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HOW TO USE THIS RPL ASSESSOR KIT

This RPL Assessor Kit is divided into sections to allow you to easily access only those sections you
require at any given time. These sections are:

SECTION A — Assessor Information

You need to read this information before conducting an assessment. It outlines the intent and
processes surrounding this RPL assessment and how it differs from assessment undertaken
following formal training.

SECTION B — Candidate Information and Application Forms

You give this information to the candidate. It tells them about the assessment process as well as
containing simple forms for the applicant to fill out. From the information provided by the candidate
on these forms, you will be able to gain a general understanding of the skills and experience the
candidate may have, as well as potential referee contacts.

SECTION C — Competency Conversation

You use this section to determine and record candidate competence via a competency
conversation. In other words, these questions guide your conversation with the applicant and assist
in your assessment of their competence. The notes you take about this conversation are important
evidence for assessment.

SECTION D - Practical Tasks and Observation Recording Sheets

You use this section to assess competencies through a practical demonstration of the candidate’s
skills. It contains practical tasks/scenarios on the outcomes required to determine competency and
a place to record your observation. The notes you take are important evidence for assessment.

SECTION E — Resources for Practical Tasks

You use this section to access required resources for performing practical tasks and scenarios.

SECTION F — Third Party Verification

You give this section to the referees to confirm the candidate’s skills and experience in this
qualification/occupation. The referees may fill out the appropriate form and return to you to confirm
your judgement. You may be able to complete this part of evidence gathering in person while at the
workplace.

SECTION G — Assessment Tables

You use this table as a reference tool to see at a glance how units/elements of competency are
assessed within the tool. All the elements and performance criteria within the competency units are
cross-matched in this table with a corresponding assessment question/task/scenario. This allows
you to validate the assessment process against the qualification.
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SECTION A

Assessor Information

It is VITAL you read this information prior to commencing your RPL assessment. It provides
generic information on assessment, as well as an overview of this streamlined RPL assessment
process.
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ADVICE FOR ASSESSORS

This RPL Assessors Kit streamlines the RPL assessment process for Certificate Il in Business and
Certificate 11l in Business Administration taking a practical approach to RPL and increasing the use
of on-site questioning and observation. This will assist in developing a “picture of the candidate’s
skills and knowledge”. This picture can then be compared with industry standards enabling a
determination of whether the candidate has achieved the required outcomes.

IMPORTANT ASPECTS TO REMEMBER:
A sound knowledge of assessment and the qualification is essential

It is important to have a good understanding of the competencies and qualification/s appropriate to
the candidate’s goals.

Assessing a single unit of competency is rarely cost or time effective. Where possible, effort should
be made to assess several units at the same time taking advantage of any commonality in content.
This means looking at the whole picture of a particular job role as it happens in industry and
assessing holistically. This saves valuable time in the assessment process.

Assessment involves judgement

This tool encourages the use of a “competency conversation” to maximise the candidate’s
opportunities to demonstrate competence. This is NOT an oral exam. It is about using the two or
three holistic questions provided to start a conversation with the candidate which draws out their
actual individual experiences and relevant skills. In other words, it is about the assessor probing
the candidate through a conversation to draw out further information on the candidate’s experience
which may not be forthcoming due to nerves or confusion over technical terminology.

The tool also provides observable tasks to allow candidates to demonstrate skills.
Authentication/verification is integral to RPL assessment

It is critical information gleaned from the interview and observation be confirmed with those who
can vouch for the candidate’s skill over time. Supervisors would generally perform this role.
Authentication may also be done through conversation but it cannot be stressed enough that it is
essential assessors take careful notes to back up and record their judgement.

Recording assessment is critical

Keep careful records of all aspects of conversations, skills demonstration or documentation viewed
that support the claim of prior learning. Remember — the record is the document that makes sense
of the assessment and why a particular judgment was made. Keeping detailed notes about the
candidate’s response is vital, as is the rationale for judgement.

The assessment record is a legal document and must be signed, dated and stored according to
requirements of the State Training Authority and the AQTF Standards for Registered Training
Organisations.

Assessor summaries and other quality assurance documentation from your own Registered
Training Organisation will also be required. For examples of assessment summary documentation,
please see Assessment Guide Number 1: Training Package Assessment Materials Kit:
http://resourcegenerator.gov.au/loadpage.asp?page=TPAGGuide01.htm
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To access further information on the principles assessment and dimensions of competency, you
can visit Assessment Guide Number 1: Training Package Assessment Materials Kit.
http://resourcegenerator.gov.au/loadpage.asp?page=TPAGGuide01.htm

To access further information on the Australian Qualifications Framework, you can visit:
http://www.agf.edu.au/
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COMPETENCIES IN THIS ASSESSMENT TOOL

