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GETTING STARTED

This Guide contains information for the unit LGACOMP026A Provide team leadership. 

This Guide is designed mainly for learners who are presently employed by Councils, to develop the skills and knowledge required to provide team leadership in the local government industry. If you are not presently employed in the industry, your Registered Training Organisation will assist in providing a simulated workplace environment to support your learning.

On completion of the unit you should be able to carry out the tasks to the required standard as identified in the Record of Learning and Assessment for each Unit of Competency.

Additional Resources to Support Your Learning:

To complete this Guide, you will need to:

· gather evidence of your council's relevant policies, procedures and services.  

· refer to the “Possible Evidence” sheet that was forwarded to you with the Competency Assessment Checklists for further details. 

· have access to the Internet.
Unit Description LGACOM407B

Description

This unit covers providing leadership to a team within the organisation. The unit includes planning work for the team, monitoring team performance, facilitating change and providing reports. The unit is suitable for team leaders across the organisation.

Application of the competency

This unit supports the attainment of skills and knowledge required for competent workplace performance in councils of all sizes. Knowledge of the legislation and regulations within which councils must operate is essential. The unique nature of councils, as a tier of government directed by elected members and reflecting the needs of local communities, must be appropriately reflected.

Elements of Competency and Performance Criteria

1. LGACOMP026A/01 Plan and allocate team roles and responsibilities 

· Goals and strategies for team are discussed and agreed upon in accordance with the organisation's goals, plans and objectives and relevant legislation.

· Standards of performance required by team and individuals are established based on organisational needs.

· Work requirements and performance expectations are identified and clearly presented to team members.

· Duties, rosters and/or responsibilities are allocated in accordance with organisational requirements.

· Conflict is resolved by negotiation.

2. LGACOMP026A/02 Monitor and maintain team performance 

· Work outputs are monitored against agreed work requirements and performance expectations.

· Alternative strategies to achieve team tasks are identified.

· Team members are provided with feedback, positive support and advice on strategies to overcome any deficiencies.

· Difficult situations are handled effectively using collaborative problem-solving techniques.

· Team members are provided with feedback and positive support when agreed standard of performance is achieved.

· Performance issues that cannot be rectified or addressed within the team are referred to appropriate personnel in accordance with organisational policies and procedures.

· Own fulfilment of team leader responsibilities is regularly evaluated and self-development opportunities are undertaken where necessary.

3. LGACOMP026A/03 Facilitate change 

· Organisational change policies are communicated effectively to team members.

· Team members' queries and concerns are recognised and discussed in a positive and non-threatening manner.

· Any legal requirements and ramifications of team operations are communicated to team members.

· Ideas to improve work practices are discussed and clarified with team members.

· Implementation of new work practices is developed in consultation with team members.

4. LGACOMP026A/04 Provide feedback to management 

· Reports on team performance are provided in accordance with organisational requirements.

· The team's concerns and issues are represented to management.

· Unresolved team concerns are presented to and discussed with employer/management in a timely and objective manner and in accordance with organisational policies and procedures.

Range Statement

The Range Statement relates to the unit of competency as a whole. It allows for different work environments and situations that will affect performance.

The following variables may be present with training and assessment depending on the work situation, needs of the trainee, accessibility of the item, and local industry and regional contexts. If bold italicised text is shown in Performance Criteria, details of the text are provided in the Range Statement.

Legislation relevant to the workplace may include:

· award and enterprise agreements and relevant industrial instruments

· relevant legislation from all levels of government that affects business operation, especially in regard to occupational health and safety, environmental issues, equal employment opportunity and industrial relations.

Organisation's goals, plans and objectives may include:

· council strategic plan and vision statement

· policies and procedures in relation to dispute resolution and grievance procedures

· business and performance plans

· quality and continuous improvement processes and standards

· consultation and communication processes

· those relevant to team leader's work activities.

Work requirements may include:

· organisational internal requirements

· community requirements

· commercial or external requirements, including those of other government agencies

·  work brief and/or assignment instructions.

Change may include:

· implementation of new work practices and/or services

· organisational restructures

· introduction of new technology

· change in work location

· new client base

· staffing changes

· job role changes

· work priorities.

