L2 NVQ in Cleaning & Support Services

Practical Communication and Behaviour

The Aim of this workbook is to provide information on the importance of Communication and following Company Policies and Procedures.

Objectives:

At the end of the session you will be able to:

1.  Identify and improve on any new skills
2. Understand in more detail by reading information and completing tasks on the following:

a)  General Communication

b) Dealing with people

c) Working as a team
d) Self Development

e) Appraisals
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Skills checklist






   
[image: image3.png]form

Appraisal prepar

Your annual appraisal s an opportunity to evaluate your own pracice, to
recognise existing skills and to mnitor progress. It is also an opportunity to
highlight concems and discuss training needs.

Inorder o prepre for your annual appraisal,you are advised to think about
each of the follawing aspects of your performance and to note down any.
points that you wish to discuss.

‘Remember that appraisal should be regarded as a constructive and
positve process.

Things to thisk about | What | can do. What I ke to be able to do

Job knowedge

Training

Team work and 1 gt on oK with a.
communication the tasm except Mary.
with others

Time management:
 Punctuality

o Atiendance

‘@ Work planning

Think about clear and positive

ways to raise some of the

issues.

 Use clear language.

 Be professional.

© Don't blame other people.

 Think about your facial
expressions.

 Think about your body.
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Your annual appraisal is an opportunity t
to recognise existing skills and to monitor progress. Tt s also an
opportunity to highlight concerns and discuss training needs.
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You and your job




  
When you go to an interview for a job, there are several things you need to think about to make sure you have a good chance of getting the job.
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You and your job




         
You may already have a cleaning job, but you still need to think about making a good impression.
Tick the box next to the things that you should do to make a good impression. Put a cross next to the things you should not do.

Give a reason for your choices.
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You and your job
Give your reasons below for the x or √
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Information at work



            
Information at work can be organised in many different ways, so that it appears in different formats, or layouts. Here are some examples with tips on how to read the information.


Information at work



           
Written information may have pictures or graphics to illustrate the meaning or to add extra details. In places where pictures are used on their own without any written explanation, you need to find out what they mean.



Dealing with people



     
The way you speak to people at work depends on:

· how well you know the person

· what your working relationship is

· what the situation is.

supervisor __

team leader __

manager __

workmates __

other staff __

customers __

visitors __


You will find that you change your language when you speak to different people. It may be informal or formal depending on the person, the relationship and the situation. Here are some examples.





Dealing with people



           
Look at the speeches below. Tick the examples of formal language.






A cleaner needs to take the day off work tomorrow for personal reasons. He needs to get permission from his boss, get a workmate to take over the shift for him and explain his absence to his supervisor.

1 Pick out the phrases that the worker might say to his boss.

2 Pick out the phrases that the worker might say to his workmate.

3 Pick out the phrases that the worker might say to his supervisor.
Fill in the table on the next page.







	Say to Boss
	Say to Supervisor
	Say to Workmate

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Giving information to others

          
If something goes wrong at work, you will need to explain what has happened, to your supervisor or to other members of the team.










Giving information to others

         
1 A cleaner needs to explain to her team leader why she won’t be at work tomorrow.
Read what she says. Cross out the sentences that give unnecessary information. The first one has been done for you.




2 The cleaner now needs to tell her supervisor when she booked the time off.

Highlight the information she needs to give.



Carrying out duties as instructed
    

Knowing exactly what you are expected to do is an essential part of doing a good job. You may have to follow a work schedule like this one. The information is arranged in a table.



Carrying out duties as instructed



                                                                                   
To get the best results, jobs should be done in a logical order.
Task 1

Use the information on this table to mark

the jobs on the weekly table below. It is

up to you when you do them, but make

sure you are not doing too many jobs in

one day. The daily jobs have been marked

in for you.

Develop yourself within your career    



If you work hard and develop yourself, you make yourself more employable. 




Develop yourself within your career   
In different workplaces things are given different names, but they mean the same thing. Some of the following words have similar meanings. Sort them out by writing each word in the correct box below.


What is appraisal for?

1 Read the top of the Appraisal preparation form below.

2 List the five things that appraisal gives you an opportunity to do. If it helps, highlight them first.

3 Make a note of each one in your own words in the table below. The first one has been done for you.


Develop yourself within your career



Develop yourself within your career
                                                                                                                                  


















As a cleaner, you will be given a number of different things to do and you will need to follow both written and verbal instructions and get everything done in time. If you work for a large company, you will need to follow workplace policies and procedures. You will also need to communicate with other people in a team and may have to deal with customers and clients directly. Creating a good impression is an important part of your work and good business depends upon it.