CERTIFICATE Il IN BUSINESS and CERTIFICATE Il IN BUSINESS ADMINISTRATION

COMMON BUSINESS UNITS

Unit Code Unit Title Questions | Practical
BSBCMN301A Exercise initiative in a business environment v v
BSBCMN302A Organise personal work priorities and development v v
BSBCMN304A Contribute to personal skill development and learning v 4
BSBCMN305A Organise workplace information v v
BSBCMN306A Produce business documents v v
BSBCMN307A Maintain business resources v v
BSBCMN308A Maintain financial records v v
BSBCMN309A Recommend products and services v v
BSBCMN310A Deliver and monitor a service to customers v v
BSBCMN311A Maintain workplace safety v v
BSBCMN312A Support innovation and change v v
BSBCMN313B Maintain environmental procedures v
BSBCMN314A Utilise a knowledge management system v v
BSBCMN315A Work effectively with diversity v v
BSBCMN316A Process customer complaints v v
BSBCMN317A Meet customer needs and expectations v v
BSBCMN318A Write simple documents v v
BSBCMN319A Apply advanced first aid v v
Pre-requisites: BSBCMN218A
BSBCMN320A Maintain first aid equipment and resources v v
BSBFLM303B Contribute to effective workplace relationships v v
SPECIALIST ADMINISTRATION UNITS

Unit Code Unit Title Questions | Practical
BSBADM301A Produce text from shorthand notes v v
BSBADM302A Produce texts from notes v v
BSBADM303A Produce texts from audio transcription v v
BSBADM304A Design and develop text documents v v
BSBADM305A Create and use databases v v
BSBADM306A Create electronic presentations v v
BSBADM307A Organise schedules v v
BSBADM308A Process payroll v v
BSBADM309A Process accounts payable and receivable v v
BSBADM310A Maintain a general ledger v v

© State of Queensland (Department of Education, Training and the Arts) 2007
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OVERVIEW OF RECOGNITION PROCESS

This kit has been developed to streamline the application for recognition of prior learning.

APPLICATION

INTERVIEW and
DOCUMENT REVIEW

COMPETENCY
CONVERSATION
PRACTICAL GAP TRAINING
ASSESSMENT (ONLY IF
REQUIRED)

© State of Queensland (Department of Education, Training and the Arts) 2007
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RPL ASSESSMENT PROCESS FLOWCHART FOR ASSESSORS

Assessment Activity Record keeping Activity
Step 1: > Step 2:

Analyse the application.
Identify links between any
documents applicant provides
and competency units.
Identify any key questions for
competency conversation.

Record results of analysis in table
at end of application

Step 3: > Step 4:
Conduct competency Complete the Record of
conversation

Conversation sheets during the
competency conversation

Step 5: Step 6:
Identify any practical activities Complete Practical Assessment
required to confirm competency Tasks Observation Sheets
Observe practical activity
Step 7: > Step 8:
Identify areas where 3rd party Receive completed Third party
verification is needed and inform reports

candidate.
Confirm / Verify 3 party reports

Complete assessment sign off & file
documentation.

Issue qualification / advise of gap
training as appropriate
* Remember RPL
assessment is an
accumulative process
of collecting evidence.

© State of Queensland (Department of Education, Training and the Arts) 2007 Page 9 of 134
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STEPS IN THE RPL PROCESS

1. Complete application

The candidate completes the application forms in SECTION B. It is important candidates provide
as much information of their previous experience in the business service as is available.

Documents that may be available include but are not limited to:

General employment documents

brief CV or work history

position descriptions

certificates/results of assessment

details of in house courses, workshops, seminars, orientation or induction sessions
references/letters from previous employers/supervisors

Workplace documents (NB: please block out any confidential client information)

task sheets / job sheets

documents you have produced that show you can use software eg. letters, memos,
spreadsheets

copies of equipment maintenance registers you have completed (eg. organising printer
repairs and service, equipment log books)

cash balancing and reconciliation forms you have completed

documents showing how you reconciled debtors, accounts receivable

aged debtor reports you have generated and actioned

batch control sheets for data you have input into an accounting package

customer complaints you have responded to and resolved

journal forms you have written up, including any calculation sheets and supporting
documentation

reconciliation sheets for end-of-day cash balancing processes you have completed

file notes or memos showing advice and assistance you have provided to clients

any other documentation that may demonstrate industry experience

Candidates also need to provide contact details for one or two referees who can confirm their
industry skills in context and over time.

To have skills formally recognised under the Australian Qualifications Framework, you must ensure
the candidate’s skills meet industry standards.

2. Interview about candidate’s documentary information

Review the information provided by the candidate and arrange a time for both you and the
candidate to discuss. Begin alignment of documentation and skills to the following qualification:

BSB30101 Certificate lll in Business
BSB30201 Certificate lll in Business Administration

The candidate will have the opportunity to discuss and identify previous experience with you. The
available documents are step one in collecting information and you will need to determine which
units of competency, if any, are fully covered at this stage. You use your own or your RTO’s
assessment recording forms to record this stage of the assessment.

© State of Queensland (Department of Education, Training and the Arts) 2007 Page 10 of 134
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There may be instances where the candidate has little, or no, documentary information of industry
experience. This is not a barrier to gaining recognition. This will just require you to rely on the
guestioning, practical assessment and referee validation phases of the RPL process.

