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C o n g r a t u l a t i o n s !

Being chosen as trainer, mentor or coach

fo r a  t ra ine e*  m e an s  yo u  have  b ee n

recognised as someone who has

s k ills  and  kno w led g e  va luab le

enough to teach a re c ruit to the

w o r k f o rce. It will p rovide you w ith

o p p o rt un it ies  t o  d eve lo p  new  

s kills  in m anag ing,  t rain ing  and

motivating people. 

What  can I  gain from working with a trainee?

Chec k t he ap p ro p r iat e bo x  if  yo u  have  ever

wanted to:

improve your communication skills

develop people management skills

learn how to deal with different personalities

learn how to encourage and  motivate

someone else

learn how to teach others

be more confident about your own job skills

understand more of your job

develop skills different to those needed in the daily routine

of your job

come up with better ways of doing things

experience the satisfaction of helping a person learn 

new skills.

These are the benefits personally experienced by people who

have taken on the task of teaching and assessing a trainee.

*Throug hout  t he w orkb ook,  t he term  t ra inee ap p lies  to  s tudents  f rom

secondary school work placement programs, trainees or apprentices. The words

t r a i n e r , mentor or coach as used in this handbook apply to anyone in the

workplace nominated to teach and/or assess a t rainee. The words are used

interchangeably to highlight the different facets of the role.

‘Training a student 

has helped me move 

into areas I had not

considered; I have b e e n

able to expand myself.’

Retail supervisor

‘The people we choose 

to be mentors are those 

we want to train to take

more of a management 

or leadership role.’

Branch manager

‘...coaches tend to learn 

a great deal about the

whole process of

motivation, directing 

and communicating.’

Dugan Laird

voted as one of the top 

10 trainers in the US.

So you’ve been asked to look after a trainee*...



How  do I ge t the best out of this handbook without taking too

much t ime?

This handbook is designed to help you make the most of your

time. The methods recommended have been tried by other

people like yourself who have been working with trainees. 

To help you manage your time more effectively, the handbook

provides guidance on how to plan in advance and outlines

methods for training and assessing. You will find that, as you

become more experienced, you will develop ways of training

which comp lement  act ivit ies you carry out in your normal

working day.

This handbook is also designed to help make the experience

of working with a trainee something that is worthwhile for YOU.

You may find you need to develop a new set of skills so that

you can get the best from your trainee. You may even have to

c hang e t he way you have p revio us ly app roac hed  som e

aspects of training. 

Use the checklists and questions to identify skills you would

like to improve. After you have been working with the trainee

for a period of time use the rating form in Section Three as a

tool to measure your own success and plan future goals.

You don’t have to read all the information in the guide at once.

Keep it handy so you can refer to it as you need to. Before the

trainee starts, review the information in the Survival Kit. Then

use t he tab le o f contents t o locate t he informat ion most

relevant to your needs.

Sect ion One: Survival kit

Th is  sec t ion co ntains  prac tic al inform at ion and  supp ort

materials. You may wish to use the lists and blank forms

provided to help you plan and conduct your training.

Section Two: Something for you

This section is intended to help you improve your skills in

communication, teamwork, motivation and problem solving.

Use the material and the opportunity of working with a trainee

to become more aware of:

■ yourself – your strengths and weaknesses

■ how well you can work with others

■ how important a team spirit is in helping enhance everyone’s

individual performance

■ possibilities for your own career development.

Section Three: What next?

A self-analysis chart has been included to help you reflect on

your skills and think about how improving these skills will help

you achieve your own career goals.

( i i )
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•  one who makes

proficient by

instruction and p r a c t i c e , as in some art ,

p rofession, or work

•  wise and faithful

adviser or teacher

•  loyal adviser entrusted with the care and

education of another 

•  one who gives

i n s t ruction and advice

Random House College  Dict ionary

In most cases, the trainee who is with

your organisation will be participating in

a formal entry level training program. In

so m e p rog ram s t rainees w i ll  b e

receiving additional training off the job at

schoo l,  TAFE or  elsewhere,  w hile in

o thers  yo u w il l  b e respons ib le fo r

delivering all the training. Whatever the

case, you play a vital role in helping the

trainee pro g re s s .

3

t r a i n e r :

m e n t o r :

c o a c h :
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As a workplace trainer your responsibilit ies are to:

■ teach the trainee

■ directly supervise the trainee

■ organise opportunities for the trainee to learn a range of skills 

■ arrange for other employees to teach skills to the trainee

■ chec k or  ass es s w het her  th e t ra inee has  m ast ered  

those skills

■ liaise with the provider of any off-the-job training

■ support t he trainee in their learning w here self-paced

materials are used.

You can also do a great deal to help the trainee gain a firm

footing in the workplace. Think back to when you started work.

Was there someone of sign if ic ance w ho helped  g et  you

started? Would you have liked someone to have been there to

help you along the way? What kind of person were they?

More than likely, this person would not only have taught the

technical skills necessary for the job but also would have:

■ motivated you

■ encouraged you

■ provided leadership

■ increased your self-esteem

■ helped you think for yourself.

That is your role as a mentor.

Where do I start?

Speak with your employer or the person placing the trainee to

find out about the program the trainee is part icipating in:

■ How long does the program run?

