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Introduction – Communicate Information
The information in the first unit of this cluster, is based on the Unit of Competency RIICOM301D Communicate
information.
You will learn about:
Different types of communication including:
Verbal communication.
Written communication.
Running effective meetings.
Making presentations.
Participating in negotiations.

Communication Skills
Communication is an everyday task that most people take for granted. It is how
people relate to each other, achieve tasks, and complete activities.
Without effective communication skills, the workplace would not be able to
function adequately.
Every industry has slight differences in the communications equipment they use, but the process of communication is
standard across all areas of life.
Within the civil construction and mining industries, you are dealing with highly
technical information and procedures that are covered by government legislation.
It is important that you understand how your workplace communications systems,
processes, equipment and procedures work to ensure you are able to
communicate effectively.

Communication Policies and Procedures
Your workplace will have rules or guidelines around how communications are maintained that will need to be
followed. This will help to make sure that all communications are understood, and can be accessed when needed.
Examples of these guidelines could include:
Procedures for reporting faults, near misses, accidents, incidents or issues.
Procedures for work handover or signoff.
Procedures for preparing or reviewing work instructions.
Templates for reports or presentations.
Rules around privacy or use of information.
Rules around the storage or processing of communications.
Before you prepare any communications on site make sure you locate any procedures or guidelines that are relevant.
By following these guidelines and procedures you can make sure your communications on site are compliant and
effective.
Generally, policies and procedures are written in common industry language and may use specific site or industry
terms. Make sure you are clear about what these terms mean before you start preparing any communications.
If there are any parts of the policies and procedures that you do not understand you should speak with your supervisor
or site document controller. They will be able to explain exactly what you need to do.
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Types of Communication
Generally, communications in the workplace are:

Verbal Communications
Verbal communication is the process of speaking and listening to others. Verbal communication plays a large part on
the worksite and may occur:
By telephone.
By radio.
In groups or meetings.
Face to face.
During presentations.
Between individuals.

Written Communications
Written communication is any document that conveys meaning within the workplace.
It can be prepared and stored in hard copy or electronic form and may include:
Intranet documents.
Manuals.
Memos.
Emails.
Letters.
Flyers.
Reports.
Posters.
Paper versions of documentation such as
Signs.
procedures and policies.
Electronic versions of documentation.

Getting the Right Information to Your Audience
The first step in effective communication is working out exactly what it is that you need to communicate.
Ask yourself:
What is the purpose of the communication?
What information are you trying to pass on?
Who is it for?
What is the best way to communicate the information?
After you have identified the information, communication method and audience you need to make sure
communications are:
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Barriers to Communication
Depending on the type of communication you are using there can be a range of barriers
that can get in the way of the message. These include:
Language.
Distance.
Literacy.
Access.
It is important that you think about these potential barriers and make sure your own
communications work to overcome them.

Language
Language can be a barrier to communication. Using terminology, phrases or terms that
are not common or plain English can confuse people. If they are not familiar with the
language you are using, or use different names or terms for the things you are talking
about there can be problems getting your point across.
One way to avoid this is to use simple, common language to explain exactly what you
mean, and check that the person you are communicating with understands exactly what
you are trying to say. You can ask them questions or get them to explain it back in their
own words to show that they understand.
It may take a little longer to get your message across, but it will help to make sure that there is no confusion about
what has been said or written and that everyone understands the information properly.

Literacy
Reading and writing can be difficult for some people for a whole range of reasons. This can slow down the
communication process and may go unnoticed because people are embarrassed or use other people to read and write
for them.
If you are preparing written communication that is complex, or very important it is
a good idea to make sure you go and speak with the personnel affected by it and
make sure they understand what it says.
You should always use simple, basic common language when preparing written
communication. Keep sentences short. Have one idea per sentence. Space your
writing out. If your hand writing is hard to read, type the communication instead.

Distance
Sometimes communications can be difficult because you are communicating with
personnel in remote areas or with limited access to communications equipment.
You need to make sure your communications are very clear and contain all the
relevant information that others need. Answer questions clearly and directly and
do not leave anything open to interpretation. Be patient and make sure all
communications have been sent and received before moving on.
In some cases, you will need to confirm that all information has been received and understood before any work
continues.
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Access
For communications to be effective they need to be accessible. This means communications need to be:
Readily available to whoever needs to get to
Prepared in a way that everyone can
them.
understand.
Communications need to be kept in the right place and processed in the correct way.
This will help to make sure that all personnel know exactly where to access the latest
information. If communications are not handled correctly, they may be missed or may
not make it to the target audience.
Access also refers to how a person receives communications and information. Some people may not have English as
their first language. Whenever communicating you need to speak or write clearly and make sure they understand the
information before you walk away.

Verbal Communication
Verbal communication on a worksite occurs constantly. Every time you ask or answer a question you are contributing
to workplace communications.
Whenever you pass on or confirm information by talking to somebody you are participating in verbal communication.

