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1.1 Introduction
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This course is based on the unit of competency RIICOM201D Communicate in the Workplace.
In this training course you will learn about:

· Communication equipment and systems.

· Face-to-face communication.

· Written communication (documentation).

1.1.1 Workplace Communication
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Good communication is one of the most important things to help make sure any workplace is running properly.

This includes all written and spoken communication.

Everything you read, write and talk about with other personnel is contributing to effective communication.

It is important that all communications that happen at work are clear, to the point, easily understood and meet the requirements of site rules, policies and procedures.

1.1.2 Working Safely

You must follow all safety rules and instructions when performing any work. If you are not sure about what you should do, ask your boss or supervisor. They will tell you what you need to do and how to do it in a safe way.

[image: image2.jpg]



1.1.2.1 Health & Safety Rules

Every workplace has to follow laws and rules to keep everyone safe. There are 4 main types:

	Acts
	These are laws that you have to follow.

	Regulations
	These explain what the law means.

	Codes of Practice
	These are instructions on how to follow the law, based on industry standards.

	Australian Standards
	These tell you what the minimum requirement is for a job, product or hazard.


Some states use OHS laws, and other states use WHS laws. They both talk about the same thing, but use different words or names for people. If you have any questions about safety rules you should talk to your boss or supervisor.

1.1.2.2 Operations Documentation

Before starting your work you need to make sure you have access to all operations documentation for the job. This will help you to do your work in the safest way and make sure all work is compliant.
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Operations documentation includes:

	Document Type
	Explanation

	Site Details
	The information and safety requirements of the workplace environment (where you will be working).

	Hazard Details
	Any hazards in the work area or related to the work. This could also include instructions on how to handle dangerous or hazardous materials.

	Task Details
	Instructions of what the work is or what you will be doing. Also instructions on how to safely do the job.

	Faulty Equipment Procedures
	Isolation procedures to follow or forms to fill out.

	Signage
	Site signage tells you what equipment you need to have, or areas that are not safe to be in.

	Emergency Procedures
	Instructions on what to do in emergency situations, for example if there is fire, accident or emergency where evacuation or first aid is needed.

	Equipment and Work Instructions
	Details of how to operate plant and equipment and the sequence of work to be done.

	Communications Instructions/ Requirements
	Details of communications that need to be maintained during work activities such as:

· Reporting (spoken and written) progress, issues, incidents, faults and other relevant information.

· Giving, receiving and confirming instructions.

· Filling out forms.

· Warning other workers about hazards or dangers.

· Signing off on permits or work instructions.


1.1.2.3 Emergency Procedures

Each workplace will have communications safety procedures to be followed in the case of an emergency. 

Emergency communication procedures may include:
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· Written emergency procedures and policies.

· The reporting of incidents or emergencies to relevant personnel.

· Warning procedures including sirens and announcements.

· Maintaining communication and keeping people up-to-date.

· Communicating with emergency services (e.g. fire service).

· Communicating with other relevant agencies (e.g. electrical power service).

· Writing of reports and records.

It is essential that you are aware of the safety procedures to be used on your workplace in relation to communications. 

If you are unsure of the procedures for your workplace, or do not know where to locate the information for these procedures, speak with a supervisor or other experienced personnel.

Review Questions
	1. 
	What information could you access to make sure your work is compliant?
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	2. 
	List 3 examples of operations documentation.
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	3. 
	What kinds of communication requirements are generally outlined in your operations documentation?
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	4. 
	List 3 examples of emergency communication procedures you should locate before you start work.
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1.2 Choose the Right Way to Communicate
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The way you communicate with others will depend on the requirements of the job or task, standard procedure and the availability of communication equipment.

Communication methods may include:

· Talking via radios or telephone.

· Signalling using sound with bells, whistles and sirens.

· Signalling using lights, flags and signs.

· Electronic communication via a computer, tablet and smartphone (e.g. sending and receiving emails, SMS or video calls).

· Written communication (e.g. documents, reports, forms, notes, letters, memos and other paperwork).

· Face-to-face conversations and discussions (verbal communication).

Using the right communication method helps to make sure that the information is passed on quickly and accurately.
To establish and maintain effective communication with other personnel make sure you:
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· Use communication equipment properly.

· Fill out forms or reports properly, in handwriting that is easy to read, or use a computer to fill them in electronically.

· Speak clearly and use plain English.

· Check that the person you are communicating with understands what you are saying and has received the message in full. You can ask them questions or let them ask you questions to confirm that they understand what you are trying to communicate. You can also get them to explain it back to you in their own words.

1.2.1 Communication Breakdown

There may be times when communications are not clear. This can be caused by a number of reasons. Sometimes it can be difficult to get your message across because of:
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· Misunderstanding caused by unfamiliar or technical language.

