is sought during 
or right after the communication activity. This is because the matters being discussed 
would still be fresh in the mind of those you are communicating with or those observing 
your delivery. It is only acceptable to delay seeking feedback if the exchange involved 
any conflict or heightened emotions. 

For example, if you and the person you are communicating with get into a heated 
argument during your conversation, it may not be ideal to seek feedback right there 
and then. Let the negative feelings subside and allow everyone to calm down. You can 
seek feedback the day after. 

 Practise active listening 

Just as you want your receiver to actively listen to you while you speak, so must you 
actively listen to them when they provide feedback. Doing so means giving them your 
full attention and understanding what they are saying. This can be done by: 

 

 Document the feedback 

Finally, you may find it important to document the feedback you receive. This is 
especially true when the feedback comes from an observer. Doing so will give you keep 
a record that you can refer to as you attempt to improve your communication skills 
later on.  

Using non-verbal cues like nodding your head and maintaining eye contact

Repeating what they have said and confirming that this is correct

Summarising key points and confirming that this is correct

Asking follow-up questions
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2.4.2 Responding to Feedback on Communication 

Responding to feedback on your communication is an important skill to master in making you 
a better listener, speaker, and overall communicator. 

Below is a four-step process when responding to feedback on your communication. 

 

1. Receive 

In line with the guidance in seeking feedback, try to really listen to the person 
providing feedback. You must be open to accepting the feedback being provided. 
This means withholding any biases or ill feelings that can keep you from fully 
understanding the feedback. Additionally, you can do this by using positive body 
language (i.e. non-verbal cues discussed above) to show that you understand and 
accept the feedback. 

2. Reflect 

After accepting and understanding the feedback you have received, take a moment 
to reflect on it. If you need to, clarify the message by repeating back what you 
heard. This is especially important when some of the points made are unclear to 
you. Remember that the feedback you receive is meant to help you, and you cannot 
use it well if you do not fully understand it.  

3. Respond 

When you do respond, be sure to deliver the response with an appropriate 
language, tone, and volume so that the message is clear. Avoid raising your voice 
or showing ill feelings towards the person providing feedback. Maintain 
professionalism and be respectful at all times. Thank them for providing feedback 
and express intent on acting on it. 

4. React 

Now that you have received feedback, reflected on it, and responded to it, it is time 
for you to react to it. In this sense, your reaction involves using the feedback to 
improve your communication. Determine how you can make use of the key points 
and suggestions that were provided to you. This is perhaps the most important step 
as it represents your action step. Remember that you must not only accept 
feedback and leave it at that. Use it to improve your communication.  

Receive Reflect Respond React
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Activity 4 
1. List three things you could include in a verbal communication plan. 

 

i.        

ii.       

iii.       

 

2. What three elements make up verbal communication? 

 

i.       

ii.       

iii.       

 

3. List three kinds of non-verbal communication. 

 

i.       

ii.       

iii.       
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Notes 
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Key Points: Chapter 2 

• Creating a plan for verbal communication will help the receiver understand your 
message.  

• Verbal communication is the use of verbal words, including the tone, volume, and 
language in which you speak. 

• Non-verbal communication includes positive and negative body language, 
gestures, and facial expressions. 

• Asking the right questions and listening actively can assist you in ensuring that you 
fully understand a message.   

• Feedback on communication should be encouraged to ensure that the act was 
satisfactorily done.  
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Chapter 2 – ‘True’ or ‘False’ Quiz 

Tick ‘True’ if the statement is correct, and ‘False’ if not. True False 

 

A verbal communication plan can include how you plan to start the 
communication, the questions you will ask, and how you will end the 
communication.  

  

 
The four steps in responding to feedback on your communication are 
receive, react, raise and rally.  

  

 
You can seek feedback from your supervisor, colleague, mentor, trainer, 
and/or assessor.  

  

 
Non-verbal communication includes smiling, nodding, crossing your 
arms, or standing with your hands on your hips. 

