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About Careerforce
Careerforce supports workplace-based training, enabling
employees to achieve nationally recognised qualifications, and
deliver superior outcomes across the health and wellbeing sector.
As the Industry Training Organisation (ITO) for the health, wellbeing,
social and community sectors, we support New Zealand workplaces to
run workplace training programmes for their staff. Careerforce is also the
Government appointed body that sets skill standards and develops and
facilitates the achievement of NZQA recognised qualifications across all our
sectors.
On behalf of the team at Careerforce, thank you for doing your part in
supporting your colleagues to complete their training and achieve their
qualification.
Careerforce offers qualifications in the following sectors:
•
•
•
•
•
•
•
•
•

Aged Care
Cleaning
Disability Support
Healthcare Services
Home and Community Services
Mental Health and Addiction Support
Social and Community Services
Urban Pest Management
Youth Work

How do I become a REAL Observer?
A Careerforce Learning Engagement Advisor will run a short workshop to
train you for this role. You will receive a certificate of attendance and you
will be officially recorded as a trained observer in the Careerforce database
for audit purposes.
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What is a REAL Observer?

The REAL approach

REAL Observers play a significant role in the assessment process. They
support assessors by observing a trainee at work and recording what they
saw the trainee do during normal work activities.

REAL is how you, as an observer, can make a difference for your trainees.
It’s the Careerforce way of doing things.

As an observer, you are often referred to as the ‘assessor’s eyes and ears’.
The assessor does not always work alongside the trainee to see and
experience the ‘naturally occurring evidence’ as it takes place.
Observers can identify and collect evidence that already exists.
•
•
•
•

You may have seen trainees already.
You may have heard trainees.
You may have sighted a filed document or record completed
by the trainee.
It may have already been assessed.

You know the correct standard of performance expected of a trainee within
your workplace requirements. You are confirming for the assessor that the
trainee did the job correctly, safely and in the way your organisation requires
them to do it.

REAL stands for:
Respectful
Acknowledging the skills and competencies a trainee already has.
Efficient
Using existing workplace processes and systems in the collection
of evidence.
Applied
New skills learned are transferred into the workplace.
Living
Training is flexible, dynamic and progressive and is responsive to need.

An observer/verifier is not an assessor. They do not make judgements about
a trainee’s competence; that is the role of the assessor.

Respectful

Efficient

Living

Applied
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Who can be a REAL Observer?
A REAL observer is someone with much more experience than the trainee
and who understands the standards of work required and the policies and
procedures of their workplace. This could include:
• Team leader, supervisor, manager
• Health professionals, social workers, youth leaders, cleaners
• Members of a multi-disciplinary team
• Senior staff members
• Coordinators, administrators
• Educators, trainers
• Senior support workers

Why is learning and assessment done
in the workplace?
The most effective learning and development of skills happens when a
trainee applies what they know and can do in a real situation. Learning is not
a separate activity from work but one that happens in the workflow and as a
result of work.

Learning in the workplace
Formal

Informal

Aware
Discovery

Role
model

Know the
trainee

Able to ask
right
questions

Subject
knowledge
and
experience

• self-study

Understand
workplace
policies and
procedures

Qualities
of an
Observer

Understand
requirements
of assessment
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Didactics

purposeful use of
web resources

• on-the-job
training
• organisational
training

Unaware
Discovery

serendipitous browsing on the web

Discourse

interactions with people inside and outside the organisation

Doing

stretch assignments
performance support

Doing

doing the day job

People skills

Able to
complete
documentation

Able
to provide
constructive
feedback
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Credit: Jane Hart - Modern Workplace Learning

Accidental

Intentional

Why you have been asked to be a
REAL Observer

What will you do as a REAL Observer?

What does this mean for you as a
REAL Observer?
This means that when you are required to complete observations or verify a
trainee’s performance, there is existing evidence in your workplace.
The diagram above shows how this evidence could be collected through
workplace learning.
For example: formal learning could be a trainee attending manual handling
training and then as an observer, you intentionally and informally observe
them to ensure they are demonstrating good manual handling.

