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Copyright protects this material.  Except as permitted by the Copyright Act 1968 (Cth), reproduction by any means (photocopying, electronic, mechanical, recording or otherwise), making available online, electronic transmission or other publication of this material is prohibited without the prior written permission of the Department of Education and Training.

Reproduction, communication, modification and adaptation of this material by Queensland TAFE Institutes, Statutory TAFE Institutes and Queensland State Schools for their educational purposes is permitted.
Inquiries should be addressed to the Executive Director, Legal and Administrative Law Branch, GPO Box 15033, Brisbane City East, QLD, 4002 

This work has been produced with the assistance of funding provided by the Queensland Government.
Disclaimer

The Department of Education and Training has used its best endeavours to ensure that this product is correct and current at the time of publication, but does not give any warranty nor accept any liability in relation to the contents. If any law prohibits the exclusion of such liability, the Department limits its liability to the extent permitted by law.


This RPL Assessor Kit is available free of charge at
http://www.vetpd.qld.gov.au/teaching_learning_and_assessment/resources/rpl/assessor_kits.html#temp
**The Department of Education and Training considers any enhancement which amounts to a modification of 10% or more of the material, to be significant.

	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.

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.

	ADVICE FOR ASSESSORS


This RPL Assessor Kit streamlines the RPL assessment process for BSB07 Business Services Training Package by 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 individual units 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 

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.aqf.edu.au/  

Employability Skills

Assessment of a candidate’s employability skills should be integrated into the assessment of their technical skills and knowledge. Where possible, employability skills have been embedded within the bank of questions and practical assessment tasks in this RPL Assessor Kit. Therefore, assessors should make and document holistic judgements about a learner’s attainment of employability skills as part of the RPL assessment. For more information about the employability skills requirements for particular qualifications, refer to the training package.

To access further general information on employability skills, refer to Employability Skills: From framework to practice, at: 
http://www.training.com.au/documents/Employability%20Skills_From%20Framework%20to%20Practices.pdf
	COMPETENCIES IN THIS RPL ASSESSMENT TOOL


	Unit Code
	Unit Title
	Questions
	Practical

	BSBADM301B
	Produce texts from shorthand notes
	(
	(

	BSBADM302B
	Produce texts from notes
	(
	(

	BSBADM303B
	Produce texts from audio transcription
	(
	(

	BSBADM307B
	Organise schedules
	(
	(

	BSBADM311A
	Maintain business resources
	(
	(

	BSBCMM201A
	Communicate in the workplace
	(
	

	BSBCMM301A
	Process customer complaints
	(
	(

	BSBCUS301A
	Deliver and monitor a service to customers
	(
	(

	BSBDIV301A
	Work effectively with diversity
	(
	(

	BSBFIA301A
	Maintain financial records
	(
	(

	BSBFIA302A
	Process payroll
	(
	(

	BSBFIA303A
	Process accounts payable and receivable
	(
	(

	BSBFIA304A
	Maintain a general ledger
	(
	(

	BSBFLM303C
	Contribute to effective workplace relationships
	(
	

	BSBFLM305C
	Support operational plan
	(
	

	BSBFLM312B
	Contribute to team effectiveness
	(
	

	BSBINM201A
	Process and maintain workplace information
	(
	

	BSBINM202A
	Handle mail
	(
	

	BSBINM301A
	Organise workplace information
	(
	(

	BSBINM302A
	Utilise a knowledge management system
	(
	(

	BSBINN201A
	Contribute to workplace innovation
	(
	(

	BSBITU203A
	Communicate electronically
	(
	(

	BSBITU301A
	Create and use databases
	(
	(

	BSBITU302A
	Create electronic presentations
	(
	(

	BSBITU305A
	Conduct online transactions
	(
	

	BSBITU306A
	Design and produce business documents
	(
	

	BSBPRO301A
	Recommend products and services
	(
	

	BSBSMB301A
	Investigate micro business opportunities
	(
	

	BSBSUS201A
	Participate in environmentally sustainable work practices 
	(
	

	BSBWOR204A
	Use business technology
	(
	


	OVERVIEW OF RECOGNITION PROCESS


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

	RPL ASSESSMENT PROCESS FLOWCHART FOR ASSESSORS






	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 their chosen industry as is available. 

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

· any licences
· brief CV or work history

· certificates/results of assessment 

· indentures/trade papers

· certificates/results of assessment – interstate/overseas

· certificates/results of assessment – universities

· results/statement of attendance/certificates – vendor training courses, in-house courses, workshops, seminars, symposiums

· results/statements of attendance/ certificates – club courses e.g. first aid, officials, surf life saving, etc

· tickets held eg forklift, crane, etc

· photographs of work undertaken

· diaries/task sheets/job sheets/log books

· site training records

· site competencies held record
membership of relevant professional associations

· hobbies/interests/special skills outside work

· references/letters from previous employers/supervisors

· industry awards

· 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 qualifications from: 

BSB07 Business Services Training Package 
Certificates I to III
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.

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 questioning, 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 questions 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 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/knowledge 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.

	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.)

	Unit Code
	Unit Title
	Questions
	Practical
	Documents
	3rd Party Report
	Other evidence

	BSBADM301B
	Produce texts from shorthand notes
	
	
	
	
	

	BSBADM302B
	Produce texts from notes
	
	
	
	
	

	BSBADM303B
	Produce texts from audio transcription
	
	
	
	
	

	BSBADM307B
	Organise schedules
	
	
	
	
	

	BSBADM311A
	Maintain business resources
	
	
	
	
	

	BSBCMM201A
	Communicate in the workplace
	
	
	
	
	

	BSBCMM301A
	Process customer complaints
	
	
	
	
	

	BSBCUS301A
	Deliver and monitor a service to customers
	
	
	
	
	

	BSBDIV301A
	Work effectively with diversity
	
	
	
	
	

	BSBFIA301A
	Maintain financial records
	
	
	
	
	

	BSBFIA302A
	Process payroll
	
	
	
	
	

	BSBFIA303A
	Process accounts payable and receivable
	
	
	
	
	

	BSBFIA304A
	Maintain a general ledger
	
	
	
	
	

	BSBFLM303C
	Contribute to effective workplace relationships
	
	
	
	
	

	BSBFLM305C
	Support operational plan
	
	
	
	
	

	BSBFLM312B
	Contribute to team effectiveness
	
	
	
	
	

	BSBINM201A
	Process and maintain workplace information
	
	
	
	
	

	BSBINM202A
	Handle mail
	
	
	
	
	

	BSBINM301A
	Organise workplace information
	
	
	
	
	

	BSBINM302A
	Utilise a knowledge management system
	
	
	
	
	

	BSBINN201A
	Contribute to workplace innovation
	
	
	
	
	

	BSBITU203A
	Communicate electronically
	
	
	
	
	

	BSBITU301A
	Create and use databases
	
	
	
	
	

	BSBITU302A
	Create electronic presentations
	
	
	
	
	

	BSBITU305A
	Conduct online transactions
	
	
	
	
	

	BSBITU306A
	Design and produce business documents
	
	
	
	
	

	BSBPRO301A
	Recommend products and services
	
	
	
	
	

	BSBSMB301A
	Investigate micro business opportunities
	
	
	
	
	

	BSBSUS201A
	Participate in environmentally sustainable work practices
	
	
	
	
	

	BSBWOR204A
	Use business technology
	
	
	
	
	


Assessor’s Name:  






Assessor’s Signature:





Date: 



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.

	WHAT DOES IT MEAN TO BE RECOGNISED IN THE 

BSB07 TRAINING PACKAGE


This qualification is for people who use well developed skills in working with people and information technology and possess a broad knowledge base in a wide variety of contexts. Candidates will know how to monitor a safe workplace, in addition to other competencies such as to provide customer service strategies, report on financial activity and produce various computer documents.

Someone who is competent in this qualification will display some the following attributes:

· excellent communication skills

· high level computer literacy

· excellent team work

· attention to detail

· customer service skills

· professionalism

Examples of indicative job roles for candidates seeking recognition for their vocational experience include:

· Administrator 
· Project Officer 

· Customer Service Advisor
· Clerk

· E-business Practitioner
· Legal Receptionist
· Office Administration Assistant
· Student Services Officer
· Word Processing Operator
· Accounts Clerk
The Business Services Training Package provides a pathway to a range of qualifications.

“If you are doing these roles in your job, then don’t write off your skills – consider getting them recognised.”

	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.

2. Bring your position description and any performance appraisals you have from your previous employment.

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

4. 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 skills level.

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

6. You can speak with your training organisation about other ways you can show your skills. 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.

	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 a business environment 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

· any licences

· brief CV or work history

· certificates/results of assessment 

· indentures/trade papers

· certificates/results of assessment – interstate/overseas

· certificates/results of assessment – universities

· tickets held eg forklift, crane, etc

· photographs of work undertaken

· diaries/task sheets/job sheets/log books

· site training records

· site competencies held record

· membership of relevant professional associations

· hobbies/interests/special skills outside work

· references/letters from previous employers/supervisors

· industry awards

· 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 industry related questions to identify your current skills. 

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.

	APPLICATION – Self Assessment Questionnaire


Candidate Name:  





  Date Completed:  



Please identify your level of experience in each competency. 

	Unit Code
	Unit Title
	I have performed these tasks

	
	
	Frequently
	Sometimes
	Never

	BSBADM301B
	Produce texts from shorthand notes
	
	
	

	BSBADM302B
	Produce texts from notes
	
	
	

	BSBADM303B
	Produce texts from audio transcription
	
	
	

	BSBADM307B
	Organise schedules
	
	
	

	BSBADM311A
	Maintain business resources
	
	
	

	BSBCMM201A
	Communicate in the workplace
	
	
	

	BSBCMM301A
	Process customer complaints
	
	
	

	BSBCUS301A
	Deliver and monitor a service to customers
	
	
	

	BSBDIV301A
	Work effectively with diversity
	
	
	

	BSBFIA301A
	Maintain financial records
	
	
	

	BSBFIA302A
	Process payroll
	
	
	

	BSBFIA303A
	Process accounts payable and receivable
	
	
	

	BSBFIA304A
	Maintain a general ledger
	
	
	

	BSBFLM303C
	Contribute to effective workplace relationships
	
	
	

	BSBFLM305C
	Support operational plan
	
	
	

	BSBFLM312B
	Contribute to team effectiveness
	
	
	

	BSBINM201A
	Process and maintain workplace information
	
	
	

	BSBINM202A
	Handle mail
	
	
	

	BSBINM301A
	Organise workplace information
	
	
	

	BSBINM302A
	Utilise a knowledge management system
	
	
	

	BSBINN201A
	Contribute to workplace innovation
	
	
	

	BSBITU203A
	Communicate electronically
	
	
	

	BSBITU301A
	Create and use databases
	
	
	

	BSBITU302A
	Create electronic presentations
	
	
	

	BSBITU305A
	Conduct online transactions
	
	
	

	BSBITU306A
	Design and produce business documents
	
	
	

	BSBPRO301A
	Recommend products and services
	
	
	

	BSBSMB301A
	Investigate micro business opportunities
	
	
	

	BSBSUS201A
	Participate in environmentally sustainable work practices
	
	
	

	BSBWOR204A
	Use business technology
	
	
	


Candidate Signature:  





  Date: 



	RPL APPLICATION FORM


Applicant Details:

	1.  Occupation you are seeking recognition in
	

	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 ( / FEMALE (

	Age
	

	Are you a permanent Resident of Australia
	YES ( / NO (

	3  Current Employment 

	Are you currently employed?

If Yes, in which occupation are you currently employed? 

Who is your current employer? 


	YES ( / NO (
………………………………………………………

……………………………………………………….



	4. Armed Forces details (If Applicable)

	Branch of Service


	

	Trade classification on discharge


	


	5. Further Training

	Have you undertaken any training courses related to the occupation applied for?
	YES ( / NO (

	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 work situation)

	Name

Position

Organisation

Phone Number

Mobile Number

Email Address
	……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

	Name

Position

Organisation

Phone Number

Mobile Number

Email Address
	……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………

……………………………………………………………………


	APPLICANT EMPLOYMENT HISTORY FORM


	Name, Address and Phone number of Employers
	Period of Employment

(DD/MM/YYYY)
	Position Held
	Full Time

 Part-time

 Casual 
	Description of Major Duties

	
	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

(e.g. resume, photos, awards etc)
	Office Use Only – Assessor to use this section to align documents to specific units of competency and identify key questions for competency conversation

	
	

	
	

	
	

	
	

	
	


Declaration

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

Candidate Signature:  





  Date 



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 quality 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.
	QUESTION BANK


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

	Unit of Competency
	Question

	BSBADM301B

Produce texts from shorthand notes

BSBADM302B

Produce texts from notes

BSBADM303B

Produce texts from audio transcription
	Question 1: 
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?
Question 2: 
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?
Question 3:
Think of a time when you wrote a proposal, a report, or 



provided written advice to a client. What are some of the 



factors you considered when 
planning the document? What 


reference material do you access to 
ensure the information 


you communicated was accurate and complete?

	BSBADM307B

Organise schedules
	Question 4: 
Describe the appointment and meeting scheduling system/s in 
your workplace including procedures, authority and access to 
diaries for other employees.

 Question 5: 
Provide an example of a time you managed a meeting 

schedule for a group of people with conflicting appointments 
and priorities. 

	BSBADM311A

Maintain business resources
	Question 6: 
Describe a time you were asked to estimate future equipment and resource requirements and how you went about producing the estimate.

Question 7:
Explain your organisation’s procedures for acquiring equipment and resources.

Question 8:
What impact would a shortage of resources have in your workplace? How are resources monitored to ensure a shortage does not occur?

Question 9:
Discuss the safe work practices you have implemented when using equipment. 



	BSBCMM201A

Communicate in the workplace
	Question 10:
Outline work situations in which you were required to receive and act upon instructions and/or messages.  How did you ensure you clearly received instructions and responded appropriately?

Question 11:
In your previous roles, how have you ensured that you have understood messages from others, and that others understood messages given by you?

Question 12:
What are the interpersonal skills you have had to demonstrate in your work experience?  Provide examples.
Question13:
What do you consider to be important principles to follow when providing information in response to enquiries from others?

	BSBCMM301A

Process
 customer complaints
	Question 14: 
In line with your level of responsibility, discuss a customer complaint you handled and how you processed it. 

Question 15: How do you handle a complaint not within your scope of responsibility? 

	BSBCUS301A


Deliver and monitor a service to customers
	Question 16: 
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?

Question 17: 
Explain the types of activities your organisation has undertaken to identify needs and expectations of customers. 

Question 18:
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? 



	BSBDIV301A

Work effectively with diversity
	Question 19 
Describe individual differences you have encountered in your workplace amongst colleagues and customers. How have you shown you value diversity? 

Question 20:
How have you encouraged individuals in your team to use their special qualities, skills or backgrounds to enhance work outcomes?



	BSBFIA301A

Maintain financial records
	Question 21: 
Tell me about the steps you have taken to prepare and process four (4) different financial documents in your workplace.

Question 22: 
How do you ensure accuracy of records?

Question 23: 
List the journals you have prepared and the corresponding source for each.

Question 24:
Describe the process you have used to record account payments received and payable accounts.