  

 Body language is a negative form of non-verbal communication.   

 
Seeking feedback on your communication will help determine how well 
you performed the act.  

  

 
Responding to feedback on your communication is important because 
you cannot just accept it but not do anything about it.  
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Chapter 3: Draft Written Communications 

 

Drafting your written communications will allow you to review and improve them before you are ready 
to use or share these documents with anyone else.  

This chapter will outline the different types of written information that workplaces use and develop, 
as well as how to develop them. You will also gain an understanding of how to draft and review your 
work so that you can improve it before it is ready for use. 

The final section will discuss the importance of seeking and responding to feedback on your written 
communication and how this can assist you in building on your skills.  
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3.1 Identify Formats for Written Information According to Organisational Policies and 
Procedures 

In today’s business world, people simply do not have much time to spend reading workplace 
documents and will often only skim them to get an idea of the content. If the document does not look 
important or is not easy to read, it may even be put aside until the person has more time or may simply 
be thrown out. Therefore, good business writing must catch the reader’s attention, get the message 
across as quickly as possible, and be easy to understand. It must also be structured in a way that helps 
the reader quickly grasp the main points. 

You have communicated effectively when: 

 Your meaning is understood. 

 You achieve the desired response or a reasonable alternative. 

 You maintain or reinforce a positive relationship with the reader. 

 

3.1.1 Relevant Policies and Procedures 

Your organisation will likely have policies and procedures in place related to the written 
information for the business. These may include: 

 manuals for workplace communication   

 policies for communication with customers  

 procedures for work-related emails 

 information sheets or quotes written out for customers 

 

Further Reading 

For sample policies and procedures, you may access the website of the simulated 
business, Bounce Fitness. 

Policies and Procedures 

  

https://bouncefitness.precisiongroup.com.au/my-account/?redirect_to=https%3A%2F%2Fbouncefitness.precisiongroup.com.au%2Fcategory%2Fpolicies-and-procedures%2F
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3.1.2 Formats for Written Information 

There are many different formats for written information used in business. Some of these 
include: 

 

  

 An electronic instant message sent over an internet connection 
 Useful for formal and informal communicationEmail

 Sent using a mobile phone
 Useful for informal communication

Text 
message

 Posted in the mail
 Useful for sending formal communication Letters 

 Business documents to outline the rules and practices of the 
business
 Useful to ensure consistency and compliance for the business

Policy and 
procedures

 Supplied by a manufacturer to ensure their product is used correctly
 Useful to ensure the safety of anyone in contact with this product

Manufacturer’s 
instructions

 A note or an official reminder
 Useful as a reminder for informal or formal events, changes, 
etc.

Memo

 To analyse an individual component of the business
 Useful to isolate resultsReports

 A note taken when on the phone to pass a message on to 
someone else
 Useful for passing on a message when someone is not able to 
attend the phone

Telephone 
message
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Activity 5 
Using the clues provided, fill in the crossword puzzle below. 

 

 

1. Policy and ________ are business documents to outline the rules and practices 
of the business. 

2. You have communicated effectively when you achieve the desired ________.  

3. A ________ is a note or an official reminder. 

4. An ________ is an electronic instant message sent over an internet connection. 

5. There are many different ________ for written information. 
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3.2 Draft Written Information and Submit to Supervisor for Approval 

 

3.2.1 Drafting the Written Information  

Most organisations will have requirements in terms of style, format, and detail that you must 
adhere to when developing written material. Each workplace will be different so you will need 
to check with your organisation as to their individual preferences. Aside from this, any written 
material for a business needs to be effective for the purpose it is intended.  

Effective business written communication is all about being: 

 Considerate – It considers the reader’s needs and interests. 

 Competent – It reflects a professional, competent business. 

 Complete – It contains everything the reader needs to understand the message. 

 Correct – It is grammatically correct and formatted according to established business 
norms. 

