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ASSESSOR PLAN FOR:  LGACORE103B Provide service to local government customers
CANDIDATE NAME:

 ORGANISATION: 


	Critical aspects of evidence for the unit
	Context as specified in the unit
	Context for this assessment
	Advice about evidence
	Assessment Strategies
	Assessment strategies / Tools used and Rationale

	Integrated demonstration of

all elements and their

related performance

criteria:

· locating, interpreting and providing relevant information to requests 

· seeking assistance when necessary 

· completing appropriate workplace records 

· dealing appropriately with difficult customers
· working in accordance with Council policies and procedures.
	· should be assessed on the job where possible.


	Add information here about

this particular assessment,

eg if it is being done in a

simulated environment, then

document the environment.

If it incorporates reasonable

adjustment then this should

be documented.


	What might constitute

evidence for this Unit of

Competency?

· copies of documents (eg brochures, computer printouts, handwritten notes) that the candidate has used to provide relevant information to customers, and notes on how the candidate located each item of information
· logbook of customer queries including how the candidate handled each query (eg did the candidate already know the answer; look up a file; ask someone for assistance) and the information the candidate provided

· copies of completed workplace records

· records of council policies and procedures.
	
observation (real or simulated workplace)

portfolio of evidence


project

questions (written/oral)


Assessment activities:

	List those tools actually used

in assessing this candidate

and provide reasons for your

choice.

Ensure that the mix of tools

allows for the adequate

assessment of key

competencies.



NOTE FOR THE ASSESSOR: 

Evidence collected must show that the candidate can apply the knowledge and skill described in the Unit of Competency to the standard of the performance required in the workplace and in the following aspects of workplace performance:

Task Skills:
requirement to perform individual tasks with a job

Task Management Skills:
requirement to undertake a number of different tasks within a job

Contingency Management Skills:
the requirement to responding and reacting appropriately with irregularities or when things go wrong

Job Role Environment Skills:
the requirement to fulfilling the responsibilities and expectations of the work environment including personal effectiveness and working with others.

Assessment must be conducted in accordance with the Assessment Guidelines for the Local Government Training Package (LGA04).  

	Assessment Methods
	Assessment Activities 

	Structured observation – workplace or simulated workplace
	The candidate, under the observation of the assessor, demonstrates the essential aspects of:

· identifying customer needs and expectations

· deciding appropriate action and responding accordingly

· presenting a positive image of Council to the public

· dealing with difficult customer situations.

	Portfolio of evidence 
	The candidate collects relevant evidence, over time, which can include:

· copies of documents (eg  brochures, computer printouts, handwritten notes) that the candidate has used to provide relevant information to customers, and notes on how the candidate located each piece of information

· logbook of customer queries including how the candidate handled each query (eg did the candidate already know the answer; look up a file; ask someone for assistance) and the information the candidate provided

· copies of completed workplace records and records of Council policies and procedures.

	Interview questions
	The candidate responds to questions at interview.  These questions are designed to focus on the underpinning knowledge and skills and to evaluate understanding. 

See Question Sheet for details.



	Projects
	The candidate completes a work-related project designed to produce evidence of competency.   See Project for details.




Assessment Record Sheet

PROVIDE SERVICE TO LOCAL GOVERNMENT CUSTOMERS – LGACORE103B
CANDIDATE NAME:

 ORGANISATION: 


	
	
	Trainee to Complete
	Assessor to Complete

	Element of Learning
	Performance Criteria
	Evidence Available 
to demonstrate competence  (trainee can add details on their evidence to this list)
	Yes 
	NYC
	Assessor’s Notes (incl. date of assessment and comments on any additional evidence/action required)

	 Identify customer needs and expectations
	· Customer needs and expectations are clarified and agreed upon with customers.

· Effective communication is used that is appropriate to the relationship with the customer and the purpose of the interaction.

· Bilingual or other assistance is accessed as required.

· Opportunities to enhance quality of service are identified and appropriate action is taken.


	· Assessment Tasks

· Assessment Task: Record Sheets

· Assessor Question & Answers

· Demonstration

· Evidence of workplace samples


	
	
	

	Respond to customer needs and expectations
	· Council's position and the extent of assistance that can be provided, including arrangements and costs, are identified and clarified with the customer. 

· Requests for information are actioned or the customer is referred to appropriate information source for further assistance. 

· Referrals made to other people or departments are conducted in such a way as to minimise inconvenience to the customer. 

· Any necessary documentation is obtained, completed and processed according to council procedures. 

· Council's policies and procedures relating to privacy and confidentiality are adhered to. 

	· Assessment Tasks

· Assessment Task: Record Sheets

· Assessor Question & Answers

· Demonstration

· Evidence of workplace samples


	
	
	

	Communicate effectively with the public
	· Communication with the public is conducted in a courteous manner appropriate to the age, culture and linguistic background of the individual or group and in accordance with council policy. 

· Relevant council policies, procedures, works and restrictions are clarified to the public in a comprehensive and courteous manner. 

· Information provided to the public is accurate and timely. 

· A positive image of council is presented and maintained in all dealings with the public. 
· Opportunities for customer feedback are provided.

	· Assessment Tasks

· Assessment Task: Record Sheets

· Assessor Question & Answers

· Demonstration

· Evidence of workplace samples


	
	
	

	Manage difficult customer situations
	· Council procedures are followed when dealing with difficult customer situations. 

· In the event of a complaint, corrective action is taken where possible or a resolution process is mutually agreed upon. 

· Customer feedback is reviewed in consultation with work group and changes or improvements are considered. 

· A calm and conciliatory approach to difficult customer situations is demonstrated with a focus on constructive problem solving.
	· Assessment Tasks

· Assessment Task: Record Sheets

· Assessor Question & Answers

· Demonstration
· Evidence of workplace samples
	
	
	


COMPETENCY RECORD SHEET
	Unit Information

Unit Code: LGACORE103B
Unit Name: Provide service to local government customers

	Trainee Information

Trainee Name:
Organisation:


	Assessor Comments

Assessor’s Full Name:


	Assessment Date/s
	Notes / Further Action Required for the trainee to demonstrate their competence in this unit (if any):

	
	

	
	

	
	

	
	

	For Assessor to complete once trainee demonstrates competence in this unit:

Based on the evidence they have provided, I believe ……………………………………..(trainee’s full name) is competent in all of the critical aspects for this unit.
Assessed as competent on: …….... / …..….. / …..….. 
Assessor’s Signature:
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