Effective Verbal Communication
Before you go and speak with somebody you need to make sure you are clear about what it is you want to say, how
you want to say it and who you will be speaking with.
Think about the following things:
Is verbal communication the best method of conveying this information?
How can I best describe or explain the concept?
Will the person listening be able to understand me?
How will I confirm the person understands me?
In some situations, speaking directly to people is the best method of
communication, for example:
Your audience has literacy problems.
Access to written communication is difficult.
There needs to be a conversation or exchange of information.
Verbal communication works best:
When the message is simple and easily understood.
When conveying information to groups of people – it can work well in
conjunction with written or electronic delivery.
When information needs to be exchanged and mutually agreeable decisions
made.
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Verbal Communication Techniques
For verbal communication to be effective it requires information to be passed clearly, concisely and unambiguously to
the listener.
This can be achieved by thinking about what you want to say before you start talking, using techniques such as:
If you are conducting a presentation, make notes and plan out the sequence to make sure everything is
covered properly.
If you are talking to a group in an informal situation, make a list of points for discussion to ensure everything
has been covered.
Factors that have an impact on oral communication include:

Delivering Information Verbally
Achieving effective verbal communication is best done by:
Knowing what you want to say.
Minimising gestures, hand movements or fiddling with equipment.
Maintaining eye contact with the audience.
Knowing your subject – the more comfortable you are with the information
you are delivering, the easier the delivery will be.
Speaking clearly – mumbling, frequent pauses, “um” and “ah” detract from
your message.
Keeping your tone of voice even and pleasant – avoid showing frustration and
yelling.
These techniques apply equally to group or individual situations and should be employed in both formal and
informal circumstances.
Using plain English when speaking (and writing) is also essential for both formal and informal communications. This
includes whether you are making a formal presentation to your supervisors and other members of your work team,
or when you are communicating informally with them.
These standards are a way of ensuring you are communicating clearly, concisely, effectively with everyone on the
worksite.
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Check Information with the Listener
You should always check that your listener has understood what you are trying to say. The two main ways of doing
this include:
Observation
Watch your listeners while you are speaking. Ask yourself if they:
Are paying attention, nodding heads, taking notes.
Look engaged/interested.
Questioning
This is used to gauge your listeners’ level of understanding by asking them some questions once you have finished
speaking.
You could also ask them to summarise or repeat the main points to ensure your information has been received
accurately and understood.
Some people may not be comfortable with this approach, finding it insulting or too confronting. You need to clearly
explain why you are confirming the details with them and try to avoid making them feel like they are stupid, unreliable
or untrustworthy.

Apply Listening Skills
Active listening is paying careful attention and listening intently. You need to focus
on what is being said to you and to a lesser extent how it is being said.
Active listening is a skill that needs to be developed and practised. It does not come
easily to everyone.
Listening involves more than simply waiting for your turn to speak. It is a process of
putting aside your preconceived ideas and being open to the speaker and what they
have to say.
The way you hear and process information depends on trusting the speaker and
believing in their credibility.
You can develop your listening skills by asking questions to clarify any details you are unsure of.
Questions should be aimed at extracting further information and the more specific the question is, the more useful
the answer will be.
Active listening in the workplace helps you to obtain, understand and process technical information so that you can
conduct your work activities safely and effectively.

Check Information with the Speaker
When you are receiving information, it is important that you clarify anything you don’t
understand. You can then be sure you have accurately understood the information.
If you need to clarify any details, you should check with the speaker by asking
questions. This will not only help you to be clear in your mind but it confirms with the
speaker that you have listened to the information and understood it.
By the same token, when giving information you need to encourage your listener to
ask questions and confirm they have understood what you have said.

Doc No.
VC2017325

Version No.
1.0

Name
S123 Learner Guide – COM Online

Start Date
22/06/2017

Review
22/06/2018

Page 10 of 32

Location
Digital Classroom Source Files / Civil Safety S123 – iSpring

S123 (Mining Supervisor)

Written Communication
To ensure clear written communication that will achieve the required goals, you need to:

Written communication in the workplace commonly includes:
Directive Documents
Any document that is designed to explain how to do a task is a ‘directive’ document.
This style of documentation works well as numbered lists or short direct sentences.
Directive documents require clear and concise language and may include:
Work Method Statements (WMS).
Procedures.
Work instructions.
Safety notices or alerts.
To avoid making these documents too cluttered or confusing, they should be neatly spaced out, and each step should
be given a separate paragraph.
When creating directive documents, make sure you clearly understand the steps you are talking about.
You could also ask another person, who does know the task, to read the document and give you feedback before
publication.
Persuasive Documents
A persuasive document can include a policy, a goal statement document or any
other document that aims at getting members of the workplace to act in a particular
way.
Persuasive documents should contain information explaining the actions that need
to be taken and why.
Informative Documents
These are documents whose primary purpose is to convey information. They should be clear,
concise and detail-oriented.
Informative documents can include:
Emails.
Letters.
Flyers.
Reports.
Signs.
Appointment schedules.
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Selection of Written Format
Matching the format to the purpose of the document helps the reader understand the most
important points. You will also be making decisions as to how the information will be
stored, updated and shared.
Organisational intranets commonly feature all forms of written documents but some
workplaces require them also to be printed and/or stored as hard copy documents.
Some communication formats are not recommended for electronic viewing but should still
be shared in an electronic format to allow for easy updating. These include signs and flyers that share graphic
information. Confirmation of the objective of your written communication is the last step. As with oral
communication, you need to check that:

Document Format and Presentation
Each organisation will have standards for formatting and presenting documents.
These requirements reflect current industry and enterprise practices as well as the needs
of the people working with the documentation. The presentation conventions and
requirements for your site will be found in your organisational style guide, documentation
policies or reporting procedures. If your site does not have specific guidelines, you should
be able to gauge the requirements by looking at copies of similar documents.
Documents can be presented in various ways but the two most common formats are:
1. Printed and Bound – you need ensure page numbering is accurate.
2. Digital – ensure hyperlinks are working and adequate white space is used to
reduce the impact of onscreen reading on the eyes of your reader.

Report Writing
While reports are the most common form of documents that you will be expected to
create, it is impossible to apply a single, rigid formula to the process.
This is because reports contain many different types of information and are required
to meet the needs of a wide range of readers.
It may help to refer to examples of other reports in your organisation to help you to
determine the expected format.
When creating a report, particularly a technical report, it is important to remember the
following simple guidelines:

Keep it Clear and Simple
When writing your report remember, that your reader is busy and does not want to
hunt for information in the report.
Keep everything clearly laid out and easy to find.
Use headlines, paragraph headings, labels for tables and diagrams.
Your reader should be able to skim through the report quickly and find the
information they need.
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Check for Errors
You should check for errors in your report as they can reduce both your credibility and that of your organisation. If
the report is intended for distribution outside of the business:
Check, double check and then have someone else check for errors, e.g. spelling, typing, information
inconsistencies, formatting or simply illogical placement of photos, tables, graphs or other graphic or
information.
The spell checker on your computer will not pick up misused words, incorrect words, technical jargon that is
badly used or sentence structure problems.

Choose Appropriate Style, Tone and Language
Style, tone and language choices need to be appropriate for the reader and the subject. Use clear, concise, plain English
sentences that say exactly what you want them to say with as few words as possible to enhance readability.

Design Your Layout
White space, i.e. the space that surrounds the report words, is crucial to readability of
reports. It gives the impression that the report is clean, uncluttered and easily read.

Use Basic Report Formats
The basic format of a report should include:
Parts of a Basic Report
Title Page
Summary or Executive
Summary
Table of Contents and
Diagrams
Introduction

Main Body
Findings or
Recommendations
Conclusion

Description
Stating the name of the report, name of the person creating the report and other essential
details.
This summarises the entire report. An executive should be able to read the summary and get
enough information to make judgements on the usefulness of the information. An executive
summary should comprise 10% of the final report.
In digital documents these should be hyperlinked to allow skipping through the document to
the required heading.
This can also be called the scope statement or the terms of reference statements. Again, it
should be no more than 10% of the final document and give exact reasons for the document.
Reports for readers who are unfamiliar with the topic may require a longer introduction to give
adequate background information for the report to make sense.
This is where the information you need to convey will be included. You should use tables,
graphs, diagrams, photos and graphics if they enhance your report and make it easier to read.
Do not include them just for the sake of decoration.
This is where you say what options are available to respond to the problems or situations
discussed.
This is another summary of the report but with a different focus. It is your last opportunity to
‘sell’ your findings, recommendations and to urge prompt action. The conclusion should also
comprise approximately 10% of the final report.

References, Thanks,
Acknowledgements and
Bibliography

These should be organised in a logical order with as much detail as possible to allow the readers
to confirm your information with your sources.

Appendices

This is the most underused area of a report. Appendices make your report easier to read, more
logical and allow for a better flow of information. They can include information that is a
requirement for a specific group of readers, or additional information that doesn’t fit the report
but is useful in making decisions.

There is no right or wrong place to start working on a report. Start where you feel comfortable however the summary
and conclusion should be written last.
Communicating in writing should not be considered a difficult task. It is the form of communication that allows you to
take the time to say the correct thing in the right way to achieve the best result.
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Logically Organise the Document
Information flow is critical to the overall success of any form of written communication. Each piece of information
should build on the one before and contribute to the piece coming next.
Taking the time to structure and balance the written information ensures the end product meets:

Often, taking the time to do a preliminary draft layout using only headings can help you to
see what pieces of information work best with the text around them. It is easier to then
shift headings around rather than blocks of text.
With written communication you have the ability to plan clearly what you intend to say
and decide how best to say it. This should never be undermined by illogical or nonsequential layout, structuring or formatting of the document.
A badly balanced or structured document will not be successful as the reader will become
frustrated and give up on reading the report.