Self-development opportunities may include:

· undertaking ongoing learning and leadership skills training

· undertaking relevant on or off-the-job training and development

· mentoring

· networking.

Evidence Guide

The Evidence Guide describes the underpinning knowledge and skills that must be demonstrated to prove competence. It provides essential advice for assessment of the unit of competency and must be read in conjunction with the Performance Criteria, the Range Statement and the Assessment Guidelines of the relevant Training Package.

Overview of assessment requirements

A person who demonstrates competency in this unit will be able to perform the outcomes described in the Elements to the required performance level detailed in the Performance Criteria. The knowledge and skill requirements described in the Range Statement must also be demonstrated. For example, knowledge of the legislative framework and safe work practices that underpin the performance of the unit are also required to be demonstrated.

Critical aspects of evidence to be considered

The demonstrated ability to:

· plan team roles and responsibilities and allocate then in accordance with organisational and work requirement needs and resource parameters

· monitor and maintain team performance using positive and supportive communication and resolving issues that arise in a manner satisfactory to all parties

· communicate change to the team and support change processes

· report clearly to management in regard to the team performance and represent the concerns of the team to management in a supportive manner.

Context of assessment

· Competency is demonstrated by performance of all stated criteria, with particular attention to the critical aspects of evidence and the knowledge and skills elaborated in the Evidence Guide, and within the scope of the Range Statement.

· Assessment must take account of the endorsed Assessment Guidelines in the Local Government Training Package.

· Assessment of the performance requirements in this unit should be undertaken in an actual workplace or simulated environment.

· Assessment should reinforce the integration of the key competencies for the particular AQF level. Refer to the key competency levels at the end of this unit.

· To enable holistic assessment this unit may be assessed with other units that form part of the job role.

Method of assessment

The following assessment methods are suggested:

· observation of the learner performing a range of workplace tasks over sufficient time to demonstrate handling of a range of contingencies

· written and/or oral questioning to assess knowledge and understanding

· completion of workplace documentation

· third-party reports from experienced practitioners

· completion of self-paced learning materials including personal reflection and feedback from trainer, coach or supervisor.

Evidence required for demonstration of consistent performance

Evidence should be collected over a set period of time that is sufficient to include dealings with an appropriate range and variety of situations.

Required knowledge:

· relevant council policies and procedures

· relevant legislation

· access and equity issues

· code of conduct and ethics

· organization of teams

· team goal setting

· devolving responsibility and accountability to teams

· team dynamics

· conflict resolution

· leadership styles

· providing feedback to others and receiving feedback

· motivating others

· strategy development.

Required skills:

· consultation

· communication

· negotiation

· report writing

· facilitating the participation of team members, team development and improvement

· problem solving and conflict resolution

· decision making

· working effectively with team members who have diverse work styles, aspirations, cultures and perspectives

· relating to people from a range of social, cultural and ethnic backgrounds and with a range of physical and mental abilities

· using relevant software and technology skills.

How to use this Learners Guide

For this unit we have provided you with the following;

Unit Description and Competency Standards and the Learners Guide. 

This Learners Guide contains information to assist you to understand what is required to be able to ‘provide team leadership’.

The information in this Learner’s Guide covers those areas of leadership rated to team within organisations. This includes planning work for the team, monitoring team performance, facilitating change and providing information to team members and other levels of leadership within the organisation. 

The activities to be completed are listed on the following pages and the assessment tasks are included in the assessment tasks handout, which is separate to this Learner’s Guide.

Understanding the Process

You can use the following steps to complete this Guide and demonstrate competency in this unit.

1. Complete the Self-Assessment Checklists you were provided with recently to help determine how your current skills relate to each unit.

2. Read through this Learner’s Guide to clarify the details and purpose for each unit.

3. Begin to gather evidence of documents you have created, feedback you have gained from others, etc, as well as completion of relevant Assessment Tasks.  Together this will help to show you have skills that match the National competency standards for each unit. 

Please keep in mind that if you believe the examples of your work already clearly show your competence then you may not need to complete all of the Assessment Tasks included in this guide.