	BSBFIA302A

Process
payroll
	Question 25:
Outline the breadth of your responsibilities in respect of processing payroll; that is, what are the various payroll functions you have performed?

Question 26:
What end of year payroll processes have you managed?

Question 27:
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?



	BSBFIA303A

Process accounts payable and receivable
	Question 28:
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 payable, from the receipt of the invoice to the payment.

Question 29:
Discuss a situation where you have reversed an accounts payable entry, or processed an adjustment note or credit memo. What is the difference between reversing an entry, and processing an adjustment?

Question 30:
How do you manage outstanding accounts payable to ensure the good business standing of your organisation with creditors?

Question 31:
How have you identified bad or doubtful debt when reviewing accounts receivable? What are your organisation’s recommended collection actions for each ageing bracket?

Question 32: 
What action have you taken to recover debt?



	BSBFIA304A

Maintain a general ledger
	Question 32: 
In processing a journal entry, what have you checked, verified and prepared before entering the data?

Question 33:
After entering and allocating the data, how did you check your accuracy?

Question 34
What are some of the typical processing errors you have encountered when processing journals? 

Question 35:
Explain a trial balance and the steps you have taken to prepare a trial balance. 



	BSBFLM303C

Contribute to effective workplace relationships
	Question 36:
Describe a time when you have used your communication skills to relay information; eg 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?

Question 37:
Explain the action you have taken when a problem was identified in your team. How did you contribute to a positive outcome?

Question 38:
How have you minimised issues and difficulties that may have occurred because of workplace misunderstandings due to cultural or personal differences?



	BSBFLM305C

Support operational plan
	Question 39: 
In your experience, what are the important factors in implementing an operational plan?

Question 40: 
Give examples of how you have successfully implemented operational plans for a business, department or section.
Question 41: 
How have you determined the human resource and other physical resource requirements for your business needs and acquired these resources?

Question 42: 
Outline the systems and processes you have used to effectively implement the operational plan, and to monitor operational performance.


	BSBFLM312B

Contribute to team effectiveness
	Question 43:
Choose an example of a task that you have completed with others, and explain how you have worked within the team.
Question 44:
How did the team monitor their activities to ensure the job would be completed on-time?
Question 45:
What attributes do you need to work effectively in a team environment?

	BSBINM201A

Process and maintain workplace information

	Question 46:
Discuss how you have collected, processed, stored and maintained workplace information. 



	BSBINM202A

Handle 
mail
	Question 47:
What is your process for receiving and distributing incoming mail?

Question 48:
How do you correctly prepare mail for dispatch?
Question 49:
Assuming you have an urgent delivery, how do you ensure it will arrive at its destination on time?

Question 50:
How do you organise and send electronic mail?



	BSBINM301A

Organise workplace information
	Question 51: 
Provide 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 up-to-date?

Question 52: 
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?

Question 53:
How do 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?



	BSBINM302A

Utilise a knowledge management system
	Question 54: 
Describe your organisation’s knowledge management system and the information you were provided on how to use the system.

Question 55:
When inputting data, what measure do you take to ensure errors do not occur? What do you do if an error does occur?

Question 56:
Provide examples where work practices in your organisation were improved as a result of feedback from the use of the knowledge management system.



	BSBINN201A

Contribute to workplace innovation
	Question 57: 
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 58: 
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 59: 
In making a decision in your workplace, how have you ensured you made an informed decision?



	BSBITU203A

Communicate electronically
	Question 60: 
How have you participated in communication electronically?  Give examples.

Question 61: 
What records were kept of this communication?

Question 62: 
Were you involved in organising the setup of this communication?  If so, what organisational procedures or policies did you follow?

Question 63: 
Give an example of the guidelines and protocols you followed for online conferencing?



	BSBITU301A

Create and use databases
	Question 64: 
Discuss a variety of databases you have created. How did you decide what information should be included in each one?

Question 65: 
Describe how you have used a database to input data, run queries and generate reports.



	BSBITU302A

Create electronic presentations
	Question 66: 
When creating an electronic presentation, what factors you have considered regarding content, design and organisational requirements.

Question 67: 
Aside from creating an electronic presentation, explain other factors you have considered as part of the presentation e.g. rehearsals, additional material requirements, room preparation.



	BSBITU305A

Conduct online transactions
	Question 68:
What are important considerations when establishing an online payment facility?

Question 69:
What steps do you take when using online systems to make payments in your jobs?
Question 70:
How do you ensure accurate record keeping of online payments?


	BSBITU306A

Design and produce business documents
	Question 71 
Describe some documents you have produced recently at work and the design format of each document. What technology and software did you use? What information did you access to complete the document? 

Question 72: 
How have you ensured completed documents meet quality standards and task requirements? 

Question 73:
Explain a time you had difficulty producing a document due to lack of knowledge of a software package and how you overcame this. 

	BSBPRO301A

Recommend products and services
	Question 74: 
Describe the products and services offered by your organisation and discuss how you keep your knowledge current on these products and services.

Question 75: 
Tell me about a time you recommended products and services to a customer. Where did you source information on the product/service and what factors did you consider in your recommendation?

Question 76:
In advising on promotional activities of products/services, what types of advice have you provided and what data did you base your advice on?

Question 77:
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? 



	BSBSMB301A

Investigate micro business opportunities
	Question 78:
In considering your own business opportunities, what would you consider to be your personal business skills and business opportunities?


	BSBSUS201A

Participate in environmentally sustainable work practices
	Question 79:
What workplace environmental issues are you aware of?

Question 80:
How do you monitor your own usage of resources?
Question 81
What potential workplace hazards could you identify?

Question 82:
What do you think is the aim of OH&S legislation and what responsibilities does it place upon an employer?

Question 83:
What should you do if you identify work place practices that could be detrimental to the environment?

Question 84:
What could you do to improve your own resource efficiency?


	BSBWOR204A

Use business technology
	Question 85:
Discuss the types of digital technology you have regularly used in your work. What software have you used? What peripherals have you used?

Question 86:
How does your organisation maintain the security and integrity of electronic data?

Question 87: 
What are some of the simple maintenance steps with regards to common business technology that you have followed?




	RECORD OF CONVERSATION

BSBADM301B  Produce text from shorthand notes 

BSBADM302B  Produce text from notes 

BSBADM303B  Produce texts from audio transcription 


CANDIDATE’S NAME:     
______________________   ASSESSOR’S NAME:     
   DATE:     

Question 1: 
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?
Question 2: 
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?
Question 3:

Think of a time when you wrote a proposal, a report, or provided written advice to a client. What are some of the factors you 


considered when planning the document? What reference material do you access to ensure the information you communicated was 

accurate and complete?

	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.

	Question 1
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management 

Information technology

Standards Australia Shorthand Speed AS2907 - 2001
	
	

	Describes document prepared – letter, memo, report, newsletter, minutes of meetings
	
	
	

	Sources notepad, pencil/pen or prepares audio equipment 
	
	
	

	Ensures sitting position is appropriate 
	
	
	

	Clarifies document and its purpose with author 
	
	
	

	Takes notes and abbreviates for speed 
	
	
	

	Checks notes after dictation – meaning, punctuation, wording
	
	
	

	Checks timeframes for completion 
	
	
	

	Transcribes shorthand notes, notes or audio transcription carefully
	
	
	

	Records shorthand notes at minimum of 60 words per minute
	
	
	

	Reads text/document for meaning 
	
	
	

	Proofreads and checks text/document with author 
	
	
	

	Keeps shorthand notes, notes or audio transcription for reference
	
	
	

	Prints document and seeks signature (if required) 
	
	
	

	Files copy of document 
	
	
	

	Question 2
	
	
	

	Clarifies meaning or unclear speech 
	
	
	

	Asks author to spell words
	
	
	

	Predicts text from context 
	
	
	

	Refers to files/document with similar wording/meaning 
	
	
	

	Clarifies names and terms from industry documents
	
	
	

	Question 3
	
	
	

	Describes document and information to go in the document
	
	
	

	Format of document – refers to style guide, templates, policies and procedures 
	
	
	

	Audience receiving the document
	
	
	

	Clarity and accuracy of information 
	
	
	

	Document recording systems 
	
	
	

	Industry and organisation standards
	
	
	

	Policies and procedures relating to the document
	
	
	


	RECORD OF CONVERSATION

BSBADM307B  Organise schedules


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 4: 
Describe the appointment and meeting scheduling system/s in your workplace including procedures, authority and access to diaries for other employees.

Question 5: 
Provide an example of a time you managed a meeting schedule for a group of people with conflicting appointments and priorities. 

	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.

	Question 4
	Legislation 

Company policies and procedures 

Time constraints 

Productivity
	
	

	Describes system – electronic or paper-based 
	
	
	

	Accesses staff planning tools (to level of authority) 
	
	
	

	Identifies type of appointment 
	
	
	

	Determines individual personnel scheduling requirements including recurring appointments 
	
	
	

	Prioritises appointment
	
	
	

	Clarifies appointment with individual personnel 
	
	
	

	Describes authority level – to make firm appointments or tentative appointments with further consultation required 
	
	
	

	Question 5
	
	
	

	Establishes availability and priorities of staff members (attendees) 
	
	
	

	Determines availability of attendees
	
	
	

	Identifies time convenient to all attendees 
	
	
	

	Records tentative meeting 
	
	
	

	Consults with attendees 
	
	
	

	Negotiates alternative times as required – identifies opportunities to reschedule 
	
	
	

	Removes tentative meeting 
	
	
	

	Records new meeting in attendees diaries 
	
	
	

	Notifies all parties 
	
	
	






	RECORD OF CONVERSATION

BSBADM311A  Maintain business resources 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 6: 
Describe a time you were asked to estimate future equipment and resource requirements and how you went about producing the estimate.

Question 7:
Explain your organisation’s procedures for acquiring equipment and resources.

Question 8:
What impact would a shortage of resources have in your workplace? How are resources monitored to ensure a shortage does not occur?

Question 9: 
Discuss the safe work practices you have implemented when using equipment. 

	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.

	Question 6
	Company policies and procedures 

Productivity 

Budgets

Supplier information and manuals 

Waste management
	
	

	Assesses current equipment and resources held
	
	
	

	Reviews trends in usage 
	
	
	

	Calculates period of time of usage
	
	
	

	Consults with supervisor/manager and work team 
	
	
	

	Takes in to account future workload and resource requirements 
	
	
	

	Considers impact of shortage
	
	
	

	Estimates based on numbers, costs, suppliers quantities 
	
	
	

	Question 7
	
	
	

	Obtains approval for purchase
	
	
	

	Obtains quotes
	
	
	

	Reconciles purchase documents/invoices
	
	
	

	Checks asset received for quantity and quality compliance 
	
	
	

	Submits invoice to accounts 
	
	
	

	Question 8
	
	
	

	Loss of productivity 
	
	
	

	Failure to meet timelines 
	
	
	

	Blockages in work activities 
	
	
	

	Failure to meet customer service needs
	
	
	

	Monitors resource usage trends and period of usage
	
	
	

	Monitors equipment through counters, timers, periods between servicing, size of files 
	
	
	

	Question 9
	
	
	

	Reads operation manuals 
	
	
	

	Follows ergonomic guidelines
	
	
	

	Keeps work area clean and free of hazards/obstacles
	
	
	

	Uses safe manual handling procedures 
	
	
	

	Reports unsafe work practices
	
	
	

	Supports management in complying to procedures 
	
	
	


RECORD OF CONVERSATION
BSBCMN201A  Communicate in the workplace

CANDIDATE’S NAME:      
  ASSESSOR’S NAME:       
   DATE:      
Question 10: 
Outline work situations in which you were required to receive and act upon instructions and/or messages.  How did you ensure you clearly received instructions and responded appropriately?

Question 11:
In your previous roles, how have you ensured that you have understood messages from others, and that others understood messages given by you?

Question 12:
What are the interpersonal skills you have had to demonstrate in your work experience?  Provide examples.
Question 13:
What do you consider to be important principles to follow when providing information in response to enquiries from others?

	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.

	Question 10
	Evidence of the following is critical:

· effective communication

· enterprise procedures

· respect for persons

· cross cultural awareness
	
	

	Experience as a someone receiving directions from a supervisor/manager
	· 
	
	

	Directions received from supervisor
	
	
	

	Written and verbal instructions
	
	
	

	Instructions by phone, in person and computer
	
	
	

	Used questioning to clarify instructions
	
	
	

	Summarising and repeating instruction back
	
	
	

	Confirm how instruction will be carried out
	
	
	

	Workplace documents completed clearly where appropriate
	
	
	

	Question 11
	
	
	

	Receiving messages -

Applying listening skills

Summarise the message

Repeat back
	
	
	

	Giving messages

Observe responses from person

Ask clarifying questions

Repeat key points
	
	
	

	Question 12
	
	
	

	Working cooperatively in a team environment
	
	
	

	Clarifying roles and responsibilities
	
	
	

	Approach to role negotiation and sharing workloads
	
	
	

	Personal approach to courtesy and behaviour
	
	
	

	Listening attentively and clarifying instructions or customer requests.
	
	
	

	Appropriate conflict resolution techniques
	
	
	

	Follow appropriate standards in relation to equal opportunity, anti-discrimination and non-harassment requirements.
	
	
	

	Respond in a timely manner.
	
	
	

	Question 13
	
	
	

	Apply enterprise customer service standards.
	
	
	

	Listening and clarifying messages.
	
	
	

	Dealing with disgruntled customers calmly.
	
	
	

	Respect confidentiality requirements of enterprise.
	
	
	

	Only provide information within own expertise – referral to others where appropriate.
	
	
	

	Providing information accurately.
	
	
	

	Complete necessary documentation accurately.
	
	
	

	Demonstrating a ‘can do’ attitude, not giving run-around, and deal with promptly.
	
	
	

	Ability to interpret scientific and technical terms and communicate these effectively with customer.
	
	
	

	Redirect enquiries to appropriate person where necessary
	
	
	





	RECORD OF CONVERSATION

BSBCMN301A  Process customer complaints 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 14: 
In line with your level of responsibility, discuss a customer complaint you handled and how you processed it. 

Question 15: 
How do you handle a complaint not within your scope of responsibility? 

	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.

	Question 14
	Legislation and regulations

Company policies and procedures

Company products, policy terms and conditions

Communication skills
Customer relation procedures

Information privacy
Code of conduct

Negotiation
	
	

	Identifies nature of complaint and collects facts
	
	
	

	Empathises and shows respect for customer
	
	
	

	Documents complaint 
	
	
	

	Identifies issues for resolution
	
	
	

	Investigates the complaint and documents results
	
	
	

	Discusses options for resolution to suit customer and company guidelines 
	
	
	

	Turns complaint into opportunity for improvements
	
	
	

	Resolve complaint or refers to appropriate personnel
	
	
	

	Documents all details of the complaint and outcome 
	
	
	

	Question 15
	
	
	

	Identifies nature of complaint 
	
	
	

	Empathises and shows respect for customer
	
	
	

	Documents complaint 
	
	
	

	Explains level of complaint and reasons for referring
	
	
	

	Provides full detail to appropriate personnel to handle
	
	
	


	RECORD OF CONVERSATION

BSBCUS301A  Deliver and monitor a service to customers 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 16: 
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?

Question 17: 
Explain the types of activities your organisation has undertaken to identify needs and expectations of customers. 

Question 18:
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? 

