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LEARNER WORKBOOK

13914: Conduct a Formal Meeting  
INSTRUCTIONS TO THE LEARNER

1.  This LEARNER WORKBOOK contains the: 
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       Formative Activities 
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Formative Knowledge Questionnaire – theory questions

GENERAL NOTES: 

1. You must submit the Learner Workbook to the Assessor on the dates agreed upon in your assessment plan

2. You need to complete the Authenticity page in each Learner Workbook 

3. Should the Assessor indicate that you need to make corrections to your activities to meet the requirements, you need to arrange a re-submission date with the Assessor

4. You MUST complete ALL the ACTIVITIES successfully to be deemed COMPETENT for the unit standards. 

5. You will not be allowed to proceed to the SUMMATIVE ASSESSMENT unless ALL your FORMATIVE TASKS meet requirements.

6. Your Facilitator and Assessor will give you TWO opportunities to submit a task

7. All signatures must be retrieved where requested – retrieve this on a daily basis from the workplace 

FORMATIVE ASSESSMENT RECORDSHEET FOR: 13914: Conduct a Formal Meeting 

Facilitator will record your results for the indicated Tasks/Knowledge Questionnaire in the table below. 

	LEARNER NAME AND SURNAME
	KNOWLEDGE 
TEST 1

TOTAL: ……/30
	KNOWLEDGE 
TEST 2
TOTAL: ……/20
	KNOWLEDGE 
TEST 3
TOTAL: ……/15
	KNOWLEDGE 
TEST 4

TOTAL: ……/18

	
	
	
	
	

	(%)
	
	
	
	

	RM/RNYM
	
	
	
	


	FACILITATOR NAME AND SURNAME:


	

	FACILITATOR SIGNAURE:


	

	FACILITATOR COMMENT:


	

	ASSESSOR NAME AND SURNAME: 


	

	ASSESSOR SIGNATURE:


	

	ASSESSOR COMMENT 


	

	ASSESSOR SIGN OFF DATE: 


	


	LEARNER WORKBOOK CHECKLIST

Conduct a Formal Meeting: 13914

	Item
	INDICATOR
	LEARNER CHECK (()
	FACILITATOR CHECK: (() 
	REQUIREMENTS MET (YES OR NO. If NO, please indicate action)
	EVIDENCE REQUIREMENTS

	1
	ACTIVITY 1


	
	
	
	Completed table and evidence as requested in evidence table

	
	ACTIVITY 2

	
	
	
	Copy of previous minutes and new Agenda 

	
	ACTIVITY 3


	
	
	
	Copy of previous minutes and new Agenda

	
	ACTIVITY 4

	
	
	
	Completed Interview notes

	
	ACTIVITY 5


	
	
	
	Structured answers to the questions on the conflict scenarios

	
	ACTIVITY 6


	
	
	
	Completed table

	2
	KNOWLEDGE TEST 1


	
	
	
	Completed questions

	
	KNOWLEDGE TEST  2


	
	
	
	Completed Questions

	
	KNOWLEDGE TEST  3


	
	
	
	Completed Questions

	
	Please sign at the bottom of each checked column: 
	
	
	
	


DECLARATION OF AUTHENTICITY OF EVIDENCE GATHERED FOR CONDUCT A FORMAL MEETING PORTFOLIO OF EVIDENCE

LEARNER NAME AND SURNAME___________________________________
STORE: 

______________________________________________
DATE:  

______________________________________________

UNIT STANDARD/S: 13914 
DECLARATION:

I hereby declare that the LEARNER WORKBOOK with regard to the above mentioned Unit standards was compiled by me, the undersigned, and that an assessor explained the procedure to me prior to the instrument being given.

I declare that the Activities were done fairly and that I compiled and completed the documents without / with minimal assistance.