4. File the completed Assessment Tasks and evidence in your “Portfolio of Evidence Folder”.

5. Re-read the self-assessment checklists to determine whether you now believe you are competent in each unit and that you have evidence to support your claim.

6. Photocopy your completed Assessment Tasks plus an updated copy of your “Portfolio of Evidence Folder Index” and contact your Traineeship Co-ordinator to arrange an assessment meeting.

Plan and allocate team roles and responsibilities 

The role of any leader is to communicate with team members to ensure a common understanding and to promote a culture that encourages easy access to all the forms of information available within the organisation.  The team leader needs to use a cooperative approach to both the planning of individual and team goals, and to gain the commitment of team members to achieve those goals.

Research shows that two of the main reasons teams fail is unclear goals and lack of role clarity (Hay, 1997).

To discover the roles, responsibilities and goals of your team ask the following questions during the planning phase of work activity, projects or at the set-up of a new team:

	Question
	Current Answer
	Desired Answer

	What is the team here to do?  
	
	

	How do the team’s activities link in with organisational plans and goals
	
	

	How will the team’s performance be measured?
	
	

	Are team members going to carry out day-to-day operational activities or work on a special project?
	
	

	How can the team be best structured in order to achieve its goals?
	
	

	How much administration time will be allocated for the team to plan, communicate and organise itself?
	
	

	What is the best way to facilitate communication within the team?
	
	

	How can you motivate and support the team?
	
	

	How much authority and accountability will the team as a whole have?
	
	

	How will authority and accountability be assigned within the team?
	
	

	How will decision making be managed?
	
	

	How will success be acknowledged and rewarded?
	
	

	What resources are allocated to the team and how?
	
	

	How will team work plans be developed?  
	
	

	What scope do team members have to input into goals and activities to be achieved?
	
	


Team Goals

Teams are the building blocks of any organisation.  Teams work together to achieve a common goal which, when achieved, contributes to the organisation’s goals and objectives.

A goal can be very different from one team to the next and can include:

· Number of sales to be achieved/products produced,
· Attitude and approach used,
· Timeframe,
· Quality of work,
· Interactions with team members,
· Standard of communication skills,
· Error rate, or
· Customer satisfaction level, etc.
Many team leaders and managers agree that having a clearly stated well-understood goal is a major motivator for team members.  If everyone is clear on what needs to be done and understands the part they play in achieving the team’s objectives, then individual and team effectiveness will increase.

Consultative goal setting activities often occurs individually, or at team meetings in a workshop format.  Organisations normally set organisational goals in consultation with their clients and key stakeholders, these organisational goals are then cascaded into division, section and team goals.  Although team goals may be pre-determined, the team will be involved in deciding how their objectives can be achieved.

From a consultative session, three main outcomes are expected:

1. The team devises a mission statement that summarises what they do and how they will do it.

2. The team determines how it will achieve goals by developing a team operational plan and/or individual work plans.

3. The team sets out ground rules and guidelines that direct how members will work with each other.

Activity 1
IDENTIFYING YOUR ORGANISATION’S GOALS

For this activity you will need to know about your organisation’s overall “mission” and goals and how they affect your unit’s goals.

You may need to talk with your supervisor or manager to access this information. 

1. What is your organisation’s key purpose or mission?

2. What are the overall goals of the organisation in the next two years?

3. How were these goals established?

4. How do the overall goals of the organisation get translated in to specific goals for the units in your work area (who and how)?

5. Who is responsible for determining if the work unit’s goals have been achieved?

SMART Objectives

It is true that for many teams within an organisation, objectives are set rather than chosen.  There are still ways to make these objectives meaningful for your team.  A SMART objective is one that is Specific, Measurable, Achievable, Relevant, Time-framed and understood by the all members of the team. Using the “SMART” approach will help to focus action plans and ensure you monitor and control your activities towards achieving your goals.

This means that plans should be based on   S  M  A  R  T  goals!

S
specific in that the goal has been quantified, so that you know the outcome and time for it to be achieved.

M
measurable in that you are able to measure the outcome, actual results can be compared to desirable results.

A
achievable in that you have the resources, capability, level of responsibility  and time to achieve them.

R
relevant in that the goal contributes to your positive performance 
    in the work group and relevant to the departments goals.