■ What skills is the trainee required to learn?

■ Is a skill list or log book available for you to use?

■ How often do you need to complete entries in the log book?

■ What will the trainee be learning in their off-the-job training

at school, TAFE or elsewhere?

■ Are you required to formally assess the trainee’s progress

in achieving skills?

■ Who do you contact for advice and guidance?

What is expected of me?
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What do I teach the trainee?

You teach the trainee the sk il ls  required t o  compet ently

perform at their level in the workplace. These skills have been

identified for many industries in consultat ion with employers,

un io ns and  educators.  They are sk i lls you  have already

mastered and which you use to perform your job competently.

They include:

■ technical skills

■ reasoning skills

■ the sk ills needed  to  adop t  a posit ive and responsib le

att itude in the workplace.

Skills are listed  in a number o f ways, depend ing on the

p rogram  the t rainee is part ic ipat ing in.  Co mmonly used

publications are:

■ Training Achievement Record

■ Vocational Training Order

■ Training Plan

■ Competency Standard 

■ Skill List

■ Log Book.

You w ill need  a copy of t he sk i ll l ist  ap prop riate to  your

industry and the trainee’s program. The trainee should have a

copy or you can obtain one from: 

■ your local DTEC office 

■ a Group Training Company in your industry 

■ the coordinator of the trainee’s program.

Alternatively, your organisation may have developed its own list

of skills or competencies to which you can refer.

One of the first things to do when the trainee arrives is to go

through the skill list w ith the trainee and, together, p lan a

structured program (see page 10 for more details).
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Some programs require you to make a formal assessment of

w heth er  th e t ra inee has  ac h ieved  a sp ec if ied  level o f

competence. Even if you are not required to make a formal

assessment of the trainee’s progress, you may find it  a useful

exerc ise both for the trainee and for you. (See page 18 for

more details on assessment.)

Assessments are good indicators of:

■ how productive a trainee can be in your workplace

■ the skills the trainee needs to master

■ your own development as a trainer and mentor.

What do I do to prepare for the trainee?

Tick box 
when completed

Find out as much about the training program as possible.

Obtain a copy of the list of skills the trainee needs to learn.

Identify the skills which can be taught in your workplace.

Let other staff know when the trainee will be start ing and 

what the training program is about. You could do this at a 

staff meeting.

Delegate some of the responsibilities of looking after the

trainee to o ther staff members who can make a useful

c o n t r i b u t i o n .

Negotiate with your employer to allow time for you to work

with the trainee and cope with your usual duties.

Organise work space and necessary equipment for the

t r a i n e e .

Find  o u t  what  add it io nal t raining  t he  t rainee w il l be

receiving at school, TAFE or elsewhere. Discuss with the

training provider or program coordinator how to link the

training you provide in the workplace with what the trainee

is learning off the job.

Use this handbook to identify gaps in your own skills and

knowledge and develop a plan for you to fill those gaps.

Plan for the first day.

Do I have to assess the trainee?
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What happens on the first day?

Right from the beginning, it is important that you: 

■ help the trainee feel part of the team

■ familiarise the trainee with the business and

its operations

■ clarify your expectations of each other.

Help t he  t rainee  fee l part  of  t he  team r ight  from 

the beginning

When the trainee feels supported as part of a team it is more

likely she will ask questions, raise problems and concerns and

feel confident about what to do if a mistake is made.

Help the trainee feel welcomed as part of the team by:

■ introducing the trainee to the people she will be working with

■ appointing one person to be a permanent contact with the

trainee, even if the trainee is shifted around  to  various

s e c t i o n s

■ allocat ing a physical work space c lose to people with

whom the trainee will be working 

■ encouraging the t rainee to ask questions and talk over

issues with someone in the team

■ involving the trainee in staff meetings and work- related

social activities

■ reinforcing the trainee’s feelings of belonging and being

needed and useful

■ treating the trainee as an employee.

In what practical ways can you help the trainee to be part of

your team?

‘I was included right from

the start. I felt good

when people talked to

me as though I was one

of them.’ Trainee in

clerical skills
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Familiarise the t rainee  with the business

To familiarise the trainee with the operations of the business,

take him on a physical tour of the department in which he

works as well as other departments or sections within the

business. This m ight include the shop  front,  factory floor,

showroom, distribution centre, warehouse or other areas. 

On the first day make a start in discussing with

the trainee the items in the following checklist.

You may have other ideas to ad d to t he list.

Remember not to overload the trainee with too

much information at once.

Tick when discussed
w ith t ra inee

Work environment

facilities – where the toilets, kitchen and fire

escapes are located

how to find their way around

procedures in case of accident.

The  organisation

what its mission is

how it operates

an overview of other departments and facilit ies

where the department the trainee is assigned to fits into the

overall picture.

Policies and pract ices

the key policies and procedures which are followed in your

w o r k p l a c e

occupational health and safety in your workplace

work ethics

the importance of confidentiality in the workplace

dress standards

honesty and courtesy.

About  the job

the main features of the job

if the trainee is a paid employee, employment conditions

the role and function of the relevant union

start, finish and break times

procedures for reporting and recording progress.