	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.

	Question 16
	Legislation

Legal requirements 

Organisation’s strategic objectives and plans 

Company policies and procedures 

Job descriptions
	
	

	Treats customer with respect and courtesy 
	
	
	

	Uses appropriate body language
	
	
	

	Summarises and paraphrases to check understanding 
	
	
	

	Provides customer the opportunity to confirm request
	
	
	

	Seeks feedback from the customer
	
	
	

	Questions to clarify and confirm needs
	
	
	

	Listens actively to the customer
	
	
	

	Follows company guidelines 
	
	
	

	Assesses customers’ needs with urgency 
	
	
	

	Identifies customers with special needs 
	
	
	

	Determines priority for service/product delivery 
	
	
	

	Escalates request where required 
	
	
	

	Monitors process for effectiveness  
	
	
	

	Question 17 
	
	
	

	Point of sale communication (service calls)
	
	
	

	Customer surveys, questionnaires or forums 
	
	
	

	Market research, focus groups and studies 
	
	
	

	Quality assurance and audit data 
	
	
	

	Returned goods and complaints 
	
	
	

	Interview current, new or lapsed customers 
	
	
	

	Media, industry associations, peak bodies 
	
	
	

	Analyses and review data collected 
	
	
	

	Question 18
	
	
	

	Listens to complaint
	
	
	

	Paraphrases for clarification 
	
	
	

	Apologises and acknowledges customer feelings 
	
	
	

	Explains the complaint process 
	
	
	

	Records relevant information 
	
	
	

	Offers alternative and negotiates positive outcomes 
	
	
	

	Refers to appropriate personnel 
	
	
	

	Monitors outcome and delivery of product/service 
	
	
	

	Checks back with customer to ensure satisfaction 
	
	
	

	Notes compliant for improvement
	
	
	

	Reports complaint to management
	
	
	

	Discusses options for improvement with appropriate personnel 
	
	
	

	Seeks approval and implements improvement 
	
	
	


	RECORD OF CONVERSATION

BSBDIV301A  Work effectively with diversity 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 19: 
Describe individual differences you have encountered in your workplace amongst colleagues and customers. How have you shown you value diversity? 

Question 20:
How have you encouraged individuals in your team to use their special qualities, skills or backgrounds to enhance work outcomes?

	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.

	Question 19
	Legislation and Acts 

Codes of practice 

Company policies and procedures 

Code of conduct
	
	

	Age
	
	
	

	Race/culture/language
	
	
	

	Religion
	
	
	

	Gender
	
	
	

	Sexual orientation 
	
	
	

	Personality
	
	
	

	Physical and mental abilities 
	
	
	

	Interests
	
	
	

	Experience/skills
	
	
	

	Demonstrates respect for individual differences 
	
	
	

	Responds sensitively to individual differences
	
	
	

	Does not repeat discriminatory jokes or gossip 
	
	
	

	Ensures others are aware of organisation’s attitude towards discrimination 
	
	
	

	Question 20
	
	
	

	Recognises special qualities, skills or backgrounds
	
	
	

	Negotiates allocation of work tasks to take advantage of individual differences
	
	
	

	Encourages those with special qualities, skills or backgrounds to coach/mentor others
	
	
	

	Encourages inclusion in work activities 
	
	
	


	RECORD OF CONVERSATION

BSBFIA301A  Maintain financial records 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 21: 
Tell me about the steps you have taken to prepare and process four (4) different financial documents in your workplace.

Question 22: 
How do you ensure accuracy of records?

Question 23: 
List the journals you have prepared and the corresponding source for each.

Question 24:
Describe the process you have used to record account payments received and payable accounts.

	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.

	Question 21
	Legislation and codes of practice

Company policies and procedures

Privacy and confidentiality
Information technology

Audit requirements

Data security
Accounting standards
	
	

	Checks and verifies information on documents
	
	
	

	Records information
	
	
	

	Refers irregularities or questions to nominated person 
	
	
	

	Banking documents – enters, balances, checks and reconciles
	
	
	

	Petty cash –  checks voucher/claim, processes, records and balances
	
	
	

	Invoices – prepares, checks, corrects and files
	
	
	

	Questions 22
	
	
	

	Checks information on document 
	
	
	

	Entries are checked against original source
	
	
	

	Checks balance during process
	
	
	

	Reconciles accounts after entering data
	
	
	

	Checks discrepancies with appropriate personnel
	
	
	

	Question 23
	
	
	

	Cash receipts 
	
	
	

	Cash payments 
	
	
	

	Sales and sales returns 
	
	
	

	Purchases and purchases returns
	
	
	

	General 
	
	
	

	Question 24
	
	
	

	Account payments
	
	
	

	Checks payment with invoice/statement details 
	
	
	

	Prepares receipts 
	
	
	

	Enters payment into accounts receivable ledger 
	
	
	

	Pay accounts 
	
	
	

	Checks date due 
	
	
	

	Checks invoice/statement details 
	
	
	

	Prepares cheque requisition 
	
	
	

	Attaches invoice/statement and forwards to accountant/designated employee
	
	
	

	Prepares cheque
	
	
	

	Enters payment into accounts payable ledger 
	
	
	


	RECORD OF CONVERSATION

BSBFIA302A  Process payroll


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 25:
Outline the breadth of your responsibilities in respect of processing payroll; that is, what are the various payroll functions you have performed?

Question 26:
What end of year payroll processes have you managed?

Question 27:
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?

	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.

	Question 25
	Legislation, codes and national standards

Organisational structure and authority 

Company policies and procedures 

Deductions and allowances 

Taxation compliance

Budgeting/ planning

Confidentiality

Security
	
	

	Prepares payroll registers
	
	
	

	Maintains employee details 
	
	
	

	Processes documentation for new employees (TFN form, Centre link forms, etc)
	
	
	

	Performs payroll calculations, 
	
	
	

	Manages leave 
	
	
	

	Prepares journal entries and updates general ledger
	
	
	

	Performs social security and PAYE contribution calculations, 
	
	
	

	Generate statutory reports, 
	
	
	

	Produces payslips
	
	
	

	Generates reports – exception, leave, cost centre, management
	
	
	

	Analyses information by department, section and unit 
	
	
	

	Calculates union contributions
	
	
	

	Processes superannuation contributions
	
	
	

	Process direct credits or cheques
	
	
	

	Performs reconciliations
	
	
	

	Prepares payments for annual and long service leave
	
	
	

	Prepares individual earnings records
	
	
	

	Prepares journal entries
	
	
	

	Updates general ledger
	
	
	

	Question 26
	
	
	

	Calculates and applies bonuses
	
	
	

	Calculates payroll accruals
	
	
	

	Generates group certificates
	
	
	

	Completes FBT processes and reporting
	
	
	

	Completes end of year clearing procedures
	
	
	

	Generates statutory government reports
	
	
	

	Commences system procedures for new financial year
	
	
	

	Question 27
	
	
	

	Takes details of enquiries/problem/discrepancy 
	
	
	

	Checks payroll records/data provided
	
	
	

	Checks for discrepancies 
	
	
	

	Checks payment details 
	
	
	

	Makes amendment to payroll records
	
	
	

	Contacts necessary person/s to make amendments
	
	
	

	Holds over to next pay if unable to make changes immediately
	
	
	

	Contact employee with resolution/outcome
	
	
	


	RECORD OF CONVERSATION

BSBFIA303A  Process accounts payable and receivable 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 28: 
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 payable, from the receipt of the invoice to the payment.

Question 29: 
Discuss a situation where you have reversed an accounts payable entry, or processed an adjustment note or credit memo. What is the difference between reversing an entry, and processing an adjustment?

Question 30: 
How do you manage outstanding accounts payable to ensure the good business standing of your organisation with creditors?

Question 31: 
How have you identified bad or doubtful debt when reviewing accounts receivable? What are your organisation’s recommended collection actions for each ageing bracket?

Question 32: 
What action have you taken to recover debt?

	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.

	Question 28
	Legislation and compliance requirements 
Industry codes of practice
Company policies and procedures
Legal systems and procedures
Computer and communication systems 
Security measures
Accounting principles
	
	

	Checks data/invoice for discrepancies and rectifies if required 
	
	
	

	Records creditor details 
	
	
	

	Encodes and records invoice
	
	
	

	Requests authority for payment 
	
	
	

	Obtains approval for payment
	
	
	

	Draws up cheque requisition
	
	
	

	Identifies general ledger to draw against
	
	
	

	Debits correct account 
	
	
	

	Prepares and completed creditor payment 
	
	
	

	Prepares accounts paid report 
	
	
	

	Question 29
	
	
	

	Verifies information on credit note and supporting documentation
	
	
	

	Follows same steps as processing invoice
	
	
	

	Ensures credit note references original invoice on accounting system
	
	
	

	Reversing entries relate to documents already in the system
	
	
	

	Adjustment notes refers to accounting entries where new legal documents have been issued eg. Credit Note 
	
	
	

	Question 27
	
	
	

	Receives monthly statement from creditor
	
	
	

	Investigates outstanding invoices
	
	
	

	Obtains copies of missing invoices and processes according to procedures
	
	
	

	Ensures creditor is advised of actions taken to clear the statement of overdue invoices
	
	
	

	Question 30
	
	
	

	Runs aged debtor report, or similar
	
	
	

	Checks receipts entered into accounts receivable
	
	
	

	Identifies incorrect entries 
	
	
	

	Identifies discrepancies between monies owed and paid 
	
	
	

	Reviews debtor ledger and investigates monies owed – against terms and conditions 
	
	
	

	Seeks relevant information 
	
	
	

	Verifies bad or doubtful debt with debtor and reason
	
	
	

	Completes appropriate report
	
	
	

	Takes action – mail 2nd copy stamped invoice “past-due” - letter demanding payment - telephone call to debtor - refer to debt collectors
	
	
	

	Understands and applies organisational collection procedures
	
	
	

	Question 31
	
	
	

	Reviews communication with client
	
	
	

	Plans recovery action 
	
	
	

	Recovery action – liaison with client, letters of notice, advice to supervisors/managers/legal office, return of goods, legal action, plaint, dunning letter, letters of demand without prejudice, third party interventions, summons, write-offs
	
	
	


	RECORD OF CONVERSATION

BSBFIA304A  Maintain a general ledger 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 32: 
In processing a journal entry, what have you checked, verified and prepared before entering the data?

Question 33:
After entering and allocating the data, how did you check your accuracy?

Question 34
What are some of the typical processing errors you have encountered when processing journals? 

Question 35:
Explain a trial balance and the steps you have taken to prepare a trial balance. 

	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.

	Question 32
	Legislation and compliance requirements 
Industry codes of practice
Company policies and procedures
Business communication
Computer systems 
Security measures and accurate filing 
Accurate data entry
Accounting principles
	
	

	Examines documents (suspense reports/reconciliations) for accuracy, completeness and authorisation 
	
	
	

	Checks journal is accurate and complete
	
	
	

	Prepares journal in timely manner
	
	
	

	Seeks authorisation of journal
	
	
	

	Question 33
	
	
	

	Checks entry and allocation of data during processing 
	
	
	

	Examines processing report 
	
	
	

	Reconciles processing report
	
	
	

	Adjusts entries as required 
	
	
	

	Checks again for reconciliation
	
	
	

	Question 34
	
	
	

	Journal entry incomplete
	
	
	

	Debits don’t equal credits
	
	
	

	Posting incomplete
	
	
	

	Budget not available
	
	
	

	Invalid / blocked account codes
	
	
	

	Control total errors
	
	
	

	Scheduling errors for recurrent journals
	
	
	

	System rules prohibit entry
	
	
	

	Posting period closed
	
	
	

	Question 35
	
	
	

	Trial balance is an accounting term for a report that lists the balances of all the accounts of a business at a given date.
	
	
	

	Trial balance can be produced at any time of the year (often monthly) 
	
	
	

	Records debit balances and credit balances in separate columns 
	
	
	

	Checks totals of two columns balance (should equal)
	
	
	

	Checks accuracy of postings 
	
	
	

	Makes adjustments as required 
	
	
	

	Prepares final trial balance 
	
	
	


	RECORD OF CONVERSATION

BSBFLM303C  Contribute to effective workplace relationships 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 36:
Describe a time when you have used your communication skills to relay information; eg 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?

Question 37:
Explain the action you have taken when a problem was identified in your team. How did you contribute to a positive outcome?

Question 38:
How have you minimised issues and difficulties that may have occurred because of workplace misunderstandings due to cultural or personal differences?

	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.

	Question 36
	Company policy, guidelines and procedures 

Assistance sought from appropriate personnel

Discrimination guidelines 

Effective communication techniques

Written communication and company documents

Recording systems 

Industry legislation, regulations and codes of practice
	
	

	Gains information required – instructions, records, policy, procedure
	
	
	

	Uses information to suit the purpose
	
	
	

	Seeks clarity or further information 
	
	
	

	Uses appropriate speech and language
	
	
	

	Uses suitable communication technique – face-to-face, written, verbal, non-verbal, technology based 
	
	
	

	Relays information – presents, sells benefits, negotiates, advocates
	
	
	

	Confirms understanding of information 
	
	
	

	Correspondence is prepared as required
	
	
	

	Techniques
	
	
	

	Uses effective and appropriate communication skills
	
	
	

	Shows respect and sensitivity to others
	
	
	

	Defines own role in achieving outcomes 
	
	
	

	Cooperates with others 
	
	
	

	Negotiates outcomes 
	
	
	

	Problems solves 
	
	
	

	Contributes to discussion appropriately 
	
	
	

	Question 37
	
	
	

	Interacts with other to identify problem
	
	
	

	Reflects on current practices and recognises where improvements are required in own work (eg minimising waste, streamlining processes, avoiding duplication)
	
	
	

	Offers suggestions 
	
	
	

	Analyses possible solutions
	
	
	

	Contributes to decision making
	
	
	

	Manages self within the problem solving process
	
	
	

	Supports in implementing change within task
	
	
	

	Encourages and supports others 
	
	
	

	Carries on to complete task with team 
	
	
	

	Collaborates with team to implement change
	
	
	

	Question 38
	
	
	

	Respects difference in culture/customs/personal situation
	
	
	

	Practices cultural inclusion
	
	
	

	Avoids bias and stereotyping
	
	
	

	Adopts a sensitive approach
	
	
	

	Uses simple directions and instructions
	
	
	

	Speaks slowly for those whose are from NESB
	
	
	

	Resolves misunderstandings/conflict
	
	
	

	Uses positive gestures and body language
	
	
	


	RECORD OF CONVERSATION

BSBFLM305C  Support operational plan  


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 39: 
In your experience, what are the most important factors in implementing an operational plan?

Question 40: 
Give examples of how you have successfully implemented operational plans for a business, department or section.
Question 41: 
How have you determined the human resource and other physical resource requirements for your business needs and acquired these resources?

Question 42: 
Outline the systems and processes you have used to effectively implement the operational plan, and to monitor operational performance.
	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.

