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Note to presenters and students 

The program – Communication for Employment – contains two parts:  
> Part 1: Professional Communication; and  
> Part 2: Ready, Set, Go! Entering the workforce.  

This program is designed for every student at UTS. It enables students to begin to develop the 
skills required to obtain a job and, once in employment, become familiar with the behaviour 
required to be a valuable member of a workplace team. Much of the contents supports the 
development of Inherent Requirements as specified in individual discipline and faculty at UTS. 

Although students learn a range of new skills at university, in reality these skills are usually 
theoretical and sometimes general in nature, designed to prepare students for the opportunity 
to work in a wide variety of fields. Each area of employment has its particular way of doing 
things, and organisations usually deliver orientation programs for new recruits to acquaint 
them with their specific processes.  

A university education can only go so far in equipping graduates for employment. One of the 
areas cited by students as lacking, is the opportunity to practise communicating with others 
what they have learnt, using experiential examples to demonstrate their skills.  Both parts of 
this program help students hone some of their communication skills and increase their 
confidence to enhance their chances of success in the job market.  

Part 2 has been written as a supplement to the material in Part 1. The topics presented in Part 
2 were derived from survey feedback from final year students at UTS. The program’s focus is 
to build on the skills developed in Professional Communication to help students be the best 
they can be and succeed at a job interview. It also introduces students to some of the skills 
that are considered necessary for successful integration into the workforce once they have a 
job.  

There is much more material than can be delivered in an intensive program. Both packages 
have many activities to allow users to select, depending on personal or group requirements. 
The content also has the flexibility to be self-paced, although this is not ideal from a 
communication point of view. Ideally, flipped learning can be used where students read articles 
or watch video clips at home so workshop time can be used for interactions and practising role 
plays. However, flipped learning is not always possible because attendance is voluntary. 

There may be times when students need extra work, such as pronunciation or presentation. 
The presenter can supplement with existing material specific to the students’ learning needs, 
for example, prepared and practised pronunciation for a specific industry. 

Suggested answers where activities require responses, are provided in the Appendices. It is 
by no means prescriptive, and presenters are free to substitute responses where appropriate.  

The activities have a very practical focus to give students the opportunity to practise as much 
as possible. Every workplace is unique and has its own culture, but the topics presented here 
are considered to be essential to all employees and workplaces. 



 
 

UTS: HELPS / JULY 2018 
 

CONTENTS 

1. Preparing for interviews 1 

Effective networking 1 

Making introductions and handshaking 2 

Preparing for interviews 3 

Developing strategies to build self confidence 4 

Creating a positive first impression – importance of online presence, self-image 
and grooming 5 

Negotiating your salary 9 

2. Interviews 11 

Interview practice 11 

3. Communication 13 

Listening 13 

Speaking on the telephone 16 

Giving and receiving feedback 18 

Feed forward 22 

Giving and following instructions 22 

4. Personal and interpersonal awareness 25 

Working with different personalities – building rapport and trust 25 

Understanding gender and cultural awareness 28 

Emotional intelligence 36 

Saying “No” 40 

Being polite and talking politics 42 

5. Case studies 44 

6. Appendices 47 

7. References 52 
 
  



 
 

UTS: HELPS / JULY 2018 
 

 



 
 

1 

 

1. PREPARING FOR INTERVIEWS 

EFFECTIVE NETWORKING 

Networking is about meeting people and talking with them. In Communication for Employment 1, 

you did some networking activities such as learning what to do when meeting a person for the 

first time, introducing yourself, and the importance of smiling and body language. Here are a few 

networking protocols: 

> Enter a room enthusiastically 

> Stand tall 

> Smile 

> Use positive body language 

> Look the person in the eye 

> Shake hands 

> Introduce yourself 

> Lean forward to face the other person 

> Nod and smile 

> Use gestures 

> Think about the tone of your voice 

> Be polite and positive 

Here are a few activities that will assist you with your networking skills. 

Activity 1: Now let us practise the protocols 

Speed networking: In the next two minutes, shake hands and introduce yourself to as many 

people in the room as you can. Your aim is to create a positive impression. 

Feedback: After the activity, you will be asked to tell the group about the people who made the 

strongest impression on you and why they did. 

Activity 2: Pair share 

Find someone in the room whom you don’t know. In two minutes, find three things that you have 

in common that are not initially obvious. 

Feedback: After the activity, you will be asked what you were able to achieve. Did you find out 

three things about someone whom you have never met before? If you did, how did you do this? 

Activity 3: Ask me 

You will be given a blank card. On the card, write a few words about something you would like to 

talk to someone about such as: 

> Ask me about my favourite website 

> Ask me what happened to me yesterday 

> Ask me what book I am reading 
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The workshop presenter keeps half of the cards and the other half of the cards are laid out face 

down. The class is divided into groups of three. One person in the group will be the observer. 

Half of the participants pick up a completed card and then use this card to ask questions of the 

other person in their group. Repeat with the other half of the cards and with the roles reversed. 

Feedback: The observer will watch and listen to this interaction, and report back to the other two 

group members.  

Once the activity has finished, how did the group member asking the question react to the other 

group member? Can you see any areas for improvement? Did she/he: 

> show interest? If so, how? 

> ask further relevant questions? 

> keep the conversation going? 

> appear to make the experience enjoyable? 

> politely end the conversation? 

If the observer answered ‘Yes’ to all these questions, then the person who was asking the 

questions has good networking skills but even so, networking is a skill that can always be 

improved. 

MAKING INTRODUCTIONS AND HANDSHAKING 

Making introductions and handshaking are common practice in the workplace. Although the rules 

about how this is done in Australia are quite relaxed, there are some guidelines to help you do 

this confidently. The following links provide some simple advice to follow: 

> http://www.rightattitudes.com/2007/11/03/etiquette-protocol-introducing-people  

> https://www.thebalance.com/how-to-shake-hands-with-confidence-3514826  

In some cultures and religions, it is not acceptable for men and women to shake hands. Between 

a male and a female, the easiest way to remember what to do is to wait for the female to extend 

her hand before you offer yours. If you do not wish to shake a person’s hand, regardless of 

whether you are a male or female, a simple thing to do is to put your right hand on your heart. 

This signals to the other person your position, and it should not cause embarrassment to anyone. 

When you meet someone for the first time, you usually get an impression of what sort of person 

they are within the first few minutes. The impression we get is based on a number of factors 

which include: how the person is dressed, how they speak and what they say, and their body 

language. At a job interview, it is vital to make a good first impression. It is important to pay 

attention to how you present yourself so the person you are meeting will be interested to know 

more about you and, hopefully, offer you the position. 

Activity 4: Handshaking 

In groups of three, practise handshaking and introducing each person to another. Reflect on this 

activity and think about what impression you got about each person from their handshake. 
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PREPARING FOR INTERVIEWS 

Job interviews can be stressful, so it is advisable to be as prepared as you can which will help to 

reduce your stress and make you feel more confident.  

Interviews can take many forms, from face-to-face interviews with one interviewer or a panel of 

up to three people. Group interviews are also common in the early stages of some interview 

processes and sometimes, companies may use telephone interviews. These days, organisations 

are using online interviews as a culling process, and reserving face-to-face interviews for the 

best applicants at the end. Interview Stream (https://interviewstream.com/) and Vieple 

(https://vieple.com/) are two programs used for this purpose. 

There is a lot of information about how to prepare for interviews, and you may also have learnt 

about it at university or in Communication for Professional 1. The following points provide a 

summary of things to be aware of when preparing for an interview (University of Melbourne n.d.). 

> Familiarise yourself with the organisation.  

> Re-read your application. 

> Review the most common interview questions, but be prepared for unexpected ones. 

> Be prepared to talk about your key strengths and assets. 

> Review the selection criteria and ensure you can provide interesting examples to demonstrate 

the skills that are listed. Remember to use STAR. 

> Prepare a couple of questions to ask at the end of the interview. 

 

Activity 5: Preparing for an interview 

The job advertised below was listed on the UTS jobs website. Prepare a resume of no more than 

two pages, and ensure you address the criteria mentioned in the advertisement. 

Be prepared for an interview in next session. 

 

Programs Assistant 

Employer: AFS Intercultural Programs Australia 

Application closing date: XXXX 

Location: Surry Hills, New South Wales, Australia 

Have you participated in an international exchange? Are you interested in global affairs? 

This is an exciting opportunity to work for AFS Intercultural Programs Australia. This is an 

entry-level position that would suit a university student who is looking to work part-time 

whilst completing their studies. 
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DEVELOPING STRATEGIES TO BUILD SELF CONFIDENCE 

It is not always easy to feel confident, especially if you are naturally shy or experience low self-

esteem. However, there are small changes you can make in the way you think about yourself 

that will help to develop confidence. 

Some tips for building self-confidence 

Look at what you’ve already achieved 

Often, we tend to focus on our failures rather than celebrating what we have achieved. Make a 

list of all the things you’re proud of in your life. These may include good exam results, or even 

learning a new skill such as hang gliding. Keep this list handy and when you do something that 

makes you feel proud, add it to the list and remind yourself of what you have achieved. Some of 

these achievements can be added to your resume to highlight your achievements to prospective 

employers. 

Think of things you’re good at 

Each one of us has strengths and talents. What are yours? Recognising what you’re good at and 

building on those things is a useful way of building confidence. Employers will often ask you what 

strengths you will bring to a position. 

Set some goals 

Goals give you direction. They keep you focused and motivated, and increase your chances of 

achieving things. Once goals are achieved, this contributes to improved confidence. 

Talk yourself up 

If you regularly focus on your weaknesses and have negative thoughts running through your 

head, it will be difficult to feel confident. Review your self-talk to reduce your negativity and reflect 

on how to overcome these weaknesses. At an interview, you may be asked what strategies you 

have to overcome any weaknesses.  

Get a hobby 

Try to find something that you enjoy doing. Finding something that you are passionate about will 

usually mean that you will be good at it as well, and this will enhance your confidence. Your 

hobby could be something creative like playing an instrument in an orchestra, or it might be a 

team sport. These can be added to your resume and show that you are a team player. Our 

hobbies can also be a good talking point when networking. 

Volunteering 

Volunteering provides numerous benefits, including opportunities to gain new skills and 

knowledge, and enhance career prospects. The most important thing is that it can also boost 

your confidence. There are many local and international volunteering organisations which will 

help you to get a voluntary role by matching your skills with the needs of an organisation. 

Volunteering may be linked to your degree, but it doesn’t have to be. Always remember to show 

any volunteering on your resume. Doing this lets a prospective employer know that you are a 

well-rounded person, and have a good attitude to work/life balance (ReachOut.com nd). 
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Activity 6 

In pairs, reflect on the tips to build self-confidence and begin to list your achievements in the 

table below. Discuss how some, if not all, of these can be included in the context of networking or 

interviews. 

My 
achievements 

I am good at My goals How I will 
overcome my 
weaknesses 

My hobbies  

 

 

 

 

    

 

 

 

 

    

 

 

 

 

    

 

 

 

 

    

 

Activity 7 

Have a look at the following volunteering websites and list three roles that you may be interested 

in. In pairs, discuss how these potential volunteer positions could help you to gain new skills and 

knowledge, overcome your weaknesses, and boost your career prospects. 