 Clear – Its meaning is free of ambiguity, can be easily understood, and is clearly, neatly 
presented.  
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Now you can look at the following types of written communication and how you can draft each 
of these to ensure that they are ready to submit to your supervisor for approval. 

Email  

 

It is becoming increasingly common that writers of business emails often aim for a cheerful 
and informal tone, irrespective of who the reader is and how well they are known to the 
writer. Many people have email at home and are thus used to this very informal tone that 
you use at home when writing an email to family or friends. 

The tone used in business emails, however, needs to be more formal and polite at all times. 
In any form of communication, there is no excuse for rudeness in the form of abruptness. 
Remember, an email message can be distributed, and hard copies circulated and kept on 
file for years. They can be read at any time by numerous people at different levels in an 
organisation and reflect well, or indeed badly, on the writer and the company they 
represent. Forwarding an email is much easier than forwarding letters and faxes around an 
office or organisation. 

Many email writers assume that readers of emails expect the first paragraph to consist of 
social pleasantries and not to supply this would constitute a social disaster. This idea, 
however, is misplaced. An opening sentence along the lines of ‘It was good to talk the other 
day’ is sufficient before getting down to the main point of the message. A busy manager 
would far prefer that the information is conveyed in a direct, meaningful way and not have 
to plough through distracting sentences before getting to the crux of the matter.  
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Some final guidelines for writing emails:  

 

Additionally, there are standards to follow for the different types of written information 
you communicate. This would vary from organisation to organisation, but in general, 
standards of written information are guidelines that specify the acceptable style and 
structure of information sent in the written form. 

As an example, Bounce Fitness provides its employees with a Style Guide that provides 
formats to follow when presenting and sending information in the written form. This 
includes standards to follow when writing an email. 

 

Further Reading 

To see a sample Style Guide containing standards of written 
information, you may access the website of the simulated business, 
Bounce Fitness. 

Style Guide 

  

Keep sentences brief and simple.

Make good use of headings, bullets, and numbered points.

Keep social banter to a brief opening sentence.

Use boxes, colours, italics, and bold highlighting to draw attention to key 
points and create a visual impact.

Always edit documents to make sure spelling is consistent and sentences 
are grammatically correct.

Form ideas clearly into a planned structure before starting to write and check 
that only relevant parties are sent copies.

https://bouncefitness.precisiongroup.com.au/policies-and-procedures/administrative-policy-procedures/
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Example of an email 

To: manager@business.com.au 

CC/BCC: Jess_HR@business.com.au 

Sender: kirsty@business.com.au  

Subject: Late start tomorrow 

Message: Hi Jack, 

 

Just a reminder that I will be starting late tomorrow as discussed with 
you last week.   

Thanks so much for your understanding. 

 

Kind Regards, 

Kirsty 

  

mailto:manager@business.com.au
mailto:Jess_HR@business.com.au
mailto:Manager@business.com.au
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Text Messages 

These days, text messages are quite common in businesses. This is due to the convenient 
nature of an instant message that takes minimal time to construct. This is useful when you 
have a simple message to pass on and is popular with businesses that have employees who 
work from external locations off of the normal business premises.  

The biggest thing to consider with a text message is much like an email. The tone of 
language used as well as the choice of words need to be considered to ensure you do not 
offend the receiver or create a misinterpretation of your message. Always be polite and 
remember that a text message can quite easily be forwarded to other people. 

 

Example of a text message 

 

  

No worries Andre, see you 
at 1pm. 

James 

Hi James,  

Meeting today has been moved 
to 1pm. 

Regards, Andre 
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Business Letter  

There is more detail that should be included in a business letter. A business letter should 
always be written or typed on a business letterhead. It should also be set out so that there 
are spaces between the different sections of the letter. This will make it easy to read. 

 

Example of a business letter 

Baker’s Industries 
 

Mr Allan Jones 
Baker’s Industries 
PO Box 111 
Sydney, 2000 

 

 

April 29, 20xx 

 

 
To:  
Miss Alison Myers 
14 Jefferies Lane 
Bondi Beach 

 

Dear Alison, 

Congratulations, your application for employment has been successful.  