Ensure that
the evidence/
performance
meets your
organisational
requirements
(policies and
procedures).

Ask the trainee
questions to
ensure their
understanding
as needed.

Formal







Informal



Intentional



Accidental



Aware



Unaware
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Sighting
progress notes,
communication
book, reports
and incident
reports.

•
•

Give feedback
to the trainee.

























•

Observe the trainee in their natural work environment.
Ensure that the evidence/performance meets your organisational
requirements (policies and procedures).
Ask the trainee questions to ensure their understanding and competence
as needed.
Provide clear information to the assessor, completing any required
documentation.
Give feedback to the trainee.

Note: Careerforce previously used the terms verifier and verification.
Where a Careerforce assessment may use these terms, please read them
as observer or observation. It may be that not all material has yet been
updated to reflect this change.

Learning in the workplace
Observe the
trainee in their
natural work
environment.

•
•
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Evidence

Several ways to collect evidence
Naturally
occurring

Get the
balance right

Specifically
elicited

• Observations (yours and others)
• Documentation (within the workplace)
• Attestation (from those who know)

• Written assessment tasks
• Observation (real and/or simulated)
• Gathering evidence through contextualised
discussion (talking it through)

Observers help the assessor to gather a picture of the trainee’s skills and
knowledge by noting naturally occurring evidence that happens during
their daily work.

Be efficient
Be
respectful

Observers work with the trainee and see what they do and hear how they
interact with staff and clients.
Your direct observation provides valuable information to an assessor to build
a picture of the trainee’s competence.
Your trainee will have completed paperwork/documentation as part of
their day-to-day work.

Don’t go looking for existing evidence
tomorrow if you already saw it today!

10

11

Gathering evidence
You can use existing evidence of what you do at work!
n you do if y
at c a
o
h
W k i n d e p e n d e nt u
r
l
wo onversation y?
sw
rt c
ith
:
Sta
your client

their
whānau

your
supervisor

your
colleagues

Find existing documents from workplace processes
Organisational documents

Documents specific to your role

•
•
•
•
•
•
•
•
•
•

•
•
•
•
•
•
•
•
•
•
•
•
•

service delivery plans
employee handbook
policies and procedures
rosters
service plans
consumer reviews
risk management plans
codes of conduct
health and safety policies
recruitment/employment
processes

Forms
• keep reports and
documentation
• record
incidents/
milestones
• take photos
• make sure
others are aware
of what you
are doing on a
consistent basis

your
manager

•
•
•
•
•
•
•

feedback forms
risk management plans
work satisfaction surveys
hazard reports
client reviews
care plan reviews
service review evaluations

diaries and journals
progress notes
letters
contracts
running notes
competency checklists
timetables
planning notes
meeting minutes
certificates
risk management plans
performance development plans
appointment information

Emergencies
• health and safety reports
• accident/incident/
risk/hazard reports

You can use evidence of your training journey

Communicate with people to get
evidence from different views

• in service/education programme
• induction and orientation
• evidence of an additional responsibility (e.g. part
of a committee or a union)
• training courses
• specific training (e.g. medication, infection control,
management challenging behaviour)

Attestations
In person
• interviews
• feedback from: residents,
clients, tāngata whai ora,
supported people, guests,
students, their whānau,
other professionals
• kōrero matanga
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Attestations can be:
• letters from your
supervisor stating
competency from
a work placement

Observations
•
•
•
•

personal plan reviews
performance reviews
peer reviews
interventions

Get creative! Think about new ways
to record what you do in your role
Recorded on media
•
•
•
•

videos
brainstorms
photos
presentations
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Documenting evidence

Insufficient evidence

Using the trainee assessment and observation forms:

If you have not seen sufficient evidence of the trainee’s performance, do
not sign off the tasks on the assessment or observation form until you have
seen enough.
It may be that you have observed a task being performed but to obtain all the
evidence required you might have to have a chat with the trainee to ‘talk it
through’. This is where you can get that little extra evidence that the assessor
will require by using open ended questions.
Highlight the gaps in performance if you cannot obtain the extra evidence,
and then support learning to fill the gaps in knowledge and performance.
Once the additional learning and practice have taken place, you only need to
re-observe the part of the task that did not meet the requirements.
You can sign off once you can confirm consistency has now been met.