· Misunderstanding caused by misinformation or inaccurate information.

· Low language or literacy skills.

· Background noise that makes it hard to hear what people are saying, especially when talking on the phone or over two-way radio.

· Damaged or faulty communication equipment.

· The way you are trying to communicate. If you are not using the right or expected methods of communication it can cause confusion. An example of this is verbally passing on a message when you are supposed to complete and hand in a form or report instead.

Try to avoid these things to keep communications in the workplace clear.

Review Questions

	5. 
	List 3 examples of operations documentation.
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	6. 
	How can you make sure you are establishing and maintaining clear communication with other personnel?
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	7. 
	List 3 examples of causes of communication breakdown.
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2.1 Communication Systems and Equipment

There is a range of communication systems and equipment that is used in various workplaces.

It is important that you identify the systems and equipment being used at your workplace so that you can make sure you are communicating with others in the right, and expected way. 
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2.1.1 Communication Systems
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Communication systems can be made up of a range of parts including:

· The Systems Overview – what equipment is available and how communications need to be maintained during different types of work.

· Operating Directories – details of all personnel and communications in use across a work site.

· Communication Equipment – phones, radios, computers, pagers, lights, bells, buzzers, whistles or any other equipment that is used to communicate with other workers across a range of activities.

· Site Specific Procedures including:

· Call signs – names used to identify different people, equipment and parts of a project or site.

· Area descriptions.

· Voice procedure – the way you need to speak when using equipment to make sure others can understand you and know when you have finished speaking.

· Protocols – rules or standard practices relating to communication equipment and systems.

· Emergency Procedures – emergencies may need to be handled and communicated in a particular way to make sure people avoid danger and get help or assistance as soon as possible.

2.1.2 Communication Equipment

Communication equipment used in a workplace may include:
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· Radio (e.g. fixed frequency two-way radio).

· Telephone.

· Computer.

· Audible signals such as bells, whistles and sirens.

· Physical signals such as lamps, lights and flags.

· Hand signals.

· Written documentation (pens, forms, documents, reports).
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Two-way radios are useful, especially on big work sites, but you should use fixed channel or trunked radios if you are communicating with just one person during a job. This will stop any interference on the channel and make sure you don’t pass messages, directions or instructions to the wrong person.

Audible signals are useful for giving directions where you do not have constant line of sight with the person you are communicating with.

Using visual signals like lights, flags or hand signals to direct, or receive directions from another worker is only appropriate where the person you are communicating with can see you at all times, but may not necessarily be able to hear you because of background noise or the distance between you.

Review Questions

	1. 
	List 3 examples of components or parts that can make up a communications system.
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	2. 
	List 3 examples of communication equipment.
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	3. 
	When can you use visual signals to communicate with other workers?
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2.2 Equipment Safety Procedures

Safety procedures that relate to communication systems and equipment focus on the correct use of equipment and systems in each situation. This focus aims to avoid incidents caused by poor communication, misunderstandings or using the equipment incorrectly.
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Safety procedures for communication equipment and systems includes:

· Equipment maintenance – guidelines on keeping communication equipment operating properly.

· Equipment use – rules around how, when and where you can use equipment.

· Guidelines or instructions around communication equipment that is not allowed to be used. In some cases you may not be allowed to use mobile phones on work sites or in certain areas.

· Fault reports – to warn other personnel of dangerous or faulty equipment.

· Hazard reports and risk assessments – identified unsafe situations need to be documented and managed in the right way to keep everybody safe.

Check with your supervisor or other authorised and experienced personnel to see if there are any safety requirements for any communication equipment you need to use.

Review Questions

	4. 
	List 3 examples of safety procedures relating to communication equipment and systems.
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2.3 Use Communication Equipment and Systems
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Before you use any communication equipment make sure:

· You are using the right method of communication for the situation.

· The equipment is in good condition and works properly.

· You know how to operate it properly.

· Other workers you are communicating with know what you are doing and what equipment you are using.

· Other workers will be able to understand what you are telling them with the communication equipment.

· The equipment will not cause any hazards, incidents or unsafe situations for yourself and other personnel in the area.
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Operate all equipment in line with workplace rules, policies, procedures and instructions. For example, you may need to use specific call signs and voice procedures, or include specific details in written documents and emails.

Communicate clearly and give direct and prompt directions or responses to other personnel while you work. This will keep everything running smoothly and make sure everybody understands what is going on.

If an unexpected situation occurs that is caused by the way you are operating the communication equipment you should stop and assess the situation. Talk to other personnel and work out how you will communicate and what equipment you will use for the remainder of the work.
Review Questions

	5. 
	List 4 things you should make sure of before you start operating any communication equipment.
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	6. 
	How can you make sure your communications will keep everything running smoothly and make sure everybody understands what is going on?
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2.4 Receive Communications from Others
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Communication is a two-way process. Listening is sometimes more important than talking.