Create Balanced Documents
Balance within a document can refer to the way the information is displayed and how it
all looks.
It may also refer to the information itself being presented in a logical, clear and objective
manner.
When checking visual balance of the layout, you should ensure that there is:
Adequate white space.
Evenness of text on the pages, i.e. not too much information on one page and a
line or two on the next.
Balance between graphics and text – too much of one or the other will exclude
part of your audience. Some people understand information in written formats,
while others need graphics to reinforce what has been written about. It is a good
idea to have some of each if possible.
Balance of colours, fonts, text size – no report should look like a rainbow.
Colour should be used sparingly and with reference to the needs of the
audience – bright colours may look appealing to you, but could seem garish
to others; muted colours will convey control.
Sizing with headings can be varied to indicate different types of headings,
e.g. main heading, sub-heading, textual heading, but should always
maintain the colour scheme and font.
Text font and size should stay the same, i.e. one font and font size for the text, one for headings.
Bold and italics should be used for emphasis only, not for variation.
Underlining often means a hyperlink – it is good practice to not underline in a document without very
good reason, if the item is not a hyperlink.
When checking that your information is balanced you need to make sure all points of view are presented and that
your language is clear and logical. This will give your report or document more credibility.
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Apply Language to Purpose and Audience
Your choice of language will have a big impact on the usefulness and credibility
of the final document.
Where possible don’t use jargon, acronyms or technical terms unless you are sure
everyone will understand them. If you must use them, for their first appearance
you need to include an explanation or definition in the text.
If your document uses a lot of specific terminology or technical phrases
throughout, you may also need to create a glossary of terms to provide
definitions for your readers.
The style of language you choose to use in your report will be determined by the purpose of the document, e.g. a
report for senior management will use different language from a reminder to frontline workers, even if the subject is
the same.
You can ensure the information in your written communication is effective by using language that is accessible to the
reader.
They need to feel comfortable with the style and easily understand what you are trying to convey.
Where possible, imagine you are having a conversation with a member of your target audience and write in that style.

Use Clear and Unambiguous Language
Information that is written in plain English is unambiguous, avoids confusion and is
succinct. It is not about ‘dumbing down’ information; it is aimed at being as precise,
concise and clear as possible.
Plain English is a form of written communication that attempts to remove
unnecessary words in each sentence.
This is what language you should be aiming for when creating written documents: clean, clear, direct statements
and sentences that say what you mean with minimal chances for misunderstandings.
Always leave your written document for a period of time before you start to proof read or edit it. This will give you a
fresher eye and allow you a better chance of picking up any errors and seeing how you could improve the way you
have phrased sentences.

Justify Conclusions and Recommendations
Conclusions and recommendations need to be logically justified by the information in
your report and must reflect the purpose of the report.
Your conclusions or recommendations are the ‘sales-focused’ area of your report. This
is the part that allows you to say why you believe one option is better than another.
In order for this opinion to be believed, however, you must show how you came to
the conclusion. By showing why you think one option is better than another, you encourage the readers of the report
to make the same conclusion you did.
The purpose of the report must be addressed by the conclusion.
For example, if you have been asked to write a report that recommends option A over option B, and you return a
recommendation of option Z, you have missed the purpose of the report.

Manage Your Time
Completing the document within a specified timeframe is essential. This will ensure the information can be distributed,
acted upon or used promptly in accordance with industry and worksite requirements.
If you are having trouble meeting the timeframe you have been given, speak with your supervisor. You will need to
discuss options for either extending the timeframe or allocating your other work activities to someone else temporarily
so you can complete the report on time.
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Make a Presentation
Planning your presentation is important. You first need to identify and
clarify its purpose and determine the intended audience.
By identifying the purpose of the presentation you are able to ensure
you cover the required information completely.
You may need to clarify this by speaking with others in your team to
make sure that you have understood what you need to include.
One method of ensuring the presentation meets the needs of the
audience is to conduct a test presentation and obtain feedback from
the audience members.
The material can then be adjusted or adapted to accommodate any suggested changes before you make the final,
‘real’ presentation.

Organise Information
Once you have identified the purpose of the presentation, you should determine the
type of information that is needed. This information will then need to be organised
into a logical sequence to make sure the information is structured to flow smoothly.
Information for presentations should be divided into sections so that it can be simply
explained and illustrated. Slide or presentation colours should be given careful
consideration. Some useful tips include:
Colours should be chosen that are soothing to the eye and that can be read at a distance.
Colours to avoid include reds, yellows, and fluorescent colours of any kind or light coloured text.
Background colours should focus on muted colours that are neutral but not white. Commonly dark
backgrounds and light coloured text are used but these should be carefully evaluated to meet the needs of
the venue.
Before finalising a presentation, undertake a test run in the venue if possible. Use a similar location if the venue is not
yet available. This will allow you to determine the correct colour combinations to allow for clear vision of the
presentation.