3. Questions for the Competency Conversation

The bank of questions in SECTION C is the next phase in collecting evidence for the RPL process.
The guestions are designed to enable you to have a “competency conversation” with the candidate
to further gain evidence of their past experience. REMEMBER, the primary focus is on the
candidate’s experience.

Each question has “key points” to look for in responses. You may use the list of key points to
formulate questions of your own if you wish, or contextualise the question to the candidate’s
particular work situation. The Record of Conversation sheets indicate relevant content that should
be sought. Place a tick next to each key point as you hear this topic being discussed during the
conversation. You should read the “industry requirements” of each competency before the
candidate answers the questions posed. You may also target the assessment to those aspects that
present the greatest risk in the industry. Questions are aligned with the relevant unit/s of
competency in SECTION G.

It is not intended every question for all competencies is asked, only those competencies the initial
interview about the candidate’s documentary evidence has failed to fully address. The question
bank covers most but not all units in the kit. Units without questions are covered in the practical
assessment/scenario section.

4. Practical assessment tasks

It is important that you use both Steps 3 (Questioning) and 4 (Practical Assessment) in doing this
assessment. The RPL process is a streamlined RPL process which does not rely solely on
practical assessment but uses a combination of questioning and practical to provide evidence of
candidate competence.

This is the third phase in collecting evidence. A practical skills test is then conducted by you at the
candidate’s workplace or another suitable venue. Appropriate permission must be sought before
entering workplaces.

This is a further opportunity for candidate to demonstrate competence. It is expected the practical
assessment will comprise only those competencies the candidate is still unable to demonstrate
knowledge/experience in after documentary review and questioning have been applied. These
assessments contain the practical skills and application of knowledge for the qualification. A
number of holistic practical assessments are included in this kit (SECTION D) to assist you with
tasks suitable for observation on the job.

You decide if the response to questions and practical assessment tasks fulfils the requirements of
the standard and may choose to pursue the issue further for a determination to be made. The
assessment is a conversation/observation, not an exam, and you are encouraged to assist
candidates to focus responses toward relevant issues.

Assessing through observation and questioning, particularly on the job, will speed up and
streamline the RPL assessment process.

NOTE: Where candidate’s documentation and questions meet the assessment requirement, it is
still strongly recommended the candidate undertake one practical assessment so you are confident

© State of Queensland (Department of Education, Training and the Arts) 2007 Page 11 of 134
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in making a judgement of “competent”. The practical assessment selection should be negotiated
between you and the candidate.

Recording sheets for candidate information, questioning and the practical assessments have been
included in SECTION D. You may use other recording mechanisms provided these also keep a
complete record of assessment and justification of judgement. Candidate responses, observations
of skills demonstrated and documents presented as evidence must be noted in enough detail so
anyone external to the process (e.g. a fellow assessor, auditor, lawyer, etc) can read the record
and retrace your judgement.

5. Gap training

RPL is an assessment process designed to show areas of competence and to identify IF a
candidate has gaps in skills and knowledge against a whole qualification.

Not all candidates will have skill/lknowledge gaps.

If a candidate has skills gaps, a pathway to complete training in the outstanding units can be
negotiated to assist the client to gain the full qualification.

© State of Queensland (Department of Education, Training and the Arts) 2007 Page 12 of 134
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EVIDENCE REVIEW

Recognition of prior learning outcomes (both Granted and Not Granted) are now funded nationally
and as such will be included in National AVETMISS audits. NCVER have stipulated evidence
recording requirements for RPL assessments as a minimum requirement for passing an
AVETMISS audit. The following “Evidence Review” proforma has been approved by NCVER as
covering AVETMISS audit requirements for RPL recorded outcomes. It also gives you an
opportunity to track a student’s assessment progress at a glance.

It is expected that this “Evidence Review” summary sheet (or similar) would be attached to each
participant’s evidence compiled during the RPL assessment process.

(Place a tick in the appropriate evidence collection method column for each unit of competency. Place a line through
those units not examined as part of this RPL assessment.)

3]
[&]
c
® 2 <
c j— c =
Unit Code Unit Title o s o 2. >
@ = T 5 =
o o &) ™ X (@)
COMMON BUSINESS UNITS
BSBCMN301A | Exercise initiative in a business environment
BSBCMN302A | Organise personal work priorities and
development
BSBCMN304A | Contribute to personal skill development and
learning
BSBCMN305A | Organise workplace information
BSBCMN306A | Produce business documents
BSBCMN307A | Maintain business resources
BSBCMN308A | Maintain financial records
BSBCMN309A | Recommend products and services
BSBCMN310A | Deliver and monitor a service to customers
BSBCMN311A | Maintain workplace safety
BSBCMN312A | Support innovation and change
BSBCMN313B | Maintain environmental procedures
BSBCMN314A | Utilise a knowledge management system
BSBCMN315A | Work effectively with diversity
BSBCMN316A | Process customer complaints
BSBCMN317A | Meet customer needs and expectations
BSBCMN318A | Write simple documents
BSBCMN319A | Apply advanced first aid
Pre-requisites: BSBCMN218A
BSBCMN320A | Maintain first aid equipment and resources
BSBFLM303B | Contribute to effective workplace relationships
SPECIALIST ADMINISTRATION UNITS
BSBADMS301A | Produce text from shorthand notes
© State of Queensland (Department of Education, Training and the Arts) 2007 Page 13 of 134
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BSBADMS302A | Produce texts from notes
BSBADMS303A | Produce texts from audio transcription
BSBADMS304A | Design and develop text documents
BSBADMS305A | Create and use databases
BSBADMS306A | Create electronic presentations
BSBADM307A | Organise schedules
BSBADMS308A | Process payroll
BSBADMS309A | Process accounts payable and receivable
BSBADMS310A | Maintain a general ledger