> http://www.volunteeringaustralia.org/  

> https://govolunteer.com.au/  

CREATING A POSITIVE FIRST IMPRESSION – IMPORTANCE OF ONLINE 
PRESENCE, SELF-IMAGE AND GROOMING 

In Communication for Employment 1, you learned about the importance of aligning your online 

brand information with what people see when they meet you. This does not just mean how you 

speak and behave, but also includes how you look. How you dress and present yourself is 

especially important at a job interview. Non-verbal communication is very important, which 

means that when you enter a room for a job interview the interviewers will make a judgement 

about you before you even say anything. Job markets are very competitive, so if you are 
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carelessly dressed, an interviewer may assume you are careless about your work (Cerone 

2017). Whether we like it or not, how we look, regardless of our gender, is still important 

(Peluchette, Karl & Rust 2006). 

What you wear to work will depend on the type of job you have, and the corporate culture of the 

organization. Two points to remember are (Cerone 2017): 

1. Work with what you’ve got! Choose appropriate clothes. 

2. Strive to project confidence and pride at all times. 

 

Activity 8 

The following link provides an insight to what Australian employers are looking for in job 

applicants (in January 2017): https://www.youtube.com/watch?v=hyDke7_oprU 

After you have watched the clip, make a list of three things that you feel you have to improve 

before you are confident for your first interview. Also, write down what you will do to improve 

each area. 

Three areas for improvement How I will achieve this? 

 

 

 

 

 

 

 

 

 

 

 

 

 

Activity 9 

The following link provides more information on how to make a positive first impression at a job 

interview in an English-speaking country: https://www.youtube.com/watch?v=Vb8y1xMSj78  

After you have watched it, list in the table below the five most important things that you have 

learned, and explain why you have chosen them. 

1  

 

 

 

2   
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3   

 

4   

 

5   

 

Using STAR to talk about yourself 
Most of us dread job interviews, but this doesn’t have to be the case with a little preparation. One 

of the things applicants fear most is having to answer a question that asks them how they dealt 

with a particular situation, e.g. ‘Tell us …’ The STAR technique provides you with a framework 

that makes it easy for you to tell your story. The letters represent: 

> Situation – set the context for your story 

> Task – what was required of you 

> Activity – what you actually did 

> Result – the outcome  

The listener will not be aware that you are using the structure and will be totally immersed in 

hearing your story. It is important to speak in specific terms and quantify your success. This 

makes the story more interesting for the listener, especially since they can gauge your success. 

Remember to make your answers concise so you convey the maximum achievement in the 

minimum time. Finally, it is important to finish on a positive note so you leave a strong impression 

on the interviewer.  

Activity 10 

Watch the following short video to see how STAR is used. While you are watching, pay careful 

attention to each of the stages in STAR so you will be able to apply them to your own situation. 

https://www.youtube.com/watch?v=ojMt2ktJEyQ 

Activity 11 

Unscramble the responses to the question: ‘Tell me about a time when you solved a problem to a 

tight timescale’. Match each response with the correct stage of the process. 

Situation I spoke to the event organisers to find out if they could change the running order. They 
agreed, so we bought ourselves some time. I contacted Susan, another member of the 
team, who could step in. She agreed to drop what she was doing and head to the event. 

Task Stuart didn’t make the meeting on time, but we explained the problem to the delegates 
and Susan’s presentation went well. Stuart managed to get there for the last 15 minutes 
to answer questions. As a result, we gained some good contacts; at least two of which 
became paying clients. 

Activity We were due to deliver a presentation to a group of 30 industry members on our new 
product and Stuart, the guy due to deliver it, got stuck in traffic. 

Result It was my responsibility to find an alternative, so it didn’t reflect badly on the company 
and we didn’t waste the opportunity. 
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The following scenario is an example of how the STAR technique can be used to demonstrate 

your problem-solving skills in a tight timeframe. 

Situation It was the day before a public speaking competition and our conversation group leader 
had lost their voice. As the coordinator of our group, it was my job to find a replacement. 

Task I had to find a replacement at short notice so that the students were not disadvantaged. 
They had worked hard to prepare and were keen to participate in the competition. 

Activity I spoke to the HELPS conversation coordinator and suggested we ask a U:PASS leader 
who I knew would be experienced in leading groups and may be able to step in. 

Result Fortunately for the group, the U:PASS leader agreed to take the group and the students 
were pleased that all their efforts were not lost. The U:PASS leader enjoyed the 
experience so much that they asked if they could become a conversation leader. 

 

Activity 12 

Working alone, respond to one of the two questions below using STAR. You can write your 

answers in the table provided. When you have finished, work with a partner and practise telling 

one another your responses and providing feedback. 

> Tell me about a situation where you had to use your leadership skills. 

> Describe a situation where you used your communication skills to resolve a customer 

complaint. 

 

Situation  

 

 

 

Task  

 

 

 

Activity  

 

 

 

Result  
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NEGOTIATING YOUR SALARY 

In readiness for your first job offer, it is important to develop skills to help you to negotiate your 

salary. Many people see this as a terrifying prospect, but with a little preparation and practice, it 

doesn’t have to be. 

UTS: Careers provides background information that you should be familiar with before you 

negotiate your first salary. Remember, being prepared gives you a better chance of success. 

 

(Gonzales 2016) 

The following clip summarises the key elements you need to consider before you feel confident 

to successfully negotiate a salary: https://www.youtube.com/watch?v=pUQB1_MSWno. While 

watching the video, make a note of these points in readiness for the next activity. 

Activity 13 – Role play: Salary negotiations 

In groups of three, students practise the following scenarios. One student is the observer and will 

provide feedback to both the applicant and interviewer. All students should have an opportunity 

to practice each position. 

1 Job applicant  Interviewer 

Rachel has been offered a position of graduate 
engineer. It is the job of her dreams since she has 
just finished her degree, but she is disappointed 
that the starting salary is $10,000 less than she 
expected. Have a conversation with her 
interviewer to renegotiate the offer. 

Listen to what Rachel has to say about her 
expectation of the starting salary. You have strict 
instructions not to offer more than $8,000 above 
the advertised salary. Have the conversation with 
Rachel. 
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2 Job applicant Interviewer 

Nicole has been offered a prestigious position of 
graduate lawyer at one of Sydney’s top law firms. 
This is a much-coveted job but she is very 
disappointed that she has been offered $10,000 
less than her friend, Jason, who got the same 
position last year. 

Listen to what Nicole has to say about her starting 
salary. You know the company can match her 
expected salary but have been advised to 
negotiate a package that includes gym 
membership and health insurance, rather than 
increase the salary. 

3 Job applicant Interviewer 

Richard has been offered a position of midwife at 
a regional hospital. He is very happy but is 
disappointed that he will have to do shift work for 
the first 3 years of his appointment. He was 
hoping to have a regular daytime shift so he could 
be at home with his children in the evenings while 
they are still young. 

Listen to what Richard has to say about his 
request. Because of the difficulty in getting 
midwives to work in regional hospitals, you know 
the hospital does have a flexible approach to 
negotiating employment contracts. Try to 
convince him to accept the contract which 
requires him to do shift work every alternate 
month. 

Feedback on activity can include: 

> Voice projection quality 

> Eye contact 

> Strength of argument 

> Confidence shown 
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2. INTERVIEWS 

INTERVIEW PRACTICE 

Activity 14 

Students to be allocated an interview time slot in Day 1 (see Activity 5 on page 3). 

Interview schedule 

No Time Interviewee’s name 

1   

2   

3   

4   

5   

6   

7   

8   

9   

10   

Interview observer checklist 

The following interview performance criteria and interview questions are intended as a guide 

only. Due to time constraints, the provision of feedback may be limited to five or six key criteria. 

Presenters should feel free to adapt both criteria and questions as required. 

Student’s name: 

Criteria Demonstrated Partially demonstrated No evidence 

Eye contact  

 

 

  

Gestures/ 
gesticulation 

 

 

 

  

Posture  

 

 

  

Vocal quality, 
clarity & tone 
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Voice 
projection/ 

volume 

 

 

 

  

Language 
fluency & pace 

 

 

 

  

Level of 
enthusiasm/ 
confidence 

 

 

 

  

Preparedness   

 

 

  

General comments 

 

 

 

 

 

 

Sample interview questions 

> Tell me about yourself? 

> Why are you interested in this position? 

> What do you consider one of your significant achievements? 

> Can you describe a time when you demonstrated initiative and what was the result? 

> Where do you see yourself in 5 years’ time? 

The following links will provide more sample interview questions: 

> https://www.seek.com.au/career-advice/common-interview-questions-and-how-to-answer-

them  

> https://student.unsw.edu.au/sample-interview-questions  

> https://www.careerfaqs.com.au/careers/interview-questions-and-tips/how-to-answer-interview-

questions  
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3. COMMUNICATION 

Interview feedback 
Students to be given their interview feedback sheets and successful candidate to be announced 

with details of why they got the job (see Activity 14 on page 11).  

LISTENING 

Being a good listener is one of the best ways to be a good communicator. Good listening skills 

mean that you are able to hear emotions and unspoken meaning. Good listeners let the speaker 

know they have been heard. Listening attentively involves eye contact, posture, facial 

expression, gestures and genuine interest by truly listening to what the other person is saying, 

asking clarifying questions, and rephrasing what the person says to ensure understanding. We 

will focus on two types of listening: active listening and reflective listening. 

Active listening 
People with good active listening skills show respect for the speaker. They don’t make 

judgements and they empathise with the speaker. They concentrate on what is being said and 

pay attention to the speaker’s manner and body language. It is important to just listen and not 

think about how you are going to respond. A nod of the head or a ‘mmm mmm’ or ‘uh huh’ or 

saying ‘I see ...’ or ‘that’s interesting’ gives the speaker some encouragement.  

Activity 15 

Answer these questions to see how effective you are at being an active listener. 

Listening awareness Always Usually Seldom Never 

Do you let people finish what they are saying before 
you speak? 

    

Do you listen objectively, making no judgement?     

Do you listen fully even though you may think you 
know what the person is going to say? 

    

Do you stop what you are doing and give full 
attention to the speaker? 

    

Do you make eye contact with the speaker?      

Do you nod your head and use other non-verbal 
communication to let the speaker know you are 
listening? 

    

Do you question the person to clarify what is being 
said? 

    

Do you paraphrase to check that you fully 
understand? 
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Feedback: If you answered mostly ‘Always’ or ‘Usually’, then chances are that your listening 

skills are very good, but listening is an area where we can always improve. If you answered 

‘Seldom’ or ‘Never’, then your listening skills could be improved. Listening is an important 

communication skill and the more you practise it, the better you will become at it. 

To improve your listening capabilities, practise active listening, and read the information that 

follows on reflective listening and practise the listening activities. 

Reflective listening 
Reflective listening involves listening actively and using words to encourage the speaker to 

continue. It is a very useful technique if someone is getting upset about something. Reflective 

listening allows the speaker to have the listener place themselves in the speaker’s position 

because reflective listening is about repeating back the words that are heard. In this case, 

paraphrasing is a useful tool. 