T
traceable in that you can trace progress towards a goal and adjust performance if required.

Tips for making SMART objectives:

· Encourage the team to collaborate on some aspect of their work.

· Even if the objective is already set, discuss it in a joint setting.  
· Ensure all team members are aware of the team’s purpose, the person (or team) to which their achievements will be reported, performance standards (such as key performance indicators - KPIs) and the timeframe to which they need to work (if applicable).

· Include the team at the earliest possible stage during goal-setting and planning phases, including information sharing and asking for group feedback.

· Ask each team member to explain to the rest of the team how they fit into the ‘big picture’ and what they can bring to the team.

· Make sure team objectives are realistic and attainable.  Develop a way to measure progress against the goal and reward the team for making progress.

· Even if your team is a permanent team that has on-going objectives, try to assign some deadlines or timeframes against meeting some of these objectives.  For instance, ‘each quarter, our customer service team aims to improve customer satisfaction rates by 2%.

Team Roles

A person’s role within a team will be based on their skills and knowledge and their job description and responsibilities.  However, a team role can be quite different from a job function, depending on the situation and the type of team.

As well as roles determined by work functions or the environment within which the team operates, experience shows that regardless of the functional role an individual might have, often a person’s attributes or personality determines what their role is within the team.

For example, members of your team may have roles they fulfil in other areas such as an OHS committee or social committee that draw on different skills to those they use within your team.

Also, research conducted by Edward De Bono showed that most people will adopt certain roles within a team based on the make-up of the team and where they see they fit in (and what actions will benefit them the most).

The roles that people take on include:

•
Brainstormer

•
Expert

•
Judge

•
Devils’s advocate

•
Encourager

Etc.

Team Consultation

The benefits of working in a consultative style with your team include additional insight and ideas, increased satisfaction levels amongst team members, increased interest and commitment to their job.

Tips for promoting a consultative team culture:

· Have meetings to identify and discuss roles and responsibilities.

· Assist in identifying and documenting work goals and tasks for team members in their work plans.

· Have regular team meetings or get-togethers where everyone can share information about what they’ve been working on.

· Have brainstorming sessions or workshops where members’ input, opinion, suggestions and expertise is expected and provided.

· At the outset of a project or when a new team member comes on board, set up one-on-one meetings within the team so individuals can discuss their work as well as get to know each other on a personal basis.

· Use email and intranet services to facilitate communication, particularly within remote teams.

· Share professional and personal information through newsletters, noticeboards and other devices that encourage team awareness, celebrate success, identify issues and focus on goals and plans.

· Build consultation and feedback mechanisms in each team member’s work plans so they are encouraged to seek the advice and opinions of their workmates prior to commencing new tasks or projects.

· Provide feedback to team members on the results their ideas have generated and the usefulness of these results.

· Recognise that some team members may have a lot to share in the way of experience or skills other team members, including the team leader, may not have.  Ask them for their input and advice on issues they are familiar with.

The culture within a team is often determined by the leadership style of the manager.  Managers who naturally consult with others and encourage group decision making will find that many of the above activities come about naturally, as a result of the way they work.  Other managers may find that they need to actively build these activities into their management plans, and into team operational and work plans.
ACTIVITY 2
ENSURING THE PLANS OF THE TEAM YOU LEAD ARE IN LINE WITH THOSE OF YOUR ORGANISATION

1. How do you ensure the team’s goals are consistent with the performance requirements of your manager?

2. How do you ensure that team plans are clearly linked to achieving team goals?

3. How do you ensure that your team’s plans reflect current requirements?
4. Describe how you will ensure your team members are aware of their responsibilities:

5. For your current team, list five practical activities that you think would help promote a consultative team culture.

Managing Conflict at Work

The management of conflict is important in maintaining team cooperation and effectiveness. When skillfully managed, conflict can be of great value to a work-team, or group. Skillful managers of conflict focus the creative tension and divisions in workplaces and teams to achieve new, productive, and easier ways of working together. 

Dealing with Conflict

We have all developed ways of dealing with conflict. Most of us react automatically, without really thinking of the best way to get a good outcome. 

