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Chapter 1: Certificate I in Asset Maintenance 
(Cleaning Operations) PRM10104 
 

PRMCL41A Apply Basic Communication Skills 

 
Contents 

 

1. Read extract from staff meeting minutes 

2. Read details on a calendar  

3. Write a simple email 

4. Complete telephone message pad 

5. Interpret information from a bar chart 

6. Calculate work expenses 

7. Listen to instructions  

8. Use open and closed questioning 

9. Complete learning diary 

10. Read and follow simple letter 

11. Read and follow dress and presentation requirements 

12. Complete training application form 

13. Write a short report about a familiar event 

14. Calculate simple quantities 

15. Calculate cost of training 

16. Listen to and comment on supervisor’s feedback 

17. Participate in team discussion  

18. Plan skills development 
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Reading Skills 
Level 1 

 
Activity 1 Minutes  
 
 
Read this extract from the minutes of a staff meeting. 
 
 

 
At the meeting, the Cleaning Supervisor said that she felt that 
client service standards were slipping.  
Cleaners were supposed to see the client when they arrive and 
when they leave – if the client is present and speak to them in a 
formal way.  
Cleaners were not greeting or farewelling clients appropriately. 
She said that it was important that the Management deals with 
this matter urgently. 
 
 

 
 
From the staff meeting minutes, which of the following statements is correct? 
 
 Tick your answer 
 

  All client service standards are slipping  
 

  Cleaners are not speaking to clients  
 

  Certain client service standards are slipping 
 

  This is not an urgent matter.  
 
Cleaners	  need	  to	  say	  things	  like	  ……	  
	  

  G’day how did ya go on the weekend? 
 
  Hello, how are you today? I will start here if that is OK 
 
  Yup… hi 
 
  Morning or Afternoon mind if I start in here? 
 
  See ya 

 
  Goodnight, I’ve finished – see you tomorrow/next week 
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Numeracy Skills 
Level 1 

 
Activity 5 Interpret Information 
 
 
Look at the following chart showing the number of cleaners on site during a particular 
week. 
 
 

 
 
Now answer the questions. 
 
Which day had the highest number of cleaners?_____________________________  
 
 
 
 
Which day had the lowest number of cleaners? _____________________________  
 
 
 
 
How many cleaners were on site on the day that had the highest number of cleaners? 
 
___________________________________________________________________  
 
 
Work out the average number of cleaners per day on site. Remember all you have to do is 
add the total number of cleaners on site for the week and then divide this number by the 
number of days. 
 
___________________________________________________________________  
 
___________________________________________________________________  
 
___________________________________________________________________  
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Learning Skills 
Level 1 

 
Activity 9 Learning Diary 
 
 
Think about a skill that you are learning to do with applying basic communication skills, for 
example, active listening, writing a memo, reading a work schedule and so on. Now fill in 
the learning diary. 
 

Learning diary 
 
What is ‘active listening’? __________________________________  
 
______________________________________________________  
 
How would you explain this term? ___________________________  
 
______________________________________________________  
 
What examples do you have of someone ‘actively listening’ to you? 
 
______________________________________________________  
 
______________________________________________________  
 
______________________________________________________  
 
______________________________________________________  
 
When have you used this skill? _____________________________  
 
Give an example? _______________________________________  
 
______________________________________________________  
 
______________________________________________________  
 
Make a time and person to whom you will ‘actively listen’ and then note 
their reaction to you 
 
______________________________________________________  
 
______________________________________________________  
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Writing Skills 
Level 2 

 
Activity 13 Write a Short Report 
 
Ernie writes a short email to a colleague telling him about the cultural communication 
course he attended last week.  
 

 
To: Denya 
 
From: Ernie  
 
Subject: Course  
 
 
Hi Denya 
 
Just wanted to tell you about a great cultural communications course I 
attended last week. It was just for 1 day but I learnt so much. I was 
speaking to a Muslim woman this morning and it felt much easier to 
communicate with her as a result of the training. Ask your supervisor if you 
can go on the course. 
 
 
Regards 
 
Ernie 
 
 

 
Now think of an event you attended recently. It doesn’t have to be work-related; it could be 
a family gathering or a cinema visit. Write a few lines including important details, for 
example, where you went, what happened and how you enjoyed the experience. 
Write it to a friend who was not there. 
 

 
To _____________________  
 
From ___________________  
 
Subject__________________________________________________________  
 
_____________________________________________________________________________  
 
_____________________________________________________________________________  
 
_____________________________________________________________________________  
 
_____________________________________________________________________________  



V4 03/12 

© MW Training Consultants Chapter 1 - Apply Basic Communication Skills Page 12 of 20 

Oral Communication Skills 
Level 2 

 
Activity 17 Team Discussion 
 
 
Tali, Elsha and Mirani are talking about their ideas for improving communication with 
clients and staff from diverse backgrounds.   
 
Tali: I’d really like to improve my skills in communicating with other people 

from different backgrounds. 
 
Elsha: Yes, I feel the same. I’m really unsure sometimes about how to 

communicate with people from other countries. I’m nervous I’ll make a 
mistake. I could do with finding out more. 

 
Mirani: I’m not sure about all this cultural communication stuff. People just have 

to fit in with the customs from this country. 
 
Elsha: But what about Aboriginal people, they come from here and they have 

very different ways of communicating which we have to understand. 
 
Mirani: I still think everyone just has to follow the same rules, no matter who 

they are. 
 
Which of the following words best describes each person participating in the discussion? 

• Reluctant 
• Uncertain 
• Wants to learn more 
• Enthusiastic 

 
Write the word next to each person’s name and say why you have chosen this word to 
describe the person 
 

Name Word/s to 
describe person Why did you choose this word? 

Tali   

Elsha   

Mirani   
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38. Determine the appropriate response to  a customer 
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Chapter 3 - Certificate I in Construction CPC10111 
 

CPCCCM1014A Conduct Workplace Communication 
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Chapter 4 - Certificate I in Transport & Logistics 
(Pathways) TLIPC110 
 

TLIG1001A Work Effectively With Others 
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61. Complete a common workplace form 

62. Respond to a workplace memo 

63. Read and interpret information from a roster 

64. Select suitable language to provide oral instructions 
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