•
•
•
•

Complete checklists
Make brief notes within comment boxes
Be specific to the task
Date and sign where indicated

Remember! Someone independent of yourself should be able to pick up the
assessment and get a clear picture of the trainee’s performance.
Examples of notation
•
•
•

•

•
•
•
•

‘Personal plan sighted and followed by trainee’. SP 12/5/20
‘Strategies described and implemented as per clients Behaviour Plan’.
ML 7/4/20
‘The trainee consistently uses te reo and is actively engaged in powhiri,
mihimihi, karakia and waiata. The trainee has demonstrated kawa and
tikanga when they lead the youth activities’. HP 14/6/20
‘The trainee demonstrated correctly how to clean the bathroom from
top to bottom. This included explaining the need to ensure they do not
transfer dirt from areas that have not already been cleaned’. AW 30/5/20
‘Workplace Care Medication Competency completed 5/03/20’. CT
13/05/20
Client satisfaction survey dated 1/12/20 (sighted). Evidences effective
communication. JM 12/5/20
‘Reported change in client condition (skin rash) to Clinical Coordinator
verbally’. TR 19/4/20
‘Consistently completes clear and concise progress notes’. FS 7/7/20

How to ask questions
Observers should not lead the trainee.
Here are some examples that you might start with:
‘How would you ...?’
‘Why is it …?’
‘Who might you …?’
‘When would you …?’
‘What else might you do ...?’
‘Where would you …?’
‘Tell me more about …?’
‘When you did XYZ, tell me ...?’ (who, what, when, where, why, how?)
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Providing feedback

How to provide feedback when standard is not met
“Feedback is an important part of the learning
process. Without it, employees only have their own
estimation of how well they are performing, and
this may be quite inaccurate.”

Examples of effective
observation

Exemplar 23388 Challenging Behaviour

Lansbury & Prideaux (1981)

As part of your role as a REAL Observer you will be required to provide the
trainee with some feedback.
Start with reflection – allow the candidate to reflect on how they thought
the assessment went. You might say:
“How do you think you went when supporting Mr Grey with his shower and
respecting his dignity?”
If they know they have not done so well with the task, this can help to open
the conversation about how they could have done it differently. The feedback
session becomes a learning opportunity, or their feedback may show you
they knew what they were meant to do, (however you may wish to observe
them again before you sign them off).
Meaningful feedback is: constructive; clear; specific:
- Be constructive - honest and diplomatic. Feedback needs to be given in

a diplomatic way, valuing the trainee’s time and commitment to their
observation tasks.

- Be clear - this requires you to follow the K.I.S.S. principle (Keep It Simple

Stupid). You need to know exactly what feedback you want to give before
you say it.

- Be specific – by identifying the exact issues and aspects of the observation

tasks that you want to discuss and highlighting the main points in your
feedback. Give specific examples that show they are competent, or if
necessary, not yet competent.

Feedback as an overall process will provide motivation and encouragement
to the trainee and will help support and enhance their reflective practice.
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Exemplar 23386 Personal Cares
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Exemplar 28542 Professional and ethical behaviour
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Exemplar 11097 Listen to gain information
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Exemplar 16857 Youth development project
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Exemplar 28518 Interact with people
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Exemplar 28530 Move and store equipment
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Exemplar 29382 Cleaning independently
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Notes
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Get in touch with your regional Workplace Advisor:
Across New Zealand, we have Careerforce Workplace Advisors ready to help.
Tap into their expertise to find a suitable qualification for your staff at different
levels, and ask about the grants and funding available. We’ll work together to
develop your workforce.
Phone: 0800 277 486
Email: info@careerforce.org.nz
Web: careerforce.org.nz
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