‘The best place I worked at

was the one where the whole

business was explained right

at the start – security and

everything. You need to know

how what you are doing fits

with the business.’ Trainee

in hospitality industry
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P e o p l e

other staff members the trainee is likely to

come in contact with

t he person w ith whom the trainee shou ld

discuss work- related concerns

the management structure.

E x p e c t a t i o n s

what you expect of the trainee

what the trainee expects to achieve in the

time spent in your department or organisation

w hat  the o f f- t he- jo b  t raining p ro vider or

coordinator requires by way of training and

a s s e s s m e n t .

Report ing 

who the trainee is responsible to.

Anything else

Use resource material t o help you.  Suggest ions are: I can use:

statement of duties

in-house publications

in-service manuals

occupational health and safety instructions or videos

promotional video of the organisation’s activities

diagram of management structure

annual report

publicity video of products and services

news art icles about the organisation

other people who can explain facets of the organisation 

or their role.

Clarify your expectat ions of each other

Talk to the trainee about your expectations of him, and find out

what the trainee hopes to achieve in the time spent with you.

Being clear about what to expect from each other right from

the start may help prevent problems arising later. The section

How can I communicate more effect ively? on page 25 contains

some suggestions to assist in this process.

‘No-one explained to me

how what I was doing

fitted in with the

business. I would have

been more motivated if I

had known how the job I

was doing related to how

the business worked.’

Trainee in retail

industry
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Working with a trainee will mean extra work for you. You need to plan well

so that you can manage your work load as well as train someone else. 

The  benefits of  planning a structured program

You will find samples of planning forms at the end of this section, which you

may wish to photocopy and use. The information that follows will help you

complete the planning forms for use with the trainee.

How  to plan a structured program

Work with the trainee  

Discuss the log book or skill list with the trainee so you know what she is

required to achieve while she is with you. 

Set  a schedule so that you and the t rainee can get together at  regular

intervals and review the trainee’s progress. 

Plan what the trainee needs to achieve by each meeting but don’t set the

plan in concrete; be flexible and work with the trainee to review and adjust

plans as you go along.

Encourage the trainee to set long-,  medium- and short-term goals 

We all work better and are more motivated when we have goals to aim for.

Find out what the trainee’s strengths and interests are and what they would

like to achieve, and help them set realistic goals. 

Ask them how they are going to achieve their goals and how you can assist. 

While you’re thinking about goals, set goals for yourself too. Section Three

will help you identify the goals you can aim for as a trainer and mentor.

Benefits to you

■ Improving your planning skills will

help you to become more effective

in every facet of your work.

■ You can meet all your

responsib ilities by planning specific

periods of time to spend with the

trainee and other times to

complete your own work.

■ Planning in advance means that

you can arrange for the trainee to

be with someone else or to work

unsupervised during your busy

p e r i o d s .

■ A well thought out plan will help

you and the trainee stay on track

on those days when everything

goes wrong.

Benefits to the  t rainee

A well-planned program helps the

trainee to:

■ achieve the skills necessary to be

competent in the workplace

■ focus on tasks which have specific

o u t c o m e s

■ work unsupervised

■ achieve their own goals.
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Priorit ise the skills you will teach in the light of set  goals

Use the log book or skill list as a base and, with the trainee, identify the skills

which will assist the trainee to reach their goals. Take into account what the

trainee has already mastered through part-time employment or other work

experience, and what she is learning in off-the-job training at school, TAFE

or elsewhere. It is also important to consider which skills you can teach in

your workplace, i.e. those for which you have the required expertise and

equipment. Speak to the program coordinator or training provider if there are

some skills you cannot teach in your workplace.

Write up a program including daily priorit ies

Develop a plan which enables you to set aside t ime to spend with the

trainee, and time to cope with the busy periods of the day. Negotiate t imes

where you may have to show the trainee how to use special equipment or

visit an appropriate site. 

Make arrangements with other people to spend time with the trainee. 

You may find it useful to use the planning form at the end of this section to

write up the program. A written plan is helpful especially for referring to at

those times when things go wrong or when unexpected situations arise.

Concent rate on teaching high priority items f irst

Identify the skills which the trainee will need to operate effect ively in the

workp lace from the f irst  day.  This m ight  inc lude how  t o  answ er the

telephone, or how to use certain equipment. 

Start  with basic  skills and move  on to more complex

This helps to build the trainee’s confidence and ensures that unnecessary

problems don’t arise from having the trainee take on too much too soon.

Schedule t ime in w hich to teach skills, t ime for the t rainee to practise

and t ime for the trainee  to work unsupervised

All three elements are necessary for the trainee to progress. Scheduling t ime

for all three will also enable you to meet your other commitments.

Involve other  people in working with the tra inee

This helps to free up your t ime, as well as helping the trainee feel part of 

a team. Involve people who have the skills to help  the trainee achieve 

his goals.

I f a skill is too complex to master in one session,  practise the ‘salami’

t e c h n i q u e

In other words, slice it into manageable sections. Guide the trainee through

each section (see page 15 for more details).

And remember, keep plans flexible
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You will be required to teach the trainee technical skills, as well

as the social skills necessary to perform well in the workplace.

A good teacher, however, does more than that. 