Here are some examples of statements employed in effective reflective listening. The listener is 

using his or her own words (paraphrasing) to repeat back what has been heard.  

> So, what you are saying is that you are having difficulty understanding this procedure. 

> What I understand from our conversation is that in future, you would like to be consulted 

before any articles are published. 

Here are some examples of questions employed in effective reflective listening. These are useful 

because the listener needs to fully understand what is being said. 

> I can see that you are upset. What changes would you like to see? 

> So what you are thinking is … 

> What I am hearing is … 

> It sounds like you feel … 

 

Activity 16 

Using active and reflective listening, how might you paraphrase the following complaint? 

> I’m sick of being the only one who ever cleans up the kitchen. Everyone here is so untidy. The 

staff kitchen is always filthy and no-one ever cleans it up except for me. 

Feedback: Did you use any of the suggested active listening strategies in Activity 15? Which 

strategies work well here, and why? 

Activity 17 

Apply active listening and reflective listening to the following two scenarios. Work in pairs and 

take turns at being the speaker and the listener. Each person should be the listener twice. 
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Your listening activity 

Listen as your partner tells you the following scenarios, then, use some of the examples of active 

and reflective listening in your reply. 

Scenario 1 

‘I am so mad with Chloe. I was at the photocopier. I had heaps to print for that new merger that 
we are doing. Then in comes Chloe and just because she is senior to me, she thinks she can 
push in and use the photocopier. As if her work is more important than mine. She just pushed in 
and then her work got in the middle of all my copies and it took me ages to sort out. Honestly, 
she is so pushy and she thinks she is so smart. Next time that happens, I am going straight to 
her manager. I think we need a policy about people pushing in at photocopiers. It would make 
things at work a lot fairer’. 

Scenario 2 

I am so upset. Today I was talking to Raj about the building we are working on and our manager 
blasted us because he said we were talking too much and not getting any work done. We were 
talking because we are working on the same project. It is a massive job. What does he expect? 
How can two architects work on the same project and not talk to each other? We needed to talk 
because we needed to confirm materials and measurements. It was so unfair that he blasted us; 
it was embarrassing. Everyone else could hear what was going on. 

Scenario 3 

I have three lesson plans to get ready for tomorrow. I only knew today that I was taking two extra 
classes and now I will be up till midnight getting ready for them. As if I don’t do enough at this 
school. You would think that because I am a maths teacher, I would be teaching maths, but no. 
Tomorrow, as well as my maths classes, I am to teach geography and legal studies. I know 
people get sick but three teachers sick on one day, just the day when I have my prep times. I am 
not sure if I can cope with this. 

Scenario 4 

We have this big fashion parade to get ready for. I feel so overworked. I have to do everything, 
lay the patterns, cut the designs and now, I even have to sew some of them. I don’t think the 
team in the design room is pulling their weight. The parade is only two weeks away and only half 
of the garments are ready. By now, I think we should have the whole range ready so that we can 
make minor adjustments if we need to, but other people don’t think like this. They prefer to have 
the big rush at the end. I can’t work this way; it is all so disorganised. 

Feedback: How did your listener perform in two of the scenarios? Record ‘yes’ or ‘no’ in the table 

below. You may also like to write a brief comment as part of your feedback. 

 Scenario 1 Scenario 2 Scenario 3 Scenario 4 

The listener applied 
active listening – said 
things such as ‘mmm’, 
‘I see’, and used body 
language 

 

 

 

 

   

The listener used 
his/her own words to 
repeat back what was 
said 
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The listener asked 
questions to clarify the 
situation 

 

 

 

 

   

The listener listened 
objectively and with 
empathy 

 

 

 

 

   

 

SPEAKING ON THE TELEPHONE  

There are several guiding principles for effective telephone communication. If you understand 

and adhere to these, you're well on the way to perfecting your skills.  

If you follow the guidelines listed below, it won't be long before you develop your own style of 

effective telephone communication: 

> Speak clearly and at a moderate pace into the receiver. 

> Use a professional greeting. 

> Have necessary materials ready before making a call. Find a quiet place if you are using a 

mobile. 

> Give your undivided attention (e.g. don’t do other jobs while talking). 

What to say 
> Identify yourself and your organisation. 

> Use the person’s name. 

> State the purpose of your call. 

> Use positive language (e.g. ‘one other option open to you is…’ and not ‘you have exhausted 

just about every option…’). 

> Summarise follow-up action (e.g. ‘as agreed, I’ll email you with the details by the close of 

business today’). 

> End your call on a positive note, and if appropriate, thank them for their time. Replace the 

receiver gently. 

Although mobile phones are commonplace these days, many employers have policies that 

govern their use in the workplace, and it is your responsibility to adhere to these. The following 

points will help you: 

> Turn your phone to silent. 

> Use it only for urgent calls and go to a private place to make the call. 

> Do not take your phone into meetings. 
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Activity 18 

In groups, list the advantages of telephone communication over an email. 

1  

 

 

2  

 

 

3  

 

 

4  

 

 

5  

 

 

 

Effective telephone communication involves the combination of good verbal skills with 

unobtrusive telephone technique. Even the smoothest talker can be off-putting if they have poor 

telephone technique. Conversely, an excellent telephone technique will not compensate for poor 

verbal communication skills. The key to success is in finding a balance between the two.  

Activity 19 

Just like the planning you put into writing an email, you need to prepare before you make a 

telephone call. In the table below, list the things you need to consider before making a call. 

1  

 

2  

 

3  

 

4  

 

5  
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How to listen while on the telephone 
1. Give your undivided attention. 

2. Identify the key elements in a conversation, which answer the purpose of your call, or highlight 

issues. 

3. While tracking the speaker’s conversation, formulate questions to clarify or elicit further 

information. Don’t let your mind wander onto unrelated subjects. 

4. Summarise at regular intervals (demonstrating you’ve listened and understood). 

5. Don’t interrupt or finish sentences. 

6. Ask questions to clarify. (RMIT 2006) 

 

Activity 20 

In groups of three, practise role playing the following telephone conversations. The observer can 

provide feedback to both the caller and receiver of the phone call. Each person is to have a turn 

in each position. 

Caller Receiver 

You were interviewed for the position of graduate 
engineer at Lightening Engineering a week ago. 
You are anxious to know the result of the 
interview and call the Human Resource 
department to ask if a decision has been made. 

You are the Human Resource officer at 
Lightening Engineering. 

Answer the telephone and respond to the call. 

The HR manager has to vet the recruitment 
process before final decisions are approved. 

You have just finished your Bachelor of Business 
and are keen to know what opportunities may be 
available at your local bank. Call the bank and 
ask if they have any job opportunities. 

You take the call and explain to the caller that all 
recruitment is handled centrally by the bank’s 
head office. Give the caller the head office 
number and the contact person to speak to. 

You have graduated with a Bachelor of Nursing 
and have submitted an online application to 
Westmead Hospital. You did not receive any 
acknowledgement that the submission was 
successful and call the hospital’s HR department 
to find out if they have received it. 

You work in the hospital HR department and take 
the call. You have no record of the application 
being received. Ask the caller to re-submit. 

GIVING AND RECEIVING FEEDBACK 

There are times when it will be necessary to give feedback to a work colleague, or when you will 

receive feedback from your manager, team leader or work colleague. This gives you a good idea 

about how you are performing at work. Feedback may be a fairly simple comment after 

completing a particular task, or it may involve a more detailed discussion about your performance 

at work, or the direction your organisation is taking and how things could be done better. It may 

be given in an informal way: ‘This spreadsheet is so clear and easy to follow, thank you’ or it may 

be more structured: ‘I’d like to talk to you more about our procedure for greeting our patients’ 

(ACT Government n.d.). Receiving feedback requires the ability to actively and reflectively listen, 

and also to understand another person’s point of view. A positive response to receiving feedback 

assists in developing constructive relationships. 
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Giving feedback 
Choose what you consider to be a suitable time and place for the feedback to take place, and 

consult the receiver of the feedback so that she/he is also comfortable with the chosen time and 

place. If not, work together to find a mutually acceptable time and place. 

1. Plan what you want to talk about. 

2. Give face-to-face feedback where possible. 

3. Set the scene – start by saying what you hope to achieve by having the feedback discussion. 

4. It is important to provide constructive negative feedback. Try to avoid the accusatory ‘you’ ‘You 

have been arriving late for the whole past two weeks’, but rather ‘I’ve noticed that … and this 

concerns me because …’. 

5. Be specific. 

6. Check that what you are saying has been understood. 

7. After the feedback discussion, follow through. 

You can use STAR to give feedback. 

 Positive feedback 

Situation I was very grateful for your contribution to our meeting last Friday. 

Task You gave a very clear report on the latest developments of our move to our new premises. 

Action The list of action items you required us all to do was timely and necessary. 

Result We now all know exactly what we have to do. 

The table below shows the same situation, but one column uses constructive words in the 

feedback and the next column uses negative words in the feedback.  

 Feedback using constructive words Feedback using negative words 

Situation I am concerned when I see that you are 
finishing your shift 15 minutes earlier than 
you should. Is there anything you would 
like to talk to me about in relation to this? 

I’ve noticed that for the past week you 
have been finishing your shift 15 minutes 
earlier. 

Task The shift finishes at 19:00. Your shift finishes at 19:00, not 18:45. 

Action Finishing the shift early means that there 
is no-one on duty between 18:45 and 
19:00. 

Your finishing early means that no-one is 
on duty between 18:45 and 19:00. 

Result If there is no-one on duty between 18:45 
and 19:00, that puts the pressure on the 
person starting the shift at 19:00. 

You are putting pressure on the person 
who is starting the shift at 19:00, he/she is 
beginning to feel he/she needs to start at 
18:45. 
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Activity 21 

Discussion: 

> What is it about the choice of the words and phrases that makes constructive feedback? 

> What is it about the choice of words and phrases that makes negative feedback? 

Activity 22 

Discussion: 

> How do you think the person receiving the feedback using constructive words would feel? 

> How do you think the person receiving the feedback using negative words would feel 

Receiving feedback 
 Concentrate, actively and reflectively listen, and be aware of your reaction. 

 Try to control negative emotional responses such as anger, which you may later regret. 

 Ask clarifying questions. 

 Reflect and ask questions such as: ‘How would you prefer me to do that?’, ‘What changes do 

you think I should make?’ and ‘I think I might need some assistance in how to do that. Is that 

possible?’. Or, on a positive note: ‘Are you saying you are pleased with my work?’. 

 Thank the person for giving the feedback. 

 Understand what you have both agreed to do. 

(ACT Government n.d.) 

For further reading go to this website: 

http://www.cmd.act.gov.au/__data/assets/pdf_file/0003/463728/art_feedback.pdf  

Activity 23: Constructive feedback 

In groups of three, role play the scenario below. One person gives feedback using STAR and 

one person receives feedback. The observer gives feedback on the role play using the guidelines 

in the table below. 

You are the manager at a community radio station. One of your volunteer reporters has written a 
piece that you think is exemplary and you want to tell her you are very pleased with her work. 
She wrote it within a very short time frame; it followed the format you liked and all the grammar 
was correct. You would like to invite her to work as a casual employee. 