Our automatic reactions depend on many things, including whether:  

•
we are directly involved in the conflict or just an observer,

•
previous experienced with the other people,

•
our personality, and

•
how strongly we feel about he issue causing the conflict.

Mapping the Conflict

Mapping the conflict is about clarification. In a situation of conflict, the underlying needs and fears need to be mapped. When people state clearly their needs, values, visions and objectives, more precise and more varied possibilities often become obvious. Making a map of the conflict involves looking at all the stakeholders in the conflict and defining how each of them sees the problem.

Approaches to managing Conflict

	Do’s
(because that’s what we like)
	Don’ts
(because we don’t like it either)

	· Listen

· Keep calm, take a deep breath

· Remain open minded

· Use ‘I’ statements

· Use positive words

· Use open hand motions

· Not take it personally

· Agree when appropriate
	· Point your finger

· Stand with hands on hips

· Bring up the past

· Use sarcastic remarks

· Stand too close

· Continue to argue

· Say calm down

· Sit or stand with arms crossed


Five Methods for Resolving Conflict

	Methods
	What happens when used:
	Appropriate to use when:
	Inappropriate to use when:

	Avoidance
	Person tries to solve problem by denying its existence. Results in win/lose.
	Issue is relatively unimportant; timing is wrong; cooling off period is needed; short-term use.
	Issue is important; when issue will not disappear, but build.

	Accommodation
	Differences are played down; surface harmony exists. Results in win/lose in forms of resentment, defensiveness, and possible sabotage if issue remains suppressed.
	Same as above, also when preservation of relationship is more important at the moment.
	Reluctance to deal with conflict leads to evasion of an important issue; when others are ready and willing to deal with issue.

	Competition/

Power/

Dominance
	One’s authority, position, majority rule or a persuasive minority settles the conflict. Results in win/lose if the dominated party sees no hope.
Characterised by aggressive and uncooperative behaviour.
	When power comes with position of authority; when this method has been agreed upon.
	Losers have no way to express needs; could result in future disruptions.

	Compromise
	Each party gives up something in order to meet midway. Results in win/lose if ‘middle of the road’ position ignores the real diversity of the issue.
	Both parties have enough leeway to give; resources are limited; when win/lose stance is undesirable.
	Original inflated position is unrealistic; solution is watered down to be effective; commitment is doubted by parties involved.

	Collaboration
	Abilities, values and expertise of all are recognized; each person’s position is clear, but emphasis is on group solution. Results in win/win for all.
	Time is available to complete the process; parties are committed and trained in use of process.
	The conditions of time, abilities and commitment are not present.


Monitor and maintain team performance 

Monitoring work performance

Monitoring your team's performance should help you identify any of your team's problem areas that require attention and support. 

Both team and individual performance should be monitored regularly from the beginning of a new project or task to ensure that the team is able to achieve its goals. Regular monitoring really means keeping up-to-date with every team member's progress.  

This could be as simple as regularly talking to each team member and asking them about:

•
how they are progressing 

•
if they are having any problems

•
if you can look at the work they have completed so far.

As a team leader, you might decide to set aside half an hour every fortnight to meet with team members to discuss their progress. This might be over a coffee or in a similar relaxed environment.

It is important to keep in mind the broad goals of your organisation when you are monitoring team performance, to ensure that the results achieved by the team contribute positively to organisation’s plans.
How will you monitor performance?

You need to consider methods you can use to monitor actual performance against the goals and targets that underlie your work plan.  To determine what methods to use you need to define the following. 

Q.
How satisfactory or unsatisfactory is the performance? 

What constitutes both satisfactory and unsatisfactory performance for this work plan? Consider the goals you have set and what would assist or inhibit the realisation of these goals.

Q.
What will the indicators be for the satisfactory and unsatisfactory performance. 

What could you look for that would suggest the occurrence of both satisfactory and unsatisfactory performance?

Q.
How can you identify satisfactory and unsatisfactory performance? 

What would you need to do and where would you need to look to locate indicators of satisfactory and unsatisfactory performance?

ACTIVITY 3
1. How might you monitor performance against targets that have been set?

e.g. number of staff on duty, customer waiting times.