A good teacher assists the trainee to:

■ analyse her own performance

■ identify ways in which to improve

■ solve problems 

■ work with others as part of a team

■ pursue her own learning and development.

Above all, a good teacher listens to the trainee and adjusts their teaching

strategy to suit  the trainee.

Get ting organised to teach a skill

Teaching or training just doesn’t happen; you have to make it

happen. Answer the following questions to develop a logical

p lan for teaching the required skills.

■ What skill is to be taught?

■ What are the steps to be completed to master the skill?

■ In what order should the steps be placed?

■ How long will it take to teach each step?

■ What is the method for teaching?

■ What tools and materials are needed?

■ Can other people assist in this process?

■ What is the standard for assessment?*

■ What is the best way to assess the trainee’s progress?*

*See page 18 for more information.

Ask t he t ra inee t o  also  answ er  som e of t he q uest ions .  

This encourages him to use his init iat ive and think about what

he is doing. If the trainee suggests a different method of doing

things, recognise his initiative and help him develop the idea.

Even if it is not a workable idea, praise the trainee’s initiative.

‘Teaching someone is

much more than just

passing on information.’

Office administrator
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The learning process

Each of us has our own style of learning. Think about a learning experience

which was positive for you.

What made you want to learn?

What methods helped you learn best?

What were the best qualities of the trainer who helped you learn?

What were the best locations for you to learn?

We all learn in different ways. Some people learn best when ‘ thrown in the

deep end’ with a task they think is d ifficult , others need time to observe

what is happening and reflect on it before acting, while st ill others learn best

in a structured learning situation. If the trainee appears uncomfortable or is

not making progress, examine the suggestions contained in this section and

try a different method of teaching.

Be aware of factors which may help or hinder the trainee’s ability to learn.

For example, English may not be the trainee’s first language or she may

have problems reading. 

If the trainee is doing off- the-job training at TAFE, school or elsewhere, read

any reports from the t raining provider and encourage the t rainee to talk

about what she is learning. This will help you link the off- the- job training with

what you are teaching in the workplace. If the trainee is having problems

w ith li terac y, numeracy or the English language, con tac t t he t raining

provider. They may be able to assist with support, resources and ideas.
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M ake the  most of one-on-one t raining/ coaching

One-on-one training or coaching is an effective way to teach a skill. You can

make the most of the situation by following a few simple rules:

■ Find out what the trainee already knows, even if it ’s in a different field.

Use that knowledge as a base on which to add new know ledge and

e x p e r i e n c e s .

■ Try to work as a team with you taking the lead.

■ Let the trainee know what he is in for and how long he will have to practise

to consolidate skills.

■ Reduce the demand on the trainee’s memory by using lists, posters or

other visual aids.

■ Rememb er  the salami technique – slic e material int o  manageab le

s e c t i o n s .

■ Teach only small amounts of information at a t ime. If you indulge in

information overload, you finish up with a confused, frustrated trainee.

■ Always explain how what you are teaching fits into the big picture:

- start with the whole story

- explain why the job has to be done

- explain how the job fits into the whole picture

- only then teach the detailed process the trainee must learn

- state the consequences of key steps of the process.

■ Allow the trainee to practise, practise , pract ise. Remember training

is about DOING not showing.

■ Pay attention to w hat the t rainee is doing and  provide appropriate

guidance and feedback.

■ Make comments about the t rainee’s performance which relate to the

TASK, not the ability of the trainee.

■ Be supportive and encouraging. People learn best when:

- given incentives

- encouraged

- praised for their achievements.
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■ Check the trainee’s understanding by asking questions. If the trainee

shows signs of confusion

- gently establish the problem and go over things again 

- allow the trainee t ime to solve the problem on her own, if this is

appropriate to the situation.

Examples of  e ffective teaching methods

The follow ing are suggest ions for teaching skills in an effective manner.

Decide what most suits your trainee and what is appropriate to the skill you

are teaching.

1 Show the trainee what to do by doing it yourself at normal speed, then

repeating it  slowly. Have the trainee repeat the process with you and

then allow him to practise on his own. As the old rhyme says,

I do it normal

I do it slow

You do it w ith me

And off you go.

2 Have the trainee try the task on her own, compare what she did with you

or some other experienced person, and then think about how she would

perform better next t ime.

3 Discuss with the trainee where he thinks gaps exist in his knowledge.

Plan with him a specific learning project to overcome these gaps. Help

the trainee identify how to move to the next stage. Does he need to:

■ practise more

■ acquire new techniques

■ use different tools

■ seek out further knowledge

■ become more confident

■ handle mistakes calmly?

4 Break the task into small steps 

You will find it much easier to teach and assess skills when you break

them into the steps or key indicators required to master them. 

■ Analyse the skill you are about to teach and write a list of the steps,

or key indicators, involved in complet ing a task to  the standard

acceptable in your workplace. 

■ Sequence the steps in order of performance. 

■ Use the list to take the trainee through the process one step at a time.

The sample planning form at the back of this sect ion shows an

example of a skill broken into steps or key indicators. 

o r
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Try this example. What would you list as the key indicators for “shows a

positive attitude to each task”?