Assessor’'s Name:

Assessor’s Signature:

Date:

© State of Queensland (Department of Education, Training and the Arts) 2007
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SECTION B

Candidate Information and
Application Forms

You give this information to the candidate for them to read about the RPL process and to complete
the appropriate forms.

© State of Queensland (Department of Education, Training and the Arts) 2007 Page 15 of 134
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WHAT DOES IT MEAN TO BE WORKING IN BUSINESS SERVICES

Certificate 11l in Business or Certificate Il in Business Administration is a qualification that is
recognised by the Business Services industry to cover various roles within this field.

Working in the Business Services industry is extremely rewarding with many opportunities in
various positions within an organisation. These may include a receptionist, personal assistant,
managers assistant, accounts clerk, office assistant or general office administrator. These roles
have many responsibilities and are considered important within the organisational network. They
form part of a team to ensure the successful running of a business.

In order to gain the Certificate Ill in Business, you must complete 12 units of competency. A
minimum of 8 units from the common business units and any other 4 units listed in this tool.

In order to gain the Certificate Ill in Business Administration, you must complete 12 units of
competency. A minimum of 5 units from the specialist administration list, a minimum of 3 units from
the common business units including BSBCMN311A and any other 4 units listed in this tool.

To gain the compulsory units for the certificate you need to be able to demonstrate that you can
currently do or possess the following:

= a sound working knowledge of relevant legislation and codes of practices for the business
services industry to ensure compliance;

» sound knowledge of organisational and industry policies and procedures;
= ability to read and input data accurately using relevant technology;

= respond to customer enquiries and customer complaints;

» sales and service

*= maintaining financial records

= performing general administrative duties

“If you are doing these roles in your job, then don't write off your skills — consider getting them
recognised”.
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Version 2: November 2007



RPL Assessor Kit
BSB30101 Certificate Il in Business/BSB30201 Certificate Il in Business Administration

TIPS AND HINTS TO HELP YOU PREPARE FOR RECOGNITION

To have skills formally recognised in the national system, assessors must make sure you have the
skills and knowledge to meet the industry standard. This means you must be involved in a careful
and comprehensive process that covers the content of all unit/s or qualification/s you can be
recognised for.

Assessment happens in a variety of ways. Being prepared can save you valuable time and hassle
and make the recognition process stress-free for you.

Here are some tips and hints for you:

1.

Be prepared to talk about your job roles and your work history. Bring a resume or jot down
a few points about where you have worked, either paid or unpaid, and what you did there.

Bring your position description and any performance appraisals you have from any
businesses or facilities you have worked in.

Consider the possibilities for workplace contact. Are you in a workplace that is supporting
your goal to get qualified? Would you feel comfortable to have the assessor contact your
workplace or previous workplaces so your skills can be validated?

Think about who can confirm your skill level. Think about current or recent supervisors who
have seen you work in the past 18 months and will be able to confirm your skills. The
assessor will need to contact them. You may also have community contacts or even clients
themselves who can vouch for your skill level.

Collect any certificates from in-house training or formal training you have done in the past.

You can speak with your training organisation about other ways you can show your skills in
the business service. These could be letters from employers, records of your professional
development sessions, employers or clients in related industries or government agencies,
acknowledgements, workplace forms (as long as they don’t show client details) or other
relevant documents.
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STEPS IN THE RPL PROCESS

Step 1 — Provide information of your skills and experience

Complete the attached forms and provide as much information of your previous experience in the
business services as you can. This is your first opportunity (and not the last) to provide proof of
your variety of experience in the industry. Here you can supply examples of your work history
which could include:

General employment documents

brief CV or work history

position descriptions

certificates/results of assessment

details of in house courses, workshops, seminars, orientation or induction sessions
references/letters from previous employers/supervisors

Workplace documents (NB: please block out any confidential client information)

task sheets / job sheets

documents you have produced that show you can use software eg. letters, memos,
spreadsheets

copies of equipment maintenance registers you have completed (eg. organising printer
repairs and service, equipment log books)

cash balancing and reconciliation forms you have completed

documents showing how you reconciled debtors, accounts receivable

aged debtor reports you have generated and actioned

batch control sheets for data you have input into an accounting package

customer complaints you have responded to and resolved

journals forms you have written up, including any calculation sheets and supporting
documentation

reconciliation sheets for end-of-day cash balancing processes you have completed

file notes or memos showing advice and assistance you have provided to clients

any other documentation that may demonstrate industry experience

Depending on the industry you have worked in, you may or may not have documentary evidence
available. This should not deter you from seeking RPL as the Assessor will work with you during
the RPL process.