 __________________________
LEARNER 

______________________________

ASSESSOR ACKNOWLEDGEMENT (Signature)
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Group Activity 1 (SO1 AC1)
In your group, discuss why arrangements for a meeting are important.  These arrangements as you will see later in this manual will speak to the agenda of the meeting i.e. the purpose.   Feedback to the rest of the class the 5 main key points

Your discussion notes:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
5 Main key points:

· ___________________________

· ___________________________

· ___________________________

· ___________________________

· ___________________________
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(SO1 AC 1, AC 2)
RESEARCH Activity

Within your organization, you need to research the following:

1. Find one employee within your organization who arranges meetings.

2. Interview this employee and find out the following aspects of arranging a meeting:

a. How the venue, date and time are arranged.  Include communication methods and examples thereof

b. How does this employee check all the arrangements prior to the meeting?  What tools does he/she use? 
3. Collate all the information and attach examples gathered. 
	Name and Surname of Employee interviewed:

	Notes taken during interview

	Venue arrangements:

	

	Communicating meeting notification: date, time, venue etc. 

	

	Method implemented to check that all arrangements have been made

	


Evidence Checklist: You need to insert the following as proof of the responses above:

	Meeting notification done by the employee that was interviewed
	

	Arrangements for the meeting venue (can be an e-mail or workplace venue request form etc.)
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(SO1 AC4, AC5, AC6, AC7)

1. Obtain a copy of a previous Agenda for a meeting held within your department.

2. Comment on the Agenda:

a. Does it contain all the necessary information?

b. Is the layout effective and easy to understand?

c. Is all the documentation referred to in the agenda attached/collated?

d. Summarise the agenda for areas where you feel potential conflict could arise and why you think so

a. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
b. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
 c. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
 d. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
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 GROUP Activity 2 (SO1 AC9)

In groups, as divided by your facilitator, discuss what roles you think there should be in a meeting and what their responsibilities are.

Make key notes to feedback to the class and add these notes to your POE.
	Who should be there
	Responsibilities
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                                                  (SO1 AC4, AC5, AC6, AC7)
1. Obtain a copy of minutes from a previous meeting  and the agenda from your department

2. Compare the minutes with the Agenda.  Determine if the minutes served the purpose of the agenda.

3. Comment on whether the minutes are:

a) Understandable

b) What you would change – comment on what you would change it to

c) Were there any errors in the minutes – Highlight these errors

4.
From the minutes, identify at least ONE conflict situation and comment, by reading and understanding the minutes, how this situation was dealt with

1. Are minutes and agenda of a previous meeting attached? ___________

2. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
3. 

Understandable: ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
What would you change:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Were there errors? – highlight these errors: ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
4. Conflict Situation:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

GROUP Activity 3

(SO1 AC11)
In groups, discuss and make notes that will form part of your POE on the following:

· The various types of meeting you have involvement in, in your industry 

· The various types of meetings you have involvement in, in your department

· What are the desired outcomes of these meetings?

	Types of meetings in Industry
	Desired outcomes

	
	

	
	

	
	


	Types of meetings in own Department
	Desired outcomes

	
	

	
	

	
	


GROUP Activity 4

(SO2 AC2)
In groups, discuss and make notes that will form part of your POE on the following:

· Your organization’s procedure for formal meetings

· Your organization’s procedures for informal meetings

Formal:

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Informal:

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


                                                 (SO2 AC2, SO3 AC1)
RESEARCH Activity

Within your organization, you need to research the following:

1. Find one employee/manager within your organization who conducts meetings.

2. Interview this employee/manager and find out the following aspects of running a meeting:

a. What order does he/she follow when running a meeting?

b. How is the meeting kept under control?

c. How is conflict dealt with in a meeting?

d. What advice does she/he have for a meeting to be effective?

3. Collate all the information and attach examples gathered.

	2a) What order is followed during a meeting?
	

	2b) How is a meeting kept under control?
	

	2c) How is conflict dealt with in a meeting?

	


	2d) What advice do you have to ensure a meeting is effective?

	

	3) Gather examples during the interview and attach

	


                                                (SO3 AC1)
5.1. Think of a time when you have experienced conflict at work with a colleague.  
      Discuss the following:

a. The background to the conflict

b. What was the persons;-

i. Tone?

ii. Language?

iii. Attitude?

iv. Body language?

c. How you dealt with the situation

d. How your colleague dealt with the situation

e. Was it resolved and how?
	a) Background to the conflict
	

	b) What was the persons:

· Tone

· Language

· Attitude

· Body Language
	

	c) How did you deal with the situation?