C h e c k l i s t :

Is enthusiastic when allocated a task

Shows interest when allocated a task

Asks questions if unsure of what to do 

Records notes as instructions are given

Shows confidence when undertaking a task

Is willing to take on further tasks

Is eager to learn new tasks

Doesn’t impose problems on customers

Doesn’t slouch over counter areas.

Use the checklist to provide feedback to the trainee about how well she has

done. Observe the trainee carrying out the task and check off each of the

indicators. Let the trainee know which steps in the process she missed and

those which she completed satisfactorily. Keep the checklist for use with

future trainees.

You can involve the trainee in the process by having him watch you

perform a task and  then w rite his ow n l ist  o f the step s invo lved . 

Go through the list with him and correct any errors. This is very useful

when you are busy and the trainee can observe without interfering in the

work process.



When teaching complex skills, teach only 5 to 7 steps at one time and

arrange for follow-up sessions to teach the remainder of the steps. To link

follow-up sessions and ensure the trainee remembers what was taught:

■ briefly outline what happens next at the end of the first session

■ begin the follow-up session with a review of what was learned previously.

5 Use visual resources to make the session more interesting

U s e :

■ posters sett ing out operating procedures or instructions

■ manuals of technical instructions

■ style guides providing models of documents

■ ‘help’ functions in software

■ list of steps involved in a process

■ posters showing the steps in a task

■ visual aids to help trainees with poor literacy

■ overhead transparencies for small group training

■ posters promoting occupational health and safety or customer service

or other issues.

Choose one method of teaching with which you feel comfortable.

Choose another method which is new to you

but which you plan to try out with the trainee.
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‘You need to be taught

something step by step

and to do it yourself – 

not just watch. One day,

I had to sit and watch

someone enter

information into the

database. It was boring

and I didn’t learn

anything.’ Office 

skills trainee
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Some programs require you to assess whether the trainee can perform the

task or has the required knowledge to perform the task to a competent level.

Even if this is not a formal requirement of the program, you will find it  a

beneficial process for you and the trainee.

Provid ing feedback to the trainee on his assessment is an important part of

the learning process. See the section on page 30 for suggestions on how to

provide feedback which both motivates the trainee and assists him to

improve his performance.

The benefits of  assessing the trainee

What  it  means to be competent

Being competent means being able to complete the task or demonstrate

kno w ledg e  to  t he s tand ard  req u ired  in yo ur  wo rkp lac e.  Ach ieving

competency requires practice. To make a fair assessment, you need to

know what makes the performance of a task ‘competent’ . The trainee also

needs to know what standards of competency to achieve. 

Th ink  ca re fu lly ab out  ho w  yo u det ermine whet he r a  t ask  has b een

completed satisfactorily in your workplace. Ask yourself:

■ What are the steps to completing the task?

■ What  standard is required to be met for the job  to have been done

satisfactorily? 

■ How long should it take to complete the task?

Look back to page 15, under the heading Break the task into small steps.

You will see how helpful it is to have developed a checklist so that you can

identify where the t rainee is performing well and where improvement is

needed. 

Remember t o  take the t rainee’ s exp erience into  considerat ion  when

assessing competence. Don’t expect as much from a 16-year-old secondary

school student without work experience as you would from a third-year

apprentice. Take into account the trainee’s

■ a g e ■ work experience

■ b a c k g r o u n d ■ time spent with you.

Benefits to you

■ You  need  to  t h ink  through  t he

‘ ind ic a to rs ’  d em onst rat ing  a

person has mastered a skill. This

helps you to analyse what you do

and ways of improving.

■ You learn how to motivate another

person  b y p rovid ing  t hem w ith

positive feedback. 

■ You  are  ab le  to  jud g e ho w

suc c ess ful  yo u have b een a t

teaching someone else.

Benefits to the  t rainee

■ The trainee’s achievements can be

r e c o g n i s e d .

■ Gap s  c an b e  ide nt i f ied  in  t he

trainee’ s d evelop ment and p lans

made to fill those gaps.

■ Provid ing posit ive feed bac k as a

result of assessment is an effect ive

form of motivation.

■ Co ns t ruc t ive  feed b ac k  he lp s

improve performance.



Practical methods of assessment 

■ Observe the trainee perform a task.

■ Ask questions to assess the level of the learner’s knowledge. Answers

can be written or spoken. Get the trainee to prepare a list of questions to

ask future trainees.

■ Have the trainee demonstrate or simulate the required skill.

■ Self - as sessm ent :  Ask  t he  t ra in ee  t o  de fine  wh at  is acc ep t ab le

performance for a particular task, and identify where gaps exist in her

own performance.

■ Assess the trainee against a written checklist.

■ Play the role of, say, a customer or telephone caller with whom the

trainee interacts.

■ Outline a hypothetical situation and  ask the trainee how they would

handle it .  Th is  is  useful for assessing at t it ud es such as ho nest y,

discretion or confidentiality.

■ Ask the trainee to watch what you are doing, analyse it and report back

to you.

■ Ask the trainee to write a brief report on a topic related to his work.

What methods of assessment can you use to assess the trainee you are

working with?

Teach the  trainee how  to se lf-assess

To succeed you have to be willing and able to learn from your mistakes; to

learn from your mistakes you need to be good at self-assessment.

Encourage the trainee to keep a record of her progress. 