	Question 39
	Risk management

Budget and resource management

Contingency management

Mentoring, coaching, and training

Interpersonal skills 

Effective communication

Leadership and teamwork
	
	

	Relates to organisational business plan and other policies
	
	
	

	Collecting resource information and analysing the information
	
	
	

	Setting performance indicators
	
	
	

	Gaining to team members acceptance and understanding of plan
	
	
	

	Acquiring appropriate resources
	
	
	

	Regular monitoring of KPIs
	
	
	

	Planning for, and managing, contingencies in the event changes KPIs are not achieved
	
	
	

	Communicating to staff and stakeholders
	
	
	

	Question 40
	
	
	

	Identifies appropriate resource information
	
	
	

	Identifies linkages to organisation’s business plan or other higher level plan
	
	
	

	Plans for contingencies
	
	
	

	Monitors plan and achievement of KPIs
	
	
	

	Recruits employees to meet plan’s objectives
	
	
	

	Monitors financial targets and budgets
	
	
	

	Links in with organisation’s continuous improvement strategy
	
	
	

	Gives support and mentoring to employees to achieve plan
	
	
	

	Question 41
	
	
	

	Gathers and analyses information from specialists e.g. finance or HR manager
	
	
	

	Includes requirements of organisation performance or business plan
	
	
	

	Analyses outputs, staff and equipment required for break-even
	
	
	

	Acquires physical resources and services
	
	
	

	Question 42
	
	
	

	Key performance indicators
	
	
	

	Financial management tools, including budget performance
	
	
	

	Human resource management tools
	
	
	

	Quality system
	
	
	

	Systems for addressing unsatisfactory performance
	
	
	

	Implementation of continuous improvement systems
	
	
	

	Employee performance management
	
	
	


	RECORD OF CONVERSATION

BSBFLM312B  Contribute to team effectiveness


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 43:
Choose an example of a task that you have completed with others, and explain how you have worked within the team.
Question 44:
How did the team monitor their activities to ensure the job would be completed on-time?
Question 45:
What attributes do you need to work effectively in a team environment?

	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.

	Question 43
	Standard Operating Procedures

Workplace documentation
Effective communication

Company policy and procedures
	
	

	Understands common goals and objectives of team
	
	
	

	Establishes roles and responsibilities of each person
	
	
	

	Plans and organises tasks, allocates roles to each person, can rotate tasks within team
	
	
	

	Draws on expertise of others
	
	
	

	Allocates timeframes to each task
	
	
	

	Sets ground rules
	
	
	

	Performs tasks
	
	
	

	Works to agreed goals
	
	
	

	Question 44
	
	
	

	Mutual planning and allocation of work within team
	
	
	

	Coordinates with others: eg where tasks are interdependent
	
	
	

	Reviews progress against plan
	
	
	

	Identifies and resolves problems
	
	
	

	Adapts and adjusts process as needed
	
	
	

	Question 45
	
	
	

	Good listening skills
	
	
	

	Good communication skills – clear, concise and honest
	
	
	

	Establish relationship with supervisor and work team
	
	
	

	Understand group dynamics and how to reach agreement
	
	
	

	Contribute to group goals and planning, offer opinions
	
	
	

	Participate enthusiastically: collaborate, cooperate, share responsibility
	
	
	

	Ability to respect others opinions and diversity
	
	
	

	Support others, give feedback
	
	
	

	Open to new ideas and innovation
	
	
	


	RECORD OF CONVERSATION

BSBINM201A Process and maintain workplace information


CANDIDATE’S NAME:     
  ASSESSOR’S NAME:     
   DATE:
     

Question 46:
Discuss how you have collected, processed, stored and maintained workplace information. 

	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.

	Collect information:
	Workplace policies and procedures

OH&S legislation

Effective communication

Privacy legislation

Archiving processes
	
	

	Records information from variety of sources
	
	
	

	Maintains confidentiality during the collection process
	
	
	

	Uses a variety of medium to collect information
	
	
	

	Uses appropriate technology to collect information
	
	
	

	Process and stores information:
	
	
	

	Files are created and maintained – manual, computer, database
	
	
	

	Processes information in a timely manner
	
	
	

	Processes information according to organisational requirements
	
	
	

	Disseminates information in a timely manner according to audience needs
	
	
	

	Maintains information:
	
	
	

	Implements filing systems
	
	
	

	Removes inactive files
	
	
	

	Archives files according to organisational procedures
	
	
	

	Updates and maintains current filing systems
	
	
	

	Demonstrates confidentiality and security processes
	
	
	


	RECORD OF CONVERSATION

BSBINM202A Handle mail


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 47:
What is your process for receiving and distributing incoming mail?

Question 48:
How do you correctly prepare mail for dispatch?
Question 49:
Assuming you have an urgent delivery, how do you ensure it will arrive at its destination on time?

Question 50:
How do you organise and send electronic mail?

	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.

	Question 47
	Standard operating procedures

Confidentiality requirements

Effective communication
	
	

	Describes organisational policy
	
	
	

	Demonstrates experience in receiving and registering mail
	
	
	

	Demonstrates understanding of distribution system
	
	
	

	Describes manual and electronic recording and distribution systems used in workplace
	
	
	

	Question 48
	
	
	

	Calculating and paying postage
	
	
	

	Registering mail where appropriate
	
	
	

	Organising express mail where required
	
	
	

	Recording mail details in accordance with company policy
	
	
	

	Arranging best delivery option
	
	
	

	Question 49
	
	
	

	Follows organisational procedures
	
	
	

	Identifies courier service as soon as possible
	
	
	

	Secures and packages item appropriately
	
	
	

	Labels item appropriately
	
	
	

	Completes necessary documentation
	
	
	

	Records documentation appropriately in event of later follow up
	
	
	

	Question 50
	
	
	

	Prepares and saves distribution lists e.g. marketing campaigns
	
	
	

	Prepares and checks mail messages
	
	
	

	Ensures mailout does not interrupt system capability 
	
	
	

	Records outgoing mail electronically
	
	
	


	RECORD OF CONVERSATION

BSBINM301A Organise workplace information 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 51: 
Provide some 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 up-to-date?

Question 52: 
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?

Question 53:
How do 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?

	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.

	Question 51
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management
	
	

	Format 

hard copy – memo, newsletter, letter, etc

electronic – email, presentation, etc
	
	
	

	Accesses paper-based or electronic information 
	
	
	

	Accesses intranet
	
	
	

	Interviews others 
	
	
	

	Discusses activities with others
	
	
	

	Undertakes research 
	
	
	

	Ensures documents are the latest version 
	
	
	

	Checks no changes to documents are planned in the near future 
	
	
	

	Ensures the information is sufficient and accurate
	
	
	

	Question 52
	
	
	

	Electronic procedures for storage in directories, sub directories, back-up copies, network system
	
	
	

	Storage on compact disks, hard or floppy disks, back-up systems
	
	
	

	Filing of hard copies of correspondence, computer generated documents
	
	
	

	Procedures for changing, saving, formatting and naming documents 
	
	
	

	Procedures for privacy and security of documents and files 
	
	
	

	Accesses data following procedures – privacy, storage, safe storage, administration systems, maintenance 
	
	
	

	Question 53
	
	
	

	Discusses information at team meetings
	
	
	

	Organises focus groups to review information needs
	
	
	

	Asks others to advise of changes to information 
	
	
	

	Identifies gaps in information needs
	
	
	

	Identifies problems accessing information 
	
	
	

	Seeks customer input if relevant to information 
	
	
	

	Changes information after assesses feedback
	
	
	

	Changes are relevant to organisation goals and objectives  
	
	
	


	RECORD OF CONVERSATION

BSBINM302A  Utilise a knowledge management system


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 54: 
Describe your organisation’s knowledge management system and the information you were provided on how to use the system.

Question 55:
When inputting data, what measure do you take to ensure errors do not occur? What do you do if an error does occur?

Question 56:
Provide some examples where work practices in your organisation were improved as a result of feedback from the use of the knowledge management system.

	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.

	Question 54
	Legislation and Acts 

Codes of practice 

Company policies and procedures 

Data management

Information technology  
	
	

	Planned system to manage knowledge within the organisation and among stakeholders
	
	
	

	Comprises range of strategies, methods, activities and techniques to manage knowledge 
	
	
	

	Used to identify, collect, organise, store, retrieve, analyse, share and apply knowledge 
	
	
	

	Operating instructions and user manuals 
	
	
	

	Templates for collection of input to the system
	
	
	

	Criteria for the selection and filtering of input to the system 
	
	
	

	Procedures covering data collection, storage and retrieval, privacy and confidentiality, quality
	
	
	

	Question 55
	
	
	

	Prepares input in line with the system  
	
	
	

	Checks input for accuracy, clarity, currency and relevance  
	
	
	

	Checks system for input errors
	
	
	

	Provides feedback on input and the system
	
	
	

	Reports errors to supervisor/manager or designated personnel 
	
	
	

	Question 56
	
	
	

	Decisions are based on more valid, reliable and timely information 
	
	
	

	Ethical, legal and policy requirements are seamlessly integrated in to decision making  
	
	
	

	Knowledge serves as a unifying concept for cross-functional issues and interactions 
	
	
	

	Knowledge management concepts and products can impact on streamlining organisation and systems 
	
	
	


	RECORD OF CONVERSATION

BSBINN201A  Contribute to workplace innovation


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 57: 
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 58: 
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 59: 
In making a decision in your workplace, how have you ensured you made an informed decision?

	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.

	Question 57
	Company policies and procedures 

Legislation 

Company strategic objectives

Quality work standards

Continuous improvement 
	
	

	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 58
	
	
	

	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 
	
	
	

	Acts fairly and ethically at all times
	
	
	

	Respects individual differences 
	
	
	

	Uses initiative to improve work practices
	
	
	

	Helps others complete work 
	
	
	

	Question 59
	
	
	

	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 
	
	
	


	RECORD OF CONVERSATION

BSBITU203A Communicate electronically


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     _______
Question 60: 
How have you participated in communication electronically?  Give examples.

Question 61: 
What records were kept of this communication?

Question 62: 
Were you involved in organising the setup of this communication?  If so, what organisational procedures or policies did you follow?

Question 63: 
Give an example of the guidelines and protocols you followed for online conferencing?

	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.

	Question 60
	Legal requirements
Privacy, confidentiality 

Intellectual property protocols
'Netiquette' and internet protocols
	
	

	Examples may include: teleconferencing, videoconferencing, collaboration software, live chat, whiteboarding, bulletin boards, electronic groups
	
	
	

	Provides information on the type of equipment and software used
	
	
	

	Has knowledge of process and instructions for operation of software/technology
	
	
	

	Follows organisational policies and procedures in relation to online communication
	
	
	

	Question 61
	
	
	

	Documents / records online communication i.e. agenda, minutes, action plans and follow up
	
	
	

	Ensures legal and ethical requirements for online collaboration are met
	
	
	

	Question 62
	
	
	

	Follows procedures, protocols and meeting behaviour for electronic conferencing
	
	
	

	Sources technology requirements for electronic conferencing
	
	
	

	Uses software features during conferencing
	
	
	

	Refers to manufacturer’s instructions for use of equipment, and associated help manuals
	
	
	

	Arranges technical advice when difficulties occur
	
	
	

	Question 63
	
	
	

	Example provided of guidelines for collaborations in online conferencing
	
	
	

	Identifies specific guidelines relating to online electronic communication to meet organizational requirements
	
	
	

	Outlines meeting rules, i.e. agenda, minutes, ongoing actions etc. that were adopted
	
	
	

	Identified record keeping procedures followed
	
	
	


	RECORD OF CONVERSATION

BSBITU301A  Create and use databases


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:     _______________________   DATE:     

Question 64: 
Discuss a variety of databases you have created. How did you decide what information should be included in each one?

Question 65: 
Describe how you have used a database to input data, run queries and generate reports.
	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.

	Question 64
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management 

Information technology
	
	

	Identifies a minimum of three databases created

(Using databases without creating them is not sufficient to meet the requirements of this unit)
	
	
	

	Identifies what information needs to be captured and designs database accordingly
	
	
	

	Creates tables in design view, using wizard or by entering data
	
	
	

	Question 65
	
	
	

	Opens existing database
	
	
	

	Inputs data as required, or in batches
	
	
	

	Checks any data input against source documents
	
	
	

	Saves changes
	
	
	

	Uses software functions eg filters, formulae, relabelling field, etc
	
	
	

	Identifies search parameters and uses software accordingly
	
	
	

	Uses tables, forms and report wizards
	
	
	

	Uses data export functions
	
	
	

	Generates reports and checks output meets requirements
	
	
	

	Applies formatting to reports/data
	
	
	


	RECORD OF CONVERSATION

BSBITU302A  Create electronic presentations 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     ______________________   DATE:     
____
Question 66: 
When creating an electronic presentation, what factors you have considered regarding content, design and organisational requirements.

Question 67: 
Aside from creating an electronic presentation, explain other factors you have considered as part of the presentation e.g. rehearsals, additional material requirements, room preparation.

	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.

	Question 66
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management 

Information technology
	
	

	Content 
	
	
	

	Purpose of presentation
	
	
	

	Audience 
	
	
	

	Type of presentation (slide show, transparencies)
	
	
	

	Graphics and other illustrations
	
	
	

	Supporting documents (handouts)
	
	
	

	Equipment 
	
	
	

	Timelines 
	
	
	

	Design
	
	
	

	Font size and type for readability 
	
	
	

	Visual balance 
	
	
	

	Effective content presentation 
	
	
	

	Colours
	
	
	

	Incorporation of graphics and other illustrations
	
	
	

	Transitions 
	
	
	

	Animations 
	
	
	

	Video clips/sound/music
	
	
	

	Organisational requirements 
	
	
	

	Logos 
	
	
	

	Standards design polices, style guide
	
	
	

	Task requirements 
	
	
	

	Image requirements 
	
	
	

	Question 67 
	
	
	

	Rehearses or reviews content, order of slides, readability, pace and timing 
	
	
	

	Prepares materials – speaker notes, handouts
	
	
	

	Prepares room – seating numbers, cleanliness, water, tea and coffee, catering, mints, pens and pads 
	
	
	


	RECORD OF CONVERSATION

BSBITU305A Conduct online transactions 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 68:
What are important considerations when establishing an online payment facility?

Question 69:
What steps do you take when using online systems to make payments in your jobs?
Question 70:
How do you ensure accurate record keeping of online payments?
	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.

	Question 68
	Standard operating procedures

Confidentiality legislation

Online security systems

Risk management


	
	

	System complies with organisation’s online polices and codes of practice
	
	
	

	Adequate guarantees are provided
	
	
	

	System provides adequate privacy/confidentiality safeguards
	
	
	

	System provides adequate safeguards from intrusion
	
	
	

	Question 69
	
	
	

	Uses secure access information correctly
	
	
	

	Keeps access authority secure at all times
	
	
	

	Checks invoices for accuracy
	
	
	

	Follows appropriate policy in making payments
	
	
	

	Keeps within payment authority maximum limits
	
	
	

	Reports system problems to correct authority
	
	
	

	Question 70
	
	
	

	Follows company policy for record keeping
	
	
	

	Ensures transactions are appropriately saved or printed
	
	
	

	Undertakes regular backup of information
	
	
	

	Demonstrates understanding of online system used by organisation
	
	
	


	RECORD OF CONVERSATION

BSBITU306A  Design and produce business documents 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 71 
Describe some documents you have produced recently at work and the design format of each document. What technology and software did you use? What information did you access to complete the document? 

Question 72: 
How have you ensured completed documents meet quality standards and task requirements? 