	

	d) How did your colleague deal with the situation?


	

	e) Was the conflict resolved and how?


	


5.2. Now discuss a time where there was conflict during a meeting that you attended. Discuss the following:

a. What was the conflict situation?

b. What was the persons’;-

i. Tone?

ii. Language?

iii. Attitude?

iv. Body language?

c. How did the chairperson approach the situation?

d. What was the reaction from the attendees in conflict?

e. Discuss the final outcome and how the situation was resolved

	a) What was the conflict situation?


	

	b) What was the persons’:

· Tone?

· Language?

· Attitude?

· Body Language?
	

	c) How did the chairperson approach the situation? 
	

	d) What was the reaction from the attendees in conflict?


	

	e) Discuss the final outcome and how the situation was resolved 
	



                                                   (SO3 AC1, 2)
      Two methods of conflict resolution have been discussed in detail:

1. Summarise the two methods in the in the following provided in your learner workbook along with all the key points that you feel will help you in your next meeting.

2. Which method would you use and why?

	Method 1 Summary Notes:


	Key Points

	Method 2 Summary Notes:


	Key Points



ROLE PLAY 1

(SO3 AC2)
You will be placed in a group by your facilitator and will need to role play the following 3 scenarios to display strategies for resolving conflict.  You facilitator will observe and mark you according to the checklist below:

Scenario 1:
You have two members at a meeting, who are colleagues, in the same department and both are team leaders.  They start arguing about the correct procedure to follow when stock is received into the warehouse.  How do you handle this situation?

Scenario 2: 
You live in a block of flats and certain members feel that the building needs to be painted and others feel they should wait until the new financial year, what do you do?

Scenario 3:  You have just had a vote during the meeting to equip the store rooms with new printing machines and the result is 50/50.  The members of the meeting have started arguing.  What do you do? 

Scenario 1
	Checklist
	Yes
	No
	Comment

	Did the learner identify the conflict situation and when it arose?
	
	
	

	Summarise and clarify issues clearly and concisely. 
	
	
	

	Listen with empathy and see the conflict from the other person’s point of view.
	
	
	

	Brainstorm possible solutions
	
	
	

	Negotiated a solution – Assessor to note the solution.


	
	
	

	Was the learner:

· Patient

· Calm

· Respectful
	
	
	

	Was the meeting kept under control by the learner during the conflict situation?
	
	
	


Scenario 2

	Checklist
	Yes
	No
	Comment

	Did the learner identify the conflict situation and when it arose?
	
	
	

	Summarise and clarify issues clearly and concisely. 
	
	
	

	Listen with empathy and see the conflict from the other person’s point of view.
	
	
	

	Brainstorm possible solutions
	
	
	

	Negotiated a solution – Assessor to note the solution.


	
	
	

	Was the learner:

· Patient

· Calm

· Respectful
	
	
	

	Was the meeting kept under control by the learner during the conflict situation?
	
	
	


Scenario 3

	Checklist
	Yes
	No
	Comment

	Did the learner identify the conflict situation and when it arose?
	
	
	

	Summarise and clarify issues clearly and concisely. 
	
	
	

	Listen with empathy and see the conflict from the other person’s point of view.
	
	
	

	Brainstorm possible solutions
	
	
	

	Negotiated a solution – Assessor to note the solution.


	
	
	

	Was the learner:

· Patient

· Calm

· Respectful
	
	
	

	Was the meeting kept under control by the learner during the conflict situation?
	
	
	


KNOWLEDGE TEST
TOPIC 1: KNOWLEDGE TEST
1. Why is it important to plan for a meeting?


(1)

_________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
2. What tool can you use to check that all arrangements have been attended to? 











(1)

_________________________________________________________________________________________________________________________________________________________________________________________________________

3. Name three high level items you need to place on the above tool for planning a meeting?









(3)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
4. What is the purpose of an Agenda?





(2)

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
5. What is used to record what is said at meetings?