Discuss with the trainee:

■ how well she thinks she completed a task

■ where she could improve – ask her for suggestions

■ how well the process of teaching and assessing worked, both for you

and her – that way you also get feedback on how your skills as a trainer

and mentor are developing.
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Tr a i n e e ’s Details
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N a m e

A g e

Part -t ime  work experience

Involved in Workplace Learning Programs at school

Skills already mastered

Achievements/  Inte rests

Off- the-job training

Use this form, or something similar, to help you find out what you need to know about the

trainee to tailor the training program to suit individual needs.



Planning Forms
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Below is an examp le of how to teach and  assess a skill by ident ifying 

key ind ic ators. You may find  using the b lank form overleaf help ful in

preparing your training. Check the log book or training record you are using

for other suggestions.
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Section Two: Something for you
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■ c o m m u n i c a t i o n

■ teamwork 

■ motivation 

■ p roblem solving 

The opportunity 

to work with the

trainee will help you

develop your skills in 

I m p roving these skills will affect all facets of your work



How can I communicate more effectively?
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Communication is a two-way process: let the other person talk

and listen to what they say. Use the techniques outlined below

to encourage the trainee to talk about his interests and goals

related to work. Listen to what he says and use the information

to develop a program suited to the trainee’s needs.

Active listening helps you understand the speaker, express

your acceptance of their feelings and encourage the speaker

to further explore their feelings and thoughts.

Practise active listening techniques by:

■ stating back to the speaker what you think they have said

■ stat ing back to the speaker what you understand their

feelings to be

■ asking questions to make sure you understand what  is

being said.

Use friendly, open body language: 

■ face the person squarely

■ use regular eye contact

■ be relaxed

■ lean towards them when they are speaking

■ b e aw are o f  c u ltu ral d if fe renc es w h ich  m ay  c reat e

d i s c o m f o r t .

Observe the tone of voice: Vocal qualities can indicate much

about the feelings of the speaker. Listen to how the other

person is communicating, and speak in a way that  fits the

message you are trying to convey.

Skills to practise:

■ Two-way communication

■ Active listening

■ Recognising non-verbal messages

■ Identifying communication barriers

■ Feedback techniques

■ Demonstrating empathy
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Be aware of barriers which might impede the communication

process. The transition from work to school can be a stressful

one and the trainee may be feeling uncomfortable in the new

role. You can make the trainee feel comfortable and accepted

by listening and encouraging them to ask questions and offer

suggestions. 

Provide posit ive feedback to the trainee (see page 30 for more

i n f o r m a t i o n ) .

Be empathetic: Keep an open mind, and hear the speaker’ s

meaning so you can understand what it is like for them.

Questioning Techniques

Encourage trainees to talk about their work- related interests

and experiences by asking questions in a non- threatening

manner. Ask open-ended questions which require more than a

‘yes’  or ‘ no’  answer. Avoid asking questions which lead the

person into answering what they think you want to hear. For

example, instead of asking, ‘Did you do any customer service

work there?’  ask, ‘What did you do at your part-time job?’

When asking questions use words such as:

w h y w h e n who what 

where h o w s u m m a r i s e justify 

describe define e x p l a i n o u t l i n e

c o m p a r e i l l u s t r a t e t r a c e

Which communication skills do you use frequently?

Which skills could you start to use more?
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How can I help others develop to their full potential?

While it  is true that everyone must develop their own full

potential, you can help someone do this. If you judge others to

have more potential you are likely to 

establish better rapport with them

provide more feedback and praise

teach more material, especially complex material

encourage them to achieve more.

Receive and support the ideas of others

One of the best  ways of help ing ot hers feel bet ter about

themselves is by receiving and support ing their ideas.

You can do this by:

listening carefully and paying attention to the other person

not interrupting with your own ideas

acknowledging their ideas

not  putting down an idea because it ’ s not well thought

through – it may be a good idea when developed

asking quest ions to  help the other person explain and

develop their ideas.

Are you practising these skills? Place a tick against one that

you should develop.

How will you build it  into your everyday practice?

The Golden Rules for  helping others realise 

the ir full potential are:

■ Receive and support the ideas of others

■ Believe in other people’s potential

■ Encourage them to perform well

■ Give them a fair go and be supportive
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Believe in other people’s potential

Believing in other people’s potential means that you realise other people can

improve their performance. That’s what education and training is all about – to

enable people to develop their potential. Our beliefs about people affect the way

we treat them. That in turn affects their performance. If you develop a positive

attitude to other people’s potential they are more likely to achieve results.

Have you ever had someone who believed  in your potential, perhaps a

colleague, trainer, relat ive or friend? What effect did this have on you?

Consider when somebody had negative beliefs about your potential. How

did this affect you?

Encourage  them to perform well

As you know from your own experience a little encouragement goes a long

way. People are often nervous and make mistakes when they are doing

something new. This is particularly true for recruits to the workplace. Making

mistakes, however, is how people learn to do things better. When a trainee

does something wrong, concentrate first on what is done well and then give

clear feedback on how improvements can be made. If you want to know how

to encourage other people just put yourself in their shoes and think what

would encourage you in their position.

Have you ever made a mistake and received constructive advice which has

helped you improve?