Question 73:
Explain a time when you had difficulty producing a document due to a lack of knowledge of a software package and how you overcame this. 

	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.

	Question 71
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management 

Information technology
	
	

	Documents

text documents – letters, memos, reports, newsletters

spreadsheets – budgets, financial reports, costings database reports 
	
	
	

	Design includes – styles, headers/footers, bullets, numbering, font, page set up
	
	
	

	Technology – computer, printer, scanner
	
	
	

	Software relevant to business documents e.g. Word, Excel, Access, PowerPoint
	
	
	

	Accesses information (policy, procedures, work instructions, forms, internet)
	
	
	

	Question 72
	
	
	

	Proofreads the document carefully
	
	
	

	Checks task requirements against document
	
	
	

	Checks layout before printing using print preview 
	
	
	

	Checks layout after printing 
	
	
	

	Stores document appropriately 
	
	
	

	Question 73
	
	
	

	Explains difficulty with software function
	
	
	

	Seeks online help
	
	
	

	Sources software manual
	
	
	

	Reads training manual
	
	
	

	Calls help desk
	
	
	

	Calls software supplier 
	
	
	


	RECORD OF CONVERSATION

BSBPRO301A  Recommend products and services 


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 74: 
Describe the products and services offered by your organisation and discuss how you keep your knowledge current on these products and services.

Question 75: 
Tell me about a time you recommended products and services to a customer. Where did you source information on the product/service and what factors did you consider in your recommendation?

Question 76:
In advising on promotional activities of products/services, what types of advice have you provided and what data did you base your advice on?

Question 77:
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? 

	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.

	Question 74
	Legislation 
Industry standards 
Company policies and procedures
Business communication skills
Customer special needs
	
	

	Describes products/services features and characteristics
	
	
	

	Reads product manual
	
	
	

	Learns about services features and offerings
	
	
	

	Seeks information on internet/intranet
	
	
	

	Talks to industry associations 
	
	
	

	Attends conferences
	
	
	

	Seeks supplier information 
	
	
	

	Researches competitors product and service information 
	
	
	

	Question 75
	
	
	

	Discusses product and/or service recommended 
	
	
	

	Sources information from company product/service dbase
	
	
	

	Sources information from hard copy product/service specifications 
	
	
	

	Refers to personal copies of catalogues and price lists 
	
	
	

	Shows brochures and information cards/flyers 
	
	
	

	Considers company requirements – availability of stock, service availability, sales targets, budgets 
	
	
	

	Considers customer needs – price range, product quality, service delivery standards, delivery options 
	
	
	

	Question 76
	
	
	

	Most appropriate types of promotional material 
	
	
	

	Cost of promotional activities within budget resources 
	
	
	

	Target groups 
	
	
	

	Based on 
	
	
	

	Knowledge of product/service 
	
	
	

	Knowledge of customer group 
	
	
	

	Customer feedback/surveys /complaints
	
	
	

	Sales figures/trends
	
	
	

	Returned goods 
	
	
	

	Lost customers 
	
	
	

	Question 77
	
	
	

	Unsolicited feedback – verbal or written 
	
	
	

	Customer surveys/questionnaires 
	
	
	

	Suggestion box
	
	
	

	Feedback used to 
	
	
	

	Repeat or improve upon what has worked well in the past 
	
	
	

	Improve promotional activities 
	
	
	

	Use financial and other resources more effectively 
	
	
	


	RECORD OF CONVERSATION

BSBSBM301A  Investigate micro business opportunities


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:
     

Question 78:
In considering your own business opportunities, what would you consider to be your personal business skills and business opportunities?
	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

	Question 78
	OH&S policy

Business principles

Principles of risk management

Research skills

Relevant industry Codes of Practice


	
	     

	Investigates own business opportunities and feasibility of the business viability
	
	
	

	Consults with specialist services and reviews emerging technologies and alternative business methodologies
	
	
	

	Assesses risks, returns and resources
	
	
	

	Reviews own financial, business and technical skills
	
	
	

	Assesses own personal skills and attributes against those necessary to operate the business
	
	
	


	RECORD OF CONVERSATION

BSBSUS201A  Participate in environmentally sustainable work practices


CANDIDATE’S NAME:      
  ASSESSOR’S NAME:       
   DATE:      

Question 79:
What workplace environmental issues are you aware of?

Question 80:
How do you monitor your own usage of resources?
Question 81
What potential workplace hazards could you identify?

Question 82:
What do you think is the aim of OH&S legislation and what responsibilities does it place upon an employer?

Question 83:
What should you do if you identify work place practices that could be detrimental to the environment?

Question 84:
What could you do to improve your own resource efficiency?
	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.

	Question 79
	Accessing, interpreting and complying with legislation 

Capacity to utilise  organisational information  

Organisational improvements by applying efficient resource use to daily activities

Knowledge of environmental and resource hazards/risks.


	
	

	Promoting more efficient production and consumption of natural resources, eg  minimising waste by participating in or using a waste management system

Using resources efficiently such as material usage, energy usage (seeking alternative sources of energy or energy conservation) or efficient power usage
	
	
	

	Question 80
	
	
	

	Documenting resources in work area

Checking invoices from suppliers

Measuring resource usage 

Reports from staff involved in the process of identifying and implementing improvements
	
	
	

	Question 81
	
	
	

	Will vary according to particular work environment but may relate to safe storage of cleaning chemicals, printing consumables, occupationally related materials

Appropriate removal of waste products
	
	
	

	Question 82
	
	
	

	Understanding of application of legislative and occupational health and safety (OHS) guidelines
Understanding of the organisational policies and procedures that exist and how they relate to the employer as well as the employee

Duty of care 


	
	
	

	Question 83
	
	
	

	Report hazards/risks to supervisor
Identify legislative requirements

Check with team members and other work teams
	
	
	

	Question 84
	
	
	

	Photocopier usage

Email usage rather than printing

Turning lights off

Paper recycling 

Make suggestions to supervisor or management regarding issues such as recycling or improved waste techniques
	
	
	


	
RECORD OF CONVERSATION

BSBWOR204A  Use business technology


CANDIDATE’S NAME:
     
  ASSESSOR’S NAME:
     
   DATE:     
Question 85:
Discuss the types of digital technology you have regularly used in your work. What software have you used? What peripherals have you used?

Question 86:
How does your organisation maintain the security and integrity of electronic data?

Question 87: 
What are some of the simple maintenance steps with regards to common business technology that you have followed?

	KEY POINTS

The candidate’s response should reference these key points
	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

	Question 85
	Workplace procedures and guidelines

Information security

Work safety practices

Manufacturer’s instructions for equipment
	
	

	Digital technology: computer technology, such as laptops and PCs, digital cameras, PDAs, mobile phones, Blackberry, iPods
	
	
	

	Software: email, internet browsers, word processing, spreadsheet, database, accounting, or presentation packages, enterprise specific applications
	
	
	

	Peripherals:  discs, CD-ROMs, USBs, zip drives, modems, scanners, printers, keyboards, mouse
	
	
	

	Question 86:
	
	
	

	Security access to electronic data (eg. logon, password, etc)
	
	
	

	Secure storage and location of data (eg. air-conditioned rooms)
	
	
	

	Virus protection / firewalls
	
	
	

	Regular back ups
	
	
	

	Question 87
	
	
	

	Follows maintenance schedules
	
	
	

	Routinely checks equipment during/after use
	
	
	

	Identifies faults are identified and takes required action
	
	
	

	Keeps log book up to date
	
	
	

	Cleans keyboards, mouse, screen regularly
	
	
	

	Replaces faulty equipment
	
	
	


SECTION D

Practical Tasks and 

Observation Recording Sheets

You use this section to assist you in determining a candidate’s competency in those areas where they have not yet successfully demonstrated their skills, knowledge and prior experience. Therefore, candidates are not required to complete all tasks. You select tasks after considering available evidence collected through previous phases and according to context and needs of each candidate.

	PRACTICAL TASKS


Candidates are not required to complete all tasks. The Assessor is to select tasks after considering available evidence collected through previous phases and according to the context and needs of each candidate.

	Unit of Competency
	Practical Task

	BSBADM301B

Produce texts from shorthand notes

BSBADM302B

Produce texts from notes

BSBADM303B

Produce texts from audio transcription
	Task 1

This task requires you to 

(a) write text in an email format and 

(b) design and produce a memo from notes, shorthand notes or audio transcripts (depending on the specific unit being assessed). 

Your assessor will read out text for 3 email messages and a memo to be distributed to employees – refer to Section E for practical task resources.

	BSBADM307B

Organise schedules
	Task 2

This task requires you to demonstrate how you schedule an appointment for 3 work colleagues to meet. 
In your workplace or a simulated environment access the diaries of 3 other staff members and arrange a meeting on Wednesday of the following week. Reschedule other conflicting appointments to ensure all 3 can attend.

	BSBADM311A

Maintain business resources
BSBINN201A

Contribute to workplace innovation

	Task 3
Scenario

Graham, the Information Technology Manager has advised that the decision to introducing some new IT systems has been made. It has been negotiated that IT technicians will visit the workplace after hours to perform the installation. Graham has requested that you assist with the administrative functions required to manage this task. Your involvement requires the purchasing of 7 new computers, consulting with staff, managing the scheduling of work, coordinating and monitoring work requirements. Administrative staff are unaware that this decision has been made, but they have been requesting an upgrade for several months.

Outline and discuss with your Assessor what you would do to:

(a) communicate with the administration team 

(b) order required new computers for installation by technicians

(c) schedule work  with technicians

(d) advise staff of details such as date, time of roll-out etc

(e) assist staff prepare current environment ready for transition

(f) facilitate entry of IT technicians to the building after hours

(g) ensure appropriate lists, check sheets were provided to IT technicians
(h)

provide support after the upgrade.

	BSBCMM201A

Communicate in the workplace
	No practical task included

	BSBCMM301A

Process customer complaints
BSBCUS301A

Deliver and monitor a service to customers
BSBDIV301A

Work effectively with diversity
BSBFLM303C

Contribute to effective workplace relationships

	Task 4

This task requires you to demonstrate your product/service knowledge, handle a complaint and maintain relationships for a positive outcome. 

Options

· if you are being assessed in your workplace you may be able to help a customer and have your assessor observe you. In this case it may not be a complaint you handle but could be an enquiry or sale – read all the key points to demonstrate below before approaching a customer

· if you are not being assessed in your workplace or there are no customers for you to interact with and be observed then refer to your records on a complaint you have handled in the past. Step through the complaint with your assessor discussing the key points below.

Key points to demonstrate:

Task 4a
Respond to a customer complaint or complex enquiry 

Task 4b
Identify needs and provide options

Task 4c
Product/service knowledge – discuss any current promotions 

Task 4d
Delivery of product/service to meet needs

Task 4e
Ability to maintain relationships with customer, team and networks 
Task 4f
Monitor the outcome to ensure customer satisfaction 


	BSBFIA302A

Process payroll

BSBFIA303A

Process accounts payable and receivable

BSBFIA304A

Maintain a general ledger

BSBCMN308A

Maintain financial records
	Task 5
Using a computerised accounting system in your workplace or a simulated environment demonstrated the following:

Task 5a
Process payroll and show how you access information to handle 


payroll 
enquiries

Task 5b
Process accounts payable and receivable

Task 5c
Reconcile debtors and creditors subsidiary ledger with the General 

Ledger.

Task 5d
Enter general ledger transactions/adjustments
Task 5e
Process journal entries and prepare a trial balance

	BSBFLM305C

Support operational plan
	No practical task included

	BSBFLM312B

Contribute to team effectiveness
	No practical task included

	BSBINM201A

Process and maintain workplace information
	No practical task included

	BSBINM202A

Handle mail
	No practical task included

	BSBINM301A

Organise workplace information
BSBITU302A

Create electronic presentations
	Task 6

This task requires you to collect, assess and organise information on your organisation’s products and/or services in order to create an electronic presentation. 
Discuss with your assessor the products and services offered in your workplace on which you can create an electronic presentation.

	BSBINM302A

Utilise a knowledge management system
	Task 7

This task requires you to access and use a knowledge management system in your workplace or a simulated environment. Show your assessor how the system is structured and

· what sort of  inputs you are responsible for and how they are entered

· how you contribute to monitoring the system
· any enhancements or improvements you have made or recommended to the system or in its use 


	BSBITU203A

Communicate electronically
	Task 8
(This may be undertaken in written form using Section E or by verbal discussion with the Assessor)

You have been given the task of organizing a meeting by internet streaming and videoconference for your work team with your supervisor who is at an alternative work site.

You must access your organisation’s policies and procedures in relation to online electronic communication and identify where there may be differences in your online communications to those of your office-based meetings.

a) State the type of equipment you would use

b) State the type of software you would use

c) Outline the process for collaboration and the parameters required in order to hold this teleconference.

d) Briefly summarise the process for the teleconference from pre-start to winding up and completing the teleconference.

e) State any legal or legislative issues you would have to address.

f) State how you would record the above teleconference, i.e. what you would use and where it would be recorded.



	BSBITU301A

Create and use databases
	Task 9 
Create a new customer database using information available at your workplace. You are required to:

(a) in design view, create a form to assist in data entry

(b) add a form header to describe what the database is recording

(c) apply a simple formula to calculate any totals

(d) prepare a query  (discuss with your Assessor)

(e) prepare a report  (discuss with your Assessor)

(f) insert your name in the report footer (centred), print a copy and submit to the Assessor
(g) store the document electronically


	BSBITU305A

Conduct online transactions
	No practical task included


	BSBITU306A

Design and produce business documents
	No practical task included

	BSBPRO301A

Recommend products and services
	No practical task included

	BSBSMB301A

Investigate micro business opportunities
	No practical task included

	BSBSUS201A

Participate in environmentally sustainable work practices
	No practical task included

	BSBWOR204A

Use business technology
	No practical task included


	OBSERVATION RECORDING SHEET

Practical Tasks


CANDIDATE’S NAME:
     
  SIGNATURE:       
   DATE:       

ASSESSOR’S NAME:
     
  SIGNATURE:       
   DATE:       

LOCATION:
     


NB: The skills listed below must be verified by a competent assessor through observed demonstration either in the candidate’s workplace as part of the candidate’s normal work duty OR as part of a practical assessment/demonstration set by the assessor.