2. Consider two activities/operations/processes under constant monitoring in your work area.
· Indicate the nature of the controls used and the frequency of the monitoring. 

· Why are these activities important to your work team?

· How often are they reviewed? Who with?

	Activity/Operation
	Planned outcomes
	Controls that are applied to ensure actual performance matches planned performance
	Frequency with which monitoring occurs

	1.


	
	
	

	2.


	
	
	


ACTIVITY 4
MONITORING PERFORMANCE

Choose a work plan that you have been involved in developing.

Complete the following tables by recording:

· what will constitute satisfactory and unsatisfactory performance in relation to this work plan  

· what will the indicators be of satisfactory and unsatisfactory performance for this work plan

· what would you need to do and where would need to look to locate indicators of satisfactory and unsatisfactory performance.

	What is satisfactory and unsatisfactory Performance?
	Indicators
	How to locate indicators

	
	
	


Provide feedback to team members
Providing constructive feedback to your team members is a central part of effective leadership of the team.  Without feedback they will not be able to judge their progress and work quality.

· Team leaders also need to seek feedback from their team to ensure that they are operating with as much information as is possible.

· Feedback can be sought and provided in many situations, both formal and informal.

· Ask team members for feedback on your performance as a manager in general or in a specific situation.

· All team members can give each other feedback and recognition when individuals have worked hard, make an effort or achieved something they’ve been working towards.

· The team can give itself feedback in sessions that are structured so that individuals assess the team’s performance, as opposed to focusing on individual achievements or shortcomings.

· Feedback can be sought several times over the course of a project or activity and can be used to check how well work is progressing.

· Performance measures are a form of impartial feedback that shows a team how progress is tracking against targets.

· Give your team feedback on what happens at management meetings or other projects you’re involved in, as a representative of the team.

ACTIVITY 5
1. Describe at least three strategies you will use to provide feedback to team members.

Participative problem-solving techniques

Participative decision making occurs when team member act in a proactive way to both identify and solve problems on their own or by providing advise and input to their manager.

One way to encourage participation in problem solving is to lead by example.  If you have problems that you think your team members could help you with, ask them for assistance.  You could include a regular five-minute session in team meetings where you ask if members have seen or anticipated any problems that might impede their progress – either their own or the team’s.

When team members identify a problem, think pro-actively about solutions or use their initiative to avoid potential issues, ensure they are recognised and possibly rewarded for their actions.

What’s the problem?

You are likely to encounter a wide variety of problems, these may include:

· People related problems – team members don’t get along, team members are bored etc.

· Task and process issues – the process doesn’t work, there is not process in place, the process is not being followed.

· Time and resource issues – not enough time to complete tasks, not enough people, not enough resources.

· Communication and information related – team member misunderstood directions, not listening properly, team members don’t communicate with each other.

For each type of problem it is a good idea to have a management plan in place, such as:

· Knowing who to ask for help, such as specialists internal or external eg Human Resources, Employee Assistance Program and/or external providers
· Knowing the potential impact of likely scenarios occurring within each of these areas.

· Anticipating and planning for likely situations that could cause problems, such as team members resigning, going on leave or calling in sick.

Referring performance problems to appropriate personnel
When identifying the right people to talk to about performance related issues, the first step is to refer to any standard operating procedures that applies to either the whole organisation or your team, which might indicate the actions you need to undertake. Following procedures may be particularly important where legislation exists that governs how employees should handle certain issues.

For instance, most organisations have policies in place for occupational health and safety issues. These policies often identify when and how problems should be addressed, who needs to be involved and even the steps that need to be taken during the process. The same is true of some human resource issues, particularly those that involve reprimanding employees for non-performance, hiring and firing, or dealing with a grievance.

Again, depending on the problem and the type of organisation the team operates within, raising an issue may be done on a formal or informal basis or both.

Formal methods of raising issues or problems with relevant personnel include:

· Write a report that explains the problem faced by the team, the impact the problem will have and suggested solutions.

· Send an email to specialist staff in a short report format requesting a response or assistance.

· Request a meeting with key staff.

· Report on the issue using a regular formal reporting or feedback mechanism such as a monthly review meeting, management presentation or report.

· Complete standard forms or templates that your organisation may have in place.