Our HR department will be in contact shortly with your contract and start details. 

Once again, congratulations and welcome to Baker’s Industries! 

 

 

Yours Sincerely, 

A.Jones 
 

Allan Jones 
Director 
Baker’s Industries 
allan@bakersindustries.com.au 
02 2550 0550 
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3.2.2 Proofreading 

 

Good business writing is informative, rational, and easily understood by the reader. It is free of 
wordiness, uncertainty, and repetition. It is carefully structured to create a logical flow of ideas 
and to lead to the desired course of action. To achieve this, once the documents have been 
drafted, you must carefully edit and proofread each one before you submit them to a supervisor 
for approval. 

Editing reviews content and structure to ensure that: 

 

When proofreading, check for errors in spelling, punctuation, grammar, and format. Also, check 
that the style is consistent throughout the text. 

Finally, ensure that it is in the style (i.e. using the spacing and font) that is required by the 
organisation. It must look as the organisation requires all of its outgoing material to look. You 
will find this in the style guide of the organisation.  

The document contains all the necessary information, and that it is accurate.

The information is organised logically to achieve the desired effect.

The document is easy to read and appropriate for its intended reader.
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Headings  

All reports use headings, some that tell what a section is about, and others, breaking up 
sections into subsections. It is not always important how you format your headings, but it 
is essential that all headings of equal weight or rank are in the same font, font style, and 
size, and that the space below and above them is the same. 

 

Spelling 

Spelling errors are annoying to readers and become all too obvious once a document is 
published. If in doubt about the correct spelling of a word, look it up and correct it 
immediately. Do not rely on the computer spellchecker to fix it – the computer may not 
recognise it or, even worse, change the word completely. It is important the spelling is 
consistent throughout the text. 

 

Punctuation 

Punctuation is even more important than spelling. Punctuation marks are designed to aid 
the reader’s understanding of the text. Poor punctuation obscures the meaning and 
destroys the reader’s train of thought. 

Learn the correct use of punctuation marks! As a starting point, make sure you know exactly 
how to use the common punctuation marks: commas, full stops, semicolons, colons, 
apostrophes, brackets, hyphens, question marks, and quotation marks. 

 

Grammar 

Checking for grammar errors is most important. A good writer will: 

 

There are many rules covering grammar – learn them and if you are still not sure if 
something conforms to ‘good English,’ use common sense. If a sentence sounds clumsy, 
then change it!  

Keep sentences short and clear and vary the length of sentences.

Use the correct syntax (i.e. the correct arrangement of words in a sentence).
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Language 

The level of language used must be suitable for the intended reader. Unfamiliar words and 
complex sentences will present difficulties for some readers. Other uses of language to look 
for and weed out are: 

 

 

3.2.3 Seeking Approval 

The process of seeking approval from your supervisor is important because it will help ensure 
the quality of your output. Your supervisor will check your outputs against organisational 
requirements and see if these have satisfactorily adhered to them. 

Submitting your outputs is a simple enough process. After you have done the necessary steps 
to check them yourself, you will forward these to your supervisor and inform them that you 
would like to get them checked. In most instances, it is best to let them know ahead of time 
that you intend to run something by them so that they can plan and make time to do so.  

Clichés, e.g. ‘bed of 
roses’

Vague words and trendy 
expressions, e.g. 