	Unit and element covered in task
	Task No.
	Observable behaviours in task
	Industry requirements
	Assessor’s comments
	Indicate if behaviour observed
	Date assessed

	BSBADM301B

Produce texts from shorthand notes

BSBADM302B

Produce texts from notes

BSBADM303B

Produce texts from audio transcription
	1
	Prepares to take notes, shorthand (60 words/minute) or audio transcription

Clarifies purpose and requirements of the text/document 

Records notes in timely manner 

Clarifies terms or information not understood 

Produces text from notes 

Edits and revises text 
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management 

Information technology
	
	
	

	
	1b
	Prepares to take notes, shorthand (60 words/minute) or audio transcription

Clarifies purpose and requirements of the text/document 

Records notes in timely manner 

Clarifies terms or information not understood 

Selects a plan resources

Plans and designs document

Edits and reviews document 

Produces document and stores securely according to requirements
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management 

Information technology 
	
	
	

	BSBADM307B

Organise schedules
	2
	Accesses diary of other staff members

Determines individual diary requirements

Established availability of staff members 

Enters meeting time

Reschedules conflicting appointments 

Records new appointments 

Confirms with attendees  
	Legislation 

Company policies and procedures 

Time constraints 

Job description
	
	
	

	BSBADM311A

Maintain business resources
BSBINN201A

Contribute to workplace innovation

	3
	Accesses policies, procedures and other documents relating to change/innovative practices/and maintenance of business resources
Decisions are made based on advantages, negatives, consequences, feedback and consultation
Prioritises work

Identifies parameters in demonstrating initiative

Encourages others to be innovative 

Model high standards of business practice

Influence individuals and groups positively

advise on resource requirements

monitor equipment/resource usage/maintenance

Clarify ideas to improve work practices

Advise on innovative work practices

Support implementation of new work practices

Uses business technology to monitor equipment use

Compares usage against budget

Seeks and logs maintenance services

Consults with team 

Acquires resources 

Checks delivery of order for quality and quantity

Seeks ways to improve work practices

Gains feedback on ideas

Advises on innovative work practices 

Support others in new work practices

Encourages and mentors team members on change and new work practices

	Company policies and procedures 

Legislation 

Company strategic objectives

Quality work standards

Continuous improvement

Productivity 

Budgets

Supplier information and manuals 

Waste management
	
	
	

	BSBCMM301A

Process customer complaints
BSBCUS301A

Deliver and monitor a service to customers
BSBDIV301A

Work effectively with diversity
BSBFLM303C

Contribute to effective workplace relationships

	4a
	Responds appropriately to customer complaint (or difficult customer)

Completes complaint documents with customer 

Looks in to complaint 

Discusses findings with customer 

Decides on resolution 

Gains customer agreement on resolution

Refers complaint if unable to resolve 
	Legislation and regulations

Company policies and procedures

Company products, policy terms and conditions 

Communication skills
Customer relation procedures 

Information privacy
	
	
	

	
	4b
	Clarifies needs and expectations

Identifies special needs 

Provides customer information on options available 

Explains any limitations to customer 

Seeks input externally if required
	Legislation and regulations

Company policies and procedures esp. Customer relations
Company products, policy terms and conditions 

Communication skills 
	
	
	

	
	4c
	Applies knowledge of products and services to meet customer needs 

Discusses characteristics, features and benefits with customer

Answers questions 

Recommends product/service appropriate to customer needs 

Discusses promotions on product/service

Confirms product/service meets needs 

Assess cost/impact/benefit of promotion activities
	Legislation 
Industry standards 
Company policies and procedures
Business communication skills
Customer special needs
	
	
	

	
	4d
	Meets customer needs

Maintains customer relationship

Delivers prompt service

Responds to complaints and special needs
	Legislative requirements 

Organisation’s strategic objectives and plans 

Company policies and procedures 

Job descriptions
	
	
	

	
	4e
	Responds appropriately to individual differences (diversity) 

Maintains relationships and works effectively with individual differences 

Seeks input from others to help customer 

Consults network to meet customer needs 

Encourages trust/confidence with customer/others 

Contributes to a positive outcome 
	Legislation and Acts 

Codes of practice 

Company policies and procedures 

Code of conduct
	
	
	

	BSBFIA302A

Process payroll

BSBFIA303A

Process accounts payable and receivable

BSBFIA304A

Maintain a general ledger

BSBFIA301A

Maintain financial records
	5a
	Checks and records payroll data

Calculates and prepares payroll

Reconciles payroll

Corrects errors

Arranges payment

Seeks authorisation for payroll

Produces payroll records and stores records securely

Handles payroll enquiries 
	Legislation, codes and national standards

Company policies and procedures 

Deductions and allowances 

Taxation compliance

Confidentiality

Security
	
	
	

	
	5b
	Maintains financial journals – checks, enters, reconciles and totals transactions

Prepares bank reconciliation – checks, updates, reconciles and totals journals

Prepares reconciliation report 

Maintains accounts payable and receivable – enters transactions, prepares payable/receivable schedule and reconciles with journal or general ledger

Processes payments for accounts payable – reconciles statements and rectifies errors 

Prepares statements for accounts receivable – produces and checks statement and rectifies errors

Follows up outstanding accounts – 

maintains receivable ledger
analyses aged accounts receivable
reports or follows up on outstanding accounts
monitors and reviews credit terms 
	Legislation and compliance requirements
Industry codes of practice
Company policies and procedures
Legal systems and procedures
Computer and communication systems 
Security measures
Accounting principles
	
	
	

	
	5c
	Prepares general journal entries 

Posts journals in general ledger

Reconciles accounts payable and receivable subsidiary ledger with general ledger

Maintains accounting equation 

Prepares trial balance of the ledger system 

Identifies and rectifies irregularities and corrects

Balances trial balance  
	Legislation and compliance requirements 
Company policies and procedures
Business communication
Security measures and accurate filing 
Accurate data entry
	
	
	

	
	5d
	Maintains financial records - checks, enters debit and credit transactions

Maintains general ledger – posts transactions, reconciles debtors and creditors and prepares trial balance

Monitors cash control – 

accounts cash flow

makes and receives payments

collects or follows up outstanding accounts

checks payments and dispatches to creditors 
	Legislation and codes of practice

Company policies and procedures

Privacy and confidentiality
Information technology

Audit requirements

Data security
	
	
	

	BSBINM301A

Organise workplace information
BSBITU302A

Create electronic presentations
	6
	Applies correct ergonomic requirements (chair heights, screen position, posture, lighting, etc)

Creates new file

Uses design view to create form

Enters data

Checks accuracy

Applies simple formulae to calculate totals

Applies search query correctly

Generates reports and checks output meets requirements

Applies formatting to report

Prints and saves file
Establishes method of collecting information

Collects information

Assesses information and how it relates to the presentation 

Determines format of information

Accesses technology to produce presentation 

Organises information to suit audience, format purpose of the presentation 

Enters information on presentation

Reviews information on the presentation

Asks for feedback
Information stored securely according to requirements
	Legislation 

Company policies and procedures 

Workplace documentation 

Data management 

Information technology
	
	
	

	BSBINM302A

Utilise a knowledge management system
	7
	Accesses the knowledge management system

Uses the KM system

Gathers, analyses and prepares information for input 

Makes input/s

Checks for accuracy and currency 

Discusses enhancements to the systems or improvements to work practices 
	Legislation and Acts 

Codes of practice 

Company policies and procedures 

Data management

Information technology
	
	
	

	BSBITU203A

Communicate electronically
	8
	Plan for organizing a videoconference and internet streaming session is provided

Organisation’s policies and procedures in relation to online electronic communication are researched and quoted.

Type of equipment used is stated

Type of software used is stated

Process for collaboration and the parameters required in order to hold videoconference/streaming is documented

Process for videoconference/streaming from pre-start to winding up and completing the teleconference is documented.

Legal or legislative issues to be addressed are stated

Method of recording videoconference/streaming is documented.
	Legal requirements

Privacy, confidentiality 

Intellectual property protocols

'Netiquette' and internet protocols
	
	
	

	BSBITU301A

Create and use databases
	9
	Ability to create simple two table relational databases with reports and queries
Able to manipulate data using queries

Can format data and both store and retrieve  information

	anti-discrimination legislation

ethical principles

codes of practice

privacy laws

occupational health and safety

organisational requirements relating to data entry, storage and presentation

	
	
	


SECTION E

Resources for Practical Tasks

You use this section to access any resources required by the candidate to undertake the practical task/s or scenario/s. They are suggested resources only. You may wish to modify or use other resources for the assessment tasks.

	PRACTICAL TASK 1 


CANDIDATE’S NAME:
     

SIGNATURE:  
     

DATE:  
     

Message 1 - Request for training

	Can you please fill in the details and register a date for training two new staff members.

You will need to do this ASAP as they start next week in their new role.

Sorry for the short notice.  Thanks

Caroline


Message 2 - An appraisal to be signed off and forwarded to your Team Manager

	15/11/02

“Can you please sign off my training as complete and forward on to the Team Manager at his request.”

Betty


Message 3 - An email message from one of the staff reads

	6pm, Thursday, November 14

“As you are aware from our meeting last week, we have a new promotion starting next month and all staff need to be trained prior to its launch. Can you please complete a training schedule including all staff members and put it on my desk by the end of business today.”

Greg Jones


Memo to staff regarding issue of and use of a computer or laptop

Issue of a Computer/Laptop:
· Where the use of a company computer/laptop is included in a staff member’s employment conditions, a computer/laptop will be issued to that staff member for carrying out business activities.

· A mouse, power pack & carry case for laptops and software appropriate to each staff member’s position will also be supplied.

· The computer/laptop and accessories are to be returned upon termination of employment in good and working order.

Use of computer/laptop:

· The computer/laptop is to be used for business purposes only i.e. no personal software installations - downloads, no instant messaging software or usage, no music downloads etc

· All reasonable efforts to maintain the computer/laptop issued including protecting against threats of virus, allowing for software security upgrades, maintaining data integrity, handling with care as fragile and pack away laptops into protective carry case during transportation. 

· Laptops are to be place in protective carry case every day at the close of business and placed in a secure area out of sight within the staff members work area.
As these tasks will be completed at the worksite all resources required for the completion of these tasks should be available at the worksite. It is anticipated that no additional resources will be required.
SECTION F

Third Party Verification

The preferred approach in gaining third party validation is to take the forms in this section to the candidate’s previous employers or referees to gain confirmation of the candidate’s skills against the required competencies. This would be done during a conversation or interview with these people. 

It may be beneficial to make contact with the employers/referees early in the recognition process to make appointments, particularly if you have to travel some distance to visit them. This may be done on the same day as a practical assessment in the workplace if appropriate.
It is recommended that verification be obtained from one or two referees who can confirm the candidate’s industry skills in context over time.
REFEREE TESTIMONIAL

Date:           
To whom it may concern,

RE: 






skills in/as 






(insert candidate name) 





(insert industry/job title) 

I certify that the above named person has worked at 





 for a period of 
 ________ years and regularly undertaken the following activities within the workplace since commencing employment with this organisation: 

( Initial those skills/ competencies (below) that the candidate has or can successfully perform in the workplace
· Handle mail

· Conduct online transactions
· Contribute to team effectiveness

· Investigate micro business opportunities

· Participate in environmentally sustainable work practices

· Produce texts from shorthand notes

· Produce text from notes

· Produce texts from audio transcription

· Create and use databases

· Create electronic presentations

· Organise schedules

· Process payroll

· Process accounts payable and receivable

· Maintain a general ledger

· Contribute to workplace information

· Design and produce business documents

· Maintain business resources

· Maintain  financial records

· Recommend products and services

· Deliver and monitor a service to customers

· Utilise a knowledge management system

· Work effectively with diversity

· Process customer complaints

· Contribute to effective workplace relationships

· Support operational plan

RE: 









(insert candidate name)
· Communicate electronically

· Process and maintain workplace information
· Communicate in the workplace

· Use business technology
If you would like any further information or would like to discuss any of the above, I can be 
contacted on 




Yours sincerely

Signature
Print Name and Position

SECTION G

Assessment Tables

You use these tables as a reference tool to see at a glance which units/elements of competency are within the qualification. 

Question numbers refer to those found in SECTION C of this kit.

Practical assessment/scenarios numbers refer to those found in SECTION D of this kit.

It is important to note that this section is used for validation purposes only. Any mapping should be done after questions and tasks have been selected.

	Elements
	Performance Criteria
	Questions
	Practical Tasks

	BSBADM301B  Produce text from shorthand notes


	1.
Take dictation using shorthand
	1.1
Prior to commencing the task identify organisational and task requirements relating to style, presentation and storage of documents

1.2
Clarify the purpose and requirements of the text with the author/speaker
1.3
Record shorthand notes from a dictation source at a minimum speed of 60 words per minute

1.4
Clarify meaning and spelling of unusual names or terms are clarified to ensure accuracy of the notes

1.5
Self-check shorthand notes for accuracy
	1, 2, 3
	1

	2.
Transcribe shorthand notes
	2.1
Produce text from shorthand notes to at least 98% accuracy

2.2
Produce text within designated timelines
	1
	

	3.
Edit and revise text
	3.1
Self-check final text for accuracy, spelling, grammar, punctuation and formatting
3.2
Revise,, format, print, name and store text in accordance with organisational and task requirements
	1, 3
	

	BSBADM302B  Produce texts from notes

	1.
Take notes
	1.1
Prior to commencing the task, identify organisational requirements relating to style, presentation and storage of documents 

1.2
Clarify purpose and requirements of text with author/speaker
1.3
Record notes with the required degree of accuracy from appropriate sources
1.4
Clarify meaning and spelling of names or technical terms to ensure accuracy of the notes

1.5
Self-check notes for accuracy
	1 - 3
	1

	2.
Transcribe notes
	2.1
Produce text from notes to the required degree of accuracy and reflects the intended meaning of the author/speaker
2.2
Produce text within designated timelines
	1
	

	3.
Edit and revise text
	3.1
Self-check final text for accuracy and grammar and ensure syntax is appropriate for the intended purpose and audience of the text

3.2
Revise, format, name, store and print text in accordance with organisational and task requirements
	3
	

	BSBADM303B  Produce texts from audio transcription

	1.
Prepare for audio transcription
	1.1
Prior to commencing the task identify organisational requirements relating to style, presentation and storage of texts 

1.2
Clarify purpose and requirements of the text are clarified with author or supervisor
	1 – 3
	1

	2.
Transcribe from an audio source
	2.1
Produce text using keyboarding techniques from an audio transcription with the required  accuracy

2.2
Predict the meaning of any unclear speech from the context or clarify with author/s

2.3
Ensure text developed from the audio transcription conveys intended meaning
2.4
Clarify the spelling of names or any technical terms and punctuation to ensure accuracy and clarity of  the text

2.5
Produce draft  text within designated timelines

2.6
Self-check draft text for accuracy
	1 – 3
	

	3.
Edit and revise text
	3.1
Circulate draft for checking in line with requirements of the organisation or originator of the audio transcription

3.2
Incorporate any amendments and self-check final text for accuracy, grammar and appropriateness for intended purpose and audience

3.3
Format,  name, store, print and distribute final text in accordance with organisational and task requirements
	1 - 3
	


	Elements
	Performance Criteria
	Questions
	Practical Tasks

	BSBADM307B  Organise schedules

	1.
Establish schedule requirements
	1.1
Identify organisational requirements and protocols for diaries and staff planning tools
1.2
Identify organisational procedures for different types of appointments

1.3
Determine personal requirements for diary / schedule items for individual personnel

1.4
Establish appointment priorities and clarify in discussion with individual personnel
	4
	2

	2.
Manage schedules
	2.1
Identify recurring appointments and deadlines and schedule in accordance with individual and organisational requirements

2.2
Establish availability of attendees and schedule new appointments in accordance with required timelines and diary commitments

2.3
Negotiate alternative arrangements and confirm when established appointments are changed

2.4
Record  appointments and manage schedules in accordance with organisational policy and procedures
	5
	

	BSBADM311A  Maintain business resources

	1.
Advise on resource requirements
	1.1
Calculate estimates of future and present business resources in accordance with organisational requirements