Identify Media Resources
Media resources are the items of equipment used to assist during the presentation. Resources should always be used
as an enhancement tool, not as the entire focus of the presentation. They could include:
Data projectors.
Visual equipment.
Whiteboards.
Computers.
Hardware or software.
Notepads, pens and
pencils
Audio equipment.
Flipcharts.
You need to identify the resources that will be available to you for your presentation.
You can do this by checking your organisation’s equipment or by investigating what
is available for hire in the local area. You will then need to evaluate what equipment
is going to be most effective. Each item will have strengths and weaknesses which
you need to consider in determining how best to convey your information.
Having evaluated the available equipment, you need to make your selection. You may not necessarily need, for
example, a data projector that is able to display a PowerPoint presentation. For some situations a flip chart with a
collection of different coloured pens is more effective.
If you are using flip charts or other manual presentation aids, ensure they all operate properly and are well prepared
to enable smooth use during the presentation.
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Prepare Presentation Aids
Presentation aids are used to enhance your delivery and guide the audience through the presentation, adding or
clarifying information if necessary.
Presentation aids need to be organised and prepared in advance of the presentation. This requires an understanding
of the strengths and weaknesses of each item.
Common presentation aids include:

Good practice for the preparation of presentation aids ensures each item is effective and will provide clear and
concise information.
Aids that are badly organised will detract from your presentation and you may lose your audience.
Factors to consider in your selection of presentation aids are:
Colour choice, again, is critical to the success of the presentation.
Your language should be clear and accurate.
Transparencies, notes, slides etc. should not be crowded or look cluttered.
Font choice should be clear and readable – artistic fonts are not really necessary; font size should be large
enough to be seen from all parts of the room.

Check Resources and Presentation Aids
Before starting your presentation you need to ensure that all resources and
presentation aids are in working order and functioning properly.
Your presentation will not be as effective if equipment doesn’t start or breaks down,
and you will appear unprofessional and disorganised.
You also need to check that you have the right amount of resources for the number of
expected participants.
In case of unexpected situations or issues with your equipment, you should always
have a back-up plan.
This is why knowing your subject and knowing the presentation is so important. Your presentation equipment is an
aid, not the focal point of the presentation.
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Make the Presentation
Once all the preparations have been completed it is time to make
your presentation.
You should follow your plan, knowing it is a flexible framework that
you can adapt and change to meet the needs of the audience and the
situation you are facing.
While it is important to be flexible in your delivery and to respond to
feedback and questions, you should not allow the audience to dictate
the flow of information or the speed of delivery.
It is acceptable to respond to questions with a brief answer and a statement that more information will be provided
later in the presentation.

Presentation Techniques and Practices
When conducting a presentation it is necessary for you to have a clear understanding of the subject, be familiar with
the presentation and be able to add extra information as you are talking. Conducting presentations can be a stressful
activity.
The best way to control your nervousness is to be prepared. This involves:

Try not to speak too quickly or too softly. Use whole sentences and try not to assume that the audience has prior
knowledge.
Take time to explain each part of your presentation properly and do not move on until you are satisfied that you have
covered it properly.
You may want to break up your presentation by allowing people to ask questions at the end of each part or section.
This is ok as long as you keep the break fairly short. If your presentation will address most common questions you
should wait until the end to allow people to ask them.

Evaluate Presentation Outcomes
Once the presentation is completed, you need to evaluate whether the outcome has been
effectively achieved.
Consider your original goals and objectives and analyse how the presentation itself was
conducted. The purpose of the evaluation is to identify problems or issues.
Your evaluation needs to consider:
Any objectives that have not been met.
Any unexpected outcomes or presentation issues.
Whether you conveyed your message successfully.
How the audience received the information.
Whether the resources and aids were useful.
If the venue was suitable.
These factors should be addressed and remedied before you make the presentation again.
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Prepare for a Meeting
A well-run meeting is the product of good preparation. These preparations could include:
Preparing the venue.
Venue set up.
Location.
Notices of meeting.
Agendas.
Comfort.
Equipment.
Visiting speakers.
Catering.

Preparing the Venue
Venue selection can determine the success or failure of a meeting. Preparations range from finding an appropriate
venue through to catering for the meeting and how the venue is set up on the day.
When selecting a venue for a meeting you need to be aware of a number of factors, such as:
Location
Ease of access and parking should be a consideration. If parking is not included in the
venue, you may need to allow regular breaks for people to move vehicles or notify the
participants in advance that parking is not available so they have the time to make other
arrangements.
Comfort
Venues that are outside the comfort zone of the participants should be avoided, as the
participants will feel out of place within the venue and will not be able to focus on the
meeting.
Equipment
While you may not need much equipment for a meeting, ensuring the venue does have what you need before arriving
will save the inconvenience of trying to find an item of equipment at the last moment.
Meeting venues will usually have a list of items available that you can request when making the booking.
You should determine if the use of the items is included in the cost of the room, or if these items are hired at an
additional cost.
Common items found at meeting locations include:
Data projectors.
Whiteboards with the associated accessories.
Internet connections.
Catering
For short meetings the catering may simply be a coffee run before starting but for longer meetings consider arranging
catering to be delivered at a pre-determined time.
This allows the meeting to continue if necessary or allows for a break while still keeping the meeting participants
together for further discussions. It is not uncommon for problems that have arisen during the meeting to have a
solution found over a lunch break.
Venue Set Up
Setting up the venue may be a task done by the venue management or it may be
something you will need to arrange when you arrive.
When setting up a venue ensure there is a practical arrangement of tables and chairs
with minimal glare from windows. If the meeting requires the use of data projects
ensure the placement of the screen allows all participants to see clearly and that glare
or reflection from windows will not occur.
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Notices of Meeting
Issuing a notice of the meeting to attendees and other interested parties enables the
people to arrange schedules to ensure they are able to attend. Generally, the notice of
meeting note or invitation will be sent to attendees and other interested invitees weeks
before the meeting date. A notice of meeting generally does not contain agendas or
any other information other than the date and the reason for the meeting.