Feedback: How was constructive feedback given using STAR? 

Positive Feedback 

Situation  

 

Task  

 

Action  

 

Result  
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Did the person receiving the feedback: Yes No 

> concentrate and actively listen?   

> control their emotions? (It is ok to show happiness at receiving the news.)   

> ask questions to clarify and reflect?   

> thank the person for the feedback?   

> show understanding of what has been agreed to?   

 

Activity 24 

Constructive feedback: In groups of three, role play the scenario below. One person gives 

feedback using STAR and one person receives feedback. The observer gives feedback on the 

role play using the guidelines in the table below. 

You are the team leader. You have noticed that one team member is not pulling his/her weight. 
He/she seems happy to let everyone else do the work he/she is supposed to be doing. There are 
clear guidelines as to what he/she should be doing, but this is not happening. The rest of the 
team have noticed this and have complained. They want him/her to be taken off the team. 

Feedback: How was constructive feedback given using STAR? 

Positive feedback 

Situation  

 

Task  

 

Action  

 

Result  

 

 

Did the person receiving the feedback: Yes No 

> concentrate and actively listen?   

> control their emotions?   

> ask questions to clarify and reflect?   

> thank the person for the feedback?   

> show understanding of what has been agreed to?   
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FEED FORWARD 

As opposed to feedback, feed forward offers suggestions for the future which can often be more 

useful than using feedback to develop, change and plan. Feed forward encourages vision, and a 

positive focus on the future. When people are encouraged to visualize how they can be more 

successful, their chances of achieving success are increased (Goldsmith n.d.). It is a technique 

used to encourage athletes, to look ahead and back. 

Activity 25 

The aim of this activity is to illustrate how feed forward can sometimes be preferable to feedback 

because it is a more enjoyable and positive experience. Working in pairs:  

> Think of one aspect of your behaviour that, if you changed, would make a positive difference in 

your life. 

> Tell your partner about this behaviour. 

> Ask your partner for two suggestions that may help you to change your behavior and assist 

you to make a positive difference in your life. 

> Listen but make no comments, and then thank your partner for the suggestions. 

> Reverse the roles and do the same activity. 

Feedback: Can you use one word to describe your reaction to this activity? 

> Complete the following sentence: This activity was _______________________. 

GIVING AND FOLLOWING INSTRUCTIONS 

Good workplace communicators are able to give instructions to colleagues in a manner that is 

appropriate and, sometimes, culturally and socially sensitive. Instructions that make requests by 

informing and explaining are more likely to improve understanding and elicit a positive response 

(Dwyer 2012). 

Activity 26 (see instructions in Appendix A) 

Collect a piece of coloured paper. Close your eyes and listen to your workshop presenter’s 

instructions. After the activity, discuss what was missing from the communication. 

Activity 27 (see instructions in Appendix B) 

Follow the instructions of a fellow student when she/he tells you how to draw a diagram. 

Giving instructions 
Here are some guidelines for giving clear instructions: 

1. State what has to be done: I need you to re-write the Run Sheet for the charity event next 

week 

2. Give the reasons why: We have to change the order around a bit. The guest speaker can’t 

arrive till 7. That puts everything out, so we will need to change the times for seating the 

guests and serving the meal. 
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3. Give the instructions in step-by-step order: Change the time for the speaker to 19:15. Change 

the time for guests to sit down at the dining tables to 18:45. The entrée can be served at 

19:00. 

Everything else can stay the same, but you will need to advise the banqueting manager of the 

changes and double check that she has informed the kitchen. 

4. Ask the person to paraphrase the instructions back to you: Can you please say back to me 

what I need you to do? 

5. If equipment is involved, demonstrate what you want the person to do. 

6. Encourage questions: Is that all clear? Do you think it all makes sense? Do you know how to 

get in touch with the banqueting manager? 

7. If it is a job that requires quite a bit of time, suggest how long you think the job is going to take 

and monitor the person’s progress: This shouldn’t take too long to do. Get back to me if you 

have any questions, and please let me know when it is all complete. 

Following instructions 
 Use your active and reflective listening skills to indicate that you understand the instructions: 

‘mmm’ ‘uh huh’ ‘yes’ 

 Concentrate on the instructions; try not to let your mind wander. 

 Ask questions: Do you have the contact details of the banqueting manager? Do you think 15 

minutes is enough time to serve an entrée to everyone? 

 Paraphrase to ensure you understand: I need to re-write the run sheet for the XYZ charity 

event next Tuesday evening. Guests seated by 18:45; entrée served at 19:00; guest speaker 

at 19:15. I also need to inform the banqueting manager of the changes and check that the 

kitchen also knows. 

 Ask for clarification if necessary: Which charity event? There are two next week. Uh huh, so it 

is the XYZ event next Tuesday evening? 

 Ask for help if necessary. 

 

Activity 28 

Choose an activity from the list below, and work in pairs to give and follow instructions. 

> Create a document in Google Docs 

> Use DropBox 

> Create a presentation using Prezi 

 

Did the person giving the instructions: Yes No 

> state what had to be done?   

> give reasons why?   

> give the instructions in a step-by-step order?   

> ask the person to paraphrase the instructions back to them?   

> demonstrate?   
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> encourage questions?   

> give an idea of the timeframe for the job?   

 

Did the person following the instructions: Yes No 

> use active and reflective listening to indicate understanding?   

> concentrate?   

> ask questions?   

> paraphrase to ensure understanding?   

> ask for clarification if necessary?   

> ask for help if necessary?   
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4. PERSONAL AND INTERPERSONAL AWARENESS 

WORKING WITH DIFFERENT PERSONALITIES – BUILDING RAPPORT AND 
TRUST 

Working with a wide variety of people who have different personalities, interests and cultures 

may not be easy, but mutual respect and good communication go a long way to building rapport 

and trust. There may be times when you have to deal with a difficult situation involving entirely 

different personalities; we are not going to cover this here, but there are some valuable 

resources available on dealing with difficult people. Dealing with difficult people can be 

challenging but often, the situation is helped if it is approached with empathy by attempting to 

look at the situation from the other person’s point of view.  

Building rapport 
Building rapport is about having the ability to get on well with people. Having something in 

common makes this easier to do. Sometimes, rapport will happen without feeling the need to 

make any effort because you find yourself just getting along with the other person but 

sometimes, it is harder to establish rapport. Rapport is about establishing common ground and 

developing a connection and showing empathy to another person (Skills You Need 2017). 

Building rapport will assist in enabling you to get along with a wide variety of different 

personalities. 

Rapport is about bringing together many of the topics that have been covered in Communication 

for Employment 1 and in previous chapters of this workbook: practising small talk, being polite, 

applying active listening, using non-verbal communication, having a sense of humour and 

showing empathy. An empathic person will ensure that no-one is left out of a conversation or, if 

the person has just joined the conversation, an empathic person will give this person a quick 

summary of what is being talked about: ‘We are talking about the good restaurants in 

Chippendale’.  

Here are all the communication skills we have previously talked about that can assist us to build 

rapport:  

> Use open body language, smile, lean forward. 

> Actively listen, nod and say things like ‘mm’ ‘uh huh’. 

> Have a friendly tone to your voice. 

> Use the person’s name. 

> Try to find common experiences. 

> Don’t say too little or talk too much. 

> Be polite, respectful and open-minded. 

> Make a compliment. 

> Use your sense of humour (politely). 

Read more at: https://www.skillsyouneed.com/ips/rapport.html 
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Activity 29 

Watch Professor John Ullmen speak about rapport: https://www.lynda.com/Business-Skills-

tutorials/Building-rapport/141501/158976-4.html. As you watch the video, fill in the blanks in the 

following sentences. See Appendix C for the answers. 

 Establishing authentic _______________ is a crucial bridge _______________. 

 Failure at establishing rapport can cause _______________ to _______________ you as 

_______________ minded. 

 Establishing rapport is about _______________ emotion. 

 The secret of rapport is to _______________ others feel a little _______________. 

 You can help people _______________ more empowered, encouraged, appreciated, 

understood and happier. 

 There are two techniques to help you establish rapport: one is something to 

_______________ and the other is something to _______________. 

 Use positive _______________. 

 With the right tone, you can _______________ and not _______________. 

Interacting with colleagues 
An ability to talk to people in a range of situations, from the person you meet in the lift to your 

managing director, is something that gets easier with practice. If you don’t know anything about a 

topic that is being discussed, this can be hard. Make a real effort to show interest by asking 

open-ended questions, listening actively and reflectively and displaying positive body language; 

you will go a long way towards developing rapport and also, the ability to talk to anyone. Useful 

words or phrases might be the active listening phrases that we have previously mentioned such 

as ‘Really?’, ‘I see’, ‘That sounds interesting’. 

Activity 30 

Practise this role play which takes place on a Monday morning at the photocopier of a busy work 

area. Whether you are Person 1 or Person 2, try to observe the following communication styles: 

> Show empathy by making an effort to understand the other person. 

> Make an effort to be an excellent listener by using as many networking protocols as you can. 

> Thank the person for the new information – sound enthusiastic. 

> Thank the person for waiting while you photocopy. 

 

Person 1 (P1) who is waiting to photocopy Person 2 (P2) who is photocopying 

Greet P2 – you have seen this person in the 
office but you have never formally met. 

Acknowledge P1 and introduce yourself. 

Ask about P2’s weekend. Reply saying about your weekend being good 
and that you went to a rugby grand final. 

You don’t know anything about sport but you want 
to show empathy by making an effort to 
understand, so you ask P2 what a grand final is. 

Give P1 a short explanation of a rugby grand 
final. 

Show interest – respond pleasantly – make an 
effort to be an excellent listener. Thank P2 for this 
new information. 

Finishes photocopying and thanks P1 for waiting 
while you have been photocopying. 
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Questions for P1 and P2 

> How do you think P1/P2 followed the networking protocols that we covered in the first chapter? 

> How did P1/P2 make you feel? 

Closed questions 
Closed questions give you facts and are quick and easy to answer. They can be answered by a 

‘yes’ or ‘no’. They are useful in the following situations: 

As conversation starters 

>  Did you take the train to work today? 

> Hasn’t it been hot lately? 

For checking understanding 

> So, does everyone understand that we must finish the meeting at 5? 

> Have you seen the email about the change of time for the meeting? 

For confirming facts 

> Have you finished reviewing the report? 

> Does this design finally comply with Council regulations? 

Open questions 
Open questions ask for opinions and feelings. A person answering an open question is required 

to think and reflect. They will often start with ‘How’, ‘When’, ‘Where’, ‘What’, ‘Describe’ or ‘Why’. 

They are useful in the following situations: 

As a follow up to the conversation starter closed question 

> How do you feel about train travel in Sydney? 

To find out more 

> When it is so hot, how are you able to get any work done? 

> Where are we heading to with this change in strategy? 

> What other resources do you require in order to finish the report by tomorrow at 6? 

> Why do you think the patient reacted in that way? 

To show interest or concern: 

> I am interested in your work. Can you describe what a typical day is like for you? 

> You don’t appear to be over that cold yet. How are you feeling? 