1.2
Ensure advice is clear, concise and relevant to achievement of organisational requirements

1.3
Provide information on the most economical and effective choice of equipment, materials and suppliers

1.4
Identify resource shortages and possible impact on operations
	6 – 9
	3

	2.
Monitor equipment/ resource usage and maintenance
	2.1
Ensure resource handling is in accordance with established organisational requirements including occupational health and safety requirements

2.2
Use business technology to monitor and identify the effective use of equipment and resources

2.3
Use consultation with individuals and teams to facilitate effective decision making on the appropriate allocation of resources

2.4
Identify and adhere to relevant policies regarding resource use in the performance of operational tasks

2.5
Routinely monitor and compare resource usage with estimate requirements in budget plans
	6 – 9
	

	3.
Acquire resources
	3.1
Ensure acquisition and storage of resources is in accordance with organisational requirements, is cost effective and consistent with organisational timelines

3.2
Acquire resources within available timelines to meet identified requirements

3.4
Review resource acquisition processes to identify improvements in future resource acquisitions
	6 - 9
	

	BSBCMN201A Communicate in the workplace 

	1.  Gather, convey and receive information and ideas 
	1.1
Collect information to achieve work responsibilities from appropriate sources 

1.2
use method/s and/or equipment to communicate appropriate ideas and information to the audience   

1.3
use effective listening and speaking skills in verbal communication 

1.4
Seek input from internal and external sources to develop and refine new ideas and approaches  

1.5
Respond to instructions or enquiries promptly and in accordance with organisational requirements  
	10 - 13
	

	2.  Complete workplace documentation and  correspondence 
	2.1 Present written information and ideas in clear and concise language to ensure the intended meaning of correspondence is understood by recipient
2.2 Draft and present correspondence within designated timelines

2.3 Ensure presentation of written information meets organisational standards of style, format and accuracy.
2.4
Complete workplace forms and documentation in a clear, concise and easy to read format
	10 - 13
	

	3. Communicate in a way that responds positively to individual differences
	3.1
Value all individuals and treat then with respect, courtesy and sensitivity

3.2
Take into consideration cultural differences in all verbal and on-verbal communication

3.3
use communication to develop and maintain positive relationships, mutual trust and confidence

3.4
Make efforts to use basic strategies to overcome language barriers

3.5
Ensure that behaviour is consistent with legislative requirements, enterprise guidelines and/or social protocols 
	10 - 13
	

	BSBCMN301A  Process customer complaints

	1.
Respond to complaints
	1.1
Process customer complaints using effective communication in accordance with organisational procedures established under company policies, legislation or codes of practice

1.2
Obtain, document and review necessary reports relating to customer complaints

1.3
Make decisions about customer complaints, taking into account applicable legislation, organisational policies and codes

1.4
Negotiate resolution of the complaint and obtain agreement where possible

1.5
Maintain a register of complaints/disputes

1.6
Inform customer of the outcome of the investigation
	14
	4

	2.
Refer complaints
	2.1
Identify complaints that require referral to other personnel or external bodies 

2.2
Make referrals to appropriate personnel for follow‑up in accordance with individual level of responsibility

2.3
Forward all documents and investigation reports

2.4
Follow-up appropriate personnel to gain prompt decisions
	15
	

	3.
Exercise judgment to resolve customer service issues
	3.1
Identify implications of issues for customer and organisation

3.2
Analyse, explain and negotiate appropriate options for resolution with customer

3.3
Propose viable options in accordance with appropriate legislative requirements and enterprise policies

3.4
Ensure matters for which a solution cannot be negotiated are referred to appropriate personnel
	15
	

	BSBCUS301A  Deliver and monitor a service to customers

	1.
Identify customer needs
	1.1
Use appropriate interpersonal skills to accurately identify and clarify customer needs and expectations

1.2
Assess customer needs for urgency to determine priorities for service delivery in accordance with organisational requirements

1.3
Use effective communication to inform customers about available choices for meeting their needs and assisted in the selection of preferred options

1.4
Identify limitations in addressing customer needs and seek appropriate assistance from designated individuals
	16
	4

	2.
Deliver a service to customers
	2.1
Provide prompt service to customers to meet identified needs in accordance with organisational requirements

2.2
Establish and maintain appropriate rapport with customers to ensure completion of the delivery of a quality service.

2.3
Sensitively and courteously handle customer complaints in accordance with organisational requirements

2.4
Provide assistance or respond to customers with specific needs in accordance with organisational requirements

2.5
Identify and use available opportunities to promote and enhance services and products to customers
	18
	

	3.
Monitor and report on service delivery
	3.1
Regularly review customer satisfaction with service delivery using verifiable evidence as per organisational requirements

3.2
Identify opportunities to enhance the quality of service and products and pursue within organisational requirements

3.3
Monitor procedural aspects of service delivery for effectiveness and suitability to customer requirements

3.4
Regularly seek customer feedback and use to improve the provision of products and services

3.5
Incorporate evidence of customer satisfaction in decisions to modify products or services, ensuring they are within organisational requirements

3.6
Ensure reports are clear, detailed and contain recommendations focused on critical aspects of service delivery
	16 - 18
	

	BSBDIV301A  Work effectively with diversity

	1.
Recognise individual differences and respond appropriately
	1.1
Recognise and respect individual differences in colleagues, clients and customers

1.2
Respond to differences sensitively

1.3
Ensure behaviour is consistent with legislative requirements and enterprise guidelines

1.4
Accommodate diversity using appropriate verbal and non‑verbal communication 
	19
	4

	2.
Work effectively with individual differences
	2.1
Recognise and document knowledge, skills and experience of others in relation to tea, objectives

2.2
Encourage colleagues to utilise and share their specific qualities, skills or backgrounds with other team members and clients tin order to enhance work outcomes

2.3
Ensure relations with customers and clients demonstrate that diversity is valued by the business
	20
	

	BSBFIA301A  Maintain financial records

	1.
Maintain daily financial records
	1.1
Correctly maintain daily financial records and in accordance with organisational requirements for accounting purposes

1.2
Identify and rectify or refer discrepancies or errors in documentation or transactions to designated persons in accordance with organisational requirements

1.3
Accurately credit and debit transactions promptly enter into journals in accordance with organisational requirements
	21 - 24
	5

	2.
Maintain general ledger
	2.1
Maintain general ledger in accordance with organisational requirements

2.2
Post transactions into general ledger in accordance with organisational reporting requirements

2.3
Reconcile systems for accounts payable and receivable with general ledger

2.4
Accurately prepare trial balance from general ledger in accordance with organisational requirements
	21 - 24
	

	3.
Monitor cash control
	3.1
Ensure cash flow is accurately accounted for in accordance with organisational requirements

3.2
Make and receive payments in accordance with organisational requirements

3.3
Collect or follow-up outstanding accounts within designated timelines

3.4
Check payment documentation for accuracy of information and despatch to creditors within designated timeline
	21 - 24
	

	BSBFIA302A  Process payroll

	1.
Record payroll data
	1.1
Check payroll data and clarify discrepancies with designated person/s

1.2
Enter employee pay period details and any deductions and allowances in payroll system in accordance with source documents
1.3
Calculate payment due to individual employees to reflect standard pay and variations in accordance with employee source data
	25 - 26
	5

	2.
Prepare payroll
	2.1
Prepare payroll within designated timelines in accordance with organisational policy and procedures

2.2
Reconcile total wages for pay period, check or correct irregularities or referred to designated persons for resolution

2.3
Make arrangements for payment in accordance with organisational and individual requirements

2.4
Obtain authorisation of payroll and individual pay advice in accordance with organisational requirements

2.5
Produce, check and store payroll records in accordance with organisational policy and security procedures

2.6
Follow security procedures for processing payroll and for maintaining payroll records
	25 - 26
	

	3.
Handle payroll enquiries
	3.1
Respond to payroll enquiries in accordance with organisational and legislative requirements

3.2
Provide information in accordance with organisational and legislative requirements

3.3
Ensure all enquiries outside area of responsibility and  are referred to designated persons for resolution

3.4
Complete additional information or follow‑up action within designated timelines in accordance with organisational policy and procedures
	27
	

	BSBFIA303A  Process accounts payable and receivable

	1.
Maintain financial journal systems
	1. 1
Check source documents for accuracy and authorisation.

1.2
Refer errors and discrepancies in source documents for resolution in accordance with organisational policy and procedures and relevant legislation and compliance requirements
1.3
Enter transactions into cash and credit journal system in accordance with organisational policy and procedures and relevant legislation and compliance requirements

1.4
Total credit journals in accordance with organisational policy and procedures
	28 - 31
	5

	2.
Prepare bank reconciliations
	2.1
Check cash journals against bank statements to identify differences

2.2
Update cash journals with relevant data from bank statement

2.3
Identify discrepancies and refer to appropriate staff member organisation or agency

2.4
Total cash journals in accordance with organisational policy and procedures

2.5
Prepare regular reconciliation reports within designated timelines
	28 - 31
	

	3.
Maintain accounts payable and accounts receivable systems
	3.1
Enter transactions into individual accounts payable and accounts receivable in accordance with organisational policy and procedures and accounting requirements

3.2
Prepare schedules of accounts payable and accounts receivable for reconciliation purposes in accordance with organisational requirements

3.3
Reconcile schedules of accounts payable and accounts receivable with journal data or general ledger in accordance with organisational requirements
	28 - 31
	

	4.
Process payments for accounts payable
	4.1
Reconcile accounts payable statements with accounting records in accordance with organisational policy and procedures

4.2
Check payment documentation for accuracy of information and discrepancies and rectify errors in accordance with organisational requirements
	28 - 31
	

	5.
Prepare statements for accounts receivable
	5.1
Produce and check accounts receivable statements for accuracy of content in accordance with organisational policy and procedures

5.2
Rectify discrepancies and statements despatched within designated timelines
	28 - 31
	

	6.
Follow up outstanding accounts
	6.1
Maintain accounts receivable ledger system in accordance with organisational requirements to reflect the current credit situation

6.2
Conduct aged analysis of accounts receivable to identify outstanding accounts and determine collection procedures in accordance with organisational requirements

6.3
Report or follow up outstanding accounts in accordance with organisational policy and procedures
	32
	

	BSBFIA304A maintain a general ledger

	1.
Process journal entries
	1.1
Prepare general journal entries from source documents in accordance with accounting requirements, organisational policy, procedures and accounting standards.
1.2
Post journals entries into general ledger system in accordance with organisational policy, procedures and accounting standards

1.3
Reconcile accounts payable and accounts receivable subsidiary ledger systems with general ledger

1.4
Ensure processing maintains the accounting equation and is completed within designated timelines
	32 - 34 
	5

	2.
Prepare a trial balance
	2.1
Prepare trial balance of the general ledger system in accordance with organisational requirements and accounting standards and ensure it is checked for accuracy
2.2
Identify and rectify irregularities or refer them for resolution when trial balance does not balance, in accordance with organisational policy and procedures
	35
	

	BSBFLM303C  Contribute to effective workplace relationships

	1.
Seek, receive and communicate information and ideas
	1.1
Collect information associated with the achievement of work responsibilities from appropriate sources

1.2
Communicate ideas and information to diverse audiences in an appropriate and sensitive manner 

1.3
Seek contributions from internal and external sources to develop and refine new ideas and approaches within organisational processes

1.4
Facilitate consultation process to allow employees to contribute to issues related to their work and promptly communicate  outcomes of consultation to the work team

1.5
Promptly deal with and resolve issues raised or refer them to relevant personnel
	36 - 37
	4

	2.
Encourage trust and confidence
	2.1
Treat people with integrity, respect and empathy

2.2
Encourage effective relationships within the framework of the organisation’s social, ethical and business standards

2.3
Gain and maintain the trust  and confidence of colleagues, customers and suppliers through competent performance

2.4
Adjust interpersonal styles and methods in relation to the organisation’s social and cultural environment
	36 - 37
	

	3.
Identify and use networks and relationships
	3.1
Identify and utilise workplace networks to help build relationships

3.2
Identify and describe the value and benefits of networks and other work relationships for the team and the organisation
	36 - 37
	

	4.
Contribute to positive outcomes
	4.1
Identify difficulties and take action to rectify the situation within own level of responsibility as per organisational/ legal requirements

4.2
Support colleagues in resolving work difficulties

4.3
Regularly review workplace outcomes and implement improvements in consultation with relevant personnel

4.4
Identify and resolve poor work performance within own level of responsibility according to organisational policies

4.5
Deal constructively with conflict  within the organisation’s established processes
	38
	

	BSBFLM305C  Support operational plan

	1.
Contribute to implementation of operational plan
	1.1
Collect and record details of resource requirements and report to relevant personnel

1.2
Ensure the operational plan contributes to the achievement of the organisation’s performance and business plan

1.3
Identify key performance indicators to measure own and work teams’ performance

1.4
Undertake contingency planning as required

1.5
Support the development and presentation of proposals for resource requirements as required
	39, 40, 42
	

	2.
Assist in recruiting employees and acquiring resources
	2.1
Assist with employee recruitment and/or induction as required within the organisation’s policies, practices and procedures

2.2
Acquire physical resources and services according to the organisation’s policies, practices and procedures and in consultation with relevant personnel 
	41
	

	3. Support operations
	3.1
Identify and utilise performance systems and processes to assess team progress in achieving plans and targets

3.2
Compare actual productivity and performance with identified short-term budgets, targets and performance results

3.3
Identify and report unsatisfactory performance to relevant personnel, to enable action to be take to rectify the situation

3.4
Provide coaching to support individuals and teams to use resources effectively, economically and safely

3.5
Support consultation processes for the development and/or variation of the operational plan as required

3.6
Present recommendations for variation to operational plans to relevant personnel

3.7
Follow performance systems, procedures and recording processes in accordance with organisational l requirements
	39 - 41
	

	BSBFLM312B Contribute to team effectiveness

	1       Contribute to team outcomes
	1.1
Consult team members to identify team purpose, roles, responsibilities, goals, plans and objectives 

1.2
Support team members to meet expected outcomes
	43, 45
	

	2       Support team cohesion
	2.1
Encourage team members to participate in the planning, decision making and operational aspects of the work team to their level of responsibility

2.2
Encourage team members to take responsibility for their own work and to assist each other in undertaking required roles and responsibilities 

2.3
Provide feedback to team members to encourage, value and reward team members' efforts and contributions   

2.4
Identify and address issues, concerns and problems identified by team members to relevant persons as required   
	45
	

	3       Participate in work team
	3.1
Actively encourage and support team members to participate in team activities and communication processes and to take responsibility for their actions 

3.2
Support the team to identify and resolve problems which impede its performance

3.3
Utilise own contribution to work team to serve as a role model for others and enhances the organisation's image within the work team, the organisation and with clients/customers  
	45
	

	4       Communicate with management


	4.1
Maintain open communication with line manager/management at all times

4.2
Communicate information from line manager/management to the team 

4.3
Communicate unresolved issues to line manager/management and follow up to ensure action is taken in response to these matters
	44
	

	BSBINM201A Process and maintain workplace information

	1. Collect information
	1.1 Collect information is timely manner and ensure that it is relevant to organisational needs.

1.2 Use business equipment/technology available in the work area to effectively obtain information

1.3 Apply organisational requirements relating to security and confidentiality in information handling 
	46
	

	2. Process workplace information
	2.1 Use business equipment / technology to process information in accordance with organisational requirements