You will also need to supply contact details of one or two work referees who can confirm your skills
in the industry.

Step 2 — Conversation with Assessor

An assessor will review the information you have provided (usually with you) and begin to match
up your skills to the units/subjects in the qualification. At this point, you will have the opportunity to
discuss and identify your previous experience with the assessor who will understand your industry
experience and conduct a competency conversation with you. You will be required to answer
business service related questions to identify your current skills.
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Step 3 — Practical demonstration of your skills

The assessor will conduct a practical skills test at your workplace (if appropriate) or at another
suitable venue. This, again, is an opportunity to demonstrate your level of competence. This
assessment will be focussed on skills that are required in the qualification. Your assessor will
identify the skills that he/she will want you to demonstrate.

Further steps

After the assessment, your assessor will give you information about the skills that have been
recognised and whether you have gained the full qualification. If you do have skill gaps, these may
be addressed through flexible training.
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APPLICATION - Self Assessment Questionnaire

BSB30101 Certificate lll in Business

BSB30201 Certificate lll in Business Administration

Candidate Name:

Please identify your level of experience in each competency.

Date Completed:

Unit Code

Unit Title

| have performed these tasks

Frequently

Sometimes Never

COMMON UNITS

BSBCMN301A | Exercise initiative in a business environment

BSBCMN302A | Organise personal work priorities and
development

BSBCMN304A | Contribute to personal skill development and
learning

BSBCMN305A | Organise workplace information

BSBCMN306A | Produce business documents

BSBCMN307A | Maintain business resources

BSBCMN308A | Maintain financial records

BSBCMN309A | Recommend products and services

BSBCMN310A | Deliver and monitor a service to customers

BSBCMN311A | Maintain workplace safety

BSBCMN312A | Support innovation and change

BSBCMN313B | Maintain environmental procedures

BSBCMN314A | Utilise a knowledge management system

BSBCMN315A | Work effectively with diversity

BSBCMN316A | Process customer complaints

BSBCMN317A | Meet customer needs and expectations

BSBCMN318A | Write simple documents

BSBCMN319A | Apply advanced first aid

BSBCMN320A | Maintain first aid equipment and resources

BSBFLM303B | Contribute to effective workplace relationships

SPECIALIST ADMINISTRATION UNITS

BSBADMS301A | Produce text from shorthand notes
BSBADMS302A | Produce texts from notes
BSBADMS303A | Produce texts from audio transcription
BSBADMS304A | Design and develop text documents
BSBADMB305A | Create and use databases
BSBADMB306A | Create electronic presentations
BSBADM307A | Organise schedules

BSBADMS308A | Process payroll

© State of Queensland (Department of Education, Training and the Arts) 2007
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| have performed these tasks

Unit Code Unit Title
Frequently Sometimes Never
BSBADMS309A | Process accounts payable and receivable
BSBADMS310A | Maintain a general ledger
Candidate Signature: Date:
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Applicant Details:

RPL APPLICATION FORM

recognition in

1. Occupation you are seeking

2 Personal Details

Surname

Preferred Title (Mr, Mrs, Ms, Miss)

First Name/s

Any other name used

Home Address

Postal address if different from above

Telephone Numbers Home: Work:
Mobile: Fax:
Date of Birth / /

Gender MALE U0/ FEMALE [
Age

Are you a permanent Resident of YES [1/NO [J
Australia

3 Current Employment

Are you currently employed?

currently employed?

Who is your current employer?

If Yes, in which occupation are you

YES [J/NO [J

4. Armed Forces details (If Applicable)

Branch of Service

Trade classification on discharge
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5. Further Training

Have you undertaken any training
courses related to the occupation
applied for?

YES [J /NO [J

If Yes

What occupation were you trained in?

Training completion Date (month, year)

Country where you trained

Name of course and institution (if
applicable)

6. Is there any further information
you wish to give in support of your
application

7. Professional Referees (relevant to w

ork situation)

Name

Position

Organisation

Phone Number

Mobile Number

Email Address

Name

Position

Organisation

Phone Number

Mobile Number

Email Address
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APPLICANT EMPLOYMENT HISTORY FORM

Name, Address and Period of Employment Position Held Full Time Description of Major Duties
Phone number of (DDIMM/IYYYY) Part-time
Employers
Casual
From To
1.
2.
3.
4.

Attach additional sheet if required

If you are including documents in your application, please provide a brief description below

Document Description Office Use Only — Assessor to use this section to align
documents to specific units of competency and identify key

(e.g. resume, photos, awards etc) ! :
questions for competency conversation

Declaration

| declare that the information contained in this application is true and correct and that all
documents are genuine.