Give them a fair go and be supportive

Giving people a fair go means giving them a chance to prove themselves,

regardless of age, gender or race. If you’ve ever been told you can’ t do

something when you know you can then you’ve experienced prejudice at first

hand. Prejudice literally means pre-judging someone, that is not giving them a

chance to prove themselves. In the workplace we rely on everyone to do their

best. So help all those you work with by giving them a fair go and being

s u p p o r t i v e .

What kinds of support have you received at work and how did this affect you?

What support can you offer to others?



Motivation comes from within but you can help

m o t ivat e t he t ra inee b y  c reat ing  th e r ig h t

atmosphere. Research has shown that people

are more motivated when:

■ they perceive their work to be worthwhile

■ they are responsible for how their work turns

o u t

■ they are given regular feedback on whether or

not they are performing satisfactorily

■ there is sufficient variety in their work

■ there are learning opportunities in their work

■ the work environment  o ffers  support  and

social contact.

Encourage the trainee to set realist ic goals which

can be achieved. Failing to reach unattainable

goals can dampen the most enthusiastic spirit.

Which of the above can you use to help motivate

the trainee?

What  if the  trainee  doesn’t  want to learn?

There may be reasons for this; among them, the

trainee may have:

■ literacy problems and so have little confidence

■ had a bad experience with learning

■ low self-esteem

■ problems or difficult ies unrelated to work.

What  other reasons could there be for someone appearing

u n m o t i v a t e d ?

How do I motivate someone else?
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‘Seek suggestions from

trainees. When we asked

the trainees for their

suggestions we found

they were really

enthusiastic and wanted

to participate. They

came up with great ideas

for helping other trainees

we were taking on.’

Human resources

executive

‘It wasn’t until my last

week that someone sat

down with me to go

through the log book.  

I would have learned

much more if we had

discussed it right at 

the very beginning.’

Trainee in retail

industry
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How to help

You can encourage trainees to:

■ work on their strong points

■ realise and accept their own limitat ions

■ establish posit ive relat ionships w ith o ther

team members

■ tack le smaller p ro jec ts  they are likely to

quickly succeed in

■ view their own work realistically 

■ praise themselves and others

■ set goals they can achieve.

In w hat  other  ways might  you be able to he lp?

How  do I  provide regular  feedback that  will help t he  trainee

p r o g r e s s ?

Feedback is an important part of the learning process. Most

people perform better after receiving feedback. Feedback can

b e used  to  m o t ivat e th e t r ainee an d  t o  im p ro ve he r

performance. 

The aim of provid ing feedb ack is to re inforce acceptable

behaviour and  change unaccep tab le behaviour.  Provid ing

feedback in a positive way so that the trainee feels supported

will encourage behaviour change; communicating in a way

which makes the trainee become defensive is very likely to

block any of the messages you are trying to convey. 

Providing positive feedback to the trainee does not mean you

cannot point out errors but it does mean that you should:

■ find something in the job to praise

■ c o nf ine t he  feed b ac k  t o  t h ing s  t he  t r ainee  c an  d o

something about

■ make positive suggestions for improvement

■ make valid crit ic isms of the person’s work; don’ t make

personal judgements about him

‘Talk with the trainee and

reassure them that it’s

okay for them to do

things over and above

what they are asked to

do. Sometimes they are

a bit nervous and are not

quite sure how far they

are allowed to go.’

Accounts manager
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■ avo id  being  des t ruc t ive,  demoralis ing or

c o n f u s i n g

■ share ideas and information rather than give

a d v i c e

■ explore alternative solut ions with the trainee

rather than providing answers

■ avoid overloading the trainee with too much

f e e d b a c k

■ make sure the time and place are appropriate

to giving feedback the trainee will respond to

■ avoid saying, ‘you did a great job but...’ . The

p er so n is m o r e l ikely t o  rem em b er  t he

negative message rather than the posit ive. Be

positive when giving praise

■ ask the trainee to tell you what she thinks she

has done well.

Before you p rovide feedback to  t he trainee,

reflect on how you feel when praised or criticised

at work. What encourages you, or otherwise?

Practise these posit ive methods on the trainee.

How can I encourage  the trainees to show init iative?

Use the principles outlined in the previous sections to:

■ establish two-way communication

■ make the trainee feel part of the team

■ encourage the trainee to ask questions and make suggestions.

Reinforce with the trainee that it is not appropriate to sit back with nothing to

do. He has to learn to keep busy by:

■ continually asking what to do next

■ using his init iat ive to see what can be done

■ reading any product knowledge, service or safety manuals that can add 

to his knowledge and skills.

‘Listen to suggestions

trainees make and

commend their initiative.

When the trainee

suggested how to

improve one of our

processes, I talked it

through with him. His

original suggestion was

not practical but from

that we developed an

idea which has turned

out very well. I gave him

the responsibility of

following the idea

through and he took it

further than I ever

thought he would.’

Small business

proprietor
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What if problems arise?

It is far bet ter to prevent a problem than fix it. Use two-way

communication and listening skills to prevent problems growing.

Be approachable and available to the trainee.

Estab lish your expectations and the t rainee’ s right  from 

the start.

Don’t be tempted to give advice or start act ing like a parent,

especially if the trainee is having personal problems.