Throughout your work day you will receive a range of communications from other personnel, especially when you are working on a large site, or in a work team, crew or group.

Confirm all communications you receive (written and verbal) with the person you receive it from. This will make sure you understand what the other person is trying to tell you. This is especially important when you are receiving instructions from your supervisor or other personnel.
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If you are receiving signals from another worker, such as hand signals, whistle signals or other appropriate directions, make sure you follow them exactly. If something doesn’t seem right in the directions you are receiving you should stop and confirm that you are both looking at the situation the same way.

Acknowledge all communications that you receive. Do not assume that the person communicating with you knows that their message has been received and understood without you acknowledging it. 

It is important to acknowledge and respond to all communications so that other personnel know that you have received the message.
Review Questions
	7. 
	Why should you confirm all communications that you receive?
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	8. 
	Why is it important to acknowledge and respond to all communications that you receive?
	[image: image19.png]




	


2.5 Pass on Communications

Once communications have been received, acknowledged and clarified you may need to pass on the information. When passing on the information it is important that it is completed in a clear and concise manner. 

How this is done will depend upon the type of communication used, for example:
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Once again it is very important that you make sure your message or document has been received and understood.

2.5.1 Situation Reports (Sitreps)
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If situations change on site because of the work being completed, environmental changes, accidents or incidents you may need to report regular updates.

These reports may be verbal or written depending on the situation.

In an emergency you may need to verbally report the details of what is happening as the event is unfolding and complete a written report after it is all over. These reports are used to gather details of what happened and help with investigations and action plans to prevent future emergencies.
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Other reports can include updates on how a job or task is progressing. You may be required to check in at set times during your shift, or at the end of your shift to let your supervisor know what you have done and what still needs doing to complete a job or project. You also need to report any other important details that may impact on the job.

Like all other workplace communications – keep it clear and to the point. Include all details and make sure you pass on communications as soon as reasonably practical.

Review Questions
	9. 
	How can you make sure communications are passed on properly using radios?
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	10. 
	What communications might you need to make during and after an emergency situation?
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	11. 
	What details should you include in reports to your supervisor during and at the end of your shift?
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2.6 Identify and Report Faults in Equipment

Before you use any communication equipment make sure it has been checked and tested. If you are unfamiliar with the equipment get somebody who knows how to use it to show you how to check it.
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2.6.1 Common Faults in Communication Equipment and Systems

The faults that can be found in communication equipment and systems vary depending upon the type of equipment and how the equipment is operated. 

Generally, common things that will affect the operation of communication equipment and systems can include:
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Do not ever use faulty or defective equipment. If it fails during operations you could be putting yourself or others at risk.

2.6.2 Report and Record Faults
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Once a fault has been identified with communication equipment it is your responsibility to report it and record the fault according to site procedures.

A typical procedure for the reporting and recording of faults may include:

· Tagging the item of communication equipment to stop anybody from using it.

· Recording the problem in a logbook or on an inspection checklist. Make sure that you give as much detail as possible.

· Reporting the fault to your supervisor or other authorised person.
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Tagging an item involves placing a tag on the piece of equipment so that others are aware that it should not be used. This is also known as ‘isolation’.

This tag will need to stay in place until the fault has been fixed and the equipment has been certified as fit for use. Never use an item of communication that has been tagged out and never remove the tags from the equipment.

Review Questions

	12. 
	List 3 examples of things that can affect the operation of communication equipment and systems.
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3.1 Speak Clearly and Listen Carefully
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It is important that you speak clearly and listen carefully to make sure:

· Everyone understands what has been said.

· Everybody knows what they are supposed to do.

When talking with other people in the workplace face-to-face make sure you are respectful. Avoid slang terms and ‘in-jokes’ as they may confuse or offend others. Try to avoid overly technical terms and ideas when dealing with workers that may not be familiar with them.

Listen carefully and clarify any points of the conversation that you are not sure about. Make sure that the other person or people you are talking to understand what you have said.

Try to leave the conversation with everybody clear about what has been said and aware of what they need to do with this information.
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3.1.1 Ask Questions and Confirm Information

Make sure you take the opportunity to ask questions to confirm any details that you are unclear about. You can also ask other people questions to confirm that they have understood what you have said.

You can ask:
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Always take the time to confirm any details that you are not 100% sure about and to confirm that other people have understood what you have said or what you are asking of them. 

Miscommunication can lead to serious accidents and disruptions in the workplace.
3.1.2 Use Communication to Support Work Flow

[image: image66.jpg]


One way to keep everything running smoothly is to make sure the right information gets to the right person quickly and accurately. Often a lack of communication can hold up work. This is especially true where a range of different personnel, contractors and operators are all working on one large project. 