Candidate Signature: Date
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SECTION C

Competency Conversation

This section assists the assessor in documenting the competency conversation.

Do NOT give this section to the candidate.

Once you have assessed the candidate’s documentary information and determined which
competencies you still require more information/evidence on, you use the question bank and
Record of Conversation sheets in this section to document evidence of past experience. It is not
intended that every question for all competencies be discussed during the conversation, only those
competencies the initial documentary review has failed to fully address.

Each question has “key points” to look for in responses. You may use the list of key points to
formulate questions of your own if you wish, or contextualise or rephrase the suggested question to
the candidate’s particular work situation. The questions are not intended to be a formal ‘script’ for
the assessor to follow, but to provide guidance in exploring the range of the candidate’s skills,
knowledge and experience in performing a particular task or function.

The Record of Conversation sheets indicate relevant content that should be sought. Place a tick
next to each key point as you hear this topic being discussed during the conversation. In doing so,
you are making a statement of fact about what you hear the candidate say during the competency
conversation. Use the Comments section to provide further detail about the context of the
discussion or briefly outline any examples discussed by the candidate. You may also use the
Comments section to make a brief analysis of the responses or summary judgements about the
guality of the candidate’s responses in relation to the requirements of the competency standard.

Remember, the notes you take about this conversation are important evidence and should be
retained in the candidate’s assessment record.
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QUESTION BANK

Note to Assessors: Refer to “Record of Conversation” sheets

Unit of
Competency

Question

COMMON BUSINESS UNITS

BSBCMN301A | 1: Describe a time when you received feedback to improve your work practices. How did
. you react to the feedback and what action did you take?
Exercise
initiative in a 2. Explain a task you were required to complete as part of a team. How did you support
business your team members and what part did you play in ensuring the work outcomes were of
environment a high standard?
3. In making a decision in your workplace, how have you ensured you made an informed
decision?
BSBCMN302A | 4: Tell me about a time you had to handle an unforseen problem at work. How did you
. control the impact this had on the achievement of your work goals.
Organise
personal work 5:  What have you done to ensure your personal work performance meets your
priorities and organisation’s standards for quality and customer service?
development i .
6: What measures have you taken in the past 12 months to ensure your personal
development and competency is up to date?
BSBCMN304A | 7: Describe a personal learning need you identified and how you recognised this need.
Contribute to What did you do to gain the learning required?
personal skill 8: Discuss your plans to further develop your skills and keep your industry knowledge up
development to date?
and learning 9: Explain your organisation’s performance review policy in relation to training and
monitoring learning outcomes.
BSBCMN305A | 10: Provide two (2) examples of information you have distributed to others. What format
. was it distributed in? How was the information collected and how did you ensure it was
Organise
up-to-date?
workplace
information 11: Describe how paper and electronic information is stored in your organisation. What
are the protocols for accessing client data? What are the information management
protocols that relate to the secure storage of client information?
12: How do you gain feedback from others about the sufficiency of the information
available and its relevance for decision making. What changes have been made as a
result of feedback?
BSBCMN306A | 13: Describe three (3) documents you have produced recently at work and the design
Produce format of each document. What technology and software did you use? What
) information did you access to complete the document?
business
documents 14: How have you ensured completed documents meet quality standards and task
requirements?
15: Explain a time you had difficulty producing a document due to lack of knowledge of a

software package and how you overcame this.
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Unit of Question
Competency
BSBCMN307A | 16: Describe a time you were asked to estimate future equipment and resource
. requirements and how you went about producing the estimate.
Maintain
business 17: Explain your organisation’s procedures for acquiring equipment and resources.
resources 18: What impact would a shortage of resources have in your workplace? How are
resources monitored to ensure a shortage does not occur?
19: Discuss the safe work practices you have implemented when using equipment.
BSBCMN308A | 20: Tell me about the steps you have taken to prepare and process four (4) different
o financial documents in your workplace.
Maintain
financial 21: How do you ensure accuracy of records?
records 22: List the journals you have prepared and the corresponding source for each.
23: Describe the process you have used to record account payments received and
payable accounts.
BSBCMN309A | 24: Describe the products and services offered by your organisation and discuss how you
keep your knowledge current on these products and services.
Recommend
products and 25: Tell me about a time you recommended products and services to a customer. Where
services did you source information on the product/service and what factors did you consider in
your recommendation?
26: In advising on promotional activities of products/services, what types of advice have
you provided and what data did you base your advice on?
27: What types of feedback has your company collected on promotional activities of
products and services and how was the feedback used to plan future activities?
BSBCMN310A | 28: Describe a time you have helped a customer and satisfied their needs. How did you
. clarify their needs? How did you ensure these needs were met in a timely manner?
Deliver and
monitor a 29: Explain the types of activities your organisation has undertaken to identify needs and
service to expectations of customers.
customers Lo . . .
30: Discuss a customer complaint you have dealt with. What did you do to ensure the
customer was satisfied and that a similar complaint did not reoccur?
BSBCMN311A | 31: Describe a hazard you have identified in your workplace and what you did to control
. or remove the hazard. How did you record this?
Maintain
workplace 32: Explain how you apply safe work practices in your immediate work area.
safety 33: How is workplace health and safety monitored in your workplace and how have
training needs been identified?
34: Describe your workplace emergency evacuation procedures. (Assessor prompts:
What are the different building alarms? Where is the nearest exit? What is the
evacuation route? Where is the congregation point? Who are the key personnel eg.
floor wardens, safety officers? When was the last fire drill / evacuation drill?)
BSBCMN312A | 35: Discuss a change to work practices implemented in your workplace. How was the
Support need for change identified and how was the change implemented?
innovation and | 36: Describe an innovative idea you have had to improve work practices. What guidelines
change did you follow when considering the idea and how did you source feedback on the