 

Activity 31 

Change the following closed questions into open questions: 

> Are you happy with the location of your work station? 

> Can you drive a car? 

> Shall we place the table here? 

> Do you play sport? 

> Is your job varied? 

Please see Appendix D for suggested answers.  
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Activity 32 

This is an activity to highlight the benefits of being positive and finding things in common with 

others. Look at these topics: 

> Subjects I am studying at university 

> Countries I have visited or lived in 

> Languages I speak 

> Cafes near university where I go to 

> Clubs that I belong to at university 

> Conversations at HELPS 

> The HELPS Buddy Program 

Divide into groups of approximately four people. One person chooses a topic and starts to talk 

about that topic. When another member of the group identifies with what is being said, that 

member gains a point and politely interrupts and says something like ‘I also go to Conversations’ 

or ‘I lived in Italy for five years’ or ‘I love that café. They make a great strong long black’. The 

winner is the one with the most points (Oxford University Press 2014). 

Establishing trust 
There is an important relationship between trust in the workplace and life satisfaction (Helliwell & 

Huang 2010). Helliwell and Huang (2010) suggest that there should be more focus on the 

significance of workplace trust because of its relevance to overall well-being.  

Trust is one of the most important components to successful workplace relations. Earning the 

trust of workplace colleagues means that they believe in your honesty, integrity and competence, 

which includes reliability. Trust is about liking and respecting someone for being open, honest, 

consistent and concerned for others. Trust can be established and maintained by reacting 

positively to colleagues, by treating them fairly, and by having a zero tolerance to any dishonesty. 

A trusting person will help a colleague out if, for instance, they have a work overload, knowing 

that when the same thing happens to them, this generous act will be reciprocated. 

Activity 33: Truth or lie 

Work in groups of four: 

> The first person thinks of any situation and tells the truth about it. 

> The second person thinks of any situation and attempts to convincingly talk about this situation 

as though it is true. 

> The two people who are observers and have to decide who is telling the truth and who is lying. 

Were your observations correct? Why did you think person one or two was telling the truth? 

What was it about them that made you trust them? 

UNDERSTANDING GENDER AND CULTURAL AWARENESS 

People with different experiences and backgrounds see the world differently. These differences 

are a very positive thing in the workforce. If differences are not respected, people cannot work at 

their best because they do not feel valued. Feeling valued leads to collaborative relationships 

and a sharing of knowledge and experience. Diversity is an opportunity for increasing learning 
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and experience. If every member of a team was the same and was in complete agreement all the 

time, then the team would not have the opportunity to learn or be adventurous or creative. 

(Adapted from TrainerActive 2000) 

Workplace gender equality 
Workplace gender equality is about people being able to access and enjoy the same rewards 

and opportunities at work, regardless of gender (Workplace Gender Equality Agency 2017). 

Activity 34 

Read the following extract from a report by the Australian Human Rights Commission and 

Deloitte. 

Businesses missing out by ignoring diverse customers 
Monday 27 February 2017 

‘One in three customers from diverse backgrounds ceased a sale in the past 12 months because 
they were not treated fairly or respectfully, according to a new report released today by the 
Australian Human Rights Commisssion and Deloitte. 

The report - Missing out: The business case for customer diversity - which includes real-world 
examples of leading Australian organisations, including Qantas Airways and Westpac, found 
businesses that fail to meet the needs of their diverse customers are missing out on sales and 
customer loyalty. 

“Equality, fairness and respect are fundamental values in our community. This report now shows 
us how important they are to businesses and their bottom line, especially in our increasingly 
empowered marketplace,” said President of the Australian Human Rights Commission, Professor 
Gillian Triggs. 

This is resonating in successful advertising campaigns such as the Tiffany Rings campaign for 
marriage equality and Audi’s Superbowl advertisement promoting gender equality. Catering to a 
diverse market makes good business sense; Missing out found one in five customers from 
Indigenous, gay, lesbian, bisexual or faith backgrounds abandoned a transaction because they 
were not treated fairly or respectfully. 

It also found half of those surveyed were positively influenced by messages of equality 
(Australian Human Rights Commission 2017).’ 

You can read the full report here: https://www.humanrights.gov.au/our-work/rights-and-

freedoms/publications/missing-out-business-case-customer-diversity-2017 

Activity 35 

For discussion: 

> What do you think organisations need to do in order to treat customers with diverse 

backgrounds fairly and respectfully?  

> Can you share with the group an experience in which you, or a family member or friend, may 

have been excluded or unfairly or disrespectfully treated because of disability, gender, race, 

religion or sexuality? 
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Activity 36 

Watch the following YouTube clip: https://www.youtube.com/watch?v=PnDgZuGIhHs. Think of a 

time when you felt excluded or were treated unfairly because of some part of your identity such 

as race, gender or sexual orientation. What situation were you in? What happened to you? How 

did you feel? Were you able to do anything about the situation to make you feel better? Do you 

think there were any long-term effects on your behavior? Share your story with your group. You 

may like to make some notes to help you share your story with the class. 

Activity 37 

On Lynda.com, watch Dr Britt Andreatti speak about ‘Appreciating Diversity’: 

https://www.lynda.com/Business-Skills-tutorials/Welcome/124087/144433-4.html. As you watch, 

answer the questions below: 

 Appreciating diversity is a key to _______________________________. 

 At the core of appreciating diversity is _________________. 

 Part of appreciating diversity is seeing and valuing individual _____________________. 

 Appreciating diversity can also include understanding the impact _________________ has. 

 Because we have globalisation, _____________________________________, international 

markets, multinational companies and work teams, ______________________________has 

never been more important. 

 Cultural competence is an ongoing practice because ______________ are changing all of 

the time. 

Please see Appendix E for suggested answers. 

Inclusive language 
Inclusive language is free from words or phrases that exclude, stereotype or demean people on 

the basis of disability, gender or race (Charles Darwin University 2017). It is language that is 

considerate of everyone. 

At work, you will meet a number of people from different social and cultural backgrounds, people 

with disabilities, people who hold various religious beliefs and who have different sexual 

preferences. We have a responsibility to everyone to ensure that what we say is appropriate and 

respectful, and is not discriminatory, offensive or hurtful. 

Indigenous Australians, Torres Straight Islanders and inclusive language 

If we write aboriginal with a small ‘a’, we are describing indigenous people worldwide. If we use a 

capital ‘A’, we are referring to Indigenous Australians. Appropriate language is: 

> Indigenous Australians 

> Aboriginal people 

> Torres Straight Islanders 

It is a mark of respect to refer to an Aboriginal person by their language or cultural group 

(Monash University 2017). 
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All Australians and inclusive language 

All Australian citizens are Australians. They are not described by their country of birth or their 

religion. 

Sexuality and inclusive language 

Appropriate language is: 

> lesbian, bisexual woman/man 

> transgender person, transexual person 

Gender and inclusive language 

Examples of appropriate language are: 

> humans, humankind, spokesperson, chairperson, police officer, partner 

Transgender or gender diverse people may identify as both male and female or as neither. Some 

may prefer pronouns such as ‘they’ or ‘zie’, instead of ‘she’ or ‘he’. In the workplace, it is 

important to treat each individual with respect and adhere to their wishes as to what pronoun 

they would prefer. 

Disability and inclusive language 

Examples of appropriate language are: 

> person with a disability (not – handicapped or disabled) 

> person with a hearing impairment (not - deaf) 

> person with a visual impairment (not – blind) 

 

Activity 38 

How would you change these conversations to embrace inclusive language? 

> The chairman closed the meeting at 1600. 

> The volunteers took the deaf and blind people on a bus trip. 

> The culture of the Australian aborigines and Islanders has changed over time 

> The girls in the office prepared the report. 

> The male nurse attended to his patient. 

> The manageress authorised the payment. 

> The air hostess dealt with the situation very professionally. 

> You may notice that Joe does some unusual things. That is because he is insane. 

> He says he doesn’t want to be referred to as either a man or a woman. 

> On my team I have two gay guys, a Muslim woman, a Chinese woman and an Indian man. 

> Joe, who is handicapped, arrived in a wheelchair. 

Please see Appendix F for the suggested answers. 
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Further reading 
Workplace cultural diversity tool (Australian Human Rights Commission n.d.). Work through 

Sections 1 to 6, or choose one you think you would like to learn more about. Click on the case 

study to learn more about how some organisations in Australia have implemented cultural 

diversity in their workplaces. 

> http://culturaldiversity.humanrights.gov.au/ 

LGBTIQ+ Terminology – Glossary: Physical Sex, Sexuality, Gender Identity and Gender 

Expression (UTS 2017).  

> https://www.uts.edu.au/about/equity-and-diversity/gender-sexuality-and-body-diversity/lgbtiq-

terminology 

Gender strategy toolkit: a direction for achieving gender equality in your organisation (Workplace 

Gender Equality Agency n.d.). 

> https://www.wgea.gov.au/sites/default/files/Gender_Strategy_Toolkit.pdf 

Language to use in your job applications 

Online presence 

There are many resources available advising you that first impressions online are important, and 

on how to make a positive first impression online. Anything attached to your name online can be 

interpreted as your online personal branding statement. We referred to this in Communication for 

Employment 1. This section will focus on positive language to use when creating your resume 

online, for example in LinkedIn. Poor spelling and grammar are noticed and detract from a 

positive first impression. Active, positive words give a positive impression of a motivated person. 

These words are called action words and are words such as: 

> Achieved 

> Developed 

> Planned  

> Organised 

Please see the UTS Careers Hub for more action words, and more information on writing your 

job application. 

Posting images on digital media might gain you many online friends, but those images could also 

be influential on whether you get the job or, if you have a job, on whether you keep it. It is 

important to be aware of your digital footprint because it is likely that your recruiter or your 

prospective employer will have done an online search for your name in order to learn more about 

you. Most executive recruiters now conduct online searches of potential employees (Monster 

2017). 
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Activity 39 

Watch ‘Five Social Media Mistakes That Will Hurt your Job Search’: 

https://www.forbes.com/sites/lizryan/2017/05/07/five-social-media-mistakes-that-will-hurt-your-

job-search/#2ac6cfbed39d 

> What are the five social media mistakes mentioned in the video?  

> Which social media mistake have you personally witnessed on digital media? 

> Do you think that there is one social media mistake that is worse than the other four? 

 Please see Appendix G for the answers. 

Activity 40 

The following images are examples of what some employees have placed on their social media 

platforms. Read the comments and look at the images, and discuss why each image is a social 

media mistake. 

Yufei did not go back to work after lunch and, on the same 

day she put this photo and comment on Facebook:  

 ‘Left work early to go to the beach, what a glorious day’ 

(smarTree 2017) 

 

Katerina had a very tough day at work and went straight to the 

pub. She put this photo and caption on Facebook: 

‘A horrendous day at work today, I felt the need of a little light 

refreshment’ 

(Brands of the World 2016) 

 

Henrietta took the whole day off work. She put this photo on Instagram 

the same day. 

(Free Stock Photos 2014)  
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Otto’s normal work day starts at 08:00 but today, he called work and said 

that he could not get there till 11:00. At 10:00, he sent the following photo 

and comment to his WhatsApp friends: 

‘A perfect day for a cycle and a swim.’ 