Often tasks need to be completed before others can begin. If the message that work has been completed never makes it to the right person, or takes a long time to be delivered, there can be serious hold-ups for the work.

[image: image67.jpg]



The same problem can occur if there is no communication with personnel in charge of organising equipment, plant, deliveries, maintenance and other vital tasks on a work site.

Make sure you keep everybody informed about what is happening so the entire work site can work efficiently and projects can be managed properly.

Review Questions

	1. 
	Why is it important to speak clearly and listen carefully?
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	2. 
	What kind of language should you avoid when talking to other workers?
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	3. 
	What should you do if you are unclear about anything that has been discussed in the workplace?
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	4. 
	What effect can a lack of communication have on a worksite?
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3.2 Use Communication Signals
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As part of the face-to-face communication process there are a range of communication signals that can be used. Communication signals may be required when verbal or audible communication cannot be maintained.

For example, when a piece of machinery is in operation, communication would need to be maintained with the operator, but it may be too noisy or you may not be in close proximity to the operator because it is too dangerous. 

In this case communication would be maintained through hand signals.
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Signalling methods used in a workplace may include:

· Hand signals.

· Horn and/or whistle.

· Safety lights.

· Cap lamp.

Make sure you use only site approved signalling methods to convey information. The meaning of all signals used should be understood by whoever is giving and receiving them.
Review Questions

	5. 
	List 2 examples of communication signals that are commonly used on a work site.
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3.3 Participate in Discussions

You may need to take part in discussions with personnel to receive and clarify information about the task. Discussions include:
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· Team meetings.

· Toolbox talks.

· Health and safety discussions.

· Project planning meetings.

· Near miss or incident discussions.
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You can effectively take part in workplace discussions by listening carefully to what is being said and speaking clearly so that everybody can hear you properly. Try not to speak over other people and try not to let the discussion turn into an argument with other people.

Be respectful to other people’s point of view, even if you disagree. Remember, you may not always be right under the circumstances.

Don’t be afraid to speak up if you think you have something valuable to add to the discussion.

3.3.1 Communicate Cooperatively
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Any face-to-face communication should follow basic communication etiquette. Deal with other people honestly, professionally and with respect. For example it is counter-productive to shout or insult others, give them incorrect information, or not listen to other people’s ideas when talking to them.

Be aware of cultural differences between workers and choose your words and approach carefully. Other people may have different values, beliefs, attitudes and experiences to your own. The words you use may be offensive to some people.

If you are having difficulty talking or communicating with some personnel you should speak with your supervisor and discuss different ways you can communicate effectively.

Review Questions

	6. 
	List 3 examples of workplace discussions that you may have to participate in.
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	7. 
	Why is it important to be aware of cultural differences between workers?
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4.1 Complete Required Documentation

Written documentation in a workplace can take a range of forms including:
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As part of your job requirements, you may need to complete paper or computer generated documentation. All required documents should be filled out properly and on time. 

There may be strict timeframes set for completion or submission. Make sure you meet these, or warn the people expecting them if there is going to be a delay.

Use clear and simple language when filling in forms and make sure your handwriting is neat enough to read. This will help to make sure that other people can understand it properly. If you have trouble writing you can ask somebody to help you complete the documents.
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Thoroughly check all information that is entered into written documents. Inaccurate, missing or misleading information can cause confusion, delays, hazards or legal issues.

Once written documents are completed, they should be processed and filed in accordance with your site’s protocols and procedures. In some cases you may need to keep a copy of written documentation for yourself.

4.1.1 Use Approved Documents

Each workplace will have their own format requirements and approved documents that have to be used for specific situations. Speak with your supervisor or check at the site office for copies of forms or documents that you need to fill in.
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It is important to use approved documents so that the receiver of the document knows:
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This makes the communication process smoother and more effective.

You need to make sure that you use approved forms and documents for all written reports, and that the documents you are using are appropriate for your purpose.

4.1.2 Pass on Written Information

Documents, especially computer generated ones, are passed between personnel on a regular basis in most places of work.
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Some documents may need to be reviewed and signed off by appropriate personnel. You may be authorised to sign some documents yourself. Pass on any documents you have completed for processing and filing.

Make sure that any documents that need to be passed on to other personnel, departments or external agencies are delivered promptly. You must make sure that the written documentation has been completed fully and following your site’s procedures, and is being sent to the appropriate individual or department.

Written documentation around incidents may need to be passed on to a range of external authorities. Follow all standard procedures and make sure all of the information required is handed over without delay.
Review Questions

	1. 
	List 4 examples of written documentation you could use at work.
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	2. 
	Why should you use clear and simple language when filling in forms and make sure your handwriting is neat enough to read?
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	3. 
	Why is it important to use approved documents at work?
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	4. 
	Who might you need to pass written information on to?
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