Informal methods include:

· having a phone conversation with a specialist staff member (eg. OHS, HR, Finance)

· discussing the issue on an informal basis during a meeting or get-together

· chatting to people who could help or advise informally while at work.

When you're raising a problem that could jeopardise the success of your team with people externally, keep your team members informed of what you're doing to solve the problem, why you're bringing it to the attention of key people and what they could do to help.

Keep in mind that sometimes what you're doing to correct certain problems may not be appropriate to share with the whole team. For instance, if you have a dominant team member who is causing problems for others or a whole team that lacks motivation, you may want to seek the advice of a human resources staff member who could help you resolve the issue.

Ensuring corrective action is swift, appropriate and well targeted is critical when overcoming the challenges presented by any problem. Follow agreed protocols and processes for problem identification and resolution using resources external to the team. Discuss issues and, if possible, solve problems within the team. At the very least, problems that arise can be discussed and learnt from so future issues of a similar nature are anticipated, planned for or avoided completely.
Monitor your work performance

Monitoring your own work performance will help you to determine whether you are meeting your responsibilities and how well you are achieving them.  Monitoring your work performance takes into account your own assessment along with the feedback you receive from others.

Self-assessment 

Although we give significant attention to our own performance at the time of our annual performance review, ideally you will be self assessing your performance throughout the year.  This can take the form of a journal or simply by allocating 10 minutes at the end of each day to look back over the interactions you had with your team, customers and colleagues.

Ask yourself the following questions when reflecting on your performance:

· How did I perform overall today?

· Which tasks did I handle well?  Why?

· How has successfully managing these tasks helped my team and me?

· What tasks didn’t I handle well?  Why?

· How can I improve my performance of these tasks?

· How will improving my performance help my team and me?

· What should I consciously be aware of next time I handle tasks like these?

Coordinating Professional Development

In order to take advantage of work opportunities and remain a valuable member of your organisation, you need to recognise and take advantage of your current skills, identify the skills you need to develop and access relevant professional development to acquire the skills you need.
Assessing your knowledge and skills

You can contribute to your organisations goals in a variety of ways, not just the work you undertake.  Your interests, values, humour and aptitudes can all contribute to your team and organisations progress.

Your analysis of your skills, knowledge and attributes can be achieved in various ways, such as self-assessment and feedback.  Ask yourself the following questions:

· How motivated am I

· How well do my skills match my job requirements?

· Are my abilities under-used?

· Are there other skills I need in order to work more effectively?

· Do I need new skills to move into a new or desired position?

Activity 6
Self assessment

The following activity will allow you to rate your current skill level in this unit and from there you can plan to improve your skills and knowledge in those areas you rate less highly.

1. Rate your competency using the following scale:

1 – very low, 2 – low, 3 – average, 4 – high, 5 – very high

	Skills and competencies required
	Rating

	Preparing and communicating workplans
	

	Scheduling work objectives and tasks to support the achievement of goals.
	

	Seeking and acting on feedback from clients, direct reports and colleagues.
	

	Reviewing own work performance against achievements through self assessment
	

	Assessing learning opportunities to extend own personal work competencies.
	

	Using business technology to monitor self development (e.g store resumes, track training activities).
	

	Collecting, analysing and organising information to measure self performance
	

	Communicating ideas and information with members of the team.
	

	Planning and organising activities for self 
	

	Solving problems
	


2. From the list above, identify those areas of weakness and how you plan to address this area of weakness.

	Area of weakness
	Action that can be taken to address this weakness (e.g. coaching, project work, training etc)

	
	


The above exercise can be repeated to measure your current skills and knowledge against each of the skills detailed in your position description.

Facilitating change
Many people in the workplace feel that they do not have a direct role to play in the change process. However, organisations generally encourage their employees to contribute to change by either suggesting changes to their work practices, or asking them to help to plan and implement changes in their work area.

People know their job the best. This means that they are probably in just as good a position as anyone else to review the way they work and make suggestions accordingly. 

However, ideas for change will not amount to much unless they are brought to the attention of the right people at the right time and in the appropriate forum. 