‘proactive’, ‘meaningful 
dialogue’, ‘flavour of the 

month’

Colloquialisms or 
parochialisms in 

documents intended for 
a wide audience

Jargon in documents 
intended for a general 

audience

Euphemisms, e.g. ‘pass 
away’, ‘upwardly mobile’

Overstatements, e.g. 
‘fabulous’, ‘incredible’, 

‘fantastic’, ‘magical’

Archaic words, e.g. 
‘herewith’, ‘thereby’, 

‘hereinafter’

Sexist terms, e.g. 
‘actress’, ‘nurseryman’, 

‘waitress’

Tautologies, e.g. ‘totally 
unique’, ‘completely 

empty’

Unnecessary use of 
foreign words and 

phrases
Too many words

Over-reliance on vague 
or ‘helper’ words, such 
as ‘it’, ‘there’, ‘good’, 
‘nice’, ‘really’, ‘very’

Ambiguous words or 
phrases
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3.3 Seek and Respond to Feedback on Written Communication 

 

As discussed in section 2.4, seeking and responding to feedback on your communication is important 
to determine how well you have engaged in the act. This is also true for your written communication. 

There will be times when you are uncertain about something relating to your written communication. 
You should view this as an opportunity to learn and improve your skills.  

You could ask a colleague, supervisor, or manager to either read your draft before presenting it as a 
final copy or you could ask them for feedback on your written communication once it has been 
completed. Either way, do not just produce; be proactive and seek assistance when you need it. 

When you respond to the feedback you are receiving, try not to take offence if the feedback is 
negative. Sometimes it is hard to hear negative comments on your performance, but the thing to 
remember is, you can only get better.  

You could try asking for both positive and negative feedback. This way, you are preparing yourself to 
hear at least one negative comment and one positive comment.  

Another thing you could do is prepare yourself for what feedback you might receive. Sometimes you 
have an idea of what you are doing wrong and just need someone to point it out. Other times, the 
feedback will be new information to help you improve your written communication.  
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Activity 6 
Case Study 

You work for ‘Business Skills Australia.’ You need to email your manager George to ask for 
annual leave from May 1st to 7th 20xx. The procedure to do this is to send an email to: 
manager@bsa.com.au with the dates you require off.  

1. Complete the email template below to complete this task. 

 

To:       

CC/BCC:       

Sender:       

Subject:       

Message:       

 

2. Provide an example for when you have done the following: 

i. Sought feedback on your written communication 

ii. Responded to feedback on your written communication 

 

i.       

ii.       

  

mailto:manager@bsa.com.au
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Notes 
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Key Points: Chapter 3 

• There are many different written formats for written communication, each with 
different requirements.  

• Drafting written information is important before submitting to a supervisor. 

• Seeking feedback on your written communication will allow you to make 
improvements. 

• Try not to take offence when responding to feedback related to your written 
communication. 

• Always ensure that any written communication you are asked to write meets the 
formats that your organisation requires. If no formats are specified, look to 
standard formats for all documents. 

• All written information needs to be clear, concise, and presented within the 
required deadlines. 

• Ensure that you adhere to organisational requirements in terms of style, format, 
and detail. 

• Always seek feedback on your communication. 
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Chapter 3 – ‘True’ or ‘False’ Quiz 

Tick ‘True’ if the statement is correct, and ‘False’ if not. True False 

 Email is a format for written communication.    

 
A business letter should be written on a business letterhead and has a 
lot more detail in the layout than an email. 

  

 Text messaging is never useful in a business.   

 
Seeking feedback on your written communication gives you a chance to 
improve your written skills. 

  

 
Asking for positive and negative feedback prepares you for negative 
feedback that you may receive.  
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Summary 

 

In summary, you should now have an understanding of how you can apply your communication skills 
in the workplace.  

You have learnt how to identify the work task requirements and the types of channels and methods 
that you will use in relation to a task. Whether you are communicating verbally or non-verbally, the 
information that you now have will assist you not only in the workplace but also in your personal life.  

You have identified the purpose of using a plan to ensure your verbal communication is effective, and 
how non-verbal communication also affects your verbal communication. You then explored the 
different formats for written communication and explored how each of these could be used in the 
workplace.  

Finally, you looked into the importance of feedback for both your verbal and written communications 
and how this will help you improve your communication skills overall. You can now feel confident that 
you have the tools to communicate effectively.   

“The world rewards 
those who take 

responsibility for 
their own success.” 

Curt Gerrish 
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