 

(Pinterest 2017) 

 

Javier posted this photo of himself on Pinterest. He was proud of 

the fact that he was going to drink all of the alcohol pictured in 

one evening. 

 

 

(Freepik 2017) 

 

Written on Twitter by Ambrosia, who is upset with her work colleagues: 

‘I work with a bunch of morons’ 

 

(Seeklogo.net 2017) 
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Activity 41 

An excellent standard of writing is paramount in a letter of application. There are several 

grammatical and proofreading errors in the cover letter for an advertised job that appears on the 

following page. The position reference is E444/A. Can you find the errors?  

Please see Appendix H for a correct version of this letter. 

Mr B Pittley 
Hujman resources manager 
Evenz Events 
55 George Street 
Sydney NSW 2000 

22 June 2017 

Ms P Pepper 
17 Capsicum Avenue 
Ultimo NSW 2007 

Dear B Pittley 

As a resent Bachelor of Events Management graduate from the university of technology sydney, I am very 
intrested in the above position. Achieving a distinction average over the coarse of my studies; along with work 
experience at two high profile events management firms in sydney, demonstrates that I am hardworking and 
self-motivated, with a passion for the events management industry. Particular in, I feel that my previous 
experience in events management, event co-ordination and retail management will allow me to make a 
contribuiton valuable to Evenz Events. 

As a leader in providing creative events for the corporate industry and also for wddings. I note that Evenz 
Events has contribueted to the success of many large events such as the Race Against Hope running event 
and the Mothers Day Classic event. An opportunity to learn from the expert talent at Evenz Events would 
welcome be challenge, enabling me to further develop my own capacity to work as a events manager and 
learn from field experts. 

During my degree, I completed several events internships, including positions at Star Events, and the Park 
hyatt hotel. These internships proved to be invlauable as I was able to demonstrate my skills as a confident 
communicator and my abiliy to buiold rapport with both internal and external clients. I also deomstrated strong 
organisation skills demonstrated by my ability to use Excel formulas to create detailed spreadsheets. 

In addition to my internships, I have been involed with various extracurricular pursuits including six years with 
the NSW Volunteer Fire Brigade and two years with my locak Smith Family shop. Here I strenthned my 
teamwork skills, the ability to adapt to changing circumstances, the ability to communicate with people at all 
levels and how to work effectivley under pressure. 

Coroporate events and weddings are of particular interest to me. In addition to my Bachelor of Events degree, 
I also have an Advanced Diploma in Business Administration. After completing this qualification, I worked for 
the ANZ bank in their Human Resources Department. My job was to organise professional development for 
the ANZ legal staff. As a result of the professional development that I organised, I was offered a senior role in 
Human Resources. It was at that time that I decided to do further study and I enrolled at UTS to study events 
management. 

Please do not hesitate to contace me should you require further information supporting my application. I am 
avalble for interview at your discretion and can be contacted on 4143 533929 or at this email address: 
ppepper@uts.edu.au. I lookforward to hearing you from. 

Sincerely Yours 

P pepper 
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EMOTIONAL INTELLIGENCE 

Enhancing emotional competency – self-awareness and empathy 
If you practise all the communication techniques that we have talked about in this workbook, then 

you probably already have emotional intelligence. Emotional intelligence is really about how 

socially intelligent you are, and about having the ability to use empathy by managing how others 

are feeling when communicating with them, managing your own feelings in a positive way, 

collaborating effectively with others, turning a negative situation into a positive one, and 

managing relationships. 

Examples of using emotional intelligence positively 

> Listen actively and reflectively 

> Use constructive feedback 

> Create a positive climate 

> Manage conflict 

> Encourage responsible expression of opinions and feelings 

> Adopt a ‘no blame’ culture (TrainerActive 2000) 

Activity 42 

Work in pairs and take turns answering each alternate question. How many of these questions 

can you answer either ‘Often’ or ‘Sometimes’ to? 

> When I am working to a deadline, I can feel relaxed and make it enjoyable and productive. 

> I give honest, respectful feedback when I feel someone is behaving in an unhelpful way. 

> I make sure I find the time to praise people when they have made a good contribution. 

> I listen carefully to try to understand the other person’s point of view and how they are feeling. 

> I can hold back cross thoughts in a disagreement even thought I may feel like saying them. 

> I feel comfortable sharing my knowledge and experience with others. 

> I can build good support networks to help me personally and professionally. 

> I manage conflict by seeking common ground. I don’t allow bad feelings to fester. 

> I feel comfortable letting go of old ideas and ways of doing things. 

> I lead a balanced lifestyle. 

> When I start to have negative thoughts, I can replace them with positive ones. 

> I pick up subtle verbal and non-verbal signals that show how people are feeling. 

> I avoid procrastinating. 

> I take control of my own future. 

(Adapted from TrainerActive 2000) 
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Activity 43 

Test your emotional intelligence with this online quiz: http://www.ihhp.com/free-eq-quiz/ (Institute 

for Health and Human Potential 2017) 

Self-talk 
One emotional intelligence technique is to use self-talk. If you change the way you talk to 

yourself, you can change the way you feel and perform. Saying negative things can have a 

negative effect. Vice versa, saying positive things has a positive effect.  

Three types of self-talk 

1. Positive statements to counter negative thoughts: I realise that the patient is difficult and my 

first feeling is not to like her, but I know what she has been through and that helps me to 

understand her. 

2. Statements to make you feel good about yourself: I wasn’t happy with that result, but I have 

learned a few lessons from it. I know I can do better. Next time, I will start preparing earlier and 

will focus much more on grammar and referencing.  

3. Statements to help you cope with situations: I am so upset I missed my train and there isn’t 

another one for another 40 minutes. Never mind, there is nothing I can do about it. I will put 

the time to good use and work on research for my assignment. (TrainerActive 2000) 

Activity 44 

How can you change the following statements to positive self-talk? Please see Appendix I for the 

suggested answers. 

1. I find that student so irritating. If only he/she would just shut up and get on with their work. 

2. I am so upset I missed out on that job. If only I had performed better at the interview. 

3. My whole team seem to be down on me. It isn’t me who is to blame; it is all of them. It is their 

fault that we are in this mess, not mine. 

Improving attitude, demeanour and politeness 
Being polite does not mean saying yes to everything. A courteous but assertive attitude is still 

polite. In Communication for Employment 1, we established the importance of body language 

and the fact that people believe what they see before they believe what they hear. In this 

workbook, we build on the importance of an open, polite and positive approach to 

communication.  

By the way they act, polite people achieve more personally and as a team. If instructions at work 

are given politely, colleagues are more likely to be motivated and willingly do what is asked of 

them. Adding words such as ‘please’ or ‘would you mind’ makes a sentence politer and 

encourages colleagues to listen to you with respect. When dealing with colleagues and 

customers, polite, positive, friendly and caring communication builds rapport and creates a 

professional image (Parameshwaran 2015). 

You may know someone who is able to handle challenging situations and personalities with 

relative ease. It is most likely that this person is displaying assertiveness, the ability to let other 
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people know their desires and beliefs without being passive or aggressive, often achieving a 

win/win result (Wilding 2017).  

Activity 45 

When it comes to thinking about body language and making a positive communication 

connection, what words do you think associate with these letters? See Appendix J for the 

suggested answers. 

S  

 

O  

 

F  

 

T  

 

E  

 

N  

 

Being assertive 

Being assertive is an important part of workplace communication. It means that you are able to 

communicate with others in a straightforward, polite and truthful manner (Victoria State 

Government 2016). If you are assertive, you don’t allow others to control what you do. If you are 

aggressive, you may violate other people’s rights and their behaviour will be aggressive towards 

you. If you are passive, you are suppressing your own needs and allowing yourself to be 

controlled by others (TrainerActive 2000). 

> Passive – You’re OK, I’m not OK 

> Aggressive – I’m OK, you’re not OK 

> Assertive – I’m OK, you’re OK 

Activity 46 

These are three replies to the same question: 

> Which one is the assertive reply? 

> Which one is the aggressive reply? 

> Which one is the passive reply? 

Question 

Why are you taking so long on this? I thought you would have completed this by now. We have 

to get this information to our shareholders by tomorrow. 
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Match each reply with the type of response it is. 

Assertive If you hadn’t asked me to write that stupid report on wind turbines as well, I might have 
been able to do it. And the information you gave me was incorrect, so I had to spend 
ages getting that right. On top of all that, I have all this other work to do from your 
colleague, Mr Spence. Your deadline is ridiculous. 

Aggressive Oh, I am so sorry. I have been trying so hard but there is so much work to do, and I am 
finding it hard to cope. 

Passive Yes, I realise it should have been ready by now. However, there have been a lot of 
other equally important work demands. I am working on it now and should have it 
finished very soon. I am sorry I did not communicate this to you sooner. 

 

Activity 47 

How can you turn these rather blunt words into polite assertive words? See Appendix K for the 

suggested answers. 

Poor attitude, demeanour and impoliteness Polite and assertive attitude      

Not now. Can’t you see I’m busy? 

(Situation: a request to help with some 
PowerPoint slides which have to be ready for 
a 09:00 meeting tomorrow) 

 

I don’t know. 

(Situation: you do not know; you will have to 
ask your supervisor) 

 

We have a problem. 

(Situation: one team member has given her 
opinion of how she thinks a matter should be 
handled. The team leader disagrees) 

 

We haven’t got it. 

(Situation: an item is not in stock) 

 

There is nothing I can do about it. 

(Situation: a request to visit a patient outside 
of hospital visiting hours) 

 

Why did you do it like that? 

(Situation: the design of architectural plans 
has been approached in a way that is different 
to usual procedure) 

 

 I can’t help you. 

(Situation: a parent has asked if he can pick 
his son up early from school) 
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SAYING “NO” 

When you start work, there will be times when you will feel overwhelmed with the demands on 

your time from different people. Sometimes, it is difficult to say no to requests being made of you. 

However, if you continue to say “yes” to everything you are asked to do, it can potentially cause 

you unnecessary stress and impact on the quality of your work. Ultimately, this will create a 

negative impression of you on your colleagues and supervisor. It is possible to learn to say “No” 

without feeling guilty and, over time, as you develop more experience, it does become easier.  

Here are some tips on how to say ‘no’ (Collingwood 2016): 

> Keep your response simple. If you want to say no, be firm, direct and polite. Use phrases 

such as “Thanks for coming to me, but I’m afraid it’s not convenient right now”, or “I’m sorry 

but I can’t help this evening.” Try to be confident in your body language and don’t over-

apologize. Remember, you’re not asking permission to say no. 

> Buy yourself some time. Interrupt the ‘yes’ cycle using phrases like “I’ll get back to you”, then 

consider your options. Having thought it through at your leisure, you’ll be able to say no with 

greater confidence. 

> Consider a compromise. Only do so if you want to agree with the request, but have limited 

time or ability to do so. Suggest ways forward to suit both of you, e.g. you may be able to 

suggest when you can complete a job if it is not required urgently. Avoid compromising if you 

really want or need to say no. 

> Separate refusal from rejection. Remember, you’re turning down a request, not a person. 