2.2 Process information in accordance with defined timeframes, guidelines and procedures.

2.3 Update, modify and file information in accordance with organisational requirements.

2.4 Collate and dispatch information in accordance with specified timeframes and organisational requirements 
	46
	

	3. Maintain information systems
	3.1 Maintain information and filing systems in accordance with organisational requirements

3.2 Identify, remove and/or relocate inactive or dead files in accordance with organisational requirements

3.3 Establish and assemble new files in accordance with organisational requirements
3.4 Update reference and index systems in accordance with organisational requirements

	46
	

	BSBINM202A Handle mail

	1. Receive and distribute incoming mail
	1.1 Ensure that incoming mail is checked and registered in accordance with organisational policy and procedures

1.2 Identify titles and locations of company personnel and departments

1.3 Identify and distribute urgent and confidential mail in accordance with organisational requirements

1.4 Sort and despatch mail to nominated person/location in accordance with organisational requirements

1.5 Record and/or report damaged, suspicious or missing items and take appropriate action as per organisational policy/procedures
	47, 50
	

	2. Collect and despatch outgoing mail
	2.1 Collect, check and sort outgoing mail to ensure all items are correctly prepared for despatch in accordance with organisational policy and procedures

2.2 Record and process outgoing mail for despatch in accordance with organisational requirements
2.3 Despatch mail to meet designated timelines
	48
	

	3. Organise urgent and same day deliveries
	3.1 Evaluate delivery options and select best option
3.2 Prepare items for urgent delivery in accordance with organisational requirements and carrier specifications
3.3 Organise lodgement or pickup of emergency deliveries and follow-up if necessary
	49

	

	BSBINM301A  Organise workplace information

	1.
Collect and assess information
	1.1
Access product and service information in accordance with organisational requirements

1.2
Ensure methods of collecting information are reliable and make efficient use of available time and resources

1.3
Assess information for clarity, accuracy, currency and relevance to intended tasks

1.4
Use interpersonal skills to access relevant information from teams and individuals
	51 - 53
	6

	2.
Organise information
	2.1
Organise information in a format suitable for analysis, interpretation and dissemination in accordance with organisational requirements

2.2
Use appropriate business technology/systems to maintain information in accordance with organisational requirements

2.3
Collate information and materials and communicate to relevant designated persons

2.4
Identify difficulties organising and accessing information and solve collaboratively with individuals and team members

2.5
Update and store information in accordance with organisational requirements and systems
	51 - 53
	

	3.
Review information needs
	3.1
Actively seek feedback on clarity, accuracy and sufficiency of information to ensure relevance of information and system

3.2
Review the contribution of information to decision making and implement appropriate modifications to collection processes 

3.3
Identify future information needs and incorporate in modifications to collection processes

3.4
Document future information needs and incorporated in modifications to reporting processes
	51 - 53
	

	BSBINM302A  Utilise a knowledge management system

	1.
Access and use knowledge management system
	1.1
Access knowledge management system is accessed to assist with specific tasks in line with system procedures

1.2
Administer system in line with procedures
	54
	7

	2. Input to knowledge management system
	2.1
Gather, analyse and prepare inputs for contribution to the system in line with procedures

2.2
Check inputs for clarity, accuracy, currency and relevance

2.3
Make inputs to system in line with procedures

2.4
Analyse requirements of the system and ensure suggestions for improvements are provided to relevant personnel
	55
	

	3.
Review and improve work practices
	3.1
Provide feedback about the clarity, accuracy, currency and relevance of the system’s output to relevant personnel

3.2
Document learning resulting from the use of the system 

3.3
Improve work practices as a result of learning from the use of the system


	56
	

	BSBINN201A  Contribute to workplace innovation

	1.
Identify opportunities to do tings better
	1.1
Be aware of own role in workplace innovation

1.2
Proactively identify opportunities for improvement in own area of work

1.3
Gather and review information which mat be relevant to ideas and which might assist in gaining support for ideas


	57
	3

	2.
Discuss and develop ideas with others
	2.1
Identify people who would provide input into ideas for improvements

2.2
Select the best way of approaching people to being sharing ideas

2.3
Seek feedback on improvement of ideas and discuss and develop options and possible transactions

2.4
Review and select ideas for follow-up based on feedback and further review 


	58
	

	3.
Address the practicalities of change
	3.1
Take action to implement routine changes in consultation with others and within scope of own responsibility

3.2
Identify and articulate issues and practical processes for implementing proposed ideas

3.3
Present ideas and practical suggestions to the appropriate people how improvements could be made


	59


	

	BSBITU203A  Communicate electronically

	1.
Implement procedures to send and receive electronic mail
	1.1
Log in to software for sending and receiving email in accordance with organisational requirements

1.2
Check outgoing email for accuracy and ensure any required attachments are prepared in accordance with organisational and service provider requirements

1.3
Identify urgent, confidential, personal, suspicious or potentially dangerous email and take appropriate actions

 1.4
Deal with returned email in accordance with organisational policies and procedures


	60
	8

	2.
Manage electronic mail
	2.1
Set security levels and/or filters for incoming email in accordance with organisational requirements

2.2
Create and maintain individual mailboxes in accordance with organisational requirements

2.3
Store email and/or attachments in accordance with organisational requirements

2.4
Empty inboxes and archive or permanently delete in accordance with organisational requirements

2.5
Prepare and maintain electronic mailing lists in accordance with organisational  requirements
	61, 62
	

	3. Collaborate online
	3.1
Identify software to be used in collaboration

3.2
Ensure online collaboration is undertaken in accordance with organisational policy, procedures and net etiquette (netiquette)

3.3
Respond to posts or communications in accordance with agreed parameters, organisational requirements and netiquette


	63
	

	BSBITU301A  Create and use databases

	1.
Create a simple database
	1.1 Design a simple relational database, with at least two tables, using a database application, basic design principles, software functions and simple formulae

1.2 Develop a table with fields and attributes according to database usage, as well as data considerations and user requirements

1.3 Create a primary key for each table

1.4  Modify table layout and field attributes as required

1.5 Create a relationship between two tables

1.6 Check and amend data entered, in accordance with organisational and task requirements 
	64 - 65
	9

	2.
Create simple database queries
	2.1
Determine information output, database tables to be used and report layout to meet task requirements

2.2
Determine data groupings, search and sort criteria to meet task requirements

2.3
Run reports and queries to check that results and formulae provide the required data
2.4
Modify reports to include or exclude additional requirements
	64 - 65
	

	3.
Use database
	3.1
Ensure data input meets designated timelines and organisational requirements for speed and accuracy

3.2
Use manuals, user documentation and on-line help to overcome problems with database design and production

3.3
Preview, adjust and print database reports or forms in accordance with organisational and task requirements

3.4
Name and store databases in accordance with organisational requirements and exit application without data loss/damage
3.5
Prepare and distribute reports to appropriate person in a suitable format


	65
	

	BSBITU302A  Create electronic presentations

	1.
Prepare to create presentation
	1.1
Organise personal work environment in accordance with ergonomic requirements 

1.2
Determine purpose, audience and mode of presentation in consultation with content author or presenter

1.3
Identify presentation requirements  in term of supporting documents, transparencies and equipment

1.4
Apply work organisation strategies and energy and resource conservation techniques to plan work activities


	66 - 67
	6

	2.
Create presentation
	2.1
Design slides, notes and handout masters to incorporate organisational and task requirements in relation to image and preferred style, avoiding distraction

2.2
Use software functions for consistency of design and layout to meet identified presentation requirements
2.3
Balance presentation features for visual impact and emphasis

2.4
Use advanced software features to streamline and customise the presentation for different audiences

2.5
Prepare presentations within designated timelines 

	66 - 67
	

	3.
Finalise presentation
	3.1
Use manuals, user documentation and on-line help to overcome problems with design and production

3.2
Check presentation for spelling, consistency and style in accordance with task requirements

3.3
Print presentation materials are printed in accordance with presenter / audience requirements

3.4
Store presentation in accordance with organisational requirements and exit the application without information loss/damage

	66 - 67
	

	BSBITU3056A Conduct online transactions

	1. Identify and investigate online service provider 
	1.1 Undertake online research to identify suppliers of required products/services
1.2 Assess service provider confidentiality, security and privacy facilities as per individual and organisational requirements

1.3 Assess potential products/services for authenticity
	68 – 69
	

	2. Perform online transactions
	2.1 Confirm organisational requirements for products/services to be obtained
2.2 Ensure authentication information is secured in accordance with organisational requirements
2.3 Use appropriate online functions to obtain required product5s/services

2.4 Report any difficulties in accessing or using online facilities to the service provider
2.5 Complete transaction and ensure that products/services are received in accordance with terms of online transactions
	69
	

	3. Maintain records of online transactions
	3.1 Maintain records of transactions in accordance with organisational policy, procedures and level of authority

3.2 Compare organisational records with online records and deal with irregularities according to organisational policy and procedures
	70
	

	4. Review online transactions
	4.1
Review obtained products/services rendered to determine quality, timeliness and level of customer service in relation to 
advertised profile

4.2
Make recommendations regarding continued or future use of online service provider, as supported by transaction history


	70
	

	BSBITU306A Design and Produce business documents
	

	1.
Select and prepare resources
	1.1
Select and use appropriate technology and software applications to produce required business documents

1.2
Select layout and style of publication  according to information and organisational requirements
1.3
Ensure document design is consistent with company and/or client requirements, using basic design principles

1.4
Discuss and clarify format and style with person requesting document/publication


	71 - 73
	

	2.
Design document
	2.1
Identify and open files and records according to task and organisational requirements

2.2
Design document to ensure efficient entry of information and to maximise the presentation and appearance of information 
2.3
Use a range of functions to ensure consistency of design and layout

2.4
Operate input devices within designated requirements


	71 - 73
	

	3.
Produce document
	3.1
Complete document production within designated timelines according to organisational requirements

3.2
Check document produced to ensure it meets task requirements for style and layout

3.3
Store documents appropriately and save document to avoid loss of data

3.4
use manuals, training booklets and/or help‑desks to overcome basic difficulties with document design and production

	71 - 73
	

	4. Finalise document
	4.1
Proofread document for readability, accuracy and consistency in language, style and layout prior to final input

4.2
Make any modifications to document to meet requirements

4.3
Name and store document in accordance with organisational requirements and exit the application without data/loss damage

4.4
Print and present document according to requirements


	71 - 73
	

	BSBPRO301A  Recommend products and services

	1.
Develop and maintain knowledge of products and services
	1.1
Actively and regularly research knowledge and understanding of industry products and services using authoritative sources

1.2
Use available product and service documentation to identify and understand characteristics of products and services and to make comparisons with other products and services 

1.3
Accurately document and maintain Information on products/services in a format consistent with organisational requirements

1.4
Apply acquired knowledge to improve quality within personal work areas


	74
	

	2.
Recommend products and services
	2.1
Ensure that recommendations on products and services are in line with organisational requirements

2.2
Provide recommendations that emphasise product and service issues relevant to client needs

2.3
Ensure that evidence in support of recommendations is verifiable and presented in a suitable format

2.4
Structure recommendations to identify clear benefits to clients and the organisation
	75
	

	3.
Advise on promotional activities
	3.1
Provide advice that is clear, is supported by verifiable evidence and is compatible with organisational requirements

3.2
Ensure promotional documentation and materials are appropriate to presentation of the organisation's products and services

3.3
Ensure that costs of promotional activities conform to budget resources

3.4
Estimate impact of promotional activities from verifiable customer feedback sources

3.5
Evaluate the benefits of promotional activities and incorporate in plans for future promotional activities

	76, 77
	

	BSBSBM301A Investigate micro business opportunities

	1.
Describe the  business ideas
	1.1 Gather information for business ideas from appropriate sources
1.2 List  details of business ideas and opportunities
1.3 Research alternative business ideas in light of the resources available 

1.4 Specify and list products and services to match business idea

1.5 Identify and research potential customer information for business ideas

1.6 Identify and take into account financial, business and technical skills available when researching business opportunities
	78
	

	2.
Identify market needs
	2.1 Collect information regarding market size and potential from appropriate sources

2.2 Investigate market trends and developments to identify market needs relative to business ideas

2.3 Gather market information from primary and secondary sources to identify possible market needs in relation to business ideas

2.4 Identify ethical and cultural requirements of the market and their impact on business ideas

2.5 Identify new and emerging markets and document their futures

2.6 Identify and organise information on expected market growth or decline and associated risk factors

	78
	

	3. Investigate  factors affecting 
the market
	3.1 Identify projected changes in population, economic activity and the labour force that may affect business ideas

3.2 Identify movements in prices and projected changes in availability of resources

3.3 Review trends and developments and identify their potential impact on business ideas


	78
	

	BSBSUS201A Participate in environmentally sustainable work practices

	1.
Identify current resource use
	1.1 Identify workplace environmental and resource efficiency issues

1.2 Identify resources used in own work role

1.3 Document and measure current usage of resources using appropriate techniques

1.4 Record and file documentation measuring current usage, using technology (such as software systems) where applicable

1.5 Identify and report workplace environmental hazards to appropriate personnel
	79-84
	

	2.
Comply with environmental regulations
	2.1 Follow workplace procedures to ensure compliance

2.2 Report breaches or potential breaches to appropriate personnel
	79-84
	

	3. 
Seek opportunities to improve resource efficiency
	3.1 Follow organisational plans to improve environmental practices and resource efficiency

3.2 Work as part of a team, where relevant to identify possible areas for improvements to work practices in own work areas

3.3 Make suggestions for improvements to workplace practices in own work area
	79-84
	

	BSBWOR204A  Use business technology

	1.
Select and use technology
	1.1
Select appropriate technology and software applications to achieve the requirements of the task

1.2
Adjust workspace, furniture and equipment to suit user ergonomic requirements

1.3
use technology according to organisational requirements and in a way which promotes a safe work environment
	85- 87
	

	2.
Process and organise data
	2.1
Identify, open, generate or amend files and records according to task and organisational requirements

2.2
Operate input devices according to organisational requirements

2.3
Store data is stored appropriately and exit applications without damage to or loss of, data

2.4
Use manuals, training booklets and/or on-line help or help-desks to overcome basic difficulties with applications
	85-87
	

	3.
Maintain technology
	3.1
Identify and replace used technology consumables in accordance with manufacturer's instructions and organisational requirements

3.2
Carry out and/or arrange routine maintenance to ensure equipment is maintained in accordance with manufacturer's instructions and organisational requirements

3.3
Identify equipment faults accurately and take action taken in accordance with manufacturer's instructions or by report fault to designated person
	85-87
	








Remember RPL assessment is an accumulative process of collecting evidence
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COMPETENCY CONVERSATION
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Step 1:


Analyse the application.


Identify links between any documents applicant provides and competency units.


Identify any key questions for competency conversation.





Step 5:


Identify any practical activities required to confirm competency


Observe practical activity








Step 7:


Identify areas where 3rd party verification is needed and inform candidate. 


Confirm / Verify 3rd party reports





Step 3:


Conduct competency conversation








Step 2:


Record results of analysis in table at end of application








Step 4:


Complete the Record of Conversation sheets during the competency conversation








Step 6:


Complete Practical Assessment Tasks Observation Sheets








Step 8:


Receive completed Third party reports











Complete assessment sign off and file documentation.


Advise of gap training as appropriate


Issue Statement of Attainment/Qualification
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