Agendas
Agendas are used to inform the meeting participants about what will be
discussed.
They can include supporting documentation that gives additional information.
By creating an agenda prior to the meeting, you minimise the chances of the
discussions getting waylaid or side tracked.
It also ensures all topics that need to be discussed are covered.
Where possible, anyone who has an issue they would like discussed at a meeting
should contact the meeting conveyor and request the issue be put on the agenda.
Agenda papers need to be circulated in advance of the meeting. Some organisations require a set amount of time prior
to the meeting.
Others require that important papers be distributed widely while only the executive members or the meeting chair
receive copies of the actual agenda.
You will need to identify and apply the site-specific requirements when creating and circulating agendas and other
papers within your worksite.

Visiting Speakers
Visiting speakers such as specialists or experts can be invited when meetings are
dealing with specific or difficult subjects that require external advice and support.
When arranging for visiting speakers to attend the meeting, it is important to ensure
their credibility and the focus of their advice.
While you do not want to have specialists that only tell you what you want to hear, you
do need to select speakers that will give you a balanced opinion.
This opinion should have multiple options or alternatives that can be adapted and
modified to suit the needs of your organisation.
Each specialist will have a list of requirements that you will need to meet. These could
range from technical support, information, and accommodation, to transport.
The easiest way to deal with these requirements is to know the limits of your authority
and speak with your supervisor if you believe the requests are unreasonable.

Clarify Purpose of Meeting
Once the participants in the meeting have arrived and everyone is settled, it is good practice to clarify the purpose of
the meeting. This could include confirming the:
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In some organisations, follow-up activities or tasks from any previous meetings will be
discussed before moving onto new items or information.
Other groups follow strict meeting procedures for discussing these actions once the
minutes of the previous meeting have been read.
Follow-ups are a vital part of any meeting. If you are assigned to tasks for follow-up
actions, it is necessary for you to complete them in the required manner.
If you are having trouble achieving the tasks, or need clarification of their
expectations or goals, speak with the chair of the meeting.
A working group or small team is more likely to assign follow-up activities to be
discussed in detail before new activities are begun.
By being very clear as to the purpose of the meeting, you are minimising the risks of
discussions becoming bogged down.
These discussions can sometimes become passionate and by clarifying to others the purpose and procedures of the
meeting, you can attempt to contain the focus of the discussions to the topic of the meeting.

Meeting Procedures
These procedures are the manner in which the meeting is conducted.
Effective meetings can be held without established procedures, but to guarantee an effective meeting, you should
know and use the procedures for the site and the industry in which you are working.
Meetings can be effectively conducted if you know and use the standard procedures for the style and purpose of the
meeting.
Standard meeting procedures don’t tend to vary a great deal between industries. After the arrival of all participants
the meeting will start.
Normal meeting procedures will include:

It is inevitable that variations from this formula will occur but for the most part it will enable you to cover the
information and discussions that are needed.
Each worksite could have a slight variation on these steps or the order in which they are completed, check with your
supervisor for further clarification.
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Record Meeting Outcomes
Recording outcomes accurately is essential.
This can be done by taking minutes and communicating decisions from the meeting.
Records of meeting outcomes are used for many reasons within the company, ranging
from legal requirements to purchasing decisions.
Meeting outcomes affect every aspect of the company operations. Accuracy in recording
these outcomes is vital to the wellbeing of the business.

Recording Outcomes
Outcomes of the meeting can be recorded using:
Written reports/documents.
Notes.
Audio recordings.
Digital video recordings.
The most common method for recording outcomes is through a combination of notes and written minutes of the
meeting. Sometimes a list or outcome report is used. This report will be a summarisation of the minutes that deals
only with the outcomes.
Mine site meeting conventions do not vary greatly from standard meetings. They need to be documented closely and
accurately, and site and organisational procedures must be applied at all times.

Taking Minutes
If you are required to take minutes, it is essential for you to be comfortable with what is
required of you – You are creating a legal document that could be used in a court of law.
When taking minutes you need to record everything that is said and who said it.
It is permissible to summarise what has been said, particularly if it was said in an
unacceptable way, but this should be avoided if possible.
You must never change the meaning of what was said, who said it or the intent behind the
comment.
General discussions should be minuted and a summarisation is adequate.
Once these minutes have been written up into an acceptable format, it is necessary to
distribute them to all participants.
Minutes should be distributed to participants within a short timeframe of the meeting.
This timeframe will be determined by the reason for the meeting, the company requirements
and the urgency of the meeting.
As a general rule of thumb, minutes should be distributed within three working days of the meeting, if there is no
urgent requirements that need to be met.
If urgent follow-up is required, the minutes should be distributed within one working day of the initial meeting.
.
A copy of a generic template example of Minutes and Agenda is in Appendix 1A
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Document Required Follow-Up Action
Documenting the actions flowing from the decisions made at the meeting is essential for clear communication of the
requirements, i.e. what needs to be done, who will do it and when it needs to be completed.
When documenting what needs to happen once a decision has been made you need to:

Follow-up documentation could take the form of:
Reports.
Memos.