You will need all the skills listed below to feel confident in the working environment and to work alongside others. Tick the skills you feel confident about now. Complete the activities in this workbook to help you improve on the skills you have not ticked. Return to the list again later to check any areas where you may need more practice.





Skills for maintaining service delivery�
Now�
Later�
�
Know how to make a good impression at work�
�
�
�
Read and understand a range of information at work�
�
�
�
Communicate effectively with colleagues and members of the public�
�
�
�
Give information to other people at work�
�
�
�
Follow written and spoken instructions�
�
�
�
Understand the appraisal process�
�
�
�















CLEANERS


Cleaning Section


Property Services Department


Cleaning Operatives wanted to carry out general cleaning duties. Experience preferred but not essential.


8 am – 12 pm 5 pm – 8 pm


Rates of pay from £5.62 per hour, depending on experience. Possibility of overtime.


Uniform and training provided; excellent holiday entitlement and pension scheme available.


For further details and interview contact the Cleaning Manager on 01234 567890


cleaningsection@propertyservices.uk





I’m sorry I can’t help you. If you like I’ll ask my supervisor to contact you. Or I could give you his number at work.





I’m sorry I can’t help you. The supervisor’s not here today, either.
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INTRODUCTION


Our range of high quality, extremely effective alkaline cleaners are designed for the general cleaning and degreasing of all hard surfaces and most floors. Effective both in hard or soft water areas and in warm or cold solutions, these products contain no abrasive materials which might leave behind unsightly or harmful deposits.


First class results can only be achieved using the correct equipment and products within the framework of a regular cleaning programme. This product group forms a vital and integral part of our comprehensive range of environmentally friendly chemicals. Users in all sectors of





Tables organise information into sections in a clear and simple way. They are written in rows which go across → and columns which go down. ↓


The headings tell you what sort of information is given in each column.





Tips


Use the subheadings to find particular information quickly.


Stop after each paragraph to think about the gist of the information before going on to the next.





Long text is often split into paragraphs. Each paragraph gives different information about the same topic.





Subheadings help to summarise what sort of information you will find in each section.








Tip


Read just the subsection that applies to you or the particular job you are doing.





Sometimes sections are further split into subsections.


The subsections here show three different methods of cleaning using the same product.





1.1 Spray Cleaning: Using a trigger spray apply diluted product onto cloth or sponge and wipe soiled surface clean. Wipe dry with clean cloth if necessary.


1.2 Washing: Apply diluted product with cloth or sponge and agitate to loosen dirt. Wipe off solution, rinse with clean cloth and fresh water then wipe dry.


1.3 Scrubbing: Pre-soak the articles or surface in the cleaning solution, allowing sufficient time for the chemicals to break down dirt and soilage. Hand scrub with a suitable nylon hand pad or scrubbing brush until clean. Wipe off cleaning solution and rinse thoroughly with fresh water and clean cloth. On completion wipe dry.





Tip


You can use the combination of words and pictures to find the correct items.





The pictures in this table illustrate the words.


The pictures show you what the items used for mixing and measuring the product look like.








Means this product can be used for cleaning surfaces by hand





Means you can use a standard or high-speed rotary machine fitted with a brush or drive plate and pad.





Means you can use a double-bucket mopping unit that has a built-in wringer for the mop





Means the product is for use on hard floors such as tiled





The good news


Your eyes can quickly pick out different formats from the way they look.


This means that you can spot particular information quickly without having to read everything!





The pictures used here are called graphics.


They show you, rather than tell you, what the product can be used for or with.


You would need to know what the graphics mean.





Assessor Name:


.........................................................


Signature:


.........................................................


Date Assessed:


.........................................................





Candidate Name:


.........................................................


Signature:


.........................................................


Date Completed:


.........................................................





Remember!


The words used with the graphic tell you what it is.





Tick the people you speak to at work.





For each person you ticked, think about or discuss the points below.


How well do you know the person?


Are they doing the same job as you or a different job? Do you have to report to them for your job? Are they paying you to do a job?


What sort of things do you talk to them about?





formal


stranger


work for


job interview





informal


friend


work with


general chat





 Tick the three that use informal language.








Hello. Can I help you?





I need to speak with you, please, Mr Chivers.





Remember!


Your language should suit the situation.





Draw lines to link the formal examples to the equivalent informal examples.





I know I’ll be able to do the job well. I pick things up very quickly.