For example, think about a worker who has an idea to change the way that a machine is operated to avoid a hazard and potential harm. If this person took too long to make their suggestion, or made it to the wrong person, it is quite possible that nothing would ever be changed and employees could be injured.

You can encourage suggestions about change from employees by:

1. having a one-on-one meeting with your team members to discuss their ideas

2. bringing your ideas to the attention of others during a team or department meeting

3. writing a report or review that concludes with a recommendation for change

4. providing a suggestions box.

Activity 7
1. List one thing in your workplace that you think should be changed. 

2. Now answer the following questions to help you identify whether your idea is practical and worth recommending to your team and supervisor:

· Who or what will benefit from your suggestion?

· Would this change conflict with any workplace policies/ procedures? List…

· How would you consult with team members about the development and implementation of new work practices.
Provide feedback to management 

Regular meetings help to maintain structure, and allow workers progress to be monitored by setting and evaluating short-term goals.

As a supervisor, making yourself accessible is important. By making yourself available, problems can be solved quickly and effectively before they develop into large issues.

Personal contact is important to workers. It allows relationships between the staff, supervisor and work colleagues to be developed and maintained, which in turn facilitates effective working communications.

Schedule regular team meetings to encourage communication and networking

The structure and the feeling of being part of a working team are essential for any team member to perform at there best. 

Regular meetings can provide an opportunity for staff to voice issues, or seek clarification on goals and objectives, before they get out of hand.

It is important to keep the lines of communication between yourself and the team open to identify and resolve any issues before they become major obstacles to completing objectives.  Strategies that can be used to encourage and expand communications include:

· Set guidelines for expected response times from a work colleague/team member

· Ensure that you respond to e-mails and voice mail messages promptly

· Use available technology such as personal video /audio conferencing, instant messaging and the telephone to get immediate feedback.

· Replace or augment traditional notice boards with Intranets and Electronic bulletin boards to keep work colleagues  involved

· Regular status reports can help to make formal objective and goal reviews more effective.

· E-mail and written communication should be clear and complete. There is less opportunity for team members to clarify your written communications.

Communication with management

Within organisations most team leaders and supervisors have to report on a regular (usually weekly or monthly) basis to their immediate manager and possibly to senior management.

This can take the form of a formal report, or face to face meeting.  This is the team leaders/supervisors opportunity to communicate the team’s progress towards goals and to advise of any issues that need resolution.  Management are keen to know that their goals are being met so it’s crucial that information is provided on a regular basis.

Your role as a team leader is to facilitate the flow of information by providing accurate and timely information.   This should be a two-way communication process, whereby you both give and receive information to your team and management.  Don’t be tempted to only report the good news, censoring information, disguising problems or intentionally limiting information is a misguided tactic that will backfire eventually.

ACTIVITY 8 
Scenario – appropriate communication 

Luka is extremely proud of his team:  they are doing really well against their KPIs and are on target to exceed every one of them, with just three months to go until the end of the year.  He wants his manager and others in the organisation to know about this and that he has a great team that has worked very hard.  He also thinks that obtaining some acknowledgement of their efforts from people outside the team will give the members a big boost that will keep them going in the critical final few months.

Luka decides he has three options:

1. Write a detailed report on everything the team has done and email it to everyone in the office.

2. Send his own boss a short email with some of the particulars and mention it at the next management meeting he attends.  Also ask his boss if she would pop down and give the team a pat on the back and let them know their hard work is appreciated.

3. Include a summary of the team’s progress in the KPI report he always does at the end of each quarter, and hope his boss will pick up on the team’s good work and congratulate them.

Which form of communication do you think is most appropriate for Luka to use and why?

Follow up

Team leaders must follow up on information they convey to others, and provide reports back to those who have raised issues.  This is applicable when management raises issues with a team and when a team raises issues, concerns or problems with management via their team leader.  This also applies to any actions you agree to undertake, for example if you agree to provide training, provide progress reports or management updates you need to ensure that you follow up on these agreed actions.

When concerns are presented to a manager, it is important that they:

· Take the concern seriously

· Clearly understand the issue/problem

· Communicate it to the right people, in the right way and at the right time.

· Follow up, so feedback can be given to those who identified and raised the issue.
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