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1.1 Introduction 
 
The information in this course 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. 

 
 
 
1.1.1 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. 
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1.2 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. 
 
 
1.2.1 Types of Communication 
 
Generally, communications in the workplace are: 
 

 
 
 
1.2.1.1 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. 
 

 Face to face. 
 

 By radio. 
 

 During presentations. 
 

 In groups or meetings. 
 

 Between individuals. 
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1.2.1.2 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. 
 

 Memos. 
 

 Letters. 
 

 Reports. 
 

 Paper versions of documentation such as procedures and policies. 
 

 Electronic versions of documentation. 
 

 Manuals. 
 

 Emails. 
 

 Flyers. 
 

 Posters. 
 

 Signs. 
 

 
 
1.2.2 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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1.2.3 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. 
 

 Literacy. 
 

 Distance. 
 

 Access. 
 
It is important that you think about these potential barriers and make sure your own 
communications work to overcome them. 
 

 
 
1.2.3.1 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. 
 
 
1.2.3.2 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. 
 
 
1.2.3.3 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 of 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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1.2.3.4 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 them. 
 

 Prepared in a way that everyone can 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. 
 
 
 
Review Questions 
 

1.  When should you locate any procedures or guidelines that are relevant?  

 

 

2.  List 3 examples of how verbal communication can occur.  

 
1. 
 
 
 
 
2. 
 
 
 
 
3. 
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3.  What is the first step in effective communication?  

 

 

4.  What are the 4 potential barriers to communication?  

 
1. 
 
 
 
2. 
 
 
 
3. 
 
 
 
4. 
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2.1 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. 
 

 
 
 
 
2.1.1 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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2.1.1.1 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: 
 

 
 
 
2.1.1.2 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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2.1.2 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. 
 

 
 
 
2.1.3 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. 
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2.1.4 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. 

 
 
 
Review Questions 
 

1.  When does verbal communication work best?  

 

 

2.  What does verbal communication require to be effective?  
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3.  List 4 ways you can achieve effective verbal communication.  

 
1. 
 
 
 
 
 
2. 
 
 
 
 
 
3. 
 
 
 
 
 
4. 

 

4.  What are the 2 main ways of checking information with the listener?  

 
1. 
 
 
 
 
2. 

 

5.  What is active listening?  
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