I reckon I’ll have the job cracked pretty soon. I catch on quick.





Hi. Need a hand?





I wanna word with you, Sid.








Who’s this stuff for then?





So, you’d like to leave a message?





What d’you want?





Leave it there and I’ll sort it later.





The boss’s got a right mood on.





Tip


Choose the words you could say to a customer or visitor without sounding rude.





We’re in for it now – big time.





Who’s calling, please?





Tips


Choose the language that suits the relationship and purpose.





I hope that’s OK.





Can you do me a favour?





Would it be OK to take the day off tomorrow?








It’s an emergency.





I’ll be back the day after tomorrow.





I’m sorry it’s short notice.





You know I’d do the same for you.





I won’t be in tomorrow but Dave has offered to do my shift.





I wouldn’t ask if it wasn’t important.





The boss said it’s OK.





I’ve got permission.





Thank you. 





I’ll return the favour sometime.





Great one! Thanks.





Speak clearly, giving just the important details.





Prepare what you want to say.





Check that the listener understands.





I need to explain to the supervisor why I might not be at work tomorrow.





Think of your purpose�Ask yourself: Who am I talking to? How much information does he or she need in order to understand the situation?





I might not be at work tomorrow afternoon. I’ve got a hospital appointment which could take all day.








Give the important details�Don’t waste time giving unnecessary details. Extra or unnecessary details will just confuse the listener.





So if you don’t see me tomorrow afternoon, you’ll know I’m still at the hospital.





Check that the listener understands�It is a good idea to:


repeat the key details


ask the listener questions to check that they understand.





Do you want me to ring at lunchtime to let you know.





I know we’re rather short-staffed at the moment. It’s that time of year, isn’t it? I hear Sally’s come down with the flu as well now. I won’t be in tomorrow. I booked the day off a month ago when the temporary supervisor was here. I haven’t actually taken all my holidays this year. I’m going to visit my sister in Bristol. I’m not looking forward to it. I don’t drive distances very often.





Tip


Cross out anything that  the team leader doesn’t really need to know.





Tip


Look for the sentence that gives the required information.





I know we’re rather short-staffed at the moment. It’s that time of year, isn’t it? I hear Sally’s come down with the flu as well now. I won’t be in tomorrow. I booked the day off a month ago when the temporary supervisor was here. I haven’t actually taken all my holidays this year. I’m going to visit my sister in Bristol. I’m not looking forward to it. I don’t drive distances very often.





Look up and down the columns





Step 1:	Look over the table quickly to get the general ‘feel’ of it.


		Note the main headings.


Step 2:	Check out the detail in the column and row headings.


Step 3:	Trace across the rows	and down the columns�		to locate exact information.


Step 4:	Read the information carefully. 





You look across the rows.





The headings tell you what information you can expect to find.





What are the following short for?


Mon 		Thurs 		Sat


Tue 		Fri 		Sun


Wed





How?





Why?





Step 1: Make sure you understand what an appraisal is.





Step 2: Getting ready for the appraisal meeting


Think about the things you are good at.


Think of examples of how you do your job well.


Think about what you would like to develop or�improve in the future.


Think about any issues you have.


Write some notes to remind you of everything you�want to talk  about during the meeting. Don’t forget�to take the notes to the meeting so that you can�refer to them. Gather information and evidence�about what you have achieved in your job and training.





Step 4: After the appraisal meeting


Remind your manager about how he or she agreed to help you.


Make sure you keep to the agreements you make.





Step 3: At the appraisal meeting


Use your notes to help you remember what to say.


Express yourself clearly.


Ask questions.


Discuss and agree your next steps with your manager.


Make sure the review form is filled in.





evaluation, interview, supervisor, build on, assessment, talk, boss, improve, review, conference, foreperson, make progress





develop





manager





meeting





appraisal





Appraisal gives me the opportunity to:�
In my own words this means:�
�
Evaluate my own practice�
Think about how I am getting on at work�
�
�
�
�
�
�
�
�
�
�
�
�
�






Tip


Check any words that are new to you by asking a friend or looking them up.





Be realistic.





I’d like to know when Mary can boss me around and when she can’t.





Think about clear and positive ways to raise some of the issues.


Use clear language.


Be professional.


Don’t blame other people.


Think about your facial expressions.


Think about your body language.





Think of the positive things.





Use the headings to give you some ideas about what you want to talk about.





She’s so bossy and she’s always telling me what to do.





In order to prepare for your annual appraisal, you are advised to think about


each of the following aspects of your performance and to note down any


points that you wish to discuss.
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