Action lists.

These documents could be given to the person responsible for completing the tasks in any manner acceptable on the
worksite.
If teams of people or departments are required to complete the follow-up actions, the information required will be
the same, but will show the department name rather than an individual’s name.
An example of a follow-up action document is as follows:
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Notify Designated Follow-Up Person
You may need to contact a follow-up person after the meeting to make them
aware of their assigned tasks. The person nominated to undertake actions or
implement-meeting decisions may not have attended the meeting and may
therefore be unaware of their assignment.
If you are responsible for the production of the minutes and other
documentation, it is your responsibility to ensure the person is notified of the
actions they are required to implement, as soon as possible.
The initial notification will commonly be via a phone call or personal contact of
some kind. This conversational approach allows you to identify any problems that
may arise. You will be able to answer any queries or questions the designated person has about the actions they are
required to take.
Once the initial contact has been made, you should confirm all details, in writing, of the implementation of decisions
to the designated person as soon as you can.
This document should include as many details of the decision as possible. At a minimum, these details should include:

This written document could be in any format used within your organisation, such as:
Intranet communication.
A memo.
Email.
Report.

Follow Up on Decisions
You will need to regularly check in on the people tasked with follow-up actions,
activities or responsibilities.
Touching base with them, without nagging, pressuring or undermining them, will
help to identify any problems that may have arisen.
Being sensitive in your approach to ‘following up the follow-up’ will help build
team spirit as well as ensure the activities are carried out.
A sensitive approach is best done by using open questions such as “How are you going achieving the goals?” rather
than a confrontational approach of “Have you finished that job yet?”
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Participate in Negotiations
Negotiation is the way two or more parties reach a mutually agreeable outcome to a problem, issue or situation.
Often negotiations are used to:

For effective negotiations, it is essential that adequate preparations be undertaken. These preparations should
include:
Negotiation Preparations

Actions/Explanation

Identifying the Subject Matter

Often during negotiations, the parties may have different agendas, goals, objectives or points
for discussions. By identifying the subject you will be able to develop strategies to cope with
any unexpected developments.

Determining the Significance
of the Outcome

If one party has more to lose during a negotiation, they are more likely to be problematic. By
identifying the significance of outcomes you will be able to develop a strategy that
emphasises what is to be gained.

Identifying the Facts of the
Situation

These can always be open to interpretation as no two people will ever fully agree on facts,
but by trying to determine the facts of the situation, you will assist in keeping the
negotiations on track.

Identifying Options and Issues

During all negotiations, there are options and issues, otherwise there would be no need for
a negotiation. Identifying these during the preparation phase will help you determine
strategies.

Gauging the Position of Other
Parties

It can be difficult to gauge the position of the others involved in the negotiations but every
effort should be made. This allows you to determine where possible problems or issues could
come from.

Negotiations should not be seen as an adversarial activity. It is better to attempt to find a win-win situation, as this
will allow for a better end result, than try for results that benefit you at the expense of all other parties.

Select a Negotiation Strategy
Negotiation is a process of guided discussions with the purpose of achieving
a predetermined goal or objective.
Before entering into any negotiations you need to plan out your arguments
and identify exactly what you want to get out of the negotiation. It is a good
idea to prepare a plan that identified your ‘deal breakers’ (things that you
absolutely cannot compromise) as well as things that are important but not
essential, and things that you can offer in return for the things you really
want.
Effective negotiations come down to the strategy that you apply. The three commonly used primary strategies for
negotiation are:
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Effective negotiations come down to the strategy that you apply. The three commonly used primary strategies for
negotiation are:
Strategy

Explanation

Win-Win

As the name suggests, each party wins some of what they want while giving the other parties
something they want. This is the best option and should be the primary strategy used.
The application of the win-win approach is to listen to the other side and their position, opinions
and goals and present your own. If each side has planned correctly, they will know where they
are prepared to compromise to achieve the goal.

Win-Lose

This is where one side wins most of what they want and the other side loses. This is a negotiation
strategy that is most likely to result in workplace difficulties and continuing action.
The application of this strategy is not recommended.

Lose-Lose

This strategy results in a stalemate where no outcome has been able to be achieved. It is
preferable to a win-lose situation because it allows for further negotiations and discussions.
A lose-lose negotiation tactic could be used as a strategy to buy time if necessary.
This could be a potentially damaging strategy to adopt without serious reasons and it needs to
include measures to minimise the potential consequences.

Apply Teamwork
Negotiation should be a team activity. All members need to be involved in discussions
about the approach or strategy to be used, as well determining where and when the
negotiation will take place.
Sometimes the selection of the negotiation strategy will in itself be a negotiation
exercise within the team.
By negotiating within the team, you will be able to engage all members and ensure
everyone ‘buys in’ to the strategy.
Creating a written negotiation plan with alternatives, details of what must be achieved
and what you are willing to compromise on will help you stay on track to achieving the
best result.

