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This unit has 2 learning outcomes. 

 

LEARNING OUTCOMES  ASSESSMENT CRITERIA  

The learner will:  The learner can:  

1. Recognise difficult situations and identify 
strategies to resolve them. 

1.1 Give two examples of difficult situations 
personally experienced, heard about or 
witnessed at work. 

1.2 Describe in detail how they were dealt 
with. 

1.3 Identify the strategy or strategies that 
seemed most effective in resolving the 
difficulties. 

2. Use appropriate communication skills to 
deal with difficult situations. 

2.1 Demonstrate the use of active listening 
to resolve a difficult situation at work. 

2.2 Define the words assertive and 
aggressive. 

2.3 Identify the possible outcomes when 
dealing with a difficult situation at work 
using: 
(a) an assertive manner; 
(b) an aggressive manner. 

 

 
Assessment Guidance: 

NA 

 
Additional Information: 

NA 

 