People usually will understand that it is your right to say no, just as it is their right to ask the 

favour. 

> Be true to yourself. Be clear and honest with yourself about what you want.  

If you are requested to do something that you know you will not be able to do, here is a formula 

for you to use: 

Acknowledge the 
request 

You would like me to write this report and send it to you by midday today. 

Decline I am sorry, that won’t be possible. 

State the reason I have a company meeting to attend at 12:00 and I am chairing the 
meeting. 

Offer an alternative 
solution 

I can have it ready for you by midday tomorrow, or perhaps you could 
ask Ying if she can do it. 

 

Activity 48 

Working in pairs, practise saying no to the following questions: 

1. A friend asks you to look after her dog for the weekend – you're not keen on dogs. 

2. Someone asks you to lend them a fiver, which would leave you short of cash and needing to 

go to the bank. 

3. Your boss asks you to work over the weekend and you don't want to. 
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Remember to put the emphasis on saying no, and avoid the temptation to go into long 

explanations as to why you can't help. 

Activity 49 

Watch ‘Learning to Say No’ on Lynda.com (available on the UTS library site) and fill in the blanks 

below: https://www.lynda.com/Business-Skills-tutorials/Deciding-what-matters-most 

 Decide what _______________ most. 

 Think about the _______________ of the work. 

 If it honestly involves something _______________, then say _______________. 

 Think about your _______________ workload. 

 The goal is to be _______________ you are _______________ the right option. 

 You need to find the best times to say no in order to _______________ on your work. 

 Saying no can effectively lead to _______________. 

See the answers to this activity in Appendix L. 

Activity 50 

In groups of three: one reads the script below, one gives a response, and one observes and 

gives feedback. Please see Feedback table below. 

Scenario 1:  Will you please enter all these amounts and have the completed spreadsheet to 
  me by 4 today. 

> The answer is no. You are very busy and you cannot do this work today.  

Scenario 2:  We are in court all of next week and briefing papers are not finished. I’d like the 
  team to work over the weekend so we are prepared. 

> The answer is no. It is your grandmother’s 90th birthday and the family has organised a family 

celebration. 

Scenario 3:  I’ve forgotten my password. Do you think you could give me yours so I can get 
  into the system to check my pay? 

> The answer is no. It is against the company’s computer code of conduct to share your 

password. 

Feedback: Saying ‘No’ 

Did the person responding to the request: Yes No 

> acknowledge the request?   

> politely decline the request?   

> state the reason for declining the request?   

> offere an alternative solution?   

 
  



 
 

42 

 

BEING POLITE AND TALKING POLITICS 

 

You may work with colleagues who do not share the same political views as you. You may 

disagree with them, but you don’t want to offend them by telling them your point of view. 

Discussing politics can become very personal and there is a potential for arguments or upset 

feelings. Politics is always a somewhat risky subject, but it is one that you are likely to encounter. 

So, how do you maintain a good working relationship with colleagues who think so politically 

differently to you?  

Maxfield, Grenny, Bertotti and McMillan (2016) and Kovary (2016) offer these suggestions: 

> Don’t assume that everyone shares your political point of view; avoid making statements that 

your colleagues may not share. Show an interest in other points of view with a view to learning 

more about the situation. You could use words such as ‘I am curious to know what makes you 

think this way’. You could ask for permission to talk further about a topic using words such as ‘I 

see this differently’, or ‘Here is my perspective on this’. 

> Be respectful by letting the person know that although their opinion is different to yours, you 

still value their opinion. You could say words such as ‘I value your opinion’, ‘I am interested to 

hear your perspective’.  

> If you would like to terminate the discussion, you could say something like ‘Everywhere I go 

these days, people are talking politics. How about we talk about something else’. Likewise, if 

someone tells you they don’t want to talk about politics any more, it is important to respect this. 

> Look for areas of agreement. It is likely that during the conversation, there will be some form of 

mutual agreement. You could say words such as ‘I am interested in finding out what areas of 

this that we agree on’. 

 

Activity 51 

Working in groups of three, take turns where one person reads the following statements and the 

other person completely disagrees with the statement. The third person is the observer and 

provides feedback. 

> Climate change is a load of **!!##. 

> Globalisation! There is no globalisation. 

> I think the president of ……………….. is the most dangerous person in the world. 

> This is a very dangerous time for our planet. 

> All young people are lazy. 

  



 
 

43 

 

Feedback 
 

The person responding to the statement: Yes No 

> listened and replied objectively, in a way that did not offend the other person – 
the other person’s opinion was still valued 

  

> showed an interest in a point of view which differed from their own   

> asked for permission to talk further about the topic   

> looked for areas of mutual agreement   

> if so desired, terminated the conversation politely   

 

Activity 52 

You are in conversation with Gerardo and Amal. Gerardo starts to talk about politics, but you feel 

what he is saying is inappropriate and could result in discord. How could you terminate the 

following discussion? What will you say to Gerardo and Amal? In groups of three, role play the 

following conversation where one person is the observer and provides feedback. 

Gerardo:  Politicians, they are all the same. Look what our Prime Minister has done now. 

Amal:  Well, what do you expect? Now, if our leader of the opposition was Prime Minister, 

that would make for a better country. 

Gerardo:  You and your strange ideas. That is the trouble with this country, people like you. 

 

How was the discussion terminated? Yes No 

Calmly and respectfully.   

Using active listening, while remaining objective.   

Using a calm tone of voice to tell Gerardo and Amal that this is not the place nor the 
time for a heated discussion. 

  

Suggested to Gerardo and Amal that they continue their discussion out of work 
time, if that is what they want to do. 
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5. CASE STUDIES 

Activity 53 

Several case studies appear below. Each case study is related to a UTS faculty/discipline. 

In groups, students discuss the following scenarios and share details of how they would deal with 

each situation by practising what they would say. Students can be grouped according to 

faculty/discipline if appropriate. 

Engineering 

Cynthia is a young female Engineering graduate who has just commenced in a position with a 

mining firm in Newcastle. She topped her final year at university and won the university medal. It 

is her first day on the job and she is being introduced to other staff in the office by her supervisor. 

There are not many other female engineers in this company. Everyone is welcoming and she 

believes she will be very happy in her job. By the end of her first week, she begins to realise that 

one of the more senior engineers makes remarks about how in his early days, there were no girls 

doing engineering and really it isn’t a job for women. She is concerned because he is responsible 

for deciding who works on which projects. She fears that he won’t take her seriously and will 

always give her less demanding tasks. Cynthia comes to you for advice. What will you say to 

her? 

Science 

Phuong recently started work in a medical practice in Sydney. It is owned by a team of 

practitioners who all have extensive experience. She is excited that at last she can put all her 

new skills into action and build her own client base. One thing that has surprised her is the lack 

of attention paid to hygiene in the clinic. The fabric bed linen is not changed after every client, 

and much of it doesn’t look clean. At university, she was taught the importance of maintaining 

standards of hygiene and the disposable linen was changed after every client. She believes that 

it is an important issue and wants to raise it with her employer. What do you think would be the 

best approach to take to advise her supervisor about the importance of this issue without 

offending? 

Nursing 

Thomas has just graduated with a Bachelor of Nursing and is very excited because he has 

obtained a job in a large Sydney hospital where he has been working for the last month. 

Everything has gone very well and he will soon be moving to the Paediatric Ward which is what 

he would like to specialise in. On his first day on the ward, he is shocked when he meets some 

parents who have told him they do not want him to look after their child. He asks to see the 

Nurse Unit Manager. What will he say at the meeting? 
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Midwifery 

Albert has just finished his Bachelor of Midwifery, and was successful in gaining employment in a 

hospital in a large regional city. He is very happy because he grew up in the country and did not 

want to work in a city hospital. After a couple of days on the job, he hears gossip from other 

midwives that some staff at the hospital believe that a male midwife cannot ever be as good as a 

female. This upsets him because he knows being a good practitioner has nothing to do with 

one’s gender. How will you advise him to deal with this situation? 

Design 

After completing her Bachelor of Design in Fashion and Textiles, Annibou opened up her own 

bridal salon. Although she is managing to make ends meet, business is slow and Annibou would 

love to have more customers. A potential customer is Fifi who has come to see Annibou about 

designing and making her dress for her October wedding. Fifi is very excited about her wedding 

dress and also about her recent overseas trip. She tells Annibou that she has just flown in (First 

Class) from a month’s holiday in Spain where she stayed only at five star hotels. Annibou knows 

it is important to connect with her new client, so she asks her what places she visited in Spain. 

Fifi hesitates, looks down at the floor, and then says ‘Barcelona and a few others’. Fifi talks to 

Annibou about her gown and they come to an agreement about the design. Annibou explains to 

Fifi that before she can start work on the garment she needs a 20% deposit. Fifi says this is fine 

but she won’t be able to pay this till the last week in September. Annibou tells Fifi that she 

requires the deposit now. Fifi says she has a lot of investments and right now and her money is 

tied up, but there is a deal happening in September and for sure she will pay her then. Annibou is 

not sure she believes Fifi. Is Fifi lying and can she be trusted? What should Annibou do? 

Education 

Alfred has just started work as a maths teacher at Wundafull High School, a co-ed school. Ollie is 

a Year 10 student in Alfred’s maths class. Ollie keeps to himself. When he was on lunch time 

ground duty, Alfred noticed that Ollie sat on his own to eat lunch. When it was time for the parent 

teacher meeting, it was Ollie’s grandmother who came with Ollie to the meeting. Ollie and his 

grandmother sat down to talk to Alfred. Ollie’s grandmother kept referring to Ollie as ‘she’. The 

next day at school, Ollie commented to Alfred that his grandmother embarrassed him. Alfred has 

recently attended a PD on Workplace Gender Equality, so he is familiar with some of the issues 

faced by Ollie. How do you think Alfred should handle things from here? 

Business 

Emilie has not followed any of the instructions Hashimoto gave her. After giving Emilie what 

Hashimoto thought were specific instructions, Emilie has placed an incorrect order, which is 

going to end up costing your employer thousands of dollars more than what was budgeted. The 

order has been signed off and there is no going back. Hashimoto is sure he gave clear and 

explicit instructions, but Emilie said that she could not understand him and what he said was 

confusing. She also said that Hashimoto didn’t even state what had to be done, gave the 

instructions far too quickly, and didn’t give her any time to ask any questions. In order to avoid 

this ever happening again, what advice would you give to Emilie about being assertive, active 

listening, asking open questions and about following instructions? What advice would you give 
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Hashimoto about the procedure he should follow for giving instructions and for building up 

rapport? 

Law 

Matilda is working for a large legal firm, and her team is involved in an important case which is 

due to be heard in court in the next couple of weeks. Her boss has asked her to work over the 

weekend. She doesn’t want to let down her team, but she has family commitments which are 

also important and she cannot work on this weekend in particular. It is assumed that everyone 

will work the extra hours. How will she raise the fact that she is unavailable to work with her 

boss?"  