Conduct Negotiations
Once a plan has been developed, it is good to stay with it, but flexibility can be
applied when necessary.
Flexibility is often needed during the negotiation to adapt to the conditions of
the other party.
If abandoning the plan allows you to achieve the goal of the negotiation, you
should do so and take advantage of opportunities as they present themselves.
When selecting people for the negotiation team, you should try to ensure they
are able to control their emotions and stay calm in every situation.
People who rise to the temptation of responding to attempts to draw them into an argument should not be included
on the negotiation team.
When conducting negotiations, ensure all members of the negotiation team are:
Courteous.
Non-confrontational.
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Interpersonal Skills
Interpersonal skills are known as soft skills, i.e. those intangible personality traits that ensure smooth operations
between people.
Soft skills include the abilities to:
Listen.
Empathise (understanding the other person’s position or point of view).
Communicate clearly.
In meetings and negotiations the most effective soft skill you can use is the ability to listen actively. This is the process
of focusing and thinking about what the speaker is saying.
To listen actively, consideration should be given to:
What to Look for

What to Consider

The Message

The overall meaning.

The Context

Where and how the message is given.

The Spoken Language

The words used to convey an idea or message can tell us as much
about the message as the communication itself:
Is the speaker using sarcasm?
Do they believe what they are saying?
Are they committed to the message?

The Body Language

A large percentage of communications is through body language and
other non-verbal cues.

When actively listening you should make eye contact with the speaker. This allows you to focus
without distraction on what they are saying, rather than what you are thinking. Try to avoid
using the time when the other person is speaking to formulate or remember questions you have
about what they are saying. If you think of a question, jot it down on a note pad but continue to
listen as actively as possible.
Effective listening and interpersonal skills can be developed through practice. These skills are essential for effective
communication, without which you will not be able to achieve good outcomes in meetings and negotiations.

Review Negotiation Outcomes
Once a negotiation has been completed, you should review the outcomes. You
need to consider:
1. What actions have been taken.
2. What tactics were successful.
3. What tactics were unsuccessful.
4. How negotiation planning could be improved for future negotiations.
In your review, you are identifying better ways to approach similar situations in the future, which in turn, allows for
greater options in the development of future negotiation plans. It is unusual for a negotiation to be immediately
successful. Often delaying tactics are used to gain an advantage or to give parties time to think through options,
suggestions or solutions. Reviewing after each negotiation strategy allows you to initiate further actions, plans,
options or points for discussions. Each member of the negotiation team should conduct a personal review.
It is also a good idea for the entire team to conduct a review in order for each person’s perspective and interpretation
of events to be represented, discussed and accounted for.
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Carry Out Follow-Up Action
Follow-up actions that have arisen due to the negotiations must be completed within required timeframes.
There are two common activities that will need to occur at the end of negotiations, namely:
Further discussions with the parties involved.
Documenting the outcomes.
Negotiations are rarely one-off events. They will normally stop and start over a
period of time to allow each party to consider options and come to mutually
acceptable results.
It is usually easy to see what needs to be done at the end of the negotiations.
By scheduling the follow-up activities that need to be completed you will be able
to achieve all the tasks required within appropriate or required timeframes.

Document Negotiation Outcomes
Negotiation outcomes need to be documented in order to show what has been achieved and how it was achieved.
The more information and details you can include in your negotiation documentation, the more useful it will be for
planning and preparing the next round of negotiations.
A final negotiation report should be prepared once all meetings and discussions have been completed.
This report should include details such as:

The final documentation should be completed within a short timeframe and distributed to all involved parties.

A copy of a generic template example of a Negotiation Strategy Plan is in Appendix 1B.
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Appendix 1A – Agenda and Minutes [Template Example]
S123 (Mining Supervisor)

MEETING AGENDA AND MINUTES

MEETING ATTENDEES
KEY:

for attendance
for absence

FACILIATOR

MINUTE KEEPER

MEETING DATE

MEETING LOCATION

TIME START

TIME CLOSE
DATE

PREVIOUS MEETING MINUTES
TOPIC DISCUSSED

ACTION

Click here to enter a date.
PERSON RESPONSIBLE

ITEMS

[Continued…]
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OTHER TOPICS

[Continued…]

DATE

NEW MEETING AGENDA
TOPIC DISCUSSED

ACTION

Click here to enter a date.
PERSON RESPONSIBLE

ITEMS

[Continued…]
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OTHER TOPICS

[End Meeting]

DATE

NEXT MEETING
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Appendix 1B – Negotiation Strategy Plan [Template Example]

NEGOTIATION STRATEGY PLANNING
PROJECT

DATE

/

/

OVERALL
GOAL
Rank

Negotiation Item

Strategy to Obtain
Objective

Objective

Outcome / Status

1.

2.

Rank

Negotiation Item

Least Beneficial Outcome

1.

2.

NOTES
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