37:

idea?

How has business technology been used in your workplace to support implementation
of change?
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Unit of Question
Competency
BSBCMN313B | 38: Describe your organisation’s environmental policies and procedures. How have you
S ensured your work practices meet the requirements of these policies?
Maintain
environmental 39: Discuss your role and responsibilities in identifying environmental hazards and
procedures assessing risk in your area. What types of reports are you required to complete (both
internal and external)?
40: Provide three (3) examples of environmental risks you have identified in your work
area.
41: What training have you undertaken on environmental procedures and what did the
training cover?
BSBCMN314A | 42: Describe your organisation’s knowledge management system and the information you
- were provided on how to use the system.
Utilise a
knowledge 43: When inputting data, what measure do you take to ensure errors do not occur? What
management do you do if an error does occur?
system 44: Provide two (2) examples where work practices in your organisation were improved as
a result of feedback from the use of the knowledge management system.
BSBCMN315A | 45: Describe individual differences you have encountered in your workplace amongst
. colleagues and customers. How have you shown you value diversity?
Work effectively

with diversity

46:

How have you encouraged individuals in your team to use their special qualities, skills
or backgrounds to enhance work outcomes?

BSBCMN316A | 47: In line with your level of responsibility, discuss a customer complaint you have
handled and how you processed the complaint.
Process
customer 48: How do you handle a complaint not within your scope of responsibility?
complaints
BSBCMN317A | 49: In line with your scope of responsibility, discuss a customer enquiry you have handled
and how you were able to meet their expectations.
Meet customer
needs and 50: What details did you require from the customer in order to process their enquiry and
expectations how did you record them?
51. When taking a customer order, how have you determined availability of
products/services required?
BSBCMN318A | 52: Discuss three (3) examples of simple documents you have written. What factors did
Write simple you consider when planning the document? What resources did you access to identify
P organisation requirements for the document? How did you decide what to include as
documents
content?
53: What details have you or your supervisor checked when proofreading a draft
document? How did you ensure the changes were made before sending?
BSBCMN319A | 54: When responding to a first aid incident, what types of hazards and risks to self and
Apply others do you need to be aware of?

advanced first
aid

55:
56:

57:

List the skills and attributes required of an advanced first aid officer.

Outline your organisation’s policies and procedures on first aid delivery — including
maintenance of resources and equipment, first aid management of delivery and
administration of medication.

Discuss an emergency situation you have attended to - initial steps taken, how you
assessed and managed the situation, how you determined if medical assistance was
required and procedures followed after the incident.
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Unit of Question
Competency
BSBCMN320A | 58: Discuss your organisation’s procedures around availability, storage and security and

Maintain first
aid equipment
and resources

59:

60:

maintenance of first aid resources and equipment.

Explain the methods used to recover and clean reusable first aid and/or medical
equipment and disposal of contaminated medical waste.

Outline required records, forms and books you have completed and discuss the
internal and external reporting procedures you have followed.

BSBFLM303B

Contribute to
effective
workplace
relationships

61:

62:

63:

Describe a time when you have used your communication skills to relay information;
for example, making a presentation, selling the benefits of a financial services product,
negotiating with supplier or advocating on behalf of clients. What techniques did you
use to ensure a positive outcome?

Explain the action you have taken when a problem was identified in your team. How
did you contribute to a positive outcome?

How have you minimised issues and difficulties that may have occurred because of
workplace misunderstandings due to cultural or personal differences?

SPECIALIST AD

MINISTRATION UNITS

BSBADMS01A

Produce text
from shorthand
notes

Al

Describe a document you have produced from shorthand notes, notes or audio
transcription. How did you prepare to take notes? What checks did you make on the
notes? What did you do to ensure accuracy?

BSBADM302A | A2. How have you handled a situation where the author dictates names and terms with
which you are not familiar or you have difficulty understanding the author?

Produce text

from notes

BSBADM303A | A3. Think of a time when you wrote a proposal, a report, or provided written advice to a

Produce texts client. What are some'of the factors you considered When plar_ming the documgnt?

from audio What reference material do you access to ensure the information you communicated

transcription

was accurate and complete?