Law 

Colleen finds Lucas, the paralegal in the law firm where she practises as a lawyer, very 

annoying. Lucas is always critical of what she does and she gets the impression he thinks he 

could do a better job. She notices he is very polite to clients, but very rude to her and to some of 

the other lawyers. She decides to speak to a senior partner, Mark, about this. Mark tells her he 

thinks it is something she should deal with, and suggests she talk to Lucas and offer some 

feedback on his performance at work. How should she approach this? What advice would you 

give to Colleen about giving feedback? 

Law 

While Colleen is talking to Mark about Lucas being rude to her, Mark tells Colleen that he is glad 

that she has come to see him because there is something he needs to talk about with her. He 

tells her that the firm is very happy with the work that she is doing and that they can see she is 

conscientious and diligent, but he is concerned because some of the clients have told him that 

they find Colleen’s pronunciation very difficult to understand. Mark is very polite about this and 

uses STAR to illustrate what he is talking about. He suggests that perhaps the first thing that 

Colleen could do is slow down when she speaks, and learn to pause at the end of a sentence or 

phrase. Colleen is taken aback. She did not see this coming because she knows she is a hard 

worker and an asset to the firm. What advice would you give to Colleen about receiving 

feedback, and about self-talk. 

Communication 

Advik is a journalist who works for a suburban newspaper. He is aware that a senior journalist, 

Bradley (who is very influential within the newspaper) has a very biased approach to what he 

writes about politics. Bradley does not like the politics of the local council and thinks that the 

mayor is incompetent. He makes his feelings very clear and likes to talk to Advik about them. 

Advik finds some of the comments Bradley makes to him about the mayor to be particularly 

offensive. Advik understands about freedom of speech, but he is beginning to feel very 

uncomfortable; and if he sees Bradley around the news room, he makes an effort to avoid him. 

Advik thinks it is important for a journalist to be impartial in her or his reporting and in Advik’s 

opinion, Bradley is not impartial. You respect Bradley’s dedication and his journalistic ability, but 

you feel you need to say something to him. What can you tell Advik about demeanour and 

politeness when talking politics and building rapport? 
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6. APPENDICES 

This appendix is intended as a guide. Presenters should feel free to accept any response that 

provides the best response for activities. 

Appendix A (see Activity 26) 
Script for the paper tearing exercise: 

> Take a piece of coloured paper 

> Close your eyes. In this activity, you are not able to ask any questions 

> Fold the paper in half 

> And in half again 

> Tear a semi-circle at the top right corner 

> Now another semi-circle at the bottom right corner 

> Open your eyes 

Appendix B (see Activity 27) 
> Ask one student to listen to your instructions. It is important that the rest of the class cannot 

hear these instructions. 

> Ask the one student to draw a diagram on a piece of A4 paper. You can design the diagram 

but it needs to be relatively simple and made up of angles and circles. 

> The class is told that they are going to be asked to draw a diagram but they cannot ask any 

questions. If they cannot hear, they cannot ask the student presenter to speak up. 

> The student has her/his back to the class and reads out the instructions step by step. 

> The class are to attempt to draw the diagram while following instructions. 

> Everyone shows what they have drawn 

> Does it match the student presenter’s diagram? In most cases – no. 

> Discussion follows on why this is so. 

> Then a second student is asked to draw a diagram, hide it from the class but, once again to 

give instructions to the class on how to draw the diagram. The difference is that this student is 

facing the class and students can ask as many questions as they like. The presenter can also 

use any gestures he/she thinks will assist the students to draw their diagram correctly. 

Appendix C (see Activity 29) 
 rapport, builder 

 people, perceive, narrow 

 connected 

 help, better 

 feel 

 ask, share 

 curiosity 

 share, brag 
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Appendix D (see Activity 32) 

Closed Questions Open Questions 

Are you happy with the location of your work 
station? 

How do you feel about the location of your work 
station? 

Can you drive a car? When did you learn to drive a car? 

Shall we place the table here? Where do you think we should place the table? 

Do you play sport? What sports do you like to play? 

Is your job varied? Can you describe your typical work day? 

Appendix E (see Activity 37) 
 building relationships 

 empathy 

 strengths 

 culture 

 multicultural work environments, cultural competence 

 demographics 

Appendix F (see Activity 38) 
How would you change these conversations to embrace inclusive language? 

Exclusive Language Inclusive Language 

The chairman closed the meeting at 16:00. The chairperson closed the meeting at 16:00. 

The volunteers took the deaf and blind people on 
a bus trip. 

The volunteers took the visually and hearing 
impaired people on a bus trip. 

The culture of the Australian aborigines and 
Islanders has changed over time 

The culture of Indigenous Australians and Torres 
Straight Islanders has changed over time. 

The girls in the office prepared the report. The staff in the office prepared the report. 

The male nurse attended to his patient. The nurse attended to his patient. 

The manageress authorised the payment. The manager authorised the payment. 

The air hostess dealt with the situation very 
professionally. 

The flight attendant dealt with the situation very 
professionally. 

You may notice that Joe does some unusual 
things. That is because he is insane. 

You may notice that Joe does some unusual 
things. That is because he has a disability. 

He says he doesn’t want to be referred to as 
either a man or a woman. 

Zie says that zie doesn’t want to be referred to as 
either a man or a woman. 

 I have two gay guys, a Muslim woman, a 
Chinese woman and an Indian man on my team. 

I have two women and three men on my team. 

Joe, who is handicapped, arrived in a wheelchair. Joe, who has a disability, arrived in a wheelchair. 
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Appendix G (see Activity 39) 
Five social media mistakes (Forbes 2017): 

 Risqué or racy content on your social media pages 

 Offensive sentiments or images on your profile and/or extreme political or religious views 

 Photos or discussion about illegal activities (even if in a joking manner).  

 Images and updates that reference a focus on partying and getting crazy 

 Angry or argumentative comments and threads 

Appendix H (see Activity 41) 

Ms P Pepper 
17 Capsicum Avenue 
Ultimo NSW 2007 

22 June 2017 

Mr B Pittley 
Human resources manager 
Evenz Events 
55 George Street 
Sydney NSW 2000 

Dear Mr Pittley, 

Events Assistant – Position Ref E444/A 

As a recent Bachelor of Events Management graduate from the University of Technology Sydney, I am very 
interested in the above position. Achieving a distinction average over the course of my studies, along with 
work experience at two high profile events management firms in Sydney, demonstrates that I am hardworking 
and self-motivated, with a passion for the events management industry. In particular, I feel that my previous 
experience in events management, event co-ordination and retail management will allow me to make a 
valuable contribution to Evenz Events. 

As a leader in providing creative events for the corporate industry and also for weddings, I note that Evenz 
Events has contributed to the success of many large events such as the Race Against Hope running event 
and the Mother’s Day Classic event. An opportunity to learn from the expert talent at Evenz Events would be 
a welcome challenge, enabling me to further develop my own capacity to work as an events manager and 
learn from experts in their field. 

During my degree, I completed several events internships, including positions at Star Events and the Park 
Hyatt Hotel. These internships proved to be invaluable as I was able to demonstrate my skills as a confident 
communicator and my ability to build rapport with both internal and external clients. I also demonstrated 
strong organisation skills, as demonstrated by my ability to use Excel formulas to create detailed 
spreadsheets. 

In addition to my internships, I have been involved with various extracurricular pursuits, including six years 
with the NSW Volunteer Fire Brigade and two years with my local Smith Family shop. Here, I strengthened 
my teamwork skills, the ability to adapt to changing circumstances, the ability to communicate with people at 
all levels, and to work effectively under pressure. 

Corporate events and weddings are of particular interest to me. In addition to my Bachelor of Events degree, I 
also have an Advanced Diploma in Business Administration. After completing this qualification, I worked for 
the ANZ bank in their Human Resources Department. My job was to organise professional development for 
the ANZ legal staff. As a result of the professional development that I organised, I was offered a senior role in 
Human Resources. It was at that time that I decided to do further study and I enrolled at UTS to study events 
management. 

Please do not hesitate to contact me should you require further information supporting my application. I am 
available for an interview at your discretion and can be contacted on 4143 533929 or at this email address: 
ppepper@uts.edu.au. I look forward to hearing from you. 

Yours sincerely, 
Peckle Pepper (Miss) 



 
 

50 

 

Appendix I (see Activity 44) 
 I find that student so irritating. If only he/she would just shut up and get on with their work. 

I realise this student is difficult. I think I need to look into what it is that makes her/him lose 
concentration and talk all the time. I will talk to my head teacher about this. She may have 
some valuable advice. 

 I am so upset I missed out on that job. If only I had performed better at the interview. 

I am so upset I missed out on that job. I know I didn’t perform well at the interview, but it was 
good practice and I learned a lot. I know I will perform better at my next job interview.  

 My whole team seem to be down on me. It isn’t me who is to blame; it is all of them. It is their 

fault that we are in this mess, not mine. 

My team seem to be upset. We did get into a mess, but we must not let this get us down. I 
will ask them about their concerns and talk to them about the importance of all of us working 
together. 

Appendix J (see Activity 45) 

S Smile sincerely and honestly 

O Open posture, open gestures 

F Forward lean 

T Territory – remove the barriers between you and your colleagues or customers; go around the 
desk, sit with your colleague or customer, break down barriers and build bridges 

E Eye contact – 3 to 6 seconds at a time; anything less has a dishonesty factor 

N Nod your head; it shows connection 

Appendix K (see Activity 47) 

Poor attitude, demeanour and impolite Polite and assertive attitude          

Not now, can’t you see I’m busy 

(Situation – a request to help with some Power 
Point slides which have to be ready for a 09:00 
meeting tomorrow) 

You would like me to assist you to get some 
PowerPoint slides ready for your 09:00 meeting 
tomorrow. My manager has asked me to have a 
report completed by 3 this afternoon so I am busy 
till then, but after that I’d be happy to assist you. 

I don’t know 

(Situation – you do not know; you will have to ask 
your supervisor) 

I don’t know the answer to that, but let me talk to 
my supervisor who will be able to give me some 
further information so that I can assist you. 

We have a problem 

(Situation – one team leader thinks an external 
consultant should be engaged. The team leader 
disagrees and thinks the matter can be handled 
in-house) 

Yes, there are contrasting issues here. Your team 
believe that we should be engaging a consultant 
and our team thinks we can do this ourselves. 
When can we talk about this? 

We haven’t got it 

(Situation – an item is not in stock) 

I’m sorry, we don’t have that in stock but if you 
like, I can see if it’s available at one of our other 
shops or online. 
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There is nothing I can do about it 

(Situation – a request to visit a patient outside of 
hospital visiting hours) 

You would like me to see if you can visit outside 
hospital visiting hours. I am not sure if this is 
possible, but I will look into it and get back to you. 

Why did you do it like that? 

(Situation – the design of architectural plans for a 
house has been approached in a way that is 
different to usual procedure) 

You have approached the designing of this house 
in a different way to our usual procedure. Can you 
please tell me what made you decide to approach 
the matter in this way? 

 I can’t help you. 

(Situation – a parent has asked if he can pick his 
son up early from school) 

You would like to pick your son up early from 
school. The Deputy Principal is the only person 
who can give you this permission. Can you 
please put your request to her in writing? 

Appendix L (see Activity 49) 
 matters 

 importance 

 important, yes 

 current 

 confident, choosing 

 focus 

 respect 
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