(1)

_________________________________________________________________________________________________________________________________________________________________________________________________________
6. How would you check accuracy of the above record used?


(2)
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
7. Name 2 other documents that can be attached to an agenda and why

(4)

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
8. Name one situation where you may need a mandate before a meeting

(1)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
9. What are the roles of the following meeting attendees?



(6)

a. Chairman (facilitator):
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
b. Timekeeper:

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
c. Attendee:
____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
10. What do you think could influence decisions in a meeting? 


(3)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
11. Name 6 possible desired outcomes of a meeting



(6)

______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Topic Total:  _________ / 30

Facilitator comment/remediation required:

_________________________________________________________________________________________________________________________________________________________________________________________________________
Learner Signature:
_____________________

Date:
_____________

Facilitator Signature: ____________________

Date: ______________

TOPIC 2: KNOWLEDGE TEST
12. How do the procedures you have learnt differ from that of your organization.  Discuss 3 main differences



(9)
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
13. How would you ensure maximum participation in a meeting?


(6)

_____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
14. Summarise the following recording from a meeting and list all the action items.










(5)
Discussion:
Claire: “We need to do something about the amount of paper being used”

Damon: “Tracey only uses 1 ream per week”

Claire: “I understand, but we have increased from one box per week to four.  It is getting too costly”.

Fiona: “Well, who is using the paper?”

Damon: “Perhaps a register must be put in place and each time paper is taken, the person needs to sign for it”

Claire: “That is a good idea Damon”

Fiona:  “I will create the register”.

Claire: “Thank you Fiona, can you have it ready by tomorrow?

Fiona: “Yes, I put it in my diary to be completed by the 13 Jun 2010”.

Damon: “I can assist circulate communication to the whole office advising them with the weekly communication set to go out on Monday 14 Jun 2010”

Claire:  “Great, I will check the register once a week and provide weekly feedback”.

Summary:

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Module Total:  _________ / 20

Facilitator comment/remediation required:

________________________________________________________________________________________________________________________________________________________________________________________________________

Learner Signature:
_____________________

Date:
_____________

Facilitator Signature: ____________________

Date: ______________

TOPIC 3 KNOWLEDGE TEST
15. Discuss how the following could cause conflict during a meeting a. Topic:





(3)
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

b. Attitude









(3)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

c. Language









(3)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

d. Tone









(2)

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
16. Discuss 2 benefits of resolving conflict





(4)
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Module Total:  _________ / 15
Facilitator comment/remediation required:

_________________________________________________________________________________________________________________________________________________________________________________________________________

Learner Signature:
_____________________

Date:
_____________

Facilitator Signature: ____________________

Date: _______________

TOPIC 4: KNOWLEDGE TEST
17. Use the same discussion as in the Topic 2 Test. Now compile an action list of what needs to be done and by when, for the chairman to monitor:





(6)

Discussion:
Claire: “We need to do something about the amount of paper being used”

Damon: “Tracey only uses 1 ream per week”

Claire: “I understand, but we have increased from one box per week to four.  It is getting too costly.”

Fiona: “Well, who is using the paper?”

Damon: “Perhaps a register must be put in place and each time paper is taken, the person needs to sign for it.”

Claire: “That is a good idea, Damon”

Fiona:  “I will create the register.”

Claire: “Thank you Fiona, can you have it ready by tomorrow?”
Fiona: “Yes, I put it in my diary to be completed by the 13 Jun 2010.”

Damon: “I can assist circulate communication to the whole office advising them with the weekly communication set to go out on Monday 14 Jun 2010”

Claire:  “Great, I will check the register once a week and provide weekly feedback.”

	Action Item
	Responsible Person
	By When

	
	
	

	
	
	

	
	
	


18. Why is it important to review a meeting?






(4)

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
19. Name 4 items/checks you would place on a meeting review form and why, if you had to design one for your meetings at work







(8)

	Item/Check on review form
	Reason

	
	

	
	

	
	

	
	


Module Total:  _________ / 18
ACTIVITY 1





ACTIVITY 1





ACTIVITY 2





ACTIVITY 3





ACTIVITY 4





ACTIVITY 5





ACTIVITY 6
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