When confronted  with a prob lem, discuss it  w ith the trainee. Ask the

following questions:

■ What do you think about...?

■ What causes the problem?

■ What might work in theory?

■ What can we do?

Develop a range of solutions from which to choose. In most cases, there is

more than one solution to a problem so look for solutions which meet the

needs of all those involved. Choose a solution, then plan who will do what,

where, and by when. 

‘They don’t listen to

instructions sometimes.’

‘Sometimes they just

want to talk to you 

about things that are

happening at home 

or decisions they have 

to make which have

nothing to do with work.’

Mentors of trainees

Skills to pract ise:

■ Problem solving 

■ Conflict resolution

■ N e g o t i a t i o n
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Most con flic ts may be managed  (perhap s not reso lved ) by using the

following strategy:

■ deal with emotions first

■ treat the other person(s) with respect

■ listen to the other’s point of view

■ state your own point of view assert ively.

When negotiating with the trainee or anyone else for that matter, remember

the following:

Listen to the other side 

■ be patient 

■ clarify your understanding.

Give your side

■ be brief and to the point

■ put your case in terms of their needs, not just in terms of your needs.

Ask questions

■ to steer the negotiation

■ to find out more information.

Be flexible

■ take notes if needed

■ make reasonable offers.
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Section Three: What next?
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Rate your own skills as a workplace mentor

After you have been working with the trainee for a while, take some time to reflect on what

you have been doing. You can improve your skills by analysing your strengths and

weaknesses as a trainer and mentor.

The following checklist identifies a number of points which are the hallmarks of an effective

trainer or mentor. Fill in the rating form so you can identify both your strengths and those

areas which need improving to make you a more effective trainer and mentor. 

Rate your own skil ls as a w orkplace t rainer and mentor

Place a number beside each point according to the rating scale:

1 ‘ I do this well’

2 ‘ I do this sometimes but could do with more practice’

3 ‘ I don’t do this; I need to develop this skill’

Number all the items in the checklist

P l a n n i n g :

Plan the program ahead of time.

Adjust plans if needed.

Organise equipment and material needed for trainee.

Ensure others in the workplace understand my role, the trainee’s role

and have the opportunity to be involved too.

Teaching and assessing:

Explain the reasons for doing a task along with explaining how to do it.

Allow the trainee to do things and practise instead of just watching.

Encourage the trainee to extend herself.

Avoid the temptation to step in and do it properly before the trainee has

had a chance to complete it.

Look out for other resources (people and things) which are of relevance

to the trainee’s current training needs.

Coach the trainee on how to plan, analyse, self-assess, use time efficiently.

Know when to push and when to pull back.

Keep a record of achievement so progress can be discussed.

Act as a role model, set an example.

Vary my methods of teaching.
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Let the trainee know  in advance when and how he will 

be assessed.

Assess the trainee at regular intervals.

Know what is happening in the trainee’s off-the-job t r a i n i n g .

Reinforce what is learned off-the-job with practice on the job.

C o m m u n i c a t i o n :

Help the trainee feel part of the team by making her feel

needed and useful.

Allow the trainee to have input into the direction of tasks.

Use two- way communication to find out what skills the

trainee already has and where the gaps are.

Praise the trainee for his achievements.

Clearly explain tasks to the trainee.

Ask questions to ensure the trainee understands.

Provide the trainee with the opportunity to show initiative.

Be supportive, encouraging and motivating.

Build the confidence of the trainee by p roviding positive

f e e d b a c k .

Avoid an atmosphere of crit icism but be encouraging, frank

and constructive.

Listen, ident ify and note the trainee’s st rengths, help  to

focus her thinking to identify gaps in her own performance,

and work out the best way to improve performance.

Work in partnership with the trainee.
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What next?

Just  as you praise the  t rainee  f or  his achievements,  praise

yourself for what you have achieved.

If you identify areas which need improving use the information which follows

to help improve your skills.

You might  also find it  useful to  think about  what your own goals are. 

You can then identify the skills you need to master in order to achieve your

own goals.

What  goals do you w ant to achieve?

S h o r t - t e r m

M e d i u m - t e r m

L o n g - t e r m

From the checklist identify the skills you need to develop to be a more

effective trainer and mentor and which will help you achieve your own goals:
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How w ill you develop these  skills?

■ Use the information and ac tivit ies in the handbook to ident ify your

strengths and weaknesses. Choose those areas you have identified as

needing improvement and  work through the relevant sec tions in the

handbook, taking note of the hints and guidance offered by experienced

t r a i n e r s .

■ Discuss w ith your employer whether you can attend  an approp riate

training course. Point out that  the organisation will benefit  from your

improved performance in all facets of your work. Find out about courses

designed  to improve the skills of workplace trainers and assessors.

Contact the DTEC office or Group Training Company in your area.

■ Form a network of mentors from within your organisation or from other

workplaces. Consult with the coordinator looking after the trainee about

networking with other mentors in your industry or geographical area.

Mentors who have part icipated in this kind of networking report that they

have developed their own skills by sharing the experience and knowledge

of others.

Don’t  stop here…

Which one of the above are you going to follow through on?

Who else can help you?

Good luck in achieving your goals and in helping the trainee.
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