BSBADM304A | A4. What are some of the ergonomic practices you routinely apply when using
. computers?

Design and

develop text A5. In designing a text document, what factors have you considered, what advanced

documents functions have you used and how have you ensured its readability?

A6. How have you ensured documents met quality standards, timelines and electronic

storage procedures?

BSBADM305A | A7. Discuss three (3) databases you have created. How did you decide what information
should be included in the database?

Create and use

databases A8. Discuss how you have used a database to input data, run queries and generate
reports.

BSBADM306A | A9. In creating an electronic presentation, describe the factors you have considered
regarding content, design and organisational requirements.

Create

electronic A10. Aside from creating an electronic presentation, explain other factors you have

presentations

considered as part of the presentation e.g. rehearsals, additional material
requirements, room preparation.
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Unit of Question
Competency
BSBADM307A | All.Describe the appointment and meeting scheduling system/s in your workplace
. including procedures, authority and access to diaries for other employees.
Organise
schedules A12.Provide an example of a time you managed a meeting schedule for a group of people
with conflicting appointments and priorities.
BSBADM308A | A13.0utline the breadth of your responsibilities in respect of processing payroll; that is,

Process payroll

what are the various payroll functions you have performed?
Al14.What end of year payroll processes have you managed?

A15.Detail a time when there was a problem with a staff member’s pay — for example,
wrong pay scale was applied, funds not deposited to the employee’s bank account,
etc. What interventions did you make to correct the problem?

BSBADMS309A | Al6.After entering creditor details, what steps have you taken to process an account for
payment? Describe the process you follow for processing and entering accounts
Process ; I
payable, from the receipt of the invoice to the payment.
accounts
payable and A17.Discuss a situation where you have reversed an accounts payable entry, or processed
receivable an adjustment note or credit memo. What is the difference between reversing an
entry, and processing an adjustment?
A18.How do you manage outstanding accounts payable to ensure the good business
standing of your organisation with creditors?
A19.How have you identified bad or doubtful debt when reviewing accounts receivable?
What are your organisation’s recommended collection actions for each ageing
bracket?
A20.What actions have you taken to recover debt?
BSBADM310A | A21.In processing a journal entry, what have you checked, verified and prepared before
Maintain a entering the data?

general ledger

A22.After entering and allocating the data, how did you check your accuracy?

A23.What are some of the typical processing errors you have encountered when
processing journals?

A24.Explain a trial balance and the steps you have taken to prepare a trial balance.
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COMMON BUSINESS UNITS
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CANDIDATE’'S NAME:

RECORD OF CONVERSATION
BSBCMN301A Exercise initiative in a business environment

ASSESSOR’S NAME:

DATE:

Question 1: Describe a time when you received feedback to improve your work practices. How did you react to the feedback and what action did

you take?

Question 2: Explain a task you were required to complete as part of a team. How did you support your team members and what part did you play
in ensuring the work outcomes were of a high standard?

Question 3: In making a decision in your workplace, how have you ensured you made an informed decision?
KEY POINTS INDUSTRY REQUIREMENTS Indicate if COMMENTS
The candidate’s response should evidence the following These must be evidenced in the rszponse Record other key points and examples from conversation.
candidate’s response iP ;ensdsﬁs Identify whether a practical assessment is warranted.

Question 1

Gives and receives feedback

Remains positive

Seeks opportunity to improve

Reviews work standards

Improves work practices

Monitors improvement

Seeks and gives constructive feedback on improvement

Question 2

Explains task

Identifies responsibilities in the team

Maintains a positive attitude towards work

Support organisation’s goals and values

Co-operates with others

Supports and encourages others

Company policies and
procedures

Legislation
Company strategic objectives
Quality work standards

Continuous improvement
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KEY POINTS
The candidate’s response should evidence the following

INDUSTRY REQUIREMENTS

These must be evidenced in the
candidate’s response

Indicate if
response
addresses
KP and IR

COMMENTS

Record other key points and examples from conversation.
Identify whether a practical assessment is warranted.

Acts fairly and ethically at all times

Respects individual differences

Uses initiative to improve work practices

Helps others complete work

Question 3

Clarifies parameters for decision making

Ensures decisions are based on valid and reliable
information

Ensures decisions are ethical, legal and based on
organisation requirements

Clarifies the impact of the decision
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CANDIDATE’'S NAME:

RECORD OF CONVERSATION
BSBCMN302A Organise personal work priorities and development

ASSESSOR’S NAME:

DATE:

Question 4 Tell me about a time you had to handle an unforseen problem at work. How did you control the impact this had on the achievement of

you work goals.

Question 5:  What have you done to ensure your personal work performance meets your organisation’s standards for quality and customer

service?

Question 6: What measures have you taken in the past 12 months to ensure your personal development and competency is up to date?

KEY POINTS
The candidate’s response should evidence the following

INDUSTRY REQUIREMENTS

These must be evidenced in the
candidate’s response

Indicate if
